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l. Executive Summary

A. Historical Perspective

The SC Worker’s Compensation Commission has not made changes to the agency’s
purpose or mission since its inception. Measures to increase the agency’s efficiency and
effectiveness have been implemented resulting in the containment of personnel cost
and other operating cost, reduction in the processing and adjudicating time of cases,
impiementation of the use of electronic imaging and transmission of data and
accessibility of case information to stakeholders via the Internet. (See Historical
Perspective Chart).

B. Purpose, Mission and Vision

The mission of the South Carolina Workers’ Compensation Commission is to provide an
equitable and timely system of benefits to injured workers and to employers in the most
responsive, accurate, and reliable manner possible. The Commission strives for fairness and
equity to all stakeholders, continuous improvement to the workers’ compensation system,
internal and external business processes, effective communication with stakeholders and
containment of system costs while ensuring accessible medical services to claimants. To
accomplish the Mission, the Commission has 4 goals:

1. Ensure statutory and regulatory requirements and agency policies and practices are
implemented and applied in a fair and consistent manner to ali system stakeholders,

2. Develop and propose reasonable policies and regulations to control the cost of workers®
compensation in the State.

3. Interact and engage system stakeholders for feedback to improve efficiencies and
effectiveness of system.

4. Adopt a continuous improvement program to enhance the effectiveness and etficiency of
the Commission’s business processes and procedures.
(See Purpose & Mission Table)

C. Key Performance Measure Results
The agency’s major achievements during the period covered by this report include:

e Partnered with private sector stakeholders to develop and implement enhancement to
Verification of Coverage web portal to include registration for notification of mid-term
cancellation of coverage to reduce insurance fraud.
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o Partnered with stakeholder groups and amended the medical services fee schedule for
ambulatory surgery to allow a special fee for surgically implantable devices in order to
control medical cost to the system.

¢ Convened focus/advisory groups to provide stakeholder guidance on issues involving
claims processing, medical services oversight, hearing processes, etc.

Conducted continuing education on the use of eCase to stakeholder groups.

* Established a system to track number of days 1o complete review of contested medical
bills.

» Upgraded Electronic Data Interface (EDI) system for reporting claims to Release 3
format

e Improved procedures to coordinate and schedule venues for single commissioner
hearings and informal conferences with state agencies, local governments, and
educational institutions. Added 21 available venues statewide.

® Conducted one Claims Administration Workshops for stakeholders in Columbia in May
2014. A total of 71 attended, including attorneys, adjusters and claims processes with
insurance companies, third party administrators, employers and other stakeholders.

e Established system to process motions, mediation, and informal conference requests to
track and monitor timeliness.

* Requested and received legislative approval of new regulations to implement mediation
procedures for claims.

* Implemented Phase I of the system to allow receipt of electronic payments of registration
fees for Commission sponsored seminar (CAME).

* Implemented use of information technology systems to improve the process for
scheduling and serving proper notice for Compliance Show Cause Hearings.

» Established system to process motions, mediation, and informal conference requests to
track and monitor timeliness,

 Continued implementation of process to scan and create an electronic image of incoming
case file documents for electronic storage and access.

* Developed and implemented a data access web portal to refer claimants to SC
Department of Vocational Rehabilitation.

* Requested and received legislative approval of statutory change to enact reliable funding
source for Commission operations.
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Il. Organizational Profile

Workers’ Compensation Commission has a total of 54 employees. 54 are FTEs of which 8 are
unclassified; 46 are classified, and 2 Temporary.

The Commission consists of seven Commissioners appointed by the Governor with the advice
and consent of the Senate for terms of six years. The Governor designates one commissioner as
Chair for a term of two years. The Chair may serve two terms in a six-year period, though not
consecutively. The Chair is the chief executive officer of the Commission and responsible for
implementing the policies established by the Commission in its capacity as the governing board.
Commissioners are responsible for hearing and determining all contested cases, conducting
informal conferences, approving settlements, and hearing appeals. In their judicial role,
Commissioners conduct legal proceedings throughout the state.

It is the responsibility of the Commission to administer the Act, found in Title 42 of the Code of
Laws of South Carolina. In accordance with the Administrative Procedures Act, the
Commission also promulgates rules and regulations necessary to implement the provisions of
Title 42.

See Key Deliverabies Chart
See Key Customers Chart

See Key Stakeholders Chart
See Key Partner Agency Chart.
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5. The agency’s performance improvement system(s);

In order to pursue these goals, the Commission committed to build a culture of
continuous review and improvement of policies, procedures and business practices;
increased efficiency and effectiveness; and fairness and consistency. The Commission
utilizes use of new Information Technology Management Systems to achieve many of the
objectives that follow herein. Financial considerations and human resource capacily pose
key strategic challenges to the organization as it secks to deploy new information
technology management systems. Our financial challenges mirror those of other public
sector organizations; namely “how do we best leverage our limited resources to facilitate
improvements for our stakeholders and those we serve™ New information technology
systems allow staff to access and process data efficiently and effectively.

Internally, the strategic challenge arises with the adoption of the new processes by all
segments of the business operation and the proper training of human resources to utilize
the new process in the most efficient and effective manner. Deployment of the new IT
initiatives is intended to reduce the fiscal burden of the workers compensation program
on the business community, while continuing to provide excellent services to our
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customers. The organization expects to embrace and successfully address the
fundamental resource challenges such deployment may generate.

Externally, the deployment of new information technology management processes will
allow external business partners to interface with the Commission electronically for the
submission of required data to meet legally imposed deadlines. The new electronic
interface will allow business partners to be more efficient and reduce cost of operations
by reducing expenditures for fines and assessments. As a substantial portion of the
Commission’s annual operating expenses are offset by the collection of such fines and
assessments, the implementation of this information technology management system may
create a strategic challenge for the Commission in future years.

6. The agency’s organizational structure in flow chart format;
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7. Details about the body to whom the Agency Head reports;
a. Complete the. In the Excel document attached, there is a template to complete
under the tab labeled, “Overseeing Body-General” and “Overseeing Body-
Individual Member.”

The Commission consists of seven Commissioners appointed by the Governor with the
advice and consent of the Senate for terms of six years. The Governor designates one
commissioner as Chair for a term of two years. The Chair may serve two terms in a six-
year period, though not consecutively. The Chair is the chief executive officer of the
Commission and responsible for implementing the policies established by the
Commission in its capacity as the governing board.

The day-to-day administration and operation of the Commission is the responsibility of
the Executive Director who is appointed by and serves at the pleasure of the seven
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Commissioners acting in their capacity as the board of directors of the agency. The
Executive Director functions as the Commission's chief operating officer.

See the Overseeing Body Chart
See the Major Program Areas Charl

8. Major Program Areas
The Judicial Department is responsible for scheduling contested matters for hearing as
well as scheduling informal conferences throughout the state. The department oversees
the joining of issues for hearings as well as preparing the docket for Full Commission
Reviews. Case preparation in anticipation for a hearing consists of reviewing pleadings,
requesting additional documentation from the parties, preparing a case synopsis, and
maintaining the docket for Full Commission Panel Appeals.

Administration and management of injury reports and any resulting claims are the
responsibilities of the Claims Department. After an injury is reported to the Claims
Department, claims personnel monitor its progress through the system. Individual case
records are reviewed to ensure the requirements of the Workers' Compensation Act and
the rules and regulations of the Commission are being observed. Conflicts of a non-
Judicial nature are often resolved in the Claims Department.

The Insurance, Medical and Administrative Services Department is responsible for
responsible for a variety of internal programs, including finance, budgeting, purchasing,
inventory, facility maintenance, motor vehicles, mail and printing, and office services as
well as administrative operations of the Commission. This department is also responsible
for maintaining and monitoring workers’ compensation insurance coverage records for all
employers required to carry insurance under the Act, enforcing compliance with the Act,
administering the workers’ compensation self-insurance program, establishing payment
systems and fee schedules for medical providers, and resolving disputed medical bills.
The Coverage Division maintains insurance records for employers who purchase
coverage from commercial insurance carriers. The responsibility for investigating
uninsured employers to determine if they are subject to the workers' compensation law is
the responsibility of the Compliance Division. Under certain conditions, South Carolina
employers may sell-insure against losses resulting from on-the-job injuries. Qualifying
and regulating the self-insured employers is the responsibility of the Self-Insurance
Division.

The department's Medical Services Division is responsible for maintaining the fee
schedule that regulates charges by doctors and hospitals and for approving various fees
and charges in accordance with the established schedules.

The Information Services Department is responsible for the coordination and
management of the flow of information throughout the Commission; responsible for all
the data processing and information systems development and maintenance. The
department also provides statistical reports and a framework for tracking data to each
department. The IT staff is tasked with reviewing each area of the agency to ensure
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redundant systems and process are eliminated and work flow is streamline 1o maintain
efficiency in meeting the agency’s goals.

9. Please identify any emerging issues the agency anticipates may have an impact on its
operations in the upcoming five years.

Mediation will continue to be a major factor in the settlement of cases in the system.
The economy is a driving force behind the activities in the workers’ compensation
system. In a strong economy jobs are created and individuals are employed. On the job
injuries will occur,

The Coverage and Compliance division will continue to seek new ways to ensure

employers comply with the insurance requirements of the statute. This includes
conducting educational programs for employers groups.
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‘ORGANIZATIONAL PROFILE

Ill. Laws (Statutes, Regulations, Provisos)
This section asks for state and federal statutes, regulations and provisos (“Laws”) which apply
to the agency.

1. See Legal Standards Chart

IV. Reports and Reviews Statutes
This section asks for information about reports the agency is required to submit to a legislative
entity and the agency's internal review process.

1. See Agency Reporting Requirements Chart
2. See Internal Audit Chart
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'RESTRUCTURING REPORT

V. Key Performance Measurement Processes

A key performance measure reviewed by executive leadership is the number of claims filed with
the Commission, the number of cases docketed for single Commissioner hearing, number of
cases appealed to Full Commission, number of cases appealed to higher court, number of
Informal Conferences scheduled and conducted, time element involved in setting contested cases
for hearings and the timely scheduling of appellate reviews. The charts may be found in the
Judicial Activity Worksheet.

Another key measure is the amount of time involved in reviewing and recording injury reports.
Executive leadership also monitors the time factor in verification of workers’ compensation
coverage and properly receiving all taxes due to the State. Fine assessments and collections are
indicators of compliance with the Workers’ Compensation Act. The measures are also used to
determine the educational needs of constituents.

Workers’ Compensation systems vary greatly among the states. However, one general
comparison among states is the average medical cost per claim. See Medical Cost Comparison
Worksheet.

V. Key Performance Measurement Processes (cont.)

A. Results of Agency's Key Performance Measurements

Mission Effectiveness

1. What are the agency’s actual performance levels for two to four of the agency's key
performance measurements for mission effectiveness (i.e., a process characteristic
indicating the degree to which the process output {work product) conforms to
statutory requirements (i.e., is the agency doing the right things?))?

See Statistical Data Worksheet Lines 8, 9, 11,15,16,17

Mission Efficiency

2. What are the agency’s actual performance levels for two to four of the agency’s key
performance measurements for mission efficiency {i.e., a process characteristic
indicating the degree to which the process produces the required output at
minimum resource cost (i.e., is the agency doing things right?)) including measures
of cost containment, as appropriate?

8'}J d B
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See Statistical Data Worksheet Lines 8, 9, 11,15,16,17

Quality {Customer Satisfaction)

3. What are the agency’s actual performance levels for two to four of the agency’s key
performance measurements for quality {i.e., degree to which a deliverable (product
or service) meets customer requirements and expectations (a customer is defined as
an actual or potential user of the agency’s products or services)) for the agency as a
whole and for each program listed in the agency’s Major Program Areas Chart?

See Statistical Data Worksheet Lines 8, 9, 11,15,16,17

Workforce Engagement

4. What are the agency’s actual performance levels for two to four of the agency’s key
performance measurements for workforce engagement, satisfaction, retention and
development of the agency’s workforce, including leaders, for the agency as a whole
and for each program listed in the agency’s Major Program Areas Chart?

See FTE Worksheet, Number of Employees and Employee Tenure Chart

Operational/Work System Performance

5. What are the agency's actual performance levels for two to four of the agency's key
performance measurements for operational efficiency and work system
performance (includes measures related to the following: innovation and
improvement results; improvements to cycle or wait times; supplier and partner
performance; and results related to emergency drills or exercises) for the agency as
a whole and for each program listed in the agency's Major Program Areas Chart?

See Statistical Data Worksheet Lines 8, 9, 11,15,16,17
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V. Key Performance Measurement Processes (cont.)

B. Most Critical Performance Measures

The three key performance measurement processes most critical to achieving the overall
mission of the agency are the total number of claims received and processed, the number
request for hearings, the number of days to process the request for a hearing, and the
number of hearings conducted.

C. Databases/Document Management

The Commission contracts with the SC Division of Technology Operations to provide
server functionality and Internet connectivity. The following information systems are
used in the daily business processes: Progress (case data management), On-Base Imaging
System (document imaging), Microsoft Outlook, and Apple programs (IPad).

D. Recommended Restructuring

Internal Restructuring

As Electronic Data Interface (EDI) systems are implemented to allow stakeholders to
submit data electronically, the number of FTE’s currently keying claims data from paper
documents will not be required. The positions will be repurposed to review claims data
submitted electronically to ensure statutory and regulatory compliance. As the number of
paper documents received by the Commission decrease, the number of FTE’s necessary
to process and retain the paper documents will decrease. The positions will be repurposed
for electronic document management. At this time, we do not project the need for
slatutory or regulatory changes to implement the internal restructuring. However, for
financial stability, it will be necessary to renew statutory provisions to allow the
Commission to retain fifty percent of the Self Insurance Tax proceeds for operational
purposes by 2019.

External Restructuring
None.
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VI. Seven-Year Plan

A. General
The top strategic objectives of the agency that will have the biggest impact on the
agency'’s effectiveness in accomplishing its mission are:

1. lmplement system to receive and process all Commission forms electronically including
the scanning of all incoming case file documentation for electronic reference.

2. Replace the claims manual review processes with electronic review and electronic
notification of deficiency.

3. Provide access to SCWCC claim file images via eCase web portal to registered users.

4. Enhance the eService via a mobile application to allow iPad use for review, processing
and delivery of Single Commissioner Notices, Decision and Orders, and Full
Commission orders and settlements,

5. Implement Second Report of Injury (SROI) EDI Release 3, Forms 16, 17, 18, and 19
electronically by implementing EDI Release 3 Second Report of Injury (SROI).

6. Develop and implement system to automate all processes of the Rule to Show Cause
hearings conducted by the Commission.

7. Provide mobile electronic access to data to eliminate need for Commissioners to transport
paper documents case file to hearings.

B. Current Recommended Actions

As Electronic Data Interface (EDI) systems are implemented to allow stakeholders to
submit data electronically, the number of FTE’s currently keying claims data from paper
documents will not be required. The positions will be repurposed to review claims data
submitted electronically to ensure statutory and regulatory compliance. As the number of
paper documents received by the Commission decrease, the number of FTE’s necessary
to process and retain the paper documents will decrease. The positions will be repurposed
for electronic document management. The desired outcome will allow stakeholders to
remit required claims data electronically rather than via paper documents. This will
increase the efficiency of stakeholders submitting data and decrease the potential for the
stakeholder being fined for violating regulations thereby reducing their costs. This will
result in the reduction in the fine revenue received by the Commission. The first phase of
implementing the EDI claims management system was March 1, 2015, Subsequent
phases of the system will be implemented by 2015, subject to authorization of funding by
the General Assembly.

At this time, we do not project the need for statutory or regulatory changes to implement

the internal restructuring. However, for financial stability of the Commission it will be
necessary 10 renew statutory provisions enacted in Act 95 by the General Assembly in

||||'.|:_- v
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2014. Act 95 allows the Commission to retain fifty percent of the Self Insurance Tax
proceeds for operational purposes by 2019.

SEVEN-YEARPLAN

VI. Seven-Year Plan (cont.)

C. Additional Questions
What top three strategic objectives of the agency will have the biggest impact on the
agency’s effectiveness in accomplishing its mission?

1. Administer the workers’ compensation laws of this State in a fair, impartial and
timely manner; (for example: the Commission finds that such fair and impartial
administration is a key factor in improving efficiency, accuracy and cost-
affectedness.)

2. Continually strive to improve the quality of services and products, such that the

Commission upholds the tenants of its mission while minimizing the fiscal impacts on

the South Carolina business community;

Ensure a professionally trained staff;

4. Provide information to foster an understanding of and compliance with the workers’
compensation laws of the State of South Carolina.

L2

What are the fundamentals required to accomplish the objectives?

Continuous improvements of business processes; effective communication with
stakeholders through continued use of ad hoc advisory committees and focus groups to
communicate and partner with stakeholders for improvements in business processes and
seek input on policy direction of the Commission; and professionally trained staff;

What links on the agency website, if any, would the agency like listed in the report so
the public can find more information about the agency?

WWW. WCC.SC. 40V

Is there any additional information the agency would like to provide the Committee or
public?

The Commission’s website www.wee.se.pov is updated on a regular basis with
Information about the current activities, reports and data about Commission.
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Consider the process taken to review the agency’s divisions, programs and personnel to
obtain the information contained in response to all the previous questions in the
Restructuring Report and Seven-Year Plan (“Process”). State the total amount of time
taken to do the following:

Complete the Process 40-60 hours (estimate)

Complete this Report 30 hours {estimate)

5. See Personnel Involved Chart
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Vil. Excel Charts

Please send an electronic copy of the entire Excel Workbook and print hard copies of each of
the Charts to attach here. Please print the charts in a format so that all the columns fit on one
page. Please insert the page number each chart begins on below.

Similar Information Requested Chart 15
Historical Perspective Chart 16
Purpose, Mission Chart 17
Key Products Chart 18
Key Customers Chart 19
Key Stakeholders Chart 20
Key Partner Agency Chart 21
Overseeing Body Chart {General and Individual Member) 22
Major Program Areas Chart 24
Legal Standards Chart 26
Agency Reporting Requirements Chart 27
Internal Audits Chart 28
Personnel Involved Chart 29
Statistical Data 30
FTEs 31

Judicial Activity 32

Organizational Chart 34
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Number of Workers' Compensation Commission Employees Chart

Employee Tenure Data

B More than 30 Years
W 25- 30 vyears

m20- 25 years

W 15- 20 years

W 10- 15 years
m5-10vyears

5 years or less
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Appeals to a Higher Court

222 67 3

# of cases Appealed

Decisions Full Commissipn

# of cases for Full Commissibn
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Informal Conference Activity

Cases Assigned for Informal
B Conference

Informal Conferneces Conductet
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Cases docketed for Single Commissioner Hearing
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