The Workplace Injury Triage Call Process — How it works

Mote that this service is anly for employees who are injured
at work, and shoukd not be used for clients or custormers of
your campany, Zurich’s Workplace Injury Treage Line provides
triage suitabbe for most injuries, but & not a 911 system for
life-threatening situations.

When Employee Injury Occurs: If a supenisor is on-site,

the injured emplovee should immediately contact the
supervisor. i no supervisor is available, the injured employes

snoulfd contact £urich’s Workplace Injury Triage service directly.

Always call 911 first for any potential
life-threatening situations.

Paotentially lite-threatening symptoms indude,
but are not limdted to:

* Choking

*  Unconscious or disonented
s Seyere Dlseding

*  Off-balance, unable to walk
* Hot, dry skin

*  Spizure or convulsions

» Difficulty breathing

# [ hest pain or decomfort

*  Profuse sweating

» Seyere abdominal pain

« Any other problem you
feal may be an emergency!

How it works

Step 1: Make the Call - 1-B44-334-6470

Ideally, the supervisar and injured employee should place the call
together, dialing the toll-free number listed on the frant cover

of this guidebook and immediately above. If the supervisor i
unavailable, the injured employee can call Zurich’s Warkplace Injury
Triage service directly. To be most beneficial, the call should be
made as soon as possible after the injury oocurs.

All calls are answered first by a digital phone system which plays
a brief message for cailers in both English and Spamnish. Listening
carefully to the entire message is very impartant. The caller must
select the proper action froe the phone tree. For injury reparts,
it's option 1. Please listen carefully if you need something efse
ather than to report a new injury. Aftar the massage, callers ara
connected with a nurse. Most of the time, a nurse is available
inmediately with no waiting. In rare instances, a cafler may
have to wait for @ few minutes because all nurses are busy with
other callers. I this happens, the caller has the aption 10 rernain
holding or 1o leave a voice mail message 50 the next available
nurse can call back. You may select the voice mail option at any
time by pressing 9. The system wall prompt you to enter your
10-digit phone number first. Do not enter any additional digits of
characters, as it will cause the system to reject the entry.

Once the phone number entry has been confirmed, the system will
ask for your name. Please provide first and last name, and if you
hiave an extension of any ather iNStructions on how 1o reach you,
please provide that when recording your name.

& NOTE: If the injury appaars severa, call 911 immediately!
DO NOT wait on hold for a Triage nurse.

Step Z: Initiate the Triage Process:

A nurse will answer the call and speak with the supervisor first,
them privately with the injured employee. Following specially-
designed protacols, the nurse will deterrming the seriousness and
mature of the injury, and recommend the bast way to address it
The nurse can access interpreters to assist with over 200 languages
when necessary. Depending on the situation, the employes may
be guided in first aid (“seff-care”) or may be referred ofi-site to a
in=network medical facility for further evaluation or treatmaent.

Step 3: Receive Treatment Recommendations:

If the injured worker can safely return to work, the nurse

will provide first aid (*seif-cara™) instructions 1o the emplayee.
Self-care instructions may be faxed or e-mailed to the
employes/supanasor at the conclusion of the call. During the call,
the nurse may determine that the empioyvee should be referned
off-site for further evaluation or treatment. If a referral for off-site
treatrment is made, the nurse will encourage the employee to ga to
an in-netwaork medical facility in the area. After the nurse provides
the treatment recommendation o the injured worker, they will ask
1o speak to the supervisor 1o conclude the call.



Step 4: Finish the call

At the conclusion of the call, the nurse will speak with the
supenvisor again to-explain any first aid recommendations
ar confirm recommendation of offsite treatment. Upon call

completion, Medcor's reparting system wall send a custom incident

report to the appropriate designated recipients.

Injured workers are encouraged to cafl back with any questions,
changes in condition, or concerns = a call confirmation number
will be provided at the conclusion of the first call and should be
referenced during subsequent calls. Zurich's Warkplace Injury

Triage line is available 24 hours a day, seven days a week.

Please note: Unless specifically requested in the set-up of
your account, at this point in the triage process a claim has
NOT been automatically reported to Zurich. Please follow your
comipany’s specific caim reporting guidefines. In order to report

a claim to Zurich, please see the workers' compensation claim

reporting information below:

WC Claim Reporting
Delivering when it matters most
When a workers” compensation claim ocours, it s vital that

yOu report it as soon as possivle. Delays in claim reporting can
contribute to higher claim costs and missed opportunities to
ritigate medical spending. Prompt reporting of an allegad injury,
regardless of severity, i the key 1o driving optimal outcomes. To
make the claim reparting process as simple and convenient as
passible, Zurich provedes several ways to report claims, 24 hours

a day, 365 days a year:

Report your claim:

Online  webdaims.zurichna.com
Phone 1-800-987-3373

Fax 1-B77-962-2567

Emaill USZ_CareCenter@zurichna.com

Should you need to make updates or changes to an existing daim,
make sure you have your claim number and date of loss ready,
then contact your claim professional for further assistance. If yvou
have additional supporting documentation for your claim, note
your ciaim numbser on the dociment and fax 1o 1-877-962-2567.

Frequently Asked Questions

1.

10.

What is the average length of a call to Zurich’s
Woaorkplace Injury Triage Line?

The average cail is 18-20 minutes mcuding the
introductory recording.

How is your call center staffed?

The call center is staffed wath registered nurses 24 hours

a day, seven days a week, under the direction of Medcor's
Tull-tirme: medical director. The Medcor Injury Triage medical
director s board certified in emergency medicine.

Do your nurses speak any other language

besides English?

If a language barmer exists, a transiation senvice i quickly
browght into the call. Over 200 languages are available.

When nurses recommend self-care, can employees

still request to see their own doctor?

Absolutely. The service does not deny employees their right
to medical care; however, it is intended 1o provide employees
with expert information to amd them in making the best
decision for thelr medical cara.

If a referral recommendation is made to a designated
medical facility, what information do employees need
to take with them?

Mo further information ks necessary unless your cormpany
requires specific papenwork.

What do we do if the injured employee is a minor?
Each employer should fallow is own procedires for
managing injured emplovees who are minors. Medcor does
not requare parental consent for tnage, but medical prowders
at off-site facilities may require parental consent before
traating employess whao are minars.

Are the calls recorded?

Calls are digitally recorded for guality asturance and to
accurately docurnent the facts of the injury. Callers are
notified that the call is recorded and they consent 1o the
recording by participating in the call

Is the service available for non-work-related injuries?
Mo, you should foliow your company guidelines for
nion-wark injures.

Should we call Zurich's Workplace Injury Triage Line if a
guest is injured at our location?

Mo, you should follow your company guidelnes i a guest

i5 injured at your location.

Should | call Zurich’s Workplace Injury Triage

Line with billing, payment, insurance, or
authorization questions?

Mo, Medcor is not able to answer these types of guestions.
Please follow your campany guidelines.



