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Understanding the importance of timely form submission
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Injured worker reports injury to Call Centre

Injured worker receives correspondence 
including release form 

Injured worker submits form
(via fax, mail, upload tool)

2

3

3 weeks

1

Opportunity to 
motivate timely 
submission of 
release form

I guess [I was] a bit overwhelmed 
because there were just so many 
forms that I had to complete.

I really didn’t know what would 
happen after that.“

“

• As of 2019, 271,806-
time loss injuries have 
been accepted by Worker 
Compensation Boards 
across Canada.

• Claims systems are 
often complex and 
difficult to navigate. 

• Submission of key 
documentation (e.g., 
release forms) is 
critical to help process 
the claim and help 
injured workers recover 
and return to work.



Our three BI solutions
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Simple text message Simple email 
Simple text followed by 

detailed email 2 days later

1 2 3



Our distribution approach
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Call Centre 
representatives

Injured 
workers

Treatment no.1
SMS only

Treatment no.2
Email only

Control group
No reminder sent

Treatment no.3
SMS followed by 

email

+
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Proportion that submitted the release 
form based on reminder condition

The use of reminders proved to be successful in 
increasing timely submission 
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Average number of days taken to submit the 

release form based on reminder condition

200n 816n

4.5 days



Those who only received an SMS reminder were 
significantly less likely to submit the release form
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371n 443n 357n 372n

Reminder Type

P
ro

p
o
rt

io
n
 t

h
a
t 

s
u
b
m

it
te

d
 t

h
e
 r

e
le

a
s
e
 f

o
rm

Proportion that submitted the release form based on reminder condition
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Incorporating reminders
into claim experiences

7



8

Change behaviour

with reminders

Conduct
follow-up research

Monitor

post-implementation

Email is the most 
successful, cost-effective 

BI solution

When and how do 
injured workers interact 

with SMS?

Evaluate if reminders 
remain effective, 
including in other 

contexts

We recommend introducing email reminders and 
continuing exploration of SMS 



Our research team 
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