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Who we are

Workers’ Compensation Board – Alberta

A baker slips and falls off a flour-dusted ladder step. 

A piece of rig tumbles, crushing an oil patch worker’s chest.

A nurse gets attacked in the emergency room by a drug-addicted patient.

To an injured worker, cruel moments like these call everything into question. What will happen to me? My career? 
My family? For them, and for their families, it can be the most precarious and upsetting time of their lives. And 
for their employers, it can be a confusing time when they’re unsure of how to support their workers. How we 
respond to these moments, to these Albertans, says everything.

Workers have told us they need to feel supported after an injury. Employers have told us they want us to take 
care of their workers. That fairness—to them—means we are an injured worker’s ally and partner. Our purpose is 
to help workers get well and, whenever possible, return to their chosen career and employer. In some cases this 
is straight forward; in others it is more complex. In complex cases it may mean helping a worker get back to their 
life through rehabilitation, modified work or retraining. Sometimes the journey may even include helping them 
discover a new career. In every case, it must be done through a process that recognizes their individual needs.

This is the mandate of Alberta’s Workers’ Compensation Board.

When we’re at our best, we connect with empathy and understanding. Going forward, we need to deliver on our 
service commitments consistently so we can build trust in our system one interaction at a time. We will build on 
our strong foundation, by ensuring all claim decisions put the worker’s best interests first, because successful 
recovery and return to work is good for everyone—workers, employers and the system. 

We are embarking on a five-year service journey to do what we do, but to do it better. The Board of Directors, 
management and staff are committed to leading the way in providing a positive customer experience for our 
clients, putting workers at the centre of their recovery and employers at the centre of guiding a safe, successful 
return to work. The Board of Directors is committed to a future-focused agenda that will evolve our workers’ 
compensation system.

Who we are

Our strategic plan 
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Exceptional service
COLLABORATIVE | INCLUSIVE  

EMPOWERING

We recognize the experience is 
as important as the outcome. 
WCB-Alberta is poised to continue 
to evolve from a high-performing, 
outcome-based organization to one 
that achieves great outcomes in full 
partnership and collaboration with 
those it serves. 

This is a journey worth taking and 
it is only through a long-term, 
relentless commitment to working 
together and seeing each worker and 
employer as unique individuals that 
we will deliver the quality service 
each require and deserve.

 
 

Fair and balanced
TRANSPARENT | RESPONSIVE  

TRUSTED

To deliver fully on our responsibility 
as custodians of the workers’ 
compensation system, we must 
continue to build trust among 
all stakeholders. As a system that 
serves workers and employers we 
understand our decisions must be 
fair and balanced and grounded on 
a foundation of evidence, law and 
policy, through an impartial and 
transparent process.

Every worker and employer will 
know we will listen. Then we will 
deliver the appropriate support 
through avenues that educate, 
engage, inform and demonstrate we 
care. Our commitment to fairness 
will be evident in everything we do 
and every decision we make. Each 
worker and employer will be a valued 
participant in the services we deliver.

BALANCED | ENDURING  
COST-EFFECTIVE

Financial sustainability of the 
workers’ compensation system 
ensures that injured workers will 
receive the benefits they deserve 
when they need them over the long 
term while employers who fund the 
system will benefit from rate stability 
and intergenerational equity. 

Our focus on developing innovative 
financial solutions with an emphasis 
on risk management and protection 
of the Accident Fund assures all 
stakeholders that the system 
continues to strike the right balance 
between the security of injured 
worker benefits and cost-effective 
premiums for employers.

We serve nearly two million workers and over 160,000 employers. We manage an Accident Fund of $11 
billion that must continue to grow and sustain worker benefits for as long as 70 years so tomorrow’s employers aren’t 
paying the bills for today’s accidents. We operate in an environment that is constantly changing—the economy, jobs and 
types of injuries are all in flux, and our system must adapt accordingly.

As we look ahead to the next five years, we need to take all of that context into account. We also need to choose 
strategies that ensure injured workers, employers and health care providers feel truly engaged in their workers’ 
compensation system.

To do that, we are guided by three pillars:

Where we’re going

Financially sustainable
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Technology 
breakthroughs

Innovation in 
improving service 

delivery

The landscape is changing… 
We have to understand how the landscape is changing, what trends will challenge our success and how to engage our 
stakeholders in more meaningful ways to chart a course that demonstrates our commitment to a service-focused, financially 
sustainable, fair and balanced system.

 

What will the  
future bring?

Changing 
nature of work

Decline of  
routine 

employment

A shared 
service journey

Building a shared 
vision of care, 
recovery and 

return to work

Changing 
stakeholder 
expectations

Increasing 
collaboration and 

partnerships

Changing nature 
of claims
Increase in  

psychological  
injury

Our pillars and principles shape our vision and define our goals for the future…

Workers, employers and health care providers expect fairness, collaboration and support from their workers’ 
compensation system. We know that we must fully engage workers, employers and treatment providers in meaningful 
ways that add value for everyone. We have already started on this journey but we can do more.  
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We want to lead the way in defining and implementing a shared vision of care, recovery and return 
to work that puts workers at the centre of their recovery and employers at the centre of guiding 
a safe, successful return to work. We aim to build the best workers’ compensation system in the 
country—with stakeholders, not for them. We need to engage and collaborate at the individual claim 
and employer account level to transform our system. Having stakeholders at the heart of decision 
making will promote balance in our deliberations and create an effective and sustainable system.

We value collaboration and, wherever possible, will provide choice. This will lead to increased 
trust and confidence from stakeholders because they have a direct impact on outcomes, greater 
participation through collaboration and decision making, and improved satisfaction with the 
organization. 

Stakeholders have provided us with feedback about their desire to be more engaged, consulted and in 
control of their claim experience.

• Workers tell us they want more choices that support their recovery, and engagement in the 
decisions that impact their individualized wellness plans.

• Employers have asked for more transparency, conversations and education to ensure they 
participate in a compensation system that cares for their employees in a way that also supports 
their success.

• Community providers have expressed that at times it feels like our processes can diminish their 
relationship with their patients, especially when we disagree.

We embrace these ideas and will develop more opportunities to work together. We trust our 
stakeholders and want to express that trust through action. It’s why we believe this is the most 
important priority for our organization and we will commit the appropriate time and resources to be 
successful. 

Developing a a new model of care requires understanding and support for a worker-centric care 
plan that reinforces the worker’s central role in decisions about their care and recovery. While caring 
for injured workers must occur within the parameters of workers’ compensation legislation and benefit 
entitlement, the philosophy we apply consistently in delivering core benefits and services will ensure 
accountability, engagement and trust among stakeholders and employees.

A shared service 
journey 

– building a shared vision of care, 
recovery and return to work



We will involve employers and physicians in helping us define what 
is important in the care we deliver to Alberta’s injured workers. This 
is not a discussion about what assistance or benefits injured workers 
receive; it is a discussion about how we can ensure what they receive 
reflects their needs for recovery and helps them achieve a successful 
resumption of work.

To implement a change in care plan development we are clearly 
placing the worker at the centre of the plan he or she helps to 
develop for recovery and return to work. This change will be shaped 
in consultation with internal and external stakeholders to ensure 1) 
the process reflects what matters most to them, and 2) there is shared 
ownership of the plan’s success.

To take it further, we will work to better understand the situations 
where workers’ experiences don’t meet their expectations and use the 
lessons we learn to develop new approaches that benefit all workers.

By committing to fully engaging our stakeholders, we believe 
workers will feel they received the help they need, employers will 
receive information and support that is meaningful, and community 
providers will feel they are respected for their role in providing 
support and treatment.

 

Our priorities  
We need to listen more, be flexible and 
work with our stakeholders throughout 
the claim process. We will:

• Consider the unique individual 

• Enhance our care planning process 
with an emphasis on shared ownership 
in planning and decision making so 
workers know they have been heard 
and feel prepared to make informed 
choices, and employers feel ownership 
in guiding return to work.

• Deliver transparent decisions for 
workers and their employers, by 
sharing our process, inviting more 
collaboration and providing online 
access to key claim information in a 
timely way.

• Demonstrate we value our 
partnerships with community 
doctors and health care providers by 
cultivating a culture of trust, respect 
and meaningful engagement. We want 
to approach this differently. We need to 
identify opportunities for resolution and 
case conferencing and work together to 
ensure the best possible reporting.
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Changing stakeholder 
expectations 

– increasing collaboration and partnerships

First we must ensure the policy changes made as a result 
of our new legislation are working as planned. 

We put over 50 recommendations into practice as a result of the Working Together report and 
Bill 30 legislation. The majority of the related policy recommendations came into effect in early 
spring and fall 2018, applicable to claims with dates of accident on or after the implementation 
dates. We plan to assess the impact of those policies with stakeholders in the first two years of 
this plan.

We will bring stakeholders more deeply into the policy 
development process

In its final report, the WCB-Alberta Review Panel included a recommendation for the Board of 
Directors to establish a committee composed of representatives from WCB and the stakeholder 
community to provide input into policy development. The panel suggested modeling the 
committee after British Columbia’s Policy and Practice Consultative Committee. 

WCB’s Board of Directors will always remain responsible for the creation of workers’ compensation 
policy in Alberta. However, we believe there is great value in enhancing the role of stakeholders 
in the policy consultation process by including them in decisions on how to gather important 
input, including information about what priorities are emerging in their communities.

The Policy Consultation Advisory Group (PCAG) was modeled directly after the BC model 
suggested by the panel, and began meeting in the first quarter of 2019. The group will provide 
input and advice to the Policy Committee on policy priorities, including:

• Recommended methods of consultation for policies that will have a significant impact on 
the worker and employer communities;

• Identification of emerging policy issues for consideration on the annual plan; and

• The scope and methods of consultation for policy changes as they arise outside of the 
annual plan.
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PCAG is made up of members of the Alberta Federation of Labour and Industry Task Force to 
ensure stakeholders have input into the consultation process.

The policy topics for PCAG’s consideration fall into three broad categories: 1) compensation policy 
changes, 2) assessment policy changes, and 3) funding policy changes.

In addition to providing input and advice as noted above, PCAG will also receive information 
about significant operational issues, programs, and initiatives at WCB to share with their respective 
communities. Information sharing within the group will enhance our understanding of our 
stakeholders’ feedback on policies, enrich policy development, and increase information sharing 
within stakeholder communities. 

Our priorities
The Board of Directors is committed to fulfilling the recommendations and embraces a 
future-focused agenda that—through the daily work of management and employees—
will evolve our workers’ compensation system. We will:

• Reach out in 2019 to check in and to report on implementation to date. By the end 
of 2019, we will have gathered more data related to the changes and we should have 
a better understanding of the impact; we will also have a better sense of where we 
may need to adjust policy or procedure. 

• Reconvene our stakeholder consultation groups to get their feedback on 
implementation and share our results, likely in Q1 2020. 

• Consult annually with stakeholders on our policy plan, and complete an annual 
best practice scan to ensure our plans for the upcoming year are transparent and 
responsive to feedback and system improvements worldwide.

We will engage stakeholders in discussions  
about the system’s financial health. 

One of WCB’s core strategic priorities is to protect the financial sustainability of the system to 
ensure workers and employers have long-term, affordable protection from the impact of workplace 
injury and illness. Our Funding Policy is based on the guiding principle of ensuring sustained fair 
compensation for injured workers at a fair price to employers. Simply put, workers deserve to have 
their benefits protected for as long as they need them, and employers deserve cost-effective pricing 
strategies that ensure stability in the premiums they pay.

From the review report, we know our funding target range is appropriate, defensible and supported 
by the panel. More concerning are the rate-setting deficits that have been rising steadily in the past 
three years as economic challenges and changes to the Workers’ Compensation Act (the Act) have 
driven benefit costs significantly higher while assessable earnings have failed to keep pace. As a 
result, the gap between what we’re able to collect from employers and what the system is costing 



Our priorities
We want to do more to inform our stakeholders about current financial challenges 
and future funding possibilities. We will:

• Work to increase stakeholder awareness and understanding of the key drivers 
of the financial health of the system. 

• Ensure our stakeholders understand our rate-setting gap and that having the 
Accident Fund absorb the shortfall is only a short-term solution.

has grown; left unchecked, this annual deficit of approximately $200 million per year threatens the 
long-term financial health of the fund. 

We must close the gap between the cost of the system and what we can collect from employers in 
order to align with the principles in the Funding Policy. 
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The future is here when it comes to changes in technology and 
economic markets and their impact on work and workplaces in 
Alberta. From an overall skills perspective, Alberta is well prepared,1 but 
we see gaps when we focus on our injured worker population.

The majority (two-thirds) of the workers we see are hurt while 
performing routine work (that which requires primarily procedural skills), 
yet the Alberta labour market has less and less routine work within it as 
the province moves more toward automation and new technological 
solutions. 

Routine work is riskier, resulting in more frequent and serious injuries. 
To complicate things, routine work is vulnerable to technological 
displacement over time and routine workers are less skilled for non-
routine work, making them harder to re-employ. 

Reintegrating workers into the labour market has meant helping them 
find alternative routine jobs (to reflect their skills), yet as the labour 
market shrinks for these jobs, workers have diminishing opportunity. 
Three years ago, 59% of workers participating in re-employment services 
found a job during or right after getting re-employment support. Only 
36% were able to accomplish that in 2017. We believe we can create 
successful industry and labour partnerships to improve that result. 

It is critical that we move quickly to improve our knowledge and 
understanding if we are to respond effectively and efficiently to meet the 
needs of our clients and stakeholders. We aim to build the capacity and 
partnerships we need to help workers with physically appropriate and 
economically sustainable options as technological change continues, 
contributing to a goal all Albertans share of having a skilled workforce at 
its disposal.

Honing a  
competitive edge 

Reintegrating back into the workforce 
after an injury can be challenging, 

especially when new skills are required. 
A new partnership between the Alberta 
Construction Association (ACA) and WCB-
Alberta is prepared to meet this challenge 
head-on. 

This partnership brings together workers 
who have a background in construction 
with employers in the industry who want to 
build their capacity in building information 
modelling (BIM) technology through 
training-on-the-job opportunities. 

BIM is transforming the way that 
buildings and infrastructure are designed, 
constructed and operated. As the 
construction industry evolves from using 
CAD (computer-aided design) to BIM, 
we have an opportunity to give injured 
workers a competitive edge by creating 
opportunities for them to learn this new 
skill set. How will we do this? WCB and the 
ACA will align a worker with a prospective 
employer who will provide a BIM training- 
on-the-job program.

This exciting initiative will allow workers to 
remain working with an industry they love 
and learn new skills and knowledge to kick 
off a new career critical to development in 
Alberta.

Changing nature  
of work 

– the decline of routine  
employment
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Our priorities
We have to gather better information and build external partnerships to better define 
emerging re-employment opportunities. We will:

• Gather and build a transformative data set that will allow us to identify optimal  
re-employment outcomes.

• Create unique partnership opportunities with industry and labour to identify future jobs 
and how WCB retraining and training-on-the-job opportunities can help secure these future 
jobs for injured workers. 

• Identify opportunities to collaborate with industry partners on individual claims to 
identify creative job options for permanently disabled workers who are fit for suitable 
employment and face significant employment challenges as a result of the employment 
market conditions in their area.

The labour market is shifting toward a skills-based market. Routine occupations (jobs requiring 
lower skills) are becoming a smaller percentage of the overall labour market. This poses a unique 
problem in that most of our workers have a routine work background but, because the effects of 
their workplace injury will prevent them from returning to their jobs, they will have an increasing 
need to be reintegrated into a non-routine type of occupation. We have created significant 
innovation in service and benefit customization and enhancement in recent years, but as the 
routine labour market shrinks, workers are left with decreasing opportunity. 
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The Mental Health Commission of Canada has identified that mental 
health claims make up between 30–70% of all disability claims in 
the country. A portion of those claims stem from work-related injuries, 
which have been trending on the rise over the last few years. 

Mental health issues affect not only the individual impacted but also 
those around them at home and in the workplace. The workplace is a key 
setting for addressing the rising incidence and prevalence of mental ill 
health by raising awareness and influencing attitudes.2 

Today, WCB claims are becoming more multifactorial in nature, with 
the scales tipping toward more physical injuries with secondary 
psychological issues versus purely physical. The volume of WCB claims 
with psychological barriers to return to work is increasing rapidly, and is 
expected to continue to grow:

• Primary psychological injuries have increased 25% per year for the 
past five years, and 

• Secondary psychological issues have increased at a rate of 16% 
per year. 

Although we have significant experience and expertise in treating 
traumatic psychological injury, we currently have limited ability to 
identify secondary psychological issues early on. We also have limited 
data to help us understand the success of treatment for barriers that 
develop or exacerbate after someone is injured in the workplace. 

Moreover, on average, recovery from psychological injuries takes more 
than twice as long as recovery from physical injuries. This makes for 
a prolonged period of disability for those workers and added cost for 
employers. If we see this continued pattern of growth, by 2023 an 
additional 2,500 workers could be suffering from a psychological injury/
issue compared to 2017. 

Changing  
nature of claims 

– the increase of psychological and 
complex injuries

Meeting  
the challenge 
of mental health

Mikelle Hawryschuk can’t remember 
how many blows the inmate landed 

before she managed to wrestle her to the 
ground that day. 

The pain from the physical injuries Mikelle 
suffered soon faded, but the psychological 
trauma it triggered proved to be only the 
beginning.

“I never felt safe after that incident, and it got 
worse every time I tried to go back to work,” 
Mikelle says. “There were days I felt paralyzed 
and couldn’t get out of bed. I was missing 
more and more work, and things started to 
crumble around me.”

Eventually, she needed to turn away from 
her career as a corrections officer, and was 
faced with the daunting prospect of starting 
over. While Mikelle figured out her next steps, 
her case manager made sure she received 
ongoing psychological counselling alongside 
her computer courses and career counselling.

In time, she managed to get a casual job 
doing surveillance at a casino. Little by little, 
her confidence increased to the point where 
she was ready to have a conversation with 
her case manager about her future. At 41, she 
earned her occupational health and safety 
certificate and today has a job in her newly-
chosen field. 

It was a journey that unfolded over the 
course of 4 ½ years. 

“It’s really hard to believe where I was,” 
says Mikelle, “and where I am now. I am so 
grateful.”
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Our priorities
We must invest in the mental health 
of Albertans to measurably reduce the 
impact of workplace injury. Working with 
stakeholders, experts and health care partners 
we will identify and implement best practices 
to ensure awareness and effective mental 
health treatment for the benefit of working 
Albertans. We will:

• Build our knowledge base and data set 
to develop an integrated strategy with 
our stakeholders and expert partners 
for predicting, preventing and treating 
psychological injury. 

• Measurably increase awareness of the 
impact of mental health issues and create 
the case for investment in prevention. 
Partner with the Ministry of Labour to 
encourage investment by employers (for 
example, this could be an audit standard 
for safety certification).

• Provide easily accessible tools for 
workers and employers to help build 
resilience and mental wellness in the 
province and ensure secondary injuries are 
funded appropriately.

The volume of injuries with psychological barriers to return to work 
is increasing rapidly. Although we have significant expertise with 
treating/diagnosing traumatic psychological injury, we have little 
data to understand the success of treatment for barriers that develop 
or exacerbate after someone is injured and receiving concurrent 
treatment for a physical injury. We can do more—but treatment is not 
enough. Research shows that awareness about the human and financial 
impact of mental health is inconsistent or nonexistent across many 
stakeholder groups and that is a gap we need to address through our 
partners. 

We need to start now. We do not need to reinvent the wheel and 
we know we can make a difference. Our experience with opioid 
management shows us that complex problems like these can be 
solved by creating awareness, implementing policies that support best 
practice, and delivering programming that supports wellness. Our 
initial research confirms that great work, research and programming 
is being done in the province, across the country and the world in this 
arena—we can adopt these in a format easily accessible to Albertans. 

Some employers will agree that secondary psychological issues should 
be paid for by WCB as they understand the impact on the individual’s 
ability to successfully return to work. Other employers feel that unless 
a direct link to the physical injury can be made, this is not our role. 
We know mental health is a critical element of a successful return to 
work and cannot be ignored. Employers are naturally more accepting 
of pre-existing or secondary physical injuries. These are easy to see 
and understand. We need to educate those stakeholders that ignoring 
or challenging the need for treatment for pre-existing or secondary 
mental health issues only prolongs a worker’s disability. If unaddressed, 
these types of barriers can be all-consuming and a return to health and 
work become elusive. 

The line, however, between occupational and non-occupational 
causation can be difficult to determine. We plan to consult with 
stakeholders on policy options and consider the potential for cost relief 
when the major contributing factor to the secondary diagnosed mental 
health challenge is not determined to be injury related. 

Many employers have only begun to focus on prevention, and investing 
in effective mental health programs for their employees will be critical 
going forward. We want to help take this further. Alberta workers and 
employers should have access to the most effective programs to treat 
psychological injuries; by partnering with service providers and others, 
we will identify better treatment options while creating mental health 
awareness in our community. This focus will help our clients deal with 
the significant increase in mental health concerns they face, which is 
now approaching a critical stage across the country.  
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We are also faced with increasing injury complexity. To help all 
stakeholders—especially family physicians—wade through the 
complexities and volume of research, we will clearly identify the 
reference material in evaluating the cause and effect relationship 
in our adjudication process. 

We will share a framework we will use to evaluate new medical evidence, and share findings on 
causation research. The evaluation process will start with identifying key references that outline the 
state of today’s research on causation of work injury. The process will outline how physicians can 
inquire if a research paper has already been considered, and whether or not it is of a quality that would 
put current best-practice opinion in question. 

We will invite community medical thought leaders—including the Alberta Medical Association, College 
of Physicians & Surgeons of Alberta, University of Alberta, University of Calgary, the Canadian Board of 
Occupational Medicine and Medical Panel Office—to provide input on the process to ensure that it is 
transparent and assists physicians and stakeholders. 

Our priorities
We want to do more to inform our stakeholders about the quality of current research and define a 
process to move forward. We will:

• Work to increase stakeholder awareness and understanding of the existing evidence regarding 
work injury causation. 

• Work with key physician groups to develop a process to evaluate and challenge current best-
practice evidence.

• Weigh and consider evidence based on a transparent and clear methodology.
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WCB faces a growing workforce of increasingly technologically 
savvy and younger workers who have significant expectations 
about how they should interact with service organizations. 
Technology offers us the greatest opportunity to ensure workers and 
employers are able to engage with us in a way they choose, receive 
the services they need efficiently, and have those services provided 
by the person who can help them best. 

Alberta has the youngest population and the youngest workforce 
in Canada. Our population growth is driven (48%) by international 
migration, most of which is made up of young families. By 2025 
the Alberta population will be five million people, with most of the 
growth occurring in the Edmonton/Calgary corridor3. This means the 
workforce is growing and with it grows our risk of ever-increasing 
claim volume. Strategically positioned automation presents the best 
opportunity for us to respond to this without simply hiring more and 
more staff. 

Most organizations see digital processing and technology as a critical 
way to build and maintain relationships with customers and staff. 
Technology is moving from a key enabler to a central strategy. What 
changed? Technology has altered consumer behaviour—primarily 
by shifting the information imbalance held by businesses for the last 
many decades—to the consumer. Smart organizations, including 
WCB, see the business benefits of investing in technologies to engage 
customers, attract talented employees and attain efficiency gains4.

In addition, investments in data capture, transformation and 
distribution are pivotal to the success of the organization. We need 
to understand the impacts of policy and programming on outcomes, 
how to identify and potentially prevent certain issues—the list is 
long. We need to consider data from a holistic point of view, and think 

Technology 
breakthroughs  
and harnessing  
the power of data 

– innovation in improving  
service delivery

Optimizing a 
high-tech world

Submit a receipt to be automatically 
reimbursed. Send your claim owner an 

update after you see the doctor and let her 
know how you’re feeling. Check to see when 
your next payment is. Share your input on 
future policy updates. And all at a time and 
place that’s convenient for you.

There’s an app for that? 

Yes, there is.

Our worker app is one of the many ways we 
will change the way our injured workers are 
able to share updates with us and access 
information about their claim. By taking 
advantage of technology, we increase our 
efficiency—more importantly, we create 
space to focus on those who need our 
attention most.

The app will also transform workers’ one-on-
one experiences with claim owners. Having 
important updates already in front of them 
when a worker calls will create more time 
for claim owners to engage in meaningful 
conversations aimed at how they can best 
support a worker through their recovery.

Technology will allow us to enhance 
customer service in ways that could never be 
imagined before.

Next up: a mobile app for employers to help 
them manage monitor and manage their 
accounts from anywhere.
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Our priorities 
We must invest in automated decision making that will allow us to 
process claims efficiently and create the space for claim owners to 
focus on helping those who need our attention most. We can also 
improve on the ease of doing business with us for employers. Too 
many processes can impede our ability to get that done. Our goal is 
to use automation to create efficiency and give us greater capacity to 
reinvest in enhancing customer service, and to focus on filling in data 
gaps and making data work harder for us. We will: 

• Expand our knowledge base and invest in machine learning 
to build custom algorithms that automate basic decision 
making to allow claim owners to invest more time directly with 
clients.

• Deliver better options for workers and their employers to 
actively monitor their files and decisions, better understand 
process, and know how or when to ask for other services.

• Deliver more choices for workers, employers and providers in 
the way they choose to do business with us. We can streamline 
data collection and deliver other reporting options that are 
mobile friendly.

• Consider making a significant investment to externalize our 
data and give unparalleled access to researchers, policy makers, 
employers, labour, entrepreneurs, etc.

We can face these 
challenges and take 
advantage of the 
opportunities ahead by 
working better together.

Workforce exposure and client expectations will grow exponentially 
and we have to address this reality by leveraging new technologies 
that allow us to create capacity for new services and effectively 
manage administrative cost structures.

And to have a truly powerful data set—it must be complete and it has 
to be inclusive—it must tap into other sources, such as the Ministry of 
Labour.

through integration of external data sets with ours to produce the 
best possible information for the management of safety and disability 
management.

 Page 15 of 18       Workers’ Compensation Board – Alberta | Our strategic plan 2019-2023



Who we will be

A baker falls—but knows as she fills out her claim online that WCB will 
be there to help. 

She knows her payments are on their way and her medical bills are covered. But she also sees that 
the process is clear, there is an app to let her know when the payments are coming, and she has 
opportunities for engagement every step of the way. Her employer knows WCB has supported every 
effort they’ve made to help her get back to meaningful work.

A piece of rig tumbles, crushing an oil patch worker’s chest. He struggles 
with the thought of leaving behind a 20-year career until he finds out 
there is more out there for him. 

He discovers there is a re-employment support process that makes every effort to help him succeed.  
He learns that WCB will invest in him. He gains core competencies (goal setting, mental resiliency, 
computer literacy) that enhance his 20 years of experience…and now has a line on a new career with  
a new employer who embraces that experience. The future has new possibilities.

A nurse gets attacked in the emergency room by a drug-addicted 
patient. He begins a long journey through a traumatic psychological 
injury—but he is not alone. 

He has an ally he never expected: A WCB case manager who is trained to understand the impact 
of psychological injury and has access to all the tools she needs to get him back to living. She, in 
partnership with his treatment providers, helps him realize there could be a way back to his passion—
helping people. 
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Every day through 
every action we will 
prove…

We are an organization whose purpose is to help workers return to 

meaningful lives, through a process that recognizes both their uniqueness and what 

we all have in common. 

We are an organization that recognizes that the client experience is as 

important as the outcome. Every worker and employer will know we will listen. We 

will first listen, then aim to help and deliver support through avenues that educate, 

engage, inform and demonstrate we care. 

We understand the greatest driver of satisfaction with our system is fairness. 

Our decisions will be fair and balanced and grounded on a foundation of evidence, 

law and policy, through an impartial and transparent process.

We are better when we understand and work with our stakeholders. 
To be successful we will increase our efforts to demonstrate we are committed to 

truly engaging stakeholders and partners. 

We will protect the financial sustainability of the workers’ compensation 

system. We will ensure that injured workers will receive the benefits they deserve, 

while employers who fund the system will benefit from rate stability and pricing 

programs that promote safety and disability management.
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