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The fifth annual Workers" Comp Industry Insights Survey was
conducted in collaboration with Risk & Insurance® magazine, in
person at the National Comp conference and online through mid-
November. This survey continues to reveal important insights
about the challenges, successes, innovations, and evolving needs
in workers" comp medical care. In 2022, aftershocks from the
COVID-19 pandemic were most strongly felt through price inflation,
labor shortages, and mental/behavioral health crises. This year’s
survey explores the impact of these — and other — issues and how
workers’ comp organizations are managing them.

Introduction
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Major Findings

Strong Focus on Healthcare Industry Dynamics

‘ 60% ‘ 57% ‘ 42%

want to increase use concerned about say inability to see/
of network providers medical price inflation control medical prices a
claim complexity concern

Providing and paying for injured worker medical care is a top

concern, not only for clinicians and medical program managers, # ﬂ
but for executive and claims leaders. The top two industry

challenges cited by survey participants in this year’s survey
were healthcare provider/service shortages and medical price
inflation. This is a striking difference from last year when the
changing workforce, employee retention and recruitment,
and operational efficiencies dominated industry concerns and
priorities. But the pandemic greatly accelerated an already
looming shortage of physicians, nurses, and other healthcare
workers, while lingering supply chain shortages and rising
wages put pressure on prices. The unfortunate combination is
causing both access to care issues and higher costs for some
medical services and products.

industry challenge = healthcare
provider/service shortages

The number three challenge — increasingly complex claims —
exacerbates concern over healthcare service shortages and
costs because mental health conditions and comorbidities
are top contributors to claim complexity. So, the top three A near-even split between the top
challenges are likely so close in terms of percentage because 3 challenges indicates closely related,
they are so closely related as a matter of practical fact. rather than conflicted, concerns.
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Major Findings

Strong Focus on Healthcare Industry Dynamics

- Top 5 Industry Challenges ~

Healthcare Provider/ Service Shortages

Medical price inflation

Increasingly complex claims

Workers’ comp litigation

55%

New workplace safety challenges
(communicable disease, remote work, marijuana, violence)

53%

N /

E E The medical drives everything, the medical control
drives the whole claim at the end of the day.

Risk Manager | Employer
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Major Findings

Comorbidities a Chronic Condition
for Workers” Comp

medical program priority 6-| 0/ say comorbidities a claim
is managing comorbidities 0 complexity concern

6 27 cite mental health conditions as
(o)

most concerning claim complexit Y, o rocovery.
g o} y 5 7 A) barrier to recovery

An aging workforce, chronic conditions, such as diabetes, ) @
obesity, and hypertension, and rising rates of mental health ﬂ %@
conditions, including depression and anxiety, are some of

the reasons that managing comorbidities continues to be a  cite comorbidity management as
growing priority for workers’ comp healthcare. Unfortunately, =~ medical program priority, an increase
these are problems not easily solved. Chronic conditions are  of 25% over last year’s survey.
increasingly common among the general population and good

health outcomes for injured workers require treating the whole

patient. I[dentifying at-risk patients early on to ensure appropriate

treatment is key to managing comorbidities and keeping injured

workers on a path to recovery.
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Major Findings

Comorbidities a Chronic Condition

for Workers” Comp

e Medical Program Management Priorities

Manage patient chronic conditions/comorbidities

M%

Solutions to support front-line claims decisions

67%

Increase use of in-network providers

60%

Enhance claims process automation capabilities

58%

Identify and manage social determinants of health
(substance abuse, language barriers, social isolation)

56%

Clinical outreach/intervention programs
53%
Implement mental/behavioral health programs

52%

Pharmacy strategies to optimize care and identify/
limit concerning prescribing behaviors

48%

Vetting promising new treatment modalities/technologies

36%

(5

And while we don’t own the comorbidity,
the comorbidity is going to own us unless
we deal with it.

Executive Leader | Insurance Carrier
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Major Findings

Industry Banks on Technology

The healthcare worker shortage may be the industry’s most
pressing challenge in the coming year, but a shortage of qualified # ﬂ
insurance industry professionals is also a concern for roughly

50% of survey participants. As with healthcare, the insurance
industry was already contending with a labor shortage, which
was exacerbated by the pandemic and “Great Resignation.”
In response, workers’ comp leaders have made technological
initiatives a priority. Claims process automation, virtual and
mobile technologies, system integration and data sharing,
and analytics are some of the solutions that organizations are
turning to improve operational efficiency and enhance services.
This includes a stronger emphasis on technical solutions in
medical care management where clinical decision support,
information sharing between payers and providers, and the use
of analytics to identify opportunities for clinical intervention have
grown in importance.

beneficial initiative for workers’
comp organizations in 2022 was
claims process automation

want better solutions to
support front-line claims staff
If we had more automation, we would be able
to spend more time evaluating our claims.

Adjustors have high volume, so they become
more processors than analytical thinkers.

Claims Leader | Insurance Carrier
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Major Findings

Industry Banks on Technology

Technologies Increasing in Importance

Claims process automation 48% 68%

Telemedicine 47% 5 9 %

Interoperability/data sharing 3 3% 49%

Predictive/prescriptive analytics 3 l % 4 5 %

Mobile technologies 33% 44%

The 2023 Workers’ Comp Industry Insights Survey Report
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Major Findings

Diverse Pharmacy Management Concerns

Pharmacy strategies to optimize care is a priority for:

57%

60% 60%

of insurance carriers of claims leaders of medical program managers

Medical-related concerns were top of mind
this year and several of them - price inflation,
comorbidities, and increasing claim complexity —
are linked to pharmacy management strategies.
Private label topicals (PLTs) , specialty drugs, and
physician dispensing are growing contributors to
pharmacy costs. Comorbidities, including mental
health conditions, are now common factors that
must be considered when treating injured worker
patients, and often contribute to claim complexity.
These are likely some of the reasons that pharmacy
strategies to optimize care and limit concerning
prescribing behaviors was a priority for 48% of
respondents overall, 57% of insurance carriers,
and 60% of both claims leaders and medical
program managers.

In addition, 60% of survey participants — and
67% of medical program managers — said that
increasing use of in-network providers is a priority.
In post-survey follow up interviews, participants

The 2023 Workers’ Comp Industry Insights Survey Report

reported the highest incidence of out-of-network
activity was within their pharmacy networks,
which would also contribute to higher pharmacy/
medical program costs.

Unlike in years past when the industry was
contending with the ubiquitous use of opioids,
pharmacy program priorities have shifted to
more subtle and diverse concerns, which will
require vigilant and multi-pronged management
strategies to ensure patient safety and avoid
unnecessary costs.

(]

An injured worker with comorbidities might be
taking other medications that are going to conflict
with some of the provider’s recommendations...
these are potential complications.

Executive Leader | Employer
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Major Findings

Diverse Pharmacy Management Concerns

-~ Q@ 0 0 0 0

Insurance Carriers

Solutions to support
front-line claims

Enhance claims process
automation capabilities

Manage patient chronic
conditions/ comorbidities

Pharmacy strategies to
optimize care and identify/
limit concerning
prescribing behaviors

Increase use of in-network
providers

Top 5 Medical Program Priorities

Insurance Carriers and Key Roles

Claims Leaders R Claims Professionals
Managers

Manage patient chronic
conditions/ comorbidities

Increase use of in-
network providers

Enhance claims process
automation capabilities

Pharmacy strategies to
optimize care and identify/
limit concerning prescribing
behaviors

Identify and manage social
determinants of health
(substance abuse, language
barriers, social isolation)

Increase use of in-
network providers

Manage patient chronic
conditions/ comorbidities

Clinical outreach/
intervention programs

Pharmacy strategies

to optimize care and
identify/ limit concerning
prescribing behaviors

Enhance claims process
automation capabilities

Manage patient
chronic conditions

Solutions to support front-
line claims decisions

Increase use of in-
network providers

Pharmacy strategies

to optimize care and
identify/ limit concerning
prescribing behaviors

Enhance claims process
automation capabilities
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Major Findings

Improving Injured Worker Patient
Experience a Growing Priority

66% 65% 48%
of claims professionals say most valuable use of had success improving
struggle to obtain info analytics and Al is to personalize injured worker experience
from injured workers the injured worker experience in 2022
For the past three years, survey participants have identified the
injured worker’s unfamiliarity with the workers’ comp system ﬂ
as the #1 barrier to recovery. And each year the percentage

of respondents who agree this is the case has increased,

growing from 50% in 2020 to 66% in 2022. As awareness of barrier to recover for 3 straight years
the difficulties faced by injured workers grows, so too does is injured worker unfamiliarity with
the desire to improve their experience. The easier it is for workers’ comp system

injured workers to receive appropriate and effective treatment,

the more likely it is that they will recover and return to work

in a timely manner. Unsurprisingly, industry stakeholders are

betting on technology to facilitate a smoother journey for

injured workers through the complex environment of workers’

compensation healthcare.
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Major Findings

Improving Injured Worker Patient
Experience a Growing Priority

-

Most Valuable Uses of Al and Analytics

Personalize the injured worker experience

Identify potential fraud, waste, and abuse Identify, segment, and manage high-risk patient populations

50%

Identify high litigation risk claims Automate referral and authorization activity

Inform and guide clinical decision support for claims professionals Vendor/provider performance benchmarking and management

49%

48%

(]

You know the last thing an injured employee wants
is a one size fits all phone call with a script or a form
letter. The fact pattern can be identical for the injury,
but the individual themselves can be much different.

Executive Leader | Employer

The 2023 Workers’ Comp Industry Insights Survey Report
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Survey Results

Contributors

The 2023 Workers” Comp Industry Insights Survey is a collaborative effort
between Risk & Insurance® Magazine and Healthesystems. Uttam Kokil,
PhD, User Researcher at Healthesystems served as principal researcher
and analyst.

Methodology

The 2023 Workers" Comp Industry Insights Survey was launched on
site at the National Comp Conference, October 19-21, 2022, where
we surveyed and interviewed conference attendees in person. Online
survey participation continued through November 11, 2022, followed by
telephone interviews in December of 2022.

The 2023 Workers’ Comp Industry Insights Survey Report 14



Participant Demographics: Then and Now

2019 2020 2021 2022 2023
Partic;gg;: 512 669 602 | 498 503

Organization Type ;:r;]e /n:;ge ;:;;;de Change

Employer 23% 23% @

State/Government Agency 8% 5%
Insurance Carrier 15% 21%
Healthcare Provider 9% 1%
Third Party Administrator 6% 5%
Brokerage 10% 6%
Managed Care Organization 3% 4%
Consultancy 3% 6%
Law Firm 4% 3%
Other 17% 16%

\_ /
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Participant Demographics: Then and Now

Professional Role ;:r;]e /n;azge ;:r;;;;zge Change

Executive Leadership 28% 25%
Claims Leadership 10% 14%
Risk Management 15% 15% @

Broker/Agent 10% 6%
Clinical Case Management 5% 8%
Claims Professional/Adjuster 5% 7%
Medical Program Management 4% 3%
Legal/Regulatory 4% 3%
Healthcare Provider 3% 3% @

Procurement 1% 0%
Other 15% 16%

N /
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Industry Challenges

What challenges facing the workers’ comp
industry most concern you today?

Healthcare provider/ service shortages

Medical price inflation 58%
Increasingly complex claims
(4l Workers’ Comp litigation 55%

New workplace safety challenges (communicable disease,
00 o o
remote work, marijuana, violence)

Poor worker health/comorbidities

&

—
@Q9®‘@‘@®@

Insurance industry labor shortage 49%

Increasing regulation and/or expanding coverage requirements
Outdated technology/insufficient technological support

Cyber security risks

©

Participant Perspective

o

Healthcare provider shortages was a close second The top 3 challenges are closely related and reflect
top challenge for executive leaders who ranked the circular challenges of strong demand, short

medical price inflation as their biggest concern. supply, and high costs.

The 2023 Workers’ Comp Industry Insights Survey Report 17



Beneficial Programs

What programs implemented by your organization over
the past 2-3 years have been most beneficial?

N
!

)

53

Claims process improvements/operational efficiency

Implementation of virtual/remote technologies (telehealth,
virtual case meetings, etc.)

50%

Employee retention and recruitment 49%

Initiatives to improve the injured worker’s experience 46%

)

Technological integration with partners and providers 33%

Initiatives to improve provider engagement 30%

Analytics and/or artificial intelligence usage 28%

Co5
=
| 49%
| 46%
EAa
| 30% |
| 28% |
24%

Expansion of/access to medical services 24%

Utilization of wearables/biometrics/telematics

)

aa
(00}
2

000000000

Participant Perspective Healthe Insight

o

Claims process improvement and efficiency reaped Top priorities from 2021 appear to have been realized
big benefits for most organizations, but initiatives to as beneficial programs in 2022. In last year’s survey,
improve the injured worker experience was the most operational efficiency was the #2 industry priority and

beneficial program for state and government agencies. claims process automation was the #1 technology.
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Medical Program Priorities
What are the top priorities for your workers” comp
medical management program? _

Manage patient chronic conditions/comorbidities
Solutions to support front-line claims decisions
Increase use of in-network providers
Enhance claims process automation capabilities
Identify and manage social determinants of health (substance

abuse, language barriers, social isolation)
Clinical outreach/intervention programs
Implement mental/behavioral health programs

)

Pharmacy strategies to optimize care and identify/limit 5
: " . 48%
concerning prescribing behaviors
o Vetting promising new treatment modalities/technologies

000000000

Participant Perspective Healthe Insight

o

Solutions to support front-line claims decision was the Out of network activity is most prevalent in pharmacy
top priority for insurance carriers. programs according to survey follow up interviews.
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Medical Program Priorities

Please rank the top priorities for your workers’ comp
medical management program with #1 being the
most important.

Solutions to support front-line claims decisions

Manage patient chronic conditions/comorbidities

Enhance claims process automation capabilities

Increase use of in-network providers

)

Identify and manage social determinants of health (substance
abuse, language barriers, social isolation)

Clinical outreach/intervention programs

Implement mental/behavioral health programs

Pharmacy strategies to optimize care and identify/limit
concerning prescribing behaviors

Vetting promising new treatment modalities/technologies

)

000000000

e Participant Perspective Healthe Insight

Clinical managers and healthcare providers ranked When ranked in order, medical program priorities change
managing comorbidities ahead of solutions to support slightly, reflecting the difference between priorities in

claims decisions. general and the order in which they might be tackled.
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Recovery Barriers

What do you feel are the biggest barriers
to injured worker recovery?

66%

Injured workers’ unfamiliarity navigating workers’ comp system

Comorbidities 57%

Limited availability of transitional duty/return to work options 53%

Care coordination/communication challenges 52%

)

Injured worker social determinants of health (e.g., substance 48%
abuse, language barriers, social isolation) °

Access to timely/quality care 43%

Negative interactions with supervisors/claims staff treating providers 41%

Medical history and/or other relevant information unavailable to
payers or providers

40%

Language/cultural barriers 35%

)

000000000

Participant Perspective Healthe Insight

o

Claims leaders differed in selecting comorbidities as the The percentage of survey participants who say that injured
top barrier to recovery. workers’ unfamiliarity with the workers’ comp systems is

top barrier has increased steadily for 3 years.
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Technology

Which technological advances will be most important
to your workers’ comp medical management
program in the next 3-5 years?

Claims process automation

Telemedicine/virtual technologies 59%

Interoperability and data sharing between payers,
providers & vendors

49%

Predictive/prescriptive analytics 45%

Mobile technologies 44%

Wearables/digital medicine/smart devices 28%

)

Atrtificial intelligence/machine learning 28%

00000060

e Participant Perspective Healthe Insight

Among healthcare providers, claims process automation Participants who selected interoperability and data
and telemedicine/virtual technologies were tied for the sharing increased by 16% over last year, possibly reflecting

#1 spot. a growing movement toward system integration.
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Analytics

Which applications of enhanced data analytics
and artificial intelligence would be most valuable
to your organization?

Personalize the injured worker experience
Identify potential fraud, waste, and abuse

Identify high litigation risk claims

Inform and guide clinical decision support for claims professionals

Identify, segment, and manage high-risk patient populations 50%

Automate referral and authorization activity
Vendor/provider performance benchmarking and management

00000060

e Participant Perspective Healthe Insight

Personalizing the injured worker experience was a clear #1 for 94% of workers reported mobile as their most-used device
employers, but insurance carriers selected inform and guide and 88% use smart phones daily, according to a separate

clinical decisions as the most valuable data application. Healthesystems’ study.
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Claim Complexity

Which types of claim complexity most
concern you?

Mental health conditions

62%

Comorbidities 61%

Undetected fraud 46%

Lack of transparency into/inability to control medical prices %

Injured worker substance abuse 41%

Charges for medical services unrelated to injury 41%

)

Unknown/unmanaged social determinants of health (SDoH) 35%

00000060

Polypharmacy (simultaneous use of multiple drugs to treat one
or more conditions)

w

O@

29%

e Participant Perspective Healthe Insight

Mental health conditions were a smaller concern for The portion of participants who cited mental health
employers, who ranked it #3. conditions as a claim complexity concern increased

by 11% over 2021 and those citing comorbidities
increased by 15%.
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Claims Professional
Perspective

What obstacles do you face when
facilitating care for injured workers?

Difficulty obtaining information from medical providers

Difficulty reaching and/or obtaining information
from injured workers

Too many claims to manage

Lack of reliable and accessible clinical decision
support information

)

Legislative/regulatory requirements

Outdated or inadequate claims processing system

)

Visibility into the progression of medical care

Inflated provider prices and fees

)

00000000

69%

66%

62%

45%

41%

38%

31%

Working between multiple, disconnected systems and software 28%

%

N
0o

Participant Perspective

o

62% of claims professionals reported having
too many claims to manage, as opposed to
42% last year.

The 2023 Workers’ Comp Industry Insights Survey Report

Healthe Insight

23% of claims professionals from employer
organizations had difficulty obtaining information
from medical providers, compared with 19% from

TPAs and 15% from insurance carriers.
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Success Begins and Ends
with the Injured Worker

The top three industry challenges from this year's survey —
medical provider/service shortages, medical price inflation,
and increasingly complex claims — were separated by less than
two percentage points. This is the smallest margin between top
challenges we have ever seen and a marked departure from last
year's survey when changing workforce/workplace, was the
dominant choice selected by 71% of participants.

The nearly even distribution reflects the close connections
between the three top challenges. Healthcare professionals of
all kinds are in high demand, which drives higher wages and
contributes to rising service costs. Prices are also under pressure
from supply chain disruptions and labor shortages in other
economic sectors, such as transportation. Access to a wide
variety of medical services and products is in shorter supply,
while more comorbidities and mental health conditions among
injured worker populations are contributing to increasingly
complex medical claims.

In addition to comorbidities, we are seeing a growing awareness
of Social Determinants of Health (SDoH) and how they can
impact injured worker recovery. Many workers experienced
changes in economic circumstances and living arrangements
during the pandemic, which could affect theiraccess to care. This
has long been a concern in rural regions and now some urban
areas are experiencing similar challenges, due to pharmacies
and healthcare facilities closing in poorer neighborhoods.

Providing effective care for injured workers requires a
combination of physician/provider care, medication, and
a variety ancillary products and services, such as physical
therapy and DME. This is a lot of care to coordinate with a very
fragmented healthcare system, and workers’ remote payers are
right to prioritize technology.

The 2023 Workers’ Comp Industry Insights Survey Report

26




Success Begins and Ends
with the Injured Worker

Automation, analytics, integration, artificial intelligence, and
remote and mobile technologies all have a role in streamlining
the process and executing effective claims and medical program
management strategies.

At the center of those strategies, of course, is the injured worker.
Industry stakeholders are demonstrating their understanding
that injured worker patients are not merely passive recipients of
prescribed treatments. They are active participants in their own
care whose levels of engagement and enthusiasm may depend
on their service experience. And the expectations for that
experience have been changed by healthcare consumerism and
the proliferation of mobile and remote technologies that have
enhanced the patient experience in group health environments.

As noted earlier, for three consecutive years survey participants
have opined that the injured worker’s unfamiliarity with the
workers’ comp system is the number one barrier to care.
Recognizing this was an important first step that is now being
followed by tangible efforts to improve the injured worker’s
experience through data analytics, system integration and
information sharing, automation, and mobile technologies.
Those initiatives are bound to pay dividends, not only for patients,
but for providers and payers as well. Injured workers are at the
center of everything we do and necessarily the starting point to
achieve success.

The 2023 Workers’ Comp Industry Insights Survey Report
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Results by Featured Job Roles

Executive Claims Clinical/Case Medical Program Claims
Leader Leader Manager Manager Professional
1. Medical price inflation 1. Insurance industry 1. Healthcare provider/ 1. Increasingly complex 1. Increasingly complex
Industry 2. Healthcare provider/ labor shortage service shortages claims claims
Challenges service shortages 2. Medical priceinflation 2. Poor worker 2. Medical price inflation 2. Workers' Comp
health s liticati
3. Increasing 3. Workers’ Comp ealth/comorbidities 3. Outdated ttigation
regulation and/or litigation 3. Increasingly complex technology/ 3. Healthcare provider/
expanding coverage claims insufficient service shortages
r:c?uirerlngntsv ° 4. Poor worker health/ | ItecLIJﬂnlollogicalsuppor’[ | ¢
comorbidities 4. Insurance industry 4. Poor worker health/
4. Insurance indust ) labor shortage 4. Workers' Com comorbidities
Iabl:)rshor‘ltag: v 5. Healthcare provider/ ° litigation i -
service shortages 5. New workplace 5. Medical price inflation
5. Increasingly complex ) safety challenges 5. New workplace
claims 6. gacirriassmglycomplex (communicable safety challenges 6. ?a?gﬁi;ﬁilscis
6. N Kol disease, remote work, (communicable ( ycha b?
+ Newworkplace 7. Outdated marijuana, violence) disease, remote work, communicable
safety challenges technology/ marijuana, violence) disease, remote work,
(communicable tec frfw}o'ogty 6. Workers’ Comp ! marijuana, violence)
disease, remote work, i[nsi |C|Ien' | \ litigation 6. Insurance industry 71 )
marijuana, violence) echnological suppor . o labor shortage - ncreasing
s, | ) 7. Medical price inflation regulation and/or
7. Outdated : ncrela?ng a/ 8. | ) 7. Healthcare provider/ expanding coverage
technology/ regufation and/or - Increasing service shortages requirements
insufficient expanding coverage regulation and/or
technological support requirements expanding coverage 8. Increasing 8. Insurance industry
requirements regulation and/or labor shortage
8. Workers' Comp 9. New workplace expanding coverage
I safety challenges 9. Outdated B 9. Outdated
litigation ) requirements
(communicable technology/ technology/
9. Poor worker health/ disease, remote work, insufficient 9. Poor worker health/ insufficient
comorbidities marijuana, violence) technological support comorbidities technological support
10.Cyber security risks 10.Cyber security risks 10.Cyber security risks 10.Cyber security risks 10.Cyber security risks
1. Employee retention 1. Claims process 1. Claims process 1. Analytics and/or 1. Claims process
Beneficial and recruitment improvements/ improvements/ artificial intelligence improvements/
p 2. Claims process operational efficiency operational efficiency usage operational efficiency
rograms .

improvements/
operational efficiency

3. Implementation
of virtual/remote
technologies
(telehealth, virtual
case meetings, etc.)

4. Initiatives to improve
the injured workers’
experience

5. Initiatives to improve
provider engagement

6. Technological
integration with
partners and
providers

7. Analytics and/or
artificial intelligence
usage

Expansion of/access
to medical services

Utilization of
wearables/
biometrics/telematics

N

Implementation

of virtual/remote
technologies
(telehealth, virtual
case meetings, etc.)

w

Employee retention
and recruitment

»

Initiatives to improve
the injured workers’
experience

o

Technological
integration with
partners and
providers

o

Analytics and/or
artificial intelligence
usage

7. Initiatives to improve
provider engagement

Expansion of/access
to medical services

Utilization of
wearables/
biometrics/telematics

The 2023 Workers’ Comp Industry Insights Survey Report

N

Implementation

of virtual/remote
technologies
(telehealth, virtual
case meetings, etc.)

w

Initiatives to improve
the injured workers’
experience

»

Employee retention
and recruitment

o

Initiatives to improve
provider engagement

Expansion of/access
to medical services

7. Technological
integration with
partners and

providers

Analytics and/or
artificial intelligence
usage

®

Utilization of
wearables/
biometrics/telematics

2. Technological
integration with
partners and
providers

w

Employee retention
and recruitment

»

Implementation

of virtual/remote
technologies
(telehealth, virtual
case meetings, etc.)

o

Expansion of/access
to medical services

o

Claims process
improvements/
operational efficiency

7. Initiatives to improve

provider engagement

Initiatives to improve
the injured workers’
experience

Utilization of
wearables/
biometrics/telematics

2. Implementation
of virtual/remote
technologies
(telehealth, virtual
case meetings, etc.)

w

Employee retention
and recruitment

o

Initiatives to improve
the injured workers'
experience

5. Technological
integration with
partners and
providers

Expansion of/access
to medical services

7. |Initiatives to improve

provider engagement

Analytics and/or
artificial intelligence
usage

®

Utilization of
wearables/
biometrics/telematics
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Results by Featured Job Roles

Executive Claims Clinical/Case Medical Program Claims
Leader Leader Manager Manager Professional
1. Manage patient 1. Manage patient 1. Manage patient 1. Increase use of in- 1. Manage patient
Medical Program chronic conditions/ chronic conditions/ chronic conditions/ network providers chronic conditions/
comorbidities comorbidities comorbidities . comorbidities
Management 2. Manage patient
PO 2. Solutions to support 2. Solutions to support 2. Solutions to support chronic conditions/ 2. Solutions to support
Priorities ) ; ; ; ; ; T ; ;
front-line claims front-line claims front-line claims comorbidities front-line claims
decisions decisions decisions 3. Clinical outreach/ decisions

3. Clinical outreach/ 3. Enhance claims 3. ldentify and manage intervention programs 3. Increase use of in-

intervention programs process automation social determinants ) network providers
S 4. Pharmacy strategies
. capabilities of health (substance o .
4. Increase use of in- to optimize care 4. Pharmacy strategies
- . abuse, language - ) A
network providers 4. Pharmacy strategies barriers. social and identify/ to optimize care

5. Identifyand to optimize care isolatiorll) limit concerning and identify/

+ 'gentily and manage and identify/ prescribing behaviors limit concerning
social determinants limit . a. | fin- Ibina behavi

Fhealth (substance imit concerning - Increase use of in 5. Enhance claims prescribing behaviors
© prescribing behaviors network providers ) .
abuse, language process automation 5. Enhance claims
barriers, social 5. Identify and manage 5. Enhance claims capabilities process automation
isolation) social determinants process automation 6. Solutionst t capabilities
) of health (substance capabilities + >0lUtions to SUppo .
6. Enhance claims abuse, language front-line claims 6. Clinical outreach/
process automation barrierls social 6. Implement mental/ decisions intervention programs
biliti . o behavioral health .
capabrities isolation) pfos;gcr:z] e 7. Identify and manage 7. Implement mental/
7. Implement mental/ . social determinants behavioral health
. 6. Increase use of in- .
behavioral health - 7. Clinical outreach/ of health (substance programs
network providers . ;
programs intervention programs abuse, language 8. Identi g
. 7. Implement mental/ ) barriers, social - lden ffyan manage
8. Pharmacy strategies B 8. Pharmacy strategies ) - social determinants
A behavioral health A isolation)
to optimize care programs to optimize care of health (substance
and identify/ and identify/ 8. Implement mental/ abuse, language
limit concerning 8. Clinical outreach/ limit concerning behavioral health barriers, social
prescribing behaviors intervention programs prescribing behaviors programs isolation)

9. Vetting promising 9. Vetting promising 9. Vetting promising 9. Vetting promising 9. Vetting promising
new treatment new treatment new treatment new treatment new treatment
modalities/ modalities/ modalities/ modalities/ modalities/
technologies technologies technologies technologies technologies

1. Injured workers' 1. Comorbidities 1. Injured workers' 1. Injured workers' 1. Injured workers’

: familiarit . I familiarit familiari familiari
Barriers to unfamiliarity ’ 2. Limited availability unfamiliarity ’ unfami !anty , unfami !arlty {
navigating workers Firansitional duty/ navigating workers navigating workers navigating workers
Recovery comp system Setlj?r?i)l\?vr;k oLg;t/iorWS comp system comp system comp system
2. Comorbidities 3. Injured workers' 2. Comorbidities 2. Injured worker social 2. Comorbidities
- : L determinants of health ) )

3. Limited availability unfamiliarity 3. Care coordination/ (eeger:l:rtw)i?az(cje e 3. Injured worker social
of transitional duty/ navigating workers’ communication at’)u's’e language determinants of health
return to work options comp system challenges barriers, social (aebgageSLlj:nstaur;cee

4. Care coordination/ 4. Injured workersocial 4. Limited availability isolation) barriers sc?cialg
communication determinants of health oftransmonalduty/ . Negative interactions isolation)
challenges (e.g., substance return to work options ) )

abuse, language with supervisors/ 4. Limited availability

5. Injured worker social €, languag 5. Access to timely/ claims staff treating ° o
determinants of health barriers, social i oroviders of transitional duty/
(eeger?L:rk;as?aZSe ea isolation) quality care return to work options

o 4. Access to timel )
abuse, language 5. Language/cultural qualitsy carel v/ 5. Access to timely/
barriers, social barriers quality care
isolation) 5. Limited availability
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Results by Job Role

Executive
Leader

Claims
Leader

Clinical/Case
Manager

Medical Program

Manager

Claims
Professional

Medical history
and/or other

Medical history
and/or other

Negative interactions
with supervisors/

Comorbidities

Negative interactions
with supervisors/

(cont'd) relevant information relevant information claims staff treating 7 Carecoqrdlr?atlon/ claims staff treating
. ) ) . communication .
Barriers to unavailable to payers unavailable to payers providers providers
- ~ challenges
or providers or providers N
Recovery 7. Language/cultural s L Jcultural 7. Care coordination/
7. Access to timely/ 7. Access to timely/ barriers ° banguage cultura communication
quality care quality care ) ) arners challenges
8. Injured worker social 9. Medical hist
8. Negative interactions 8. Care coordination/ determinants of health : Z/'Ca t: ory 8. Medical history
with supervisors/ communication (e.g., substance and/oroter and/or other
) . relevant information ; .
claims staff treating challenges abuse, language ilable t relevant information
providers L . barriers, social unavariable to payers unavailable to payers
9. Negative interactions isolation) or providers or providers
9. language/cultural with supervisors/
barriers claims staff treating 9. Medical history 9. language/cultural
providers and/or other barriers
relevant information
unavailable to payers
or providers
1. Claims process 1. Claims process 1. Telemedicine/virtual 1. Predictive/ 1. Claims process
automation automation technologies prescriptive analytics automation
Most Important - . - ' . . - .
P L. 2. Telemedicine/virtual 2. Telemedicine/virtual 2. Interoperability and 2. Claims process 2. Telemedicine/virtual
Technologies in technologies technologies data sharing between automation technologies
- . -~ ayers, providers & . -
Next 3-5 Years 3. Interoperability and 3. Predictive/ \F/)erzdorsp 3. Interoperability and 3. Interoperability and
data sharing between prescriptive analytics data sharing between data sharing between
ayers, providers & . 3. Claims process ayers, providers & ayers, providers &
payers, p 4. Interoperability and P payers, b payers, p
vendors . automation vendors vendors
data sharing between
4. Mobile technologies payers, providers & 4. Predictive/ 4. Artificial intelligence/ 4. Predictive/
5. Predictive/ vendors prescriptive analytics machine learning prescriptive analytics
prescriptive analytics 5. Mobile technologies 5. Mobile technologies 5. Telemedicine/virtual 5. Mobile technologies
e - - technologi -
6. Attificial intelligence/ 6. Wearables/digital 6. Wearables/digital echnologies 6. Wearables/digital
machine learning medicine/smart medicine/smart 6. Mobile technologies medicine/smart
. devi devi . devi
7. Wearables/digital evices evices 7. Wearables/digital evices
medicine/smart 7. Attificial intelligence/ 7. Attificial intelligence/ medicine/smart 7. Attificial intelligence/
devices machine learning machine learing devices machine learning
1. Personalize the 1. Personalizetheinjured 1. Personalize theinjured 1. Inform and guide 1. Personalize the injured
injured worker worker experience worker experience clinical decision worker experience
Most Val | i . . . . tfor clai . .
ost A aluable expenence 2. Identify potential 2. Identify potential ;L:gfp(;z;oz;;:salms 2. Identify potential
Analytics and Al 2. |dentify, segment, fraud, waste, and fraud, waste, and fraud, waste, and
Applications and manage high-risk abuse abuse 2. Vendor/provider abuse
i |ati rf
patient populations 3. Informand guide 3. Vendor/provider EanfernaaTIfiig and 3. Informand guide
3. Identify potential clinical decision performance clinical decision
X g management .
fraud, waste, and support for claims benchmarking and support for claims
abuse professionals management 3. I|dentify, segment, professionals
high-risk
4. Informand guide 4. |dentify high litigation 4. Automate referral and anql manage nigh-is 4. |dentify high litigation
L e ) ! o . patient populations ) !
clinical decision risk claims authorization activity risk claims
support for claims . 4. Automate referral and .
professionals 5. AutomAateAreferraAlgnd 5. Infqrm and gg|de authorization activity 5. Identify, segmgnt, A
authorization activity clinical decision and manage high-risk
5. Identify high litigation 6. Vendor/provider suppor‘FforcIaims 5. Personalizetheinjured patient populations
risk claims professionals worker experience
performance 6. Automate referral and
6. Automate referral and benchmarking and 6. Identify high litigation 6. Identify potential authorization activity
authorization activity management risk claims ggtcsiéwaste,and 7. Vendor/provider
7. Vendor/provider 7. Identify, segment, 7. Identify, segment, performance
performance and manage high-risk and manage high-risk 7. Identify high litigation benchmarking and
benchmarking and patient populations patient populations risk claims management
management
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Results by Featured Job Roles

Executive Claims Clinical/Case Medical Program Claims
Leader Leader Manager Manager Professional
1. Mental health 1. Comorbidities 1. Mental health 1. Mental health 1. Mental health
conditions conditions conditions conditions
Most Concerning o 2. Mental health . o e
Clai 2. Comorbidities conditions 2. Comorbidities 2. Comorbidities 2. Comorbidities
alms
. 3. Llack of transparency 3. Undetected fraud 3. Undetected fraud 3. Injured worker 3. Undetected fraud
Complexities SOl
into/inability to . ) substance abuse )
control medical prices ¥ Injured worker 4. Charges for medical 4. Charges for medical
substance abuse services unrelated to 4. Unknown/ services unrelated to
4. Injured worker 5. lack of ransparency injury unmangged social injury
substance abuse . R . determinants of health
into/inability to 5. Injured worker (SDoH) 5. lack of transparency
5. Undetected fraud control medical prices substance abuse into/inability to
) 5. lackoft trol medical pri
6. Charges for medical 6. Unknown/ 6. Unknown/ ir;atz/iona[;’ailr;tsyptaorency contrormedicaprices
services unrelated to unmanaged social unmanaged social control medical prices . Polypharmacy
injury determinants of health determinants of health (simultaneous use
2. Unknown/ (SDoH) (SDoH) 6. quypharmacy of multiple drugs to
d al 7. Ch P dical 7. Polyoh (simultaneous use treat one or more
unmanaged socia ° arges formedica - rolypharmacy of multiple drugs to conditions)
determinants of services unrelated to (simultaneous use treat one of more
health (SDoH) injury of multiple drugs to conditions) 7. Injured worker
8. Polvoh 8. Polvoh treat one or more substance abuse
+ rolypharmacy - Polypharmacy conditions) 7. Undetected fraud
(simultaneous use (simultaneous use 8. Unknown/
of multiple drugs to of multiple drugs to 8. Lack of transparency 8. Charges for medical unmanaged social
treat one or more treat one or more into/inability to services unrelated to determinants of health
conditions) conditions) control medical prices injury (SDoH)
Claims
Professional
1. Difficulty obtaining information from medical providers
Claims’ 2. Difficulty reaching and/or obtaining information from injured workers
Professionals’ 3. Too many claims to manage
Obstacles 4. lack of reliable and accessible clinical decision support information
5. legislative/regulatory requirements
6. Outdated or inadequate claims processing system
7. Visibility into the progression of medical care
8. Working between multiple, disconnected systems and software
9. Inflated provider prices and fees
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Results by Featured Organization Types

Insurance Govt Healthcare
. Employer TPA .
Carrier Agency Provider
Top Industry 1. Increasingly complex 1. Workers’ Comp 1. Poor worker health/ 1. New workplace 1. Healthcare provider/
Challenges claims litigation comorbidities (sséi;:ymc:sillczrk;gljees service shortages
2. Medical priceinflation 2. Poor worker health/ 2. New workplace . 2. Increasingly complex
comorbidities safety challenges disease, remote work, claims
3. Healthcare provider/ vy chalieng marijuana, violence)
) ) (communicable
service shortages 3. Healthcare provider/ B ’ 3. Poor worker health/
ice short disease, remote work, 2. Increasingly complex biditi
4. Poor worker health/ service shortages marijuana, violence) claims comorbidities
comorbidities 4. N(:ww?]rlilplace 3. Insurance industry 3. Healthcare provider/ 4. I\_/l{orl;ers Comp
5. Insurance industry (Scaoen:yrr::ur?icearl;?ees labor shortage service shortages figation
labor shortage disease, remote work, 4. Increasingly complex 4. Outdated 5. Medical price infiation
6. Workers' Comp marijuana, violence) claims technology/ 6. Increasing
itigati . o , insufficient i
litigation 5. Medical priceinflation 5. Workers" Comp nsumeent regulatpn and/or
7. Outdated litigation technological support expanding coverage
- outdate 6. Increasingly complex ’ requirements
technology/ . . 5. Insurance industry
. . claims 6. Healthcare provider/
insufficient service shortages labor shortage 7. New workplace
technological support 7. Increasing B s . safety challenges
. . o 6. Medical price inflation ;
8. | ) regulation and/or 7. Medical price inflation (communicable
+ \ncreasing expanding coverage ) 7. Workers’ Comp disease, remote work,
regulation and/or : 8. Increasing G - A
. requirements ) litigation marijuana, violence)
expanding coverage regulation and/or
requirements 8. Insurance industry expanding coverage 8. Poorworker health/ 8. Outdated
9. Newworkplace labor shortage requirements comorbidities its;::frf}gilgr?ty/
safety challenges 9. Outdated 9. Cyber security risks 9. Increasing }
5 ; technological support
(communicable technology/ regulation and/or
: ) . 10.Outdated - ]
disease, remote work, insufficient technology/ expanding coverage 9. Insurance industry
marijuana, violence) technological support technology requirements labor shortage
insufficient
10.Cyber security risks 10.Cyber security risks technological support  10.Cyber security risks 10.Cyber security risks
1. Claims process 1. Claims process 1. Employee retention 1. Implementation 1. Implementation
. improvements/ improvements/ and recruitment of virtual/remote of virtual/remote
Most Beneficial operational efficiency operational efficiency . technologies technologies
2. Implementation . .
Programs ) . . (telehealth, virtual (telehealth, virtual
2. Implementation 2. Employee retention of virtual/remote ; .
R A X case meetings, etc.) case meetings, etc.)
Implemented of virtual/remote and recruitment technologies
in 2022 technologies e . (telehealth, virtual 2. Claims process 2. Initiatives to improve
(telehealth, virtual 3. Italtlgt{ve550|mirovle case meetings, etc.) improvements/ the injured workers'
case meetings, etc.) € Injurec Workers . operational efficiency experience
experience 3. Claims process
3. Employee retention . improvements/ 3. Initiatives to improve 3. Employee retention
. 4. Implementation . . o , -
and recruitment ofvirtual/remote operational efficiency the injured workers and recruitment
4. Initiatives to improve technologies 4. Analytics and/or expenence 4. Initiatives to improve
the injured workers’ (telehealth, virtual artificial intelligence 4. Technological provider engagement
experience case meetings, etc. usage integration with .
P 9 ) 9 part%ersand providers 5. Expansion of/access
5. Analytics and/or 5. Initiatives to improve 5. Initiatives to improve to medical services
artificial intelligence provider engagement the injured workers’ 5. Employee retention )
; ; 6. Claims process
usage ) experience and recruitment .
6. Expansion of/access improvements/
6. Technological to medical services 6. Technological 6. Initiatives to improve operational efficiency
integration with . integration with provider engagement )
partners and providers 2. An_a_ly_t|C§ ano!/or partners and providers . 2. ?I'echnolpgma_l
artificial intelligence 7. Expansion of/access integration with
7. Initiatives to improve usage 7. Initiatives to improve to medical services partners and providers
id t ) id t . .
providerengagement g, Technological providerengagement g, Analytics and/or 8. Analyticsand/or
8. Expansion of/access integration with 8. Expansion of/access artificial intelligence artificial intelligence
to medical services partners and providers to medical services usage usage
9. Utilization of 9. Utilization of 9. Utilization of 9. Utilization of
wearables/ wearables/ wearables/ wearables/

biometrics/telematics
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Results by Featured Organization Types

Insurance Govt Healthcare
R Employer TPA .
Carrier Agency Provider
1. Solutions to support 1. Manage patient 1. Solutions to support 1. Enhance claims 1. Manage patient
. front-line claims chronic conditions/ front-line claims process automation chronic conditions/
Medical Program decisions comorbidities decisions capabilities comorbidities
Management 2. Enhance claims 2. Solutions to support 2. Manage patient 2. Manage patient 2. Enhance claims
Priorities process automation front-line claims chronic conditions/ chronic conditions/ process automation
capabilities decisions comorbidities comorbidities capabilities
3. Manage patient 3. Increase use of in- 3. Increase use of in- 3. Increase use of in- 3. Vetting promising new
chronic conditions/ network providers network providers network providers treatment modalities/
biditi ) _ A technologi
COMOrBICItEs 4. |dentify and manage 4. Enhance claims 4. Solutions to support echnologies
4. Pharmacy strategies social determinants process automation front-line claims 4. Clinical outreach/
to optimize care of health (substance capabilities decisions intervention programs
didenti b | . .
andcen lfy/~ abuse, language 5. Identify and manage 5. Implement mental/ 5. Increase use of in-
limit concerning barriers, social ; ) ) :
o . . . social determinants behavioral health network providers
prescribing behaviors isolation)
of health (substance programs 6. Solutions i
5. Increase use of in- 5. Enhance claims abuse, language . + 20OUtoNS to SUPpo
- . ) ) 6. Identify and manage front-line claims
network providers process automation barriers, social . . .
v h - social determinants decisions
L capabilities isolation)
6. Clinical outreach/ of health (substance .
) B - 7. Identify and manage
intervention programs 6. Implement mental/ 6. Clinical outreach/ abuse, language } .
) . 8 : . social determinants
. behavioral health intervention programs barriers, social
7. Identify and manage ) - of health (substance
; . programs isolation)
social determinants 7. Implement mental/ abuse, language
of health (substance 7. Clinical outreach/ behavioral health 7. Clinical outreach/ barriers, social
abuse, language intervention programs programs intervention programs isolation)
barri ial ) ) )
isirlgggsr,])sooa 8. Pharmacy strategies 8. Pharmacy strategies 8. Pharmacy strategies 8. Implement mental/
to optimize care to optimize care to optimize care behavioral health
8. Implement mental/ and identify/ and identify/ and identify/ programs
behavioral health limit concerning limit concerning limit concerning 9. Ph trateq
programs prescribing behaviors prescribing behaviors prescribing behaviors - harmacy strategies
to optimize care
9. Vetting promising new 9. Vetting promising new 9. Vetting promising new 9. Vetting promising new and identify/
treatment modalities/ treatment modalities/ treatment modalities/ treatment modalities/ limit concerning
technologies technologies technologies technologies prescribing behaviors
1. Comorbidities 1. Injured workers' 1. Comorbidities 1. Injured workers' 1. Injured workers’
familiarit - familiarit familiarit
. 2. Injured workers’ uniamunarity , 2. Limited availability uniamarity . uniamuiarity ,
Barriers to unfamiliarity navigating workers of transitional duty/ navigating workers navigating workers
S , t . t i
Recovery navigating workers comp system return to work options comp system comp system
comp system 2. Comorbidities ) . 2. Comorbidities 2. Care coordination/
3. Injured worker social communication
3. Injured worker social 3. Care coordination/ determinants of health 3. Limited availability
. A o challenges
determinants of health communication (e.g., substance of transitional duty/
(e.g., substance challenges abuse, language return to work options 3. Limited availability
abuse, language - - barriers, social ) of transitional duty/
barriers, social 4. lelted'a'vallablllty isolation) 4. ACC?SS to timely/ return to work options
isolation) of transitional duty/ quality care
return to work options 4. Negative interactions 5. Neoative interacti 4. Accessto timely/
4. Limited availability ) . with supervisors/ - INegative interactions quality care
" 5. Medical history ; : with supervisors/
of transitional duty/ d/or oth claims staff treating laims staff treati 5. C biditi
return to work options anc/orotner providers claims stafftreating « omorbidities
relevant information providers L .
- ) ’ ’ 6. Negative interactions
5. Care coordination/ unavailable to payers 5. Medical history 6. C dination/ ith isors/
communication or providers and/or other - Lare cooraination WITH SUPETVISOTS,
; " communication claims staff treating
challenges . . relevant information .
6. Injured worker social ) challenges providers
. . . unavailable to payers
6. Medical history determinants of health : . . . )
or providers 7. Injured worker social 7. Injured worker social
and/or other (e.g., substance determinants of health determinants of health
relevant information abuse, language 6. Injured workers’ eterminants ornea eterminants othea
. ’ : e (e.g., substance (e.g., substance
unavailable to payers barriers, social unfamiliarity b | b |
or providers isolation) navigating workers’ abuse, language abuse, language
comp system barriers, social barriers, social
7. Access to timely/ 7. Negative interactions isolation) isolation)
lit ith i 2. dinati . ) . .
quality care wit superwsors_/ Care coordina ion/ 8. Medical history 8. Medical history
claims staff treating communication
8. language/cultural X and/or other and/or other
’ providers challenges ! . ; .
barriers relevant information relevant information
- . 8. Access to timely/ 8. language/cultural unavailable to payers unavailable to payers
9 Nfegatlve In_teractlons quality care barriers or providers or providers
with supervisors/
claims staff treating 9. language/cultural 9. Access to timely/ 9. language/cultural 9. language/cultural

providers

barriers

The 2023 Workers’ Comp Industry Insights Survey Report

quality care

barriers

barriers

33



Results by Featured Organization Types

Insurance Govt Healthcare
. Employer TPA .
Carrier Agency Provider
1. Claims process 1. Claims process 1. Claims process 1. Claims process 1. Claims process
automation automation automation automation automation
Mostlmp.ortant 2. Predictive/ 2. Telemedicine/virtual 2. Telemedicine/virtual 2. Telemedicine/virtual 2. Telemedicine/virtual
Technologies Next prescriptive analytics technologies technologies technologies technologies
3-5 Years 3. Telemedicine/virtual 3. Mobile technologies 3. Mobile technologies 3. Interoperability and 3. Interoperability and
technologies 4. Interoperability and 4. Predictive/ data sharingAbetvveen data sharing‘betvveen
- ; " ) payers, providers & payers, providers &
4. Interoperability and data sharing between prescriptive analytics
. . vendors vendors
data sharing between payers, providers & 5. Artificial intell /
payers, providers & vendors ° ||§‘|a lln eliigence 4. Predictive/ 4. Predictive/
vendors 5. Predictive/ machine fearning prescriptive analytics prescriptive analytics
5. Artificial intelligence/ prescriptive analytics 6. g;f;zﬁ;iglgf\;sen 5. Mobiletechnologies 5. Mobile technologies
hine learni . A . .
machine leaming 6. Wearables/digital payers, providers & 6. Wearables/digital 6. Wearables/digital
6. Mobile technologies medicine/smart vendors medicine/smart medicine/smart
- devi . devi devi
7. Wearables/digital evices 7. Wearables/digital evices evices
medicine/smart 7. Artificial intelligence/ medicine/smart 7. Artificial intelligence/ 7. Attificial intelligence/
devices machine learning devices machine learning machine learning
1. Informand guide 1. Personalize theinjured 1. Inform and guide 1. Personalize theinjured 1. Personalize the injured
clinical decision worker experience clinical decision worker experience worker experience
Most Valuable rt for clai rtfor clai
.. Fs)tﬁggzgoz;lcsalms 2. Identify potential Zﬁgggsioz;f;alms 2. Identify potential 2. Automate referral and
Applications of fraud, waste, and fraud, waste, and authorization activity
Analytics and Al 2. Personalize the injured abuse 2. |dentify potential abuse .
- 3. Identify, segment,
worker experience L e fraud, waste, and L pe o
3. Identify high litigation abuse 3. Identify high litigation and manage high-risk
3. Vendor/provider risk claims risk claims patient populations
rf ) 3. P lize the injured e
periormance . |dentify, segment, ersonatize e Injure . Automate referraland 4. Identify high litigation
benchmarking and o worker experience A L ) !
management and manage high-risk authorization activity risk claims
patient populations 4. |dentify high litigation . . )
. : / 5. Identify, segment, 5. I|dentify potential
4. |dentify, segment, risk claims - .
o 5. Automate referraland and manage high-risk fraud, waste, and
and manage high-risk R . ) ; ;
: : authorization activity 5. Vendor/provider patient populations abuse
patient populations performance
5. Identify potential 6. Vendor/provider benchmarking and 6. Vendor/provider 6. Infgrm and _gglde
performance performance clinical decision
fraud, waste, and A management A ;
abuse benchmarking and benchmarking and support for claims
management 6. Automate referral and management professionals
6. I|dentify high litigati . thorizati tivit ) )
cen lfY IGNIBGANON 5 nform and guide authorization activity 7. Informand guide 7. Vendor/provider
risk claims e e . L he
clinical decision 7. ldentify, segment, clinical decision performance
7. Automate referral and support for claims and manage high-risk support for claims benchmarking and
authorization activity professionals patient populations professionals management
1. Mental health 1. Comorbidities 1. Mental health 1. Mental health 1. Mental health
Most Concerning conditions 2. Undetected fraud conditions conditions conditions
. 2. Comorbidities 2. Comorbidities 2. Comorbidities 2. Comorbidities
Claims 3. Mental health
Complexities 3. !_ackgftra'r?sparency conditions 3. Injured worker 3. Undetected fraud 3. Undetected fraud
into/inability to ) substance abuse . .
control medical prices 4. Charges for medical 4. Charges for medical 4. Injured worker
services unrelated to 4. Charges for medical services unrelated to substance abuse
4. Undetected fraud inj i lated t inj
ndetected frau injury issj;v:;es unrelated to injury 5. lack of transparency
5. Injured worker 5. lack of transparency 5. lack of transparency into/inability to
substance abuse into/inability to 5. Polypharmacy into/inability to control medical prices
6. Unknown/ control medical prices (simultgneous use control medical prices 6. Unknown/
. . of multiple drugs to .
unmanaged social 6. Injured worker t 6. Unknown/ unmanaged social
- reat one or more . :
determinants of health substance abuse o unmanaged social determinants of health
conditions) -
(SDoH) 2. Unknown/ determinants of health (SDoH)
) : . 6. Undetected fraud SDoH
7. Charges for medical unmanaged social naetected frau (SDoH) 7. Polypharmacy
services unrelated to determinants of health 7. Lack of transparency 7. Polypharmacy (simultaneous use
injury (SDoH) into/inability to (simultaneous use of multiple drugs to
control medical prices of multiple drugs to treat one or more
8. quypharmacy 8. P(?Iypharmacy treat one or more conditions)
(simultaneous use (simultaneous use 8. Unknown/ o
- - ) conditions) )
of multiple drugs to of multiple drugs to unmanaged social 8. Charges for medical
treat one or more treat one or more determinants of health 8. Injured worker services unrelated to
conditions) conditions) (SDoH) substance abuse injury
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Results by Featured Organization Types

Insurance Govt Healthcare
R Employer TPA .
Carrier Agency Provider
1. Difficulty obtaining 1. Difficulty reaching 1. Difficulty reaching 1. Difficulty reaching 9. N/A
. information from and/or obtaining and/or obtaining and/or obtaining
Claims medical providers information from information from information from
Professionals’ 2. Too many claims to injured workers injured workers injured workers
Obstacles to manage 2. Outdated or 2. Too many claims to 2. Legislative/regulatory
Facilitating Care . . inadequate claims manage requirements
9 3. Difficulty rea;hlng processing system e .
and/or obtaining 3. Visibility into the 3. Llackof reliable and
information from 3. Too many claims to progression of accessible clinical
injured workers manage medical care decision support
N - inf ti
4. Outdated or 4. legislative/regulatory 4. Legislative/regulatory nformation
inadequate claims requirements requirements 4. Outdated or
i t ) ) inad te clai
processing system 5. Working between 5. lackof reliable and inadequate ciaims
A . ; - processing system
5. Legislative/regulatory multiple, accessible clinical
requirements disconnected systems decision support 5. Too many claims to
6. Working between and software information manage
multiple, 6. Inflated provider 6. Outdated or 6. Inflated provider
disconnected systems prices and fees inadequate claims prices and fees
d soft ) i t . .
anc sottware 7. Lack of reliable and processing system 7. Difficulty obtaining
7. Lack of reliable and accessible clinical 7. Working between information from
accessible clinical decision support multiple, medical providers
decisi rt inf ti di ted syst .
deciorppo  rlmten GsoTiecedIEMS 5 ornganen
8. Visibility into the multiple,
8. Visibility into the progression of 8. Inflated provider disconnected systems
progression of medical care prices and fees and software
dical e
medicalcare 9. Visibility into the
9. Inflated provider progression of

prices and fees

medical care
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Related Resources

From Healthesystems:

Giving Notice: How Workforce Attrition Impacts Workers’ Comp
Millions of workers are changing occupations, leading to ripple effects for comp.

Out of Stock: Medical Supply Chain Shortages Impacting Workers” Comp
Ancillary medical product and service shortages and how to manage them.

Things Change: The Growing Diversity of Pharmacy Cost Drivers
Smaller, more niche drug trends across different populations and geographies.

Making Telemedicine Work for Workers” Comp
The future of telemedicine and practical tips to make it effective in workers’ comp.

The Patient Experience in Perspective: Applying Empathy to the Work Comp Claims Process
Understanding patients’ pain points with comp can lead to insights that improve program outcomes.

Empowering the Patient as a Mitigator of Claims Complexity
Patients hold significant influence over the outcomes of their care.

When Demand Exceeds Supply: Older Patients and Fewer Physicians in Workers’ Comp
The looming physician shortage and how to meet the challenge in workers’ comp.

From Risk & Insurance®:

500 Workers’ Compensation Stakeholders Identified the Top 10 Industry Challenges
Stakeholders from across the workers’ comp industry listed the top challenges in a survey conducted by

Risk & Insurance.

3 Tips for Tackling Technology Projects Amid IT’s Talent Shortage
Investing in new technology is of paramount importance to complete projects, meet service expectations,
and retain the best talent.

4 Ways to Manage Medical Supply Chain Disruption in Workers’ Comp
Effective strategies to mitigate disruptions.

Powering People with Technology to Close Gaps Across the Life of a Claim
Advanced technologies support stronger claims processes that bring out the best of what claims teams

can offer injured workers.
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