CASE MANAGEMENT/CLAIM MANAGEMENT

Case Management:
“A collaborative process that assesses, plans, implements, coordinates, monitors, and evaluates the options and services required to meet an individual’s health needs, using communication and available resources to promote quality, cost-effective outcomes.”  (Commission for Case Manager Certification)

Claim Management:
“An administrative process that investigates and determines an injured worker’s rights to medical and indemnity compensation via claim allowance and allowed conditions based on available evidence to attain delivery of appropriate and necessary medical services that achieve the optimum, cost-effective outcomes in a timely manner within the benefits structured allowed by the plan.”
Utilization Review: 
“An administrative process of reviewing medical services usually prior to authorization of the services for necessity, appropriateness, relatedness, and cost-effectiveness to ensure the injured worker is not provided care that exceeds that which would be considered necessary and appropriate for treatment of the allowed conditions in a claim.”

Alternative Dispute Resolution (ADR):
“An administrative process of reviewing contested medical authorization decisions to insure that the available medical evidence supports the decision and consistent with accepted standards of care and benefits allowed by the plan.”
Types of Claims that May Require Case Management

· Catastrophic claims

· Complex Case with Multiple Issues

· Failure of claim to resolve (Usually Return to Work) as expected.  AKA – Delayed Recovery

· Vocational Rehabilitation

Tools Commonly Used in Case Management
· Communication among parties
· Monitor IW response to treatment

· Monitor IW compliance with treatment plan

· Consider changes to treatment plan as needed

· Treatment guidelines/consults/second opinions 

· Strive for delivery of effective, efficient medical services to treat the allowed conditions in the claim

· Support but realize limitations of guidelines

· Must follow Miller Criteria for all authorization/denial of treatment

· Addressing Barriers in treatment or return to work

· Need for Additional Claim Allowance

· Facilitating Authorization or Delivery of Service

· Obtaining Work Restriction

· Assessing impact of co-morbidity issues on case management plan and outcomes

· Job Modification/Job Accommodation/Job Analysis

· Consultation with transitional work team/employer representatives

· Vocational Rehabilitation
· ADR 

· Sometimes necessary to resolve treatment issues

· Should not always be viewed as a poor choice or bad option

· Independent Medical Examination
· May be necessary to resolve issues or put closure to claim

· Settle the claim

· May be best option for everyone involved in claim

FACTORS ASSOCIATED WITH DELAYED RECOVERY AND POTENTIAL ACTIONS
	Category
	Factor
	Potential Action

	Personal
	Age
	

	
	Prior episodes of work absence
	

	
	Previous Injuries
	

	
	Other Health Issues
	Determine Which Issue is Delaying RTW/Accommodation if possible

	
	Depression
	

	
	Known or unknown psychiatric disorder
	

	
	Limited Duration of Employment
	

	
	Anger toward Employer/System
	

	
	Perceived Severity of Injury
	Consider discussing medical findings to date or suggest second opinion.

	
	Low back injury or CTS
	

	
	
	

	
	
	

	Personal – Psychosocial
	Chronic Pain Type Syndrome
	Appropriate evaluation and treatment if result of claim

	
	Chemical Dependency/Substance Abuse
	

	
	Secondary Gains at Home
· Sick Person Role

· Child Care

· Sufficient Compensation

· Transitioning to Retirement
	Expedite evaluation and treatment to maximum medical improvement.
May need to consider IMEs and settlement in appropriate claims.

	
	Limited Education/Skills
	

	
	Legal Representation
	

	
	Pending Litigation
	

	
	Fear/anxiety on RTW
	Consider communication with treating physician for appropriate restrictions and employer to follow restrictions.  IW to be evaluated if problems.

	
	Family History of Disability
	

	
	Income
	

	
	Fear/anxiety of losing comp.
	

	
	
	

	
	
	

	Category
	Factor
	Potential Action

	Workplace/Employer
	No Modified Duty
	Transitional work program/light duty program/job analysis

	
	Job Demands
	Job analysis/Job Modification/Ergonomic Analysis/Alternative Work

	
	Job satisfaction/dissatisfaction
	Meeting with employer

	
	Union Agreements
	Meeting with employer and union representatives

	
	Expectations of Work Capacity
	Meeting with employer

	
	Working on Production Team
	Consider return to work in alternative work or process that would not penalize coworkers on production team.

	
	Small Employer
	Be creative.  This can be difficult.

	
	Unaccommodating Workplace
	Educate employer on benefits to injured worker and employer of early safe return to work.

	
	Disputing Authorization/Claim
	Educate employer or employer representative of delays due to disputes if not well supported.  Disputing just to dispute and loosing in the end only increases costs and risks outcomes.

	
	Relationship with Supervisor
	Meeting with employer if possible.

	
	Concern for Job Security
	

	
	
	

	
	
	

	System Factors
	Authorization of Medical Services
	Communicate and Facilitate Authorization if appropriate

	
	Additional Allowances to Claim
	Communicate and Facilitate Authorization if appropriate

	
	Coordination of Medical Services
	Coordinate Services if possible

	
	Additional Allowances to Claim
	Communicate and Facilitate if appropriate

	
	
	

	
	
	

	Physician Factors
	No/Incomplete Medical Records
	Communicate

	
	Refusal to Consider Light Duty
	Communicate

	
	Continuation of Ineffective Treatment/Palliative Treatment
	Consider Second Opinion or IME

	
	
	

	
	
	

	
	
	


Presence of factor(s) does not guarantee delayed recovery in the individual, but factor is frequently considered associated with delayed recovery.
