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1.3 The  Fund  should  encourage  policyholders  to  direct  injured  workers  to  the Fund’s 
network providers, when appropriate, for their first medical treatment.  
 
This finding of the Auditor General is agreed to and the audit recommendation will be implemented. 
 
1.4 The Fund should continue working to make improvements to its provider network through 
efforts to recruit  additional  providers  and  identifying  areas  of  the  State  in  need  of additional 
providers. 
 
This finding of the Auditor General is agreed to and the audit recommendation will be implemented. 
 
Finding 2: Fund should continue to improve claims management by better 
aligning itself with recommended practices. 
Recommendations: 
 
2.1 The Fund should re-examine its consultant’s recommended criteria for when to assign claims to 
lost-wages claims handlers and adopt additional criteria, if it determines that doing so would help 
avoid payment delays arising from reassigning claims. 
 
This finding of the Auditor General is agreed to and the audit recommendation will be implemented. 
 
2.2 The  Fund  should  examine  its  policies,  training,  and  oversight  functions  to determine why 
claims handlers fail to adequately complete three-way contact.  Based on the results of its findings, 
the Fund should modify its oversight and training practices accordingly and ensure that the three-
way contact and claims investigations are completed in a timely manner. 
 
This finding of the Auditor General is agreed to and the audit recommendation will be implemented. 
 
2.3 To help ensure effective claims management, the Fund should: 
 

a. Require documented action plans for all claims with significant costs, and 
b. Review documented action plans as part of its best practices reviews.  

 
This finding of the Auditor General is agreed to and the audit recommendation will be implemented. 
 
2.4 The Fund should implement the external consultant’s recommendation that it contact the 
injured worker by phone, in addition to the required letter, to check on his/her work status and job 
search when applicable. 
 
This finding of the Auditor General is agreed to and the audit recommendation will be implemented. 
 
2.5 To help insure QA reviews are used to improve statutory compliance, the Fund should: 
 

a. Examine its review policies, and develop and implement an effective review process that 
provides fund management with trends in claims     management   and   that   can   be   
used   to   improve   claims   handlers’ performance, 

b. Provide documentary evidence of this supervisory review; and  
c. If  appropriate,  develop  an  action  plan  for  improvement  based  on  the results. 

 
This finding of the Auditor General is agreed to and the audit recommendation will be implemented. 
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2.6 To better ensure timely payment of lost-wages claims, the Fund should: 
 

a. Develop  and  implement  policies  regarding  actively  working  to  obtain medical 
documentation; 
 

b. Establish  an  internal  standard  for  payment  timeliness when eligibility for lost-wages 
compensation cannot be determined within 21 days of an ICA notification date; and 

c. Modify its QA review to evaluate whether claims handlers are following the policies and 
meeting the internal standard. 

 
This finding of the Auditor General is agreed to and the audit recommendation will be implemented. 
 
2.7 To ensure the  Fund’s  reorganization  efforts  are  on  target  and  effectively bringing the Fund 

in line with recommended practices in claims management,  the  Fund  should  perform  an  
internal  audit  or  commission another   external   claims   review   to   measure   progress   
against   statutory compliance and recommended practices in claims management. 

 
This finding of the Auditor General is agreed to and the audit recommendation will be implemented. 
 
Again, thank you for the opportunity to respond to this report.  We will be prepared to provide your 
office, as required by the Joint Legislative Audit Committee, a written explanation of the status of all 
recommendations within six months after the published date of this audit report. 
 
Sincerely, 
 
 
 
 
Don Smith 
CEO 


