
Workers’ Compensation Board – Alberta

Our 2019  strategy map and objectives

Our service journey 
We will lead the way in providing a positive customer experience for workers and employers. We know the 

experience is as important as the outcome, and to deliver that, we will engage workers, employers and 

treatment providers in meaningful ways. We have already started on this journey but we can do more.

Our mission 
Working together with our partners, we will significantly  

and measurably reduce the impact of workplace illness 

and injury on Albertans.

Our vision 
Albertans working—a safe, 

healthy and strong Alberta.

Defining a shared  

vision of care, recovery

and return to work that 

puts workers at the 

centre of their recovery 

and employers at the 

centre of guiding a  

safe, successful return  

to work.

Understanding the 

changing nature of 

work and how the  

workers’ compensation 

system needs to prepare 

and respond.

Facing the impact the 
changing nature of 
injury and the pace of 
new medical research 
have on the workers’ 
compensation system.

Using advances in 

technology to improve 

service delivery and  

open our data to 

stakeholders who want 

to make the province 

healthier and safer.

A shared 
service journey 

Changing nature  
of work

Changing nature  
of claims

Technology  
breakthroughs

We will: We will: We will:

Our collaboration and 
transparency strategy

Our focus How we will measure success

Our journey over the next 
five years will be guided 
by three core pillars

Our goals will focus on these core 
elements of our changing landscape

Exceptional service
COLLABORATIVE | INCLUSIVE | EMPOWERING

Fair and balanced
TRANSPARENT | RESPONSIVE | TRUSTED

Financially sustainable
BALANCED | ENDURING | COST-EFFECTIVE

• Work with stakeholders to define the philosophy and core elements of 
a worker-centric care plan that reinforces the worker's central role and 
responsibilities in decisions about their care, recovery and return to work.

• Build a foundation of trust with workers, employers and service providers 
through inclusiveness, transparency and collaboration to support worker 
recovery and return to work.

• Develop new tools to better understand the worker and employer 
experience to drive positive service innovations and find new ways to 
ensure we customize approaches to individual need.

• Better understand the situations where workers' experiences do not meet 
their expectations and use the lessons we learn to develop new approaches 
that benefit all workers. 

• Research, evaluate and collect data to understand Alberta's changing 
labour market and the impact of the decline of routine jobs on all 
stakeholders.   

•  Identify opportunities to collaborate with industry partners on individual 
claims to find creative job options for permanently disabled workers who 
are fit for suitable employment and face significant challenges as a result 
of the employment conditions in their area.

• Deliver compelling information and education to stakeholders and 
staff on the impact of psychological injury on recovery and return  
to work. 

• Share our proposed medical research evaluation model that explores 
the work-relatedness of injuries with community physician groups to 
ensure our process is evidence-based, clear and transparent. 

• Optimize advances in machine learning and technology to streamline 
decision making on cases that do not require manual intervention, 
allowing more time to focus on worker-centric care. 

• Collaborate with the Ministry of Labour & Immigration (OHS) to 
develop a framework to improve data sharing and streamline 
reporting requirements.

• Complete online and face-to-face stakeholder consultation and define a worker-centric care plan. 
Q3–Q4

• Develop a new survey and feedback strategy that allows us to delve further into the individual 
claim experience to understand areas of opportunity for service improvement that are meaningful 
to workers, employers and health care partners. Q4

• Consult with stakeholders to identify the top 20 most asked-about procedures, and publish those 
procedures, enhancing transparency and understanding of WCB’s key decision-making steps and 
processes. Q4

• Collaborate with employers to define requirements for a new employer mobile application for 
delivery in 2020. Q4

• Review key data with stakeholders on the nature of restrictions (work restrictions, location, etc.) 
permanently disabled workers face in the job market and the opportunities we have to overcome 
these challenges. Q1 

• Work with stakeholders to identify industry-specific strategies to overcome the above-noted 
obstacles and identify real jobs and placement opportunities for workers. Q2

• Identify the data required to quantify the impact of psychological injury on recovery and return to work. Q1 

• Discuss the opportunity for employer cost relief for secondary psychological injury to remove a  
barrier for employers. Q4

• Complete face-to-face consultation with the medical community (Alberta Medical Association,  
College of Physicians & Surgeons of Alberta, Occupational and Environmental Medical Association of 
Canada, Canadian Board of Occupational Medicine, Universities of Alberta and Calgary, family doctors 
and others) on our medical research evaluation model. Q2–Q3

• Using The Working Mind, a national program developed by the Mental Health Commission of Canada,  
train claim owners to identify psychological injuries earlier and make timely referrals for support. Q3

• Pilot new rules to use machine learning and automation to reduce the number of cases that require 
manual intervention to be assigned. Q2 

• Use machine learning, predictive analytics and process improvement to find opportunities to reduce 
the number of simple tasks in the claims process so claim owners can spend more time connecting 
with injured workers and their employers. Q4

• Complete a technical review of data sharing/reporting streamlining options with OHS. Q4

• Track worker participation in decision making around their care plan  
(Q2–Q3); improve participation so 90% of workers are contributing directly 
to the plans, measured through our independent external survey. Q4

• Achieve a 2.5% increase (from a baseline of 88% in worker satisfaction  
and 75% in employer satisfaction) with involvement in the development of the 
return-to-work plan, measured through our independent external survey. Q4

• Release the first mobile app in Canada to ensure workers can connect  
easily with us for payment information, submitting expenses or updating  
their claim. Q2

• Complete requirements gathering for employer app development. Q4

• Update the employer and worker customer service surveys and health care 
provider feedback processes. Q4

• Increase the number of viable job leads we provide to workers with 
permanent work restrictions to minimize the impact of wage loss. Q4 
(benchmark complete Q2) 

• Increase stakeholder awareness of the personal and economic impact of 
not identifying employment opportunities for workers who are unable to 
return to pre-accident employment (baseline to be created in Q2). Q4

• Quantify and report on the impact of psychological injury on return  
to work, and differentiate between chronic and traumatic claim  
volume. Q4 

• Improve referral time for psychological support services from date-of-
accident to treatment by 5% from 89 to 85 days. Q4  

• Publish a technical document for physicians and a plain language 
version for all stakeholders on our medical research evaluation model 
for determining work-relatedness. Q4

• Reduce the number of cases that require manual intervention through 
automation of claim assignment and no-time-loss claim adjudication 
by 15%. Q4

• Identify technology path capable of streamlining redundant reporting 
from employers to OHS and WCB. Q3 

• Deliver a high-level roadmap on externalizing WCB and OHS data to 
support research for prevention and treatment. Q4


