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Mikelle
Hawryschuk
had been a corrections officer at a
women’s correctional facility for eight
years when she filed a psychological
injury claim with WCB, beginning a
journey that would unfold over the
course of more than four years.
This is her story.
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I

can’t tell you how many times my life was

threatened over the years, or how many incidents I was
involved in. What really did me in, though, was the day we
responded to a fight on the secure unit.

It was like everything was happening
in slow motion.
I had a newly trained officer with me and, as we approached the
unit, one inmate was on top of another one, beating her severely.
Both were violent offenders.
Before we entered, I asked my trainee if she was ready. She said
she was, and I believed her. In corrections, you depend on your
partner’s instincts and ability just as much as your own. We went in,
and when I pulled the inmate off the other, she came up swinging—
punching me in the face and in the abdomen. I called out to my
trainee to help me, my eyes searching the room for her. When
I finally saw her, she was standing in the corner, frozen, like a statue.
It was like everything was happening in slow motion. I finally
managed to gain the upper hand and was able to restrain the
inmate. I did my job.
Later, I wrote up my report and we had a critical incident
stress management meeting where we talked about what
happened. These things are standard procedure after
serious incidents and are intended to help officers like
me, but I left feeling numb. I was angry, too.
I filed a claim with WCB. The sore jaw I suffered
healed after a few days, but the psychological
pain I was left with hadn’t, and it was getting
worse. What happened that day stuck with
me. Thankfully, my WCB case manager, Anita,
has been with me since day one and could
recognize what I knew was there but no one
else could see.
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My case manager recognized the injuries
I was suffering from that no one else
could see.

Making sure injured workers get
the right treatment at the right time
is important to their recovery and
to us. In addition to the services
we offer to treat physical injuries,

I never felt safe after the day of the incident, and that feeling
worsened to the point where I practically felt paralyzed. There were
days I couldn't get out of bed. I was jaded and angry, and I found
it hard to even be around the inmates, to afford them dignity and
respect on even a basic level.

we also offer a range of
psychological services, like
counselling, for those who need it.

More than just helping me with the physical injuries I sustained
at work, Anita recognized the pain I was feeling on the inside
and worked just as hard to help me heal from the inside out. She
arranged counselling for me to help me process my feelings about
what had happened that day. I’ve always felt that she was in my
corner and had my best interests at heart. Not to mention, she’s the
most thorough, organized, on-top-of-things person I’ve ever met.
After the incident, I had work restrictions in place where I couldn't
respond to incidents or work on the secure units. After a few months,
when I started performing these duties again, things really started to
crumble around me.
I was missing more and more work. There were triggers everywhere.
I realized I wouldn’t be able to continue my career in criminal
justice—it was like suffering a loss, and I had to go through a
grieving process.

These services are provided by
licensed professionals who have been
chosen personally by the worker, or
have partnered with WCB-Alberta as
providers who have experience with
work-related injuries. We take great
care to ensure injured workers are
matched with providers whose area of
expertise supports their physical and/
or psychological injury.

Returning to work isn’t always as
straightforward as it sounds. When

workers have restrictions that
keep them from doing their job the same
way they did before they were hurt,

their employers may be able
to offer modified work.

There were days that
I couldn’t get out of bed.
I was jaded and angry
…what happened that
day stuck with me.

Modified work is a safe way for injured
workers to return to work while
recovering. It allows them to regain a
sense of normalcy and independence.
We can help employers arrange
modified work by helping to identify:
• Changes to job tasks or functions
(e.g., less lifting, bending).
• Changes to workload (e.g., hours
worked per day).
• Alterations to the work area or
equipment used.
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Operated by WCB-Alberta,
Millard Health is one service
provider that offers rehabilitation
and vocational services to
injured workers. Teams of clinical
professionals offer specialized
physical, psychological and
occupational therapies to help
injured workers recover and return
to work.
Looking for and finding a new job
can be stressful, but vocational
experts can help by assessing injured
workers' individual skills, abilities
and interests to help identify their
best employment options. Through
personal career counselling,
injured workers can explore options,
develop new skills and identify goals
for their future.

When injured workers cannot return
to their pre-accident job, we can
help. Throughout our Supported
Job Search (SJS) program,
a dedicated job developer helped
Mikelle through the process, which
includes reviewing job-search
techniques, helping identify potential
new employers, helping to prepare for
interviews and debriefing afterwards.
While participating in the SJS
program, injured workers are eligible
to receive re-employment assistance
wage benefits.

A fresh start at 41: Back to school to
explore a new career
While I tried to figure out what my next steps would be, Anita
supported me by approving me for some computer courses and
career counselling at Millard. I found a casual job at a casino doing
surveillance, and it really helped to rebuild my confidence.
After I had been working at the casino for a while, Anita and I talked
about the possibility of going back to school to retrain for another
career. She knew how important it was to me to make sure people
felt safe at work, so she suggested working toward becoming a
construction safety officer. It felt like a great fit for me so, at 41 years
old, I found myself going back to school to get my occupational health
and safety certificate.
I completed the course and started looking for work, but I got really
discouraged. The companies I approached wanted someone with
experience. Plus, while I was in school the economy went downhill and
there weren’t a lot of jobs available.
Recognizing how difficult the economy was making it to find a job,
Anita extended my supported job search to 16 weeks. I applied for well
over 100 jobs. By the end I couldn't even look at a computer monitor
anymore. I was so done. What was I going to do? I had a mortgage, a
vehicle and bills to pay. My benefits were coming to an end and I still
hadn’t found a job.

When I felt discouraged, Anita stepped in
to advocate on my behalf
Anita could hear how discouraged I was, so she took it upon herself to
reach out to some employers I had on my contact sheet to advocate on
my behalf. She also let them know about the possibility of WCB helping
to offset training costs. Once again, she came through for me and did
whatever she could to get me to that next step.
It felt like things might turn around when she got me an interview
with Peak Safety Services. When I sat down to talk to Brent (Camplin)
and Sharon (Audette), it was like having coffee with friends. Brent is a
paramedic, so we had a connection right away.
The question was whether they were willing to gamble and bring
someone onboard who was so green.
The following week, I finished my supported job search at Millard.
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When I walked out of there for the last time and got into my vehicle to
drive home, I thought, “Please, please, I just need somebody to have
faith in me so I can prove myself.”
When I got home, there was a voicemail message on my cell. It was
Brent. I felt sick, but I knew I had to call him back. He started talking
about how much he enjoyed meeting me, but that I wasn't really
qualified for the job I interviewed for. I thought, “That's it, it's done.”
But then he said they knew I would be a good fit for their team and they
were going to create a job for me—they wanted to be the company to
give me my start in my new career.
It was amazing!
My first day I got a new laptop and a cell phone, and the next day I got
my business cards. I'm pretty proud of myself. It’s a whole new journey.
I feel like I've kind of come full circle. I worked as a front-line person for
eight years and now, hopefully, I can help those people in the trenches,
and teach people how to keep their staff safe.

Please,
please,
I just need
somebody
to have faith
in me so
I can prove
myself.

Mikelle Hawryschuk, Brent Camplin and Anita Ferguson
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Brent
Camplin
is the co-founder of Peak
Safety Services. Brent and his
business partner Sharon Audette
interviewed Mikelle and knew
they wanted to hire her, despite
her lack of experience.
This is Brent’s story.
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T

he posting Anita reached out to us about

was for a junior health and safety person. We were looking
for somebody with a moderate level of experience, and we
ended up with more than 100 applications. Mikelle didn’t have the
experience we were looking for, but Anita was so confident in her
that we decided we should meet her.

“I really empathized with Mikelle and
the troubles she experienced in her
previous career.”
What struck both Sharon and me in the interview was Mikelle’s
enthusiasm and her dedication to learning about health and safety.
She came across as very professional. She didn’t hide the fact that
she didn’t have any experience, but what really came across was her
willingness to learn.
I felt a connection with her, for sure. I haven’t worked in corrections,
but I am a paramedic. I still do two shifts a month in the ambulance,
so I really empathized with Mikelle and the troubles she experienced
in her previous career. I know the realities of psychological trauma;
I see it every day, and I’ve walked down that path.

If we’re able
to become a
company that
helps people like
her find a new
direction by giving
them a positive,
understanding,
working environment,
that would be
an opportunity
in itself.

Rethinking the way we do business
In the end, we decided to create a position for her. We’re calling her a
health and safety technician because of her educational background,
but really, we want her to explore what health and safety is about
in a broad sense while, at the same time, identifying the areas she
really enjoys or is interested in. We’re also currently developing an
equipment rental division to our business, which we see Mikelle
playing a significant role in administering.
She hasn’t been with us for very long but she’s already doing an
exceptional job. It’s hard to keep enough work in front of her; she’s
so quick. She has jumped in with both feet.
I think the Training-on-the-Job program is really amazing.
It makes me rethink the way we do business in the sense that I
know that Mikelle is not the only person who has struggled with
psychological trauma because of work. If we’re able to become a
company that helps people like her find a new direction by giving
them a positive, understanding working environment, that would
be an opportunity in itself.

The Training-on-the-Job
program (TOJ) is designed to
help people return to work, but it’s
also an incentive for employers
to get financial assistance for
employee training.
WCB-Alberta supports employers by
identifying the on-the-job training
skills needed for the worker to learn
about the company and the new job.
During this learning phase, the cost
of the TOJ program is shared between
WCB-Alberta and the training
employer; WCB reimburses the
employer a percentage of the salary
paid to the new employee.
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Anita
Ferguson
has been a case manager with
WCB-Alberta for 11 years.
Mikelle was one of the first
workers with a psychological
injury that Anita helped after
she joined the special needs
team nearly five years ago.
This is Anita’s story.

She had gone
through so much,
and I wanted to
help her have a
fresh start.

8
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A

fter Mikelle was offered the training-on-the-job

contract at Peak Safety Services, we reminisced about the long
journey we had been on together. We talked every two weeks—
sometimes more—over the course of her claim, so we had had a lot of
conversations through the years.

I wanted to help her have a fresh start
When I first started working with her, she had days when she could
barely get out of bed because her depression was so bad.
There were ups and downs throughout her claim, but I always took the
time to listen and to hear what was worrying her. Understanding her
worries helped me do everything I could to remove barriers to help her
keep on an even keel.

Anita regularly helps workers who
have psychological injuries. She is

part of a team that manages
claims where the injuries
are multifaceted and require
specialized treatment. Special needs
teams have experience working with
those who have been severely injured
or experienced trauma; staff on these
teams are able to offer an additional
level of expertise to what can be very
complex circumstances.

It became clear early on that she wasn’t going to be able to continue to
work in corrections. She didn’t feel safe. She tried to return to modified
duties, but her workplace had so many triggers, and she would relapse.
She had gone through so much, and I wanted to help her have a fresh start.
When we started talking about finding a new career I thought a
lot about a construction safety officer. It felt like a good fit given
her background in safety as a corrections officer and her
newfound passion for it after the incident. I told her I thought
she would be great at it, and she was interested right away.
I approved her for an occupational health and safety (OH&S)
certificate. She was so wonderful as she worked towards it—
such a go-getter, always on top of everything.

Stepping in to see if there was
more I could do to help
The economy had really gone down the drain while she was
in school, and it was a difficult time to find work. I extended her
supported job search, but I could tell she was feeling desperate.
I could hear it in her voice. I started calling employers on her contact
sheet to see if I could help. I told them how great I knew Mikelle would be
and talked to them about the benefits of our Training-on-the-Job (TOJ)
program. After several calls, I was able to get her an interview at Peak.
The fact that they created a job for her is beyond amazing. Recognizing that
good jobs were hard to come by, and because of her positive attitude and
commitment to learning, we were able to arrange for a year-long TOJ. I was
so happy that we could facilitate this opportunity for her and that she now
has a sense of job security after a lengthy search.
It was such a great opportunity, and Mikelle is doing so well; she’s thriving,
really. It’s what makes my job so special. It’s more than just helping
someone recover—it’s seeing them succeed.
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Our strategic priorities

Albertans working—a safe, healthy and strong Alberta.
This is our vision, what we believe should be the ideal state of working life in Alberta. To get there,
we work with our partners to significantly and measurably reduce the impact of workplace illness
and injury on Albertans.

Leading us there
To help us deliver on our commitments, four strategic priorities guide all areas of our business and
every decision we make. In 2017, we enhanced these priorities to better reflect our organization’s
values to our stakeholders.

10

Our commitment to
fairness:

Supporting prevention
efforts in the province:

Our decisions will be consistent, thoughtful
and respectful to all stakeholders. Our
service delivery model will reflect our goals
of administrative fairness, ethical and
evidence-based decision making, open
communication and process transparency.

Working with industry, labour and our
partners in Occupational Health and
Safety, we will examine issues and make
improvements to the collection and use of
data related to the prevention of workplace
injuries and illness.

Our worker-centric
return-to-work model:

Ensuring financial
sustainability:

We will focus on assisting workers with
their injuries, illnesses and concerns
and help them achieve their potential
by engaging in a compassionate and
collaborative process that ensures timely
care, comprehensive benefits and realistic
rehabilitation plans.

Workers and employers deserve
sustainable and affordable protection from
the impact of workplace injury and illness.
Our financial management strategies will
improve the lives and livelihoods of the
workers and employers of the province.

WCB-Alberta 2017 Annual Report

Message from the Chair
operational goals, ensuring they continue to adhere
to the Workers’ Compensation Act. It’s in these
meetings that we continue to learn firsthand how
robust the system is in the ways that it serves injured
workers and employers. We continue to work hard
to maintain the overall stability of the system, but
also to support WCB’s culture of innovation by
looking for new ways to meet the evolving needs of
the thousands of Albertans whose lives are affected
by workplace injuries each year.

I

t’s my privilege to serve as the Chair

of WCB-Alberta’s Board of Directors. We are
a diverse group of individuals who bring a lot
of knowledge and expertise from our personal
backgrounds and professions. And we share a
common vision and commitment to the strength
and sustainability of the workers’ compensation
system in Alberta.
Helping make informed decisions
Representing the interests and perspectives of
the workers, employers and general public that
make up our province, our Board of Directors is
appointed by the Lieutenant Governor in Council.
Our role as directed by government is to monitor
the performance of the organization and to provide
guidance to its executive management—ensuring
WCB stays true to its values and delivers on its
commitments. The principles of fairness, balance
and transparency that form this system are also the
foundation of our leadership as a board.
Working together
In our board meetings throughout the year, we meet
with WCB’s Strategic Management Council to review
the organization’s strategic direction and discuss its

Preparing for the year ahead
The end of 2017 saw the passing of new legislation
that amended the Workers’ Compensation Act.
This new legislation was developed upon
recommendations from a WCB review panel that
was commissioned by the Minister of Labour to
find ways to enhance the workers’ compensation
system for its stakeholders. In keeping with the
new legislation, our board approved a number
of significant policy changes that provide benefit
enhancements to those who need it most, including
families of fatally injured workers and those living
with long-term disabilities whose benefits need to
be protected from the cost of inflation.
As we move into 2018, we continue to work towards
making the system better, and we look forward to
working directly with our stakeholders to develop
and implement the policies that reflect the
legislation.
I look forward to working with the rest of the board
in the coming year to continue to meet the interests
of workers, employers and the general public in a
fair and balanced manner.

E. James Kindrake, Chair, Board of Directors

E. James (Jim) Kindrake was appointed as Chair in 2015, after retiring from a lengthy practice as a civil litigation
lawyer in both the private and public sector. Jim brings his knowledge of employment, insurance and personal injury law,
where he acted on behalf of employers, employees, insurers and injured persons—to his role on the board. In addition
to serving on the City of Edmonton Sub-Division and Development Appeal Board, Jim continues to be involved in legal
education by chairing seminars for practitioners and by teaching several sections of the Alberta bar admission course to
articling students.
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2017 Board of Directors
Representative of the interests of workers:

Fred Nowicki currently sits as a

Grace Thostenson has a passion

Ivana Niblett is proud to be a

board member with the Lethbridge
John Howard Society, and is also
involved in a number of community
projects. Over his 28-year career
in human resources management
with the federal government, he
gained knowledge and experience
in counselling, training, immigration
settlement and employment
insurance benefits.

for labour relations that spans 25
years. Beginning her career as a longdistance operator, Grace went on to
work for a telecommunications union
and eventually to a union representing
electrical power industries. She has
been the business manager of the
United Utility Workers’ Association for
the past 17 years.

steelworker. Currently a business
agent for the United Steelworkers
Local 1-207, she was appointed
to the board in March 2017.
She has been involved with the
labour movement for 18 years,
working with members, affiliates
and labour councils across the
country.

Representative of the interests of employers:

Erna Ference has been a board

Alex McPherson is a professor

Philip Hughes has been a leader

member since 2012. A chartered
professional accountant by trade,
she also has a wealth of agricultural
experience stemming from her time
as a chicken producer and family
farm owner. Currently chair of the
Alberta Chicken Producers, she also
has a national role with the Chicken
Farmers of Canada.

emeritus at the University of Alberta,
where he was a professor of medicine
for 25 years. As a medical doctor,
he was previously the director of
medicine at the Cross Cancer Institute,
and also held a deputy minister role
with the provincial government.
Additionally, Alex serves as chair and
member of the Executive Committee
for the Institute of Corporate Directors
(Edmonton Chapter).

in Canada's energy sector for 25
years, serving as president and
chief executive officer of five energy
companies across Canada. He also
serves as chair of Naikun Wind
Energy Group Inc., and of Kineticor
Resources Inc.

Representative of the interests of the public*:
Mary Phillips-Rickey is a chartered professional account and director of
finance and administration at CKUA Radio Foundation. In addition to our board,
she also sits on the board of the Association of Professional Engineers and
Geoscientists of Alberta (APEGA). Actively engaged in the arts and not-forprofit sectors, she is a past board member of the Edmonton Arts Council and
Edmonton Economic and Development Council (EEDC).
* There were two vacancies in this category in 2017.
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Standing committees

T

o support the Board of Directors in carrying out its responsibilities,

its standing committees perform considerable work. Each committee has a specific area
of focus and provides research, advice and direction to the board to continually enhance its
overall governance of WCB-Alberta.
Based on their areas of expertise and interest, each member of the board* sits on at least one
standing committee. The committees cover the following core functions:

Audit
Review and make recommendations with respect to WCB’s financial management and annual
audited financial statements. This also includes overseeing the valuation of the claim benefit
liabilities, which are the claim costs payable now and into the future.

Finance
Review and recommend WCB-Alberta's budget and financial plan and oversee the financial
and investment management process.

Human resources and governance
Review and make recommendations with respect to human resource management
philosophies, succession planning, executive compensation and corporate goals, objectives
and performance. Ensuring the board operates in accordance with good corporate
governance practices is also a focus, which includes monitoring and implementing board
member orientation and development.

Policy
Review and recommend new policies, revised policies and legislative changes related
to benefits and premiums. This includes overseeing stakeholder involvement in policy
development and revision.
*The chair serves as an ex-officio member of all committees.
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Message from the President & CEO

I

n my role as the President & CEO

of WCB-Alberta, I often reflect on the work
we do and what our organization means to
Albertans. Each year is different from the one
before—new sets of challenges to face, new
successes to celebrate—but what remains the
same is the element of change.
Evolving with our customers
Just as change is a natural part of life, it’s also a
natural part of business. As Alberta’s workforce
transforms, so do the needs of our customers; as
a result, we push ourselves to evolve alongside
them so that we serve injured workers and their
employers to the best of our abilities. This comes
to life by taking feedback from our customers and
using it to become better. For example, this year we
worked hard to improve our communication and
processes with workers who have complex claims,
whose road to recovery and work may take a little
longer and require extra care.
What’s been equally important to our continued
evolution is the persistence shown by our
stakeholders. We see incredible resilience from
workers every day—people like Mikelle whose story
we shared on page 1, who are not only adapting to
a new normal, but thriving in it. We see resilience
from employers, health care providers, industry
partners and our staff, each adjusting to changing
environments but remaining focused on our
collective goal of helping injured workers get
back to life, work and good health.

14
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Our people, helping people
Thousands of people face the uncertainty caused
by a work injury every year—fortunately, we have
over 1,700 dedicated and compassionate people
who work at WCB to help them. I am proud of their
commitment and, even more, that most of our
customers feel the same way. Each year, we survey
workers and employers to find out how we’re doing.
We want to make sure they are satisfied with their
experience, that they feel they were treated with
respect and that they received open and timely
communication. In 2017, we achieved a record-high
satisfaction score of 88.8% in these areas. When our
customers feel cared for, it tells us we’re focusing on
the right things.
Our leaders
Guiding our staff is WCB’s Strategic Management
Council (SMC). This group is made up of our
organization’s executive leaders, who are
responsible for administering the Workers’
Compensation Act and maintaining a focus on our
mandate by developing solid business objectives
and strategies. Seeing how these plans come to
life through our clients’ recoveries and triumphs
helps us remain connected and committed to the
responsibility we have to Albertans.
Heading in the right direction
Our strong customer satisfaction results, the
excellence of our staff and the direction, guidance
and oversight we receive from our Board of
Directors gives me great confidence for the year
ahead. Caring for injured workers and helping them
recover and return to work will always be what we
do. This isn’t a path we’ll stray from. By listening to
our customers and working with our stakeholders
and partners in government, I know we can
confidently take our path in new directions.

Guy R. Kerr, President & CEO

Strategic Management Council

Ron
Helmhold

Guy
R. Kerr

William
Ostapek

Roxy
Shulha-McKay

Pieter
Lambooy

Chief
Financial
Officer

President
& CEO

Secretary
& General
Counsel

VP, Employee &
Corporate Services

VP, Operations
& Disability
Management

Wendy King
VP, Operations
& Chief
Information
Officer
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Corporate objectives

I

n support of our strategic priorities, we focus our business performance

through corporate objectives that are set each year. These objectives act as a guide for our
organization to ensure we’re all working together to achieve the same goals and deliver the best
possible service to our stakeholders.
We measure these objectives in four areas that reflect our goals for service outcomes, customer
impact, financial sustainability and innovation.

Customer outcomes
Customer satisfaction
Focusing on providing timely communication that is transparent,
respectful and actively engages both workers and employers strengthens
the return-to-work process and is key to successful outcomes.
Each year we survey 1,600 workers and 1,600 employers to get feedback on
how we are doing.

Fairness
The decisions we make impact lives. We want them to be fair and explained
clearly, and we work hard to get them right the first time. To measure how
we are doing, we audit decisions throughout the life of a claim. These
include decisions made on return-to-work planning, fitness for work and
benefit entitlement.

Return to work
A successful return to work requires a collaborative effort. Our goal is to
keep workers informed and engaged in their return-to-work plans. This is
especially important in complex cases (that last 29 days or more), when the
road to recovery and return to work might be less clear. We want workers
to play an active role in developing plans that work for them and their
unique situation.

Results
By being timely, respectful and
transparent with workers and
employers, we achieved an average
customer satisfaction score of
88.8%.
Target: 83%

Our decisions were reviewed for
accuracy and quality, and they
achieved an average score of
95%.
Target: 90%

Our success in engaging workers
with complex claims is measured
by their feedback on whether
they felt appropriately involved in
decisions about their return to work.
We achieved 86.1%.

We gauge this result by asking injured workers we survey to respond to the
following statement, "My case manager did a good job involving me in
decisions made around return to work."

Target: 83.7%

Leveraging prevention

We collaborated with employers to
create 474 custom action plans to
help them develop programs that
support the care and safety of their
staff.

Employers play a key role in helping workers stay safe and return to work
successfully if they’ve been hurt. To help employers offer their workers the
very best support, we partner with them to develop action plans aimed at
improving their health and safety and disability management plans.

Target: 450 action plans

16
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Key deliverables
Customer satisfaction
Part of helping our customers feel well cared for is making sure they feel
well informed. We try to provide timely and proactive communication to
our customers so they don’t have to take extra steps to contact us to get
the information they need.

Fairness
1. The impact of workplace injuries is felt by workers and employers alike—at
times they may not agree with a decision we have made. In these cases,
we want to ensure they fully understand how the decision was made and
have every opportunity to provide us with additional information that
could impact that decision.
	In 2017 we enhanced our proactive resolution approach within Customer
Service teams to help resolve workers’ and employers’ concerns so they
did not feel they needed to proceed to a formal decision review.
2. 	Temporary economic loss (TEL) and economic loss payment (ELP)
benefits represent two of the largest vocational benefits provided to
injured workers. These benefits are paid when work restrictions prevent
workers from returning to their date-of-accident employment. We audit
these wage-loss decisions to ensure our customers receive consistently
appropriate vocational services and accurate wage-loss benefits.

Return to work
Sometimes when workers are injured, they are not medically able to return
to their previous job. When a job change is required, we offer vocational
services to help workers identify their transferable skills, job interests and
retraining options. We also help them improve their job-search skills.

Results
We exceeded our target by reducing
call-back requests by 3.7%.
Target: Maintain the call-back

volume reduction achieved in 2016.

1.	Our enhanced proactive resolution
approach allowed our Customer
Service teams to resolve 35.3% of
all issues submitted by workers
and employers without escalation
to the Dispute Resolution and
Decision Review Body.
Target: Resolve 29.5%
2.	We achieved a quality score of
98.2%, ensuring our customers
received appropriate vocational
services and accurate wage-loss
benefits.
Target: 90%

We helped 62.1% of workers
achieve the potential to recover at
least 75% of their pre-injury income.
Target: 67% or greater

 lberta’s difficult job market has continued to present challenges for our
A
workers whose injuries require them to embark on a new career. For these
workers—and any workers who are unable to regain their pre-injury
income—we provide temporary and long-term wage-loss benefits to close
the gap as needed.

Our funded position, 1984-2016

Leveraging prevention
Modified work is a safe way for injured workers to work while they recover.
In addition to being good for recovery, meaningful modified work helps
workers stay connected to their career, their colleagues and their workplace.
It can include adjusting tasks or temporarily performing duties that are
normally performed by others. It can also mean altering a work space or the
equipment used to perform a job.

Through successful partnerships,
we helped employers arrange
successful modified work on
56.1% of cases where a return to
work was achieved.*
Target: 55%
* Where time loss was greater
than 21 days
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Corporate objectives continued

Financial sustainability
Today’s employers pay for the cost of
today’s injuries
Ensuring our workers’ compensation system is
financially stable and able to support injured workers
now and in the future is a responsibility we take
seriously.
One of our key financial goals is to ensure that the
premium rates we collect cover the fully funded cost
of current-year injuries. Each year we forecast the cost
(wage loss, medical, vocational and administrative)
required to help injured workers recover and return to
work. We use this forecast to set employer premium
rates so that we collect enough from employers each
year to cover the current and future costs for injuries that
occur in the same rate setting year.

In 2017, we collected less than the cost of claims,
ending the year with a deficit from customer operations
of $91.8 million. This was driven by a combination of
lower-than-expected employer premium revenues
(resulting from lower insurable earnings) and higherthan-expected claim costs (resulting from higher claim
volumes and costs).

Our funding level protects workers
We are required by the Workers’ Compensation Act
to be fully funded, meaning we need to have enough
money to provide injured workers with the benefits and
support they need for the life of their claims. To do this,
we target a funded ratio range of 114% to 128%, which
acts as a safeguard to ensure we have enough money
to care for injured workers into the future. Our funded
position remained strong in 2017, with a year-end ratio of
127.3%, exceeding our goal of maintaining a minimum
year-end target of 114%.

Our funding level, 1987–2017
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Innovating toward a
strong future
Achieving success requires us to understand and adapt
to a world that is constantly changing. At WCB-Alberta,
this means we continually challenge ourselves to
improve—to get better at what we do for Albertans, their
families and employers.

Building understanding
In 2017 we looked for ways to educate Albertans to
help them understand their workers’ compensation
system. To achieve this, we launched two province-wide
education campaigns to educate workers about their
right to report workplace injuries and about the support
they can expect if they’re ever injured at work. We also
adjusted our letters and developed new resources on
our website
to help educate workers about the benefits
140%
135%
and services
we can provide and the treatment choices
130%
they have.
125%
120%
115%
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Enhancing technology to improve
customer service
Improving our technical tools continues to be an
important focus for us, as we want to be in the best
position possible to support both workers and
employers. This year we enhanced our employer account
system by integrating our injury prevention application
and introducing a premium estimator. We also continued
to do work behind the scenes to ensure our technology
remains current, stable and effective for claims
administration and payment.

Supporting the evolution of our system
In December 2017 the government passed Bill 30,
which introduced legislative changes for the workers’
compensation system. These changes will come into
effect throughout 2018. To support the earliest changes,
we have updated systems, policies, processes and a
number of education and communication materials. Our
focus in 2018 will be completing policy consultations as
well as implementing each of the legislative changes.

Reaching resolution

T

Decision Review Body. They also support workers
by representing them through the formal appeal
process as required.

he decisions we make are important

—to our customers and to us. With so much
at stake, and given the uniqueness of each decision,
disagreement can arise. When this happens, we want
to do everything we can to resolve our customers’
concerns. To do this, we focus on collaborative
communication. Our customers deserve to feel
heard, to understand each decision, to get answers to
their questions and to know we welcome additional
information that could impact a decision.

Services to support the decision
review process

•

The Employer Appeals Consulting (EAC) service
works with Customer Service teams to help resolve
employers’ concerns. This service also provides
employers with information about claim decisions—
including relevant policy—to help resolve issues or
equip employers for the appeal process should they
want to pursue that avenue.

•

The Dispute Resolution and Decision Review
Body (DRDRB) assists workers and employers
who have requested a formal review of a decision.
Resolution specialists review the decision, discuss
the issues that have been raised and check to
see if there is any new information that should be
considered. If the decision is incorrect, resolution
specialists work with Customer Service or Employer
Account Services to correct it.

•

The external Appeals Commission for Alberta
Workers’ Compensation is available to workers and
employers who disagree with a decision from the
DRDRB and would like to appeal the decision.

When we are unable to immediately resolve issues that
arise, our customers have access to additional services
as part of our decision review process:
•

The Office of the Appeals Advisor (OAA) provides
independent advice, assistance and advocacy for
workers with the goal of resolving any issues on
their claims. Appeals advisors work with WCB's
Customer Service teams to try to resolve issues
directly with the decision maker. If they are unable
to resolve an issue, they will help workers prepare
a request for review for the Dispute Resolution and

In 2017
we administered

168,848
claims.

Of those claims,

2,755
received a review
request.

The DRDRB
received a request
for review on

1,661
claims,
92.6% of which
were actioned
within 40 days.

The external
Appeals
Commission
received
appeals on

Decisions on

191

702
DRDRB claims.

claims were
overturned by
the Appeals
Commission.
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Lisa Parker

The experiences and
insights I’ve been given into
these people’s lives are just
as special to me as what I’ve
been able to give back.
20
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Giving back
Community is stitched into the fabric of our culture

T

he commitment to supporting

charitable causes and giving back to the
community is deeply rooted within the
culture of WCB-Alberta.
“This organization is full of caring people,” says
Jacquie Sturko, a project coordinator in Human
Resources. “They understand that our communities
aren’t just where we work and live; they are places
where we belong. And the best way to develop a
sense of belonging is to give back and participate.”
Promoting social responsibility
The Community Works program was launched
more than a decade ago to support grassroots
initiatives of WCB employees. It supports
employees who want to share fundraising and
volunteer opportunities for their charities of
choice. It also promotes what’s happening in the
community, offering suggestions for volunteer
team-building activities with a host of non-profit
organizations.
In addition, the Employee Giving program allows
employees to donate to dozens of causes through
simple monthly payroll deductions.

In 2017, WCB employees donated over

$25,000 to a number of recognized charities
by way of the Employee Giving program.

Encouraging volunteerism
To further encourage community involvement,
every year employees are entitled to a day off with
pay to volunteer for a charity—three days for those
who serve on a non-profit executive board.
In 2017, WCB employees logged hundreds of hours
of volunteer time, individually with causes they

are personally committed to and as part of teambuilding events. Our people understand that small
things like serving meals or wrapping gifts can make
a big difference in the lives of those who need it.
As an organization, we make it a priority to
recognize the contributions of individuals and
teams who demonstrate community spirit through
award programs.
Recent award recipient Lisa Parker was nominated
for her volunteers efforts on behalf of SMILE, a
grassroots group that serves meals to people who
are homeless.
Giving back and receiving all come full circle
“I found out about them through a Facebook
group,” says Lisa, who has worked at WCB for
28 years. “Basically, they serve meals to the folks
who are waiting in line for a bed at Hope Mission
in Edmonton.”
It has become known as the weekly “Sidewalk
Party,” and it has fostered a tremendous sense of
community among both the recipients and the
volunteers. Lisa says many of her colleagues at WCB
have done their part, too.
“When I started volunteering, I told my colleagues
about it, and they’ve given me clothes and supplies
and whatever else I’ve asked for. And my daughter’s
hockey team is doing a clothing drive.”
She says she feels privileged to be welcomed into
the lives of the people she’s met through SMILE.
“To have the conversations I’ve had with people,
and to hear about the challenges they have gone
through, has been eye-opening,” says Lisa.
“There are so many stories. The experiences and
insights I’ve been given into these people’s lives
are just as special to me as what I’ve been able to
give back.”
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Looking ahead
New legislation brings new benefits for workers and
enhancements to the system

F

or over a year, the WCB Review Panel examined our business, consulted

with stakeholders and asked many questions, all to ensure they had a clear picture of how the workers’
compensation system operates. We welcomed the opportunity to support the panel as they explored
opportunities for improvement and shared their recommendations. In 2018, in partnership with our
stakeholders, we will work hard to implement the resulting legislation that passed in December 2017. Some
of these changes will be quick to implement and some are more complex, but they all allow us to do what we
care about most: help injured workers get back to life.

The review and legislation changes have not only allowed us to make changes that benefit our stakeholders,
but to build on the relationships we have with them, which will serve us all well as we move forward.
Workplace injuries are never easy to face, and if there is anything we can do to make the journey easier
for Albertans, we’re glad to do it.

As of January 1:

As of April 1:

The cost-of-living adjustment
calculation will now be based on
100% of the change in the
Alberta Consumer Price Index.

Presumptive coverage for
myocardial infarction (heart
attack) will be expanded to
include paramedics.

Enhanced retirement benefits will
help injured workers whose earnings
were reduced and who were unable to
contribute to a pension plan as a result.

Presumptive coverage for
post-traumatic stress disorder will
be expanded to include correctional
officers and emergency dispatchers.

A new lump-sum fatality benefit will
be provided to the spouse or dependent
of a worker who passes away as a result
of a workplace injury or illness.

Presumptive psychological injury
coverage will be extended to
workers who experience a traumatic
injury at work and are diagnosed
with a psychological injury.

Grant requirements will be
enhanced for safety associations.

22
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Every Albertan should be able to go to work
and come home healthy and safe at the end of
the workday. When they don’t, they

deserve
to have access to the medical and
financial supports they need to get
healthy, care for their families and return to work.
This bill would better protect hard-working
Albertans and provide fair compensation
to Albertans injured on the job.
Christina Gray, Minister of Labour,
introducing Bill 30 on November 27, 2017

As of September 1:

The development of a Code of
Rights and Conduct will articulate
the rights of workers and employers
and how we commit to operate in relation
to those rights.
Injured workers will receive continued
coverage under their employers’ health
benefits plan.
We confirm that WCB will not estimate
earnings capacity until all reasonable
efforts have been made to help injured
workers in their job search.

The window to file for an appeal to
the Appeals Commission will
be extended to two years.
There will no longer be a cap on
maximum insurable earnings.
Benefits will be enhanced for
surviving spouses of workers killed
at work, as well as for severely injured
young workers.
WCB will provide interim relief
during review or appeal.

Employers will be obligated to reinstate
their workers who are injured.
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Alberta’s workers’ compensation
system is nearly a century old. Like almost
everything in Alberta, much has changed during
the past 100 years in respect of the world of work.

Despite these many changes, one
thing has continued, and that is the
value Albertans place on the workers’
compensation system. If implemented,
our Panel’s recommendations [will position]
Alberta’s workers’ compensation system to meet the
expectations of stakeholders in the 21st century,
and will be there for people for many
years to come.
Mia Norrie, Chair, WCB Review Panel
taken from Working Together: Report and Recommendations of
the Alberta Workers’ Compensation Board (WCB) Review Panel,
June 2017
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