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ABOUT THE SURVEY 
For seven years, the Disability Management Employer 
Coalition (DMEC) and Spring Consulting Group 
(Spring) have partnered to conduct annual research 
on employer leave management. Our national survey 
tracks employer methods for administering both 
regulatory and non-regulatory leaves, and offers a 
detailed view of employer preferences and strategies 
for managing and overcoming the many challenges 
of FMLA and ADA administration.

This year’s survey was released at the 2017 DMEC 
Annual Conference, featured 75 questions, and used 
a similar online format as 2016. It was completed 
by 1,203 employers who collectively represent all 
organizational sizes, U.S. states, and a broad range of 
industries.  

This year’s report highlights trends and employer 
perspectives on paid leave, the Americans with 
Disabilities Act (ADA), and how technology is being 
used. It also organizes responses into useful size 
segments and comments on differences by industry, 
number of locations, and call center populations 
where notable. 

The 2017 data is weighted to mimic the size 
distribution of U.S. companies and to compare it 
to prior years. Percentages shown in the charts are 
weighted (unless otherwise noted with an asterisk) 
and represent employers with 50 or more employees, 
while the “n” represents the actual number of 
responses.

We are delighted with the continued interest in 
our survey. We surpassed 407 respondents in 2013, 
over 900 in 2014 and 2015, and over 1,000 in 2016 
and 2017. Our goal is to provide meaningful and 
actionable information to the absence management 
industry; we hope the results assist with both strategic 
decision making and tactical application at all levels of 
employer organizations.
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EXECUTIVE SUMMARY 
While the landscape of leaves that employers are subject to continues to grow and become more complex, the 
market expertise and tools companies can choose from has continued to expand. Employers that have the budget 
to outsource are bundling and strategically funding their programs with external vendors and feeling satisfied with 
their arrangements. Companies that have the bandwidth to manage leave internally are increasingly leveraging 
technology to assist them. Challenges continue to exist, especially in managing intermittent leave and the ADA, 
relying on managers and supervisors for leave identification and enforcement, and training them in the first place. 
However, employers are moving forward with program development by considering how best to offer paid leave, 
further integrating their processes and systems, developing total absence management approaches, and creating 
reports to help them identify trends and track outcomes.

HOW LEAVE IS MANAGED

The survey found that most employers manage leaves, and the trend toward outsourcing remains strong. The 
larger the organization is, the more certain they are with their approach to managing leaves. The more employees 
an organization has, the more they are subject to regulatory leaves or have a propensity to offer company 
specific leaves. As employer size increases, so does outsourcing, particularly for those in the utilities/energy, 
telecommunications, and retail and wholesale industries. Employers with call center populations are more likely 
to outsource FMLA management (36%) compared to employers without a call center (18%). The propensity to 
outsource FMLA management also increases with the number of locations employers have. For example, 11% of 
those with five or fewer locations outsource FMLA, 23% of those with 6-20 locations outsource FMLA, 35% of those 
with 21-50 locations outsource FMLA, and 44% of those with more than 50 locations outsource FMLA.

OUTSOURCING SPECIFICS

When employers transition their leave management to a vendor, more provide a “history and a takeover” approach 
than take a “clean slate” approach. About half consider their programs to be co-sourced, particularly for FMLA, ADA, 
and personal leave; and administration specifics including payment coordination, medical review, and obtaining 
certification. Larger employers (1,000+) are more likely to outsource short-term disability (STD), long-term disability 
(LTD), and statutory disability to the same vendor as leave, while smaller employers (under 1,000) more commonly 
outsource workers’ compensation (WC), medical, employer assistance programs (EAPs), and wellness to the same 
vendor. Insurance and statutory structures vary, with LTD usually fully insured; STD fully insured for the under 1,000 
group, but self-insured with vendor advice to pay for the over 1,000 group. Employers continue to be satisfied 
with vendors managing their programs in a compliant manner, and are increasingly satisfied with the vendor 
granting access to self-service information and reporting, providing data feeds, and identifying fraudulent activities. 
Vendor satisfaction is highest for jumbo-size employers where vendors play a key collaboration role, while mid-size 
companies appreciate a variety of intake options, and small employers value fraud identification and technology 
tools. Employers report that vendors can improve their ability to keep clients apprised of changing regulations and 
requirements, particularly with today’s level of leave legislation activity.
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PAID LEAVE

About a third of companies surveyed are subject to state, municipal, and/or county paid sick leave (PSL) laws. These 
companies are slightly more likely to include PSL in their PTO policies, and typically communicate balances on pay 
stubs, HRIS, or payroll portals. Eighteen percent (18%) offer employer sponsored (separate from state mandated) 
paid family leave (PFL) or paid parental leave (PPL), of which about half provide PPL only, which is broader than 
state mandates and more commonly available to all employees. Up to a fourth would like to outsource paid 
family or parental leave, and 11% would consider outsourcing paid sick leave to their leave vendors, with the 
most valued services being leave management, communications, eligibility determination, leave tracking, leave 
intake, approval/denial, and time reporting/tracking. The most common barriers to outsourcing are cost and lack 
of budget. Due to leave compliance complexities, many employers find it more efficient to offer programs that are 
more generous than the laws require. They increasingly rely on internal counsel and leave vendors for guidance 
more than they have in the past.

ADMINISTRATIVE COMPLEXITY

Intermittent leave time is still the most difficult FMLA activity to manage for employers of all sizes and industries. 
Tools and resources that make FMLA leave administration easier are manager training, automated tracking 
systems/software, and outsourcing or co-sourcing to a vendor, while ADA administration is helped by clear legal 
guidelines and best practices developed in accordance with these legal guidelines. A fitness-for-duty certification is 
required by 68% of employers and the majority require it of all employees returning from medical leave. Managing 
WC or disability claims running concurrently with the FMLA is a challenge that stems from poor communication 
and coordination between departments and/or vendors, lack of education, and the absence of a system or method 
for tracking and reporting.

THE ADA AND RETURN TO WORK

About half of respondents (61%) are confident or very confident in their company’s ADA administration due to 
utilizing legal resources, both internal and external; providing continuous education and training; establishing 
an internal team; and outsourcing or at least co-sourcing administration. A handful of companies (3%) are 
not confident in their ADA administration but state that a vendor could help in this regard. Putting a formal 
accommodation and RTW program in place results in higher confidence levels, with most respondents including 
accommodation as part of their RTW program. Partnering with a vendor also increases confidence levels, with the 
degree of outsourcing or co-sourcing increasing with employer size.

INSOURCING AND TECHNOLOGY USAGE 

The use of technology for insourced programs also increases with employer size. Companies with over 1,000 
employees are either using internal or external technology to aid their process, while smaller companies are still 
using more manual techniques. The top five industries turning to external systems are information management, 
manufacturing, professional/scientific/technical, transportation/warehousing, government, and healthcare. HRIS, 
time and attendance, and payroll updates for employees on leave are entered manually (employers under 1,000), 
or by a centralized unit via a data feed/file every month (13%), every two weeks (39%), weekly (30%), or daily (18%). 
The functionality demanded is more robust for larger employers (e.g., workflow tasks and letter/email templates), 
and the majority are satisfied with what technology brings them. HRIS, time and attendance, and payroll entry is 
more centralized and done via file feed for larger employers versus a more manual process for small employers.
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SURVEY RESULTS AND DISCUSSION

HOW LEAVE IS MANAGED

When it comes to how leave is handled, most respondents indicate they manage leaves they are subject to, by 
having both policies and procedures in place that are uniform (78% in both 2017 and 2016) and centrally managed 
(76% in 2017 and 72% in 2016). Employers offering (or being subject to) various leave types and their certainty of 
approach increases with size, particularly when it comes to regulatory leaves (e.g., federal Family and Medical Leave 
Act (FMLA), state family and medical, Uniformed Services Employment and Reemployment Rights Act (USERRA), 
state military, jury duty, municipal/county, and other state mandates) versus non-regulatory or company-specific 
leaves (non-FMLA qualifying, paid military, personal, bereavement, or other).  
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As referenced in past years, outsourcing as a method to administer leaves remains strong. Federal FMLA continues 
to be the most common leave type outsourced, and the three-year increasing trend recognized from 2014 to 2016 
continues to hold in 2017. Outsourcing increases with employer size, with 26% of 50+ size employers and 41% of 
1,000+ size employers outsourcing federal FMLA in 2017. This represents a four-year average of 27%, and a 5.5% 
compounded annual growth rate (CAGR) for the 50+ size employers, and a 40% average and 4.0% CAGR for the 
1,000+ size employers.
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20%
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  50+          1,000+

35%
38%

45%
41%

21%
25%

35%
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Although our sample size has increased each year, it is important to note that the actual companies that complete 
the survey year over year can differ. Because of this, a comparison to 2014, as well as a focused look at employers 
who manage federal FMLA is shown below. In 2017, outsourcing rates for those who manage federal FMLA are 
highest for 1,000+ size employers, particularly jumbo-sized employers (20,000+), which increased from 40% in 2016 
to 45% in 2017. For those with under 100 employees, some outsourcing is taking place, but many are too small to 
be subject to federal law.  A steady trend is evident for organizations between 100 and 9,999 employees. 
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When it comes to industry, the top ten outsourcers of federal FMLA are similar to 2016, with utilities/energy, 
telecommunications, and retail & wholesale being most prominent in 2017.
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Retail & Wholesale

Transportation/Warehousing

Information Management

Association

Healthcare

Finance/Insurance

Professional/Scientific/Technical

Manufacturing

36% 64%

57% 43%
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MANAGEMENT OF FEDERAL FMLA  TOP 10 INDUSTRIES*
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*New answer choices in 2017.
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Very few employers do not manage leaves (about 3%). They tend to be very small (56% are under 100 employees 
and 20% are between 100-999 employees) and do not have plans to formally manage leaves due to lack of staff 
and/or staff bandwidth (27%), cost (22%), or for other reasons (49%), primarily not having enough volume to 
warrant it, or not being legally required to manage them.

OUTSOURCING SPECIFICS

When employers outsource their leave management to an external vendor, 38% say they take a “history and 
takeover” approach to the FMLA, while 25% take a “clean slate” approach; the remaining 38% aren’t sure. Employers 
with 1,000+ employees are slightly more likely to use a “history and takeover” approach compared to smaller 
employers (less than 1,000 employees). 

Within an outsourced approach, roughly half (48%) of employers consider aspects of their leave management 
program to be “co-sourced”, meaning the vendor conducts some activities and their organization others. Co-
sourcing most often involves the FMLA and the ADA, followed by personal leaves (particularly payment-related), 
medical review and certification, and other administrative tasks. Co-sourcing is more common for 1,000-4,999 and 
20,000+ size employers, and those in the healthcare and manufacturing industries. Also, as employer size increases 
(starting at 1,000), FMLA co-sourcing tends to decrease and ADA co-sourcing tends to increase.

When leave management is outsourced to an external vendor, short-term disability (STD), and long-term disability 
(LTD) continue to be the two benefits most commonly outsourced to the same vendor and increasingly bundled 
with leave management. Ways in which external vendors are coordinating their efforts for employers include 
streamlining communications, especially when it comes to STD to LTD transitions and cases where STD and the 
FMLA run concurrently, and coordinating related compensation and benefits. 
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Other programs outsourced to the same vendor are similar to 2016, such as statutory disability, workers’ 
compensation (WC), group health, and wellness, while ADA/ADAAA support services increased slightly. Notable 
differences by employer size are that larger (1,000+) employers more commonly outsource STD, LTD, and statutory 
disability to the same vendor, while smaller employers (under 1,000) more frequently outsource WC, group health, 
EAP, and wellness to the same vendor. 

IF YOU OUTSOURCE LEAVE MANAGEMENT TO AN EXTERNAL VENDOR, DO YOU OUTSOURCE THE FOLLOWING 
PROGRAMS TO THAT SAME VENDOR?* (Percent “yes”)
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88%
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43%

22%
36%

38%

44%
38%
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31%

29%
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47%

39%
38%

28%

27%
28%

15%
19%

16%

34%
29%

25%
25%

29%

28%
32%

42%
51%

53%

13%
23%

16%
18%

23%

STD

LTD

WC

Group health

EAP

Wellness

ADA/ADAAA Support Services

Statutory disability

Telemedicine

■  Under 100

■  100 to 999

■  1,000 to 4,999

■  5,000 to 19,999

■  20,000+

*New size categories in 2017.
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Over half of employers outsourcing LTD have a fully-insured program (66%), followed by a self-insured program 
where the vendor cuts the checks to claimants (28%). For those outsourcing STD, half (50%) have a fully-insured 
program, while 28% have a self-insured program where the vendor advises what to pay, and 21% are self-insured 
where the vendor cuts the checks. This varies by employer size, particularly for STD where the over 1,000 size 
employers tend to be self-insured with vendor advice to pay rather than fully-insured.

OUTSOURCED LTD* OUTSOURCED STD*

UNDER 1,000 1,000+ UNDER 1,000 1,000+

Fully-Insured 58% 61% 50% 24%

Self-Insured with Vendor Check Cutting 39% 30% 13% 25%

Self-Insured with Vendor Advice to Pay 3% 9% 37% 51%

*New answer choices in 2017.

When it comes to outsourcing statutory disability, employers generally have the vendor direct employees to 
the states, except for New York and New Jersey, where vendors are more involved on either a fully-insured or 
administrative basis. 

Survey respondents have been outsourcing for 5+ years (32%) or 2-5 years (30%), while 11% are newer outsourcers 
(beginning in the last 12 months). All report high satisfaction with their leave management vendors, particularly 
with their vendors’ management of their program in a compliant manner. 

Compared to 2016, employers are more satisfied with their vendor’s ability to grant access to self-service 
information and reporting, provide data feeds to/from various systems, and to identify fraudulent activity. 
Satisfaction has decreased in vendors’ ability to keep employers apprised of changing regulations and 
requirements, which is not surprising given the constant activity around leave legislation, but poses an opportunity 
for improvement by the vendor community. 

Overall, jumbo-sized employers (20,000+) tend to have higher levels of satisfaction with their leave management 
vendors compared to smaller employers, particularly when it comes to providing the right level of resources at 
the right time, adapting to their corporate culture, keeping them appraised of changing regulations, working with 
other vendors they use, and demonstrating administrative efficiencies. Employers with 1,000-4,999 employees 
are most satisfied with vendors’ ability to provide a range of options for employees to report leave time, while 
employers with 100-999 employees have the highest satisfaction for identifying fraudulent behavior and providing 
current and updated technology capabilities. 
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OUTSOURCING SATISFACTION RATES  
(Percent satisfied or extremely satisfied) 

If you outsource your leave management to an external vendor, how satisfied are you with your vendor’s ability to:

82%

79%
74%

78%
77%

77%
71%

76%

75%
75%

73%
79%

73%

73%

72%
61%

71%
68%

71%

60%
69%

68%

86%Manage the program in compliant manner

Interact with my organization’s internal departments

Provide the right level of resources at the right time

Grant access to self-service information and reporting

Resolve claimant issues in a timely manner*

Provide clear and timely communications

Deliver effective customer service

Provide a range of options for employees to report leave time 
(e.g., telephonic, web, mobile)*

Ensure consistent leave administration and determination*

Provide data feeds to/from various systems 
(e.g., payroll, HRIS, data warehouse)

Provide on time and accurate reports, metrics, and trends

Adapt to our corporate culture*

Identify fraudulent activity

Obtain manager cooperation with 
RTW for employees with restrictions*

Keep us apprised of changing regulations and requirements

Provide current and updated technology capability*

Integrate disability and FMLA/leave administration

Work with other vendors we use

Identify opportunities for continual improvement

Demonstrate administrative efficiency gains year after year*

Provide ADA/ADAAA Support

*New answer choices in 2017.

■  2017

■  2016

67%
77%

66%

65%
68%

64%
65%

60%
63%

59%

58%
51%
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PAID LEAVE LAWS

With the constantly evolving landscape of paid leave laws, this year’s survey asked how employers are structuring 
their paid sick, family, and/or parental leave policies and what they are thinking about in terms of future 
administration. 

Specific to paid sick leave, over a third (32%) of respondents are subject to state, municipal, and/or county paid 
sick leave laws. Half (50%) communicate paid sick leave balances to their employees by documenting it on their 
pay stubs, a third (30%) display balances through their internal HRIS or payroll portal, and very few (5-6%) inform 
employees of their balances by mailing a separate letter or sending an email. 

All employers subject to paid sick leave laws and those in the finance/insurance, professional/scientific/technical, 
healthcare, and education industries more commonly structure paid sick leave as part of their paid time off 
(PTO) policy. Those with 100-999 lives or in the utilities/energy, manufacturing, retail & wholesale, transportation/
warehousing, and government industries tend to structure paid sick leave as a separate policy.

Under 100

100-999

1,000-4,999

5,000-19,999

20,000+

42% 1%51% 6%

48% 1% 6%40% 5%

38% 1% 3%50% 8%

44% 3% 4%41% 9%

33% 3%49% 7% 9%

PAID SICK LEAVE POLICY STRUCTURE*

■  Separate policy      ■  Part of existing PTO policy       ■  Not sure     ■  Part of an extended illness bank (EIB)

n = 108

n = 98

n = 115

n = 108

n = 92

*New size categories in 2017.

When it comes to paid family care leave, 18% of employers offer employer-sponsored paid family and/or paid 
parental leave, where 48% offer paid parental leave only, 26% offer paid family care leave only, and 25% offer 
both. Larger companies, especially those with 20,000+ employees, are more likely to offer paid family care leave 
(54%) compared to 21% for smaller companies (under 1,000 employees). Employers in the telecommunications, 
information management, utilities/energy, education, and finance/insurance industries are also more likely to offer 
paid family care leave compared to other industries.

Under 100

100-999

1,000-4,999

5,000-19,999

20,000+

20% 8%72%

23% 6%71%

32% 4%64%

29% 4%67%

54% 7%39%

DO YOU OFFER EMPLOYERSPONSORED PAID FAMILY AND/OR PAID PARENTAL LEAVE?*

■  Yes      ■  No      ■  Not sure 

n = 458

n = 262

n = 170

n = 163

n = 125

*New size categories in 2017.
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Those that offer paid family care only or both paid parental and paid family care leave typically structure it to follow 
state/municipal mandate, while those offering paid parental leave only, tend to structure it more broadly. Under 
1,000 size employers offering paid parental leave only are slightly more likely to structure it more broadly compared 
to 1,000+ size employers. The majority of employers offer their paid parental and/or paid family care leave program 
to all employees versus certain groups. 

Paid parental leave only

Paid family care leave only

Both paid parental leave and 
paid family care leave 

36% 64%

65% 35%

71% 29%

PAID FAMILY AND/OR PARENTAL LEAVE STRUCTURE
■  Per state/municipal mandate      ■  Broader

Paid parental leave only

Paid family care leave only

Both paid parental leave and 
paid family care leave 

73% 27%

71% 29%

82% 18%

PAID FAMILY AND/OR PARENTAL LEAVE ELIGIBILITY
■  All employees     ■  Certain groups

A quarter (25%) of employers indicate they would be likely to outsource paid family care leave to their external 
disability/FMLA vendor, 17% would outsource the administration of paid parental leave, and 11% would outsource 
the administration of paid sick leave. Propensity to outsource these paid leave types increases with employer size, 
particularly 1,000+ size employers. Further, services that employers would outsource for paid leave are many, with 
the most desired being leave management, distribution of communications, leave tracking, intake/initial reporting 
of time, approval or denial of request, and eligibility determination. 1,000+ size employers are more likely to value 
intake/initial reporting of time and approval/denial of requests more so than smaller employers (under 1,000). 
Employers who indicate their organizations are not likely to outsource administration for these leaves say cost and 
lack of budget are the biggest factors preventing them from doing so. 

SERVICES EMPLOYERS WOULD OUTSOURCE FOR PAID PARENTAL/PAID FAMILY CARE LEAVE 

83%

80%
76%

82%
73%

80%
73%

78%
71%

77%
71%

62%
60%

52%
56%

52%
51%

7%
7%

28%
36%

78%
Leave management (e.g., triggers for 

letters, forms, approval/denial)

Distrbution of communications (e.g., letters, forms)

Leave tracking

Intake/initial reporting of time

Approval/denial of request

Elligibility determination

Production of reports

Interface with other systems 
(e.g., HRIS, Payroll, T&A)

Advice to pay

Check cutting

Other
■  Paid Parental Leave (n=82)

■  Paid Family Care Leave (n=45)
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To keep managers up to date on new paid leave laws (paid sick leave, paid family care, paid parental), employers 
continue to rely on one-on-one training (36%), followed by group seminars (25%), and posted information (18%), 
with many employers using a combination of these methods. 1,000-4,999 size employers rely primarily on group 
seminars, while 5,000+ size employers tend to rely on group seminars and company intranet more so than other 
sized employers. Over a third (34%) of employers train their managers/supervisors on leave administration at the 
time of hire and annually.

PAID LEAVE LAW TRAINING METHODS

One-on-one training

Group seminars

Posted information

Webinars

Company Intranet

FAQs

Other ■  2017
■  2016

33%
36%

25%
18%

10%
15%

12%
11%

8%
5%

8%
11%

2%
7%
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To stay compliant with rapidly changing paid leave laws, the majority of employers (particularly small) tend to be 
more generous than the law(s) requires (40%) or rely on external counsel (39%), likely for plan design compliance 
or overall legal interpretation. In 2017, there is an increased reliance on internal counsel (37% in 2017 versus 19% 
in 2016), particularly for larger employers, and less reliance on external counsel (39% in 2017 versus 49% in 2016). A 
portion of employers (21%), mostly the large employers, are also relying on their leave administration vendors for 
compliance with paid leave regulations. Only 8% are not concerned with keeping in compliance with these laws, 
compared to 11% in 2016. 

COMPLIANCE WITH RAPIDLY CHANGING PAID LEAVE REGULATIONS BY SIZE*

Being more generous than the law(s) requires

Relying on external counsel

Relying on internal counsel

Relying on leave administration vendors

Allocating a dedicated resource

Hiring consultants

Not concerned

Other

41%
33%

38%
40%

59%

43%
41%

42%
24%

32%

14%
34%

46%
67%

77%

5%
7%

17%
16%

18%

11%
18%

32%
33%
32%

5%
4%
5%

4%
10%

13%
7%

3%
2%

1%

8%
17%

10%
11%

3%

■  Under 100

■  100 to 999

■  1,000 to 4,999

■  5,000 to 19,999

■  20,000+

*New size categories in 2017.
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ADMINISTRATIVE COMPLEXITY

The most difficult activities associated with FMLA management are, like prior years, with intermittent leave time 
maintaining its top rank. Overall, small employers indicate a lower level of difficulty for these FMLA activities, likely 
due to the fact that many are not subject to the FMLA or have very few leaves to manage. Jumbo-size (20,000+) 
employers also cite a lower level of difficulty, likely due to their internal sophistication and vendor arrangements.

FMLA ACTIVITIES RANKED AS DIFFICULT OR EXTREMELY DIFFICULT BY SIZE*

Tracking intermittent time 

Tracking continuous, reduced 
schedule, or intermittent bonding

Obtaining second and third medical opinions

Transferring employees to alternative positions

Interacting with the ADA and ADAAA

Tracking reduced schedule time

21%
46%

54%
55%

51%

19%
34%

37%
42%

34%

18%
24%

42%
38%

32%

15%
33%

43%
36%

23%

17%
27%

39%
43%

35%

17%
33%

38%
37%

32%

■  Under 100

■  100 to 999

■  1,000 to 4,999

■  5,000 to 19,999

■  20,000+

*New size categories in 2017.

As for what tools or resources would make these FMLA activities easier for employers, manager training, automated 
tracking systems/software, and outsourcing or co-sourcing with an external vendor top the list. With respect to the 
ADA, clearly defined legal guidelines and best practices and having an internal legal resource to leverage are also 
desired. For fitness for duty, 68% of employers require employees to certify before returning to work, and of those, 
87% have this requirement for all employees versus only for certain employees (11%). These requirements may be 
viewed as aiding the process or adding a layer of complexity. The majority (70-86%) of employers in the 
transportation/warehousing, retail and wholesale, and manufacturing industries require fitness-for-duty 
certifications for employees to resume work for their own serious health condition. Compared to other industries, 
government and healthcare more often require fitness-for-duty examinations for certain (versus all) employees. 

When it comes to broader leave and absence management activities, all employers, but particularly those with 
5,000-19,999 employees, have the most difficulty training managers and supervisors to recognize FMLA and ADA 
requests in the first place. This is often due to time constraints, high turnover, and lack of support and buy-in from 
both upper management and supervisors. As in past years, understanding the impact and interaction with the 
ADA/ADAAA remains difficult, due to overall lack of knowledge of the law, vague guidelines, and a shortage of 
resources to deal with the administrative burden. Lastly, challenges with managing WC and disability concurrently 
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with the FMLA stem from poor communication and coordination among departments and vendors, lack of overall 
education, and not having a system or method for tracking and reporting. Not surprisingly, and again likely due to 
lower subjectivity and incidence rates, under 100 size employers show lower levels of difficulty for these activities. 

 
LEAVE AND ABSENCE MANAGEMENT ACTIVITIES RANKED AS DIFFICULT OR EXTREMELY DIFFICULT BY SIZE*

Training managers and supervisors to recognize 
FMLA and ADA requests*

Understanding the impact of the ADA and the 
amended ADA (ADAAA) when 

administering the FMLA

Interacting with ADA and ADAAA 
when administering the FMLA

Managing workers’ compensation 
concurrently with the FMLA

Managing disability concurrently with the FMLA

18%
46%

54%
60%

51%

15%
31%

35%
32%

25%

12%
30%

35%
30%

28%

8%
13%

18%
16%

8%

10%
15%

27%
23%

19% ■  Under 100

■  100 to 999

■  1,000 to 4,999

■  5,000 to 19,999

■  20,000+

*New size categories in 2017.

ADA ACCOMMODATIONS AND RETURN TO WORK

Despite the difficulty involved, and similar to 2016, over half (61%) of respondents are confident or very confident 
in their company’s ADA administration, with the most important step(s) they have taken to feel confident in their 
compliance with the ADA/ADAAA, including:

    Involving legal resources, both internal and external
    Providing continuous education and training
    Establishing an internal team 
    Outsourcing full administration
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With respect to outsourcing, approximately 6% overall and up to 12% for larger size employers are partnering with 
their vendors in 2017. Companies with more than 500 employees are most likely to outsource, and about a third 
of these employers leverage the same external vendor they use for leave management. As mentioned earlier, ADA 
co-sourcing tends to increase at 1,000+ size employees, thus is not reflected in the figures mentioned. 

Training managers and supervisors to recognize 
FMLA and ADA requests*

Understanding the impact of the ADA and the 
amended ADA (ADAAA) when 

administering the FMLA

Interacting with ADA and ADAAA 
when administering the FMLA

Managing workers’ compensation 
concurrently with the FMLA

Managing disability concurrently with the FMLA

*New size categories in 2017.

Under 100

100-999

1,000-4,999

5,000-19,999

20,000+

95% 5%

97% 3%

90% 10%

88% 12%

89% 11%

2017 MANAGEMENT OF ADA LEAVE AS AN ACCOMMODATION BY SIZE*

■  Internally managed      ■ Externally managed/outsourced

n = 464

n = 264

n = 172

n = 165

n = 128

A handful of respondents (3%) admit they aren’t confident in their compliance with the ADA/ADAAA. When asked 
what an external vendor could do to increase their confidence in their company’s administration, employers 
mention providing education and training, additional legal resources, and better automation and methods for 
tracking. 

Putting a formal workplace accommodation in place is another method of exuding confidence, as has been 
accomplished by 32% of respondents, with about a quarter (24%) planning to implement a formal program in the 
future. Of those that have a formal workplace accommodation program, most (76%) include it as part of their RTW 
program. Thirty-nine percent (39%) of employers have a formal return-to-work (RTW) program, and 18% plan to 
implement one. The propensity of having a formal RTW program increases with employer size, with the majority 
(70%+) of employers with 5,000+ employees having one, and as shown below is most common for WC (94%), 
followed by STD (83%), LTD (75%), and leave of absence (74%). 

Short-term 
Disability

Long-term 
Disability

Workers’ 
Compensation

Leave of 
Absence

83%
75%

94%

74%

PROGRAMS WITH FORMAL RTW PROGRAMS
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As shown below, the most common accommodations are the same as 2016 including adjusting work schedules, 
making the workplace accessible, and providing leave. The least common accommodation continues to be 
providing readers and interpreters. Only 11% of employers indicate they have had any interaction (e.g., complaint, 
review, investigation, etc.) with the Department of Labor or the Equal Employment Opportunity Commission 
(EEOC) in the past two years. 

ADA ACCOMMODATIONS TYPES

Adjusting work schedules

Making the workplace accessible

Providing leave

Aquiring or modifying equipment

Restructuring jobs/modifying 
employee duties

Modifying other company policies 
(e.g., dress code, fragrances, service 

animals, telecommuting)*

Reassigning to vacant positions

Adjusting or modifying exams, 
training material, or processes

Providing readers and interpreters ■  2017
■  2016

83%
89%

88%
81%

87%
81%

33%
43%

76%
73%

70%
66%

47%

29%

20%
30%

34%

*New answer choices in 2017.
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USE OF TECHNOLOGY

The use of technology to support internal (non-outsourced) federal FMLA management increases with employer 
size. Although over half of employers with less than 1,000 employees still rely on manual methods, larger-size 
companies (over 1,000) turn to either home grown internal or externally purchased/leased systems to assist them. 
The top five industries turning to external systems are information management, manufacturing, professional/
scientific/technical, transportaion/warehousing, government, and healthcare. 

*New size categories in 2017.

Under 100

100-999

1,000-4,999

5,000-19,999

20,000+

17% 19% 64%

21% 25% 55%

31%30% 40%

44% 38% 18%

40% 50% 10%

TECHNOLOGY TO SUPPORT FEDERAL FMLA MANAGEMENT*

■  Home grown internal system     ■  Externally purchased/leased system     ■  Manual

n = 311

n = 188

n = 89

n = 81

n = 53

*New size categories in 2017.

11% 56% 33%

23% 33% 44%

33%18% 48%

58% 32% 11%

27% 30% 43%

■  Home grown internal system     ■  Externally purchased/leased system     ■  Manual

n = 9

n = 84

n = 33

n = 19

n = 63

n = 98

n = 54

n = 53

n = 46

n = 65

26% 30% 45%

26% 28% 46%

25%17% 58%

33% 24% 43%

15% 23% 62%

Information Management

Manufacturing

Professional/Scientific/Technical

Transportation/Warehousing

Government

Healthcare

Finance/Insurance

Non-profit

Education

Other

TECHNOLOGY TO SUPPORT FEDERAL FMLA MANAGEMENT  TOP 10 INDUSTRIES*

*New size categories in 2017.

Under 100

100-999

1,000-4,999

5,000-19,999

20,000+

17% 19% 64%

21% 25% 55%

31%30% 40%

44% 38% 18%

40% 50% 10%

TECHNOLOGY TO SUPPORT FEDERAL FMLA MANAGEMENT*

■  Home grown internal system     ■  Externally purchased/leased system     ■  Manual

n = 311

n = 188

n = 89

n = 81

n = 53

*New size categories in 2017.

11% 56% 33%

23% 33% 44%

33%18% 48%

58% 32% 11%

27% 30% 43%

■  Home grown internal system     ■  Externally purchased/leased system     ■  Manual

n = 9

n = 84

n = 33

n = 19

n = 63

n = 98

n = 54

n = 53

n = 46

n = 65

26% 30% 45%

26% 28% 46%

25%17% 58%

33% 24% 43%

15% 23% 62%

Information Management

Manufacturing

Professional/Scientific/Technical

Transportation/Warehousing

Government

Healthcare

Finance/Insurance

Non-profit

Education

Other

TECHNOLOGY TO SUPPORT FEDERAL FMLA MANAGEMENT  TOP 10 INDUSTRIES*
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The ability to run standard reports (93%), followed by eligibility determination (71%), are the most common 
functions achieved by insourced employers through leave administration technology. The technology used by 
larger companies has more robust capabilities, particularly prompts for workflow tasks and letter/email templates. 
The majority (77%) of employers, regardless of size, are satisfied with the technology their organization uses for 
leave management.

Ability to run standard reports

Eligibility determination

Provision of relevant forms

Provision of letter/email templates

Prompts for workflow tasks

Ability to capture electronic signatures

Inclusion of training guides

Other

93%

71%

54%

46%

29%

29%

19%

6%

LEAVE TECHNOLOGY CAPABILITIES

When it comes to updating their HRIS, time and attendance, and payroll systems for employees that are out on 
leave, smaller employers (under 1,000) tend to make updates manually or have managers input the information 
directly, while larger employers (20,000+) have a centralized unit who handles input and make updates via a data 
feed/file. Most respondents make updates every two weeks (39%) or weekly (30%), with some (employers with 
primarily 5,000+ employees) making updates daily (18%) or monthly (13%). 

HRIS, TIME & ATTENDANCE, AND PAYROLL SYSTEM UPDATES BY SIZE*

A centralized unit handles it

Managers input it directly

Updates are made manually

Updates are made via a data feed/file

Updates are made through a 
report that is uploaded

27%
22%

34%
30%

45%

33%
31%
31%

41%
27%

31%
45%

29%
20%

5%

5%
0%
0%

0%
2%

9%
2%
2%

9%
20% ■  Under 100

■  100 to 999

■  1,000 to 4,999

■  5,000 to 19,999

■  20,000+

*New size categories in 2017.
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According to 2017 respondents, the most commonly used HRIS/payroll systems are ADP, PeopleSoft, and Kronos, 
followed by Paychex, SAP, and Workday. The overall majority (84%) are not considering moving to a new HRIS/
payroll system, though some (16%) are, and 8% are considering doing so within the next three months. When 
considering employer size, this increases to a third of mid-sized employers (1,000-4,999) and about a quarter of 
jumbo-sized employers (20,000+) who are considering moving to a new system. Of those considering moving to a 
new HRIS/payroll system, most indicate they would switch to Workday, followed by ADP or Oracle. 

MAJOR CHALLENGES

Despite all that employers, vendors, and the industry are doing to provide education, tools, and resources, the 
complexity of leave and absence management continues to confront employers. The top challenges in 2017 are 
relying on managers for leave enforcement, followed by training supervisors and managers on the FMLA, and 
managing intermittent leave. Although these are challenges for all size employers, small employers feel most 
ill-equipped to keep up with new laws; mid- to large-size employers struggle most with intermittent leave and 
training; and jumbo-size employers struggle most with managing intermittent leave, training supervisors on the 
FMLA, relying on managers for leave enforcement, and controlling employee abuse. These challenges go hand-
in-hand with earlier information that employers grapple with training managers and supervisors to recognize 
FMLA and ADA requests in the first place, and that the complex environment is resulting in employers needing 
more from their vendors. Construction, manufacturing, and transportation/warehousing are most challenged 
by controlling employee abuse; utilities/energy, healthcare, and government are most challenged by managing 
intermittent leave; and information management and finance/insurance are most challenged by training managers 
and supervisors on the FMLA. 
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A centralized unit handles it

Managers input it directly

Updates are made manually

Updates are made via a data feed/file

Updates are made through a 
report that is uploaded

RANKING OF CHALLENGES TO ORGANIZATIONS 
(Rated as extremely challenging)

Relying on managers for leave enforcement

Training supervisors and managers on the FMLA

Managing intermittent leave

Keeping up with new federal, state, and/or municipal/county laws

Controlling employee abuse

Benchmarking your company’s experience against other similar firms

Lack of or minimal number of internal resources/
staff to manage the FMLA

Lack of educated/trained internal resources/staff to manage the FMLA

Maintaining adequate records

Receiving adequate documentation to substantiate requests

Interpreting FMLA regulations

Communication with employees while out on leave

Ensuring consistency of applying the FMLA across the organization

Granting too much time away from work 
(being lenient in management of program)

Communication with supervisors when employees are out on leave

Communicating amongst departments when 
employees are out on leave

Understanding employee rights and our 
responsibilities under the FMLA

Granting too little time away from work 
(being aggressive in management of program)

20%
16%

20%
16%

20%
15%

17%
22%

16%
15%

13%

14%

13%
13%

10%

11%
8%

9%
13%

9%
11%

9%
8%

8%
9%

7%
6%

6%
6%

5%
7%

5%
4%

9%
10%

■  2017

■  2016
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Considering the continued need for training, the survey asked why training is challenging to employers. Major 
reasons for this challenge are similar to last year, but increasingly point to supervisor/manager lack of interest 
(59%) and lack of exposure (54%) as problematic. Jumbo-size employers (20,000+) indicate supervisor/manager 
bandwidth and turnover as the biggest reasons why training is challenging, while mid- to large-sized employers 
(1,000-19,999) find HR/benefits bandwidth the biggest hurdle. 

*New size categories in 2017.

REASONS WHY TRAINING IS CHALLENGING BY SIZE*

Supervisor/manager lack of interest

Supervisor/manager lack of exposure

HR/benefits lack of budget/financial reources

Supervisor/manager bandwidth

HR/benefits bandwidth

Supervisor/manager turnover

Other

37%
48%

50%
46%

36%

40%
38%

41%
48%

42%

24%
18%

23%
32%

21%

14%
21%

40%
43%

24%

18%
20%

39%
40%

61%

11%
14%

29%
41%

58%

9%
6%

3%
9%

8%

■  Under 100

■  100 to 999

■  1,000 to 4,999

■  5,000 to 19,999

■  20,000+

Regardless of size, and consistent with last year, employers say that training and education, particularly formal 
online training modules and/or mandatory manager training would make this easier. Many employers also 
mention that more resources, including additional skilled staff and online toolkits, would make training less 
challenging at their organizations. 
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When asked what type of resources they would turn to for help with training, employers still identify legal (54%), and 
more would use a broker (35%) or consultant (29%), versus a third-party administrator (the second choice in 2016) or 
their insurance carrier (16%). Employers with 5,000+ employees and those in the utilities/energy, retail & wholesale, 
and professional/scientific/technical industries tend to rely on third-party administrators more than other groups, and 
employers with 100-999 employees rely more on brokers. 

POTENTIAL RESOURCES

Legal

Broker

Consultant

Third-party administrator (TPA)

Payroll provider

Professional industry organization*

Time and attendance provider

Carrier

Other
■  2017
■  2016

57%
54%

35%
24%

29%
28%

20%
19%

16%
10%

6%
11%

27%
31%

24%
22%

23%

*New answer choice in 2017.

FUTURE EVOLUTION

When asked how employers see their leave of absence program evolving over the next two years, their degree 
of sophistication and movement beyond the basics of leave management came through once again in 2017. 
Respondents commented on program expansion, as follows:

    “Considering expanding offering to include paid parental leave.”

    “Absolutely a day one approach. Our intent is to formulize a total absence management program, train 
supervisors, and track usage.”

    “Working to create tracking reports and identify demographics and trends.”

    “Centralizing leave management.”

    “Outsourcing to a full-service leave of absence vendor/platform.”

    “Better integration of systems with end-to-end absence management.”

    “Development of training resources and materials to educate leaders, employees, and HR on leave policies 
and administration.”
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APPENDIX A

SURVEY DESIGN AND METHODS
PARTICIPANT PROFILES

Participants were recruited primarily from the DMEC membership, but also from an expanded population of 
employers who have integrated disability and absence management (IDAM) programs already in place, or are at 
least thinking about it. As such, the 1,203 respondents represented a full range of employer sizes, industries, and 
geographic locations, with the majority of respondents working in the human resources and employee benefits 
functions of their respective organizations.

Generally, almost half (43%) of the employee populations had more female than male workers, with 29% having 
between 51% and 75% female employees and 30% having between 26% and 50%.

90%/10% 75%/25% 50%/50% 25%/75%

10%

20% 19%
16%

MALE/FEMALE RATIO*

10%/90%

7%

Don’t know

14%

*New answer choices in 2017.

About a third of the respondents (31%) had union populations.

*New answer choices in 2017.

Non-union

Less than 10%

11% and 25%

26% and 50%

51% and 75%

75% or more

Don’t know

69%

7%

5%

5%

5%

6%

3%

UNION/NONUNION RATIO*
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Most (59%) have a population that is non-exempt. 

Non-union

Less than 10%

11% and 25%

26% and 50%

51% and 75%

75% or more

Don’t know

0% Less than 10% Between 
11% and 25%

Between 
26% and 50%

8%

14%

27%

18%

EXEMPT POPULATION

Between 
51% and 75%

9%

75% or more Don’t know

12% 11%

About a third (28%) have a call center population. Most have a small call center population (less than 50 call center 
employees), though a portion of respondents (16%) have 1,000 or more call center employees. Of those with a call 
center population, 65% employ their call center employees versus outsourcing or subcontracting them.

100%

50% to 99%

1% to 49%

0%

Not sure

65%

20%

8%

5%

2%

EMPLOYMENT OF CALL CENTER POPULATION*
(Percent employed, versus outsourced or subcontracted)

SIZE OF CALL CENTER POPULATION*

Less than 50 
employees 

41%

50 to 99 
employees

11%

100 to 249 
employees

15%

250 to 499 
employees

10%

500 to 999 
employees

6%

1,000 or more 
employees

16%

*New answer choices in 2017.
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5 or less 
53%

6 to 10
10%

1 to 20
10%

21 to 50
9%

More than 50
17%

Don’t know
1%

*New answer choices in 2017.

NUMBER OF COMPANY LOCATIONS*

Lastly, most respondents reported having five or fewer different company locations (53%) and 17% have more than 
50 locations. The top states are California, New York, Texas, Florida, Pennsylvania, and Illinois, while the Northern 
Mariana Islands, American Samoa, Guam, and U.S. Virgin Islands have the fewest number of locations.
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APPENDIX B 

SURVEY QUESTIONS

SCREENING AND GENERAL QUESTIONS

1. What is the total number of U.S. employees in your company? An approximation is fine.

  Less than 50 employees 

  50 to 99 employees

  100 to 249 employees 

  250 to 499 employees 

  500 to 999 employees 

  1,000 to 4,999 employees

  5,000 to 9,999 employees 

  10,000 to 19,999 employees 

  20,000 or more employees 

2. Does your company have a call center population?

  Yes

  No

  Not sure

3.  What is the approximate size of your call center population?

  Less than 50 employees 

  50 to 99 employees 

  100 to 249 employees 

  250 to 499 employees 

  500 to 999 employees 

  1,000 or more employees 
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4.    What percentage of your call center population is employed by your organization (versus outsourced to or 
subcontracted with another firm)?

  100%

  50% to 99%

  1% to 49%

  0%

  Not sure

5.  Which of the following best describes your company’s industry?

  Agriculture/Forestry/Fishing/Hunting 

  Utilities/Energy 

  Construction 

  Manufacturing 

  Retail & Wholesale 

  Transportation/Warehousing 

  Information Management 

  Telecommunications

  Finance/Insurance 

  Real Estate 

  Professional/Scientific/Technical

  Healthcare 

  Services 

  Education 

  Association 

  Non-profit 

  Government

  Other, please specify:   

6.  What is the approximate male/female ratio of your employee population? 

  90%/10%

  75%/25%

  50%/50%

  25%/75%

  10%/90%

  Other, please describe:   

  Don’t know 
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7.  What percentage of your employee population is unionized? An approximation is fine.

  0% (we are a non-union company) 

  Less than 10% 

  Between 11% and 25% 

  Between 26% and 50% 

  Between 51% and 75% 

  75% or more 

  Don’t know 

8. What percentage of your employee population is exempt? An approximation is fine.

  0% 

  Less than 10% 

  11% and 25% 

  26% and 50% 

  51% and 75% 

  75% or more

  Don’t know

9. Approximately how many different company locations do you have?

  Five or less 

  Between 6 and 10 

  Between 11 and 20 

  Between 21 and 50 

  More than 50 

  Don’t know 
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10. What state(s) and/or U.S. territories is your company located in? 

 YES NO DON’T KNOW

Alabama 

Alaska 

Arizona 

Arkansas 

California 

Colorado 

Connecticut 

Delaware 

District of Columbia 

Florida 

Georgia 

Hawaii 

Idaho 

Illinois 

Indiana 

Iowa 

Kansas 

Kentucky 

Louisiana 

Maine 

Maryland 

Massachusetts 

Michigan 

Minnesota 

Mississippi 

Missouri 

Montana 

Nebraska

Nevada 

 YES NO DON’T KNOW

New Hampshire 

New Jersey 

New Mexico 

New York 

North Carolina 

North Dakota 

Ohio 

Oklahoma 

Oregon 

Pennsylvania 

Rhode Island 

South Carolina 

South Dakota 

Tennessee 

Texas 

Utah 

Vermont 

Virginia 

Washington 

West Virginia 

Wisconsin 

Wyoming 

Puerto Rico 

U.S. Virgin Islands

Guam

American Samoa

Northern Mariana 
Islands

Countries outside  
the U.S.
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11. The department in which I work is:

  Human Resources

  Benefits 

  Risk Management 

  Legal 

  Employee Relations 

  Other, please specify: 

TYPES OF LEAVE MANAGED

12.  When thinking about employee leaves, how are the following types of regulatory leave managed 
at your organization? By “managed” we mean the leave type is acknowledged, a policy exists, and 
procedures for handling it are in place. If you do not know or do not provide the type of leave specified, 
please select “do not know” or “we are not subject to the regulations.”

INTERNALLY 
MANAGED 

EXTERNALLY 
MANAGED/ 

OUTSOURCED NOT MANAGED DO NOT KNOW 

WE ARE NOT 
SUBJECT TO THE 

REGULATIONS

Federal Family and Medical Leave Act 
(FMLA) 

State family and medical leaves (unpaid) 

State family and medical leaves (paid)

Uniformed Services Employment and 
Reemployment Rights (USERRA) 

State military leave 

Jury duty 

Other state mandated leaves (e.g., small 
necessities, donor, school involvement)

Municipal/county leaves (unpaid)

Municipal/county leaves (paid)

ADA leave as an accommodation 
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13.  When thinking about employee leaves, how are the following types of company specific leave policies 
managed at your organization? By “managed” we mean the leave type is acknowledged, a policy exists, 
and procedures for handling it are in place. If you do not know or do not provide the type of leave 
specified, please select “do not know” or “we are not subject to the regulations.”

INTERNALLY 
MANAGED 

EXTERNALLY 
MANAGED/ 

OUTSOURCED NOT MANAGED DO NOT KNOW 

WE ARE NOT 
SUBJECT TO THE 

REGULATIONS

Medical leave (non-FMLA qualifying) 

Paid military leave

Personal leave 

Bereavement leave

Other company specific leaves 

14.  If not managed, do you plan to start formally managing leave (by “managed” we mean the leave type is 
acknowledged, a policy exists, and procedures for handling it are in place):

WITHIN THE  
NEXT YEAR

WITHIN THE NEXT  
TWO YEARS

NOT PLANNING TO 
FORMALLY MANAGE  

THIS LEAVE

Federal Family and Medical Leave Act (FMLA) 

State family and medical leaves (unpaid) 

State family and medical leaves (paid)

Uniformed Services Employment and 
Reemployment Rights (USERRA) 

State military leave 

Jury duty 

Other state mandated leaves (e.g., small 
necessities, donor, school involvement) 

Municipal/county leaves (unpaid)

Municipal/county leaves (paid)

ADA leave as an accommodation 

Medical leave (non-FMLA qualifying) 

Paid military leave

Personal leave 

Bereavement leave

Other company specific leaves 
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15. If you are planning to formally manage, please describe what is prompting you to change.

 

 

16.  If you are not planning to formally manage leave, what is preventing you from doing so?  
Select all that apply.

  Cost

  Lack of internal process

  Lack of internal technology/system to use

  Lack of staff and/or staff bandwidth

  Other, please describe:    

17.  Are there any aspects of leave management that you would consider “co-sourced”, meaning the vendor 
conducts some of the activities and your organization conducts others?

  Yes

  No

18. Which activities would you consider co-sourced? Please describe:

 

 

19.  If you outsource your leave management to an external vendor, do you also outsource the following 
programs to that same vendor? 

YES NO DON'T KNOW WE DON'T OUTSOURCE 

Short-term disability 

Statutory disability 

Long-term disability 

Workers’ compensation 

Group health 

EAP 

Wellness 

ADA/ADAAA support services 

Telemedicine
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20.  For the programs that you outsource to the same vendor, please describe the ways in which they are 
integrating or coordinating their efforts. 

 

 

21. For your outsourced short-term disability, is your program:

  Fully-insured

  Self-insured where vendor advises what to pay 

  Self-insured where vendor cuts the checks to claimants

22.  For your outsourced statutory disability, does your vendor administer it or do they direct employees to 
the state?

VENDOR FULLY INSURES
VENDOR ADMINISTERS 

(GIVES ADVICE)
VENDOR ADMINISTERS  

(CUTS THE CHECKS)
VENDOR DIRECTS 

EMPLOYEES TO THE STATE

Statutory disability – California

Statutory disability – Hawaii 

Statutory disability – New York 

Statutory disability – New Jersey 

Statutory disability – Rhode Island 

Statutory disability – Puerto Rico

23. For your outsourced long-term disability, is your program:

  Fully insured

  Self-insured where vendor advises what to pay 

  Self-insured where vendor cuts the checks to claimants

24. If you outsource your leave management to an external vendor, how long ago did you start doing so?

  Within the last 6 months 

  Six months to less than one year ago

  1 year to less than 2 years ago

  2 years to less than 5 years ago

  5 years ago or more

  Don’t know 

   2017 DMEC EMPLOYER LEAVE MANAGEMENT SURVEY WHITE PAPER38

APPENDIX B



25.  When you outsourced your leave management program to an external vendor, which of the following 
approaches did you take? 

   “ Clean slate”: Employees were provided a full entitlement of federal, state, and/or company sponsored 
leave as of the effective date of outsourcing.

   “ History and takeover”: We provided the outsourced vendor with a full history so they could accurately 
take over our leaves. 

   Don’t know

26.  If you outsource your leave management to an external vendor, how satisfied are you with your 
vendor’s ability to:

EXTREMELY 
SATISFIED SATISFIED

SOMEWHAT 
DISSATISFIED DISSATISFIED

EXTREMELY 
DISSATISFIED

WE DON’T 
OUTSOURCE

Manage the program in a 
compliant manner 

Provide the right level of 
resources at the right time 

Deliver effective customer 
service 

Provide a range of options 
for employees to report 
leave time (e.g., telephonic, 
web, mobile) 

Provide on time and 
accurate reports, metrics, 
and trends 

Identify opportunities for 
continual improvement 

Interact with my 
organization’s internal 
departments 

Work with other vendors 
we use 

Provide data feeds to/
from various systems 
(e.g., payroll, HRIS, data 
warehouse) 

Keep us apprised of 
changing regulations and 
requirements 

Provide ADA/ADAAA 
support 

Provide clear and timely 
communications 

Integrate disability and 
FML/leave administration 
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EXTREMELY 
SATISFIED SATISFIED

SOMEWHAT 
DISSATISFIED DISSATISFIED

EXTREMELY 
DISSATISFIED

WE DON’T 
OUTSOURCE

Demonstrate 
administrative efficiency 
gains year after year

Adapt to our corporate 
culture

Provide current and 
updated technology 
capability

Ensure consistent leave 
administration and 
determination 

Grant access to self-service 
information and reporting 

Identify fraudulent activity

Resolve claimant issues in 
a timely manner

Obtain manager 
cooperation with RTW 
for employees with 
restrictions

27. What about your vendors’ approaches have led you to be dissatisfied?

 

 

PAID LEAVE

28. Are you subject to state, municipal, and/or county paid sick leave (PSL) laws? 

   Yes

   No

   Not sure

29. Which of the following best describes how you are structuring your paid sick leave (PSL) policies? 

   Separate policy 

   Part of existing PTO policy 

   Part of an extended illness bank (EIB)

   Not sure 

   Other, please describe: ____________________
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30. How are you communicating paid sick leave (PSL) balances to employees?

   Documenting on employees’ pay stub 

   Mailing a separate letter 

   Sending an email 

   Displaying through internal HRIS/payroll portal 

   Other, please specify:   

31. Do you offer an employer-sponsored paid family and/or paid parental leave?

   Yes

   No

   Not sure

32.  Which of the following best describes how you are structuring your paid family and/or parental  
leave policies? 

DO YOU OFFER?
PER STATE/MUNICIPAL 

MANDATE OR BROADER? WHO IS ELIGIBLE?
FOR WHAT 

DURATION?
AT WHAT  

% OF PAY?

YES NO

PER STATE/ 
MUNICIPAL 
MANDATE BROADER 

ALL  
EMPLOYEES 

CERTAIN 
GROUPS COMMENTS COMMENTS

Paid parental leave only 
(e.g., paid leave for new 
moms, dads, adoptive 
parents, or other primary or 
contingent caregivers) 

Paid family care leave only 
(e.g., paid leave to care for 
a family member such as 
spouse, domestic partner, 
child, step relationship, 
parent, but as defined by 
the policy) 

Both paid parental leave 
and paid family care leave 

Other, please describe:

33. How likely would you be to outsource the administration of paid sick leave?

   Very likely

   Somewhat likely

   Somewhat unlikely

   Very unlikely
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34.  How likely would you be to outsource the administration of paid parental leave to your external 
disability/FMLA vendor?

   Very likely

   Somewhat likely

   Somewhat unlikely

   Very unlikely

35.  What services would you outsource to your external disability/FMLA vendor for paid parental leave? 
Select all that apply.

   Intake/initial reporting of time

   Eligibility determination

   Approval/denial of request

   Distribution of communications (e.g., letters, forms)

   Interface with other systems (e.g., HRIS, payroll, time & attendance)

   Advice to pay

   Check cutting

   Production of reports

   Other, please describe:   

36.  How likely would you be to outsource the administration of paid family care leave to your external 
disability/FMLA vendor?

   Very likely

   Somewhat likely

   Somewhat unlikely

   Very unlikely

37.  What services would you outsource to your external disability/FMLA vendor for paid family care leave? 
Select all that apply.

   Intake/initial reporting of time

   Eligibility determination

   Approval/denial of request

   Distribution of communications (e.g., letters, forms)

   Interface with other systems (e.g., HRIS, payroll, time & attendance)

   Advice to pay

   Check cutting

   Production of reports

   Other, please describe:   
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38.  What would prevent your organization from being somewhat or very likely to outsource paid sick/
parental/family care leave to your external disability/FMLA vendor?

 

 

39. How are you keeping compliant with the rapidly changing paid leave regulations? Select all that apply. 

   Being more generous than the law(s) require 

   Relying on internal counsel 

   Relying on external counsel 

   Relying on leave administration vendors

   Hiring consultants 

   Allocating a dedicated resource 

   Other, please describe:   

   Not concerned 
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EASE/DIFFICULTY OF ACTIVITIES

40.  When considering the federal Family and Medical Leave Act (FMLA), how would you rank the 
complexities associated with its various requirements?

EXTREMELY 
EASY EASY 

NEITHER EASY 
NOR DIFFICULT DIFFICULT 

EXTREMELY 
DIFFICULT NOT SURE 

Assessing eligibility based 
on 50 employees within 75 
miles 

Assessing eligibility based on 
hours worked 

Tracking continuous time 

Tracking reduced schedule 
time

Tracking intermittent time 

Tracking continuous, 
reduced schedule, or 
intermittent bonding

Identifying advance notice 
of leave 

Providing required notice of 
employee rights 

Handling key employee 
exceptions 

Obtaining medical 
certification(s) 

Determining qualified 
serious health conditions of 
employees 

Determining qualified 
serious health conditions of 
family members 

Determining appropriate 
absences for military leaves 

Obtaining second and third 
medical opinions 

Ensuring fitness for duty at 
end of leave 

Transferring employees to 
alternative positions 

Interacting with the ADA 
and ADAAA 

Facilitating return to work 

Denying leave requests 

Administering the married 
couple rule
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41. What about this FMLA requirement makes it difficult? Please describe.

 Assessing eligibility based on 50 employees within 75 miles 

 

 

 Assessing eligibility based on hours worked  

 

 

 Tracking continuous time 

 

  

 Tracking reduced schedule time 

 

  

 Tracking intermittent time

 

  

 Tracking continuous, reduced schedule, or intermittent bonding

 

  

 Identifying advance notice of leave

 

  
 

 Providing required notice of employee rights
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 Handling key employee exceptions

 

  

 Obtaining medical certification(s)

 

  

 Determining qualified serious health conditions of employees

 

 

 Determining qualified serious health conditions of family members

 

  

 Determining appropriate absences for military leaves

 

  

 Obtaining second and third medical opinions

 

  

 Ensuring fitness for duty at end of leave

 

  

 Transferring employees to alternative positions
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 Interacting with the ADA and ADAAA

 

  

 Facilitating return to work

 

  

 Denying leave requests

 

  

 Administering the married couple rule

 

  

42. What tools or resources would make it easier? Please describe.

 Assessing eligibility based on 50 employees within 75 miles

 

  

 Assessing eligibility based on hours worked

 

  

 Tracking continuous time

 

  

 Tracking reduced schedule time
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 Tracking intermittent time

 

  

 Tracking continuous, reduced schedule, or intermittent bonding

 

  

 Identifying advance notice of leave

 

  

 Providing required notice of employee rights

 

  

 Handling key employee exceptions

 

  

 Obtaining medical certification(s)

 

  

 Determining qualified serious health conditions of employees

 

  

 Determining qualified serious health conditions of family members
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 Determining appropriate absences for military leaves

 

  

 Obtaining second and third medical opinions

 

  

 Ensuring fitness for duty at end of leave

 

  

 Transferring employees to alternative positions

 

  

 Interacting with the ADA and ADAAA

 

  

 Facilitating return to work

 

  

 Denying leave requests

 

  

 Administering the married couple rule
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43.  Do you require fitness-for-duty certification for employees to resume work after an FMLA leave for 
their own serious health condition?

   Yes

   No

   I don’t know

44. Is fitness for duty required under your FMLA policy for:

   All employees

   Only certain employees

   I don’t know

45.  Beyond the FMLA, how difficult are the following activities related to leave and absence management? 

HOW DIFFICULT ARE THESE ACTIVITIES? HOW ARE THEY MANAGED?

EXTREMELY 
EASY EASY 

NEITHER 
EASY NOR 
DIFFICULT DIFFICULT 

EXTREMELY 
DIFFICULT 

WE DO NOT 
DO THIS IN-HOUSE OUT-SOURCED

Identifying state or 
municipal/county 
leaves for which we are 
responsible 

Tracking state leaves 

Tracking municipal/ 
county leaves 

Coordinating state leaves 
with the FMLA 

Coordinating municipal/
county leaves with the 
FMLA

Managing disability 
concurrently with the 
FMLA 

Managing workers’ 
compensation 
concurrently with the 
FMLA 

Tracking company 
specific leaves 

Coordinating leaves 
(including the FMLA) with 
attendance policies 

Managing unpaid leaves 
with paid time 

Maintaining compliance 
with paid sick leave laws
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Understanding the 
impact of the ADA and 
the amended ADA 
(ADAAA) and the impact 
on employment practices 

Interacting with the 
ADA and ADAAA when 
administering the FMLA 

Training managers and 
supervisors to recognize 
FMLA and ADA requests

46. What about this activity makes it difficult?  Please describe.

 Identifying state or municipal/county leaves for which we are responsible

 

  

 Tracking state leaves

 

  

 Tracking municipal/county leaves

 

  

 Coordinating state or municipal/county leaves with the FMLA

 

  

 Managing disability concurrently with the FMLA

 

  

 Managing workers’ compensation concurrently with the FMLA 
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 Tracking company specific leaves

 

  

 Coordinating leaves (including the FMLA) with attendance policies

 

  

 Managing unpaid leaves with paid time

 

  

 Maintaining compliance with paid sick leave laws

 

  

 Understanding the impact of the ADA and the amended ADA (ADAAA) and the impact on employment practices

 

  

 Interacting with the ADA and ADAAA when administering the FMLA

 

  

 Training managers and supervisors to recognize FMLA and ADA requests

 

  

   2017 DMEC EMPLOYER LEAVE MANAGEMENT SURVEY WHITE PAPER52

APPENDIX B



47. What ADA accommodations do you typically make for your employees? Select all that apply.

   Making the workplace accessible 

   Acquiring or modifying equipment

   Adjusting or modifying exams, training material, or processes

   Providing readers and interpreters

   Adjusting work schedules

   Restructuring jobs/modifying employee duties

   Reassigning to vacant positions

   Providing leave 

   Modifying other company policies (e.g., dress code, fragrances, service animals, telecommuting)

48.  Have you had any interaction (e.g., complaint, review, investigation) with the Department of Labor 
(DOL) or the Equal Employment Opportunity Commission (EEOC) within the past two years?

   Yes

   No

49. How confident do you feel in your company’s ADA administration?

   Very confident

   Confident

   Fairly confident

   Slightly confident

   Not confident

50.  What has been the most important step(s) you have taken to feel confident in your company’s 
administration of and compliance with the ADA? For example, relying on legal counsel, outsourcing to 
your FMLA vendor, using external resources, establishing an internal team, etc.

 

 

51.  What services could an external leave management vendor provide to increase your confidence in your 
company’s administration of the ADA?
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52. Do you have a formal RTW program?

   Yes

   No, but plan to implement

   No, not planning to implement

53. Which of the following programs does your RTW program apply to? Select all that apply. 

   Short-term disability

   Long-term disability

   Workers’ compensation

   Leave of absence

54. Do you have a formal workplace accommodation program?

   Yes

   No, but plan to implement

   No, not planning to implement

55. Is your workplace accommodation program part of your RTW program?

   Yes

   No

56. When considering your leave policies overall, are they:

   Provided uniformly for the whole organization 

   Designed with a regional focus 

   Intended to differentiate between union versus non-union 

   Planned to differentiate based on different employee classes 

   Don’t know 

57.  Would you describe your organization’s approach to managing leaves as centralized, decentralized, or 
a combination of both? (By centralized, we mean policies and procedures are managed by one area of 
the organization.) 

   Centralized 

   Decentralized 

   Combination of both 

   Don’t know 
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58. What type of technology does your organization use to track and/or manage leave internally? 

HOME GROWN 
INTERNAL SYSTEM

EXTERNALLY 
PURCHASED/ 

LEASED SYSTEM 

NONE; OUR TRACKING 
IS MANUAL (E.G., EXCEL 

SPREADSHEET, PAPER FILES) DO NOT KNOW OTHER, PLEASE SPECIFY

Federal Family and 
Medical Leave Act (FMLA) 

State family and medical 
leaves (unpaid) 

State family and medical 
leaves (paid)

Uniformed Services 
Employment and 
Reemployment Rights 
(USERRA) 

State military leave 

Jury duty 

Other state mandated 
leaves (e.g., small 
necessities, donor, school 
involvement) 

Municipal/county leaves 
(unpaid)

Municipal/county leaves 
(paid)

ADA leave as an 
accommodation 

59. Which of the following leave administrative functions can be achieved within the technology you use?

   Eligibility determination

   Prompts for workflow tasks

   Provision of letter/email templates

   Provision of relevant forms

   Inclusion of training guides

   Ability to run standard reports

   Ability to capture electronic signatures

   Other, please describe:    
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60. How satisfied are you with the technology your organization uses for leave?

   Extremely satisfied

   Satisfied

   Dissatisfied

   Extremely dissatisfied 

61. How do you update your HRIS, time and attendance, and payroll systems for employees out on leave?

   Managers input it directly 

   A centralized unit handles it 

   Updates are made via a data feed/file 

   Updates are made through a report that is uploaded 

   Updates are made manually 

62.  How frequently do you update your HRIS, time and attendance, and payroll systems for employees out 
on leave?

   Daily

   Weekly

   Every two weeks

   Monthly

63. What is the name of the HRIS/payroll system you use today?

 

 

64. Are you considering moving to a new HRIS/payroll system?

   Yes, in the next 3 months

   Yes, in the next 6 months

   Yes, in the next 12 months

   No

65. If yes, what is the name of the HRIS/payroll system you are considering moving to?
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66. How frequently are managers/supervisors trained on leave administration?

   At time of hire only

   At time of hire and annually

   Don’t know

67. Which of the following methods do you use to train managers/supervisors on leave administration?

   One-on-one training 

   Group seminars 

   Webinars 

   Posted information 

   FAQs 

   Company intranet

   Other, please specify:   

68. How would you rank the following as challenges to your organization in managing leave?

NOT CHALLENGING 
SOMEWHAT 
CHALLENGING 

EXTREMELY 
CHALLENGING DO NOT KNOW 

Understanding employee rights and our 
responsibilities for leave 

Training supervisors and managers for leave 

Ensuring consistency of applying leave across 
the organization 

Interpreting leave regulations 

Keeping up with new federal, state, and/or 
municipal/county laws 

Managing intermittent leave 

Minimal number of internal resources/staff to 
manage leave 

Lack of educated/trained internal resources/staff 
to manage leaves 

Communication with employees while out on 
leave 

Communication with supervisors when 
employees are out on leave 

Communicating amongst departments when 
employees are out on leave 

Controlling employee abuse 

Relying on managers for leave enforcement 
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NOT CHALLENGING 
SOMEWHAT 
CHALLENGING 

EXTREMELY 
CHALLENGING DO NOT KNOW 

Granting too much time away from work (being 
lenient in management of program) 

Granting too little time away from work (being 
aggressive in management of program) 

Maintaining adequate records 

Receiving adequate documentation to 
substantiate requests 

Benchmarking your company’s experience 
against other similar firms

69. Why is training challenging at your organization? Select all that apply.

   Supervisor/manager turnover 

   Supervisor/manager bandwidth

   Supervisor/manager lack of interest 

   Supervisor/manager lack of exposure 

   HR/benefits lack of budget/financial resources 

   HR/benefits bandwidth 

   Other, please describe:   

70. What types of tools would make it easier?

 

 

71. What types of resources would you turn to for help? Select all that apply.

   Broker 

   Consultant 

   Legal 

   Carrier 

   Third-party administrator (TPA) 

   Payroll provider 

   Time and attendance provider 

   Professional industry organization

   Other, please describe:   
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FUTURE PLANS

72.  How do you see your leave or absence program evolving over the next two years? For example, are you 
interested in a “day one” absence management approach?

 

 

73. Has your senior management’s interest in your leave of absence program:

   Increased over the last year 

   Decreased over the last year 

   Stayed the same over the last year 

74.  Is there additional information or commentary you would like to share about your leave management 
program that has not already been covered?

 

 

CLOSING

75. Thank you for participating in our study!

Please provide us with the information below in order to receive a copy of the survey results. Look for a report of 
the results soon! 

Name:  

Company:  

Email address:  
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The Disability Management Employer 

Coalition (DMEC) is the only association 

dedicated to providing focused education, 

knowledge, and networking for absence 

and disability professionals. Through its 

national and regional education programs, 

DMEC delivers trusted strategies, tools, 

and resources to minimize lost work time, 

improve workforce productivity, and 

maintain legally compliant absence and 

disability programs.

Focused Education for Absence and Disability Professionals

800.789.3632 
www.dmec.org


