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RTW Customer Experience

= Claims Overall Customer Experience

= Perceptions of VOC counselors

» Expected and actual involvement of L&l and
employer

= Detail on customer perceptions:

— Contact needs
— Redundancy
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Good

W Very good

Total Good
Average
Total Poor

Injured Workers:
Overall Experience Working with L&I

60%

25%

Total to Date
60%
25%
14%

61% 60%
27% 23%
Baseline Wave 1
61% 60%
25% 25%
14% 15%
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Employers:
Overall Experience Working with L&l in the Past Year

61% 60% 61%

Good

m Very good

Total to Date Baseline Wave 1
Total Good 61% 60% 61%
Average 25% 26% 25%
Total Poor 14% 14% 15%
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61% 60%

" Good 6
34% W37
m Very good
Experience
(Qia)
Baseline Wave 1
Total Good 61% 60%
Average 25% 25%
Total Poor 14% 15%

71%

Voc Rehab*
(@z21)

Baseline Wave 1

71% 64%

13% 14%

16% 21%

69%

68%

32%] |

35%] |

Claims Manager
(Q12)

Baseline Wave 1

69% 68%
17% 19%
14% 13%

Base: All respondents (n=800 per wave); * Voc Rehab (n~270)

Overall Ratings on Touchpoints

66% G4%

System for
Handling Claims|
(Q6)

Baseline Wave 1

66%  64%

23% 24%

11% 13%
Top Priority
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= Secondary Priority

62% 61%

33%

29% N 28%

Return to Work
(Q32)

Baseline Wave 1

62% 61%
17% 20%
21% 20%
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" Good

W Very good XS

Overall Experience

Baseline Wave 1

Total Good 69% 68%
Average 17% 19%
Total Poor 14% 13%

Claims Manager by Attribute

76% 749

69% 67%

Being helpful and
friendly

Listening to you
and
understanding

Baseline Wave 1

76% 74%
12% 14%
12% 12%

Baseline Wave 1

69% 67%
16% 17%
15% 16%

69%
66% 68% 66%
633 62%
; [32%|
0% 1 34%

Arm'ngmg i Asking you if you Getting back to
assistance or S
have any you in a timely
treatment you i
questions manner
need
Baseline Wave 1  Baseline Wavel Baseline Wavel
69% 65% 66% 68% 66% 62%
16% 18% 17% 16% 17% 19%
15% 17% 17% 17% 17% 19%
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69%

68%

Good

m Very good [r¥d ETYH

Overall Experience

Baseline Wave 1
Total Good

69% B68%
Average 17% 19%
Total Poor 14% 13%

Qi2. Overall, how would you rate your Claims Manager?

reasons for his or
her decisions on

Baseline Wave 1

Claims Manager by attribute

66%
63%

63%

60% 60%

58%

30% M5 79 27%W25% 27%826%

Explaining the Explaining the

claims process
and what to
expect

Baseline Wave 1

Helping you
return to work
your claim

Baseline Wave 1

66% B63% 63%

60% 60% 58%
19% 21% 16% 19% 21% 22%
15% 17% 21% 21% 19% 20%

[ = Top Priority

Qi3. How would you rate your (most recent) Claims Manager in terms of [INSERT ITEM]?
Base: All respondents that rated their Claims Manager overall (n~740 per wave)
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informed along

Baseline Wave 1

59%

59%

59%

57%

27%27% 28%)
n/a

Keaping you Caring about your

the way well-being

Baseline Wave 1

59% nfa 57%
0%  21% n/a 21%
21% 20% na 21%

= Secondary Priority

Good
M Very good
Overall Rating
Baseline Wave 1
Total Good 71% 64%
Average 13% 14%
Total Poor 16% 21%

retraining process and

Voc Rehab Counselor by Attribute

88%
83%

81%
76%

52%

51%

Explaining the

Being helpful

what to expect will and friendly

happen next*

Baseline Wave 1 Baseline Wave 1
88% 83% 81% 76% 75%
10% 5% 10% 14% 14%
2% 12% 9% 11% 12%

PN
8 \

75%

Listening to
you and
understanding

Baseline Wave 1

70% 2% 70%

46%

44%

Getting back to
you in a timely
manner

Baseline Wave 1
70%

72% 70%
16% 16% 14%
15% 12% 17%
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VOC Rehab Counselor by attribute

71% " 70% 70% 68%
1 64% s i 64% 63% 64%

Good

45% o
mverygood [ e 20% 2% 399 42% Ma0% aoxll .
n/a

Discussing the

i Caring about Asking how & Keeping you possible outcomes of
Overall Rating S , informed along #
your well-being you are doing the AWA and what it
the way ol
means to you'
Baseline Wave 1 Baseline Wave 1 Baseline Wave 1 Baseline Wave 1 Baseline Wave 1
Total Good 71% 64% nfa 66% 70% 64% 70% 63% 68% 64%
Average 13% 14% nfa 14% 13% 13% 14%  11% 15% 14%
Total Poor 16% 21% nfa 21% 17% 24% 17% 17% 22%
[ = Top Priority = Secondary Priority

Q21. Overall, how would you rate your overall experience with your Voc Rehab counselor?
Q23. How would you rate your Voc Rehab counselor in terms of [INSERT ITEM]?
Base: Voc Rehab respondents (n~250 per wave); * Voc Flag (n~45 per wave) **AWA complete (g=130/wave)

Washington State Department of
, \) Labor & Industries
)

Expected and Actual Involvement in Return to Work

84% 83%
75% 73%
67% 66%
21% 56%  55%
Fairly - - -
involved
54% 9
6% [l 47% )l
W Very 39% 39%
involved 31% 31%
. . Your Employer: Your Employer:
L&I: Expected L&I: Actual Expected Actual
Baseline Wave 1 Baseline Wave 1 Baseline Wave 1 Baseline Wave 1
Very/Fairl
Very/Falrly BA%  83% 67% 6% 75%  73% 6%  55%
involved
Not very involved 12% 9% 21% 20% 9% 10% 17% 17%
Notatallinvolved 5% 13%  14% 6% 17% 28%  28%

Q33a. How involved did you expect [INSERT ITEM] to be in helping you return to work?
Q33b. And how involved was/were [INSERT ITEM]?
Base: Respondents that are expected to return to work (Wave 1 n = 757)
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What are you seeing here?
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Injured Workers:
impact of Contact with Claims Manager on Overall Experience

60% 61%

Good
34%
W Very good 25% ° o 22%
Total to Date Received Call Otherwise No Direct
from CM Spoke Directly Contact
Total Good 60% 73% 51% 61%
Average 25% 19% 29% 27%
Total Poor 14% 8% 20% 12%
Number of Interviews 1600 565 827 205
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Employers:
Overall Experience by Contact with Claims Managers
Wave 1

61% 60%

(&)

57%
Good

H Very good q
21% 2 19% 20% 20%

Claim in Past

Total Wave 1 Received call sOtglfév\\:\;isti Year, Did not No Claim in
from CM P Speak with  Past Year
CM
CM

Total Good 61% 7% 52% 60% 57%

Average 25% 16% 29% 28% 25%

Total Poor 15% 8% 20% 12% 18%

Number of

Interviews 603 97 104 206 172
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. \ Labor & Industries
° Ipsos Reid
Talking with L&l About Return to Work ASAP
Talked with L&l About RTW When Talk Took Place
¥ Don't Know 6%
44% l During the course of 67%
your claim 71%
HNo
At the beginning of 39%
your claim 34%
a9% Q| |:> Don't know 4%

HYes 2%

W Wavel & Baseline
Baseline Wave 1

Q35. Did anyone at L&I talk to you about the importance of returning to work as soon as medically possible?
[IF YES] Q36. Did this happen ...?
Base: All respondents (n=800); L&l talked to about return to work (n~350)
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Impact of Talking about RTW On Overall Experience with L&l

61% 60%
529% 54%
Good ' ] :
W Very good s 35% S
° 23% ° 21% 18%
Discussed .
Total Return to Work Did Not
Baseline Wave 1 Baseline Wave 1 Baseline Wave 1

Total Good 51% 60% s2% 54%
Average 25% 25% 22% 22% Gon) 28%
Total Poor 14% 15% 9% 13% 18%
Number of Interviews 800 800 341 374 423 335

Qia. Taking everything into account with this claim, how would you rate your overall experience of
working with L&I?

Base: All respondents (n~800 per wave) Washington State Department of
Labor & Industries
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Injured Workers — Focus Groups

= CMs: Undisputed focal point
of the interaction with L&l

= First-hand communications
are most effective
= They don’t know what they
don’t know.

= They don’t always read or
understand what we send.

= Relationship with the CM
builds confidence.
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Injured Workers — Focus Groups

= Friendly is good.
= Friendly and Helpful is
better.

= Workers’ key to a good
experience:
— ‘Informative’
— ‘Explained the guidelines’
— ‘Knew his/her job’

A Washington State Department of
. \) Labor & Industries
]

Employers — Focus Groups

Key needs

= Information
— Where were you before
— Where are you now
— What's next
= Investigation early in the claim

= Notification when the claim not
going as intended
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Employers — Focus Groups

Redundancy

= Avoid multiple letters on the
same claim

= Avoid multiple contacts on same
topic
= Avoid requests from different

staff/contractors for Job
Assessment information

A Washington State Department of
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Next Steps

= Customer survey data & focus group insights
inform Claims Evolution projects

= Follow-up surveys in Fall 2013 and beyond

= Additional focus groups as Claims Evolution
teams find gaps in knowledge of customer
needs

= Staff / Contractor insights are crucial

A, Washington State Department of
" ‘) Labor & Industries

10



What are you seeing here?
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