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Finding success when faced with uncertainty

Those are the  
simple but profound 
words of Ken Stevens, 
one injured worker 
who represents the 
struggle of thousands. 
Thousands who face 
the uncertainty of  

a work injury, and push forward with the support  
of the people in their lives and the workers’ 
compensation system to find a way through  
pain and disability to create a new normal.

Throughout 2016, we heard countless stories of 
resilience from workers like Ken and their employers. 
We saw workers navigate the challenges of a 
tenuous job market while recovering from injuries, 
and employers focus on providing safe workplaces 
while helping their workers return to work. 

We’re committed to helping our customers 
succeed in challenging times and their feedback  
on our worker and employer surveys helps us find 
new ways to improve. Last year, our customer 
satisfaction scores were the highest they’ve ever 
been and while we know there are always ways  
we can be better, this feedback reinforces that  
we’re on the right track.

Together, we partnered towards common goals 
to deliver on what’s important to all of us—ensuring 
injured workers receive the support and benefits 
they need, when they need them.  

Innovation and partnerships see us through

Our workers deserve as much help as  
possible, which is why we are always looking  
for ways to innovate and adapt as they overcome 
new challenges. The Board of Directors shares  
this commitment and encourages management  
to continually assess worker benefits to ensure  
we’re offering every support we can. 

Last year, the board approved extending  
re-employment assistance for injured workers 
when economic circumstances make it especially 
difficult to find new jobs. We also enhanced benefits 
like housekeeping, accommodation and clothing 
allowances to help lessen the impact an injury  
can have on day-to-day life, so our workers  
can focus on their recovery. 

Our employees also continued to work with 
our partners to build on the strong foundation 
we’ve fostered together. We helped employers 
create effective return-to-work programs 
with meaningful modified work options. We 
partnered with health care providers to develop 
new rehabilitation programs. And we continued 
to collaborate with the Ministry of Labour to 
make the workers’ compensation system the 
best it can be for our ever-changing province.

Perseverance through change 

Through it all, our focus remains—we help 
injured workers get back to work and back to life. 
In the following pages, you’ll read more about 
Ken: a worker, a father and a husband who has 
overcome seemingly insurmountable odds in his 
journey to recover from a catastrophic workplace 
injury. People like Ken are why we do what we 
do. And as we look forward to 2017, we hope you 
are as inspired by his determination as we are.

E. James Kindrake, Chair, Board of Directors

Guy R. Kerr, President & CEO

Guy R. Kerr E. James Kindrake

I’ve come 
so far and 
overcome  
so much.

...our focus remains— 
we help injured workers 

get back to work and 
back to life.
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Board of Directors
Every member who sits on our Board of Directors—appointed 
by the Lieutenant Governor in Council—understands that 

the perspectives of workers, employers and all Albertans 
must be considered equally in determining the strategic 
direction of the workers’ compensation system.

The board monitors the performance of our organization and 
provides guidance to our Strategic Management Council (SMC). 

Throughout the year, our board meets with SMC to review the 
organization's strategic direction and to discuss its annual corporate 
objectives, ensuring each adheres to the Workers' Compensation 
Act. To fulfil its commitments, the board provides oversight in 
key areas, including compensation policies, financial planning 
and auditing, and risk management and monitoring. Collectively, 
the board brings a richness and depth of experience, with the 
goal of keeping the system strong, stable and, above all, fair.

Our leaders
The individuals who make up SMC are tasked with administering 
the Workers’ Compensation Act and maintaining focus on 
WCB’s mandate, focusing on fair decisions and a safe return 
to work. These principles guide every process and interaction 
in a complex system that, at its root, is all about people.

Our executive is accountable to the Board of Directors and is responsible 
for developing solid business objectives, strategies, plans and policies. 
In addition, SMC is visible and accessible to staff, fostering a culture of 
empathy and excellence throughout the organization. The men and 
women who work at WCB share their leaders’ passion and commitment 
and understand the responsibility they have to Albertans. 

2016
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Board of Directors Strategic Management Council

�E. James Kindrake  
Chair, Board of Directors

�Denis Herard 
Representative of  
the interests of the  
general public 

Alex McPherson   �
Representative of the 
interests of employers

Fred Nowicki    
Representative of the 
interests of workers

Guy R. Kerr*  
President & CEO

Ron Helmhold  
Chief Financial Officer 

Wendy King  
VP, Operations and Chief Information Officer

Pieter Lambooy 
VP, Operations and Disability Management

William Ostapek  
Secretary and General Counsel

Roxy Shulha-McKay  
VP, Employee and Corporate Services

*The President & CEO is also a non-voting member of the Board of Directors.

(L to R, front)  Denis Herard, Guy R. Kerr, Alex McPherson     
(middle)  Roxy Shulha-McKay, Ron Helmhold, Wendy King, William Ostapek  

(standing)  Pieter Lambooy, E. James Kindrake, Fred Nowicki   



What happened  
to Ken Stevens
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In 2016, we worked  
on a total of 163,718 claims. 

Behind each claim, there is a story 
about an Alberta worker who was 

injured on the job. This is  
Ken Stevens' story.

that cold,  
snowy day in  

November  
2012 should  

not have been  
survivable.



A 
 
n oilfield 

truck driver, 
Ken, 35,  
was working in 
Whitecourt when 
he was hit by a 
750-pound gin 
pole, a 22-foot 
length of steel 
pipe used to move 
equipment on rig 
sites. The pipe 
struck Ken flush 
in the abdomen, 
the force of the 
impact pulverizing 
his pelvis and 
shattering 
his femur. 

He remembers the accident, 
remembers the pole on top of 
him, remembers watching as his 
co-workers scrambled to free him. 
After the pipe’s crushing weight 
was lifted off his body, he reached 
down to touch his right side and 
found it was “squished flat, like  
a pancake.” 

“I thought, ‘Oh my 
god, I’m in really 
bad shape’”
"It was like there was nothing 
there,” says Ken. “I thought, 'Oh 
my god, I'm in really bad shape.' 
I could see the puddle of blood 
around me getting bigger and 
bigger and bigger. I could see 
people around me. I started to  
feel really cold. 

“And then I passed out."
He would learn later of the 

heroics of emergency first 
responders and doctors, on  
the ground and in the air. 

He was taken first to Fox 
Creek Hospital, where he was 
assessed and transferred to 
Whitecourt Hospital. From there, 
he was transported by ground 
ambulance to the airport in 
Mayerthorpe to meet up with 
STARS air ambulance for the 
trip to emergency at the Royal 
Alexandra Hospital in Edmonton.

Ken was brought back 
from death five times
By the time he arrived, he had 
been brought back from death not 
once, not twice, but five times.

When he finally regained 
consciousness in the ICU, it was 
nearly Christmas. 

He had been kept in a 
medically induced coma while 
doctors battled a rampant staph 
infection in his leg that had him in 
and out of the operating room no 
fewer than 10 times. By the time 
they managed to get it under 
control, they had cut away nearly 
30 pounds of muscle, including 
most of his right buttock.

Meanwhile, his family—wife 
Angela and daughter Alexandra 
(then four years old)—had been 
keeping vigil in the hospital 
alongside Ken’s mother, who  
had flown to Edmonton from  
New Brunswick.

"His mother was told he wasn't 
going to make it," says WCB case 
manager Allison Hamilton, who 
was assigned to Ken’s claim.
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A reassuring visit

WCB case managers will make hospital 
or home visits to injured workers, to 
introduce themselves and to provide 
information about the support and 
benefits available to the workers. 

We want to reassure injured  
workers and their families that they 

can focus on healing and recovery—
we'll take care of the rest. In 2016,  

we made over 200 such visits.



Encouraging safe workplaces

We help employers create 
safe work environments 
with strong disability 
management practices, 
including meaningful 
modified work programs 
for their employees.  
To encourage employers’ 
action in these areas, we 
offer voluntary pricing 
programs such as Industry 
Custom Pricing (ICP). At its 
core, ICP is about promoting 
employer accountability for 
safety and protecting valued 
employees against injury.

In 2016, eight industries 
(and approximately 

31,700 more workers) 
opted to participate 
in voluntary pricing 

programs and take 
greater responsibility for 
their experience rating 
results. This represents 

$1.5 billion in insurable 
earnings, which surpassed 

our 2016 target of $1 billion.

CORPORATE MEASURE

Allison helped allay Ken’s 
family’s financial fears 
while he was in ICU
Allison visited the Stevens family many 
times in the ensuing weeks, trying to allay 
their financial fears and provide comfort  
in the face of their mounting stress and 
worry, and the uncertainty about what  
the future held. 

Allison didn't know it then, but the 
journey she was about to accompany them 
on would unfold over the course of three 
and a half years as Ken and his family 
struggled to establish a new normal in the 
face of incredible loss.

Allison wasn't alone. She was joined 
by Harold Drok, the health, safety and 
environmental manager for Northwell 
Oilfield, which was Ken’s employer at the 
time of the accident. 

Ken’s employer was 
determined to help him 
get back to work
Northwell Oilfield always felt they had a 
good health and safety program, but Ken’s 
horrific accident left everyone, from the 
owner on down, shaken to the core. “Ken 
went to work that day thinking he was 
going home that night, and that didn't 
happen," says Harold.

The incident impelled the company to 
take another look at their safety program 
and really think about how and where they 
could improve. In the months following the 
accident, Northwell restructured their entire 
program. Most of the changes involved 
hazard assessment processes, both in the 
field and in the shop. 

Northwell also determined they would 
continue to support Ken. “The day Ken got 
hurt, it changed his life and his family’s life, 
forever,” says Harold. “Their lives will never 
be the same.

"We were responsible for him, and we 
were going to do whatever we could to help 
him get back to work.”
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Recovering from an injury

A workplace injury can 
affect so much, making 
everyday tasks a challenge. 
We want to help injured workers 
recover so we partner with 
a wide range of health care 
providers to make sure the 
right rehabilitation services are 
available at the right time. We 
also explore modified work 
options with employers so 
workers can stay connected to 
their jobs while they recover. 

At year's end, 847 injured 
workers remained off 

work for longer than three 
months—even better 
than our goal of 867. 

We want to reduce the impact 
of workplace injuries as much 
as possible by helping people 
regain their independence and 
quality of life. Each client is 
unique and in cases where they 
need more time to recover, we 
provide the ongoing support and 
long-term benefits they need.

CORPORATE MEASURE

Creating a safety culture—it’s about the plan

Employers are key to 
making workplaces safer 
for Albertans, and we  
want to support them  
in every way we can.  
We work closely with 
employers to develop action 
plans to ensure employers 
are making the improvements 
needed to achieve our shared 
goal of creating healthy 
and safe workplaces.

We want workers to take 
comfort in knowing that their 
employers have programs in 
place to help in their recovery 
and safe return to work. 

 In 2016, we completed 
461 action plans with 

employers—11 more than  
our target of 450.

CORPORATE MEASURE



We have  
gone through 
this together 

since day  
one.

ALLISON 
HAMILTON

says Ken’s claim is one she will 
never forget. “I have a strong 

relationship with Ken and his 
family; we have gone through  

this together since day one.  
It has never been easy for them,  

but Ken never gave up hope  
that somehow he would be able  

to go back to work one day.”

Case manager
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Complicated injuries presented 
ongoing medical challenges
Ken spent months in the hospital and underwent 
upwards of 20 surgeries. He was plagued by a 
seemingly unending series of infections, both in his 
buttock and in his fractured heel. Multiple skin grafts 
proved to be unsuccessful, leaving him without his  
right buttock and with a permanent colostomy. 

"I've given myself a nickname," says Ken, 
dryly. "I'm the one-cheek wonder."

That he can find humour in his situation is a 
testament to his spirit and, says Allison, something else.

"Ken is stubborn," Allison says with a smile. "And he's 
a fighter. I think that's what saved his life.

"But even more than that, he's incredibly resilient."
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Researching new solutions

Our shoulder program 
is just one example of 
how we work to reduce the 
impact of workplace injuries 
on Albertans. Our Research 
Program encourages scientific 
study into topics related 
to workers' compensation 
by offering funding to 
independent researchers 

whose work can make a 
positive difference to our 
business and our customers. 
From improving clinical and 
return-to-work outcomes to 
exploring ways to make our 
workplaces safer, we support 
research to benefit Alberta’s 
workers. 

Shouldering responsibility  
for the right treatment 

We know that healing 
from a workplace injury 
is not easy, which is why it’s 
important for us to identify 
innovations that give our 
workers the very best chance 
at success. A good example 
is how we treat shoulder 
injuries, which can be 
complex. 

In 2016, we introduced a 
province-wide shoulder 
program that brought 
together the worker, a 

surgeon and a physiotherapist 
to develop a specialized 
program for each worker. 
We want workers to receive 
the treatment that is best for 
them, which may or may not 
include surgery. 

Our goal was to increase 
accurate surgical referrals by 

18 per cent—we surpassed 
this and achieved a  

23.8 per cent increase.

CORPORATE MEASURE



HAROLD DROK
says Ken still faces an uncertain future. “This accident has changed his life.  
We just want to do what we can to help him with this new normal. If we can 

contribute to his family, then we're doing what we should be doing.”

Northwell Oilfield's health, safety and environmental manager 

We were 
responsible 
for him and 

we were 
going to do 
whatever 
we could 

to help him 
get back 
to work.
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Working together to achieve fitness to work

When workers are injured, 
we do everything we can 
to help them recover and 
return to work. Together 
with workers, employers 
and health care providers, 
we focus on a treatment 
plan specific to their needs 
because we understand 
one size does not fit all. This 
ensures injured workers 

receive the support they need 
to recover so they can return 
to work safely.

In 2016, 91.7 per cent of 
our workers achieved the 

fitness they needed to 
return to work, exceeding 

our goal of 90 per cent.

CORPORATE MEASURE

Staying active through recovery

We know the longer 
someone is off work with 
an injury, the less likely that 
person is to return. We want 
to support our workers as they 
recover, so we partner with 
them and their employers to 
explore modified work options 
that best match their abilities 
while they heal. Modified work 
involves changing job duties 
or reducing hours so injured 
workers can safely perform 
tasks and stay connected 
to their workplaces while 
recovering.

In 2016, we collaborated with 
workers and employers to 
negotiate suitable modified 
work options. 

These partnerships  
were successful and 

achieved modified work 
for 56.3 per cent of the 

cases tracked. We surpassed 
our goal of 53 per cent.

CORPORATE MEASURE
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Stubbornness and resilience 
kept Ken moving forward
Allison says Ken was determined all along 
to return to his date-of-accident job as 
a truck driver, something that seemed 
unlikely given his injury and the scope of 
his permanent restrictions. 

Still, when Ken was cleared for modified 
duties in May 2014, Northwell helped him 
test the waters, giving him a position as 
a pilot driver, driving an escort vehicle for 
oversize loads.

"[Northwell] always maintained that no 
matter what, if Ken could work again, they 
would find him a position," says Allison. 
"And they never wavered. 

“Despite the recession, they held to  
that promise.”
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Modified duties as a pilot driver proved  
to be unsustainable
Ken’s modified position proved to be unsustainable; sitting for 
hours at a time triggered yet another round of painful infections 
and the need for more surgery. It became clear to everyone, 
including Ken, that resuming his career as a truck driver would 
not be possible. 

As Ken waited for a new surgery date, Harold continued to 
work behind the scenes to look for employment that would 
permanently accommodate his restrictions.

Allison, meanwhile, in a bid to enhance Ken’s employability 
for possible positions within Northwell—or elsewhere—got 
him training in computer courses at WCB’s rehabilitation centre, 
Millard Health. She also referred him for additional vocational 
services to determine his academic skills and to help him identify 
possible job options.

Ken underwent what proved to be his final surgery in August 
2015—more than two and a half years after his accident—for 
another debridement and skin graft on a stubborn open wound 
to his right hip, which refused to heal. 

Ken’s physical limitations were daunting
It took several months for him to recover, but when he was 
able, Ken went to Millard Health for an assessment to 
determine the extent of his work restrictions once and for all. 

Those restrictions proved to be considerable. Ken could 
not kneel, squat or climb and was restricted from sitting, 
standing, driving or walking for more than an hour at a time. 

Allison referred him to the employment specialists at Millard 
to explore job positions that fit within his restrictions. She also 
recommended 12 weeks of re-employment assistance benefits to 
help Ken with things like job search techniques, resumé writing 
and interview skills—abilities he would need if Northwell was 
unable to find him a job within his restrictions.

Northwell made good on its promise  
to find work for Ken
That search was barely underway when Ken received a call from 
Harold with some welcome news.

One of Northwell Oilfield's sister companies, Direct Horizontal 
Drilling, had been using employees on modified duties to work 
overnight security at its warehouse in the Acheson industrial 
park, instead of hiring a security company.

"They weren't really happy with the way things were 
working out," recalls Harold. "When I heard about  
that, a light came on for me—this could  
be something for Ken."

It was. 

Ken is 
stubborn,  
and he’s a 

fighter.
Allison Hamilton



Going back to work “keeps 
my mind moving,” says Ken
The job not only addressed his physical 
limitations—he could get up and walk 
around or stretch anytime he needed to— 

it also gave him flexibility with days off.  
He jumped at the opportunity. Since August 
2016, Ken has been working full time as a 
night patrol guard, a job that allows him  
to be home for his daughter, Alexandra,  
now 10 years old, while his wife Angela 
goes to work during the day. 

The pain is always there. It never goes 
away. Some days it’s tolerable. Other days 
it’s so excruciating, it’s all he can do to 
get out of bed and get moving. He does, 
though, because he has purpose: a job  
that helps him support his family and  
get on with his life. 

"It's nothing like what I used to do,"  
says Ken, "but I'm working again, and it 
keeps my mind moving."

He pauses.

“I’ve come so far and 
overcome so much”
"It's been a long road,” Ken says. “When I 
look back, it's something I would never wish 
upon my worst enemy; it was that scary, 
that horrible. I've come so far and overcome 
so much."

He hasn't done it alone, something 
he's quick to point out.

"I can't say enough about Allison," says 
Ken. "She has been super fantastic—like 
my angel on my shoulder. Anything and 
everything I've needed, she's always 
taken care of me. And Northwell? Hey, 
a lot of companies would have said 'see 
you later' a long time ago, but they've 
always been there, always gone above 
and beyond for me, just like WCB.

"I'm the guy who died five times. 
But I'm the guy who has a beautiful 
wife, a beautiful daughter, a good 
job and a little bit of energy.

"What more can a fella ask for?"  

Reaching out to our customers

We know the decisions we 
make affect people’s lives, 
which is why we want to make 
sure those decisions—and 
the reasons for them—are 
accurate, clear and easy for 
our customers to understand.

In 2016, we audited our 
claim decisions and 
achieved an average 

decision correctness score 
of 93 per cent, surpassing 

our goal of 90 per cent.

Looking at a worker’s potential in the face  
of permanent disability

A permanent disability affects 
every aspect of a worker’s 
life. We want to minimize this 
significant impact by doing 
everything we can to maximize 
the worker’s earning potential 
and job options. This is why 
we audit claim decisions for 
workers left with permanent 
disabilities, who may not 
recover their pre-accident 
wage. We review many aspects 
of the claim—most importantly, 
if the worker was included in 
the vocational plan to identify 
realistic job options with good 
earning potential.

 

Making the right 
decisions is important. 

We audit to ensure quality 
wage-loss decisions are 

made, and we aim to 
achieve a score of  
90 per cent at least  

92.5 per cent of the time. 
In 2016, we exceeded our 

goal, reaching at least  
90 per cent 96 per cent 

of the time.

CORPORATE MEASURE

We know that customer 
satisfaction is key to building 
strong relationships. Every 
year, we ask workers and 
employers: How did we do? 
Were you treated with courtesy 
and respect? Did you receive 
transparent information from 
us in a timely fashion? 

In 2016, approximately 
1,600 workers and 1,600 
employers were surveyed 

with a goal of attaining 
82.5 per cent satisfaction 

with our service—we 
achieved 87.6 per cent.
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Committed to meaningful conversations

Our customers deserve 
our respect, our courtesy 
and, in difficult times, our 
empathy. By engaging workers, 
employers and health care 
providers fully in the claims 
process and answering  
their questions up front,  
we were able to decrease  

the number of times our  
clients needed us to return  
a phone call. 

We reduced call backs by  
35.6 per cent as compared 

to 2015, exceeding our  
goal of 10 per cent.

CORPORATE MEASURE

CORPORATE MEASURE



Despite everything, Ken has 
managed to keep the accident 

in perspective. “There are a 
lot of things that could have 

gone differently for me. I have 
friends in the oilpatch who are 

struggling, who are fighting just 
to hang onto their homes. I’m 

not rich. But I can still live." " 

Ken StevensI'm the guy  
who died five times.  
But I'm the guy who 
has a beautiful wife,  
a beautiful daughter,  
a good job and a little

 bit of energy.    
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When injured workers cannot return to their 
pre-accident occupation, we offer vocational 
services to help them determine their next 
steps. Our services—such as career 
counselling and coaching on resumé 
writing and interview skills— 
are designed to provide workers 
with the support they need  
to find meaningful work  
and a fresh start. 

Finding a new 
career isn’t easy, 
and doing so after a 

workplace injury can be  
especially challenging,  
even scary. 

Our workers 
are involved, 
engaged and 

supported.

Employment specialist Shaley McTavish
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Our goal is for 75 per cent of workers  
who use these services to earn—or have the 
potential to earn—75 per cent or more of their 
pre-injury income.

 In 2016, we helped 69.4 per cent of our 
clients achieve this success, falling short 

of our goal. Alberta’s tight job market 
presented challenges for our clients, and 
even with a persistent focus on retraining 

and job search, desired positions and 
wages were not always available.

 
To lessen the impact of not being able to 
earn as much as they did before, we provide 
ongoing financial support for these workers to 
minimize the difference between how much 
they made before and what they are capable  
of earning after an injury. 

In 2016, we issued a total of $100.2 million in 
these types of payments, almost $13 million 

more than the amount paid in 2015.

CORPORATE MEASURE



We are committed to innovation
Given the challenges that come with a struggling economy, 
we knew this year would be a tough one. So we committed 
ourselves to finding new services we could offer and new ways 
to engage workers more fully in their vocational process. To do 
this, we created educational resources to help workers build the 
specific skills they need to be successful in finding employment.

Taking more time
Preparing for a career change takes time, 
so in 2016 we increased the length of 
our career counselling program from 
18 to 25 business days. This allowed us 
to touch base more often with our workers 
throughout the return-to-work process as 
vocational rehabilitation professionals worked 
with them to explore their options, discuss 
potential barriers, share job leads and identify 
retraining options. Connecting with our workers 
regularly allowed us to better understand 
each person’s needs and helped us provide the 
right support in their search for a new career.

Finding a tailor-made fit
We understand not all people respond 
the same way to a workplace injury—
some face unique challenges that make  
it difficult to move forward. For them,  
a 25-day career counselling program may not  
be the best way we can help. 

In these cases, we create a plan unique to the 
worker’s needs. The focus of this tailor-made 
plan is to help the worker overcome challenges, 
build confidence, identify abilities and 
understand the vocational options available. 
With personalized interview coaching and 
debrief discussions, workers can move through 
the return-to-work process with their vocational 
rehabilitation professional by their side.

For injured workers, taking charge 
of a new vocational direction can be 
daunting and we are here to help. 
This is their life and their livelihood. We 
understand the importance of this challenge 
and are dedicated to making every effort to 
support them throughout their recovery  
and return to work.

(L to R) Employment specialist Cristie Semeniuk, job developer 
Jennifer Moran and case manager Tammy Smith
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When injured workers can  
no longer do the job they had 
before they were injured,  
we offer them financial 
support (called re-employment 
assistance) while they actively 
look for a new job. Workers 
will receive this benefit for 
a maximum of 12 weeks. 
However, if a worker remains 
unemployed after the initial 
12 weeks and Alberta’s 
unemployment rate is at six 
per cent or more, we can give 
an additional four weeks of 
re-employment assistance.



Psychological injuries: 
A better understanding 
leads to innovation  
and positive outcomes 
Psychological trauma affects everyone 
differently. For people experiencing 
anxiety, acute stress reactions, 
adjustment disorders, depression,  
post-traumatic stress disorder (PTSD)  
and other psychological injuries, our  
goal is to ensure they feel fully  
supported throughout their recovery.

Fostering  
a community  
of healing
Support from employers, 
peers and the medical 
community is a critical 
element in healing.  
It is through these partnerships 
that we can truly understand 
the nature of the work 
environment and develop a plan 
that gives workers the very 
best chance for recovery and 
a successful return to work.

Our Traumatic Psychological 
Injury program at Millard 
Health offers innovative 
supports to help a worker’s 
community promote their healing. 
For first responders with PTSD, 
for example, the support of their 
co-workers during exposure 
therapy is invaluable. This 
therapy involves gently exposing 
first responders to situations 
that trigger their anxiety and 
fear, but in a safe and controlled 
environment. Having the physical 
presence of a peer, someone who 

fully comprehends the nature 
of the job and its emotional 
impact, is a source of comfort and 
support and works well when 
combined with psychological 
counselling. Exposure therapy 
provides a means to build long-
lasting coping strategies, making 
the triggers a lesser threat to a 
worker’s well-being. 

Millard Health psychologist Lori Rossi, PhD

The dogs 
are neutral 
ground for 

workers who 
are feeling 

anxious in an 
unfamiliar 

environment.   
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Pet therapy is a growing 
field that incorporates animals 
into the healing process. Research 
suggests this form of therapy 
can help improve a person’s mood 
and stress, as well as significantly 
increase motivation and build 
a positive outlook toward 
rehabilitation. It is a valuable 
complement to treatment, 
especially when a person is 
feeling isolated or is having 
difficulty with social interaction.

We recently introduced 
pet therapy at Millard Health 
to help our workers during 
their recovery. Therapy dogs 
Finnegan and Spike are on-site 
at Millard several times a week. 
Finnegan’s owner, psychologist 
Lori Rossi, says the dogs are 
“neutral ground for workers 
who are feeling anxious in 
an unfamiliar environment.” 
She says not only do they 
lend moral support to people 
during exposure therapy; they 
also attend group sessions 

where their presence helps 
people overcome barriers that 
might be preventing them 
from getting the most out 
of their recovery process.

“Finn and Spike are lovely 
icebreakers among clients who 
have been socially isolated since 
their injury,” says Lori. “The dogs 
get them talking with each other.”

Lori says using a broad mix 
of supports and resources gives 
people with psychological 
injuries the best chance to return 
to work, and to their lives.

Therapy dogs Finnegan and Spike

Therapy

dogs
a great source of comfort
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We know there are times 
when people don’t agree 
with a decision we’ve 
made. When there is 
disagreement, our first 
step is to work with our 
customer to try to resolve 
the issue. We listen with the 
goal of understanding the 
customer’s concerns.  
We explain the reasons 
behind the decision and 
verify that the information 
used in making the 
decision is still accurate. 

Extra help is available
To support our commitment 
to resolving issues, we have 
services available to workers and 
employers as part of a rigorous 
review process.

The Office of the Appeals 
Advisor provides independent 
advice, assistance and advocacy 
to help workers address any 
issues on their claims. Appeals 
advisors work with Customer 
Service to try to resolve the 
dispute. If this attempt is 
unsuccessful, they then assist 
the worker in preparing and 
presenting their concerns to the 
Dispute Resolution and Decision 
Review Body (DRDRB) and/or the 
Appeals Commission.

When an employer  
disagrees with a claim decision, 
the Employer Appeals 
Consulting (EAC) service  
is there to help. This service 
focuses on resolving the 
employer’s concerns by 
collaborating with Customer 
Service. When resolution is not 
possible, the EAC helps the 
employer understand the facts, 
policy and legislation behind the 
decision and provides information 
on the appeal process so the 
employer can make an informed 
decision on how to proceed.  

The DRDRB becomes 
involved if the worker or 
employer requests assistance. 
Resolution specialists work  

to understand the concerns 
brought forward, review the 
decision and the information 
used to make it and ask whether 
there is any new information to 
consider. If the DRDRB find that 
the decision is correct, they will 
explain what the decision was 
based on. If they find the decision 
was incorrect, they work with 
Customer Service or Employer 
Account Services to fix it.

If workers or employers 
disagree with a DRDRB decision, 
they can appeal in writing to 
the Appeals Commission for 
Alberta Workers’ Compensation, 
an external tribunal that reports 
to the Ministry of Labour.
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When claim decisions are questioned, 
resolution is our goal 
We are committed to making fair decisions   
and want our customers—both workers and employers— 
to understand all the decisions affecting a claim. 
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We administered

163,718 
claims.

Of those claims, 

3,041 
received a review 

request. The DRDRB 
received a request 

for review on 

2,031 
claims,  

90.6 per cent 
of which were 

actioned within  
40 days.

The external  
Appeals 

Commission 
received  

appeals on

687 
DRDRB claims.

Decisions on

232 
claims were 

overturned by 
the Appeals 

Commission.

IN 2016



In 2016,  
we continued to 

update the systems 
that help us support 

our customers.

Rehabilitation coordinator Sakouna Kanyavong
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Setting up  
our systems  
for future 
success
Always looking  
for ways to improve 
helps strengthen  
our business and 
allows us to offer our 
customers timely and 
supportive service. In 
2016, we continued 
to update the systems 
that help us support 
our customers in 
several ways.

In 2014, we began building 
a new application to house 
all of our employer account 
information, to make accessing 
this information easier and more 
streamlined. The first phase of 
this upgrade launched in 2015 and in 
2016, we added more functionality 
to help us provide even better service 
to the employers we work with.

We also began rebuilding the 
technology we use to manage 
claim payments for our injured 
workers. This technology has been 
in place since 1992 and has provided a 
stable means of issuing and tracking 
all benefit payments. Once rebuilt, the 
new version of our application will 
be part of our disability management 
application, allowing us to continue to 
deliver seamless customer service.

CORPORATE MEASURE

CORPORATE MEASURE
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From the 
flames of the 
Fort McMurray 
wildfire comes 
a community of 
helping hands 
Vonda Bobart needed 
everything when she and 
her six-year-old daughter 
Chandra-Lily were forced  
to flee the fury of the Fort 
McMurray wildfire last 
sprinG—but what she 
wanted most of all  
were skates.

“I know it sounds silly, but skating  
has always been our thing," says Vonda, 
a single mom. “It’s our way to enjoy time 
together and to blow off steam. To me, 
the skates represented stability.”

Her request found its way to 
Heather Queenan, a medical secretary 
in Medical Services at WCB, through a 
mutual friend in Lethbridge.

“I didn’t know Vonda at the time,” 
explains Heather, “but my friend asked 
me if I could help.”

Giving back part of the 
culture at WCB

Heather reached out to Jacquie Sturko, 
a project manager in Corporate Services 
who oversees WCB’s Community Works 
program. Giving back to the community 
is a hallmark for those who work at 
WCB, many of whom support a number 
of causes through donations or by 
volunteering. Fundraising efforts for  
a variety of charities take place 
organizationally year-round, in addition 
to regular blood donor drives. There is 
also a community giving program, 

where staff can make regular donations 
to non-profits through payroll deductions. 

Jacquie helped Heather get the skates 
on Vonda’s wish list, but she didn’t stop 
there. WCB employees had filled an 
entire meeting room with donations of 
clothing, food and assorted household 
items to give to the tens of thousands 
of evacuees, among them injured 
workers and employers. Staff at WCB 
also logged countless hours of their own 
time volunteering for the Edmonton 
Emergency Relief Services Society, the 
agency that spearheaded the massive 
relief effort.  

Acts of kindness when  
she needed it most

“Jacquie was so wonderful,” says 
Heather. “She took me to this room that 
had all this donated clothing. Vonda was 
working in Edmonton by then but really 
didn’t have much, so I was able to put 
together some business attire for her  
as well.”

Vonda and her daughter have since 
resettled in St. Albert. Her house in Fort 
McMurray is still standing—it sustained 
only smoke damage—but she has no 
intention of returning.

“It’s just too traumatizing; I can’t go 
back there.”

She says she will never forget the 
kindness shown to her by the people  
at WCB, at a time when she needed  
it most.

“I am so grateful,” says Vonda. 
“Heather and Jacquie were just godsends.” 

The emotional fallout of that terrible 
time still resonates. Chandra-Lily started 
suffering bouts of separation anxiety 
after the fire, which still persist but are 
becoming less frequent. Vonda’s sure 
they will disappear altogether. It’s just 
going to take time, love—and maybe a 
few more laps around the rink.

Full team ahead

Our employees 
supported 

more than 40 
charities, through 
volunteerism and 

our Employee 
Giving Program. 

Through a series 
of retrofits  

in our buildings 
aimed at enhancing 
energy efficiencies, 

we have reduced 
our power and 
natural gas CO2 

emissions by  
14 per cent, or 

2,392,363 pounds, 
over the past 

five years.

Through our 
recycling 

programs, we 
diverted nearly 

365,000 pounds 
of garbage from 

our landfills.

Vonda Bobart and  
Chandra-Lily



Every year,  
we administer a portion 

of the premiums collected 
from employers to safety 

associations, to help 
them fund their injury 
prevention initiatives.

Over 6,000 young Albertans 
were injured on the job in 
2016. We want to reduce this 
number by raising awareness 
about safety in the workplace 
through our Heads Up—Young 

Worker Safety campaign.

We partner with safety 
associations to support 

awareness initiatives 
about injury prevention 

in the workplace. We have 
focused on topics like personal 
protective equipment, hearing 

protection, clean worksites, fall 
protection, ladder safety, eye 

protection and more. Have a 
look at the resources available 

online—visit wcb.ab.ca and 
search "Promoting safety in 

your workplaces."

Prevention is  
everyone's business—

including ours.

Our vision statement, 
“Albertans working—a safe, 
healthy and strong Alberta,” 

represents everything we 
believe in and drives 

everything we do.
We believe we have an obligation to support and 

encourage employers and employees in their 
continuing efforts to create safe workplaces.

We are here to help injured workers, but 
ideally, no one would get hurt at all. We want 

workers to stay safe, healthy and strong. 

Here are some of the ways  
we’re helping:
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Collecting enough 
employer premiums 
to cover the cost of 
injuries

Each year, we forecast the 
costs of wage loss, health 
care, vocational benefits and 
the administration needed 
to help injured workers 
recover and return to work. 
We base employer premium 
rates on this forecast to make 
sure we collect enough money 
to cover those costs. Basing our 
forecast on reasonable estimates 
ensures we have the funds we 
need to pay the current and 
future costs of workplace injuries 
while minimizing the impact to 
employer premiums.  

Our goal is to break even, 
collecting sufficient revenue to 
cover the cost of injuries. In 2016, 
we saw a decrease in premium 

revenues due to a decline in 
insurable earnings (the gross 
amount of money paid to workers 
by employers); as a result, our 
costs exceeded our revenue and 
we had a year-end deficit of  
$64.2 million.

Our strong funding 
position protects 
worker benefits in the 
long term

We are required by the 
Workers’ Compensation Act 
(the Act) to be fully funded, 
meaning we have enough 
money to help those who 
are injured for the entire 
duration of their claim.  
More specifically, being fully 
funded means that our assets 
(e.g., investments) are equal to  
or greater than our liabilities  

(e.g., claim benefits payable  
now and into the future). 

When we take the value of  
our assets and express them as  
a percentage of our liabilities, we 
calculate a funded ratio. We strive 
for a funded ratio of 114 per cent 
to 128 per cent. This range 
provides a safeguard against 
volatility in the investment 
market and helps meet the 
requirements of the Act.

OUR FUNDED POSITION, 1984-2016
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Financial stability—today and tomorrow
Our financial commitment is to ensure the workers’ 
compensation system remains stable so we can provide the 
necessary support to injured workers, today and in the future.

Our funded 
position remained 

strong in 2016, 
with a year-end 
funded ratio of  
133.8 per cent.

CORPORATE MEASURE

CORPORATE MEASURE

Funded ratio target


