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Or should this column be titled, "I Love my 
Technology; I Hate my Technology?" I think that 
most days we have that love/hate relationship 
with our phones, computers, TVs, watches, or 
whichever device we are using. 

Five decades ago, science fiction warned us 
about the day of reckoning when computers 
could learn and make decisions independently. 
Many of us remember when HAL, the computer, 
seized command of a space ship in “2001: A 
Space Odyssey.”

Today, we have Google, SIRI, and Alexa that 
answer our questions 
about traffic, weather, 
sport statistics, recipes, 
and more. We have navi-
gation apps that provide 
directions, tell us what 
areas to avoid due to 
heavy traffic or accidents, 

where police are located, and when we have gone 
the wrong way. I am sure many of you have expe-
rienced the “re-routing” or “make a U-turn when 
possible” commands. Artificial Intelligence (AI) 
is embedded in our lives, whether we like it or 
not. So, it makes sense that AI has made its way 
into absence management as well. These pro-
grams have decision trees for leave eligibility, can 
spot trends and adjust algorithms that drive busi-
ness decisions, and answer or escalate questions 
that come into chat programs or phone systems. 

Given these advances, are we about to be 
kicked off the ship? Not quite yet.

The AI systems used by Google, Facebook, 
and other major players are promising services 
that AI cannot fully deliver. The result is a hiring 
boom for people who perform the subtle pro-
cesses that AI cannot yet do. In one example, 

Facebook announced last year it would double its 
corps of human content moderators from 10,000 
to 20,000. “There are likely hundreds of thousands 
of people, worldwide, whose work is sold as AI,” 
said a Wall Street Journal article in November.1 

Rather than viewing this as a threat or job 
competition, the human-computer collaboration is 
evolving into a high-touch/high-tech partnership. 

Integrated absence management (IAM) sys-
tems have used AI to identify trends and risks 
that drive absence and disability costs. We need 
technology to continue to help us streamline 
work processes, sort data, look for trends, bench-
mark, and measure the success of our IAM pro-
grams;  and yes, answer phone calls as well.  

The GlaxoSmithKline case study featured in 
this issue of @Work brings this home for me. 
They built a high-tech leave management system 
to manage data and facilitate employee leave 
reports and transactions, which freed up staff to 
focus on the high-touch functions in the leave 
management and accommodation process to help 
employees stay engaged with the organization.  

As IAM professionals, let’s partner effectively 
with the data technologies that do the heavy lift-
ing but remember that we still need to use that 
personal touch when and where it is necessary to 
show compassion and caring for our employees 
who are on a leave of absence. This will help us 
deliver the right touch to the right person at the 
right time.

Terri L. Rhodes
DMEC CEO

Reference
1. C. Mims. Without Humans, Artificial Intelligence Is Still
Pretty Stupid. The Wall Street Journal. Nov. 13, 2017.

Terri Rhodes 
MBA, CPDM, CCMP

President and CEO, DMEC

The Yin and Yang of Technology
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“As IAM professionals, let’s partner effec-
tively with the data technologies that 
do the heavy lifting but remember we 
still need to use that personal touch..." 
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Compliance Memos

The IRS said it would send “Letter 226J” to employers in 
December. The letters contain an individual employer’s pro-
posed assessment of Employer Shared Responsibility 
Payments (ESRPs) under the Affordable Care Act (ACA) for 
calendar year 2015. The letters will list the employee(s) who 
received premium tax credits and how those employees were 
classified on the employer’s ACA reporting Forms 1094-C 
and 1095-C. Employers have only 30 days from the date of 
the letter to contest the 2015 assessment or pay it; failure to 
respond in a timely manner means that the assessment is 
accepted. Employers should carefully monitor their mail 

because even if they complied with the ACA’s ESRP require-
ments, they might still receive a Letter 226J. This could hap-
pen if employees incorrectly claimed to be eligible for the 
ACA premium tax credit, despite the employer offering 
them minimum essential coverage that is affordable and 
provides minimum value. Employers that receive an incor-
rect ESRP assessment must document from their records 
why it is incorrect. For more details, visit http://dmec.
org/2017/11/14/employer-mandate-penalties-aca-coming-
soon/ and https://www.irs.gov/individuals/understanding-
your-letter-226-j.

           www.dmec.org   | 7

CM #1         IRS Mails Employer Mandate Penalty Letters

In Severson v. Heartland Woodcraft, Inc., the 7th Circuit 
U.S. Court of Appeals rejected extended leave as an accom-
modation under the ADA. Severson requested an extended 
leave after using all of his FMLA entitlement. The Equal 
Employment Opportunity Commission argued in an 
amicus brief that a long-term medical leave of absence 
should qualify as a reasonable accommodation when the 
leave is of a definite time-limited duration, requested in 
advance, and likely to enable the employee to perform the 
essential functions of the job after returning. Rejecting this 
argument, the court held that “a multimonth leave of absence 

is beyond the scope of a reasonable accommodation under 
the ADA.” However, this ruling applies only in the 7th 
Circuit (Illinois, Indiana, and Wisconsin); other circuit 
courts have reached different opinions. Employers should 
continue to engage in the interactive process when employ-
ees request leaves, and can explore other alternatives, such 
as transfer to a vacant position, or temporary light-duty 
assignments. For more details, visit http://dmec.org/2017/11/25/ 
7th-circuit-court-case-addresses-leaves-ada-accommodations/.  

 CM #3       Limited Impact from Leave-as-an-Accommodation Ruling?

Compliance Memos continued on page 37

On Dec. 26 the IRS announced it will issue a guidance in 
January to help employers and employees understand the 
impact of federal tax reforms on employee withholding. “Use 
of the new 2018 withholding guidelines will allow taxpayers 
to begin seeing the changes in their paychecks as early as 
February. ” The IRS announced it will not require employees 
to fill out new W-4 forms. Under the 2017 withholding tables 

and systems, lower-earning employees may overpay 2018 fed-
eral taxes in January, but the IRS guidance should enable 
appropriate adjustments beginning in February. Some finan-
cial advisors are encouraging employees to increase their 
401(k) savings in January to increase savings, rather than 
using the new tax rates to increase take-home pay. Watch for 
the guidance at https://www.irs.gov/newsroom.

 CM #2       IRS Guidance Will Help Employers Adjust Withholding Systems

http://dmec.org/2017/11/14/employer-mandate-penalties-aca-coming-soon/
https://www.irs.gov/individuals/understanding-your-letter-226-j
https://www.irs.gov/newsroom
http://dmec.org/2017/11/25/7th-circuit-court-case-addresses-leaves-ada-accommodations/
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Many employers receive an annual report 
from health plans listing high-cost claims. 
And most find themselves looking in the rear-
view mirror wondering what they could have 
done to prevent such costly episodes or at least 
reduce their impact. 

This impact goes far beyond the rising costs 
of healthcare; the study below found that the 

top 5% of cases drove over 50% of overall 
spending when absenteeism, dis-

ability, and workers’ compensa-
tion were included. 

Fortunately, it is possible to 
leverage integrated data to 

predict which individuals are 
headed toward this top 5%, allowing 

employers to offer uniquely targeted clinical 
prevention.  

The stakes are high and rising. The HCMS 
Group’s Research Reference Database, cover-
ing 3.8 million members, revealed that the 
number of cases costing at least $100,000 a 
year has climbed 16% since 2015 and now 
averages 5 per 1,000 members. Cases costing 

$500,000 or more a year have increased 22% 
over the same time period. These rate 
increases affect employers of all sizes and from 
all industries. The database includes employ-
ees who had no claims, rounding out the pic-
ture of the employee population (see Figure 1).

 High-cost cases happen to high-risk indi-
viduals: those with multiple conditions and 
who are often dealing with family and work 
issues. They typically consume healthcare, lost 
time, and disability benefits at a rate much 

higher than lower-risk individuals. This comes 
at a price to their health and to their employer’s 
bottom-line. Many individuals stay in the top 
5% cost range year after year with multiple 
family members in the top 5% at the same time. 

Integrating Data to Predict Risk
In recent years, many employers have 

gained access to data warehouses. The aim is 
to generate actionable insights from mining 
“big data.” However, the value of findings 
from such data can be limited when only 
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“Expanded databases incorporate disability and 
absence data which reflect the policy incentives  
and disincentives that drive people’s behavior  
and consumption of benefits."

Leveraging Integrated Data
 to Predict the Top 5% for Intervention

 Holistic Clinical Prevention:
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medical and pharmaceutical expenses 
are included. 

Integrating a broader array of data 
produces more actionable findings. 
Expanded databases incorporate dis-
ability and absence data which reflect 
the policy incentives and disincentives 
that drive people’s behavior and con-
sumption of benefits. They bring into 
focus the full cost of burden of dis-
ease, illnesses, and injuries; allowing 
employers to better harness the pre-
dictive power of their data. 
Sophisticated employers also include 
broader human capital data inputs 
such as results of employee perfor-
mance evaluations, compensation lev-
els, safety violations, training course 
completions, and other person-centric 
data types, allowing even more pre-
dictive power from their warehouse 
and risk indices.

Once an integrated data warehouse 
is established, the next step is to fully 
leverage the value of that broader set 
of data inputs. At HCMS, we’ve con-
structed an integrated risk index 
called the Human Capital Risk Index 
(HUI) described in the chart above. 

Unlike most indices, the HUI takes 

into account compensation and lost 
time data dramatically increasing the 
predictive power of the index. A risk 
index constructed in this way can 
measure risk related to human capital 
health and job performance, not just 
disease. It also provides a leading indi-
cator to flag emerging risk cases early 
in their trajectory, allowing the HCMS 
clinical prevention program to engage 
these evolving cases through outreach 
that complies with the Health Insur-
ance Portability and Accountability 
Act (HIPAA). The HUI was designed 
to provide early identification of high-
risk individuals, so interventions can 
shorten or prevent the period of time 
when they are both high-risk and 
high-cost.

Holistic Clinical Prevention Model
Individuals identified through pre-

dictive analytics are invited to enroll in 
a clinical prevention program that is 
branded based on the employer’s cul-
tural preferences. This model uses a 
holistic approach beyond conventional 
disease management, which is typically 
triggered by specific conditions such as 
diabetes or cancer. The data for high-

risk individuals consistently shows that 
costs associated with multiple co-mor-
bid conditions often produce a cascad-
ing effect that outweighs the sum of 
costs associated with each single condi-
tion. Addressing all the conditions, 
including work, family, and social 
issues helps individuals navigate the 
healthcare system and make better 
decisions about their treatment, leading 
to fewer relapses and a more sustain-
able recovery. 

This model has been in place for 
over 10 years with more than 24,000 
high-cost claimants enrolled. The 
individuals are invited through a 
series of outreach calls and letters. 
Enrollment rates are consistently 
above 75%. These high enrollment 
rates are attributed to the fact that 
these individuals feel desperately lost 
in the fragmented healthcare system 
and welcome the additional resources. 
A team approach is offered with a 
master’s-level nurse, a doctorate-level 
pharmacist, and a medical research 
librarian.

The nurse serves as the primary 
point of contact and continually eval-
uates the individual’s needs while 
dynamically adjusting the action plan 
to address those needs. Medications 
are reviewed by the pharmacist to 
assist with issues such as a need for 
lower-cost options, negative side-
effects, and the risk of interactions 
between multiple medications. The 
medical research librarian provides 
relevant and current information to 
help members take control of their 
health and make healthcare decisions 
that lead to improved outcomes. The 
focus is to empower the individuals to 
be their own best advocate.  

Within a year of enrolling in the 
program, about half of the partici-
pants see significant improvement in 
health, risk, and utilization metrics. It 

Figure 1
Human Capital Risk Index Profile of Top 5%

*In the Human Capital Risk Index (HUI), values higher than 1.0 represent above-
average risk. In this cohort, the risk index for the top 5% of the employee popula-
tion was nearly five times the average for the remaining 95%.
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may take longer than a year for partic-
ipants with more complex situations 
to “graduate.” Measures of success 
include: engagement with a primary 
care provider; a decrease in the num-
ber of prescription drugs, specialists, 
and lost work days; increased produc-
tivity at work; and improved quality of 
their personal life. 

Case Study
Here is how the clinical intervention 

worked for a high-risk individual who 
had 13 diagnoses, was seeing 11 differ-
ent specialists, and was taking 14 pre-
scription medications. He underwent 
back surgery and experienced compli-
cations, including a blood clot in the 
lung. He complained of significant 
headaches throughout his recovery. 

Parallel to this, his work, family, 
and social conditions further increased 
his risk. He was unable to work. He 
was divorced and had to temporarily 
move to another state to be cared for by 
his sister. He had a history of alcohol 
abuse and reported that he was cur-
rently struggling with loneliness and 
feared losing his sobriety. His claim 
managers were convinced he would be 
permanently disabled.  

The nurse started by developing a 
trusting relationship through phone 
conversations every few days. This 
facilitated his ability to begin making 
decisions to address his health and cre-
ate an action plan. He began attending 
Alcoholics Anonymous five times a 
week, he joined a gym, and he started 
doing a hobby with a friend. The phar-
macist identified a medication that 
could be causing the headaches. The 
individual talked with his doctor and 
switched medication. 

The next phase focused on a safe 
recovery and return to work (RTW). 
After an eleven-month disability leave 
and almost a year in the program, the 

individual returned to work and his 
risk index decreased by 36%. His costs 
went from over $170,000 in the 
12-month period before enrollment to 
less than $2,500 on an annual basis 
after enrollment.

Multi-Employer Study Results 
HCMS conducted a pre/post enroll-

ment study including 3,864 enrollees 
into the clinical prevention service 
from 10 companies in 2016. The com-
panies ranged in size from 500-21,000 
workers across multiple industry sec-
tors. The top 5% of employees in these 
companies averaged over 50% of total 
benefit costs when workers’ compensa-
tion and disability were included.  

The Figure 2 chart below indicates 
the decrease in key utilization metrics as 
measured the year before enrollment in 
the targeted clinical prevention service 
compared to the year after enrollment. 

The most drastic decreases occurred 
in the number of medical tests. The 
detailed education from the medical 
librarian reduces the individual’s need 

to “shop for answers,” and try to figure 
out what’s wrong on their own. This 
also correlates to a significant decrease 
in visits to multiple medical providers.

The second biggest impact was a 
reduction in the number of medica-
tions. The doctorate-level pharmacist 
creates a medication listing and coun-
sels on how to avoid poly-pharmacy 
and drug interaction risks. In cases 
where an individual was acquiring 
medications through both group health 
and workers’ compensation, the HCMS 
system identified patient safety issues 
such as opioid risks that might have 
remained unreported in the frag-
mented pharmacy systems.

In some cases, the actual number of 
diagnoses decreased by the time an 
individual graduated from the program.

However, it is commonly known in 
the industry that people in the high-
risk groups experience high-cost events 
for a matter of months and then begin 
to recover. Typically, there is a rapid 
increase in the costs of absence, dis-
ability, and healthcare, followed by a 
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Figure 2
Post-Intervention Utilization, Percent Decrease

In this study the total drop in cost of graduated enrollees was 48%. Among 3,864 
enrollees, 75% graduated within the time period of the study.
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edicting the Top 5%, cont'd on p. 29
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RTW Resources continued from p. 21

rapid decline. However, for individuals 
enrolled in this clinical prevention 
model, the decline starts significantly 
sooner and falls significantly more. 
This results in tangible cost savings 
during the first year after intervention. 
HCMS uses a statistical matching tech-
nique to find a cohort of similar indi-
viduals with a high-cost event, which is 
used as a comparison group. Enrollees 
in the clinical prevention service see a 
significant drop in costs relative to the 
comparison group, resulting in an 
overall program return on investment 
that ranges from 3:1 to 7:1.

Conclusions
Leveraging integrated data on work-

ers’ compensation, disability, and inci-
dental absence — in addition to medical 
and pharmaceutical claims — allows 
predictive, individual risk indices that 
enable timely intervention for the high-

risk top 5%. 
Using this kind of risk index can 

provide early identification of individu-
als who will soon be both high-risk 
and high-cost. Clinical intervention 
can then be offered to those who need 
it most. As illustrated in the case study, 
by providing high-touch clinical sup-
port and actionable information across 
all the bio-psycho-social dimensions, 
the model empowers individuals to 
take charge of their health and improve 
the quality of their life. 

As big data opportunities continue to 
expand in the workforce health arena, 
advanced analytic and predictive mod-
eling approaches are becoming even 
more relevant and can improve out-
comes for both the employee and 
employer. The key is to partner this pre-
dictive power with a clinical service that 
can leverage that intelligence effectively, 
targeting individuals who will benefit 
from the service.

Predicting the Top 5%, cont'd from p

https://www.lfg.com/public/employersorganizations
www.claimvantage.com
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The lure to automate all aspects of leave 
management can be enticing. Laws are becom-
ing more complex, businesses are offering mul-
tiple types of leaves, and the number of 
employees utilizing leaves continues to grow. 
Integrating a leave management technology to 
sort out the complexities seems like a no-
brainer. But amid increased high-tech pro-
cesses, employers must not forget to stay 
high-touch when needed — especially during 
essential one-on-one communication such as 
the interactive process of accommodation. 

Global healthcare company 
GlaxoSmithKline (GSK) has an 

insourced disability manage-
ment (DM) team responsible 

for administering medical 

leaves for our approxi-
mately 15,000 employees 

based in the United States and 
Puerto Rico. Just as our mission is 

to help our patients do more, feel better, and 
live longer, GSK believes in assisting our 
employees to do the same. GSK previously used 
its own internally created occupational/case 
management software. Today, we use a combi-
nation of vendor-created occupational software 

and a human resources information system 
(HRIS) to help with both occupational and 
nonoccupational leave and case management 
responsibilities.

But technology cannot do it all. Things that 
the most sophisticated technology cannot iden-
tify, such as employee relations or performance 
issues, require human-to-human interaction to 
reassure an employee that the company has a 
stake in their healthy return to work. And the 
personal touch from our internal DM leave 
managers ensures a safe, timely, and productive 
return to work (RTW). 

Our two most successful high-touch func-
tions are facilitating the interactive process for 
accommodations and RTW meetings. The best 
way to understand an employee’s request for 

accommodation and to enable RTW is to 
actively engage the person to discover what 
barriers are standing in the way of performing 
the essential functions of the role. 

That employee is best positioned to under-
stand what is in the way of being successful at 
work. A DM leave manager uses a coaching 
approach in conversations with employees to 
enable the employee to clarify the issue, come 
up with possible solutions, and then move 

"We focus on high-risk cases, in which direct contact with 
a DM leave manager is of greatest value and impact. 
This makes for a better experience for all stakeholders." 



toward action. Asking the right follow-up questions can help 
the employee drill down to the root of the barrier and help 
overcome it. DM leave managers also coach our colleagues 
in HR, to help them support accommodations and add to 
the HR professional toolkit for future cases.

We focus on high-risk cases, in which direct contact with 
a DM leave manager is of greatest value and impact. This 
makes for a better experience for all stakeholders. Employees 
feel heard, understood, and valued, and managers feel better 
educated, informed, and able to respond and plan for busi-
ness continuity appropriately. 

More routine cases also benefit from our high-touch phi-
losophy, which is rooted in the knowledge that the employ-
ees we support are the same people who work every day to 
improve the lives of our customers through our products at 
GSK. We personalize standard and automated form state-
ments and communication, and assign a designated contact 
person, our DM, for all employees who use our medical and 
family leave benefits. This DM will be assigned to any medi-
cal or family leave an employee takes for the next two years. 
This promotes familiarity between the employee, manager, 
and DM. That familiarity can be crucial if, down the line, 
the interactive accommodations process becomes necessary. 
Feedback has suggested that managers and employees appre-
ciate knowing whom to contact for questions about a spe-
cific leave.

When we communicate, we find that simple touches such 
as using a preferred nickname or including information 
from a previous interaction promotes employee engagement 
and builds trust. Our leave managers also congratulate par-
ents on welcoming a new child into the family and check in 
with caregivers to see how both family member and 
employee are doing. We console those who have lost loved 
ones. And we are the first to welcome people back to work 
after their extended medical or family leaves. 

GSK frees up our time and energy to focus on real 
human interaction by streamlining standard and regulatory 
communications. The use of our HRIS software promotes 
employee self-service and helps us manage our resources. 
Employees submit leave requests through the system, via 
smartphone or computer, eliminating the need for face-to-
face or other live interaction to simply request time off. GSK 
is committed to making sure employees feel happy, healthy, 
and energized. The ease of submitting leaves through multi-
ple platforms ensures that employees can access needed time 
off, enabling them to return to work faster and, hopefully, 
healthier than if barriers were in place. We streamline leave 
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claims that meet certain criteria that have proven to require 
less input. These uses of software and streamlining tech-
niques ensure that simpler claims do not receive unneces-
sary attention or follow-up and complex claims can start the 
interactive process earlier and more successfully. 

We use technology for data and reporting, automation, 
education, and electronic medical record (EMR) purposes: 
dates, types of leave, certification forms, and time-keeping. 
We also seek to echo the company’s mission in our inte-
grated absence management program. Our program contin-
uously improves our “high-touch” look and feel by routinely 
seeking feedback from our customers and stakeholders. This 
has enabled us to continuously improve our just-in-time 
communication and responsiveness. 

For example, we created a website where all employees 
and managers can access a simple checklist and certification 
forms to understand the end-to-end process of requesting 
leave. The site also provides supporting documentation and 
helps with planning return to work with or without work 
restrictions. 

This improvement has resulted in substantially quicker 
receipt of supporting medical documentation, which con-

trasts with past years when there was employee confusion 
regarding form due dates and next steps causing unneces-
sary delays. Following implementation, 41% of documents 
arrived within a week and 75% within two weeks of the first 
day of leave. Prior to implementation, 19% arrived within 
the first week and 35% within two weeks. The time that was 
spent chasing forms can now be used to provide other ser-
vices. In addition, 94% of our customers report a positive 
leave experience based on survey results.

We recognize that not all employers utilize an insourced 
model. However, we believe the following best practices are 
universal, regardless of the preferred sourcing model:

• Data and reporting are integrated with HRIS, with use 
of EMR for case management being essential for measuring, 
understanding leave experience, and predicting future leaves.

• Employees and managers both can access HRIS for self-
service to proactively initiate and view leave requests. This 
empowers employees to use benefits to solve problems and 
reduce stress in their personal lives, which helps them stay 
engaged with GSK. Managers use the HRIS to achieve clar-
ity regarding anticipated and current leaves for business 
planning purposes.

• A designated contact is used for the interactive process. 
This person understands the culture, actively listens, 
coaches, empathizes, and routinely communicates effectively 
with all stakeholders. At GSK, the designated contact is a 
member of our DM Team. This person will have or will 
develop an established relationship with the employee and 
the employee’s manager, administer the benefit, and facili-
tate RTW.  

Conclusion
High-tech information systems have a growing place in 

integrated absence management (IAM), especially in captur-
ing accurate data and making it accessible to authorized 
users. By using these systems effectively, employers can 
reduce demands on their IAM staff, freeing their time for 
the high-touch functions in leave management and accom-
modations that will help employees stay engaged with the 
organization.
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Program Showcase: 
Employee Responsibility

While many employers fear the 
threat of their first review by the U.S. 
Department of Labor (DOL), Clark 
County, Nevada, has been blessed 
with more than one. To avoid litiga-
tion or compliance challenges, the 
county was intentionally overly gener-
ous with Family and Medical Leave 
Act (FMLA) and Americans with 
Disabilities Act (ADA) leave requests.

The county, which includes Las 
Vegas, is the 14th largest municipality 
in the nation. The county’s 7,500 
employees serve approximately 2.2 
million residents and 46 million visi-
tors a year. The county insources its 
leave administration program 
through its risk management team, 
with one workers’ compensation 
(WC) coordinator and three other 
claim technicians tasked with man-
aging all other leave administration 
programs. Aside from FMLA leave, 
the county offers a very generous 
nonoccupational leave package, pro-
viding employees with parental leave, 
catastrophic leave, and unpaid leave, 
among other leaves. 

The Challenges
Clark County was manually track-

ing all these leaves, making absence 

management exceptionally difficult. 
With the county’s diverse work-

force spanning 35 departments, 
including firefighters, police officers, 
and city officials, it was a challenge 
for the risk team to account for all 
employees. Making the task especially 
daunting is that the majority of 
employees had varying work sched-
ules that could span any 24-hour 
period. Clark County required each 
supervisor in each individual depart-
ment to submit their WC and nonoc-
cupational absence data to the claim 
technicians. Absence and FMLA 
reporting came in multiple formats: 
phone calls, paper slips, or email, 
overwhelming the team and creating 
inconsistencies in the process. Often 
employees’ provider certifications 
were valid for longer than might oth-
erwise have been appropriate due to 
recertification insecurities. 

“We were sure that we were provid-
ing people with more than 12 weeks of 
FMLA leave … and we were sure that 
there were people out on leave that we 
didn’t even know about,” said Les Lee 
Shell, Chief Administrative Officer for 
the county.

When the need for change was 
identified, the risk team determined 
that the county would seek a software 
solution to assist with tracking leaves. 
The county soon realized that the 
software solution didn’t address major 

underlying process issues that could 
still derail absence reporting. 

Approximately 700 supervisors 
were responsible for creating their 
employees’ FMLA claims and report-
ing all other leaves, with these 
employees working any portion of a 
24-hour period. How could supervi-
sors ensure that they were notified 
every time someone was late or not 
going to show up at all? In fact, the 
risk team was confident that in many 
cases, supervisors simply were not 
notified. Employees seldom faced 
penalties for failure to report. If 
supervisors didn’t have the informa-
tion, the central risk team most cer-
tainly did not. What was their 
solution? Should they staff a 24/7 call 
line? Or was there another option?

“We didn’t initially decide to go 
with a portal approach,” said Shell. “It 
was an evolutionary process that 
came about through discussions dur-
ing our implementation. We just had 
to find a better way.”

Employees Go Hands-On
When Clark County decided to 

take reporting responsibility away 
from supervisors and put it on the 
employees, it needed to provide the 
capability for 24-hour absence and 
tardy reporting. The only efficient 
process was to literally put the solu-
tion in the palm of employees’ hands. 

By
Angie Brown
Director, Absence and Regulatory Compliance
ClaimVantage

Portal-Enabled Absence Reporting Puts 
Responsibility in the Hands of the User
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The county enacted a revolutionary 
portal-only approach to absence 
tracking. It understood this would not 
be an easy task and would demand 
stellar communication, education, and 
culture change. It took several months 
to train all supervisors and employees, 
educating them on the new processes 
and expectations, but it paid divi-
dends. All employees now own the 
responsibility to create their own 
FMLA claims and report their leaves 
of absence via the portal, which can 
be accessed on their smartphones or 
any device with a browser. For 
employees unable or unwilling to uti-
lize the portal, their direct supervisor 
can submit the claim for them.

The risk team receives all new 
claim notifications on a desktop appli-
cation, except for rare cases where the 
risk team is needed to help create a 
claim. All absence reporting for exist-
ing claims is added via the portal, 
attached to the appropriate claim, and 
systematically approved based on the 
healthcare provider’s recommendation 
of the frequency of absences. If 
absences are reported that fall outside 
of the recommendation, the system 
immediately notifies the employee and 
the risk team, so that they can follow 
through with the appropriate actions. 
Additionally, absence notifications are 
automatically sent through to the 
county’s payroll system, eliminating 
another manual process.

Employees receive their eligibility 
letters and recertification notices in 
real time via the portal, eliminating 
the need to wait for the mail. 
Employees can also send notes to the 
risk team via the portal and attach 
documentation, including medical 
certifications, that immediately 
becomes part of the claim. 

This new system has eliminated a 
large majority of reasons to even pick 

up a telephone and maintains focus on 
ensuring compliance with the DOL 
regulations.

 
Outcomes

“At first, we saw our absenteeism 
go up,” said Shell. “We had been pre-
pared for that due to the probability of 
underreporting in the past, but now 
we are seeing that trend back down. 
We are confident that we are doing a 
good job and all of our employees are 
accounted for. Worth noting though, 
most of the supervisors using the sys-
tem love it because they have relatively 
real-time access to claims and leave 
data and can better monitor and more 
confidentially communicate with 
employees about their FMLA leave. 
It’s good for everyone.” 

The most recent DOL review of the 
county supports Shell’s assessment. 
“We had a number of employee-driven 
complaints that were investigated and 
their files and our overall processes 
reviewed by the DOL. We were not 
cited,” said Shell. “As a result of those 
investigations, we did have some find-
ings/recommendations for improve-

ments outside our new system. So I 
won’t say they told us to keep doing 
what we are doing; however, they did 
appreciate our use of the system and 
the tracking it provided us.”

Conclusion
For a complex organization such as 

Clark County, the decision to select, 
design, and implement a solution — 
and the organizational changes sur-
rounding that — required a process of 
evolution and culture change. 
Employees were willing to accept a 
much higher level of responsibility for 
reporting their leaves if they could 
also get improved convenience, con-
trol, and timeliness. Technology facili-
tated a new level of partnership.
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RTW Resources: 
Accessible Technology

It’s hard to think of a workplace that 
doesn’t rely on information technology 
(IT). From websites and email to mobile 
devices and enterprise software, IT is 
everywhere in nearly every industry, 
helping us streamline operations, maxi-
mize productivity, and work smarter. 

But when technology doesn’t work 
for everyone, including people with dis-
abilities, the story changes. Technology 
goes from being a “great equalizer” to a 
tool of exclusion, creating barriers to 
employment and preventing the career 
advancement of certain individuals. 
Just imagine what it would be like if 
you couldn’t access your email, phone, 
or basic workplace tools. Could you do 
your job effectively? For many people 
with disabilities — including those who 
acquire disabilities through age, illness, 
or injury — this scenario is a reality. 
And inaccessible workplace technology 
is the root cause.

For many employers, the concept of 
accessible IT is new territory. They 
might understand the importance of a 
physically accessible workplace, but 
they may not fully grasp what inclusion 

and accessibility mean in relation to the 
virtual workplace. And such inexperi-
ence can lead to significant problems, 
from legal issues to decreased work-
force productivity.

Adding to the problem is the issue 
of inaccessible online job applications 
and other digital recruiting tools, 
which prevent many people with dis-
abilities from applying for jobs in the 
first place. According to a survey of 
people with disabilities1 conducted by 
the Partnership on Employment & 
Accessible Technology (PEAT), 46% of 
respondents rated their last experience 
applying for a job online as "difficult to 
impossible." 

That’s obviously a problem because 
if a company’s online job advertise-
ments, applications, screening tools, 
and digital interviewing applications 
are not accessible to those with disabili-
ties, certain individuals are effectively 
excluded from applying for jobs at the 
company. This can expose employers to 
legal risk, and it defeats the efforts of 
federal contractors to meet their affir-
mative action obligations under Section 
503 of the Rehabilitation Act. Most 
importantly, it limits the pool of talent 
employers will be able to consider for 
open positions.

A Changing Mindset
Why is inaccessible IT so pervasive 

in today’s workplaces? Traditionally, it 

boils down to lack of awareness because 
accessibility issues are generally not 
intentional on the part of employers or 
technology providers. In many cases, 
businesses purchase off-the-shelf IT 
applications created by third-party ven-
dors, which may or may not be fully 
accessible. Unless someone brings an 
accessibility issue to their attention, 
they aren’t likely to know about any 
usability shortcomings.

Accessibility awareness is increasing 
these days due in part to the changing 
regulatory environment. The U.S. 
Department of Justice (DOJ) has estab-
lished that the Americans with 
Disabilities Act (ADA) extends to 
Internet website access, mobile applica-
tions, and other forms of information 
and communications technology. And 
as of May 2016, the DOJ had entered 
into 171 settlement agreements2 related 
to technology accessibility. While these 
settlements only apply to the parties 
involved, they offer insights into poten-
tial actions the DOJ might exact in 
similar situations in the future. Not 
surprisingly, they are spurring employ-
ers and other ADA-covered entities to 
think proactively when it comes to 
accessible technology.

The main driver of this shift, how-
ever, is a growing awareness of the 
myriad of benefits that universally 
designed products offer. It simply 
makes good sense to buy products that 

By
Josh Christianson, MS
Project Director
Partnership on Employment & Accessible 
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Brett Sheats, JD
National Project Director 
Viscardi Center
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are designed for as many people as pos-
sible. Wise employers know that giving 
their current and prospective workers 
equal access to today’s productivity 
tools is a smart business practice that 
positively affects the bottom line. And 
this is, in part, because technologies 
designed with the needs of people with 
disabilities in mind often end up being 
broadly useful to everyone. Closed cap-
tioning, text messaging, and voice rec-
ognition are just a few examples of 
technologies that began as accommoda-
tions and became productivity enhanc-
ers for all of us.

Accessibility Pitfalls
If you’re new to the subject, you 

might be asking yourself what it means 
for a website or IT application to be 
inaccessible. Often, it relates to incom-
patibility with assistive technology 
(AT), such as the screen readers used by 
many people with visual impairments. 
But accessibility also extends to people 
with cognitive issues, dexterity chal-
lenges, and other types of disabilities. 
Examples of common accessibility 
shortcomings include complex web 
navigation that is not intuitive; timeout 
restrictions that cause an application to 
close before the user can save or com-
plete it; lack of video captioning, which 
impacts those who are deaf or hard of 
hearing; lack of alternative text, which 
can make images hard to recognize; 
poor screen/color contrast; inaccessible 
form fields; and mouse-only input 
options, which affect those who are 
unable to operate a computer mouse. 
The good news is that preventing or 
fixing these issues generally helps all 
users, not just those with disabilities.

How to Take Action on Accessibility 
So what exactly are an employer’s 

responsibilities when it comes to acces-
sible technology? Essentially, they 

involve making the workplace technol-
ogy you buy and use accessible to all 
job applicants and employees, including 
those who have disabilities. This means:

• Ensuring that all employees can 
access the technology currently in place 
— from computers, to online job appli-
cations, to company-issued smart-
phones.

• Creating websites that meet or 
exceed accepted accessibility standards 
(e.g., Section 508 of the Rehabilitation 
Act3 and/or the Web Content Accessi-
bility Guidelines (WCAG) 2.0).4

• Committing to purchasing only 
accessible technology products when 
procuring new technology for your 
workplace.

• If you manufacture technology, 
you develop accessible, interoperable, 
and universally designed products for 
your customers.

While these may sound daunting to 
some, accessibility efforts are often eas-
ier than you might expect, even for the 
untrained. Plus, a range of free tools 
and resources can help you learn about 
and take action on accessible technol-
ogy in the workplace. Many are offered 
by the U.S. Department of Labor’s 

Office of Disability Employment Policy 
(ODEP) and its technical assistance 
centers, including PEAT and the 
Employer Assistance and Resource 
Network on Disability Inclusion 
(EARN). Examples include:

• TechCheck. This PEAT tool helps 
organizations assess their accessible 
technology practices. Whether you have 
a formal accessible technology effort or 
not, TechCheck (www.peatworks.org/
techcheck) gives you a benchmarking 
"snapshot" of the current state of your 
technology, the accessibility goals you 
want to reach, and steps you could take 
to achieve them.

• TalentWorks. This PEAT tool 
(www.peatworks.org/talentworks) helps 
employers and human resources profes-
sionals ensure their online job applica-
tions and other recruiting technologies 
are accessible to job seekers with dis-
abilities.

• Buy IT! – Your Guide for Purchas-
ing Accessible Technology. Implementing 
accessible workplace technology means 
buying it in the first place. This PEAT 
tool (www.peatworks.org/Buy-IT) helps 
employers and their purchasing staff 
build accessibility and usability into their 

YOU CAN FOCUS 
ON YOUR PEOPLE
WE’LL FOCUS ON THEIR 
LEAVE ADMINISTRATION. reedgroup.com

Learn about our:
Fully integrated leave 
management software
Outsourced and co-sourced solutions
FMLA/ADA compliance
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IT procurement processes. 
• Accessible Technology Action

Steps: A Guide for Employers. PEAT’s 
eight-step roadmap (www.peatworks.
org/action-steps) is an excellent place to 
start your accessible technology jour-
ney. It begins with the basics and leads 
you through the stages of assessing the 
accessibility of your existing technology 
products, building an accessibility plan/
initiative, measuring your program’s 
effectiveness, and more.

• AskEARN: Creating an Accessible
and Welcoming Workplace. EARN 
(www.askearn.org/topics/creating-an-
accessible-and-welcoming-workplace/) 
offers background and a range of resources 
to help employers ensure their doors are 
open — literally and virtually — to all 
qualified individuals, including people 
with disabilities.

Conclusion
In the end, it’s important to recog-

nize that workplace technology is a crit-
ical component of nearly all workplaces 
today. It’s essential that all employees, 
including those with disabilities, be able 
to access these technologies to optimize 
their performance and deliver for their 
employers. By thinking and acting 
accessibly, everybody wins. 
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Compliance Makeover: 
Information Security Risk

As we pursue data security for our 
organizations and in our personal lives, 
change always equates to risk. The rap-
idly changing technology landscape in 
the world of integrated absence man-
agement (IAM) and the growing num-
ber of systems we use on a daily basis 
have expanded the risk for all of us. We 
have always had to be vigilant, but this 
level of change and the increasing 
sophistication of cyber criminals over 
the past few years requires us to rethink 
the way we approach security.

As organizations get better at pro-
tecting servers and other devices, crimi-
nals are increasingly targeting 
applications and people. So in addition 
to the efforts of your information tech-
nology (IT) team, you are your compa-
ny’s other defense against cyber 
criminals. Your profession requires you 
to process information more quickly 
than ever, yet your organization also 
needs you to think twice before 
responding to emails, which are the pri-
mary avenue that cyber criminals use to 
attack your organization through you.

Malware
Malicious software, usually referred 

to as “malware,” is designed to disrupt 
or deny access, gain unauthorized 

access, or steal information. In the old 
days, malware mostly consisted of pop-
ups trying to sell you something. These 
were annoying and slowed down your 
computer, but they rarely caused major 
damage. Today’s threats are much more 
sophisticated and damaging.

Ransomware
The latest threat is a new type of 

malware called “ransomware," which 
typically starts with an email that mim-
ics a trusted source, such as your 
employer, your bank, or the govern-
ment. When you click on a link or open 
an attachment, it runs a program that 
encrypts your files. You are then asked 
to transfer funds in order to get the 
encryption key to unlock your files. 
Once malware like this is on your com-
puter, it can spread via your internal 
network to others in your organization. 
Sometimes malware even hijacks your 
email program and, posing as you, 
sends out a similar email to all your 
contacts.

Phishing
Phishing may be the most com-

monly used approach of cyber crimi-
nals. Once again, this typically starts 
with an email that mimics a legitimate 
source asking you to click on a link in 
the email to log in online and take 
some action to avoid a penalty or a 
problem. If you click on the link and 

then enter your username and pass-
word to try to log into their sham web-
site, you have given criminals your 
credentials to log into your legitimate 
site. Successful phishing attempts can 
lead to the most serious consequences 
for you and your organization because 
you are giving them your access to 
important functions. Some phishing 
attempts may even ask you to enter 
your credit card information.

Cost of Data Breaches
New regulations require organiza-

tions to report data breaches to those 
who might have been affected, which is 
one of the reasons we hear more and 
more about them in the news. A leading 
industry report1 documented 1,202 
publicly disclosed breaches in the 
United States in 2017 through Nov. 29, 
including organizations such as Aetna, 
Anthem, Humana, Northwestern 
Mutual, New York Life Insurance, 
Metropolitan Life, Med-Cert Inc., 
Insperity, and Ceridian.

Although many of these organiza-
tions did not report the number of 
records affected or the cost, we know 
the costs can be enormous. According 
to a June 2017 study by IBM Security2 
of 63 U.S. organizations that experi-
enced a data breach, the average cost 
was $7.35 million, with an average cost 
per stolen record of $225. One of the 
biggest components of this cost is the 
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loss of business as a result of reduced 
customer trust.

One of the largest known data 
breaches occurred in the summer of 
2017 at Equifax, which exposed sensi-
tive personal data — including Social 
Security numbers, birth dates, 
addresses, and driver’s license and 
credit card numbers — of 145 million 
American consumers. That is more 
than 50% of all U.S. adults! The size 
and public nature of this breach high-
light again the importance of protect-
ing your organization against 
malicious attacks. If one of the world’s 
largest credit reporting agencies can be 
hacked, what about your organization?

How Do I Protect Myself and My 
Organization?

Security breaches often result from 
errors on the part of an organization’s 
employees and partners. According to a 
study released by Intel in 2015,3 43% of 
data breaches were caused by such 
insiders, of which half were intentional 
and half accidental. 

Cyber security firm Clearswift4 
claims that while employees alone were 
responsible for 42% of cyber incidents, 
the “extended enterprise,” which 
includes customers, suppliers, and ex-
employees, is responsible for 74% of 
such incidents, of which two-thirds are 
accidental. 

Interestingly, most organizations do 
not perceive internal threats as being 
one of their biggest risks. They often 
point to the increasing use of the cloud, 
even though there is no indication that 
the current generation of cloud applica-
tions are more prone to compromise 
than on-premise applications.

Taking a few simple precautions can 
help protect you and your organization 
from these kinds of exploits: 

• Don’t open attachments unless you 
know what they are. Remember that it is 

easy for criminals to pose as someone 
you know.

• Before clicking on a link in an 
email, hover over it to see where it is 
taking you. The URL link you see in 
blue in the email text is not necessarily 
the actual URL destination. Sometimes 
criminals even register a URL that is 
almost the same as the legitimate site, 
and if you don’t pay attention, you 
might not realize it. For example, if you 
are being directed to americanxpress.
com (did you notice the missing “e”?) 
or americanexpress.xyx.com (only the 
last part of a URL is important), you 
would know that someone is trying to 
trick you. 

• If you have already clicked through 
to the site, check that the beginning of 
the URL is in a green font in your 
browser: that means that you are on a 
secure and authenticated site. It is very 
easy for a criminal to make a page look 
exactly like the real site, but they usually 
won’t be able to get an Extended 
Validation (EV) website security certifi-
cate, which is required for the URL to 
be presented in green. If you’re still not 
sure whether you’re being contacted by a 
legitimate source, call them to check. 

• Always be vigilant when you are 
asked to enter your username and pass-
word in response to a link in an email. 
If you’re not sure it is from a legitimate 
source, try entering an incorrect pass-
word first. If it is a phishing expedition, 
they’ll usually accept your incorrect 
password because they don’t know that 
it’s incorrect! 

• Do not use the same password on 
all your devices, as this means that any 
single site that is compromised might 
give criminals access to all of your 
accounts. If you find it too complicated 
to remember all your passwords, use a 
password manager such as True Key or 
Identify Safe.

• When possible, enable multifactor 

authentication on sensitive sites such as 
your corporate network or your bank. 
The use of a second authentication 
method such as random challenge ques-
tions or entering a code sent to your 
phone makes it almost impossible for 
attackers to log in with stolen passwords.

• And, of course, always apply antivi-
rus and software patches as soon as they 
are available, as they are your first line 
of defense.

What’s Next
The Information Security Forum 

predicts that regulatory changes will 
continue to impose new restrictions on 
the way data are collected, stored, trans-
ferred, and disposed of in light of grow-
ing demand for greater data protection. 
This will likely increase the penalties 
and visibility of data breaches and other 
security and privacy infractions going 
forward.

According to Gartner,5 worldwide 
spending on information security prod-
ucts and services will grow to $93 bil-
lion in 2018. But none of this IT spending 
will solve the human factor — that’s up 
to you!
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Caregiver Protections in Today's Workplace
Many employers don’t realize the 

extent of job protections for employees 
with family responsibilities. But with 
many employees in the “Sandwich 
Generation,” job protections for family 
caregivers are quickly becoming more 
important. 

In this issue, we will provide brief 
highlights of the workplace rights that we 
will cover in greater detail in the next five 
columns. We’ll look at familiar laws such 
as the Family and Medical Leave Act and 
Americans with Disabilities Act (ADA) 
but specifically from a caregiver perspec-
tive, as well as lesser-known caregiver pro-
tections under federal, state, and municipal 
laws. One reviewer called the caregiver 
issue “the next paid leave fault line.”

What Is Caregiver Discrimination? 
Also called family responsibility dis-

crimination, caregiver discrimination 
occurs when an employee suffers an 
adverse employment action based on 
biases and assumptions about how a 
worker with caregiver responsibilities will 
or should act, without regard to the work-
er’s actual work performance or prefer-
ences. Being a “caregiver” is not a 
protected classification under federal 
equal employment opportunity laws, but 
protections are available indirectly 
through Title VII and the ADA. 

Moreover, some states and municipali-
ties and the federal government do have 
laws or orders explicitly protecting 

employees with various family or caregiver 
responsibilities. There is also a state trend 
toward paid family leave, with laws in 
California, New Jersey, New York, Rhode 
Island, and Washington state (benefits 
starting in 2020), as well as the District of 
Columbia. The more recent of these laws 
include job protection while an employee 
is receiving the paid leave benefits. 

As we prepare to delve into this topic 
through the year, consider these statistics:1

The time and productivity costs of 
caregiver responsibilities:

• More than 22 million Americans, 
about 1 in 6 workers, currently serve as 
caregivers to loved ones.

• In addition to full-time jobs, caregiv-
ers spend an average of 29 hours a week 
on caregiving activities.

• Workers took, on average, 9.8 days 
off over 12 months to manage their care-
giving.

• Caregiving costs the U.S. economy 
an estimated $38.2 billion annually in lost 
productivity.

Negative impacts of caregiver respon-
sibilities on work or life reported by 
employees: 

• Completing work on time (39%)
• Difficulty focusing at work (34%) 
• Missing work entirely (27%) 
• Financial hardship/income loss (38%)
• Increased alcohol or drug use (16%)
• Fatigue (63%), stress (66%), and sad-

ness (56%)

The Increase and Trends in Lawsuits
As more Americans wrestle with care-

giver and workplace responsibilities, fam-
ily responsibility discrimination (FRD) 
lawsuits are on the rise:2

• From 1998-2012, FRD cases rose 
590% while other discrimination catego-
ries dropped 13%.

• Employees prevail in 67% of all FRD 
cases taken to trial — and many more 
cases settle before trial.

• Employees have recovered almost 
one-half billion dollars in publicized cases 
and settlements; the average settlement is 
$347,000.

The lawsuits are showing trends of 
significant increase in a few key areas. 
Pregnancy accommodation cases lead the 
way, with increases also in cases filed by 
men as caregivers and in claims based on 
elder care and lactation.2 We will explore 
best practices to avoid falling on the 
wrong side of these litigation trends.

Join us in the coming months on this 
journey through the expanding world of 
caregiver protections and worker claims.
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A recent survey shows that employees 
spend five to 13 hours per month worry-
ing about their personal finances while at 
work. For employers, this translates into 
a nearly $250 billion loss in healthcare, 
productivity, and lost wages every year.1

Financial stress is at its highest level in 
five years.2 While every employee's situa-
tion is different, the most common mone-
tary challenges facing employees typically 
include: 

• Heavy debt
• Vanishing pensions
• Retirement savings
• High student loan debt
• Increasing healthcare premiums
• Out-of-pocket health expenses such 

as deductibles, copays, and coinsurance 

How to Help Reduce Employee Stress
Employers can help employees better 

manage this concern with a mix of 
financial wellness programs and quality 
voluntary benefits. 

Financial Wellness Programs. 
Gaining in popularity, financial wellness 
programs have become a key workplace 
trend in 2017.3 They can meet the needs 
of employees by educating them on how 
to manage and overcome personal 
finance issues. Some of the more popular 
financial wellness programs include: 

• Debt management and reduction
• Budgeting tools and resources

• Investing and financial market basics
• Asset management and saving for 

home purchase, college, retirement, and 
other goals.

The key takeaway for these types of 
programs is to select the right financial 
wellness program that addresses the spe-
cific needs of your workers and offers 
them resources they find of value.

Voluntary benefits. A thoughtful mix 
of voluntary benefits can help employees 
better manage unexpected medical costs 
associated with a critical illness or acci-
dent. Voluntary benefit plans are easy to 
implement and cost-effective for employ-
ers as the employee typically selects the 
plan and pays the premium. Three of the 
most popular voluntary benefit product 
offerings are: 

• Accident: Provides a lump-sum for a 
wide range of covered accidental injuries 
from simple fractures to third-degree burns

• Critical illness: Provides a lump-sum 
benefit if an employee is diagnosed with 
a covered critical illness 

• Hospital indemnity: Provides a 
lump-sum when a covered illness or 
injury results in hospitalization

Voluntary benefits offer key advantages: 
• Most policies are portable
• No copays, deductible, or coinsurance
• Benefits paid directly to the employee
• Employer group rates are generally 

lower than an employee can purchase 

separately.
Employers can provide employees 

with special financing vehicles that may 
have tax advantages, including: health 
flexible spending accounts (FSAs) using 
pre-tax dollars to pay eligible healthcare 
expenses, dependent care FSAs for eligi-
ble dependent care services, and a health 
savings account to help employees pay 
expenses in a high-deductible health plan.

Conclusion
Sixty-two percent of Millennial and 

50% of Gen X employees say that their 
loyalty to their company is influenced by 
how much the company cares about 
their financial well-being.2 Employers 
with the resources to help employees bet-
ter manage their finances and associated 
stress can make a positive impact in the 
workplace that benefits everyone.
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When a migraine headache comes 
on, a child is hospitalized, an employee 
breaks a leg, or a pregnancy is con-
firmed, benefit programs take center 
stage as part of an employee’s total com-
pensation package. And yet, during 
these critical moments, the last thing an 
employee wants to think about is whom 
to call to determine what medical pro-
vider to see, request time off from work, 
or find out how to file a claim. 

The claims process can be very con-
voluted and complicated, depending on 
how much time away for work is needed 
and for what reason. For example, a 
work-related injury is often reported to 
the risk management department, while 
pregnancy-related benefits are typically 
channeled through human resources. 
Similarly, the doctors to see for work-
related back strains usually differ from 
those who treat diabetic complications. 
And then the claim paperwork can fur-
ther complicate matters during these 
crucial times. Filing a claim for a child’s 
hospitalization requires a completely dif-
ferent process and set of forms than fil-
ing a workers’ compensation claim for a 
chemical burn.

Employees have high expectations 
for convenient service, and employers 
want to reduce their administrative bur-
dens. A “whole health” solution — 
offering a single resource for all 
benefits-related questions and needs — 
can achieve both goals. 

In this approach, a health assistant 
(HA) with deep knowledge of an 
employer’s benefit plans serves employ-
ees across the broad scope of workers’ 
compensation, disability, and all leave 
types. Most HAs are social workers 
(LCSW) with access to other profes-
sional resources. Protocols determine 
which resource to engage and when; in 
some scenarios, a different skilled clini-
cal resource takes the lead role in man-
aging a case.

With whole health solutions, services 
are integrated around the employee’s 
health needs, rather than insurance 
programs, for a truly employee-centric 
experience, the goal of integrated 
absence management professionals.

Under a whole health program, the 
HA connects employees with such 
resources as medical doctors, behavioral 
specialists, pharmacists, rehabilitation 
experts, nutritionists, and other clinical 
resources. The HA is trained to not 
only assist the employee with the ques-
tion at hand but also to look deeper to 
see if there are other unidentified issues 
needing attention. Further, HAs are 
also available to help family members 
covered by the benefits plan when ques-
tions arise.

The HA can answer questions 
related to the financial impact associ-
ated with various treatment options as 
related to the benefits plan. HAs are an 
additional expense, but our initial expe-

rience indicates they will more than pay 
for themselves in creating better out-
comes and reducing total cost. The suc-
cess of whole health solutions is 
contingent on their ability to link health 
plan, workers’ compensation, disability, 
leave of absence, and job accommoda-
tion offerings together. 

This requires a custom data integra-
tion plan for each employer. This extra 
work has additional payoffs: benefit 
enrollment is streamlined, and 
employee pay reimbursement is simpli-
fied. This reduces delays and inaccura-
cies in payments to employees, which is 
a litigation risk factor for employers. 

A positive employee experience ben-
efits both the employer and employee. 
For the employee, it streamlines the 
claims process by offering a single point 
of contact, lessens the administrative 
burden around what can be a life-
changing event, and allows the 
employee to focus on recovery or the 
recovery needs of a family member. 

One employer that has adopted 
whole health solutions has seen a reduc-
tion in healthcare spending and claim 
durations; these outcomes are now 
under review for validation. For its 
employees, whole health solutions have 
resulted in higher levels of satisfaction 
and improved employee health out-
comes. Other employers are planning to 
implement whole health solutions.
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The Disabled Workforce

Fitness-for-Duty Examinations and the 
Interactive Process
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Simply put, a fitness-for-duty (FFD) 
examination is a tool to use when you 
are stuck. This can be when a case is not 
progressing toward return to work, 
involves multiple comorbid conditions, 
or even when it appears to be a “simple” 
case. 

This is the time to begin the interac-
tive process, which requires clear medi-
cal information as a basis for reasonable 
accommodation decisions. Obtaining 
this data is often a roadblock for 
employers. The key to FFD examina-
tions is understanding how and when 
to best use this tool and what informa-
tion it should yield. 

An employer can coordinate an FFD 
examination with a qualified health-
care provider whenever the need to do 
so is job-related, is consistent with busi-
ness necessity,1 and there are objective 
facts2 that pose concerns about safety 
or an employee’s ability to fully per-
form the duties of the job. FFD exami-
nations are used when employers need 
clarification on work restrictions, leave 
needs and/or duration, and:

• an employee is unwilling to have
their healthcare provider supply this 
information, or the provider is unable 
or refuses to do so;

• a provider supplies unclear infor-
mation; 

• the provider’s information seems

unreliable, inconsistent, or illogical 
based on past information (a judgment 
call that carries more risk); or 

• multiple healthcare providers are
involved, causing confusion.

The Equal Employment Opportu-
nity Commission (EEOC) requires an 
employer to have “reasonable belief” 
based on “objective evidence” that an 
employee’s work may be impacted by a 
disability. Concern for an employee’s 
general welfare is not grounds for an 
FFD examination. Further, an FFD 
examination would not be used unless 
an employee has triggered the Ameri-
cans with Disabilities Act (ADA), and 
there is a concern the actual or per-
ceived medical condition is impacting 
the employee’s ability to fully or safely 
perform the work assigned.

The ADA allows an employer only 
two lines of inquiry:

1) Does the employee have a disabil-
ity that substantially limits perfor-
mance at work, and if so, what are the 
employee’s work restrictions, functional 
limitations, or leave needs, and 

2) the duration of work restrictions,
functional limitations, or leave needs. 

You are not asking for the name of 
the employee’s disability or treatment 
specifics. 

Before conducting an FFD examina-
tion, first attempt to gather this infor-

mation from the employee’s healthcare 
provider via a letter and questionnaire. 
If the provider does not respond or is 
not sufficiently clear, you should 
request clarification before advancing 
to an FFD examination. 

Exceptions to this practice include 
when an employee refuses to allow 
their provider to participate or does not 
have a provider, or a significant, imme-
diate safety concern exists. In these 
cases, employers may go straight to an 
FFD examination. Document in detail 
the business needs that require this, 
and include notes on why medical clar-
ification was unavailable from the 
employee’s healthcare provider.

The employer pays for the FFD 
examination, which may not yield the 
medical opinion you prefer — but the 
FFD examiner’s opinion supersedes all 
others. Your goal is to make the right 
decision based on objective facts from a 
neutral healthcare provider. Once you 
have this clear data point and know how 
the disability impacts the traditional job 
performance, you are prepared to move 
forward and confidently make reason-
able accommodation decisions. 
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With the latest smartphone, the 
average person can book an airplane 
seat, cash a check, pay bills, check the 
weather, and stream a movie. So why is 
the healthcare and disability world so 
far behind? Why is it so complicated to 
file an insurance claim, check its status 
in real time, make a doctor’s appoint-
ment, check if the bill for last week’s 
X-ray has been paid, and see how 
much money is left in your health sav-
ings account?

Access to healthcare and disability 
information does face more legal 
issues, including:

• Integrating insurance and employer 
databases that use very different systems

• Providing informed consent in a 
way that applies across these different 
legal entities

• Health Insurance Portability and 
Accountability Act (HIPAA) regula-
tions concerning sharing protected 
health and personal information

Even so, it is possible to build mobile 
user interfaces that deliver, excite, and 
inspire, even in healthcare and disability. 
Start by determining who the key stake-
holders are: the employee, the supervi-
sor, program administrators, insurers, 
human resources (HR), return-to-work 
(RTW) coordinators, and treating pro-
viders. Then figure out who should have 
access to what. For example, supervisors 

and physicians should not have access to 
the employee’s financial information; 
RTW coordinators need access to job 
descriptions and functional limitations 
but not medical records; and so on. 
Employees’ needs may be more or less 
the same across employers, but different 
employers have different plans and dif-
ferent requirements. It gets complicated 
pretty quickly.

Here are some lessons learned in 
building a platform that works, as evi-
denced by feedback from stakeholder 
groups and double-digit growth in 
usage year over year:

• Digital tools need to be intuitive, to 
“stand on their own” from functionality 
and navigation to the consumer experi-
ence. The tools should “guide” employ-
ees to find what they need on their own, 
intuitively and seamlessly. 

• There should always be an easy-
to-locate telephone number to reach 
humans with the skill sets to solve 
whatever problem stymied the user. 
Learn from these calls!

• Get continuous feedback from the 
actual users, not just your program-
mers, and solve any emerging prob-
lems at lightning speed.

• Security must remain front and 
center. People are well aware of the mas-
sive data breaches at Yahoo, Equifax, 
and others. The fastest way to lose 

employee support is to lose their trust 
that we can keep their health and finan-
cial data secure.

• Keep improving. The more you do, 
the more people will want. Functionality 
must mature as consumer needs 
mature. Give people options! Some 
employees prefer text messages to 
emails for appointment reminders. 
Some prefer pictures to words, and this 
might be particularly useful with non-
native English speakers. According to 
the Census Bureau, almost 25 million 
U.S. residents speak a language other 
than English or Spanish at home, and 
the census itemizes 38 of those, making 
nonverbal modes of communication 
highly desirable and even essential in 
some geographic areas. There are stan-
dards to help you develop this type of 
content, notably the Web Content 
Accessibility Guides 2.0 and the 
Affordable Care Act Section 1557.

We in the healthcare and disability 
arena can build interfaces that allow 
consumers to take control of their 
healthcare without giving up their pri-
vacy. Consumers need a simple inter-
face that integrates diverse databases, 
provides informed consent across dif-
ferent legal entities, and threads the 
needle of HIPAA compliance. You will 
know you’re successful when use of 
your system grows consistently.

Innovations 
Enhance OutcomesCOLUMN
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1 Anthem Life pilot results, 2011.
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Best Practice GuideCOLUMN

For a new absence management pro-
fessional, the first encounter with an 
accommodation request might resemble 
the following scenario. An employee dis-
closes being diagnosed with a condition 
that impairs vision, and is already 
encountering difficulties at work because 
of it. The employee asks, “Could you buy 
me a program I found on the internet 
that reads the computer screen for me?” 

A common reaction for employers at 
this point is, honestly, panic. Questions 
run rampant in the employer’s mind. 
What technology is out there? How do I 
find the right product? How much does 
it cost and can I afford it? How long will 
this employee be productive?

Keep calm and remember the inter-
active process. When faced with an 
accommodation request, high- or low-
tech, you want to first engage employees 
in a discussion about the limitations they 
are experiencing and get their input on 
possible solutions. Employees often are 
the best expert on how to bridge the gap 
between the effects of their impairment 
and successful performance of the job.

When the disability is new for the 
employee, remember an employer has 
resources to support ongoing employ-
ment. The “Accommodation and 
Compliance Series” of the Job 
Accommodation Network (JAN) pro-
vides a wide range of accommodation 

ideas, organized by disability, with list-
ings of resource organizations providing 
additional support.

When selecting and implementing an 
assistive technology, employers can bene-
fit greatly from organizations that have 
disability-specific expertise. For example, 
Lighthouse for the Blind and Visually 
Impaired (lighthouse-sf.org) performs 
“Tech Assessments” for employers. 

“We start by looking at what specific 
technology is needed, but also consider 
what technology is already in place and 
what the work flow is so we can find 
appropriate solutions,” said Erin Laurid-
sen, Director of Access Technology for 
Lighthouse. She noted that employers 
may already have free access to some 
solutions, such as Windows Magnifier, a 
standard Windows utility that magnifies 
the area where the mouse is pointing. 
Other free apps include Microsoft’s new 
Seeing AI, which uses a cell phone to 
describe text, people, or things.

Lighthouse Senior Programs Director 
Scott Blanks reminds us that “it is not 
just about the technology; employees 
may need training to use these tools 
effectively.” He added, “environmental 
factors such as lighting adjustments or 
mobility training may need to be 
addressed when working to retain the 
employee.” We cannot consider assistive 
technology in isolation if we want the 

time and dollars invested to be successful 
in supporting the employee. 

And funding for assistive technology 
may be available. Lauridsen points out 
that state vocational rehabilitation agen-
cies can often help with funding, so the 
accommodations and related support are 
free to the employer. Availability of fund-
ing and services vary from state to state, 
but every employer should investigate 
this valuable professional resource.

Even if there are costs to implement 
technology, remember that accommoda-
tions are often low- or no-cost, especially 
compared to costs of recruiting and 
training a new employee. By communi-
cating with employees to understand 
their needs and leveraging technical 
expertise, employers can successfully 
retain employees with disabilities.1

In JAN’s ongoing study, employers 
report that workplace accommodations 
effectively support employees in per-
forming productive work2 — a win-win 
solution we all want to achieve.
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Operating an Organization with Today's 
Multigenerational Workforce

For the first time in our country's his-
tory, four different generations are in the 
workplace. This trend will continue as 
Generation Z begins to enter the work-
force.1 For absence and disability profes-
sionals, each generation presents unique 
challenges and opportunities. One-size-
fits-all health and productivity solutions 
are quickly becoming passé as the differ-
ent generations bring their own perspec-
tive and expectations about work.

To better engage their multigenera-
tion workforce, employers should develop 
holistic programs and strategies that con-
sider the differences (and similarities) 
between the generations. This is the first 
in a series of articles that will explore the 
unique features of each generation in the 
workplace and delve into health and pro-
ductivity strategies that can benefit each 
group. Consider this your agenda for a 
comprehensive program review, rather 
than a shopping list. Without funding 
new programs, you can refocus or 
enhance existing programs and fine-tune 
vendor relationships to maximize the 
health and productivity outcomes for 
your multigeneration workforce.

•  Baby Boomers and Productive 
Aging. The oldest Boomers turn 72 this 
year. While many have already retired, 
nearly 19% of those 65 or over worked at 
least part time in mid-2017 — the highest 
level in the 55 years of the modern retire-

ment safety net.2 With a shortage of 
younger workers entering the workforce, 
most employers are applying multiple 
productivity strategies, including produc-
tive aging programs, to help maximize 
Boomers’ health and productivity.

•  Generation X and Employee 
Engagement. Wary of authority, Gen X is 
quickly ascending into key leadership posi-
tions at many organizations. Their skepti-
cism, rooted in the cultural, economic, and 
social events of the late 1970s and early 
1980s, can present employee engagement 
challenges; employers will need new and 
deeper strategies for this generation.3

•  Generation Xennial and the Gig 
Economy. Millennials born between 1977 
and 1983 created their own microgenera-
tion4 between Gen X skeptics and tech-
savvy younger Millennials. Xennials did 
not grow up with cell phones and social 
media, but many became contract “gig” 
workers during the dot-com bust of 2000 
to 2002. Understanding and identifying 
health and productivity solutions for the 
gig economy is a key challenge and oppor-
tunity for the disability industry. 

•  Generation Y (Millennial) and 
Mental Health. Millennials, the largest 
component of the current workforce, have a 
20% rate of self-reported depression, com-
pared to 16% for Boomers and Gen X, the 
next-highest groups.5 Having proactive 
mental health, return-to-work, and stay-at-

work programs is critical to keep this gen-
eration engaged, productive, and healthy.

•  Generation Z (iGen) and the New 
Normal. Socially conscious Gen Z is com-
ing,6 forcing employers to think about 
health and productivity in unique ways. 
Major issues include workspace design, 
job and career paths (both vertical and 
horizontal), and collaborative work envi-
ronments. Legacy absence and disability 
tools will still have value, but as an indus-
try, we must evolve to meet the changing 
demands of this newest generation.

The four-generation workforce is 
here to stay. Having robust, targeted 
health and productivity solutions is 
more important than ever.
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18F: A Federal Technology “Startup” Is 
Changing the Way We Link Technologies

Without a federal paid family and 
medical leave law, states and localities 
are responding to the demands of the 
modern workforce by legislating their 
own variations of paid leave. Each one 
comes with unique guidelines, pro-
cesses, and usually a custom system and 
infrastructure for administering claims 
and processing benefits. As more locali-
ties pass new and updated leave legisla-
tion, the cost of providing paid leave 
will increase due to administrative bur-
den for employers who lack an accessi-
ble framework to share with external 
partners and stakeholders. 

In jurisdictions with active or newly 
passed paid leave legislation — California, 
New Jersey, Rhode Island, New York, 
Washington states, and Washington, 
D.C. and Montgomery County, MD   — 
most have embraced or are looking for a 
technology solution such as using online 
portals and mobile applications to assist 
with benefits administration. But these 
systems are often proprietary — leverag-
ing custom-built online claim filing 
workflows, data formats, and paper 
forms. This burdens employers and 
employees with coordination of benefits 
between the state, claimants, employers, 
third-party administrators, medical pro-
viders, or other leave-related entities. 

We hear of companies not taking 
advantage of state paid leave benefits due 

to the complexity to coordinate. We 
haven’t been able to quantify this trend 
yet, but we do know that many multi-
state employers have adopted blanket pol-
icies that meet all statutory requirements 
in order to alleviate the burden of compli-
ance with multi-jurisdictional policies.1 

Thankfully, efforts are underway to 
raise awareness and support more open, 
coordinated, and integrated technology 
infrastructures2 to support paid family 
and medical leave legislation. One such 
effort has been spearheaded by the U.S. 
Department of Labor and 18F, the digi-
tal service office within the federal 
General Services Administration (GSA) 
that collaborates with other government 
agencies to improve how government 
serves the public through technology. 

18F operates like a startup by focus-
ing on lean models, innovation, and the 
modernization of legacy systems and 
infrastructure.3 As an in-government, 
for-government service, they are pro-
viding open-source technology solu-
tions and best practices, including 
prototype paid leave website software 
and other new resources for states con-
sidering how to develop and implement 
paid family leave systems.4

Technology will increasingly have a 
significant impact on the utilization and 
effectiveness of paid family and medical 
leave legislation. We are encouraged by 

the leadership being provided by entities 
such as the U.S. Department of Labor 
(DOL) and 18F. While each state’s paid 
leave infrastructure and approach to 
policy administration will be unique to 
their particular situation and con-
straints, the open source technologies 
and data formats championed by enti-
ties like the DOL and 18F could be used 
to create systems that can more easily 
and predictably interact with each other 
and external partners. 

Ultimately, these open systems and 
frameworks should provide several ben-
efits for employers: better coordination 
of public and private entities, platforms 
to support communication and collabo-
ration between involved parties, 
improved utilization and reporting sys-
tems, decreased operating costs, and 
reduced administrative burden on 
employers and employees.
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Are you thinking about switching 
from managing leave manually to 
using a software system or outsourc-
ing to a vendor? A common concern 
in this situation is how you can pull 
the data you need from your various 
human resource (HR) systems. 

Getting this integration right will 
reduce duplicate data entry and provide 
a more holistic picture of your employ-
ees so you can manage leaves with 
improved efficiency and compliance. 

To get started, there are three types 
of data that you will want from other 
systems: basic demographic data, eligi-
bility information, and entitlement 
information. These data will often need 
to come from multiple systems, which 
may include your human resources 
information system (HRIS), payroll, 
and time/attendance. Let’s break down 
the process of finding each type. 

Your HRIS
Typically, your HRIS system 

should provide a demographic file, 
also known as the eligibility, census, 
or roster file. This file includes basic 
demographic and eligibility informa-
tion such as name, ID, work location, 
hours worked, date of hire, and other 
pieces of employee and employment 
service information. 

This information enables systems to 

determine which leaves are applicable to 
requests, calculate eligibility, and autofill 
notices to be sent to employees. For 
example, knowing how many hours an 
employee has worked is necessary to 
determine eligibility for many leaves. 
Also, knowing an employee’s expected 
weekly schedule is helpful for knowing 
how much FMLA leave to deduct for 
each absence. For example, in a 40-hour, 
four-day work week, one day off is .25 of 
a week, but in a five-day, 40-hour work 
week, one day off is .20 of a week.

It’s also recommended that you 
import a historic profile with the 
employee’s service history for at least the 
last three years. These data, such as days 
worked, are needed to accurately calcu-
late eligibility from day one in your new 
system. At a minimum, included should 
be start and end dates of hire as well as 
basic employment information. 

While these data are usually in 
your HRIS, some employers use their 
payroll system for their core HR data, 
so take this into account. 

Your Payroll or Time/Attendance System
To track leave entitlement usage, 

you’ll need to know when your employ-
ees are absent. Many employers track 
absences in their payroll or time/atten-
dance system. If you do, you’ll want an 
interface to send these absences to your 

leave system. You may only need to 
import intermittent absences, as some 
leave systems can automatically manage 
entitlement balances for continuous 
leaves based on the start and end dates 
of the leaves. Additionally, unless you 
want to start with all employees at full 
entitlement, you should consider 
importing historic absence designa-
tions, which will tell the system when 
your employees have been absent previ-
ously, for what, and for how long.

Other Considerations
As you review which systems hold 

the data you need for leave management, 
pay attention to which system is the sys-
tem of record for each data field. For 
instance, absences often are reported 
into a time/attendance system and then 
flow into payroll, where they’re recon-
ciled, so payroll will give you the most 
accurate data. Also, remember the say-
ing “garbage in, garbage out” because 
you need high-quality data to support 
true leave compliance. 

While all of this may sound like a 
lot of work, if you carefully prepare 
and collaborate with key stakeholders 
— such as your information technol-
ogy team and your vendor — you’ll 
ensure successful integrations and 
gain a much more efficient leave man-
agement system.

Extracting Data to Support Your 
Leave Management Efforts
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Decision Support Systems: Do They
Have a Role in Benefits Administration?

Decision support systems (DSSs) 
are proliferating in underwriting and 
the handling of property/casualty 
claims. A claims DSS employs a com-
bination of artificial intelligence and 
machine learning to create a new form 
of subject matter expertise to advise 
adjusters. The primary roles of DSS 
assistants now are in setting reserves 
and in identifying claims that may 
benefit from interventions. Does DSS 
technology have a role to play in non-
occupational disability for absence 
managers? 

A proven area of effectiveness for 
DSSs is the search for outliers — 
claim events that arrive looking like 
routine claims but turn into anything 
but routine. Claim managers call 
these the “creeping cats.” In disability, 
these are the seemingly simple short-
term disability (STD) events that turn 
into long-term disability (LTD) claims 
we remember due to litigation, medi-
cal challenges, or other blind-side sur-
prises. Experienced absence managers 
sometimes see these coming, but the 
patterns may be hard to spot in the 
first few months.

This is where artificial intelligence 
and machine learning come into play. 
Most outlier claims follow patterns 
made of multiple data points, attitudes, 
and events, often in complex combina-

tions. These patterns can be difficult 
for busy absence managers to pick up. 
Modern research finds that the human 
mind can only handle about seven 
variables at one time. By comparison, a 
new workers’ compensation (WC) liti-
gation DSS looks simultaneously at six 
strong variables and another 27 mod-
erate-to-weak influencers to spot the 
claimants likely to file suit.

Experienced claim managers can 
recall perhaps 200 claims in detail to 
think through how to manage a new 
claim. A new DSS has analyzed 2.5 
million claims in detail and plowed 
through 7.5 billion words in scoring 
attached texts. Humans simply do not 
have that kind of bandwidth.

What would a DSS look for in han-
dling disability claims? Based on 
already proven performance in the 
WC field, here are a few ideas:

• Likelihood to Penetrate LTD.
Current operations our shop suggests is 
that total duration can be determined in 
the first 30 to 45 days.

• Ultimate Cost. DSSs are already
projecting total cost for property/
casualty claims with considerable 
accuracy, often within the first month 
or two.

• Likelihood of Intervention. Which
claims are likely to benefit from a 
peer-to-peer medical intervention or 

other special services, and why? This 
is now routine in handling WC 
claims.

The purpose of a DSS is not to 
eliminate the role of the human claims 
manager, although a good DSS can 
help to sort new claims into “low-
touch” and “high-touch” categories. 
The manager brings invaluable emo-
tional intelligence to the claim process, 
making human-to-human contact 
with the claimant and helping the dis-
abled person to cope and navigate the 
system. The DSS is ideally equipped to 
handle the behind-the-scenes work of 
figuring out reserves and identifying 
outliers with special needs. The DSS 
works with the claim manager, point-
ing out unusual developments and 
making suggestions for handling com-
plex claims.

Disability claims handling is all 
about doing the best job to help the 
claimant get back to a normal, pro-
ductive life. This is a superbly humane 
task, and the job of the DSS is not to 
bark at the claimant but to whisper to 
the claim manager about how to do it 
effectively and without surprises every 
time.

Aligning 
Workers' Compensation



CM #4   Washington Paid Sick Leave
Beginning on Jan. 1, 2018, employees in Washington 

state began accruing an hour of paid sick and safe leave 
(PSSL) for every 40 hours of work. Employees may use the 
time to manage their own or a family member's health con-
dition, to cover lost wages if a workplace or a child's school 
closes for health-related reasons, or for issues of domestic 
violence, sexual assault, or stalking. 

Employees may start using the accrued PSSL on the 90th 
day of employment, with no cap on the number of PSSL 
hours accrued or used in a benefit year. Employees can 
carry over up to 40 hours of accrued, unused leave to the 
next year. 

The new statewide law overlaps with Seattle and Tacoma 
city ordinances; employers must comply with the provisions 
most favorable to employees, creating time-keeping and 
other challenges for employers. To learn more, visit http://
www.lni.wa.gov/WorkplaceRights/LeaveBenefits/VacaySick/
PaidSickLeave.asp

Compliance Memos, continued from page 7
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With the National Labor Relations 
Board (NLRB) now under the control 
of Trump appointees, the Board is roll-

ing back Obama-era decisions. On 
Dec. 14 and 15, the Board re-instated 
earlier positions in three areas. In the 

Hy-Brand Industrial Contractors ruling, 
the Board restored a prior precedent 
that “joint employer” status exists only 
where the second entity has actually 
exercised control over the other entity’s 
employees and has done so “directly 
and immediately.” The PCC Structurals 
ruling makes it more difficult for 
unions to carve out smaller, artificial 
groups in an effort to disenfranchise 
employees who are inclined to vote 
against union representation. In The 
Boeing Corporation, the Board revised 
its standard for assessing whether work-
place rules and policies interfere with 
employee rights under Section 7 of the 
National Labor Relations Act. To learn 
more, visit https://www.jacksonlewis.
com/publication/unwrapping-late-
year-nlrb-decisions-next-steps-your-
organization-consider.  

CM #5        NLRB Overturns Obama-era Decisions
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DMEC would like to thank five retir-
ing Employer Advisory Council (EAC) 
members for their long-term dedication 
in helping us respond to member needs, 
develop new DMEC programs and ser-
vices, and build the integrated absence 
management community.  

“Marlene, Loyd, Deborah, Michael, and 
Robin have been passionate advocates for 
DMEC over the years and instrumental 
in supporting DMEC and the collective 
effort to advance the absence and dis-
ability management profession through 
education, knowledge, and resources,” 
said Terri Rhodes, DMEC CEO.  

These EAC members shared their 
impressions about their service.

• Marlene Dines, National Integrated 
Disability Management Leader, Kaiser 
Permanente, EAC Term: 2009-2017. “As 
an EAC member, whether helping plan 
the future DMEC strategy or evaluating 
conference topics, I was fortunate to be 
supporting the disability management 
world.”  Dines is also the 2016 Partner-
ship Award winner, has presented at 
several conferences and chapter events, 
and has been an active board member 
for the Northern California (San 
Francisco) chapter for many years.

• Loyd Hudson, Manager Integrated 
Disability, American Electric Power, 
EAC Term: 2005-2017. “I participated in 
the EAC because DMEC is one of the 
premier organizations in integrated dis-
ability. It’s nice to meet with peers and 
professionals who are truly active in inte-
gration.” Hudson, who has served on the 

EAC since its inception 12 years ago, was 
also a CPDM instructor and contributor 
for the DMEC publication Tools of the 
Trade, is a frequent conference presenter, 
and is a 2009 Partnership Award winner, 

• Deborah Jacobs, Leave/Disability 
Manager, Amazon, EAC Term: 2005-
2017. “One of my passions has been to 
improve the employee experience when a 
behavioral health diagnosis is involved, 
and I’ve been able to do that as an EAC 
volunteer.” Jacobs, who has served on the 
EAC since its inception, also served on 
the DMEC Behavioral Health Conference 
Committee, has presented at several con-
ferences, and was the Southern California 
(Long Beach) chapter President/Vice 
President for more than a decade. 

• Mike Moses, CPDM, CLMS, 
Disability Case Manager for Kaiser 
Permanente NW, EAC Term: 2009-
2017. “Serving on the EAC allowed me 
to collaborate with the some of the best 
thought leaders in the disability com-
munity.” For several years Moses 
served as President of the Oregon/SW 
Washington chapter.

Robin Davis, Sr. Manager, IDM 

Operations, JCPenney, EAC Term: 2011-
2017. Davis also served as the President/ 
Vice President of the Dallas/Fort Worth 
Chapter for several years.

We are also excited to welcome six 
new EAC members who begin their 
two-year terms in 2018:

• Kymberly Clay, Integrated Absence 
and Disability Management 
Administrator, City of Long Beach

• William Frystak, Disability Case 
Manager, GlaxoSmithKline

• Thomas LeRoy, Manager of Workers’ 
Compensation & Risk Management, 
Maine Health/Maine Medical Center

• Hilary Mitchell, Director of 
Employee Health Services, Pitney Bowes

• Deborah Templin, Director of 
Disability & Occupational Risk Control 
Services, University Hospitals

• J. Michael Vittoria, Director of Benefits 
& Human Resources Solution Center, Lifespan

These new EAC members have 
already been active with DMEC through 
their chapters, @Work magazine, or 
other venues. We look forward to their 
continuing contribution to DMEC and 
the absence management industry.

DMEC News
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www.genexservices.com
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FMLA? ADA? ROI. 

IDK WTF
lmao

AbsenceTracker delivers a return on your investment, compliantly. 
Schedule a demo today and see for yourself. 

These days, business is about saving time and money.  
(And acronyms. It’s also about acronyms.)  

Absence and disability must be managed effectively and efficiently. 

Ridiculously-easy-to-use
AbsenceTracker automates the process while giving users an  
intuitive, super-fast—some say fun-to-work-with—interface. 

Highly configurable
AbsenceTracker works with your policies and systems, not the other way around.
Whatever the company’s size, we integrate seamlessly. 

AbsenceSoft absencesoft.com

Always passionate about DMEC and 
its mission, DMEC Board Treasurer Joe 
Wozniak is retiring from the organiza-
tion after nearly 25 years of service.

Wozniak’s forte has been his attitude: 
always ready to soldier on at all hours 
with whatever project needed attention. 

In his first major DMEC effort, he 
assisted with the 24-Hour Coverage Model 
work group for a legislative effort in 
California that put DMEC on the map as 
an authoritative voice for employers. Soon 
after he became Treasurer of the Southern 
California chapter, when DMEC had only 
a few hundred dollars to its name. In 1996, 
Wozniak was named to the National 
Board upon the retirement of the first 

Treasurer, co-founder Diana Henderson. 
“From those early days until now, he 

has held the rudder steady for a solid 
financial foundation for DMEC,” said 
Chairman Marcia Carruthers. “His stew-

ardship of our resources has meant that 
we could accomplish great things, and 
for this we are grateful.”

“Joe has always been readily available 
to support DMEC (and me) in whatever 
way he could. His cheerful demeanor 
and can-do attitude will be missed, ” said 
Terri Rhodes, DMEC CEO.  

It wasn't just what Wozniak did that 
mattered; it was his gusto in doing it. At 
conferences, he could be spotted as 
“senior bag stuffer” during the days of 
preparation, and as “captain of exhibit 
hall giveaways” once the show was up 
and running. Outgoing and sociable, 
Wozniak quickly spotted and welcomed 

DMEC Board Treasurer Joe Wozniak Retires
DMEC News

DMEC Board Treasurer Joe Wozniak

Wozniak Retires continued on page 41

www.absencesoft.com
www.cigna.com/group-voluntary


DMEC’s National sponsors are a 
committed group of supplier organiza-
tions that help us deliver on our mis-
sion and vision of providing focused 
education for absence and disability 
professionals. We would like to ac-
knowledge and thank them for their 
continued support of the organization. 

In 2018, we are pleased to welcome 
Sedgwick as a new Diamond sponsor, 
The Partners Group as a new Platinum 
sponsor, and FINEOS Corporation, 
Genex Services, and Reliance Standard 
Insurance/Matrix Absence Manage-
ment as new Gold sponsors. We look 
forward to their partnership and 

participation in DMEC. 
 The full list of National sponsors 

includes: 

Diamond 
Liberty Mutual
MetLife
Sedgwick

Platinum 
AbsenceSoft
Broadspire
Cigna
Lincoln Financial Group
Prudential
ReedGroup

Spring Consulting Group
Sun Life Financial
The Hartford
The Partners Group
The Standard
Unum

Gold
ClaimVantage
FINEOS
Genex
Pacific Resources
Reliance Standard Life Insurance/
  Matrix Absence Management
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www.careworksabsence.com |  1-888-436-9530 |  info@careworksabsence.com

A fresh start to

TOTAL ABSENCE
MANAGEMENT
We’re a truly integrated partner helping
you get your people back to work.

As an employer, you face challenges
keeping up with federal and state leave laws
as well as managing other benefit programs
your organization offers.

Our goal is to develop long-term 
relationships with our customers, acting as
an extension of your benefits team by 
providing your employees with a positive
experience during a difficult time in their
lives.

CareWorks Absence Management’s 
comprehensive suite of absence solutions
helps you stay consistent and compliant, all
while meeting your business objectives.

Our active case management and return
to work focus helps reduce lost work days
so our customers can focus on meeting
their business goals.

Our Employer Portal provides secure,
real-time access to claim information and
reports, including claim status, utilization,
claim notes and determinations.

Our Employee Portal allows employees
to initiate a claim for leave-related benefits,
track claim status and chat live with their
case manager.

Your business is results-oriented and so
are we.  As your integrated absence 

administrator our sole focus is managing 
absences in compliance with federal and
state regulations, and creating the 
healthiest possible outcomes for your 
valuable employees.

www.careworksabsence.com
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EMPLOYEE BENEFITS
» Long-Term Disability

» Short-Term Disability

» State Disability

PROPERTY & CASUALTY
»Workers’ Compensation

» Employment Practices Liability

»General Liability

CONSULTING
» Ergonomics

»OSHA Compliance

»Drafting/Updating FMLA
Policies, Procedures & Forms

newcomers. “He has been responsible 
for untold numbers of new members 
and keeping current members engaged,” 
said Carruthers.

Expressing DMEC’s gratitude, 
Carruthers said, “he has helped get us to 
where we are today. I wish him only the 
best as he moves into his next life chap-
ter, enjoying his kids and grandkids, trav-
eling, and sharing it all with his partner 
Jan. We toast Joe for many, many fruitful 
years to come!”

Wozniak Retires, continued from page 39
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Introducing  
the Mobile  
Accommodation  
Solution (MAS) App
Streamline the disability accommodation process!

The Mobile Accommodation Solution (MAS) 
app is a first-of-its kind case management 
tool that helps employers, service providers 
and individuals effectively manage workplace 
accommodation requests throughout the 
employment lifecycle, from application to 
onboarding to advancement.

Coming Soon!
iOS version available through the 
App Store

Android version available through 
the Google Play Store

Developed by West Virginia University’s Center for Disability Inclusion (CDI) in partnership with 
the Job Accommodation Network (JAN) and IBM.  Funded by the National Institute on Disability, 
Independent Living and Rehabilitation Research.

https://www-03.ibm.com/press/us/en/pressrelease/52578.wss


2018 DMEC FMLA/ADA  
EMPLOYER COMPLIANCE 
CONFERENCE
APRIL 30-MAY 3, 2018  |  ORLANDO

www.dmec.org/compliance-conference

MARK YOUR CALENDARS FOR  
THE 2018 DMEC CONFERENCES.
Face-to-face conferences give you the opportunity to 
connect with your peers and gather the latest absence, 
disability, and compliance information.

2018 DMEC  
ANNUAL CONFERENCE
AUGUST 6-9, 2018  |  AUSTIN

www.dmec.org/annual-conference

SAVE THE DATE

www.dmec.org/annual-conference
www.dmec.org/compliance-conference



