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School: Stakeholders 
Course: The Claims Administrator – A Key Stakeholder in Workers’ Compensation 
Faculty: Dr. Claire Muselman, Principal, CM Advising 
 
 
Summary 
The course "The Claims Administrator – A Key Stakeholder in Workers’ Compensation," 
taught by Dr. Claire Muselman, emphasizes the crucial role of claims administrators in 
the workers' compensation process. With over 18 years of experience in the claims 
industry, Dr. Muselman shares her insights into how claims administrators act as the 
"glue" that holds the entire workers' compensation system together. 
 
Dr. Muselman describes claims administrators as central coordinators, responsible for 
managing every aspect of a workers' compensation claim. They facilitate 
communication between injured workers, employers, and medical providers, ensuring 
that the injured worker receives the necessary medical treatment and benefits as 
outlined by state statutes. They are pivotal in making the process seamless or 
disastrous, depending on their approach to their duties. An effective claims 
administrator is not only about closing claims quickly but also about doing so with care, 
empathy, and transparency. 
 
The presentation delves into various claims administration models, including third-party 
administrators (TPAs), self-insured employers, insurance companies, and state funds. 
Despite the differences in these models, the goal remains consistent: to help injured 
workers return to work and resume their lives. TPAs act as extensions of employers, 
handling claims while ensuring alignment with the employer's mission and values. Self-
administered employers manage claims internally, treating injured workers as part of 
their team. Insurance companies and state funds also play significant roles, balancing 
fiscal responsibility with providing appropriate care to injured workers. 
 
A key theme throughout the course is the emphasis on empathy, communication, and 
proactive management. Dr. Muselman stresses the importance of setting the right tone 
and building trust with injured workers. This involves clearly explaining the claims 
process, addressing concerns, and providing support throughout the recovery journey. 
Claims administrators are urged to exercise emotional intelligence and to anticipate the 
needs of injured workers, alleviating the fear of the unknown by offering clear, 
consumable information about the next steps in their claims process. 
 
Dr. Muselman also highlights the significance of accountability and transparency in 
claims administration. The claims administrator's role involves managing expectations, 
ensuring timely issuance of benefits, and maintaining open lines of communication. 
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They must be proactive, setting up regular check-ins and follow-ups to keep the injured 
worker and employer informed. She advocates for a partnership approach, where 
claims administrators, employers, and medical providers work collectively to facilitate 
the injured worker's return to work. 
 
In conclusion, Dr. Muselman positions the claims administrator as a "single-handed 
game changer" capable of impacting the trajectory of an injured worker's recovery. 
Their role extends beyond mere administrative duties to encompass being a coach, 
mediator, and advocate for the injured worker. By prioritizing communication, empathy, 
and a team-oriented approach, claims administrators can create a more effective and 
compassionate workers' compensation system that fosters successful outcomes for all 
stakeholders. 
 
 
Learning Objectives 

1. Understand the critical role of the claims administrator as the central coordinator 
in the workers' compensation process. 

2. Learn the qualities and responsibilities that define an effective claims 
administrator in guiding injured workers through their recovery. 

3. Explore the various types of claims administration, including TPAs, self-insured 
employers, insurance companies, and state funds. 

4. Recognize the impact of the claims administrator's communication style and 
empathy on the injured worker's experience. 

5. Discover strategies for fostering a collaborative team approach among all 
stakeholders in workers' compensation. 

 
Primary Takeaways 

1. Claims administrators act as the "glue" that holds the workers' compensation 
process together, coordinating among injured workers, employers, and medical 
providers. 

2. Effective claims administrators exhibit empathy and clear communication, which 
are essential in building trust and guiding injured workers through a complex 
system. 

3. The quality of claims administration significantly affects the injured worker's 
experience and the overall outcome of the claim, influencing the speed and 
effectiveness of recovery. 

4. Different models of claims administration (TPAs, self-insured employers, 
insurance companies, state funds) have distinct approaches and goals but share 
the objective of facilitating recovery. 
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5. Successful claims administration requires proactive communication, 
transparency, and a partnership mentality to ensure the best outcomes for all 
parties involved. 

 
 
Course Outline 
 
1) The Role of the Claims Administrator 

a) Overview and Responsibilities 
i) Coordinator of medical treatment and benefits 
ii) Communication hub for injured workers, employers, and medical providers 

b) The Glue of Workers' Compensation 
i) Central figure ensuring smooth claim progression 
ii) Balancing care, compassion, and compliance 

 
2) Qualities of an Effective Claims Administrator 

a) Empathy and Communication Skills 
i) Importance of tone and approach in interactions 
ii) Building trust and reducing fear for injured workers 

b) Accountability and Proactive Management 
i) Setting clear expectations and follow-through 
ii) Transparency and consistency in actions 

 
3) Types of Claims Administration Models 

a) Third Party Administrators (TPAs) 
i) Acting as an extension of the employer 
ii) Goals: Quick claim resolution and alignment with employer objectives 

b) Self-Administered Employers 
i) In-house claims management as part of the employer 
ii) Direct alignment with company culture and values 

c) Insurance Companies and State Funds 
i) Balancing fiscal responsibility with care for injured workers 
ii) Risk transfer and differentiation in services 

 
4) Impact on Claims Outcomes 

a) Positive vs. Negative Experiences 
i) Influence on recovery speed and claim closure 
ii) Effects on organizational culture and employee morale 

b) Importance of Communication and Follow-Up 
i) Ensuring stakeholders are informed and engaged 
ii) Role in mitigating negative perceptions and fears 
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5) Building Effective Partnerships 

a) Collaboration with Stakeholders 
i) Working with employers, medical providers, and injured workers 
ii) Creating a team approach for optimal outcomes 

b) Strategies for Success 
i) Clear communication of benefits and processes 
ii) Anticipating needs and being proactive in support 

 
6) Conclusion: The Claims Administrator as a Game Changer 

a) Changing the Trajectory of Lives 
i) Single-handed impact on the injured worker’s journey 

b) Fostering a Supportive and Transparent System 
i) Role in shaping the future of workers' compensation programs 

 
NOTE: Artificial Intelligence was used in the creation of this document. 


