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Thank You Policyholders!!! 
We would like to express our 
sincere appreciation to all of our 
policyholders who took the time to 
complete and return the two 
surveys recently sent out asking for 
information about our performance. 

The first form was the "Customer 
Expectations and Concerns 
Questionnaire." This document 
was included with the adjuster's 
letter of 
introduction that 
was sent out 
prior to the 
recent claims 
and coverage 
redistribution. 
The information 
you provided will 
be of great 
assistance to ou 
adjusters and 
claims support 
staff. 

For the fifth 
consecutive 
year, the 
"Annual 
Policyholder 
Survey" was sent to a random 
sampling representing 
approximately half of our 
policyholder accounts. This 
measurement tool provides you the 

chance to rate SAF in a number of 
functional areas and processes. 

The results from this year's survey 
indicated a 95.6 % positive 
satisfaction rating with our 
service. 

Even more important than the 
statistical results of the survey are 
the suggestions and comments made 

by you, our 
customers. 

Your valuable 
input has been 
the driving force 
behind several 
of our most 
recent structural 
changes. With 
your help, we 
have made 
substantial 
improvements 
in the way SAF 
operates. 

In the spirit of 
co'ntinuous 
quality 

improvement, we pledge to continue 
our efforts to enhance and refine our 
core processes and ensure that SAF 
provides the best value in workers' 
compensation insurance. Thanks! 
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FUNDAMENTALS 

SAF Training Update ... 
Over the last few months, we have asked 
for your input and have been busy trying 
to design a policyholder training 
curriculum that would meet your needs. 

We realize that our ability to perform our 
work and to provide the services for which 
we collect premiums is greatly dependent 
on you, the employer's contact person. In 
recognition of this fact, we have in the 
past conducted quarterly training 
seminars here at SAF headquarters. In 
addition to providing a form of 
comprehensive training for participants, 
these seminars also provided SAF 
employees with an opportunity to interact 
with you on a more personal level. 

However, as effective as these 
seminars were, they met only a 
portion of the training need. 
One of the most serious 
impediments was participation. 
Several of our customers were 
unable to attend. The two 
major reasons expressed for 
not attending the training were 
the location and-the cast-in
recent years, we have also 
received several comments on 
our Annual Customer Survey 
requesting that we deliver this 
training in other locations outside the 
metropolitan Columbia area. 

Another problem was that, by offering a 
single class, we had to deliver training 
that was everything to everybody. The 
vast differences in organizational size and 
structure, laws covering unique types of 
employees, and other variables reduced 
the effectiveness of the training. 

Yet another concern was that the training 
classes, while held quarterly, were not 
always timely for the needs of specific 
employers. If a policyholder hired a new 
contact person, that person might have to 
wait up to three (3) months just to attend 
formal training. This time delay was not 
acceptable. Our research showed that 
training needed to be timely as well as 
relevant. We realized that our current 
curriculum could not achieve both 
requirements. 

Specific training needs had to be 

addressed in a new way. We therefore 
created "On Demand Training" to 
supplement our normal seminars. What 
do we mean by "on demand training?" 

In the future, we will respond to basic 
training needs for new contacts by 
sending a specifically tailored team of 
SAF professionals, consisting of at least 
the claims adjuster responsible for the 
account and that adjuster's supervisor, to 
the employer's location to conduct 
specifically tailored training. This "one-on
one" approach will allow us to deliver 
training that is tailored to your 
organization. It will also preserve the 
personal interaction we achieved with the 

will "On Demand 

department. You will be 
contacted to determinethe 
specific objectives for the 
training. SAF will then 

prepare the materials and schedule a 
suitable time for the training. 

After the training is completed, the new 
contact person will be asked to complete 
a survey to determine the effectiveness of 
the training. 

Topics such as updates on changes in 
workers ' compensation law, 
administrative regulations, or claim/ 
premium processes will still be handled 
through seminars conducted at various 
locations throughout the state. 

This new process will allow us the 
flexibility required to meet our goal of 
providing training designed to meet the 
specific needs of new employer contacts 
in a more timely manner. 

For additional information on this new 
training program, please contact your 
claims adjuster. 



How To React To A Workplace Injury 
How a policyholder reacts to an on-the-job accident can 
many times set the tone for the entire claim. Take this 
little quiz and see how much you know about the impact 
of your involvement in a workers' compensation claim. 

1. The manner in which an employer 
interacts with an injured worker 
immediately following an accident: 

a. is irrelevant because no one will probably 
remember the details. 

b. is critical, in that the initial attitude of the 
employer will affect how the injured employee 
perceives all actions related to a claim. 

c. 

d. 

2. 

a. 

b. 

c. 

d. 

3. 

a. 

b. 

is unimportant. Concentrate on effective 
claims management. 

is beyond the control of the employer. 

Which of the following is not an 
appropriate employer response 
following a workplace accident? 

An accident is an unusual event. We do not 
expect them to happen. 

Your accident is not a big deal. You're going to 
be fine. 

We are concerned about you and your injury. 
We are here to help. 

We are going to ensure that you get the best 
possible medical care to make sure that you get 
back to work as soon as possible. 

After an injury, most workers 
initially: 

are happy because they now have a 
chance to get out of work. 

contact an attorney. 

c. 
d. 

4. 

a. 

b. 

c. 
d. 

5. 

a. 
b. 

c. 
d. 

are confused and may worry about silly things. 

fear losing time and money from work. 

When you investigate an injury, what 
should receive the greatest 
attention? 

providing immediate help to the injured 
employee. 

preventing future accidents. 

verifying the legitimacy of the claim. 

all of the above. 

Who should have primary 
responsibility for an accident 
investigation? 

a qualified safety expert. 

a workers' compensation manager. 

a front-line supervisor. 
a cross-functional team of all employees. 

Answers 

1. (b) First impressions are lasting impressions. 
Set a good example. 

2. (b) No matter how minor, any accident is a big 
deal if it happens to you. 

3. (c) and (d) One of the first things we probably 
would think about is "Did I look silly?" or "Did I 
mess up my clothes?" Then, reality sets in 
and we worry about the physical injury and its 
impact on our ability to work. 

4. (a) Take care of the worker and his injury first. 
The paperwork and investigation are 
important, but not as critical as prompt 
medical care. 

5. (d) A team approach is best. 

WELCOME TO OUR NEWEST EMPLOYEES 

Deidre Bartley, Legal Assistant (803) 737-8154 

David Foshee, Information Systems Manager (803) 737-8104 

Russell Rush, Safety and Loss Control Specialist (803) 737-7530 
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A Workers' Comp. Fairy Tale 
Once upon a time, there was a man named 
Harvey who worked for the Acme Co. He had 
enjoyed his job as a widget painter for many 
years, but really wanted to be promoted to a 
widget inspector. 

Unfortunately, fate intervened one day in the 
form of a ladder that may not have been braced 
just right when Harvey made his assent. A little 
slip here, a little twist there, and suddenly 
Harvey knew the true lesson of gravity; it can 
hurt, at first only a little bit and then, later, a 
whole lot. The Acme Co. had workers' 
compensation insurance, but no return-to-work 
program for injured employees. 

Harvey was hurting, almost as much from the 
back injury as from the fact that his better-half 
was furious when she learned his pay would be 
cut by one third. To make matters worse, his 
teenage son kept coming up with excuses for 
not being able to help with a few things around 
the house. Anyway, since his accident, Harvey 
consoled himself by sitting in front of the 
television, window shopping at the mall, and 
working in the yard because there was nothing 
better to do. Harvey was really perplexed as to 
why no one at Acme seemed to care about him 
anymore..__ 

It was like everyone was afraid to even talk to 
him, like he was no longer seen as a fellow 
employee. He stayed in contact with his 
adjuster. He was getting weekly TI checks and 
plenty of doctor visits. The doctor had even 
suggested that Harvey go back to work on a 
"light-duty'' or part-time basis for a few weeks 
until he felt better. 

The insurance company relayed this information 
to Acme, but no dice. "We don't have a place 
for him" was their reply. Little did Harvey know 
that everyone else was working mandatory 
overtime because he was out of work. In spite 
of the overtime, widget production was down. 

He hadn't heard from his supervisor in weeks. 
Heck, he was hurt because of a workplace 
accident. He didn't suddenly catch leprosy. 
And besides, his shoulder and back were now 
beginning to hurt. One of his friends had been 
suggesting that he get a lawyer to make sure 
that he was getting everything he was entitled to 
under the law. 

Up until now, he'd never had any reason to 
doubt the loyalty and compassion of his 
employer. Acme always had Christmas parties 
and gave their retirees gold watches. But things 
were different now. The longer he stayed out of 
work, the more Harvey began to question 

Acme's motives. He also watched more TV. 
Several more days passed with not so much as 
a get well card from anyone from Acme. Harvey 
began to seriously wonder if there was ever a 
chance he'd go back to work, let alone get that 
inspector's job. He was channel surfing when 
he saw yet another commercial from someone 
claiming to provide quick relief to injured 
workers. Hesitantly, he called the toll-free 
number ... 

And now a word from our sponsor. Do you 
realize that the total cost of Harvey's claim just 
increased by upwards of 30%. Statistically 
speaking, attorney involvement on behalf of an 
injured worker adds a substantial amount to the 
bottom line, in terms of delays in resolving a 
case, as well as, additional costs for lawyers to 
represent the employer and insurance 
company. 

Another dismal statistic: the longer an individual 
stays out-of-work, regardless of the type of 
injury, the greater the probability that he will 
never return-to-work. As if this weren't enough, 
indirect costs (lost productivity, overtime or 
temporary labor, training, and administrative 
expenses) to an employer are seven to ten 
times greater than the cost of the workers' 
compensation claim! 

The longer a case remains open, the greater the 
chance that other ailments (depression, stress, 
physical radiculopathy) besides the initial injury 
will become the dominant factors in a claim. A 
relatively minor back claim can escalate to a 
Total case in a matter of months. 

No amount of claims management on the part of 
an insurance company can match the value of 
employer involvement in bringing a claim to 
closure. It is a proven fact that the sooner an 
injured employee returns to the workplace, the 
sooner that employee's claim is resolved. A 
shorter claim life translates into a lower claim 
cost. 

Now, back to our story. Or is this your story? 

As a pol icyholder, do you take an active interest 
in the wellness of your employees by expressing 
your concern when someone is hurt on-the-job? 
Do you treat a workers' compensation claim as 
nothing more than extra paperwork in your 
already hectic workday? Have you ever used a 
workers' compensation claim to aid in the 
removal of a marginal employee? Are you in 
regular contact with your injured employees? 
Do you have a return-to-work program? 

Think about it. 



Return-To-Work Programs Are Critical 
While most aspects of the claims management 
process are handled by the State Accident Fund as 
part of your workers' compensation insurance 
coverage, one critical component remains squarely 
in your hands as a policyholder - - the establishment 
of an effective return-to-work program for injured 
employees. 

Simply put, a Return-To-Work program is an 
organized effort to provide modified job duties, on 
a temporary basis, to injured employees during 
their recovery period. These transitional duties may 
include some of an employee's regular job functions. 
However, when that is not practical, other duties 
may be assigned until such time that the injured 
worker is released to return to full duty. 

An effective return-to-work program begins with 
communication. Research has revealed that 
employers who communicate regularly with their 
injured employees ("Hi, how are you doing? We 
miss you and hope you come back soon. We need 
your help.') throughout the recovery process realize 
a significantly higher percentage of success in 
returning injured employees to the workplace. 

Many injured workers believe their jobs are in 
jeopardy as a result of on-the-job accidents. If you 
do not call, they ass.ume that you are angry at them. 
They believe you do not care about their recovery 
and their speedy return-to-work. You are in the best 
position to alleviate their fears and speed up their 
return to the workplace. 

Direct communication with your injured employees 
should take place frequently, at least weekly. Ask 
how recovery is progressing and discuss a target 
date for returning to work, even if the date has to be 
changed later. Express your hope that the pain or 
hardship of an injury is lessening. Discuss the 
payment of workers' compensation benefits and 
ensure employees understand how benefits are paid 
by the State Accident Fund. 

Stay in touch with your employee's doctor and other 
medical providers. Provide them with detailed 
information about physical (lifting, standing, sitting, 
carrying, bending) requirements related to your 
employee's regular and modified job duties. This 
will enable them to make informed decisions. Keep 
your SAF claims adjuster advised of any personnel 
changes, such as exhaustion of sick/annual leave, 
deviations in a modified work program, and/or 
application for any kind of disability or retirement 
benefits. 

Roll out the "welcome mat" when an injured worker 
returns to the workplace, especially if he/she is 
performing "light duty'' or part-time work pending full 
recovery. Remember the goal is to get the 
employee back to his/her regular job as soon as 
medically possible. Again, the presence of 
compassion and confidence by the employer leads 
to increased morale and will facilitate the return to 
work process. 

Two points to consider: The SC Workers' 
Compensation Commission (WCC) considers a 
claimant's work status when determining the value 
of an award for Permanent Partial or Total disability. 
If an employee is terminated because the employer 
could (or would) not provide temporary job 
modifications, a large award may be ordered on a 
relatively minor claim. To further complicate 
matters, an employer's exposure for liability under 
the Americans With Disabilities Act (ADA) could be 
increased as a result of adverse actions taken by the 
employer as part of a workers' compensation claim. 

An effective and proactive return-to-work program 
can generate a great return on investment for your 
organization, both in terms of lower workers' 
compensation costs and higher morale among your 
employees. This is yet another aspect of the 
workers' compensation system that can be 
controlled by the employer. 

For more information on return-to-work programs, 
call Janis Howard at (803) 737-8171. 

WELCOME 
TO 

OUR 
NEWEST 

SAF 
POLICYHOLDERS ... 

Converse Rescue Squad 
Lee County Council on Aging 

) 



Are Your Temp Employees Covered? 
Temporary employment agencies 
send out over 2.5 million people 
daily. Even more individuals are 
directly employed by organizations 
in temporary positions. Chances 
are good that you have a temp 
working right now in your 
organization. But, who is providing 
workers' compensation coverage 
for these people? 

One of the advantages of 
contracting with an employment 
agency to provide temporary 
personnel is that the agency 
agrees to manage all matters 
related to payroll and benefits. 
Unless otherwise specified, an 
employment agency must provide 
workers' compensation coverage 
for their temporary employees. To 
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State Accident Fund 
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protect yourself from future liability, 
always require proof of workers' 
compensation coverage before 
contracting with anyone for 
temporary employees. 

If your organization hires 
temporary employees directly, be 
advised that you are responsible 
for ensuing that they are covered 
under your SAF policy. 

Regardless of how you hire temps, 
OSHA requirements dictate that 
your accident records must include 
all reportable on-the-job injuries 
and illnesses. Those records must 
include all employees - -
regardless of their employment 
status with you or a temporary 
employment agency. 
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