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How does the Workers’ Compensation System Impact Businesses and 
Commercial Agents?

Interviewer:  Eric, thanks for being with us.  So, when a business owner purchases Workers’ Compensation 

insurance, what are they looking for?

Stein:SOkay,SsoStheSownerSstartsStheScompany,Slet’sSsaySaSplumbingScompany,SandStheySreallySjustSwantStoSbuyS
theSinsuranceStoScoverStheirSemployeesSwhenStheySgetShurtSbecauseSthat’sStheSlaw.STheySwantStoSgetSitSatSthe
mostScost-effectiveSpriceStheyScanSbecauseSit’sSaSbigSpartSofStheirSoverallSexpense.SSThenSonceStheyShaveStheS
insurance,SalmostSlikeSconsumerSautoSinsurance,StheySjustSwantStoSforgetSaboutSit.SS

SoSwhenSthere’sSanSaccidentSandSanSemployeeSgetsShurt,StheySwantStoSsendStheSemployeeStoStheSdoctorSandSletS
theSinsuranceSpayStheSbill,SjustSlikeSmedicalSinsuranceSwould.STheySdon’tSwantStoShaveStoSdealSwithStheSdetailsS
beyondSfilingStheSclaim,SbecauseStheSinsuranceScompanySisSsupposedStoStakeSoverSandSdealSwithSallSdetails.STheyS
thinkSthatStheSworkers’ScompensationSinsuranceScarrierSisSjustSlikeSmedicalSinsuranceSandSisSincentedStoSkeepStheS
claimScostSlowSlikeStheSbusinessSownerSwouldSwantSitSdone.SSButStheSrealitySisSdifferent.S

Interviewer: How so?

Stein:SSBusinessesSinterviewSandSscreenSrelatedStoStheSpositionSbeingSfilled.STheySdon’tShaveStheStrainingSrelatedS
toS“predators.”SSTheseSareSemployeesSwhoSareSwiseStoStheSworkers’ScompensationSsystemSandSmoveSfromS
employerStoSemployerSmilkingStheSsystem.SSThey’reSreallySnotShurtSandSallStheySwantSisStoSaSgetSaSpaidSvacationS
atStheSnewSemployer’sSexpenseSandSallStheySwantSisStoSaSgetSaSpaidSvacationSatStheSnewSemployer’sSexpense.S

SoStheSissueSofSworkers’ScompensationSfraudSisSanSHRScomponentSthatStheSbusinessesSareSnotSusuallyStrainedStoS
handleSproperly.SSTheyShaveSheardSaboutSitSbutStheySdon’tSknowShowStoSdealSwithSit.SSSoStheSemployeeStriesStoS
defraudStheSsystem,SfakesSanSinjurySandSthenStheSclientSallowsStheSinsuranceScarrierStoSmanageSthatSclaimSlikeS
it’sSaSlegitimateSclaimSwhenSmanyStimesSit’sSnot.SSoSthey’reStrustingStheScarrierStoSdoSwhatStheySthinkSthey’reS
supposedStoSdo,SbutStheySdon’tSknowSthatStheScarrierSisSgoingStoStreatSitSlikeSanySotherSinjury,SletStheSbillsSpileSupS
andSjustSpaySthem.SAndStheScarrierSmaySleaveStheSemployeeSoutSofSworkSforSanSextendedSperiodSofStime.SSEvenS
whenStheSclientStriesStoStellStheScarrier,S“HeyBSThisSoneSisSfraud.”SandSevenSifStheScarrierSsuspectsSfraud,SitScostsS

InsuredHSolutionsHCEO,HEricHSteinHsatHdownHforHaHrecentHinterviewHtoHdiscussHhowHtheHWorkers’H

CompensationHsystemHaffectsHbusinessHowners.HHowHdoesHtheHsystemHworkH(orHnotHwork)HforHbusinesses?H

WhatHareHtheHpitfallsHforHbusinessHowners?HHowHdoesHInsuredHSolutionsHhelpHprotectHbusinessHownersHfromH

theHWorkers’HCompensationHsystem?
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soxmuchxtoxprovexitBxxThexcarrierxisxincentedxtoxjustxpayxthexclaimxbecausexitxcostsxmorextoxfightxthexclaimB

Interviewer: SoLthatLbringsLusLtoLtheLcourtLsystem?LLHowLdoesLtheLsystemLhandleLworkers’Lcomp?

Stein: Thexcourtsxthatxdealxwithxworker’sxcompxissuesxarexveryxproxemployeexbecausextheyxwantxtoxtreatxworkers’x
compensationxlikexhealthxinsurancexandxletxitxtakexcarexofxthexemployeexbecausextheyxthinkxthexbigxinsurancex
carrierxhasxaxtonxofxmoneyBxSoxthexcourtsxarexstackedxagainstxthexclientBx

AttorneysxarexlookingxforxemployeesxwhoxarexinjuredxandxtheyxadvertisexonxtelevisionBxWhenxthexattorneyxgetsx
involvedRxtheyxhavexaxgroupxofxphysiciansxtheyxworkxwithxthatxarexbasicallyxinxcahootsxwithxthexattorneyxtoxmilkx
thexclaimBxxAndxthexattorneyxknowsxhowxtoxdelayxandxcausexthexclaimxtoxbexextendedxbeyondxjustxanyxmedicalx
treatmentxsoxtheyxcanxgetxthexhighestxpricexpossiblexforxthexclaimxoutxofxthexcarrierBx

ThexdoctorsxarexincentedxtoxseexthexemployeexmorexoftenxtoxgetxmorexinxfeesBxxThexworkers’xcompxjudgesxarex
alsoxincentedxtoxhelpxthexemployeexbecausextheyxarexnotxdoctorsBxxTheyxhavextoxdeferxtoxthex“professionalsB”xSox
thexjudgesxsidexwithxthexemployeexwhetherxtheyxagreexit’sxobviousxitsxfraudxorxnotxbecausextherexmightxbexsomex
sortxofxextenuatingxmedicalxsituationxthatxextendsxbeyondxthexclaimBxTheyxwantxtoxmakexsurextheyxdon’txcut!offx
thexemployees’xbenefitsxfromxthexcarrierxtooxsoonBx

Interviewer: LThatLmakesLsense.LLWhatLdoLthoseLbenefitsLamountLto,LandLisLitLbetterLforLtheLclientLtoLletLtheLcarrierL

keepLpayingLthoseLbenefitsLtoLtheLemployeeLwhileLtheLclaimLgoesLthroughLtheLsystem?

Stein: xIxbelievexthexbenefitsxamountxtox666xofxtheirxhighestxwageRxbutxyouxarexbetterxoffxgettingxthexemployeextox
comexbackxtoxworkBxxThatxwouldxhelpxvalidatexwhetherxthexemployeexisxtrulyxinjuredxorxnotxinjuredxafterxthex
doctorxreleasesxhimxtoxlightxdutyBxxLikexaxdeductibleRxyouxwantxtoxpayxasxmuchxasxyouxcanxwithoutxitxhittingxyourx
limitxbecausexthatxaffectsxyourxexperiencexmodifierxwhichxaffectsxyourxratexaxfewxyearsxlaterBxxSimilarxtoxautox
insuranceRxsometimesxifxyouxhavexaxI5NNxdeductiblexandxaxI2NNxclaimRxit’sxjustxbetterxnotxtoxreportxthexclaimxandx
justxpayxforxthexfenderxbenderB

Interviewer: LBecauseLifLyouLkeepLfilingLclaimsLthenLyourLinsuranceLratesLareLgoingLtoLgoLup,Lright?

Stein:xxRight“xThat’sxwhyxyouxwantxtoxtryxtoxreturnxthexemployeexbackxtoxworkxtoxkeepxthexindemnityxportionxofx
thexclaimxtoxaxminimumBxxItxalsoxhelpsxassistxinxthexmanagementxofxthexclaimxbecausexthexemployeexisxinxyourx
officeRxandxyouxkeepxanxeyexonxthexprocessRxthexproblemsRxthexdoctor’sxappointmentsRxandxsoxonBxxWhenxthex
clientxletsxthexemployeexstayxhomeRxthexcarrierxisxactuallyxpayingxthexemployeeRxsoxsomexofxthexclientsxarexsayingRx
“LetxthexcarriersxjustxpayxthexemployeeBxxxIxdon’txhavexanythingxforxhimxtoxdo“”xxButxinxrealityxthosexdollarsxarex
calculatedxasxpartxofxthexclaimRxandxcausexthexclaimxexpensesxtoxgoxupxhigherxandxhigherxthexlongerxthex
employeexisxoutxofxworkB

Interviewer: LLet’sLtalkLmoreLaboutLthat,LbecauseLemployersLareLhesitantLtoLbringLsomebodyLbackLtoLworkLonLlightL

dutyLwhenLit’sLnotLtheLemployee’sLjobLdescription.LLWhatLareLtheyLafraidLof?LLWhyLdon’tLtheyLdoLit?

Stein:  Thexnumberxonexreasonxisxtheyxfeelxlikexthere’sxnotxaxpositionxthat’sxreallyxlegitimatexforxthexemployeextox
doBxxForxexampleRxifxtheyxhavexhimxinxthexofficeRxthey’vexalreadyxgotxanotherxofficexmanagerxandxthere’sxnothingx
forxthisxemployeextoxdoxthatxrelatesxtoxthatxpositionxanymoreB

NumberxtwoRxtheyxtrustxthatxthexcarrierxisxactuallyxgoingxtoxpayxthexemployeex666xofxtheirxsalaryxlikexanx
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insurance(carrier(would(do(on(a(disability(claim3(forgetting(the(fact(that(that(really(is(going(to(appear(on(his(loss(
record(and(cause(his(premium(to(go(up.

The(third(reason(is(they’re(given(instructions(from(the(doctor(on(what(the(employee(can(do(and(can’t(do3(like(if(
they(can(lift(over(10(pounds3(or(if(they(can(sit(for(this(amount(of(time3(etc.

Interviewer:HHSoHifHyou’reHpayingHaHmachineHworkerHtoHcomeHbackHandHanswerHphones,HdoHyouHhaveHtoHpayHthemHtheH

sameHrateHasHtheirHoriginalHposition?

Stein: (No3(they(can(pay(at(the(lower(rate(that(would(normally(be(paid(for(the(lower(job(functions.((They(
qclientsx(don’t(know(that(they(can(pay(on(a(lower(price.

Interviewer: HAndHdoesn’tHitHbehooveHtheHemployerHinHtheHlongHrunHtoHpayHtheHemployeeHforHlightHduty,HratherHthanH

haveHtheHclaimHexpanded?HHRegardingHfraud,Hdoesn’tHtheHemployee’sHcaseHlookHmoreHlegitimateHtheHlongerHtheyHareH

outHofHwork?

Stein: (Yeah)((That’s(true.((It’s(worth(it(to(pay(the(employee(because(it(keeps(dollars(off(the(client’s(claim(and(
helps(the(client(keep(an(eye(on(the(employee.((Also3(if(the(employee(refuses(to(accept(the(offer(for(light(duty3(
neither(the(carrier(nor(the(client(has(to(pay3(so(that’s(how(you(can(find(out(if(it(is(fraud(or(not.((

Interviewer:HHSoHweHnowHknowHit’sHbestHtoHgetHemployeesHinHforHlightHduty,HbutHwe’veHalsoHdiscussedHthingsHthatHcanH

makeHitHhardHforHaHclientHtoHdoHso.HHHowHcanHyouHhelp?

Stein:((We(train.(As(soon(as(our(nurses(begin(tracking(the(claim(we(have(internal(nurses(that(fight(for(the(client(
and(claims(adjusters.((We(have(nurses(and(claims(adjusters(that(are(speaking(to(the(physicians(and(letting(the(
physicians(know(that(as(soon(as(possible(this(client(has(a(light(duty(position(available.(So(as(soon(as(they’re(able(
to(be(released3(we(would(like(them(released(because(we(have(light(duty(program(that(can(absorb(any(industry3(
any(injury(in(any(form(that’s(needed3(either(at(work(or(at(home.

We(let(the(doctors(know(that3(so(that(we(can(ask(the(doctor(to(cooperate(into(releasing(the(employee(into(the(
light(duty.((Again3(doctors(aren’t(usually(incented(to(make(that(happen(quickly3(so(you(have(to3(unfortunately3(
have(some(person(dedicated3(like(a(nurse(and(claim(adjuster(in(continually(following(up(to(make(sure(that(
doctors(then(send(a(release(form(for(light(duty(with(instructions.(That(is(crucial.

We(handle(the(training(with(the(client(on(getting(a(notification(to(the(employee(that(can(be(tracked(to(show(
that(they(either(accept(the(light(duty(or(refuse(it.((If(they(accept(it3(we(coordinate(the(light(duty(with(the(client(
and(explain(the(whole(process3(and(we(can(administer(the(light(duty(100A(if(needed(at(the(home(of(the(
employee.((If(it(is(refused3(then(there’s(proper(documentation(now(on(file3(and(that(information(is(then(sent(to(
the(insurance(carrier(by(our(office3(and(the(money(is(not(paid(by(the(carrier(or(the(employer.((So(it’s(100A(
return(to(work(program3(and(our(nurses(and(adjusters(handle(the(coordination(with(the(doctor3(the(employee(
and(the(client3(so(that(the(client(can(focus(on(handling(their(business.((Then(we(make(sure(that(it’s(documented(
and(done(properly3(and(we(coordinate(it3(train(it3(and(handle(it(100A.((The(client(does(not(have(to(do(anything(
other(than(provide(the(workspace(for(the(employee.

Interviewer: HThisHprocessHstartsHimmediatelyHuponHinjuryHofHaHworker?

Stein: (Yes.((When(an(employee(is(injured3(the(claim(is(reported(to(the(office.((Our(nurses(do(a(3-point(contact
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withTtheTemployeezTtheTdoctorTandTtheTemployerTtoTmakeTsureTtoTcoordinateTallTtheTinformationTaboutTtheTclaimT
inTwritingYTAndTit’sTdoneTsoTthatTweTcanTprovideTthatTinformationTquicklyTtoTtheTcarrierTsoTthatTtheyThaveTtheT
bestTandTlatestTinformationTavailableTtoTproceedTwithTtheTclaimYTTSometimesTtheTregisteredTnurseTisTableTtoTtriageT
theTclaimTinTsuchTaTwayTwhereTtheTemployeeTmayTnotThaveTtoTgoTtoTaTdoctorTorThospitalYTItTmightTbeTaspirinzT
elevationzTandTicepackszTwhatThaveTyouzTsomethingTveryTsimpleTthatTtheTemployeeTcanTdoTatThomeTwithoutTevenT
visitingTaTdoctorTifTitTisTaTveryTminorTinjuryYTTThenTourTclaimsTadjustersTCwhoTareTonTtheTclientTsideTandTnotTonT
theTcarrierTsideTofTtheTcoinBTwillTcoordinateTallTclaimTforms:Tdoctor’sTvisitszThospitalTvisitszTclaimTreservezTandT
claimTcommunicationYTTTheTclaimTadjustersTdoTaTlotTofTtheTlegTworkzTandTbeingT“airTtrafficTcontrollers”TinTtermsT
ofTdataTgatheringTforTtheTinjuryTasTitTrelatesTtoTtheTemployeezTtheTphysicianzTandTtheTemployerYTTWeTareTalsoTableT
toTprovideTinformationTaboutTwageszTetcYTthatTtheTclientTdoesn’tThaveTtimeTtoTimmediatelyTgatherzTbecauseTweT
handleTotherTservicesTforTtheTclientzTsuchTasTpayrollY

Interviewer: IThat’sIaIlotIofImovingIpartsbIIHowIdoIyouIgetIcasesIclosedIandIsettledIquickly?

Stein:TTWeThaveTaTpostTclaimsTmanagementTteamTthatTincludesTtheTriskTmanagerszTclaimsTadjusterszTnursesTandT
in/houseTattorneysTthatTrepresentTusTandTtheTclientTtoTbasicallyTtryTtoTcloseTtheTclaimTquickerTbyTprovidingTtheT
pressureTofTtheTlightTdutyzTandTtryingTtoTnegotiateTtheTlowerTcostTwithTtheTcarriersTandTtheTadjustersTatTtheT
carrier’sTlevelYTTClientsThaveTtoThaveTanTadvocateTlikeTusTrepresentingTthemTinTaTrelationshipTwithTaTcarrierTthatT
doesn’tTreallyTrepresentTthemYTT

BeforeTclaimsTareTevenTmadezTweTalsoThaveTon/siteTriskTmanagementTandTonlineTriskTmanagementToptionszT
wherebyTweThaveTaTriskTmanagerTthatTcanTcomeTinTandTvisitTwithTtheTsupervisorsTandTtheTownerzTorTtheTemployerT
atTtheTemployerTsiteTtoTdoTtheTtrainingTonTtheTwholeTprocessTofThiringzTofTclaimsTmanagementzTfraudTpreventionzT
andTreturnTtoTworkTandTsafetyYTTToTbeTmoreTspecificzTtheTon/siteTinspectionsTincludeTgoingToverTaTfive/stepT
processTthatTinvolvesTtheTentireTprocessTofThiringzTclaimsTadministrationzTlightTdutyTreturnTtoTworkTandTsoTonYT
AndTthenTtheTcoursesTwillTbeTorderedzTparticularTissuesTforTthatTindustryTcanTbeTdiscussedTinTtermsTofTforkliftT
trainingzTOSHATtrainingzTspecificTtoTtheTactualTjobsTthatTtheTclientTisTdoingTandTthenTaTwalk/throughTofTtheT
facilityTtoTpickTupTonTanyTbasicTsafetyTinformationTrequirementsTthatTmightTbeTnecessaryTtoTmakeTtheTworkplaceT
saferYTTOurTpre/hireTtrainingTutilizesTaTformTsetTthatTweTcreatedTandThadTvettedTbyTattorneysTthatTisTaTlegalTwayTtoT
pickTupTonTworkersTcompTfraudTasTitTrelatesTtoTtheTpositionTthatTtheyTinterviewingTforYTTTheTemployerTgetsT
properTdocumentationTandTscreeningTonTtheTfrontTendTusingTphysiologicalTtestingzTbehavioralTtestingzTandTformsT
thatTdocumentTpriorTinjuriesYTTAllTareTprovidedTatTnoTadditionalTcostTandTtheTtrainingTcomesTeitherTonlineTandxorT
inTpersonYTThat’sTaTveryTimportantTpartTtoTaddTinTtoTtheTclientThiringTprocedureTthatTclientsTdoTforTeveryTnewT
hireY

Interviewer:IIThanks,IEric.IIIIcanIseeIhowImostIbusinessIownersIwouldn’tIevenIbeIawareIofImanyIofItheseIpitfalls,I

butIit’sIgoodItoIknowIthatIthereIareIclearIsolutionsIoutIthereItoIhelpIthemIavoidItheItraps.

Interviewer:IIWe’veItalkedIaboutIhowImismanagementIofIaIclaimIcanIextendIaIclaimIandIrewardIfraud,IcostingI

theIclientImoreImoneyIinItheIlongIrunIdueItoIhigherIpremiums.IIDoesItheIagent,IasIaImediator,IalsoIfaceInegativeI

consequencesIifItheIclient’sIcaseIisn’tIhandledIcorrectly?

Stein:TTYesYTTTheTclientTisTexpectingTthemTtoTfindTtheTlowestTpriceTpossibleTandTifTyouTdoTnotTfindTtheTcarrierTthat

Agents
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has’the’lowest’price’then’you’are’not’doing’your’job’for’the’client.’’So’if’they’happen’tohave’high’numbers’of’
claims’and’their’experience’MOD’is’causing’their’rates’to’be’high,’the’agent’gets’blamed’for’not’assisting’them’
and’keeping’the’rates’low,’even’though’some’of’it’had’to’do’with’the’client’allowing’themselves’to’get’in’that’
position’by’not’following’the’best’practices’for’workers’’comp’and’claims’management.’’

Interviewer: qSoqhighqclaimqvolumeqcreatesqhigherqMODqforqaqclient,qbutqhowqdoesqthatqendqupqaffectingqtheirqrate?q

Stein:’’When’the’client’s’MOD’goes’up’that’narrows’down’the’number’of’carriers’that’the’agent’is’able’to’
actually’get’a’quote’from.’’So’instead’of’20’carriers’if’the’MOD’is’over’1.5,’now’they’may’only’have’2,’so’it’
severely’limits’the’agents’from’being’able’to’find’them’the’lowest’price,’and’even’when’the’agent’explains’this,’
the’client’may’not’understand’and’is’mad’at’the’agent’because’they’still’think’that’the’agent’was’responsible’for’
not’helping.’’The’agent’may’end’up’losing’that’client,’which’can’involve’their’other’lines’of’coverage,’including’
general’liability,’auto,’building,’medical,’disability,’and’life.

Interviewer:qqWhatqareqagentsqcurrentlyqdoingqtoqtryqandqavoidqthat?

Stein: ’The’agents,’in’response,’have’set’up’their’own’risk’management’and’claims’department,’but’they’don’t’
really’have’anything’to’do’with’the’other’areas’that’we’deal’with’like’return’to’work,’light’duty’to’return’to’
work’programs,’hiring’procedures,’on’site’risk’management,’and’online’courses.’’They’want’to,’but’all’they’are’
able’to’do’is’just’be’reactive.’’

Interviewer:qqAndqtheyqaren’tqreallyqequippedqtoqdealqwithqthoseqissues,qasqtheirqexpertiseqliesqinqtheqsalesqofq

policies,qright?

Stein: ’Right.’’Their’bread’and’butter’is’sales’and’marketing’for’insurance’products.’’They’understand’a’lot’of’
the’problems’the’clients’are’facing’in’risk’management,’but’they’aren’t’in’business’to’deal’with’workers’’comp’
and’claims.’’They’don’t’have’enough’commission’to’afford’to’be’able’to’offer’that’to’a’client,’especially’if’it’is’a’
smaller’premium.’’

Interviewer: qSoqisqthereqanyqwayqtoqhelpqagentsqholdqonqtoqtheseqclientsqwhoqaren’tqasqeasyqtoqplace?qqDoesqInsuredq

Solutionsqprovideqanyqservicesqtoqhelpqthem?

Stein: ’Yes.’We’have’the’worker’s’comp’carriers’and’programs’that’can’address’clients’in’various’industries’that’
would’traditionally’have’higher’claims’or’a’higher’amount’of’claims,’and’we’have’the’carrier’selection’to’
broaden’that’exterior’selection’so’that’we’can’help’provide’more’options’and’more’quotes’that’are’better’and’
more’cost’effective’for’the’client.’’The’agent’can’take’a’client,’and’instead’of’just’trying’to’find’them’higher’
priced’premiums,’we’re’going’to’rehabilitate’the’client’by’offering’the’services’we’ve’talked’about.’’We’re’going’
to’train’the’client’on’how’to’be’better’employers’in’terms’of’workers’’comp.’’There’may’be’programs’available’
to’go’under’a’lower’MOD’until’the’client’can’correct’their’own’problems.’’The’agent’is’now’going’to’benefit’
from’being’able’to’supply’these’programs’to’the’client’and’get’the’credit’for’it.

Interviewer: qWhatqkeepsqanqagentqfromqdoingqtheseqthingsqonqtheirqown?qqTheqlongqtermqapproachqisqthewayqtoq

go,qsoqsurelyqsomeqagentsqareqalreadyqimplementingqstrategiesqtoqkeepqclientsqon.qqWhatqadvantageqdoesqInsuredq

Solutionsqhaveqoverqtheqsoloqagent?

Stein: ’A’lot’of’agents’do’see’the’long’view’and’they’actually’hire’a’third’party’firm’or’vendor’to’do’these’extra
services’like’the’nurse-case’management,’triage’report,’you’know,’risk’managers’to’go’on’site.’They’sometimes
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will pay out of their pocket to show their commitment to that client, to show them thatthey are trying to help 
them with the long view and that typically comes out of their commission, and they don’t like having to do that. 
They don’t have to. Our programs come with risk management services, along with an expanded selection of 
carriers that focus on hard to place clients or areas where the client is having difficulty with their claims.  We 
have programs that match that because our carrier partners know we offer this long term risk management 
service for every single client, for every single program, at certain levels, and therefore we are allowed to 
represent that carrier and then offer that to the agent, so they can earn commission.

Interviewer:  That’s great info, Eric.  It’s good to know that your solutions for helping clients also work through 

the agent and allow them to hold on to business they might otherwise lose.
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