
 

Podcast Summary: Straight Outta Workers' Comp - Episode 1 

Episode Overview: In the inaugural episode of Straight Outta Workers' Comp, hosts Bob Wilson 
and Mark Pew, joined by guest Stuart Colburn, discuss the tragic assassination of UnitedHealthcare 
CEO Brian Thompson and its implications for the workers' compensation industry. The conversation 
explores themes of anger and frustration in claims management, the necessity of empathy in 
communication, and actionable strategies for improving interactions within the system. 

Key Topics Discussed: 

1. Tragic Events in the Industry: 

o The murder of UnitedHealthcare’s CEO as a potential reflection of frustrations 
within the insurance and workers' compensation system. 

o Historical incidents of violence linked to claims disputes, highlighting systemic 
issues. 

2. Empathy and Effective Communication: 

o Importance of treating claimants with dignity and respect, even when denying 
claims. 

o Proactive communication strategies to manage expectations and reduce claimant 
frustration. 

3. Understanding Emotional Triggers: 

o How denials—legitimate or otherwise—can negatively affect claimants’ lives. 

o Societal trends of reduced patience and increased emotional volatility. 

4. Practical Recommendations: 

o Timely and clear communication from adjusters to claimants. 

o Empathy training for adjusters and other stakeholders. 

o Identifying additional resources for claimants when workers' compensation cannot 
provide benefits. 

5. Broader Implications: 

o The importance of addressing societal perceptions of insurance companies. 



o Opportunities for insurers, employers, and stakeholders to reduce emotional 
tensions through thoughtful policy and practice. 

Recommended Actions for Listeners: 

1. Foster Empathy in Claims Processing: 

o Train adjusters to handle conversations with compassion and clarity. 

o Provide detailed, respectful explanations for claim denials. 

2. Improve Communication Protocols: 

o Ensure timely updates to claimants about their case status. 

o Offer actionable next steps or alternate resources when denying claims. 

3. Enhance Support Systems: 

o Employers should proactively engage with injured workers to offer resources like 
EAPs or transportation solutions. 

o Explore innovative ways to minimize claimant burdens, such as advanced 
reimbursement for expected costs. 

4. Promote Industry Education: 

o Leverage educational tools like WorkCompCollege.com's How to Say No course to 
train professionals in effective denial communication. 

5. Strengthen Industry Security and Perception: 

o Reevaluate physical and cyber security measures for high-profile personnel. 

o Address public perceptions of insurance companies to rebuild trust. 

Closing Note: The episode emphasizes the importance of empathy, proactive communication, and 
strategic problem-solving to mitigate frustrations in the workers' compensation ecosystem. The 
hosts also express a desire to return to lighter discussions in future episodes to highlight the human 
side of the industry. 

This episode sets the stage for deeper conversations about the evolving challenges and 
opportunities in workers' comp. 

 


