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Executive Summary

Wisconsin Worker’s Compensation Insurers’ Web Reports

Wisconsin has developed a web-based, claims information management program that provides:

· Workers’ Compensation insurers and claims administrators with real-time information about the status of claims and required reports that are due; and

· The ability of insurers and claims administrators to submit required reports on line.

The Insurers’ Pending Reports System is an internet-based claims management tool for insurers and claims administrators.  Any insurer or its claims administrator can use the system to file new claims and find out what reports on a given claim must be submitted to and the date due.  The insurer can submit required reports on-line and communicate claim information using an e-mail type feature.  In addition, the system provides reasons and explanations of the reports due. The program, which lists 50,000 claims at any given time, is password protected and allows insurers to download and print information.

The new system makes it easier for insurers and claims administrators to gain real-time access to the status of workers compensation claims. The internet application replaced a very paper intensive system and eliminates 250,000-300,000 mailings per year.  The application saves the time of state workers who routinely mail notices, process replies, and  enter information from the paper documents into the state’s information system.  An estimated half million pieces of paper annually have been replaced by much faster and cheaper electronic communications.  In addition to the time savings for state workers, private insurance claim administrators save time with less handling of paper.  An estimated 20,000 hours of staff time in is saved annually by private insurance claim administrators and state staff.  

Wisconsin’s Workers Compensation Division works with insurance carriers, privately self-insured employers and medical providers to ensure that injured workers receive medical care and compensation benefits guaranteed by workers compensation law.  The division manages workplace injury claims with 20,000+ employers, 400 insurance carriers, 200 privately self-insured employers, hundreds of medical care providers and 60,000 injured workers each year.

a) Description of Project, including length of time in operation.

Wisconsin’s Workers Compensation Division has developed a new internet-based management system making it easier for insurers and claims administrators to gain real-time access to the Worker’s Compensation claims management database and to file reports electronically.  A long-term goal of the Worker’s Compensation Division is to improve compliance by eliminating delays and other inefficiencies associated with manual, paper and postal processes.  

The new management system has been launched in several key stages:

In October 1999, insurers were given the ability to access the claims management database to view pending reports.  Insurers could see the status of the claim and determine what needed to be sent to the Worker’s Compensation Division. Messages about specific data expected, date of the last received report and other general information were generated and displayed to help with this determination. Insurers could also download a file of the claims for their company into a spreadsheet.   Using an e-mail application, the insurers could provide an explanation or ask a question.

Since its inception, enhancements have been made to provide more information to insurers and to make it easier to retrieve information.  Features have been added to allow direct communication of information into the State of Wisconsin’s claims information system without additional state staff intervention.  This further eliminates paper transactions on both ends of the communication cycle and provides immediate real-time feedback on the quality and completeness of submissions.
In February 2001, insurers first began entering data via the internet to provide information usually sent on paper (Form WKC-13). The Internet-based application for submitting subsequent reports is incorporated with the existing Pending Reports system.  The system is secured through password protection.  Based on current activities, the number of paper Forms WKC-13 replaced by filing via the internet is 67,000+.

In November 2001, internet reporting expanded to allow additional data to be reported.  Insurers were able to enter data for the first report of injury in place of a paper form (Form WKC-12) or EDI (Electronic Data Interchange).  The new easy-to-follow format was designed to allow for submission of only required data with many fields already pre-filled. Based on current activities, the annual number of paper Forms WKC-12 replaced by filing via the internet is 7,000+.

In February 2002, a search function and a third form were added.  Insurers can now enter data via the internet to submit required wage information (Form WKC-13-A) used to verify rates and payments and can search to find any open non-litigated claim on Pending reports without searching through each claim status to find out what required report is due. Based on current activities, the number of paper Forms WKC-13-A replace by filing  via the internet is 7,000+.

Another paper form, the Temporary Partial Disability worksheet (Form WKC-7539) will be added to the application in September, 2002. Approximately 70,000 of these reports are filed by paper annually.  In the first year, at least 20,000 are expected to be replaced by internet filings.

The insurers or claims handling offices can also print a form of what was entered.  If information was previously sent via paper, internet or EDI, the data can be corrected on the internet.

The online entry allows the insurer to receive immediate feedback on the accuracy of their entries instead of the delay inherent in paper and EDI reporting.  Worker’s Compensation staff do not have to enter data from the paper form and do not need to send back a file of acknowledgements for EDI transmissions.

Specific activities and operations for submission of Worker’s Compensation reports:

· Claims are reported electronically or by paper

· On-line edits ensure accurate and complete entry

· Claims information is stored in the claims information state system

· Stored Procedures determine the status of the claim and generate messages about expected data, and/or general information about the claim.

· Insurers’ Pending Reports program retrieves critical information from the state information system as it is entered and publishes it on the web site

· Insurers and/or claims administrators, using password protected log-on identification, access the program and read or download claims information for their specific insurance entity

· Insurers submit reports electronically, by paper, by fax or by e-mail type replies to the State 

· State updates the information system and the cycle is repeated for new claims or subsequent required reports.

The application was developed in house and employs the following hardware/software:

Hardware: Compaq 6500 with 2 Pentium Pro 200 mhz processors and 512 MB of RAM

Software: NT Server 4.) and IIS (internet Information Server)

Security infrastructure: NT Domain Security.  NTFS permissions on the application authorizes users to access it. SSL (Secure Socket Layer) is used for data encryption.

Application Infrastructure: Data displayed on the insurer Pending Report web page is stored in an Oracle database used by WC Division staff in their regular business functions. 

b) Significance to the improvement of the operation of government.

The Internet application was developed to address several problems and issues:

· Improve communication turnaround speed

· Reduce paper communications

· Provide a record of communications

· Ensure the accuracy of communications and overall claims information

· Maintain the confidentiality of claims information

· Assure delivery of communications

· Avoid forfeitures and penalties for late reports

· Improve compliance with statutes and rules

· Provide insurers with up-to-date recorded claims information

· Provide notice to insurers of reports due and overdue

· Ensure all reported claims are managed to closure

· Provide an on-line means for insurers to communicate with the State 

· Reduce administrative costs and conserve paper resources

· Reduce conflicts over missing or inaccurate claims information reports

Insurers have given the Division positive feedback that the system is easy to use, reduces submission time, reduces errors and eliminates the frictional costs of resolving problems in recording submissions.

Although the Division has participated in a nationwide effort to submit claims reports via electronic data interchange (EDI) since 1993, that effort has fallen short of expectations.  This is primarily due to the differences in requirements from state to state and lack of development of an acceptable system that works for most insurers nationwide.  Wisconsin, while also a leader in EDI, has begun to use the Internet to supplement EDI.  The internet alternative appeals to customers who do not have enough activity to invest in EDI or find it unworkable for many of their claims activities and reporting requirements.  Wisconsin has about 800 insurers who annually submit claim reports.  Most are small insurers with fewer than 100 claims per year.  Use of the internet is ideal for these insurers as it allows a quick, ready-made format to submit required reports.  

For several years, Wisconsin has been the lowest or one of the lowest cost states in terms of administrative costs per claim, both on the part of insurers and state administration.  One of the reasons has been its ability to use technology to achieve effective administration.  This latest application is another example of improving quality, timeliness and lowering overall system costs.
c) Benefits realized by service recipients, taxpayers, agency or state.

The new system makes it easier for insurers and claims administrators to gain real-time access to the status of workers compensation claims. The internet application replaced a very paper intensive system and eliminates 250,000-300,000 mailings per year.  The application saves the time of state workers who routinely mail notices, process replies and enter information from the paper documents into the state’s information system.  An estimated half million pieces of paper annually have been replaced by much faster and cheaper electronic communications.  In addition to the time savings for state workers, private insurance claim administrators save time with less handling of paper.  An estimated 20,000 hours of staff time in is saved annually by private insurance claim administrators and state staff.  

The system represents:  

· First use of the internet and web site to conduct day-to-day production-type business operations in Worker’s Compensation

· First use of password-protected system to exchange claim information between insurers and the State of Wisconsin, Worker’s Compensation

· First real-time on-line exchange of claims information

· First use of web-based system to submit required reports directly to the state and the state’s claim information system.

d) Return on investment, short-term/long-term payback (include summary calculations). Projects must exhibit measurable operational benefit.

Approximately 400-500 different insurers and administrators use the internet application every month.  Insurers have sent over 30,000 information “replies” to required reports and are submitting about 80,000 annual required reports of various types using this system.  These include first reports of injury, supplemental payment reports and wage reports. Most Worker’s Compensation insurers in Wisconsin use the system with only minor technical assistance to enable them to use and understand the system.  There have been thousands of “hits” to the web site location indicating a very heavy use of this web site.

Program start up costs:

Base pending report system 
 $40,000

Added capability to send 1st payment and supplemental payment information 
 $100,000

Added capability to send 1st report of injury information 
 $60,000

Added capability to send wage information 
$75,000

Total
$275,000

Annual operational costs:

Total annual operating costs are approximately $23,550:
400 programming hours (@$57.00/hour) 
 $22,800

Technical architectural and support services 
 $2,000

Total
 $24,800

Other costs such as disk space, licenses, enhancements, and web servers are “shared” costs within the Department

Annual savings:

Annual cost savings are estimated at $1.5M using $10 as a conservative figure for each piece of paper saved in the process, including customer savings.

