Customer Care Team Member Staffing Roles

Core team members of a formal staffing include: Team Leader, CSS, MSS and DMC

The allowance of a claim with no identifiable issues should not be held up for the purpose of a formal staffing.  The CSS should proceed with their initial decision and bring the claim to the staffing for the creation of the CCP.  

The grid below identifies individuals who may need to be included in restaffings based on specific circumstances.  These are guidelines and are not all inclusive. There may be situations not listed that will require the expertise of an MSS and/or DMC. 

Other disciplines should be invited as appropriate:  EM staff, Fraud, Law, Policy, etc.

	WHO
	WHEN

	
	New claims with no RTW

	
	New conditions

	MSS
	High risk (time off work) linked to ODG

	
	Multiple diagnosis and/or injury

	
	Complex medical issues – could be complicated by unrelated conditions

	
	Change-over claims

	
	High reserve claims

	
	Lost time occupational disease

	
	TT allowed

	
	Claims with PP awards

	
	At-risk timeline has passed; ODG

	
	Claims on TT with no job to return to

	DMC
	MMI with restrictions

	
	When EOR does not have TW and doesn’t know how to manage RTW potentials

	
	Claims where transitional grants have been implemented

	
	Claims where light duty is available

	
	Claims released to RTW to modified duty/RTW with restrictions

	
	Six months past injury with no RTW

	
	Re-staff once medically stable

	DMC/CAT
	Catastrophic when RTW options need addressed

	
	Amputation when RTW options need addressed

	
	Claims where EOR has a TW grant or plan

	REA
	Claims where RTW or RAW programs are being implemented

	
	Claims with non-working wage loss identified


