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« Empathy Perspectives

 Empathy in Healthcare

 Empathy in Worker’s Comp

 The Patient Journey

« Case Studies

 Empathy Impact

 How to Apply Empathy in Workers’ Comp Programs

#NWCDConf www.WCConference.com




Defi n i n g Traditional
Empathy

3 Perspectives

the ability to understand and share the
feelings of another

Healthcare

the act of correctly acknowledging the
emotional state of another without
experiencing that state oneself

Workers’ Comp

The act of correctly acknowledging and addressing
the emotional state and practical needs of an injured
worker without experiencing that state oneself
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The Need for 81%

Em pathy in of US consumers are unhappy with
Healthca e their healthcare experience !

36%

of patients agree that their healthcare
providers have empathetic medical and
administrative staff 2

34%

of patients agree that their providers
take the time to understand needs and
explain options 2

1. GE Healthcare, 2020
2. Gallup, 2019
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COVID-19 Pandemic Underscores

Need for Empathy

Easier access to
medications
including high-
risk drugs

\ 4

Rx monitoring
Patient
engagement
Pharmacist
counseling
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Reduced/
delayed
access to care

Psychosocial
pressures

¥ ¥

Patient
engagement
Mental/behavior
al health
therapies

Telemedicine
Tele-rehab

Comorbid conditions
and social
determinants of
health put some

patients at higher risk
for sever cases

\ 4

Education
Return to work
programs
Wellness programs

Solutions

Social Determinants
of Health

< Ethnicity
<4 Household Density
<4 Education

4 Income Level

Social determinants of
health have more

impact on health than
clinical interventions 3




The Need for
Empathy in
Workers’ Comp

A Recent Healthesystems
Study Revealed —
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50%

of patients experienced a
delay in reporting injuries 4

25%

of patients faced complications
with initial paperwork 4

60%

of WC patients who had initial
medical exams reported a negative

provider experience *
4. Healthesystems, 2020
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It took at least that
whole week until |

saw someone, and they
sent me about 25 miles
away from my house to
a clinic with who | call

The WC Patient Experience the voodoo doctor.
In Their Own Words

It’s a lot of paperwork to fill out while being in
pain. Having someone do it for you over the
telephone would take the load off.

If they had been more personable, and explained the process, that would
have helped because | had no idea. .. So, there was no rapport or
empathy with the whole thing; so, | think that would’ve been important.
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rkers’ Compensation Patient Journey Map
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Patient is feeling:

Hesitant about reporting, fear of being
fired or labeled a troubled employee.
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Recommendation:
Train in WC process and empathy in the

patient workplace. Provide application
assistance via phone or online.
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Patient is feeling:
Upset the MD is far away,

inappropriate, or doing the exam in a
non-clinical location.
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Recommendation:
Offer doctor lookup and selection,

including telemedicine options with
specialty and rating.
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Patient expectation:

| shouldn’t be over-prescribed
medications and injections
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Recommendation:
Reach out to patients with multiple
and/or high-risk medications to discuss

and counsel. Also reach out to
prescribers to ensure that appropriate
treatment guidelines are followed.
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Patient is feeling:

Eager to receive what | need and get
back to my life.
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Recommendation: Facilitate a
return to work for those who are

eager. Address issues, such as fear
avoidance and catastrophic thinking
for those who are not eager.

www.WCConference.com



Empathetic
Engagement in
Workers’ Comp
Case Study #1

—> 49-year-old male

—> High-risk/chronic opioid use
to treat pain for 2016 injury Back Injury
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Empathetic
Engagement in
Workers’ Comp
Case Study #2

—> 40-year-old female

—> Jet engine manufacturing
—> Main complaint about returning to work is

she will reinjure herself and she also has
been having difficulty sleeping

#NWCDConf

Shoulder
Injury
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Empathy
Impact

Absence durations reduced
3.6 weeks with empathetic
RTW programs ©

Claims costs 69% higher
duration 58% longer with
negative response to injury ©

Better clinical outcomes and
decreased morbidity for pain
management patients °

Increased immune function,
shorter hospital stays, controlled
blood sugar, decreased asthma *

5. lIrish Journal of Medical Science, 2019
6. Rand Institute, 2012
7. Academic Medicine, 2011
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How to Apply Empathy

to WC Medical/Pharmacy Programs

Education

For all employees
about the value
of demonstrating
empathy

Culture

Clearly articulate
purpose that puts
injured works first with
example from the top

#NWCDConf

Policies

Establish, review, and
revise with patient as
first priority

Processes

Design with
empathetic
approach and goal
of making things
easy for patients

Partners

Vet and select for
empathetic values and
evidence of patient-
centric approach

Resources

Share help available,
especially during
catastrophic events

www.WCConference.com



Questions?

Adam.Seidner@thehartford.com

ssacalis@healtheystems.com
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