Singapore Workers Injury
Compensation Act (WICA)
How changes will impact your claims?

How will the WICA impact your claims?
Proposed changes to WICA will have a significant impact for insurers as they
will be responsible for all claims processing when the changes to the Act come
into force.
Sedgwick has developed a legally compliant, bespoke third-party
administration (TPA) solution to enable insurers to outsource the
additional work the changes to WICA will entail.
We provide a full end-to-end service from initial notification of
claim, all aspects of the claim management including enquiries and
desk top investigations, through to recommendations for payment
and bordereaux reporting to insurers – all using our own in-house
developed software.

The team
We have a team of dedicated and experienced WICA claims
personnel to manage the claims. The TPA team are supported by
loss adjusters who have extensive experience in Singapore of work
injury site investigations and follow-up enquiries.
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The Technology: Darwin
Darwin

The history
function
provides a full
and complete
audit trail of the
file. It can be
sorted to show
specific actions,
and exported for
the purposes of
an audit trail.

Utilising our proprietary software,
Darwin, we have built a process that
recognises the terminology of, and
meets the reporting requirements from,
MOM.
Darwin provides reports on individual
claims, and the full claims portfolio,
including the 90-field report format
required by MOM. It can also produce
the information required by MOM at
any time during the claims process,
and, specifically, at the relevant change
in status in accordance with WICA
legislation

The Technology: ViaOne and MySedgwick

Multiple claimants can be added to one file and handled separately but
under one reference number.

All of this information can be exchanged
with an insurer’s own systems and will
ensure InfoSec requirements are met.

ViaOne and MySedgwick
Brokers, agents and claimants also
benefit from access to files. Darwin
provides real time access to all data
through our ViaOne app.
If required,
limited access
can also be
provided to
brokers and
agents.
For long tail
claims we can
also provide
claimants with
their own
digital version
of their file
through the
MySedgwick
app.
This allows the claimant to access the
current position on the claim, upload
documents and photographs, and
exchange other basic information.

WICA specific developments have
been included in the development to
ensure the information required by
MOM is captured and reported

‘Linked cases’ identify other claims in the system with the same
address, claimant name and date of loss etc. helping to identify possible
fraudulent claims.

The claim centre shows a breakdown of adjustments, payments and current
reserves. Management of recoveries can also be completed in this area.
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We are happy to provide live demos of
the all our systems. Contact any of the
TPA team to see it in action.
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Services we offer
Third Party Administration
Management of all aspects of desktop
claims including the necessary
enquiries and investigations (other
than field investigations) from
first notification of loss (FNOL)
through to interim and final payment
recommendations and closure. Also
included are facilities to record and
manage complaints and for the
management of recovery actions.
It is assumed that claims notifications
will be received from insurers and
insurers will also make payments based
on our recommendations. However,
should FNOL and/or delegated
authority payment services be required
we can do this too.

Field Investigations
Some claims require more detailed site
investigations that cannot be handled
from a desktop, for example; where
fraud or a potential for the claim to
be dealt with under common law is
concerned. These investigations will

be undertaken by experienced loss
adjusters with years of experience in this
type of claim, and working in conjunction
with the WICA TPA claims team.
Field investigation reports would
be supplemental to the bordereaux
reporting output from the TPA service.

Fast Track & Longtail Claims
We anticipate that the vast majority of
claims involving temporary incapacity
would be considered as fast track
claims. We define ‘fast track’ as all
claims that involve loss of earnings
of up to and including 14 days. All
other claims will fall under the longtail
classification.

Full & Partial Outsourcing
We can provide TPA services for an
entire WICA claims portfolio or for part
of a portfolio.
Full outsourcing implies that the full
portfolio of WICA claims would be
managed by us by our TPA team.

Indicative pricing
We can also produce data capture
and management beyond MOM’s
requirements across the entire
portfolio for underwriting analysis and
other considerations.

We have prepared alternative pricing models based on an assumed claims
portfolio of around 100 claims per month.

Partial outsourcing is offered as
an alternative if insurers prefer to
outsource a proportion of their
claims, retaining others for their
own management processes. Partial
outsourcing solutions mean that the
insurer will need to consolidate their
own data with our reporting to meet
MOM’s requirements.
With full outsourcing, timely reporting
to MOM and the ability to report on
consolidated data where there has
been a status change is easier.
No matter whether full or partial
outsourcing is chosen, the service
levels, KPI’s, claims handling and
management reporting would remain
the same. Every claim would be dealt
with as a full-service TPA claim.

For these models we have based our
pricing on what appears to be the
industry norm of an 80/20 split between
fast track and long tail claims.
We would be happy to tailor all elements
to suit individual Insurers’ anticipated
WICA claims mix and volumes.

1. TPA Services – Full outsourcing:
Claim Type

Fee per claim (SGD)

Fast Track

55

Long Tail

188

For the 80/20 split the above results in an
average cost of SGD 81.6 per claim.

•	A lump sum cost of SGD 95,700
irrespective of claims volumes but
capped at 960 fast-track claims, and
240 long tail claims (total 1,200 claims)
•	Lump sum payable as quarterly instalments

4.On-site field investigations
•	Whether Field investigations are
undertaken together with or completely
independent of TPA services, the
investigation and reporting would be
undertaken on a time and expense basis.

2.TPA Services - Partial Outsourcing

•	We have modified our hourly fee rates
for WICA claims only as follows

This pricing option includes a scale of
prices per claim dependent on the total
number of claims outsourced.

•	Standard rate SGD180 per hour where
there is no formal agreement for WICA
Claims TPA services

Claim
Type
Fast Track

Long Tail
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3. TPA Services - Lump Sum Cost
Model
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Claim
volumes

Fee per
claim (SGD)

0-400

70

401 - 800

65

> 801

55

0-100

255

101-200

230

> 201

188

•	Discounted rate of SGD160 per
hour where the claim is managed by
Sedgwick under a formal WICA Claims
agreement either within the full or
partial outsourced portfolio
Globally, Sedgwick has over 50 years’
experience of servicing workers
compensation claims. That experience
has been utilised to develop an end-to-

end outsourced TPA solution specifically
designed to meet the requirements of
dealing with these claims in Singapore.
Sedgwick has significant experience
working with insurance companies to
provide outsourced TPA and Business
Process Outsourced solutions. We have
a long-standing tradition of creating
highly customised solutions designed in
collaboration with insurers and business
partners to meet their specific needs.
One of the concepts that Sedgwick has
pioneered in our outsourcing experience
is the creation of co-branded or white
label services whereby any reference to
Sedgwick is minimised to create a clientcentric custom environment.
As an organisation, Sedgwick’s caring
counts® mission is founded on the
principle of taking care of people in their
time of need. Our 27,000 colleagues in
65 countries across the globe are united
in our commitment to delivering quality,
expedient service to our clients, their
customers and policyholders. We provide
world-wide licensed TPA services to over
50 insurance companies and several
hundred corporate clients including 76%
of Fortune 100. Our retention rate is 98%
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Global solutions.
Local expertise.
Contact us
Nicki Dunn
Head of TPA - Asia
D +65 6958 6988
M +65 9834 0019
E nicki.dunn@sg.sedgwick.com
Anita Quek
TPA Team Leader
D +65 6223 2008
M +65 9322 5655
E anita.quek@sg.sedgwick.com

For more information visit sedgwick.com
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