Workers’ Compensation:
Return-to-Work Focus to
Drive Savings, TAT, and
SLA Excellence
Today's workers' compensation carriers are faced with complex challenges, including increased
competition, cost containment, and compliance with different requirements across all 50 states. As a
result, carriers are increasingly turning to BPOs as an option that provides operational savings, expediency,
and SLA excellence to their customers. Our HGS Workers’ Compensation team comprises more than
800 employees, including 110 RNs and 170 reviewers.
Through our innovative workers’ compensation solutions design, mix of shoring methodologies, and
transparent operations, HGS has proven over time to drive real outcomes for our partners’ operations.
HGS sets our clients apart with key differentiators, which are core to all of the transformation outcomes
we drive for our clients:
• Strategic, unlimited partner consultative focus, sourced in key strengths.
–– Operations team with value stream mapping and design thinking expertise to drive results like
re-evaluations re-engineering to drive a reduction from 16% re-evaluations to a 6% rate.
–– Business excellence and process improvement team focused on continuously enhancing and
applying quality standards and initiatives
–– Lifecycle focus for improved provider engagement and reduced abrasion

How We Do It
HGS’s unique combination of team and technology work together to optimize patient outcomes.
HGS’s clinically skilled team members deliver:
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Our Value
For one partnership with a leading global insurer, HGS found this client overpaying claims by 25%
compared to their peers in the market. We developed a cost-containment solution, using registered
nurses and certified coders, to strategize more stringent payment integrity. Our approach focuses on
two key areas: Medical Relatedness and Accurate Coding. We provided a winning solution comprising
our expert reengineering; analytics and payment accuracy tools; and clinical, coding, and claims leakage
expertise. As a result, we’ve achieved $70 million in savings for this client over three years.
For a workers' compensation adminstrator player, we evolved our role from a 10 FTE start more than
12 years ago, handling one of the client’s bills, to today’s solutions portfolio of eight unique services
delivered by our 415-member team, with the clinical expertise of 17 RNs and 75 coders. We have
achieved more than $20 million in annual savings. And the client has been so confident in HGS’s
consultative approach that they have trusted us with another casualty line of business on the auto side.
We have started to pave the way for even more value creation—including new initiatives identified for the
next fiscal year.

About HGS
A global leader in business process management (BPM) and optimizing the customer experience lifecycle, HGS is helping make its
clients more competitive every day. HGS combines technology-powered services in automation, analytics and digital with domain
expertise focusing on back office processing, contact centers and HRO solutions to deliver transformational impact to clients.
Visit www.teamhgs.com to learn how HGS can help make your business more competitive.
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