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DISCLAIMER

The views and opinions expressed In the written
materials and in any of the presentations at this
conference are those of the presenter and do not
necessarily reflect the official policy or Eosmon of the
State of Nevada or the Department of Business and
Industry, Division of Industrial Relations. The Division
does not warranty the materials’ completeness or
accuracy. Further, the content should not be taken as
medical or legal advice and is for informational
purposes only.



My mission in life is not merely to
survive, but to thrive; and to do so with
some passion, some compassion, some

humor, and some style.

— Maya Angelou




Dr. Claire Muselman




Everything | learned...




Life lessons from a kindergartener.

| Boring is easy...

g If life is a game... aren’t we all on the same team?

I’m on YOUR team. Be on MY team!

® Create something that will make the world awesome!

28 ... |1took the road less traveled.

@ “Don’t stop believing” unless your dream is stupid. - Journey

MY We can make every day better for each other.




...l learned in kindergarten.

Back to the Basic... Being HUMAN.
Ethical Practices & Fair Play
Restorative Efforts
® Balance & Respect
Personal Leadership & Collaboration
Looking, Listening, & Team Unity

i  Why are you here?



How Our
Brain
Works...
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 Workers' Compensation -
Thoughts?

* Flip the Script

Hmm...

 Media
 Word of Mouth

* 80/20 rule — 80/15/5
 Fraud




BUT CLAIRE, THERE’S SO MUCH FRAUD!

1.) Rohrlich, Ted and Evelyn Larrubia, "Anti-Fraud Drive Proves Costly for Employees." Los
Angeles Times. Aug. 7, 2000.

2.)Leigh, J. Paul et al. Costs of Occupational Injuries and llinesses. Ann Arbor: University of
Michigan Press, 2000. pg. 195-197.

3.) David F. Utterback and Teresa M. Schnorr, “Use of Workers’ Compensation Data for
Occupational Injury & lliness Prevention,” Department of Labor, 2010,
www.cdc.gov/niosh/docs/2010-152/pdfs/2010-152.pdf.

4.) “Workplace Injury and lliness Summary,” Bureau of Labor Statistics, October 25, 2012,
www.bls.gov/news.release/osh.nr0.htm.

5.) Quoted in Greg Hunter, “Workers’ Comp Scams that Push the Limits,” ABC News,
March 3, 2013, http://abcnews.go.com/GMA/story?id=127996.

6.) Quoted in Selena Maranjian, “The Real Cost of Workers’ Comp Fraud,” Daily Finance,
June 21, 2011, www.dailyfinance.com/2011/07/21/the-real-cost-of-workers- comp-fraud.

7.) Quoted in Nina Luckman, “New Tactics to Watch in Workers’ Comp Fraud
Investigations,” September 8, 2022, https://riskandinsurance.com/
new-tactics-to-watch-in-workers-comp-fraud-investigations/.

8.) Quoted in Abi Potter Cough, “Health Care Fraud Mitigation Offers Lessons for Workers’
Comp, October 24, 2022, https://riskandinsurance.
com/health-care-fraud-mitigation-offers-lessons-for-workers-comp/.

HARD - 1to 2% Where does it come from?
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The world is

changed by your
example not by

your opinion.

-PAUL COELHO

Leadership 101

Change is made by your example.

No excuses.

You can control:
- Attitude
- Effort

- Focus
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Who Is affected
by workers’
compensation?



Mainly...

- Seen

- Heard

- Acknowledged
- Valued

- Validated

~ Injured humans
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Humans are
complicated!

Remember: Behavior is:

- Multi-faceted

- Multi-functional

- Multi-dimensional
- Multi-emotional




The Life Force
Pyramid.

Self

(write) ~ 5%

Relationships
(Connection) ~ 10%

Physical Body

Movement, nutrition, sleep) ~ 85%



Ml The

Importance of
Human
Connection

Protection
from Harm

Learning ) (': Social Support 1

Opportunity Connection
for Growth & Community

Centered on
Worker Voice
‘ and Equity

( Accomplishment ) ( Belonging

( Dignity

Mattering Work-Life
at Work Harmony

( Meaning \ W : { Flexibility




The
Importance
of Human
Connection

Maslow's hierarchy of needs




Safety A Security )

Protection
from Harm

( Learning )

(Social Support)

. Safety ne
C onnection personal sxurity, e

& Community Physiological needs

air, water, food, shelter, sleep, clothing, reproduction

Opportunity
for Growth

Centered on é ]
9 X | C:

Worker Voice
and Equity

[\ (4

islow's hierarchy of

( Accomplishment )

| The Importance of
Mattering vy : -
&t Woirk Human Connection

\ A
}..l.

( Dignity }

1 P v
(Meaning f




Neurotransmitters

e Serotonin
e The Mood Stabilizer

 Dopamine
 The Reward Chemical

 Endorphins
 The Painkiller

« Oxytocin
e The Love Hormone




Boosting
Serotonin




Boosting
Dopamine

Eating Food

Achieving a Goal

Complete a Task

Self-Care Activities




Boosting Endorphins

o z J e &

MOVE Exercise Listen to Watch a LAUGH
Music Movie






° o
oooooooo

Trust is the cornerstone
of connection

We are
hardwired!

Boost belonging; it’s
everyone’s fundamental
need to belong




Emotional
Hijacking

Emotional hijacking occurs when
strong feelings overwhelm reason,
judgment, and perspective.

Thinking Brain (Neocortex)
+

Feeling Brain (Limbic Brain)

= Behavior/Action or Inaction




Our Design:
The Human Brain




Three Parts:

- The Survival Brain (reptilian)
Think ‘freeze’

- The Limbic-Emotional Brain (mammalian)

Emotion to response
Think ‘flight’

- The Neocortex (human, cognitive)
Rational, thinking =i
Survival instinct — Think fight’ .






Stress:

causes us to
run —

neurological &
hormonal
responses




The stress cycle

What happens to our bodies?

34



The stress cycle

35
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Balance & Respect




Success In
Workers’
Compensation




Talking with
Injured Humans

e Be. A. Human.

 How are you?
* Checkingin!
* Three pieces of information.

* Empathy

* Expectations
e Accountability
* Responsibility




Ask
Questions!




2 148 eis b .
LA El e
S eti gl Vite
prrrae $1a Ty
™ . 2 hat izl L
thvty " F
Prre ey s

sl irt
’ Frabr ey
iy ‘f
Ak (Y ’
jverirnSiayr
sl sl AR P
Y ISy 4 .
«r & SAER -
‘wre r; .
. APy :
v ’ . .
B > } "y STy
s rh iy v 0%
Biriatatedd] g ; :
Sl b E At |
[ ] A LRt adenid dnd - §
PTRIS PPy Py by BN F v X . ’
Fl"’ et atlaatsa l aals r o -
PR Ly B s s MIAS b s L 5
™ --or-nnw; PP s e bbbt | o N :
TIP P r P YoV R P rnt sy v ¥ uty g 'y
n;nr-n»;, R A0 Ctitd e :
e dach iidennlolaialiy] r
‘.\‘- Ml A Shld b ot ndi et AR - K 1 4
#",q'r /Y’Yﬁh’n ) : . y
?ov'ri! g e A o SRy "”'
y YV~ v P Y=V : ’
., ? TS Wy TPl - < e
v-u.z - S L 5§ - ik
nmrz’,,.zy,‘, B e YT ‘
lr.- vy Yy Pyt iy :
"",’fl' v ¥l y by e b7
,t,,,,r 340 a0 hie
Y Yoty rvm ey e » v 4
WAL YR S S 2y ey 1y 2 2
RO I by AN v a ey e Ly il y :
el AN AE L A SAT S et bttt LA st bt :
o y#eg piry v Iy . $ oo

ey 'y ey
n % A
$%8 Put Trrhy s S S ’
e 2 el : i A E Y
e R vove Lyripds i o
ln)n‘rz.r + i h PAPDENST v e § 3 Y ;
' 197 2 ¥ 1 ep s Yhebs iyl e e At BT 2 5P
:% vy L nd L g DTNt SIS Ak . : by 2
',, R e el Al I ! ¢ £ 4R
vrvv-v MNVw-mr""’""' 4] ¢ ot -
1% Pt et i s Be o ardiits REZIE L g4
[ ] y ] . " e - b-rvrvnr-lv”"v*‘ SEPYP ; v s
' \»n 303 AP ey reves b b Frey ) » J ey
v ,rll, YW""’!I"""V' ctanis sbdedd s RST80T S . £3.:4 45491
92 dd St ac e ST ol 9 ) & 1S ol Ad
. i8> § it : 23 AL VT y 4
: ‘vnl:,!-.- { b bt . :
3 : S 64 g8 ¢ : v b 5 b
] ROt s & Lo ! : - 4 i 4
oy A cantds o1 : ’
VIV oY 5 P ry Ry b fr v g 4 :
,Y)'Na-n",,,..,,dy'}vf"'ﬂvﬁv.'V' ¢
FYSS BPSIPIRr 3o Yy af= adal 2 FE T RTaee e ]
At e te R il tals g LI TRt e ety } ’
[TVEBI e T PP Uy 251 TE BB T PF Y B v iy ot (it :
LTy e bbb & ;
“By j s e s rbs e 44 ~
b 2 hedt ol tit At e R ] o Y . .
VENMET RO PN PN b ek b b VA e e vy b gL
RIRED Y, s 5 PP Irt st s vk iy iy
J :fvv‘-vlvi‘;:} »." FENDRE IS STk B S : 2L 4
S 3N IR A e 2T 27 2Rty o L
PPN ey O Lo o . : 4 B ’
SSTTS 2as L 2T ity pTAR ¥ I
(s 248, Alo Attt il d ¥ / £3r
o e 3 2T o ot &8 AR y
‘ 7755 5595 1 0ee :
o rery iy I Aok 2P revys el
v ' VR# Py Slalal e b
- VsS4 : bt
YEINFSreRsrve yh v oy . 5 ey E sy . ¥
” "wr("‘lv',""»"~lr"~'-‘ Yrk2y IE Yy rz
o 1. “Vy repaly Y ¥9 AFSs st SIS *rey Tyr /
Pord vi 30y Lve vi'r‘:,;,y,r : et ddhlilcl, e
,...-—np;»‘.fg'-.-r-— N ISt iy LSt HIT I Y
- fPery .,.,.-—-‘-.w,»—».r ' vy 5408 of sdl e abt
'I“'"""M" ' Ay R AR S, FYIre s red o bwrety)
S PPEIE D vy pe i 43 34 wey B Ol t ettt scal 2l 20t
IR S R I TP A v A dies diddat el 05T
TATPOVI Y b WP eh S| SR8 A N v S wF £73 F 109 b & ¢ 0% in et Al Ea 2 24
FERTIIET Rty L a0 10l o v st s Py v s PV Y F b i Bih s
IV Vi sbve ws Vpuo S 7 0 a b sin l"r-""" ""'l'"
P st ek s ey yeky ATy ot e p s s A At ] li Ty
AR IPY P Sy at g PN 88 L bervry r" o
AN LA 2 S ad e it ot S 2 et 3 OAA L 123y ~va‘}1
_”‘,,,,".‘,,,A.,.,,”."r, LR AR b faatad It i tiitdsd
et DAL D e Ve Ao y - & WVE Y ey '* Frosiy bsr9y
P SV T TITIHY o i PPt el Pt tdtd ol s T YTy ) Pyt
Y YIS I 2% ) ,,vﬁ-rl}"-ﬁ"’wwﬁy»'\("’"\ Lo g ;w‘:’ﬁ"“'" }“1’" 8,
e LT LS » sl s r,.vnr I WY $-h el

et sl Atk O

bl B ot 8 e '-'vv

v 4 e iy 2 b g #
R T s ik
ey An

Y g
‘_,A > L OB ol e i

YT by

¥y T Aol ad S
o 1Bt At aa it A g m.&w—p'r‘»&uv'v ot andg o R .\n'”' - §464

el s el ket add ]

oy Y1t s rad s ik

TN St 30 cda o an ;--"? Y ryterg
P LB ir it 20 21 Osr-'vh:w'-x’lv')nw 3 v
s W S ALl d e bt Y ryry by Syan vy
SOAE B ot adwit biae ad "‘ SRR vt 1S b e
-v.‘ovotﬂ'.nn—~-~r,ur('cl 19 ryocayriibey
e desiad s S 7 ok 4w *y -

FYFERIPRT pe

-

ro




Leadership — Who Is the most
iImportant?




Getting Leadership Involved

Establish Accountability

« Expectations
* Post-Appointment Check Ins

Communication

* Send cards
» Text after injury

Care

» Authenticity
« Who

Follow Up to Follow Though




Build trust, transparency, rapport.

* Ask noticing, connecting questions

for people to open up!

* Relate. Explain. Feel.

 Make people feel comfortable.



Why? The Gap.

GO TALK TO HR RESTRICTIONS HUMAN
CONNECTION



Human Connection

Who matters most?

Direct Leader

Team

- CEO

Sorry, not HR.



The Golden Circle Application

Why = «ldentity
e How - + Habits

e What -2 e+ Qutcomes




Emotional Hijacking

Emotional hijacking occurs when strong feelings
overwhelm reason, judgment, and perspective.

Thinking Brain
+
Feeling Brain

= Actionable Behavior




Two of the most important
leadership attributes:

* Your own & teams/people — injured humans

» Clarity, Alignment, & Purpose — Your values!




Reminder...

- Seen
- Heard
- Acknowledged
- Valued
- VALIDATED




Validation

 Body Language
* Unspoken Cues
* Tense of Verbiage
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DO What You Say
, o 4

; |
You \




Immediate Starts

Send Cards to Injured Worker & Family

Establish Weekly Check-ins

Increase Communication & Transparency

Focus on Psychosocial Issues

Provide Consumable Education

Phrasing Recovery - Proactive, Caring Language

Provide a Vision

Return-to-Work



Drafting a card

L L Wishing you a speedy recovery.
. 600'0’ '
\‘36‘&} Hope you are feeling better
c :
%3
6y B : We miss you! Get well soon.
e Thinking of you!

Get well soon!




START THIS NOW!

Dear <Employee Name>,

Employer considers our employees to be our most valuable asset. We realize that being injured or ill is
never a pleasurable experience, and we intend to do everything we can to work with you during this
difficult time. Employer has partnered with our insurance’company, Company X, for the handling of your
claim for workers’ com&)ensatlon benefits. Should you have any questions regarding your claim, you can
reach out to Company X as follows:

Company X

P.O. Box 1234

Some City, MI 12345
Phone: (888) 867-5309
Fax: (800) 123-4567

We want our employees to be educated about what to expect durin% the workers’ compensation process,
ﬁ/lq vp]/_e have attached some frequently asked questions about how the process works in the State of
ichigan.

Our promise to you is to be caring, courteous, prompt, available, and understanding. If at any time during
the claims Erocess. you should experience dissatisfaction with Company X, you may contact me at the
below number to diScuss your concerns. We will work with you and your adjuster to attempt to resolve
your issue, if it is possible to do so.

Wishing you a speedy recovery,



What are you
looking for?

.’ ‘.
OPEN

ONGOING 5 &

COMMUNICATION. .
«




Return-to-Work

Time to rethink the program!!
Priority.

Start with one hour, two to
three times per week.

Gradually increase.

Focus on CAN DO.



WHY?




A reminder... WHY?

* Business Ethics

« Corporate Social Responsibility

« Human Capital Development

* Financially Sound Objective Strategy
 Employee Engagement

It’s the right thing to do.
YOU can make the world better than it is today.






Dr. Claire Muselman

e claire@drclairemuselman.com

e www.drclairemuselman.com

* @glitterandsparkles




