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Completing a Claims Orientation Interview
Employer’s Quick Reference

PREDICT DETER DETECT

Please review this information before you conduct your first (Risk Intelligent) Claims Orientation Interview.  Going forward,
refer to this document as required to ensure that future Claims Orientation Interviews adhere to these guidelines and
recommended standards of practice.  More comprehensive training on how to complete a Claims Orientation Interview is
available by contacting ForesnIQ Risk Intelligence Inc.  For training options, please contact us or visit us at www.forensiq.ca.
 
IMPORTANT: THE CLAIMS ORIENTATION INTERVIEW SHOULD NEVER PRECEED REQUIRED MEDICAL ATTENTION.  If
the worker requires urgent medical attention for an injury (whether on site first aid or off site treatment) this is the first priority.  
The worker can be informed of the requirement to attend for the Claims Orientation Interview after their medical needs have
been attended to whether on the date of occurrence or the following day if required.

 
General:
It is important to remember that the Claims Orientation Interview is just that, an interview.  It is not, and should never be an
interrogation.  The purpose of the interview is the exchange and clarification of information with respect to the injury that has
been reported by the worker as well as the communication of other important information including employer / worker rights
and obligations, details about your Modified Duties Program etc.  Even in circumstances where you believe that the worker may
not be providing truthful information, you should make every attempt not to have the interview become unnecessarily
confrontational. It is fine to ask questions but once they are asked and answered, move on.  Areas of possible disagreement can
be investigated further after the interview is completed.

 
Witnesses / Translators:
From time to time, a worker may ask to have a witness attend with them for a Claims Orientation Interview.  Generally speaking,
this is not a problem provided the witness agrees beforehand that they are there to observe only and they also agree that they
will not interrupt the interview.  If a translator is required, they should be instructed to avoid any extraneous conversation with
the worker beforehand and you should enforce this instruction during the course of the interview as best as you can.

 
Video Recording:
The Claims Orientation Interview should be video recorded.  Whether you record the interview using a dedicated video
recorder or your smart phone the camera should be placed such that you and the worker are both visible in the frame.  A profile
view works well for this or, if that is not possible, you can position the camera over your shoulder.  Once the interview is
completed, you should download the video and save two copies ensuring they both work before you delete the video from your
device.  You should inform the worker that you are recording the interview to ensure that there is an accurate record of your
conversation.
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Rapport Building:
At the outset of the interview it is important to establish a rapport with the worker. This starts with your greeting the worker
when you should be sure to say “thank you” to the worker for coming to meet with you. Everybody has his or her own way of
building rapport.  For some of you, it may involve a quick chat about the weather, a recent sporting event or even something that
is going on in the workplace.  Rapport building may also take different forms with different workers depending on whether or
how well you know them or their position within the company.  No matter how you build rapport, it is an important aspect of
every Claims Orientation Interview.  Lastly, during this phase of the interview it is important for you to clearly state to the
worker that you are sorry to hear about their injury.  The overwhelming majority of workers that are being interviewed, that
harbour no fraudulent intent will appreciate this common courtesy.  For those few that are considering fraud, this small
expression of concern can be an important step in beginning to dismantle the rationalization for their intended actions.

 
Explaining Rights and Obligations:
When explaining the employer’s rights and obligations and those of the worker, it is recommended that you follow the order in
the Claims Orientation Interview online form.  Be sure that you are familiar with any special cautions or obligations placed on
the worker that may be included in the workers’ report of injury form and be sure to go over all of these with the worker.  If your
workers’ compensation provided requires that the worker vouch for the truthfulness of their information make it clear that this
obligation extends to any information that they provide for the life of their claim whether it is information provided directly to
their Case Manager, information they provide to a medical provider or information they provide to you.  If your provider
requires that the worker report any work activities while on claim, be sure to point out their obligation to do so.

 
The Pure Version Statement:
When obtaining the worker’s account of the injury, it is recommended that you have the worker start their account as far back in
time as possible and as far after the alleged injury as possible and to continue with their account as long after the alleged injury
as possible.  This means that if the worker reports being injured at 11:00 am, it is best practice to ask them to tell you what they
did from the time they started work that day, up until the time of the injury and to continue their account of what happened after
their injury for as long as possible.  The addition of this information can help by providing additional context, identifying
witnesses and by allowing the worker to say (or not say) whatever they choose to say in their statement.  Be sure to ask open-
ended questions wherever possible.  For example, when discussing potential witnesses it is better to ask, “Who was there?” than
to ask, “Was Rick there?”  If Rick was not there, the worker could answer “no” to the question but could fail to report that
another person was there at the time of the injury.  While obtaining the worker’s statement it is important not to interrupt them
while they are speaking.  If you have questions, jot them down and save them until the worker is finished with their account. 
 Always be sure to ask the worker is there anything more or anything else to ensure that they are aloud to say everything that
they want to say.  You can type the worker’s statement into the online form as they are speaking.
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Discussing Modified Work:
When discussing your Modified Work Program, it is important that you frame the discussion to indicate that the worker is
eligible for the program.  Presenting things in this context helps to demonstrate that providing Modified Work is something that
is being done for the worker, rather than something that is being done to them.  This can be a meaningful distinction in the mind
of an injured worker and it can increase buy-in and participation.  If you are in a province where you have a legislated duty to
accommodate a worker with Modified Duties, this should always form a part of the discussion of Modified Work.  Your
obligations, as well as those placed on the worker should be discussed.

 
Discussing Areas of Concern:
For some people, this part of the interview can seem challenging but this need not be the case.  Whatever the issue, if you
remain, calm, professional and non-confrontational you will successfully navigate this part of the interview without conflict in
most cases.  Most workers will understand that you have a job to do and respond favourably if you advise them that you are
required to ask certain question of them.  For example, if you are questioning the worker about an injury that was not reported
on time and tell them that because they did not report on time you are required, as a part of your job, to ask them if the injury
occurred outside of work in the intervening time period they will not feel threatened by this, unless it happens to be the case.  If
you have determined at the time the Claims Orientation Interview is being completed that you will be contesting the claim with
your worker’s compensation provider, this information should be communicated to the worker in a forthright way.

 
Forms and Signatures:
Once you have completed the information gathering and exchange portion of the interview, you should ask the worker to
remain seated while you download the content of the online Claims Orientation Interview questionnaire into a PDF and print a
copy for signing.  Allow the worker to go over the form to confirm that the information is accurate before asking them to sign.  Be
sure to ask the worker if they would like a copy of the form for their records and provide one if requested in whatever form
(paper / electronic) they would like.

 
Dealing With Refusals:
From time to time, you may encounter a worker that refuses to attend for a Claims Orientation Interview.  As a first course, it is
always recommended that you try to determine the cause for their refusal.  You may find that some additional information or re-
assurance on your part will get the worker to re-consider their decision and agree to participate.  If the worker continues to
refuse to attend, this must be viewed within the larger context of their continuing employment relationship and should be
viewed as a significant cause for concern with respect to their reported injury and any resulting workers’ compensation claim.
 
If a worker refuses to have the interview video recorded, your first response should always be that the recording is required to
ensure an accurate record.  If they continue to refuse, an audio only recording should be suggested, once again with the stated
objective of accurate record keeping.  If the worker continues to refuse to participate, you will have to decide whether you wish
to proceed or not.  One alternative at that point can be to invite mutually agreeable third party to sit in on the interview to
observe.
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Claim Orientation Interview
Post Interview Notes

File:

Date:

Worker:

Interview Completed By:

Date of Interview:

Interview Start Time: Interview End Time:

Did the worker's demeanor change during the interview process? If yes, record details:

Did the worker shake hands at the conclusion of the interview?    Yes                No

Record any other concerns or observations:

Complete this form after the
interview concludes and

keep a copy in the claim file.


