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Employer Briefs  

Sign on

The deadline to file your annual return is Feb. 28, 2018. If you’re 
an employer, you’re required to fill out an annual return, reporting 
insurable earnings paid to your workers in the last year along with the 
earnings you expect to pay in the upcoming year. This information is 
important to ensure you are paying the correct premium amount.

Filing your return online is quick and easy. Built-in calculations,  
error-checking and simple navigation make the process smooth.  
All you need is your account number and password, both of which 
will be mailed to you at the end of December. 

Need help filling out your return? Check out the online demo at 
www.wcb.ab.ca > Insurance and premiums > Annual returns.

Updated worker and employer 
handbooks now available

Produced by WCB-Alberta, these handbooks explain what workers 
and employers can expect throughout a claim and when working with 
WCB. They also include important reporting forms. 

Visit www.wcb.ab.ca > Resources > For employers/For workers 
> Forms and guides to view or download a copy of the newest
handbooks. You can request hard copies online using the Order WCB 
forms page.

New FLRA for visiting clinicians

When WCB clinicians visit your work site to conduct assessments for 
your injured workers, they are now equipped with a field level risk 
assessment (FLRA). The clinician completes the FLRA before entering 
your physical job site, to ensure they’re aware of potential hazards 
and associated risks in order to identify control measures for their 
protection. 

The visiting clinician may ask you a few questions to help them 
complete the FLRA. This is not an assessment or an evaluation of your 
workplace—the FLRA functions as a tool to ensure the clinicians are 
prepared for their visit to your work site. 

Thank you for taking the time to inform visiting clinicians of potential 
risks they may encounter during their visits.  WS

Editor’s Note

Iam a planner.

I like to be organized and coordinated, especially when others are 
relying on me. 

This is a value I share with WCB and a big part of why I love 
working here. 

In the months leading up to the announcement of new legislative 
changes, I saw so much planning and preparation. We wanted to 
ensure we were as prepared as possible for any new legislation, 
and ready to do everything we could to make the transition smooth 
for everyone who might be impacted. 

I’m proud to work with so many individuals who value doing good 
work for our stakeholders. I know they are here for you. They’re 
ready to help you and work with you in any way you need support.

There are many changes on the horizon in the coming months. 
We’ll be your partner as we work to make these changes 
successful. One way we’ll do that is to keep you informed. Check 
out page 5 for ways to stay up-to-date.  

As Henry Ford once said, “working together is success.” 

Let’s be successful together.  WS

Lauren Smith, co-editor 
lauren.smith@wcb.ab.ca

Please contact Jamie Hall at  
jamie.hall@wcb.ab.ca or 780-498-3968.

Do you have an idea 
for a story? We would 
love to hear from you. 

4 WCB-Alberta Worksight | WINTER 2017

http://www.wcb.ab.ca/insurance-and-premiums/annual-returns.html
http://www.wcb.ab.ca/resources/
mailto:lauren.smith@wcb.ab.ca
mailto:jamie.hall@wcb.ab.ca


Share your perspective

• There are a number of
legislative changes that will
come into effect throughout
2018 that will require
consultation for our policy
updates.

• For areas where we
need further input from our
stakeholders, you’ll find draft
versions of those policies
on our website come Jan. 3,
2018.

• Visit www.wcb.ab.ca/
2018updates to learn
more about the policies
undergoing consultation
and how you can provide
input on them.

At the end of this year,  
legislation was introduced 
that impacts the workers’ 
compensation system. 

We know you may have questions about the changes 
resulting from this new legislation, and how these 
changes might impact you. 

As the neutral administrators of the legislation, we’re 
focused on implementing the changes as smoothly 
and effectively as possible. We’re committed to 
making the system better, and we remain focused on 
supporting our stakeholders through these changes, 
and ensuring Albertans have an understanding of 
what their workers’ compensation system can do  
for them. 

You can count on us to keep you informed
As changes roll out over the coming months, we will 
share information and updates as details become 
available. We’re dedicated to keeping you informed 
and are available to answer your questions. 

To keep you up-to-date, we’ll post information on  
our website: www.wcb.ab.ca/2018updates. Here 
you will find relevant details throughout the year, 
including links to policy and legislation, updated fact 
sheets and other information to ensure you’re aware 
of what’s changing.  WS

We’re here for you
What you can expect with the 
changes to legislation

Legislation Changes
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T 
he workers’ compensation  

system protects workers and 
employers against the impacts  
of workplace injuries and 
illnesses.  
 
The premiums you pay fund the workers’ 
compensation system and ensure injured 
workers receive the benefits they need now  
and in the future.

Our goal in setting annual premium rates is to 
ensure we collect enough premiums to fund all 
the claims that arise each year. WCB collects 
approximately $1 billion each year to pay for the 
lifetime costs of injuries from accidents occurring 
throughout the year.

2018 rate highlights

Alberta’s economy is expected to continue to grow in 
2018, after experiencing improvement in 2017.  
We anticipate modest increases in claim costs and 
insurable earnings in 2018 and, as a result, the average 
industry rate will remain flat at $1.02. 

There are 345 industries in Alberta.  
In 2018, the rates for:

•   Almost 80 per cent of industries will stay 
relatively flat or decrease.

•   One in five industries will increase by more 
than five per cent due to rising accident costs.

 
Legislative changes resulting from the review 
recommendations have not impacted 2018 rates.  
The initial costs related to these changes will be 
absorbed by the Accident Fund.

By: Caren Baroudy

Staying
the course

Average premium rate for Alberta 
employers will remain at $1.02 in 2018

6 WCB-Alberta Worksight | WINTER 2017



How does WCB determine 
industry premium rates?

Rate setting starts by forecasting the total fully-funded  
costs of all the claims that we expect to occur in the 
coming year; this includes the current and future costs 
of these claims. We look at how different groupings of 
industries, known as ‘rate groups’, have fared historically 
in terms of their claims experience. This helps us forecast 
what portion of total claim costs will come from each 
industry.

We then forecast insurable earnings—the portion of 
workers’ gross earnings that WCB premiums are based 
on—and use them to calculate what each industry’s rate 
must be in order to collect enough premiums to cover the 
forecasted claim costs.
 
When determining each employer’s rate, we want to strike 
the right balance between individual accountability and 
collective liability. This is how we aim to achieve fairness 
in premium rate setting. Rates reflect an employer’s own 
performance, as well as the performance of their industry. 
The best way to manage your premiums is to reduce the 
number of workplace accidents, and to provide timely 
modified work when injuries do occur.

Help is always available so you can lower your rates 
by improving your return-to-work results. Call us today 
(1-866-922-9221) or visit wcb.ab.ca > Insurance and 
Premiums > Lower your premiums.  WS

What does WCB do with the  
premiums you pay?

The majority of funds spent in a given year go 
directly towards claim costs, with the rest allocated 
to administration, OH&S and other costs:

Statistics at a glance

2014 2015 2016 2017  
Forecast

2018  
Budget

Covered workers (millions) 2.10 2.03 1.89 1.93 2.02

Registered employers 168,794 166,968 162,334 162,613 170,744

Fully-funded claim costs ($millions) 786.9 768.0 778.7 836.2 837.1

Fully funded claim costs – 74.0%

Fully funded administration costs – 18.3%

Occupational Health and Safety, safety 
 associations and Appeals Commission – 7.7%
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Lead hand Allan Yamchuk with safety champion 
Wendy Irwin, who played a big role in his recovery 
from an unexpected workplace accident.

Been there,
done that ...
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By: Jamie Hall  
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OK, maybe she’s not Wonder Woman, 
but she’s definitely a champion when it 
comes to helping employees injured on 
the job return to work quickly and safely. 

“If it wasn’t for Wendy, I don’t think 
things would’ve turned out as well for 
me,” says Allan, 51. “She went above and 
beyond and made sure things were done 
the way they should’ve been.”

When it comes to managing WCB 
claims, Wendy is tenacious and dogged 
—a self-described “pit bull.”

Fine-tuning her process
Her “process,” as she calls it, is a 

disability management program she  
has developed and fine-tuned over her 15-
year career, most spent in the fast-paced 
world of oil and gas. Modified work is a 
cornerstone of the program, but so are 
communication and respect.

She has reversed the misfortunes of 
many a company, including one former 
employer who saw its claim costs  

reduced by a whopping 95 per cent 
during her tenure.

She has enjoyed a lot of success 
in the three years since she joined Iko 
Industries, a company that’s considered 
a global leader in the manufacture 
and supply of residential shingles, 
commercial roofing and waterproofing 
products, and insulation systems. 
Their lost-time claims have decreased 
dramatically since her arrival. And, 
for the first time, the plant recently 
recorded 1,026 days—and counting—of 
no lost time. Near-miss reporting, which 
was once practically non-existent, has 
increased dramatically, with 135 reports 
so far this year.

“That tells you your people are 
communicating,” Wendy says. “It’s 
a culture thing. I’ve worked with 
employees to create a no-blame 
environment: just tell someone so we 
can fix it. It’s about creating a safer 
workplace.”  >> 

W 
endy Irwin wears many hats at Iko Industries— 
human resources, health and safety, payroll and 

benefits, to name a few. Allan Yamchuk thinks she needs to wear 
a cape, too—like Wonder Woman. 

After 15 years, Wendy Irwin knows a thing 
or two about getting people back to work

... got the T-shirtdone that ...

Been there,
done that ...

It’s a culture thing. I’ve worked with employees to create a no-blame 
environment; just tell someone so we can fix it. It’s about creating a 
safer workplace.” — Wendy Irwin

WCB-Alberta Worksight | WINTER 2017 9



Unexpected accident
Allan has been with Iko for more 

than 25 years. As a lead hand, he 
monitors the myriad of automated 
systems at the company’s massive 
shingle plant in Calgary from a central 
control room, but also rolls up his 
sleeves to help co-workers whenever 
the need arises.

It was during one such instance—
helping to unplug a shingle elevator—
that Allan was accidentally knocked to 
the ground. Though sore, he decided to 
“walk it off” and went on to finish his 
shift. He filed a first aid report before he 
went home; but by the next morning 
he found himself barely able to move 
and in considerable pain. 

Performed meaningful  
modified duties

“I called Wendy to let her know 
and she said, ‘We can work through 
this. Come back to work and I’ll put you 
on light duties,’” says Allan. “I had no 
problem at all doing that.”

He spent the following week in the 
office, using his knowledge to update 
binders with information about the 

availability of the chemicals in use at 
the plant. A week later, his WCB case 
manager, Martina James, arranged 
an appointment for an MRI, which 
revealed the extent of his injuries: a 
fracture in his left tibia and fibula and  
a torn meniscus.

“I let Wendy know and she took 
charge,” he says. “She and Martina put 
everything in motion—the light duties, 
my physio appointments. Everything 
fell into place.”

Worked within his physical 
restrictions while recovering

Allan performed duties within his 
physical capability, kept going to physio 
and over time, returned to his full-
time date-of-accident job in the plant’s 
control room. James is quick to give 
credit where it’s due.

“Wendy made sure Allan wasn’t 
being pushed to do more than he 
could and he kept in touch with the 
medical people,” says Martina. “She 
takes modified work seriously and is 
willing to make the offer right away, 
understanding that the modified 

work must be within a worker’s work 
restrictions.”

For Wendy, Allan’s claim is 
“textbook,” the result of everyone 
pulling the oars in the same direction: 
employee, employer, the medical 
community and WCB. 

“The cooperation and 
communication that took place was 
truly best practice,” says Martina.

It’s all about respect
Wendy’s passion stems not just 

from her work experience, but from her 
life experience, too. Most people in her 
family made their living as tradespeople; 
some got hurt along the way, including 
her father and her son. Her former 
husband was off work for six weeks 
when their three children were little 
more than toddlers.

“It’s not like I’m new to this,” she 
says. “I’ve seen some nasty injuries.

“Listen, people don’t come to work 
to hurt themselves. They want to be 
part of the team, to be good employees, 
good colleagues. It comes down to 
respect and I give them that respect.”  WS

I let Wendy know and she took 
charge. She and Martina put 
everything in motion—the light 
duties, my physio appointments. 
Everything fell into place.”  
— Allan Yamchuk, lead hand

Wendy made sure Allan wasn’t being pushed to do more 
than he could and he kept in touch with the medical people. 
The cooperation and communication that took place was 
truly best practice.” — Case manager Martina James
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Take a Walk Day 
is  August 23, 2018 
Mark your calendar!

Over 5,500 Albertans 
joined us last August 
for Take a Walk Day. 

Will you be joining us 
  in 2018?

Visit www.backactive.ca 
to fi nd out more about how 
staying active is better for 
your back.

@backactiveAB • #TAWD

Is there help available
Your employee was injured at work and has a claim with WCB.  
A decision was made on the claim several months ago that you 
disagree with and would like to know more, but don’t know where 
to begin. Is there help available?

Yes. If the adjudicator or case manager is unable to address
concerns on claim decisions, you have up to one year from the date 
of the decision letter to request a review on a claim. Employers 
can also contact the Employer Appeal Consulting service for help 
understanding the facts, policies and legislation used to make  
claim decisions. 

Visit www.wcb.ab.ca > Claims > Review and appeals 
> Employers to find out more.  WS
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Once a month, Ned sets the table in Leduc Overhead 
Door’s upstairs meeting room. Then he busies himself in the 
kitchen, preparing a hearty breakfast for the 20 or so people 
who work there. Selection varies from month to month: 
eggs benedict, hash browns, toast, bacon, sausages, breakfast 
casseroles, assorted pastries and heaping platters of fresh 
fruit have all been on the menu.

“I have a restaurant background,” explains Ned, the 
company’s owner and president, “and there’s something 
about the act of preparing, eating and sharing a meal that 
puts people at ease and makes them more comfortable.

“I really wanted to create an atmosphere and it definitely 
sets the tone for people to be open and honest.”

N 
ed Stanojevic has the perfect 
recipe for a successful safety 

meeting—and it starts with food.  

Leduc Overhead Door 
is cooking up a positive 
safety culture—one 
breakfast at a time
By: Jamie Hall

Serving up  
Safety
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Doing things safely is food for 
thought

Breakfast is always served with a 
side of safety, which is to say diners 
are required to write down their recent 
near-misses on a piece of paper before 
they dig in. Those incidents are later 
read aloud, dissected and discussed. 

On a recent morning this fall, 
Rob Vey was among those who talked 
about his own near-miss, involving an 
extension ladder. 

“I started to climb the ladder,” he 
says, “but I noticed it was wobbly, so 
I went back down and moved it to an 
adjacent wall to give me better footing 
and stability.”

Mutual respect fosters honest 
conversations

It probably would’ve been OK if he 
hadn’t moved the ladder, he goes on to 
say. But, then again, maybe it wouldn’t 
have. Bottom line? It just wasn’t safe.

Rob, 36, has been with the 
company for six years. He has worked 
his way up, going from shop helper to 
lead hand to door technician. 

Later, after the meeting, he talks 
about the “unique environment” of the 
place that allows employees to talk so 
openly about things that could have 
gone wrong on the job.

“Ned has created a great work 
environment,” says Rob. “Everyone has 

a lot of respect for each other, from the 
front-office people to the technicians. 
We know each other pretty well.

“Don’t get me wrong,” he laughs. “If 
you do something ridiculous, you get 
ribbed pretty good for it, but it’s good-
natured.”

A dangerous business
Ned has worked hard to create a 

culture of such trust and transparency.
“Incidents are easier to report 

because they’re incidents—something 
happened,” he says, “whereas with a 
near-miss, nothing happened.

“But, really, something kind of did.” >>

There’s something about 
the act of preparing, eating 
and sharing a meal that puts 
people at ease and makes 
them more comfortable.  
I really wanted to create an 
atmosphere and it definitely 
sets the tone for people to be 
open and honest.” 
— Owner and president  
Ned Stanojevic

Nothing brings people together like food, and owner and president Ned Stanojevic (pictured serving top right) uses it as an opportunity 
to educate about staying safe.
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And, he says, there are a lot of 
things that can go wrong when you’re 
in the business of repairing and 
installing overhead doors and door 
openers for residential and commercial 
clients. 

“In our world, we’re winding 
springs on commercial door systems 
that have a lot of stored energy in 
them, which is a very dangerous 
activity,” says Ned. “Plus, we use man-
lifts all the time, we’re operating trucks, 
we’re using hand tools, we’re handling 
inexpensive galvanized steel all day, 
which is like working with  
razor blades. 

Discussing near-misses offers an 
instant education

“When new people come in, they 
might not realize they’re being exposed 
to those risks. But if they sit at a table 
and hear seasoned employees talk 
about 10 near-misses, they’re instantly 
educated.”

When Ned bought the company in 
2008, the safety culture was hanging by 
a thread. It was a reflection of Alberta’s 
then red-hot economy, when jobs were 

plentiful and easy to come by. Back 
then, it was sometimes a struggle just 
to get people to show up for work every 
day, never mind comply with basic 
safety regulations. 

“There was a lot of resistance,” he 
says. “People would say, ‘I don’t have 
to wear safety glasses. I’ll just quit and 
go across the street and make a dollar 
more an hour.’ And they would.”

‘It’s like moving an elephant’
Ned, however, remained 

undeterred, committed to establishing 
a safety culture the company could be 
proud of.

He knew if he was going to move 
this thing called a safety culture, he 
would have to steer it in a different 
direction.

“It’s like moving an elephant; you 
have to put your shoulder into it and 
continue to push it another way. And 
you can’t let up.”

He was relentless. Safety meetings 
were mandatory and etched in stone. 
Expectations were laid out and 
enforced. With the building practically 
falling down around them, he invested 

in a brand-new facility—making sure 
architects included full kitchen facilities 
when they drew up the plans.

By then, employees had grown 
accustomed to discussing safety 
concerns over breakfast and were more 
willing to share.

“The first time we talked about 
near-misses, nobody got in trouble,” 
says Ned. “It was never meant to be 
a blame game. It was about being 
transparent and talking about what that 
person would do differently next time.

“It was about sharing information 
that would make people safer.”

Rob agrees.
“Sharing our near misses absolutely 

helps us all to learn,” he says, “and it 
makes us safer. We’re encouraged to 
talk about potential incidents in a calm, 
respectful way. We can brainstorm ideas 
together to help avoid minor injuries—
or worse.”

Sharing insider knowledge
Ned devoted one safety meeting to 

what he called “WCB 101”,  
posing, and then answering, a series 
of questions. Does anyone understand 

Sharing our near-misses absolutely helps us all to learn ... We can brainstorm ideas 
together to help avoid minor injuries—or worse.” — Rob Vey, technician

Ned knows not all new workers are aware of the risks that come with the job, which is why it’s so important to have open discussions to draw 
attention to potential hazards.

14 WCB-Alberta Worksight | WINTER 2017



how rates work? Does anyone 
understand what happens in the 
event of an incident? Does anyone 
understand how we get charged?  
Does anyone even understand what 
WCB is? Does anyone understand if we 
had an incident and our rate increased 
by one per cent, how much money that 
would be? 

“Once I explained everything, 
they understood how their actions 
could directly impact the company 
significantly and how one incident 
could cause a ripple in the water that 
would affect our ability to bid on other 
jobs, our incident reporting, our rate 
itself and how that follows us for X 
number of years.

“After that, I noticed our staff 
had a dramatically increased sense of 
personal responsibility when it came to 
safety. There was this realization that, 
‘Hey, if I’m the cause of something, it’s 
a big deal.’”

Alberta the first to offer  
certification

Ned says until recently, theirs was 
a ragtag industry, where new hires 
were handed a tool belt and instructed 
to “follow that guy” when it came 
to learning how to safely navigate 
the ropes. Now, under Alberta’s 
Apprenticeship and Industry Training 
Act, the job of overhead door technician 
is a certified occupation in Alberta, the 

first province in the country to create 
such a designation.

“It has really elevated the status 
of the position,” says Ned, who sat on 
the Alberta Apprenticeship committee 
responsible for spearheading the move. 
“And it makes our industry safer.”

He doesn’t intend the pun when he 
talks about the company’s “open-door” 
policy toward safety. Leduc Overhead 
Door is a proud holder of the Certificate 
of Recognition (COR), awarded to 
employers who develop health and 
safety programs that meet established 
standards.

“We believe in the COR program, 
not only because it reduces our WCB 
costs,” says Ned. “But more importantly, 
it has created a culture of transparency.”  

When new people come in, they might not realize they’re 
being exposed to those risks. But if they sit at a table and 
hear seasoned employees talk about 10 near-misses, they’re 
instantly educated.” — Owner and president Ned Stanojevic

WS
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By: Jamie Hall

A 
lberta has become the first workers’ compensation 
system in Canada to investigate “motivational 

interviewing” to help injured workers return to work—with 
impressive results.

Motivational interviewing:  
A powerful return-to-work tool

Research conducted over an eight-month period at Millard Health, WCB-Alberta’s 
rehabilitation centre, provides strong evidence that adding motivational interviewing 
(MI) to a rehabilitation program dramatically helps injured workers successfully  
return to work.
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Occupational therapist 
Joanne Park and University 
of Alberta physical therapy 
professor Doug Gross took 

the concept of motivational 
interviewing and applied 

it within the workers’ 
compensation system for 

“groundbreaking” results.
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We honour our clients’ expertise ... We empower them to make this 
change.” — Joanne Park, occupational therapist with WCB-Alberta

In fact, adding MI to the 
rehabilitation process more than 
doubled the proportion of workers 
returning to work, compared to 
those who participated in a clinical 
rehabilitation program alone. 

A powerful return-to-work tool
For Joanne Park, it’s an exciting and 

welcome outcome.
“It’s well known in the work rehab 

world that psychosocial and behavioural 
barriers contribute to a delayed return 
to work,” says Joanne, an occupational 
therapist with WCB-Alberta. “We do 
a really good job of addressing the 
physical barriers, but we don’t really 
have a lot of approaches in place to 
address these other barriers.

“Motivational interviewing is a very 
powerful tool.”

Award-winning research 
Joanne co-authored the research 

with Doug Gross, a professor of physical 
therapy at the University of Alberta, in 
the faculty of rehabilitation medicine.

The Canadian Institute for the 
Relief of Pain and Disability called 
their work “groundbreaking” at an 
international conference earlier this 
year, when they selected it as one 
winner of the Awards for Research. 
While motivational interviewing itself 
is not new—the technique has been 
used in the past for people dealing with 
everything from substance abuse to 
smoking cessation—applying it within  
a workers’ compensation system is.

Joanne says the research focused 
on those with musculoskeletal injuries 
(involving a bone, joint, muscle or 
ligament), which are prevalent among 

people hurt on the job. Most workers 
with these types of injuries (between 
80 to 85 per cent) return to work safely, 
quickly and without complications. 
However, the remaining 15 to 20 per 
cent experience long periods of work 
disability. That disability may be 
coupled with personal, emotional and/
or work-related issues that contribute to 
their delay in returning to work.

Chronic work disability is costly
It’s estimated that 15 to 20 per 

cent of workers with chronic work 
disability account for almost 70 per cent 
of the cost of work-related disorders. 
Physical limitations, coupled with 
psychosocial issues influencing the 
worker’s behaviour, may be contributing 
factors. All of these are associated with 
the increase in the number of paid 
compensation days, in claim costs and, 
ultimately, in a delay in returning to 
work.

“There’s this pocket population 
who unfortunately has further issues 
and is not having their needs entirely 
met,” says Joanne. “It could be the 
psychological fear of returning to work, 
or fear of being re-injured. It could 
involve social aspects, like the level of 
support they have at work, or even at 
home.

“These factors, on top of their 
physical factors, could exacerbate 
everything.”

Helping clients tap into the answers
The effectiveness of MI, says Joanne, 

lies in its client-centred approach. 
Essentially, it begins with the premise 
that the client is capable of resolving 
their reluctance or ambivalence about 

what’s stopping them from returning 
to work—they just need someone to 
help them tap into the answers.

“It’s really about collaboration,” 
explains Joanne. “We honour our 
clients’ expertise and their perspective. 
We believe they have the resources 
and motivation to help themselves 
make this change. We empower them 
to make this change instead of forcing 
them, or making them feel like they 
have to.”

Joanne and some of her Millard 
colleagues underwent training to 
become proficient at MI, which  
she describes as being purposeful, 
reflective and directed. It also requires 
a great deal of discipline; practitioners 
of MI never give advice or offer 
solutions. Typically, it takes only 
one or two sessions to uncover the 
underlying issues behind an injured 
worker’s ambivalence about going  
back to work.

Says Joanne: “It’s amazing how 
quickly people will let you into their 
hearts once you establish that trust 
and rapport.”

The future applications of MI
The results of the research are 

relevant to anyone working with 
injured workers, including other 
workers’ compensation boards.

“We’ve already had lots of interest 
from rehab providers and workers’ 
compensation insurers around the 
world,” says co-author Doug. “We 
believe it has tremendous potential 
to help some workers who may not 
otherwise go back to productive work 
following an injury.”   WS
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knowledge about injury reporting.  
The Adatias were determined to 
reinforce with staff and managers 
alike the importance of safety and of 
reporting even the smallest of injuries.

Finding an unexpected resource
“Whoever I spoke to when I 

called didn’t have the answer to my 
question—I can’t even remember 
what it was—and asked me if I wanted 
to be put in touch with my account 
manager,” recalls Kristen, then laughs.

“I didn’t even know I had an 
account manager. Back then, WCB was 
a bill I paid and then I dealt with it as it 
came up, making sure to report quickly 
when one of our people got hurt.” 

An account manager offered to 
educate their senior staff about the 
ins and outs of WCB, and conducted 
a training session in a jam-packed 
meeting room in the basement of 
one of their restaurants. The Adatias 
attended, along with store managers 
and regional managers. The account 
manager talked about how premiums 
were set, and explained the missed 
opportunities in offering modified work 
to employees.

Minor injuries can have a major 
impact

Smaller restaurants don’t have a lot 
of serious injuries, per se, the group was 

told, but could still really feel the effects 
of the little ones, so it was imperative to 
offer modified duties in a timely fashion 
to help get their people back to work 
safely and quickly.

Hanif says he could practically see 
his people connecting the dots during 
the presentation.

Says Hanif: “You could see all the 
lightbulbs coming on; they were putting 
everything together with what Kristen 
and I were trying to educate them 
about.”

Done, done and done
The account manager started 

meeting with Kristen on a regular 
basis. They drew up an action plan and 
established goals. One by one, Kristen 
tackled the list of deliverables.

• Increase orientation training for new 
hires regarding coffee handling and 
pouring. Check.

• Complete a physical demands 
analysis for each position. Check.

• Develop an employee injury 
package. Check.

That’s as true today as it was eight 
years ago. That’s when the couple 
bought not one, not two, but five 
McDonald’s franchises in Sherwood 
Park. Two years ago, they bought five 
more locations in Edmonton, bringing 
the grand total to 10.

“The first couple of years in 
particular were just a blur,” says Kristen. 
“We bought the stores in Sherwood 
Park at the peak of the labour crunch.  
It was hard just to keep our heads above 
water.”

The couple believes in ‘hands-on’ 
management

With decades of experience in 
the restaurant industry, they brought 
considerable expertise to the table. 
And, far from drowning, they ultimately 
thrived, growing the business and 
weaving a safety culture into the fabric 
of every restaurant. Along the way, they 
added in an infrastructure of senior 
staff to make sure they weren’t being 
spread too thin. 

“We were, and still are, very much 
hands-on with our people,” says Kristen. 
“You’ll always find Hanif at a sandwich 
table during peak periods.”

Kristen’s path crossed with Account 
Management at WCB when she called 
with a question about the claims 
process. Seeing a rise in claim costs, she 
recognized there was a gap in her staff’s 

... is worth everything 
when it comes to a 
safe workplaceBy: Jamie Hall

By: Jamie Hall

It was a very collaborative 
process; like a partnership, 
really.” — Kristen Adatia

M  
cDonald’s owners Kristen and Hanif Adatia have a golden rule about doing  
business under the arches: Put your people first and the rest will take care of itself.
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• Brainstorm with staff to develop a 
modified duty task list. Check.

• Continue to provide a formal modified 
work offer for all injured employees. 
Check.

• Review modified work policy and 
procedures with a view to maximizing 
early, safe return to work. Check.

• Promote and train all staff about the 
use of Occupational Injury Service (OIS) 
clinics for non-emergency injuries. Check.

Partnering for success
For Kristen, the process has been 

nothing short of a revelation.
“Once I realized I had an account 

manager, I suddenly had all these other 
resources. It was just great to have someone 
who was there for me, and had all these 
tools to help me.

“It was a very collaborative process; like 
a partnership, really.”  WS

Want to see similar results in 
your organization?
WCB account managers lead a variety of educational 
seminars for employers. It’s a great opportunity to 
enhance your knowledge about WCB, learn strategies 
on how to manage your claims and to get some one-
on-one time with an account manager. The best part? 
They are free to employers with a valid WCB account. 

Check out the story on page 20 to hear more 
about what you can expect in the seminars. 

See what seminars are available and find out  
how to register on page 23.

Not able to attend a workshop but still  
have questions? 

WCB’s 75 employer account representatives likely  
have the answers you’re looking for, or can point you  
in the right direction. In Edmonton call 780-498-3999,  
in Calgary 403-517-6000, or toll free in Alberta at  
1-866-922-9221.

Follow their lead

With the help of their WCB account manager, 
McDonald’s owners in Edmonton, Kristen 
and Hanif Adatia, are lovin’ it since they 
implemented a new action plan to improve 
how they manage workplace injuries.

>>

>>
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“Learning the ins and outs of WCB can be complex,” 
says Desarae. “So if people leave with even one piece of 
information that will help them, I feel like it’s been a success.”

Desarae is an account manager with WCB-Alberta. Her 
“students” are not really students at all, but rather employers 
who attend seminars designed to help businesses navigate 
the often complex world of workers’ compensation. The 
seminars cover a broad range of topics: everything from 
general employer information about WCB, to action planning, 
to the appeals process.

 

Looking to get your  
PhD in WCB?

Educational seminars 
cover a broad range 
of topics

Learning how to succeed in the system
The return-to-work seminar is one of the most popular. 

Employers learn about the relationship between their claim 
costs and their premiums, WCB legislation and how it  
pertains to their specific responsibilities, best practices for 
when injures happen, how they can identify modified work 
and how to build and implement a successful return-to- 
work program.

In addition to teaching the seminars, Desarae and  
her colleagues also work with employers one-on-one, 
especially those experiencing a surcharge because of high 
claim costs. It can make for some difficult conversations,  
she admits, but the result is always worth the challenge. 
“Yes, it can be hard,” she says. “But when you start to see 
the fruits of your labour, it’s so rewarding—to call up an 
employer to tell them they’re no longer in a surcharge, or 
they’re trending into a discount.”

Connecting it to their business
In the end, it always boils down to education, which 

Desarae loves, particularly when it comes to the classroom 
setting.

“I especially like answering the questions that come 
up during the seminars,” she says. “There are usually great 
discussions that come up and that’s where I feel like more 
of the learning happens. It makes things more engaging and 
interactive; you can see people’s wheels turning when they 
see how they can apply it to a situation they’re experiencing. 
That’s the piece I really enjoy.”

By: Jamie Hall

D 
esarae Eastman calls them  
“lightbulb moments”: those 

instances when she looks around the  
room and sees one of her “students” 
experience a moment of understanding.

Account manager Desarae Eastman delights in 
helping employers understand how the workers’ 
compensation system applies to their business.
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Don’t take our  
word for it 
We reached out to a couple of recent 
attendees to ask them their reasons for 
attending the seminars and what they 
learned from it:

Karina Fok, health and 
safety coordinator,  
J&D FOOD SERVICES 

“I had just begun working in the industry 
when one of our warehouse workers got 
injured. My supervisor decided to send me 
to the employer information seminar to 
learn about the coverage that WCB and the 
company had to provide for the worker.  
I learned a lot about the benefits of having 
WCB coverage and about how claims could 
affect premiums. 

Everything I’ve learned has been 
highly applicable to my job.”

“There were a lot of examples given and 
discussed by people in attendance, and 
the facilitator was there to answer all of our 
questions. Since that time, I’ve also attended 
the reviews and appeals process seminar and 
the return-to-work seminar. I especially found 
it helpful when people shared their examples 
of modified work, because it gave me a lot of 
ideas about the kinds of things I could offer 
our injured workers. Everything I’ve learned 
has been highly applicable to my job.”

See for yourself: Head to page 23 for descriptions 
of the seminars and how to register. >>

Meagan Sadoway, hse 
disability coordinator, 
HORIZON NORTH LOGISTICS INC.

“I have been working in the disability 
management (DM) field for just over 10 years. 
Recently, I switched employers and felt I needed 
a refresher on the return-to-work seminar.  
After a decade in the field, you feel like there 
aren’t many situations that you aren’t familiar 
with. Still, DM is specific to each employer and 
I felt that I needed to take a step back and get 
back to the basics, especially since I was dealing 
with an entirely different demographic of people.

It was nice to see that we all had a 
common goal in mind.”

“The seminar was very open and engaging. 
There were people from all different areas 
and experiences with DM. The instructor was 
engaging and very educated on the policies and 
procedures of WCB. It was nice to see that we 
all had a common goal in mind with returning 
the worker back to some form of work as safely 
and as efficiently as possible. I’m happy to 
say that I did learn something I did not know 
previously—that temporary foreign workers are 
covered under WCB-Alberta. I always assumed 
that they had some form of coverage in their own 
jurisdiction, whether that was their home country 
insurance or WCB. And here I thought I knew 
almost everything!”
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By: William Ostapek, WCB Secretary and General Counsel

Legal VIEW
Court ruling illustrates limits of 
Appeals Commission’s authority 
over WCB procedural issues

The Workers’ Compensation Act 

makes it clear that the Appeals 
Commission has jurisdiction to hear appeal 
from internal reviews conducted by WCB’s Decision  
Review and Dispute Resolution Body (DRDRB). However, 
questions have occasionally arisen regarding whether  
the Appeals Commission’s authority over WCB and the 
DRDRB also extends to their processes or procedures.  
The Court of Queen’s Bench recently considered this 
question in Cordeiro v Alberta (Appeals Commission for 
Workers’ Compensation), 2017 ABQB 22.

Complaint included more than 80 appeal issues
In the Cordeiro case, the worker, who already had an 

extensive history in dealing with WCB and the Appeals 
Commission, raised a large number of issues in a subsequent 
request for review before the DRDRB. After reviewing a list 
of more than 80 proposed appeal issues, the DRDRB ruled 
that it would hear three issues dealing with acceptance of 
certain claims or entitlement to benefits. The remainder of the 
proposed review issues were excluded, either because they 
had been dealt with in prior Appeals Commission decisions, or 
were indeterminate complaints about “unfairness or injustice” 
that could not be resolved by the DRDRB. Notwithstanding 
the worker’s complaints that the remaining issues should 
proceed, the DRDRB heard the three issues related to claims 
acceptance or benefit entitlement and decided those issues.

The worker then brought an appeal to the Appeals 
Commission, which included most of the more than 80 issues 
originally raised before the DRDRB, as well as additional 
grounds of appeal related to the DRDRB’s failure to consider all 
of the worker’s original complaints. The Appeals Commission 
conducted a preliminary hearing to determine whether it could 
deal with any of the appeal issues raised by the worker and 
decided that it did not have jurisdiction to hear complaints 
regarding “alleged procedural errors, failings and omissions 

of WCB and DRDRB” because these were not “compensation 
matters.” It further decided that a number of the issues raised 
by the worker were previously decided or otherwise before the 
Appeals Commission in other proceedings and therefore that 
these matters were properly excluded by the DRDRB and not 
properly before the Appeals Commission.

The Court of Queen’s Bench weighs in
An application for judicial review and judicial appeal of the 

Appeals Commission’s decision was brought by the worker 
before the Court of Queen’s Bench. The basis of the worker’s 
application was, in part, that the Appeals Commission had 
jurisdiction to make rulings regarding the alleged procedural 
errors of the WCB and DRDRB and that it had wrongfully failed 
to exercise this jurisdiction. The worker further argued that the 
procedural errors he complained of could not be cured by a 
new (de novo) hearing before the Appeals Commission.

In dismissing the worker’s application, Justice Michalyshyn 
held that the Workers’ Compensation Act “does not empower 
the Appeals Commission to supervise the operational 
procedures and practices of WCB.” Since the alleged 
procedural errors raised by the worker were related directly to 
the claims and benefits issues raised in his appeal, the Court 
also concluded that these alleged errors would be cured by a 
de novo hearing of these issues by the Appeals Commission.

Limitations on decisions
Parties contemplating either a review of a WCB decision 

before the DRDRB or an appeal to the Appeals Commission 
should be mindful of the fact that both decision-making bodies 
are limited in their jurisdiction by the provisions of the Workers’ 
Compensation Act. While specific decisions regarding claims 
for compensation or assessments are reviewable before the 
DRDRB and may be appealed to the Appeals Commission, 
neither of these bodies has the broad authority to supervise 
the operations of WCB. WS
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We have a variety of educational seminars and workshops available to help you manage 
your WCB accounts. The best part: most of them are free to WCB account holders.

We host most seminars in Calgary and Edmonton, and often in other locations around Alberta, depending on 
demand. Most are a half-day in length. Our Millard Treatment Centre also offers several workshops for employers, 

on topics like modified work, ergonomics and physical demands analysis. For more information, head to  
www.wcb.ab.ca > Millard Treatment Centre.

For more information, please call 780-498-4694 or head to www.wcb.ab.ca > Resources > For employers > Seminars and workshops.

ACTION PLANNING SEMINAR
Supporting your employees after an injury helps 
them recover and safely return to work, and can 
position your account to have lower premiums. In 
this seminar you’ll learn how to strengthen your 
disability management program and develop an 
action plan with specific goals and objectives to 
support your employees and help you manage 
your future premiums. 

PREVENTING 
WORKPLACE 
VIOLENCE 
SEMINAR
Creating a safe workplace 
isn’t only important, it’s 
the law. This seminar will 
help you ensure you’re in 
compliance with the OH&S 
Code, as well as develop 
practical strategies for 
creating a safer workplace.

RETURN TO WORK 
(MODIFIED WORK) SEMINAR
This seminar will help you put a solid plan in 
place to get your injured workers back to work 
safely. You will learn important information 
about workers’ compensation legislation, 
as well as best practices for building and 
implementing your own successful modified 
work and return-to-work programs.

EMPLOYER 
INFORMATION 
SEMINAR 
We’ll teach you the 
fundamentals of the 
workers’ compensation 
system and cover a 
range of topics, including 
insurable earnings, 
subcontractor liabilities, 
managing your account 
and the impact of claim 
costs on premiums.

APPEALS 
SYSTEM 
SEMINAR
We’ll give you an 
overview of the appeals 
process and tell you 
what you need to know 
to be able to initiate, 
prepare and present a 
claim appeal.
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