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Improving Your

Workers’ Compensation 

Culture:

It truly benefits everyone

Presenter:
Jeff Francis, Assistant Administrator    

b.jeff.francis@tn.gov 

During This Presentation:

I am going to introduce you to some practical ideas to 

help: 

• Save money

• Prevent disputes

• Make the process FAIR for both parties

whenever you have a workers’ comp claim.

We will start with a 2-Question test
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Question #1

Multiple choice:

My employer’s most valuable assets are:

▫ Our Customers

▫ Our Goods and Services

▫ Our Employees

4

Question #2

What is your reaction when someone gets injured at your 

worksite?

This: Or this:
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The difference?
If your reaction is like this,

You probably listed

▫ Employees 
As your greatest resources, and 

believe that Employees have a right 

to go home at the end of the day and…

…The first questions you ask are likely:
▫ What did we overlook, accept or condone that allowed this to 

happen?

▫ What are we going to do to prevent it from happening again?
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The difference?
If your reaction is more like this, you 

probably listed 

▫ Customers, or

▫ Goods and Services
As your greatest resource, and believe

that employees have a responsibility 

to be safe and…

…The first questions you ask are likely:

▫ What is this going to cost me?

▫ What do you mean you got hurt at work?

▫ Can you prove it?

And, it is time for a paradigm shift.
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A Paradigm Shift is not…

A Paradigm Shift is not…
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A Paradigm Shift is a new way of thinking

It’s not a blame game!

Workers’ Comp should not about assigning blame.

• It is a no fault system

Workers’ Comp should be about helping injured workers 

return to work.

• Reinforce their importance to the company

• Become their advocate
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In a workers’ comp claim, each party has 

certain rights

Employees injured at work have the right to the medical 

and wage replacement benefits specified in the 

Tennessee Workers’ Compensation Act.

Employers have the right to limit their exposure and to 

control certain aspects of the claim as identified by the 

Act when notified of an at-work injury.
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Employee Rights

An employee has a right to report an injury or 

illness he/she suspects was caused by work.

Employee Rights

An employee has a right to report an injury or 

illness he/she suspects was caused by work.

Still, Employees Are Often Afraid to Report Injuries

They are afraid they will:

• Lose their job or promotion

• Be called a liar

• Face retaliation or given a worse shift or harder job

• Face the wrath of their co-workers
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Is That What You Want Them To Think?

• Employees tend to call lawyers when they feel like 

they have been disrespected by their employer

• When employees “lawyer-up”, employers often feel 

the need to do so, too

• Lawyers aren’t cheap.  Save them for the difficult 

cases

Employers don’t have the right to harass 

them for reporting their injury.

T.C.A. §50-6-409 says it is illegal to discharge or 

to discriminate against anyone for exercising 

their rights to report a work-related injury.

Employer Rights

An employer has a right to expect that report to 

be provided immediately.

But, what does immediately mean?

• 15 calendar days of when they:

▫ know or 

▫ should have known

• Does your policy conflict with this?
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When an injury is reported…

…you should immediately begin to protect 

your rights

But, how is that done?

• By providing a panel of physicians

• Choice of Physician Form C-42

Creating the Medical Panel

▫ At least 3 physicians on the panel

– Must be independent physicians

–Within the community 

▪ Can go as far as 125 miles if required

▪ Can go up to 175 miles for pain management

–Can be of any specialty

▪ No longer must include a chiro

An Adjuster is required to investigate the claim 

and accept or deny it…

…with assistance from the employer.

21

An employer doesn’t have the right to deny a claim
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To protect your rights…

…Assist the adjuster by having the employee 

provide you a written statement of events when 

they report their injury.

When Should Employers notify their 

adjuster?

Notify the carrier when the reported injury 

or illness results in:

▫ receipt of medical treatment

▫ absence from work

▫ death

Basically, anything more than first aid.

Improving your WC culture is as simple as The 
Golden Rule

What would you want your employer to do for you if you 

were hurt on the job?

▫ Help make doctor/PT appointments?

▫ Help ensure your benefits were received timely?

▫ Feel as though you were missed?

▫ Receive a phone call from the                                                

company occasionally?
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The benefits of helping your employees help YOU!

One of the problems with workers’ compensation is its 

name.

25

The benefits of helping your employees help YOU!

One of the problems with workers’ compensation is its 

name.

26

The benefits of helping your employees help YOU!

One of the problems with workers’ compensation is its 

name.

When an employee becomes an active participant in their 

own recovery it becomes “workers’ recovery.”

Why is this important?

– Employees that feel disengaged have lengthier recovery 

times and costlier claims.
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RTW--ASAP

Bringing injured workers back to work, as quickly 

as possible, is good for everyone
▫ Provide work, within a doctor’s restrictions if necessary, as soon 

as possible

▫ Not working has negative physical and psychological impacts on 

a person’s overall health

▫ Studies prove that the longer a worker stays off work, the less 

likely he/she is to ever return to work

▫ If you view them as disabled, they will view themselves as 

disabled
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There is no doubt…your injured 

employees will have questions

The only question is where will they seek 

advice?

• Spouse

• Friends and Neighbors

• Co-workers

• That lawyer that advertises on TV

• Don’t you want them to come to you?

If they come to you, what will you tell 

them?
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If they come to you, what will you tell 

them?
Give employees the phone number to 

the Bureau’s Ombudsman Program:  

800-332-2667

The Ombudsman Program

• Will provide education and assistance to any party to a 

workers’ compensation claim who is not represented by 

an attorney.

• An Ombudsman cannot provide legal advice.

• Acts as a liaison with the parties to help open lines of 

communication and increase the efficiency in the 

administration of claims

The Duties of an Ombudsman

• Advising parties of the basics of workers’ compensation 

laws and procedures

• Answering questions

• Assisting in the completion of forms
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Another way to help them…

…Go to the Bureau’s website to print a copy:

www.tn.gov/workerscomp

When someone reports an injury

Seven important steps to take:

1. Provide a panel of physicians on the proper form

2. Provide a copy of the Beginner’s Guide to Tennessee 

Workers’ Compensation & Ombudsman’s Phone #

3. Have the injured employee provide you with a written 

statement

4. Complete your company’s internal Notice of Injury Form
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7 Steps to take (continued)

After someone reports an injury:

5. Notify your insurance adjuster

6. Start your investigation if you have doubts or concerns

7. Work to eliminate the possibility of someone else being 

injured
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Not Taking Injuries Seriously Can Have Repercussions

• Employers can be assessed a 25% penalty if 

wage replacement benefits are not provided in a 

timely manner

• A penalty of up to $5,000 can be assessed 

against an employer if a valid panel is not 

provided timely

You have the ability to make a difference in the 
outcomes of your workers’ comp claims!

• Don’t complain about the process

▫ Your complaints are heard by others

▫ The system isn’t perfect, but what other system is?

• Value your employees

▫ When you show it, they know it

• Take control of the  process

▫ Employers can control most aspects as long as they follow the rules

• Lead by example

▫ It is all about the expectations you set for your injured 
employees
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Build a good team

Have management and employees work together to 

eliminate potential injuries—before they occur

▫ Create a culture of safety

▫ Recruit a safety committee

▫ Stress workplace safety in:

– New hire orientation

– Posters

– Memos

39
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Do you (intentionally or unintentionally) create a 
culture of fear?

40

Questions to ask yourself:

• Do employees even know who to report their injuries to?

• Do you have the state’s required “Posting Notice” posted in 

your breakroom?

• How have previously injured employees been treated?

Establishing trust

If your employees usually hire attorneys when they get 

injured, ask:

▫ Why do they believe that they need an attorney?

▫ What are we doing to lose their trust?

▫ What injustice do they perceive?
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5 Keys to remember
1. An employee’s injury is not an attack on you or the company

▫ Helping an injured employee will help improve morale and loyalty

2. Filling out paperwork may be annoying, but it isn’t an annoyance

▫ It allows you to protect your assets and maintain control of the claim

3. Communicating with your injured employees while they are off work 

produces improved outcomes

▫ And saves money

4. Investigating the claim is important if you have doubts or concerns

▫ The adjuster accepts or denies the claim, not you

5. Complaining only adds to the problem

▫ Do you want to listen to other people complain all the time?
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What is the difference between the injured 
employee on the next slide…

…and yours?

1. This injured worker wanted to return to work ASAP.
• Does your employee want to return?

• Can you influence that?—YES!!

2. This employer wanted this employee to return 
ASAP.
• Any doubt that they stayed in contact with him?

• Do you want your employees back ASAP?

• If so, do you communicate that to them?

2 Major Differences
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Original predictions were proven incorrect

Prognosis has changed from:

“We hope Marcus will be back in time for training 

camp in August” 

to:

“Mariota was back on the field on May 23rd for 

OTAs.”

Improved communications

• The Titans help with doctor appointments.
▫ Do you?

• Do you speak to your employees while they are 
taken off work by the ATP?
▫ Ask them how they are doing?

▫ Have you ever sent them a “Get Well” card?

• What other communication tactics could be 
used?

The Bureau is Here to Help You!

• Assistance to help everyone understand the process

• Emphasis on resolving disputes in mediation

• Improved medical treatment 

▫ Fewer delays

▫ Quicker return to pre-injury jobs

• Faster delivery of benefits and faster access to court 
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The Bureau’s Goals

Help return injured workers:

– to their health

– to their job as quickly as possible

Which will:

– Decrease the number of lawsuits

– Reduce the overall costs of workers’ 

compensation claims for all parties
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Memphis
One Commerce Square
40 South Main St, Ste 500
Memphis, TN 38103-1820
Telephone:  901-543-6077
Fax:             901-543-6039

Nashville

220 French Landing Dr..
Nashville, TN 37228
Telephone: 615-741-1383
Fax:            615-253-2480

Cookeville

444-A Neal Street
Cookeville, TN 38501-4027
Telephone: 931-520-4290
Fax:            931-520-4316

Knoxville

520 Summit Hill, Suite 103
Knoxville, TN 37902
Telephone: 865-594-5177
Fax:            865-594-5172

Kingsport

1908 Bowater Drive
Kingsport, TN 37660-4136
Telephone: 423-224-2057
Fax:            423-224-2056

Chattanooga
1301 Riverfront Pkwy
Suite 202
Chattanooga, TN 37402
Telephone: 423-634-6422
Fax:            423-634-3115

Murfreesboro

845 Esther Lane
Murfreesboro, TN 37219
Telephone: 615-848-6743
Fax:            615-217-9378

Jackson

225 Dr. MLK Drive, 1st Fl
Jackson, TN 38301-6985
Telephone: 731-423-5646
Fax:            731-265-7022

Bureau of Workers’ Compensation Offices

1-800-332-2667 
www.tn.gov/workerscomp

Macon
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Your presenter

Jeff Francis
Assistant Administrator

Tennessee Bureau of Workers’ Compensation

b.jeff.francis@tn.gov

615-253-6269

mailto:b.jeff.francis@tn.gov
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