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The objective of the Schedule 2 Employer Service Review is to evolve the way we deliver service to Schedule 2 

employers and injured or ill employees, for both improved service, and recovery and return-to-work outcomes. 

Schedule 2 

employers’ 

feedback

01/ Increasing benefit costs

02/
Deteriorating customer 

experience

03/
Poor recovery and 

return-to-work outcomes

Our

commitment
Approach

We have committed to undertake 

an evidence-based, critical review 

of the way we approach and 

manage Schedule 2 claims.

We engaged Made Manifest an external 

research firm to conduct a multi-stage 

primary research project.

We completed the Schedule 2 Historical 

Data Story, which is a data analysis of 

drivers that influence durations and benefit 

spend to develop a plan for future 

management of Schedule 2 claims. 



Key Observations: Data Story
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Physical injury short-term durations 

have been improving since 2020 as a 

result of process improvements

Schedule 2 durations 
(Physical injuries only) 

Physical injury Case Manager experience 

levels have decreased as a result of 

increased hiring starting in 2020 

Short Term Case Managers on average 

have < 2 years experience 

People factors

Schedule 2 physical injury claims 

represent 15% of lost-time claims 

handled by Case Managers

E x t e r n a l  

f a c t o r s

The Schedule 2 Historical Data Story examined outcomes and results through the lens of historical influencing factors.  

Specifically looking at the influences of:  People, Process, Legislation and Policy, Technology, and external factors.



Key Observations: Data Story
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Change in Mental Stress Injury Program 
(MSIP) claim inventory 2012-2022

Schedule 1 Schedule 2 Schedule 1 & 2

The inventory of MSIP claims has been 

increasing over the last 10 years for both 

Schedule 1 and Schedule 2 employers

The key driver to current durations and 

benefit spend is the increasing impact of MSIP 

claims since the introduction of presumptive 

PTSD legislation for first responders in 2016

MSIP claims account for 71% of Schedule 2 

employers’ total claim inventory



Key findings from 

Four overarching themes and their associated key findings 

outline the service challenges and opportunities identified 

by Schedule 2 employers:

01/
Collaboration: Strains in the relationship create fewer 

opportunities for WSIB and Schedule 2 employers to work 

together effectively.

02/
Communication: Limited ways to access WSIB and lack 

methods of accessing info independently lead to wasted 

time and delays.

03/
Continuity of Staff Knowledge/Training: Changing 

WSIB staff creates breaks in continuity, making it hard to 

foster deeper relationships with Schedule 2 employers.

04/
Process: Schedule 2 employers experience a lack of 

control over the claims process and progress of worker 

recovery.
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Schedule 2 Injured or ill 

people reported a similar 

experience and aligned 

with three of the four 

major pain points 

identified1

1Source: Core Services Satisfaction Survey (CSAT), April 2023



Recommendations and next steps 

6

Q4

2023 

2. Provide regular updates to Schedule 2 Employers Group on current initiatives in 

progress aligned to identified key findings/pain points

Next Schedule 2 Employer Group meeting and ongoing

3. Develop a trial with 1-3 teams of dedicated staff to address key 

observations and pain points. Trial Start date: Q1 2024

• Draft trial framework: Roles and employers participating (criteria to be 

determined) and stakeholder input

Q2 

2024
Trial ends: Assess outcomes and determine further recommendations

Q4

2023
MSIP Review: A more detailed data story and an overview of the MSIP strategy 

will come to employers for engagement beginning in Q4 2023

1. Determine 2024 Schedule 2 Employer meetings and cadence focused on 

improving information sharing and collaboration

Q1

2024 

Q1

2024 

February 

2024 

• Finalize trial framework
March

2024 
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MSIP

next steps

MSIP & 

Physical injury 

recommendations

Physical injury 

recommendations



Discussion
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