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Section | - Executive Summary

1. Mission and Values
Our Mission

Provide an equitable and timely system of benefits to injured workers and to

employers in the most responsive, accurate, and reliable manner possible.

To accomplish this mission, the South Carolina Workers’ Compensation
Commission will:

Administer the workers’ compensation laws of this State in a fair, impartial
and timely manner;

e Recommend improvements and changes to the laws governing the
administration of the system;

e Ensure a professionally trained staff;
o Continually strive to improve the quality of services and products; and,

« Provide information to foster an understanding of and compliance with the
workers’ compensation laws of the State of South Carolina.

2. Major Achievements in FY 09-10
Adopted a revised Medical Services Provider Manual or physician’s fee schedule.
The new fee schedule limits the overall increase in the total cost (medical and
compensation) of the system to 1.7%.

Commission completed electronic imaging of 38,138 case files of cases closed
July 2007 through December 2008. Documents are now stored as digital images.
The paper documents were destroyed thereby reducing the need of storage space
by 1,029 cubic feet.

Implemented an Internet portal (eCase) through the Commission’s website to
provide real time access to case status and scheduling information for registered
users and the claimant. The registered users include attorneys, insurance carriers,
and self-insured employers. As of June 30 there were 850 registered users with an
average of 3,500 accesses per month.

Processed 14,571 settlements (see Graph 7.2 Clinchers, Form 16s, and third party
settlements).

Processed 24,494 initial notices of payments.



Increased the average number of documents scanned for digital imaging per
month from 18,000 to 19,501. The total number of documents scanned was
284,016.

Implemented a paperless workflow process for the Self Insurance Division. All
paper documents received by the division are electronically imaged. External
audits of self- insured employers and groups are now conducted by accessing
resource documents electronically.

Implemented a system to serve the appropriate parties case hearing notices and
Commission Decisions and Orders electronically.

Implemented a workflow process to create an electronic image of all documents
received by the Judicial Department on a daily basis.

Implemented a system to receive Proof of Coverage information from NCCl in
edited daily transactions rather than an unedited bi-monthly data transfer.

Implemented a system to allow access to coverage data for self- insured carriers
and employers via the Internet, thereby reducing staffing requirements to respond
to inquiries via email and telephone.

Conducted a training workshop on workers’ compensation regulations, policies
and procedures for stakeholders.

Reduced the average number of days to process a proper request for a hearing
from 42 days to 29 days.

3. Key Strategic Goals for Present and Future Years

Present Goals

e Serve notices for informal conferences to carriers by email.

e Serve notices for appellate hearings to attorneys and carriers by email.

e Serve Full Commission Decision and Orders, Consent Orders, Administrative Orders,
Fine Orders, Guardian Ad Litem Orders, Fee Petitions, and other order types
electronically.

e Serve approved settlements electronically.

e Review process to coordinate and schedule venues to conduct single commissioner
hearings and informal conferences with state agencies, local governments, and
educational institutions.

e Update the Medical Services Provider Manual and Hospital Fee Schedule to contain




total medical costs while preserving worker access to quality medical care.

Close all claims within three days of receipt of required documents.

Review all administrative settlements by the claims department within one day of
receipt.

Review average number of initial notices of payment of temporary total compensation
per day.

Assign contested cases for adjudication within forty-five days of filing.

Serve Decision and Orders of Full Commission Review within sixty days of oral
argument.

Docket all request for Full Commission Review within ninety days of filing.

Review the system to process motions, mediation, and informal conference requests to
verify timeliness.

Complete compliance investigations within forty-five days.

Complete review of corporate applications to self insure within sixty days of receipt of
completed application.

Complete review of fund member applications to self insure within five days of receipt
of the completed application.

Establish system to track number of days to complete review of contested medical
bills.

Collect self insurance taxes within 120 days of the close of the self-insured’s fiscal
year.

Conduct audits of all individual self-insureds and self-insured funds bi-annually.
Increase the number of compliance investigations initiated by 30%.

Revise administrative procedures manual.

Review and update as needed Employee Performance Management System.

Future Goals

Track cycle time of files and aging of accounts for all claims filed with the
Commission.

Process all Commission forms electronically.

Scan all incoming case file documents for electronic reference.

Develop and implement electronic workflow applications.

Increase educational efforts to reduce the percentage of improper coverage submissions
through the claims filing process.

Replace the claims manual review processes with electronic review and electronic
notification of deficiency.

Identify processing errors in claims.

Receive all claim forms and claims documentation electronically.

Provide access to SCWCC claim file images via eCase web portal to registered users.
Upgrade claims EDI data reporting to Release 3 format.




4. Your Key strategic challenges (i.e. mission, operational, human resources,
financial, and community related strategic challenges)

Budget and financial considerations continue to pose challenges to the organization in the
areas of technological innovations and human resources. Phase Il of the improvements to
the information technology system will substantially enhance the technical environment
in which the agency operates. Allocating the remaining funds will continue to present a
strategic challenge. The executive staff is committed to intimately examining the most
cost effective means of obtaining the technological advancements necessary to best serve
our customers and utilize our allocated funds. The Commission also anticipates an
operational learning curve resulting from the transition of a manual, paper process driven
system to one that is imaging, electronic and document management based through
software applications. The reduction in appropriations from the State General Fund and
the Commission’s reductions in expenditures have resulted in the reduction of funding for
11 FTEs and employee training. Also the Commission transferred expenses from State
appropriations to the Commission’s non-appropriated source of revenues. Human
resources continue to be challenged with the elimination of some internal functions and
realignment of duties and responsibilities while requiring existing staff to continue
improving service delivery.

5. How the accountability report is used to improve organizational
performance (describe the process and improvements achieved through the
accountability report preparation and self-assessment process)

Sections of the accountability report are used as a management tool. The strategic plan is
used to assess and adjust the direction of the Commission, produce fundamental decisions
and actions that shape the organization, and determine clear objectives and goals. The
process management section of the report is used to define processes, assign ownership,
and measure process performance. The Commission uses the report as a management
tool for continuous improvement for the organization.

Section Il - Organizational Profile

1. Organizations main products and services and the primary methods by
which they are delivered.

The Workers” Compensation Commission is responsible for overseeing and
administering the South Carolina Workers’ Compensation Act. The Act serves to relieve
employers of liability from common law suits involving negligence in exchange for
becoming responsible for medical costs and loss wages of on-the-job injuries regardless
of fault. These services are delivered by the Commission adhering to the agency’s Six
basic objectives:

e Provide sure, prompt, and reasonable income and medical
benefits to work-related accident victims, or income benefits



to their dependents, regardless of fault;

e Provide an exclusive remedy and reduce court delays, costs
and judicial workloads arising out of personal injury litigation;

e Relieve public and private charities of financial demands incident to
uncompensated occupational accidents;

e Control the cost of adjudicating the cases to all parties by processing the
claims in an efficient and effective manner and reducing time for a case to be
heard and the number of cases appealed;

e Control the overall cost to the system while preserving access to service by
adopting fair and reasonable medical fee schedules.

2. Key customer groups and their key requirements/expectations.

The Commission has identified its two most important customer groups: South Carolina’s
employers and their employees. Their expectations are to receive an equitable, fair,
responsive and reliable workers’ compensation system.

3. Key stakeholder groups

Other customers who are involved in the workers’ compensation system and provide
services of one type or another to employers and their employees include, but are not
limited to: insurance companies, self-insured funds, third-party administrators, attorneys,
physicians, hospitals, Commission employees, the South Carolina Congressional
delegation, the South Carolina Legislative delegation, the Department of Commerce, the
Department of Vocational Rehabilitation, the State Attorney General’s office, the State
Department of Labor, Licensing & Regulation, the Uninsured Employers Fund and the
Second Injury Fund, the FBI and the U.S. Office of the Attorney General, the Social
Security Administration, and the State Accident Fund.

4. Key suppliers and partners

e Insurance companies

e Self-insured funds

e Third-party administrators

e Attorneys

e Physicians

e Hospitals

e Department of Commerce

o Department of Employment and Workflow
e Department of Vocational Rehabilitation

o State Attorney General’s Office

o State Department of Labor, Licensing & Regulation



e Uninsured Employers Fund and the Second Injury Fund
e FBI and the U.S. Office of the Attorney General

e Social Security Administration

« State Accident Fund

o Department of Insurance

e South Carolina Judicial Department

5. Your operation location

a. Main: South Carolina Workers” Compensation Commission
1333 Main Street, Suite 500, Columbia, South Carolina 29201

b. Sites: All 46 Counties (sites of actual workers’ compensation hearings)
6. Number of Employees:

57 46 classified, 8 unclassified, 3 temporary (Ref. Chart 7.4-2)
The Commission contracts for the provision of legal counsel and assistance with medical review
of medical billing issues.

7. The regulatory environment under which your organization operates

The Commission consists of seven Commissioners appointed by the Governor with the
advice and consent of the Senate for terms of six years. The Governor designates one
commissioner as Chair for a term of two years. The Chair may serve two terms in a Six-
year period, though not consecutively. The Chair is the chief executive officer of the
Commission and responsible for implementing the policies established by the
Commission in its capacity as the governing board.

The day-to-day administration and operation of the Commission is the responsibility of
the Executive Director who is appointed by and serves at the pleasure of the seven
commissioners acting in their capacity as the board of directors of the agency. The
Executive Director functions as the Commission's Chief Operating Officer.

Under the general supervision and management of the executive director are the
Commission's five functional departments: (1) Administration, (2) Claims, (3) Insurance
& Medical Services, (4) Judicial and (5) Information Services. Each department is under
the supervision of a director and may be organized into one or more operational
divisions.

8. Your performance improvement system

The Commission is committed to improving the workers’ compensation system through
training, outreach and communication with stakeholders. The Commission’s seminar on
claims management, Claims Administration Made Easy, was held and the corresponding
publication marketed to interested individuals. Commissioners and executive staff made



presentations at the South Carolina Workers” Compensation Educational Association
Annual Conference; the SC Workers’ Compensation Educational Association Annual
Workers” Compensation Medical Seminar; the Injured Workers’ Advocates Association,
the SC Self-Insurer’s Association and the SC Bar Association Annual Conference; and
the SC Association for Justice annual conference. In addition, Commission employees
routinely are asked to speak on various subjects to state and local organizations and
groups. The Commission has reconstituted a quarterly newsletter that is distributed in
electronic format to interested parties and stakeholders.

9. Your Organizational Structure

South Carolina
Workers’ Compensation Commission

Commissioners

Office of the
Executive Director

Administration Claims Department Insurance & Medical

Department Information Services Services Department Judicial Department

1

Judicial Docketing
Division

Claims Services Medical Services
Division [ Division

Judicial Assessment
Division

I

Records Division Self-Insurance Division

—| Compliance Division

— Coverage Division

Commissioners

Commissioners are responsible for hearing and determining all contested cases,
conducting informal conferences, approving settlements, and hearing appeals. In their
quasi-judicial role, Commissioners conduct legal proceedings throughout the state.

It is the responsibility of the Commission to administer the South Carolina Workers'
Compensation Act, found in Title 42 of the Code of Laws of South Carolina. In
accordance with the Administrative Procedures Act, the Commission also promulgates
rules and regulations necessary to implement the provisions of Title 42.



For administrative purposes,
the state is divided into seven
districts. Commissioners are
assigned to a district for a
period of two months before
being reassigned to another
district. During the course of
a fourteen month period, the
commissioners serve in each
of the state’s forty-Six
counties.
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Executive Director

The day-to-day administration and operation of the Commission is the responsibility of
the executive director who is appointed by and serves at the pleasure of the seven
commissioners acting in their capacity as the board of directors of the agency. The
executive director functions as the Commission's chief operating officer.

Under the general supervision and management of the executive director are the
Commission's five functional departments: (1) Administration, (2) Claims, (3) Insurance
& Medical Services, (4) Judicial, and (5) Information Services. Each department is under
the supervision of a director and may be organized into one or more operational
divisions.

Administration

The Administration Department is responsible for a variety of internal programs,
including finance, budgeting, human resources, purchasing, inventory, facility
maintenance, motor vehicles, mail and printing, office services, and affirmative action, as
well as administrative operations of the Commission.

Judicial

The Judicial Department is responsible for scheduling contested matters for hearing as
well as scheduling informal conferences throughout the state. The department oversees
the joining of issues for hearings as well as preparing the docket for Full Commission



Reviews. Case preparation in anticipation for a hearing consists of reviewing pleadings,
requesting additional documentation from the parties, preparing a case synopsis, and
maintaining the docket for Full Commission Panel Appeals.

Claims

Administration and management of injury reports and any resulting claims are the
responsibilities of the Claims Department. After an injury is reported to the Claims
Department, claims personnel monitor its progress through the system. Individual case
records are reviewed to ensure the requirements of the Workers' Compensation Act and
the rules and regulations of the Commission are being observed. Conflicts of a non-
judicial nature are often resolved in the Claims Department.

Insurance and Medical Services

The Insurance and Medical Services Department is responsible for maintaining and
monitoring workers’ compensation insurance coverage records for all employers required
to carry insurance under the Act, enforcing compliance with the Act, administering the
workers’ compensation self-insurance program, establishing payment systems and fee
schedules for medical providers, and resolving disputed medical bills. The Coverage
Division maintains insurance records for employers who purchase coverage from
commercial insurance carriers. The responsibility for investigating uninsured employers
to determine if they are subject to the workers' compensation law is the responsibility of
the Compliance Division. Under certain conditions, South Carolina employers may self-
insure against losses resulting from on-the-job injuries. Qualifying and regulating the
self-insured employers is the responsibility of the Self-Insurance Division. The
department's Medical Services Division is responsible for maintaining the fee schedule
that regulates charges by doctors and hospitals and for approving various fees and
charges in accordance with the established schedules.

Information Services

The Information Services Department is responsible for the coordination and
management of the flow of information throughout the Commission; responsible for all
the data processing and information systems development and maintenance. The
department also provides statistical reports and a framework for tracking data to each
department.



10. Your Expenditures/Appropriations Chart
FY 08-09 Actual Expenditures | FY 09-10 Actual Expenditures FY 10-11 Appropriations Act
Major Budget Total Funds General Total Funds General Total Funds General
Categories Funds Funds Funds
Personal $3,111,338 $2,846,319 $1,091,963 $1,788,423 $1,329,153 $1,471,636
Service
Other $1,410,554 ($5) $1,310,460 $0 $1,414,662 $0.00
Operating
-0- -0- -0- -0- -0- -0-
Special ltems
Miscellar)eous 0- 0- 0- 0- 0- 0-
Operations
-0- -0- -0- -0- -0- -0-
Case Services
Distributions to
-0- -0- -0- -0- -0- -0-
Subdivisions
$938,959 $693,117 $322,447 $527,563 $375,000 $448,319
Fringe Benefits
. -0- -0- -0- -0- -0- -0-
Non-recurring
Total $5,460,851 $4,640,457 $2,724,870 $2,315,986 $3,118,815 $1,919,955

Other Expenditures

Sources of

Funds

FY 08-09 Actual
Expenditures

FY 09-10 Actual

Expenditures

Supplemental Bills 0 0
Capital Reserve
Funds $432,673 $207,108
Bonds 0 0
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11.

Program Number

Your Major Program Areas Chart

Major Program Area

FY 08-09 Budget

FY 09-10 Budget

Key Cross

and Title Purpose Expenditures Expenditures References
Claims Provides a timely system of State:  $289,792 State:  $148,342 Graph: 7.2
benefits to injured workers Federal: $ Federal: $
Other:  $303,094 Other:  $367,416
Total:  $592,886 Total:  $515,758
10% of Total Budget 12% of Total Budget
Judicial Assess and docket all claims | State: $144,208 State: $ 84,618 Graph: 7.5(a)
(Management) requiring mediation, Federal: $ Federal: $ 7.5(b), 7.5(c)
adjudication or appellate Other:  $322,179 Other:  $409,936
review Total:  $466,387 Total:  $491,554
8% of Total Budget 11% of Total Budget
Judicial Conduct all single and Full State:  $1,088,010 State:  $1,070,244 Graph: 7.5(a)
(Commissioners) Commission hearings Federal: $ Federal: $ 7.5(c)
Other:  $510,628 Other:  $569,437 LAG Report
Total: $1,598,638 Total:  $1,639,681
27% of Total Budget 37% of Total Budget
Insurance & Assure availability of workers' | State:  $233,815 State:  $174,688 Graph: 7.1
Medical Services compensation benefits to Federal: $ Federal: $ 7.3(a)
injured workers, provide Other: $341,773 Other:  $459,976 7.3(b)
employers a self insurance Total: $575,588 Total: $634,664 7.4(a)
alternative and contain 10% of Total Budget 14% of Total Budget 7.3(c)
medical costs 74,7.6

Administration Oversee all administrative State: $1,090,494 State: $310,531 Consolidated
operations Federal: $ Federal: $ Financial
Other:  $1,136,858 Other: $598,658 Statement
Total:  $2,227,352 Total:  $909,189 Summary
38% of Total Budget 21% of Total Budget Rev. & Exp.
5 charts,
Admin
Exp/Fund
Balance
Remainder of FY 08-09 FY 09-10
Expenditures State: State:
Federal: Federal:
Other: $432,673 Other: $207,108
Total: $432,673 Total: $207,108
7% of Total Budget: 5 % of Total Budget:
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Section 111 — Elements of Malcolm Baldrige Award Criteria

Category 1 — Executive Leadership, Governance and Social Responsibility

1. How do senior leaders set, deploy, and ensure two-way communication for:
a) short and long term direction and organizational priorities, (b) performance
expectations, (c) organizational values, and (d) ethical behavior?

Executive staff meets bi-weekly to discuss long and short-term direction and performance
expectations and results. The environment of these meetings is one of open
communication and collaboration focus on the desired individual, departmental and
organization successes. Executive leaders conduct similar meetings within their
respective departments to maintain open lines of communication, encourage input from
employees and increase interaction between management and employees. Organizational
priorities are communicated through the strategic planning process. This is revisited and
reinforced in executive leadership staff meetings and through communication to the
Commission in the monthly Full Commission Business Meetings.

Organizational values are communicated to employees and customers through a display
in each department of the Commission’s vision and mission statements, along with the
department’s individual mission statement. This serves to continuously apprise all
employees, customers and stakeholders of the standards this organization and its
employees strive to achieve.

Executive leadership works to foster individual productivity and communication through
one-on-one conferences. Each department has established work processes for job
functions. While these manuals assist in providing on-the-job training for new employees
and cross-training for current employees, they also provide a reference point for review
of procedures and work processes. In addition, the Commission encourages its
employees to participate in training and other educational initiatives. External training
opportunities are routinely communicated to all employees and the agency supports
employee efforts to participate and attend such functions.

Commissioners are bound by the Code of Judicial Conduct as contained in Rule 501 of
the South Carolina Appellate Court Rules which requires commissioners and their
administrative assistants annually attend a workshop of at least three continuing
education hours concerning ethics and the Administrative Procedures Act.

2. How do senior leaders establish and promote a focus on customers and other
stakeholders?

The Commission has identified its two most important customer groups: South Carolina’s

employers and their employees. Executive leadership has established and promoted a
focus on customers by defining acceptable practice and ensuring all staff members are
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responsive, competent and courteous. Both the Chairman and Executive Director
maintain an “open door” policy of availability to everyone, internally and externally.

3. How does the organization address the current and potential impact on the
public of its products, program, services, facilities and operations, including
associated risks?

The Commission remains current in its review of comparative national studies conducted
on workers’ compensation, and the impact of the system on costs and benefits. The
Commission monitors case law and our executive leadership analyzes the impact of
proposed legislation. The Commission also provides information and analysis to
committees and members of the General Assembly through written and oral testimony
upon request.

The Commission conducts a financial impact analysis on the workers’ compensation
system when considering changes to the fee schedules (Ref. Chart 7.5-1A).

4. How do senior leaders maintain fiscal, legal and regulatory accountability?

As a means to fiscal accountability, all expenditures must be approved by the Executive
Director prior to any purchase. No vacant positions are posted without prior approval of
the Executive Director and the Chairman. Executive leadership is responsible for
communicating statutory requirements to staff and ensuring staff meets these
requirements. The Commission is audited on an annual basis by the State Auditors office
and uses the audit findings to evaluate fiscal opportunities and strengths. In addition,
each department provides the Executive Director and Commissioners with a monthly
report tracking the productivity and efficiency of their departments. Each department
director is also available at the monthly business meeting to address Commissioners’
questions and report project updates. Financial statements indicating actual revenues and
expenditures compared to budget amounts are also provided to Commissioners monthly
(Ref. Charts 111-4-1 and 111-4-2).
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Chart 111-4-1

South Carolina Workers' Compensation Commission
Summary of Revenues and Expenditures
2009 - 2010 Budget

June 30, 2010
Benchmark 100.00%
STATE APPROPRIATIONS
General Appropriation S 2,540,457
Less: 4.04% Budget Reduction - Sept 2009 (102,566)
Less: 5% Budget Reduction - Dec 2009 (121,895)
General Appropriation S 2315996 S 2,315,996 100.00%
Account Description Appropriation Expenditure Balance % Expended
Personal Services S 1,788,433 $§ 1,788,423 § 10 100.0%
Other Operating Expenses - - - 0.0%
Employer Contribution 527,563 527,563 - 100.0%
Total $2,315996 $2,315986 S 10 100.0%
OTHER APPROPRIATIONS
Budgeted Amended Received
EARMARKED Revenues Revenues thru 06/30/10 % Received
Training Conference Registration Fee S 12,000 S 12,000 S 1,920 16.00%
Sale of Publication and Brochures 11,000 11,000 20,732 188.47%
Workers' Comp Award Review Fee 162,000 162,000 78,950 48.73%
Sale of Photocopies 95,000 95,000 94,635 99.62%
Workers' Compensation Filing Violation Fee 1,150,000 1,301,335 2,332,081 179.21%
Sale of Listings and Labels 70,000 70,000 36,627 52.32%
Workers' Comp Hearing Fee 600,000 600,000 587,575 97.93%
Earmarked Funds - Original Authorization $ 2,100,000 $ 2,251,335 $ 3,152,520 140.03%
BD100 to Increase Authorization - August 2009 543,972
BD100 to Increase Authorization - Sept 2009 102,566
BD100 to Increase Authorization - Med Svc Provider Manual 20,000
Total Earmarked Revenues + Fund Balance S 2,917,873
Amendment to Revenue is for 5% Budget Cut S 151,335
Account Description Appropriation Expenditure Balance % Expended
Personal Services S 1,080,219 S 1,022,565 S 57,654 94.7%
Taxable Subsistence 80,000 69,398 10,602 86.7%
Other Operating Expenses 1,412,996 1,310,460 102,536 92.7%
Employer Contribution 344,658 322,447 22,211 93.6%
Total Earmarked $2,917,873 $2,724,870 $ 193,003 93.4%
COMPUTER FUNDS CARRIED FORWARD $ 261,868
Computer Services - Carry forward S 261,868 S 207,108 §$ 54,760 79.1%
TOTAL OTHER APPROPRIATIONS $3,441,609 $2,931,978 S 247,763 85.2%
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South Carolina Workers' Compensation Commission
2009 - 2010 Budget

Chart 111-4-2

June 30, 2010
Consolidated
Year-To-Date : 100%
Original Budget Amended  Expended Year
Budget Amendments Budget JUNE to Date % Encumb Balance
Commissioners
Salaries $1,150,244  $ - $1,150,244 $ 95351  $1,139,642 99% $ - $ 10,602
Other Operating Expenditures
Total Contractual Services 144,616 103,688 248,304 26,362 220,591 89% - 27,713
Total Supplies & Materials 10,154 26,159 36,313 1,083 31,044 85% - 5,269
Total Fixed Charges 93,301 66,351 159,652 11,859 158,672 99% - 980
Total Travel 48,394 39,256 87,650 17,274 89,732 102% - (2,082)
Total Other Operating Exp 296,465 235,454 531,919 56,578 500,039 94% - 31,880
Total Commissioners $1,446,709 $ 235454 $1,682,163 $ 151,929  $1,639,681 97% $ - $ 42482
Administration
Salaries $ 519,136 $ 4,692 $ 523,828 $ 44,605 $ 520,829 99% $ - s 2999
Other Operating Expenditures
Total Contractual Services 120,716 113,420 234,136 21,021 217,677 93% - 16,459
Total Supplies & Materials 22,310 2,079 24,389 1,124 23,482 96% - 907
Total Fixed Charges 93,507 42,242 135,749 9,263 134,454 99% - 1,295
Total Travel 8,195 4,326 12,521 1,831 12,747 102% - (226)
Total Other Operating Exp 244,728 162,067 406,795 33,239 388,360 95% - 18,435
Total Administration $ 763,864 $ 166,759 $ 930,623 $ 77,844 $ 909,189 98% $ - $ 21434
Claims
Salaries $ 390951 $ (16,068) $ 374,883 $ 27,512 $ 371,893 99% $ - $ 299
Other Operating Expenditures
Total Contractual Services 51,092 11,500 62,592 7,067 41,870 67% - 20,722
Total Supplies & Materials 20,000 2,138 22,138 1,828 22,723 103% - (585)
Total Fixed Charges 77,555 1,134 78,689 5,954 77,087 98% - 1,602
Total Travel 1,500 250 1,750 197 1,370 78% - 380
Total Equipment - 1,029 1,029 - 815 79% - 214
Total Other Operating Exp 150,147 16,051 166,198 15,046 143,865 87% - 22,333
Total Claims $ 541,098 $ (17) $ 541,081 $ 42558 $ 515,758 95% $ - $ 25323
Insurance and Medical Services
Salaries $ 485888 $ 15496 $ 501,384 $ 38,827 $ 470978 4% $ - $ 30406
Other Operating Expenditures
Total Contractual Services 52,952 28,437 81,389 22,194 82,586 101% - (1,197)
Total Supplies & Materials 19,500 4,700 24,200 5,770 18,496 76% - 5,704
Total Fixed Charges 61,626 594 62,220 5,576 61,491 99% - 729
Total Travel - 258 258 80 298 116% - (40)
Total Equipment r T 1,029 1,029 -r 815 79% T 214
Total Other Operating Exp 134,078 35018 @ 169,096 33,620 163,686 = 97% 1T 5,410
Total Insurance and Medical Services”$ 619,966 "$ 50514 "$ 670480 "$ 72,447 "$ 634664 " 95% "$ - "s 35816
Judicial
Salaries "$ 378,057 "$ 20,256 $ 398313 "$ 31,725 "$ 377044 " 95% "% - "s 21,269
Other Operating Expenditures
Total Contractual Services ~ 48,148 " (1,500) 7 46,648 | 4011 " 26642 " s57% 7 - " 20,006
Total Supplies & Materials © 20,000 ~ 2,024 " 22028 " 848 " 19391 " 88% " 1T 2,633
Total Fixed Charges " 66846 120 7 66966 | 4973 7 64903 7 97% | T 2,063
Total Travel I 750 2,600 " 3350 1427 7 3574 " 107% T (224)
Total Other Operating Exp " 135,744 T 3244 | 138988 & 11,259 | 114510 @ 82% - T 24478
Total Judicial "$ 513801 "$ 23500 "$ 537,301 "$ 42984 "$ 491554 " 91% s - "s as,;7a7
Totals By Departments
Department Totals
Commissioners $1,446,709 $ 235454  $1,682,163 $ 151,929 $1,639,681 | 97% S - S 42,482
Administration 763,864 166,759 930,623 77,844 909,189 " 98% - 21,434
Claims 541,098 (17) 541,081 42,558 515,758 " 95% - 25,323
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5. What key performance measures do senior leaders review to inform them of
needed actions? (actual results are to be reported in category 7)

A key performance measure reviewed by executive leadership is the time element
involved in setting contested cases for hearing and the timely scheduling of appellate
reviews. Another key measure is the amount of time involved in reviewing and recording
injury reports. Executive leadership also monitors the time factor in verification of
workers’ compensation coverage and properly receiving all taxes due to the State. Fine
assessments and collections are indicators of compliance with the Workers’
Compensation Act. They are also used to determine the educational needs of
constituents.

6. How do senior leaders use organizational performance review findings and
employee feedback to improve their own leadership effectiveness, the
effectiveness of management throughout the organization including the head
of the organization, and the governance board/policy making body? How do
their personal actions reflect a commitment to the organizational values?

Executive staff has used performance review findings to modify operations, and in
certain cases, modify organizational structure to enhance the effectiveness of the
Commission’s operations. Their effectiveness as leaders is an important aspect of our
employee performance review system and is discussed during both the planning and
evaluation stages of each manager’s performance review. All our managers are “working
managers”, closely involved in the day-to-operations of the Commission. As such, they
have the opportunity to receive feedback from employees on a continual basis and make
improvements throughout the year.

7. How do senior leaders promote and personally participate in succession
planning and the development of future leaders?

Our recruitment and training program, developed by our Department Directors and
Executive Director, has been specifically designed to meet the agency’s needs. We also
have worked with other agencies, such as the State Division of Information Technology,
in bringing on board the information technology expertise we need in transitioning to a
new computer system. The Commission is also reviewing the tenure of management and
supervisors and is in the initial stages of identifying departmental succession needs.

8. How do senior leaders create an environment for performance improvement
and the accomplishment of strategic objectives?

Performance improvement is based on the collection and analysis of good data. The
Commission continually reviews its basic performance data. We also have continued to
improve and enhance our data collection for all our operations. This information is
reviewed and discussed both at the executive staff level, primarily at our executive staff
meetings, and also at the Commissioner level during our monthly Full Commission
Business Meetings.
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9. How do senior leaders create an environment for organizational and
workforce learning?

The review of training needs and consideration of relevant training opportunities for all
employees is ongoing. In addition to individual specific training, to the extent feasible
employees attend workers’ compensation seminars hosted by the South Carolina
Workers” Compensation Educational Association, the Southern Association of Workers’
Compensation Administrators, International Association of Industrial Accident Boards
and Commissions, and the National Council on Compensation Insurance among others.

Given the number of new projects, training has remained a key to increasing the agency’s
productivity, particularly in the information technology arena which reflects the many
changes to our business processes.

10. How do senior leaders communicate with, engage, empower and motivate the
entire workforce throughout the organization? How do senior leaders take
an active role in reward and recognition processes to reinforce high
performance throughout the organization?

Data reflecting department and division performance indicators are reviewed and
discussed at the executive staff level at the bi-weekly executive staff meetings. Monthly
performance indicators are presented by the executive staff at the Commission’s monthly
Business Meeting. Executive leaders regularly communicate informally with their
employees the current status of performance indicators through daily contacts with
employees and weekly department meetings. Monthly all-employee meetings are held to
discuss policies, procedures and share best practices.

11. How do senior leaders actively support and strengthen the communities in
which your organization operates? Include how senior leaders determine
areas of emphasis for organizational involvement and support, and how
senior leaders, the workforce, and the organization contribute to improving
these communities.

The Commission is a long-term supporter of the United Way. Commission employees
also sit on various boards and associations, such as the South Carolina Workers’
Compensation Educational Association, the International Association of Industrial
Accident Boards and Commissions, the Southern Association of Workers” Compensation
Administrators, the Columbia Development Corporation, the Richland/Lexington
Carolina Alumni Council, and the South Carolina Bar.

The community at large receives the benefits of our employees giving spirit through the
programs listed below.

e Church boards

o Palmetto Richland Hospital Board

e Voorheese College Board

e SC Independent Colleges and Universities Board
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e Susan G. Komen Breast Cancer Foundation
e Red Cross Blood Drive

e Girl and Boy Scouts

e Sistercare

e Oliver Gospel Mission

e Harvest Hope Food Bank

e Kids Chance

Category 2 - Strategic Planning

1. What is your strategic planning process, including key participants, and how
does it address: a) your organization’s strengths, weaknesses, opportunities
and threats; b) financial, regulatory, societal and other potential threats; c)
shifts in technology and customer preference; d) workforce capabilities and
needs; e) organizational continuity in emergencies; f) your ability to execute
the strategic plan.

The Commission seeks to ensure its strategic planning efforts are in accordance with the
vision and mission of the agency. The strategic planning cycle diagram reflects this
continuous planning process. The six step strategic planning process is used by the
Commission to develop a blueprint of the agency’s annual goals and the means of
obtaining these goals. Good data is essential to the strategic planning process and the
Commission’s new computer system is an evolving and intricate part of having good
data. When planning, the Commission uses data collection to evaluate current processes.
This has been helpful in improving the hearing and informal conference scheduling
process. Evaluating the results of the data collected in these areas has assisted the
commission in determining how best to allocate hearings throughout the state to prevent a
backlog within the system and schedule hearings in a timely manner.

Cross-functional teams are utilized as a part of the process to charge employees with
examining programs and work processes. As a result, the Commission identified key
business drivers and key performance measures. The development of performance
measure help track and evaluate progress, opportunities, and significant achievements.
The Commission also established and implemented individual staff development plans as
guided by key business indicators. An ongoing effort has been made to refine key
business drivers and gather baseline data to present as part of the Accountability Report.
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2. How do your strategic objectives address the strategic challenges you

identified in your Executive Summary?

The Commission has allocated funding for Phase Il of a multi-year information
technology enhancement project. This entails expanding information received from
insurance carriers through Electronic Data Interface, limited access to the agency claims
database, and a comprehensive electronic document management system. The Division
of State Information Technology has contributed to these efforts by allowing the
Commission to join other agencies in purchasing software licenses, modules and training
programs which have resulted in cost savings. Collaborating needs with other agencies
and dividing purchasing, training and licensing costs have been fiscally rewarding.
Reorganization related to changing workflow processes is a strategic challenge the
Commission has been proactive in addressing. Employee involvement in the decision
making process has provided a knowledge base regarding upcoming changes. This has
allowed for executive staff members to address employee concerns and inquiries and has
also served as a vehicle for engaging all employees in the process of becoming
technologically current in our businesses processes. Assigning departmental ownership
of development needs has also helped in transitioning from a manual paper processing
system to one that is imaging and electronic document management driven.

3. How do you develop and track action plans that address your strategic
objectives? Include how you allocate resources to ensure accomplishment of
your action plan.

The Commission’s Strategic Plan centers around six overall agency goals. Action plans
are developed using input from executive leadership, Commissioners, and employees of
the respective departments. Once developed, tasks are assigned to the appropriate
department and monitored by the Executive Director and Department Director. Updates
are provided to executive leadership in staff meetings to allow for modification and
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refinement. Executive staff is committed to revisiting the strategic planning and
development process, pursuant to the Malcolm Baldrige criteria to further the processes
necessary for the South Carolina Workers’ Compensation Commission to carry out its
mission.

4. How do you communicate and deploy your strategic objectives, action plans,
and related performance measures?

Once the action plans are developed, they are disseminated to all agency employees and
communicated to the employees by Department Directors, the Executive Director and
through agency wide meetings and departmental meetings.

5. How do you measure progress on your action plan?

Progress is measured bi-weekly on plans involving all departments. For those areas,
process times are important. Progress with specific projects, such as the development
and implementation of the information technology enhancements, are reviewed on a
weekly basis.

6. How do you evaluate and improve your strategic planning process?

Evaluation of our planning process is done on a continual basis. While the process is
reviewed when we prepare both our Accountability Report and Annual Report, we
review and make changes throughout the year. The collection of data is central to our
strategic planning process. With the development of our new document imaging system,
we have spent several months working on the identification of data elements and the
development of key reports. Both give the Commission a stronger and more efficient
planning process.

7. If the agency’s strategic plan is available to the public through the agency’s
internet homepage, please provide a website address for that plan.

The strategic plan is not currently listed on the Agency’s website.

Strategic Planning

Program  Supported agency strategic Related FY 09-10 key agency Key cross references for
Title planning goal/objective action plans/initiative(s) performance measures
Medical | Contain medical cost while Conduct financial impact Graph 7.5-1A
Services | preserving access to quality analysis and adopt fair and Graph 7.5-1B

medical care reasonable medical fee

schedules ; review and resolve
medical fee disputes

Self- Monitor the financial conditions Monitor number of self-insured | Graph: 7.5-2
Insurance | of all self-insured funds and self- | Employers and the self- Graph 7.5-8
insured corporations insurance tax collected. Audit Graph 7.5-10
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self-insureds quarterly.

Coverage | Ensure all employers comply with | Verify coverage through Graph 7.5-6
the Workers’ Compensation Act cooperative effort with the SC
when reporting coverage Department of Workforce and
Employment; administer fines
for non compliance; obtain
compliance agreements from
employers.
Claims Review all settlements and initial | Measure the process cycle time | Graph 7.2
payment notices within one day to complete reviews
Judicial | Docket all requests for Full Utilize business application that | Graph 7.5-3
Commission review schedules request within forty- Graph 7.5-7
five days of filing
Judicial | Monitor appeals to higher courts Receive notice of appeal from Graph 7.1-1
higher courts
Judicial | Docket all request for informal Utilize business application that | Graph 7.5-1 (Line 15)
conference schedules requests within three
days of receipt
Judicial | Docket all single commission Utilize business application that | Graph 7.5-5
hearing requests schedules all requests within Graph 7.5-7
sixty days
Category 3 — Customer Focus
1. How do you determine who your customers are and what their key

requirements are?

Key customers are determined based on state legislative requirements and eligibility.

Based on the Workers’ Compensation Act, the Commission has identified its two most

important customers: South Carolina employers and their employees. Because the
Commission is a quasi-judicial and a regulatory agency, these two groups comprise the
largest number of customers with whom the Commission interacts. Other customers are
identified based upon their specific needs and relationship to the workers’ compensation

State Legislators;
Insurance companies;
Self-insured funds;
Third-party administrators;
Attorneys;

Physicians;

Hospitals;

Department of Commerce;

system. Other customers and stakeholders include, but are not limited to:

South Carolina’s Congressional delegation;

Other state workers’ compensation agencies;
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Department of Employment & Workfoce;

Department of VVocational Rehabilitation;

State Attorney General’s office;

State Department of Labor, Licensing & Regulation;
Uninsured Employers Fund and the Second Injury Fund;
FBI and the U.S. Office of the Attorney General;

Social Security Administration; and,

State Accident Fund;

Department of Insurance

2. How do you keep your listening and learning methods current with changing
customer/business needs and expectations?

The Commission is committed to providing an environment to foster
communication and education among its stakeholders. As a result, the Commission held
a one day seminar on claims management. The Commission participated in the
Educational Association Annual Worker’s Compensation Medical Seminar, a three-day
event devoted to medical issues relevant to workers’ compensation. Requests for public
comment and public hearings took place in an effort to receive feedback from
constituents on regulatory and fee schedule changes.

3. What are your key customers access mechanisms, and how do these access
mechanisms enable customers to seek information, conduct business and
make complaints?

Commission employees are routinely asked to present at other seminars or conduct
presentations on various subjects to outside organizations and groups. Questions and
answer sessions at the end of each presentation if a means of receiving feedback and
communicating with constituents. In addition, employers and insurance carriers routinely
request training on proper procedures be conducted at their worksite, and the
Commission readily supplies an employee to provide the proper training. The
evaluations and feedback received are used as a basis to further improve our services.
The Commission also has an Ombudsman who is responsible for responding to
constituent complaints. The Ombudsman does not offer legal advice but serves as a
resource for all parties to a claim to gain knowledge about their rights and responsibilities
under the Workers” Compensation Act.

4. How do you measure customer/stakeholder satisfaction and dissatisfaction
and use this information to improve?

In order to measure the level of customer satisfaction, Commission employees routinely
follow-up with stakeholders. The Commission’s website provides an email address for
customer comments and inquiry. Internally the Commission provides an anonymous
suggestion box for all employees to provide comment and feedback.
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5. How do you use information and feedback from customers/stakeholders to
keep services or programs relevant and provide for continuous
improvement?

The Claims Administration program is evaluated on a bi-annual basis. Feedback,
questions and survey results from the seminar are discussed by the executive staff and
seminar speakers. Particular areas of interests that are expressed at the seminar are
addressed and then worked in for discussion at the next seminar. A legislative update,
change in regulations, and process improvement initiatives are also discussed with
attendees. This feedback serves as a tool in determining the type of information
stakeholders are seeking and their preferred method of receiving it.

6. How do you build positive relationships with customers and stakeholders to
meet and exceed their expectations? Indicate any key distinctions between
different customer and stakeholder groups.

The Commission has developed, and continues to expand, a website that allows
stakeholders to obtain information regarding the Workers’ Compensation Commission.
In addition, stakeholders may initiate contact with the agency through the use of an e-
mail system where questions, complaints, and concerns can be submitted to any
department, including the Executive Director and the Chairman. Responses are usually
made within 24 hours of the receipt of the inquiry.

A variety of methods are used to determine the needs and expectations of stakeholders
and to provide a means of communication with the Commission, including:

o Telephone and written correspondence;

o Participation in public forums;

o Monitoring legislative activity;

« Stakeholder visits;

e Informational brochures;

e Publication of the Commission’s Annual Report;

e Sponsored educational workshops;

o Publication of workers’ compensation system information;
e Agency website and,;

e On-line communication.

The majority of Commission employees have routine, daily contact with stakeholders.
Executive staff members continuously emphasize the importance of quality customer
service.

Category 4 — Measurement, Analysis, and Knowledge Management

1. How do you decide which operations, processes and systems to measure for

tracking financial and operational performance, including progress relative
to strategic objectives and action plans?
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The Commission has activity and performance based measurement systems consisting of
a number of identified business drivers and measures. The measurement system is
designed to assist in setting goals and to integrate those goals with budgetary requests and
considerations, staffing levels and efficiency levels. Thirty-five performance and activity
measures have been identified, and information is gathered on a weekly, monthly or
annual basis. Those measurements are a result of input from the users of the workers’
compensation system, both internally and externally.

The Commission looks to our stakeholders, including South Carolina employers and their
employees, insurance carriers, third-party administrators, self-insured funds, attorneys,
physicians, hospitals, the General Assembly, the Governor’s Office, Congressional
Delegation, and other state agencies to help us identify those measures that reflect the
productivity of the Commission and the satisfaction of the stakeholder. The
Commission’s scorecard of performance measures includes process cycle times and time
necessary to resolve issues of concern and customer satisfaction.

The Commission has been able to establish activity-based costing to determine the cost
associated with several of our processes. This includes cost associated with processing a
hearing request, conducting a hearing, conducting an informal conference, and processing
and collecting fines to ensure compliance. In addition, comparison of workload measures
with past or expected performance allows executive staff members to make adjustments
to processes and provide a means for improvement of services.

A number of performance measures are geared toward customer expectations. One of
these measures is the process cycle time for setting various types of hearings. For many
injured employees economic viability is at stake following an on-the-job injury and a
shorter wait for a hearing is a key indicator of customer service and satisfaction. During
the fiscal year, the process cycle time for setting a hearing for the injured employee has
decreased from approximately four months to an average of three months in each of the
seven districts. This time includes the mandatory thirty day notice of hearing.

2. How do you select, collect, align, and integrate data/information for analysis
to provide effective support for decision making and innovation throughout
your organization?

The Commission has used data analysis in several areas. It is used to measure the
process times for single commissioner hearings and appellate hearings. This analysis is
conducted monthly. It is also used in our annual report with regard to frequency of work-
related accidents and the indemnity and medical costs associated with those accidents.

Data analysis also plays an important role in the development of new medical provider
fee schedules. The Commission has been fortunate to have the assistance of the Budget
& Control Board’s Office of Research and Statistics in conducting cost and severity
analysis of hospital claims. This analysis has played an important role in the
Commission’s setting of medical fee schedules.

3. What are your key measures, how do you review them, and how do you keep
them current with organizational service needs and direction?
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Key measures are the process times for single commissioner hearings and appellate
hearings, number of claims filed, number of claims closed, indemnity costs, medical costs
and files reviewed, among others. Process times are reviewed monthly and primarily
encompass the time from when a hearing request is received to the time the hearing is
held and the order issued. Claims costs, including indemnity and medical, are reviewed
annually. Other measures generally are reviewed monthly or quarterly. The monthly
review of process measures allows the Commission to make adjustments in the hearing
schedule in order to ensure hearings are held on a timely basis.

4. How do you select and use key comparative data and information to support
operational and strategic decision making and innovation?

Data is selected primarily to compare the Commission’s operations from year-to-year.
We have tracked our operations based on various process times, e.g. the waiting time for
a hearing and the waiting time for an appeal. We also track the number of cases filed and
total expenditures over time. While this gives the Commission the ability to track its
operations over time, it is difficult to compare our operations with other states’ workers’
compensation agencies because of differences in workers’ compensation laws and
regulations.

5. How do you ensure data integrity, reliability, timeliness, accuracy, security,
and availability for decision making?

Data integrity and timeliness were an issue with our old information system. With the
development and implementation of the new system, more data will be received
electronically which will help improve data integrity, timeliness and accuracy. Security
issues have been resolved by placing our system within the Budget & Control Board
Division of State Information Technology.

6. How do you translate organizational performance review findings into
priorities for continuous improvement?

Our monthly review of the timeliness of hearings and any potential backlog, keeps our
performance in that area clearly within our view. Adjustments are made to our hearing
schedule to keep our performance within the desired range. For example, for appellate
hearings, our monthly tracking of process time resulted in scheduling more days for these
reviews, increasing the number of hearings the Commission could conduct.

7. How do you collect, transfer, and maintain, organization and workforce
knowledge (your knowledge assets)? How do you identify, share and
implement best practices, as appropriate?

On a very basic level, each department has procedures outlining job and work processes.

While these procedures assist in providing on-the-job training for new employees and
cross-training for current employees, they also provide a reference point for the review of
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all job functions and work processes. In some of our technical areas, such as our Medical
Services Division and our Self-Insurance Division, we have detailed written operational
procedures. In addition, every department and position has a detailed workflow plan that
provides detailed description of the workflow process.

Category 5 — Work Force Focus

1 How does management organize and measure work: to enable employees to
enable your workforce to: 1) develop to their full potential, aligned with the
organization’s objectives, strategies, and action plans; and 2) promote
cooperation, initiative, empowerment, teamwork, innovation and your
organizational culture?

The Commission has developed a comprehensive list of policies and procedures, as well
as desk procedures for each position. This enables each employee to have a clear
understanding of the purpose of the Commission, their department and their job.
Individual employee training is determined through discussion between the employee and
their supervisor. The supervisor and department director develop a plan which includes
the necessary on the job training and external training. The Commission tailors employee
training based on the agency’s needs along with the individual employee’s needs. The
Commission will continue to develop these plans on an annual basis. The executive staff
participated in an eight hour retreat facilitated by staff from the SC Office of Human
Resources.  The retreat focused on management development, team work and
communications.

2. How do you achieve effective communication and knowledge/skill/best
practices sharing across departments, jobs and locations? Give examples.

The Commission communicates effectively through weekly department meeting with
staff, bi-weekly meeting with executive staff members, and monthly Full Commission
Business Meetings. Commissioners travel to various locations to conduct hearings three
weeks per month. They are all present at the Columbia office the third week of the
month and have an “open door” policy. The agency intranet site is also used as a means
of communication.

3. How does management, recruit, hire, place and retain new employees?
Describe any barriers that you may encounter.

The Commission utilizes Neogov as a "one stop shop” for applicants when applying for
jobs with the state of South Carolina. Previously, the public could use the state's
employment website to view jobs available within the state, but in order to apply, a state
application was completed manually and submitted to the prospective agency accordingly
(via fax or regular mail). Neogov has made the application process easier for the public
to navigate and for the agency to review. The applications may be saved from the
website description, making it easier to identify qualified applicants. This electronic
application process makes it very easy for anyone who has computer access to submit an
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application. Often hundreds applications are received for job postings depending on the
length of time the position is posted. This can make the process of narrowing the
applicant pool more difficult and time consuming.

4. How do you assess your workforce capability and capacity needs, including
skills, competencies and staffing levels?

Capacity needs are determined based on budgetary levels within the agency. If there is
an area that needs additional capacity the Commission attempts to utilize temporary
employment to handle the deficiencies for the short term. Long term goals shift or
realign areas in order to best utilize staffing levels within the agency. Workforce
capabilities and skills are accessed as part of the employment process and training is
utilized as a means of making sure the workforce is equipped to handle the work of the
agency.

5. How does your workforce performance management system, including
feedback to and from individual members of the workforce, support high
performance work and contribute to the achievement of your action plans?

Expectations and performance are reviewed on a project by project basis. With several
major projects just completed or ongoing, for example, Phases | & Il of the
implementation of the Commission’s new electronic information management system,
this type of feedback has resulted in better project outcomes since adjustments can be
made from one step to the next.

6. How does your development and learning system for leaders address the
following: a) development of personal leadership attributes, b)
development of organizational knowledge, c) ethical practices, d) your core
competencies, strategic challenges, and accomplishment of action plans.

Performance expectations are defined and communicated to employees through ongoing
individual communications between management staff and employees. This allows
employees to understand the expectations of the position and how they will be evaluated
on their job performance. Each employee’s process reflects the agency and respective
department’s mission statement and serves as the primary tool to document employee
performance. During the process, employees and managers are given the opportunity to
discuss past performance as well as expectations for future performances, strengths,
weaknesses and a guideline for addressing weaknesses.

7. How do you identify and address key developmental and training needs for
your workforce, including job skills training, performance excellence
training, diversity training, management/leadership development, new
employee orientation, and safety training?

Employee training needs are developed annually. The Executive Director and executive
staff review the needs of each department and arrange both in-house and outside training
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to meet those needs. Whether it is further training in workers’ compensation, mediation
or technical training in a particular subject matter in the use of new software, our training
is focused on the needs of the each department and individual.

Training regarding the judicial code of conduct and the ethics act, statutorily required of
all commissioners and their administrative assistants, is provided annually.

8. How do you encourage on the job use of new knowledge and skills?

It is our observation that employees remain motivated in their individual efforts if given
the opportunity to cross-train and learn new job responsibilities and job skills. Executive
staff encourages employees interested in learning about other jobs to participate in cross-
training efforts. The Commission encourages its employees in leadership, training, and
other educational initiatives. Training opportunities are routinely communicated to all
employees, and employees are encouraged to participate and attend.

9. How does employee training contribute to the achievement of your action
plans?

Employee training provides staff members with the educational resources, knowledge
base and tools necessary to actively participate in agency action plans. It is essential that
employees be an integral part of successfully completing action plans and that they are
fully equipped to do so.

10. How do you evaluate the effectiveness of your workforce and leader training
and development systems?

Employees are routinely asked to apply skill sets they have developed while attending
continuing education forums. The information obtained is proven to be effective if it
assists the employee’s navigation through their personal development plan, is applied to
their day to day job activities while improving employee efficiency.

11.  How do you motivate your workforce to develop and utilize their full
potential?

The workload of individual employees has increased. Supervisors and managers provide
positive reinforcement to employees who go the extra mile in helping the agency meet its
goals and objectives. The key to maximizing employee performance is to ensure jobs are
interesting and satisfying. Supervisors and managers meet informally with employees to
on a regular basis to discuss their performance, concerns and provide constructive
feedback. The Commission utilizes flexible work schedules to help employees balance
their personal and professional lives. The Commission hosts a luncheon each year to
honor employees and invites retired and past employees as well. Employee Recognition
Week gave the Commission the opportunity to recognize the importance of all employees
to the successful achievement of our mission and to honor the Commission Employee of
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the Year. A catered lunch was held on State Employee Recognition Day to thank all
employees for their hard work and dedication.

12.  What formal and/or informal assessment methods and measures do you use
to obtain information on workforce well-being, satisfaction, and motivation?
How do you use other measures such as employee retention and grievances?
How do you use this information?

This type of information, as is often the case, is collected informally. The agency relies
on discussions between employees and their supervisors to bring up any issues and
suggestions to improve the working environment. The Commission’s Human Resources
Department is also available to assist in this endeavor and to provide information on
ongoing educational and career development opportunities.

Agency-wide meetings are used, not only to convey information about current and future
issues before the agency, but also to provide all employees the opportunity to ask
questions and discuss any important topic. Employee retention has been consistently
high over the years.

13. How do you manage effective career progression and effective succession
planning for your entire workforce throughout the organization?

The Executive Director and executive staff members have taken an active role in the
evaluation of succession planning. The Commission currently has fifty-seven FTEs (Ref.
Chart 7.4-2). Forty-eight percent of the employees have been with the commission for
less than five years. Twenty-five percent of employees have been with the Commission
for over twenty years (Ref. Chart 7.4-1). This places the agency in a favorable position
when addressing strategic planning initiatives. The career goals and objectives of each
employee are discussed on an annual basis. This provides department directors with the
opportunity to assist in the professional development of each employee and identify
cross-training needs. The knowledge base of executive employees is invaluable to the
agency and the agency has taken several initiatives to ensure that it is documented. Job
notebooks and workflow processes serve as references and training tools for all staff
members. Every employee has access to this information through the agency intranet
site.

14. How do you maintain a safe, secure and healthy work environment? (Include
your workplace preparedness for emergencies and disasters).

The Commission maintains a safe and secure work place by having limited access points
for visitors. There is a security guard on the premises at all times during working hours.

Category 6 — Process Management

1. How do you determine your organization’s core competencies and how do
they relate to your mission, competitive environment and action plans?
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The key process is waiting periods for hearing dates. During the last fiscal year, the
South Carolina Workers’ Compensation Commission was able to begin an intensive
focus on reducing the waiting time for a hearing. The waiting period at that time was
approximately four months in each of the seven districts for a single Commissioner
hearing. By the end of the fiscal year, waiting time had been reduced to an average of
three months in each of the seven districts.

2. How do you determine and what are your key work processes that produce,
create or add value for your customers and your organization and how do
they relate to your core competencies? How do you ensure these processes
are used?

3. How do you incorporate organizational knowledge, new technology, cost
control, and other efficiency and effectiveness factors such as cycle time into
process design and delivery?

4. How does your day-to-day operation of these processes ensure meeting key
performance requirements?

5. How do you systematically evaluate, improve and improve your key product
and service related processes?

6. What are your key support processes and how do you improve and update
these processes to achieve better performance?

Responses to items 2-6

Processes are all designed to deliver superior customer service, fair and impartial dispute
resolution, and ensuring statutory compliance with all workers’ compensation laws and
regulations. Ease of compliance and reduction in the burden of compliance coupled with
the desire to ensure prompt and fair resolution to all parties are key components in any
service the Commission delivers. The information technology enhancements and the
development of the document imaging system lead to the improvements of many agency
business practices. They included:

= The ability to store documents electronically to reduce physical document storage
requirements;

= The ability to email requested documents through imaging;

= The ability to review and streamline business processes by incorporating imaging
into workflow;
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The ability to record Periodic Status Report Information, allowing employees to
view current benefits being provided as reported by the insurance carrier without
having to review the physical file.

= South Carolina must have a workers’ compensation system that is stable,
objectively balanced, competently managed, and cost effective if it is to provide a
fair, equitable, and timely system of benefits to injured workers and their
employers. The Commission is committed to such a system and evaluates all key
products and service related processes.

7. How does your organization determine the resources needed to meet current
and projected budget and financial obligations?

Resources to meet current and projected budget and financial obligations are determined
by reviewing the current activity level data of each division and how it relates to
historical activity data. Expenditures related to the work production as well as revenues
generated by specific segments of the work are analyzed. The Commission reviews
historical data for trends, calculates straight line projections for future estimates of work
production, and make necessary adjustments considering the economic and political
environment in which our agency operates.

Category 7 — Results

1. What are your performance levels and trends for your key measures of mission
accomplishment/product and service performance that are important to your
customers? How do your results compare to those of comparable organizations?

The Commission serves as the judicial body for the administration of workers’
compensation claims and determination of medical benefits and disability. The workers’
compensation judiciary process allows claims to be appealed beyond the jurisdiction of
the Commission. Once they have been heard by a single commissioner and appealed to a
Full Commission Panel, the decision and order may be appealed to higher court. For
accidents with dates of injury prior to July 1, 2007 cases are appealed to the Circuit Court
and then to the South Carolina Court of Appeals. Accidents with dates of injury post July
1, 2007 are appealed directly to the Court of Appeals. The historical average of claims
appealed beyond the jurisdiction of the Commission is less than 10%. This results in cost
savings for the industry, cost savings for the courts, quicker resolution time for the claim
and a reduction in the time it takes for benefits to be administered to the claimant. Graph
7.1 reflects the number of cases appealed to higher courts. Since FY 2006-07 there is a
downward trend in the number. Graph 7.2 indicates the activity of the claims department
in reviewing closed case files, temporary compensation, and settlements.
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2. What are your performance levels and trends for your key measures on customer
satisfaction and dissatisfaction (a customer is defined as an actual or potential user
of your organization’s product or service)? How do your results compare to those
of comparable organizations?

Administering a timely system of benefits for injured workers is a central priority for the
Commission. The Commission is unique in nature in that the judicial, claim, coverage
and compliance divisions all play an integral role in claims processing. Although the
Commission does not provide employers or employees with a survey, satisfaction and
dissatisfaction can be measured through the departmental efforts to proficiently process
their requests.
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3. What are your performance levels for your key measures on financial
performance including measures of cost containment, as appropriate?

The Commission monitors the assessment and collection of non-appropriated revenues on
a weekly basis. This indicator is formally reviewed monthly with executive staff and the
Commissioners. Efforts are made to enhance the non-appropriated revenues by increasing
the frequency of assessments and taking legal action against the parties for non-payment.

Chart7.3-1
SCWCC General Fund Expenditures
July 2009 through June 2010
Average Monthly Expenditure = $194,636
FY 09-10 Annual General Fund Appropriation =$2,315,996
FY 09-10 Monthly General Fund Appropriation=$192,999
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Chart7.3-2
SCWCC Total Expenditures (General & Earmarked)
July 2009 through June 2010
Avg Monthly Expenditure =$413,493

600,000

500,000

400,000

300,000

200,000

100,000

0
(=2 [=a] [=a] [=)] [=2] [=a] =] = = = [=] =]
< < < < < < = - i - - -
= =] o k= = o = = = = = =
= & & 2 & £ & 2 I £ =
Chart7.3-3
SCWCC Earmarked Revenues and Expenditures
July 2009 throughJune 2010
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Chart7.3-4
SCWCCEarmarked Revenues
July 2009 through June 2010

Avg Monthly Revenue = $262,663

500,000
450,000
400,000
350,000
300,000
250,000
200,000
150,000
100,000
50,000
0
[=2] [=2] [=a] [=2] [=a] [=2] =] = = = =] =]
< < < < < < = N i - - -
= =] o k=] = o = = = = == =
= : & s £ & = ¢ 2 & & 3z
Chart7.3-5
SCWCC Earmarked Expenditures
July 2009 through June 2010
Average Monthly Expenditure =$218,857
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Chart7.3-6
SCWCC Earmarked Fund Balance
July 2008 through June 2010
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4. What are your performance levels and trends for your key measures of
workforce engagement, workforce satisfaction, the development of your workforce,
including leaders, workforce retention workforce climate including workplace
health, safety, and security?

Specific measures of workforce engagement and satisfaction have not been developed.
The Commission continues to work toward improving its workforce through training, and
the further development of its leaders through participation in various management
development programs.

All employee agency staff meetings are conducted once per month for training and
communication. The Executive Director has initiated a monthly focus group of select
employees for communication and feedback. Overall staff retention has been relatively
good with turnover well within expectations. Overall workplace health is enhanced
through participation in various programs offered by the Employee Insurance Program’s
Prevention Partners. Prevention Partners provides a comprehensive range of activities,
programs, services, and information designed to help state employees and their covered
dependents enjoy a happier, healthier life. Part of the Employee Insurance Program
focuses on disease prevention, early detection of disease, demand management and health
promotion. It also offers educational resources on diverse issues such as diabetes, weight
management, stress management, and nutrition. Participation is, of course, voluntary.
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Employee Tenure at the Workers’ Compensation Commission Chart 7.4-1

M More than 30 Years
W 25- 30 years
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W15-20vyears

W 10-15vyears
m5-10 years
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Number of Workers' Compensation Commission Employees Chart 7.4-2
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5. What are your performance levels and trends for your key measures of
organizational effectiveness/ operational efficiency and work system
performance(these could include measures related to the following: product, service
and work system innovation rates and improvement results, improvements to
cycle time, supplier and partner performance, and results related to emergency
drills or exercise) ?

Appeals are heard monthly and prepared for hearing by the Judicial Department of the

Commission. The vast majority of cases are heard on review within ninety (90) days of
the original Decision and Order. The Appellate Decision and Order is issued within
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thirty (30) days of oral argument, thus completing the fact finding process of the
Commission in an efficient manner within the times constraint of proper notice to all
parties.

When an injured worker has been released by the treating physician, the parties appear at
an informal conference to resolve any pending issues before a Commissioner or a Deputy
Commissioner. Both the Claimant and the Employer/Carrier may request an informal
conference. The issues are resolved by agreement of the parties. If an agreement is not
reached, the case is set for hearing before a Commissioner during the following term.
Ninety percent (90%) (chart 7.5-1) of cases are resolved in this matter and never go to
hearing. This process manages the vast majority of cases at the Commission which have
lost time and medical treatment.

When there are contested issues in a case, the matter is set before a Single Commissioner.
Decisions and Orders are generally served on the parties within thirty (30) days of the
date of hearing. Either party may appeal a Decision and Order of the Commission.
Contested hearings comprise only ten percent (10%)(chart 7.5-1) of the case load of the
Commission.

Charts 7.5-2 through 7.5-10 show additional measures of organizational effectiveness and
operational efficiency and work system performance.
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Chart 7.5-1
SC Workers' Compensation Commission Statistical

Report

. Number of Employers Purchasing Insurance
. Number of Employers Qualifying as Self-Insurers
. Investigations Active Beginning of Fiscal Year
. Investigations Initiated
. Investigations Set for Show Cause Hearings/
Consent Agreements Received
. Total Investigations Closed
. Investigations Active at Close of Fiscal Year
. Number of Accident Cases Filed with the Commission
A. New Cases
B. Reopened cases
. Number of Cases Closed during Fiscal Year
A. Individually Reported Accidents

B. Minor Medical Only Accidents Reported in Summary

Total Compensation & Medical Cost Paid

on Closed Cases
A. Medical Costs
B. Compensation
Temporary Total Compensation Agreements
Supplemental Compensation Agreements
Applications for Stop Payment *
Cases Docketed for Hearings
Cases Assigned for Informal Conferences
Hearings Conducted by Single Commissioners
Informal Conferences Conducted
Decisions, Opinions & Orders, Single Commissioners
Cases Appealed to Full Commission for Review
Reviews Conducted by Full Commission or Panel
Decisions and Opinions by Full Commission or Panel
Commission Decisions Appealed to Circuit Court
Common Law Settlements
Attorney Fee Approvals
Self-Insurance Tax Collected and Deposited

to the General Fund

* Includes 60-Day Hearings

2007-2008

79,034
3,049
228
695
113
132
796
127
73,795
70,897
2,898
75,251
30,918
44,333

2008-2009

76,748
2,605
127
1,092
111
344
443
334
71,973
70,235
1,738
71,973
26,313
45,660

2009-2010

75,006
2,101
336
1,375
193
409
1,257
425
58,753
57,078
1,575
62,536
29,044
33,492

$896,565,112 $922,740,888 $824,291,483
$332,226,192 $422,442,693 $296,016,200
$564,338,920 $500,298,190 $528,275,283

16,630
3,616
2,464

11,092
5,167
2,580
3,682
2,323

876
446
643
234
10,385
10,197

$5,480,671

15,512
3,600
2,515
9,866
3,734
2,345
3,141
2,444

700
450
504
219

10,506

9,969

$5,330,997

15,580
3,674
2,206

10,912
6,264
2,211
3,549
2,100

647
357
367
178

10,715

9,343

$4,909,303
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Self-Insured Audits Graph 7.5-2
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Informal Conference Activity Graph 7.54
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Coverage Fine Activity, Graph 7.5-6
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Chart 7.5-7 Judicial LAG Report
FY 02-10

Line FY| 02-03 03-04 | 04-05 05-06| 06-07| 07-08 08-09 09-10
1 |Hearings:
2 |Avg Number of Days to Process Proper Request:;] 131 167 114 56| 45 44 42 29
3 |Avg Number of Days to Schedule Hearing: 192 233 183 124 107 98 103 107
4 |Appeals:
5 |Avg Number of Days to Process Appeal: 74 119 80| 94 69 66 67 77
6 |Avg Number of Days to Appeal Hearing 207 204 137 154 131 114 116 117
Notes:
Hearings:

Line 3 Includes the required 30 day period for notification to all parties

Appeals:

Lines 5 & 6 includes the required 60 day period for appellate briefs reponses.

Source:

Amanda Underhill, Information Technology Department, SCWCC
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Self-Insured Employers Graph 7.5-8
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2008-2009 $5,330,997.00
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Self-Insured Audits Graph 7.5-10
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6. What are your performance levels and trends for the key measures of
regulator/legal compliance and community support? Note: For a
governmental agency, this question would apply to compliance with laws and
regulation other than the agency’s central legal mandate. Results of the
agency’s legal mandate or mission should be addressed in question 7.1.

The Commission financial records are audited by the State Auditor’s office. The most
recent audit was conducted in 2008. Purchasing procedures are monitored and audited via
the SCEIS system. The SC Office of Human Resources audited the Commission’s
payroll/personnel records during FY 2009-10. No discrepancies or exceptions were
found. The SC Office of Human Affairs Report to the General Assembly in 2010, the
Commission achieved 100% of its goal with regard to minority recruitment and retention.
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