WCI RB California®
Objective. Trusted. Integral.

Getting the Right Help:
WCIRB Contact Center
and Ombudsman Explained

February 18, 2026

Jabari Hasan = Education and Outreach Specialist, Customer Experience

Robin McGuire Policyholder Ombudsman




Antitrust

Actions and discussions of matters that do not relate directly to the Workers' Compensation
Insurance Rating Bureau of California (WCIRB) business should be avoided. Meeting attendees gen a
should particularly avoid discussions or conduct that could be construed as intended to affect

competition (or access to markets). Thus, you should not discuss or pursue the business interests

of others, including, in particular, the plans or the possibility or desirability of (a) raising, lowering,

or stabilizing prices (premiums or commissions); (b) doing business or refusing to do business with

particular, or classes of, insurers, reinsurers, agents, brokers, or insureds, or in particular locales;

g;éz)ifzacoﬁg:li(e;lt:(;tirolgzatreast.would affect the availability of products or service either generally or in 1 . Who IS the WCI RB, a nd Wh at IS ItS Role
N 2. Contacting the WCIRB

The information provided in this presentation was developed by the Workers’ Compensation
Insurance Rating Bureau of California (WCIRB) solely for the purpose of discussion during this
presentation. The WCIRB shall not be liable for any damages, of any kind, whether direct, indirect,

incidental, punitive or consequential, arising from the use, inability to use, or reliance upon 3 . < :O nta Ct ( :e nte r

information provided in this presentation.

© 2026 Workers’ Compensation Insurance Rating Bureau of California. All rights reserved.

No part of this work may be reproduced or transmitted in any form or by any means, electronic 4 . PO I I Cyh O | d e r O m b u d S m a n

or mechanical, including, without limitation, photocopying and recording, or by any information

storage or retrieval system without the prior written permission of the Workers’ Compensation

Insurance Rating Bureau of California (WCIRB), unless such copying is expressly permitted in H H H

this copyright notice or by federal copyright law. No copyright is claimed in the text of statutes 5 D I S p utl n g a WC I R B O r I n S u re r ACtI O n
and regulations quoted within this work. -

Each WCIRB member company, including any registered third party entities, (Company) is

authorized to reproduce any part of this work solely for the following purposes in connection with
the transaction of workers’ compensation insurance: (1) as necessary in connection with 6 . WC I R B ReSO u rces
Company’s required filings with the California Department of Insurance; (2) to incorporate
portions of this work, as necessary, into Company manuals distributed at no charge only to
Company employees; and (3) to the extent reasonably necessary for the training of Company
personnel. Each Company and all agents and brokers licensed to transact workers’
compensation insurance in the state of California are authorized to physically reproduce any part
of this work for issuance to a prospective or current policyholder upon request at no charge
solely for the purpose of transacting workers’ compensation insurance and for no other purpose.
This reproduction right does not include the right to make any part of this work available on any
website or any form of social media.

Workers’ Compensation Insurance Rating Bureau of California, WCIRB, WCIRB California,
WCIRB Connect, WCIRB Inquiry, WCIRB CompEssentials, X-Mod Direct, eSCAD,
Comprehensive Risk Summary, X-Mods and More, Annual Business Comparative, Class-In-Tel
and the WCIRB California logo (WCIRB Marks) are registered trademarks or service marks of
the WCIRB. WCIRB Marks may not be displayed or used in any manner without the WCIRB’s
prior written permission. Any permitted copying of this work must maintain any and all
trademarks and/or service marks on all copies.

To seek permission to use any of the WCIRB Marks or any copyrighted material, please contact
the WCIRB at customerservice@wcirb.com.

WCIRBCaIifornia“

Objective. Trusted. Integral.



Who Is the WCIRB?

The Workers’ Compensation Insurance Rating Bureau of
California (WCIRB) is a California unincorporated, private,
nonprofit association comprised of all companies licensed
to transact workers’ compensation insurance in California;
it has over 400 member companies.

Our Mission
The WCIRB is California’s trusted, objective

provider of actuarially based information and
research, advisory pure premium rates and
educational services integral to a healthy workers’
compensation system.

WCIRBCaIiforniaf
sted. Integral.
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Role of the WCIRB: Primary Functions

?{35 Collect the payroll and loss @% Administer the Insurance
data for every California Commissioner’s regulations
workers’ compensation
insurance policy

Administer the Standard

o Publish experience modifications
Classification System

%)

Devellop advisory pure [%Z] Provide outreach and education
premium rates 2z

WCIRBCaIiforniaf
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Key Responsibilities

Contact Center Policyholder Ombudsman

Questions related to: Policyholder questions and disputes related to:
 Classification Codes  Classification Codes

« Experience Rating « Experience Rating

* Ownership and Combination of Entities « Ownership and Combination of Entities

* And more « And more

Outside of the WCIRB'’s Jurisdiction

» Claims Handling « Employee Status (Assembly Bill 5, Independent Contractors)
« Executive Officer Exclusion * Premium Bills (Payment Arrangements/Settlements)
* Most Insurer Audit Disputes » Policy Cancellations/Reinstatements

WCI RBCaIifornia‘ 6
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WCIRB Contact Center

Contact Center Team

Insurance companies
Agents/Brokers
Auditors
Policyholders

Injured workers
Government agencies
And more

1 Team Leader - 6 Analysts —

Contact

WCIRBCaIifornia“
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http://www.wcirb.com/about-us/contact-us
http://www.wcirb.com/about-us/contact-us
http://www.wcirb.com/about-us/contact-us
http://www.wcirb.com/about-us/contact-us
http://www.wcirb.com/about-us/contact-us

Contact Center Top Topics

Classification
Experience Rating
Ownership
WCIRB Connect®

Ratesheet

Uncooperative Payroll Letter

WCI RBCaIifornia‘
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Policy Examination

Coverage

Agent Registration

Request for Special Inspection

Eligibility Status Letter

WCIRB Connect Registration



Contact Center Calls:
Top Classification Inquiries

8810 Clerical Office Employees
8742 Salespersons — Outside
8868 Colleges or Schools — private
9008 Janitorial Services

8017(1) Stores — retall

8018 Stores — wholesale

9015(1) Building Operation

WCIRBc:iorn Data collected Q4 2024 — Q3 2025.



Contacting Us

Go to www.wcirb.com, hover over “About Us” and click on “Contact Us” on the drop-down menu

WCIRB soar Q

California

Objective. Trusted. Integral. About Us Products and Services Research and Education News  Filings and Plans

New WCIRE Members

Our Executive Team

Your Trusted = alifornia’s

Working Groups

Wo rke rs , Con Careers at WCIRB YSte m
S i nce 1 9 1 5 Leadership Address

Our Values

() scroLL

Contact Us

WCIRBCaIiforniaf 10
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Contact Center

WCIRB =
gglirgme'g About Us  Products and Services  Research and Education News

o Soen > | # . WCIRB Contact Center

G —

SEARE M | » Telephone: 888.CA.WCIRB (888.229.2472)
Contact Us AR A SR > Hours: Monday - Friday, 7:45 AM — 4:45 PM PT
O « Fax: 415.778.7272

Workers' Compensation Insurance Rating Bureau of California
e One Montgomery Street, Suite 400

— San Francisco, CA 94104

. Telephone: 888.CA.WCIRB (888.229.2472) Attn: Contact Center
o Hours: Monday — Friday, 7:45 AM — 4:45 PM PT
« Fax: 415.778.7272

Workers’ Compensation Insurance Rating Bureau of California
One Montgomery Street, Suite 400

San Francisco, CA 94104

Attn: Contact Center

WCIRBCaIifornia@ 11
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Contact Us Form

Home > About Us > Contact Us >

WCIRB Contact Center Online Inquiry Form

Please view our Frequently Asked Questions page for answers to many questions. Complete the form below to submit your inquiry to our Contact Center and
include as much detail as possible, e.g., policy number, Bureau Number, etc. The Contact Center will respond to your inquiry within one business day.

First Name * Last Name *

Email * Telephone Number

WCIRBCaIifornia“
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Calling the Contact Center
What We Need to Know to Help You

Be prepared to provide the following information:

@ Your Name

@ The Company You Represent
@ Policyholder Name

(®) FEIN/Tax ID/Bureau Number (BN)

®) Policy Number

WCIRBCaIifornia“
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Classification Questions
Helpful Tips

Be prepared to discuss the following:

@ Nature of the business

@ Description of the business
@ Whether there has been an Inspection

@ Changes in classification rules

WCIRBCaIifornia“
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Policyholder Ombudsman
A Resource for California Employers

1993 California law established the Office of the Policyholder Ombudsman in Section
11752.6(g) of the Insurance Code.

committee comprised of an insurer, an employer representative and a representative of

e The Ombudsman is an independent position that receives guidance from an oversight
the California Department of Insurance.

Helps employers obtain, evaluate and understand workers’
compensation information pertaining to:

Loss Experience Classification Assignments Experience Modifications

Works with employers to explain rules and decisions

as well as the rights and options of all parties

WCIRBCaIifornia‘ 16
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Ombudsman as Intermediary

Connects policyholders with the right people and clarifies issues

Helps all parties understand each other’s positions

Stays neutral and does not represent any party

Facilitates communication but cannot enforce changes

WCIRBCaIifornia“
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Contacting the Ombudsman

Go to www.wcirb.com, hover over “Products and Services” and
click on “Employer Resources” on the drop-down menu.

WCIRB
California

Objective. Trusted. Integral.

About Us Products and Services

Products and Services ©
Home > Products and Services >
Tools for workers’ comp

professionals to efficiently
conduct business

Data Reporting ©

Program details, submission
information and resources for
data reporters

Portals (-]

WCIRB services for member
insurers and more to access
and submit data

Employer Resources

How Can the Ombudsman Help Me?

WCIRBCaIifornia“
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Research and Education News

Search Q

Filings and Plans

Classification Search Types of Compensation
Included as

CINEERE Eisie © Payroll/Remuneration

Experience Modification ©  Ask the Ombudsman

Services
Group Insurance
Data Products and o
Publications Policyholder Data Products

Employer Resources

eguirements

Classification Inspection
Site Visits and Test Audits

18



Contacting the Ombudsman

Policyholder Ombudsman

elephone: 415.778.7159
-ax: 415.371.5288
ail: ombudsman@wecirb.com

Workers' Compensation Insurance Rating Bureau of California
One Montgomery Street, Suite 400
San Francisco, CA 94104

Policyholder Ombudsman

For information about the role of the Policyholder Ombudsman, visit the Employer Resources
page.

WCI RBCaIifornia“
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Disputes — Initiation to Resolution

A policyholder
questions an Informal Q
action or inaction resolution RESOLVED
of their insurer attempted
or the WCIRB
J y
The WCIRB’s or
A insurer’s action
or inaction may
be affirmed,
modified or
Formal reversed
resolution Reviewed by Appeal to the
attempted their T:urer A Insurance
or the .
Commissioner
WCIRB 1SS]
, | Y, ~ /

WCIRBCaIifornia@ 21
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Which Dispute Process?

Typical WCIRB Disputes

Classification(s) Assigned
on WCIRB Inspection
Report

Ownership of Entities
for Experience
Rating Purposes

Experience Modification
Calculation

Typical Insurer Disputes

Classification(s) Application of an Emplovment Status
Applied to a Policy Experience Modification ploy
Premium Disputes Claims Handling Practices

WC| RBCalifornia“ 22
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Typical Audit Disputes

®
©

o

WCI RBCaIifornia@
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Billing/Premium Issues

* The premium on the policy contract is an estimate based on the expected operations and
payroll for the policy period

» This information is verified at audit and may result in a refund or an invoice for additional
premium

Reassignment of Employees to Higher-Rated Classifications

» Reassignment from Classification 8810 * Insufficient physical separation
« Timecard recordkeeping requirements * Interchange of labor

Independent Contractors Added to the Policy as Employees

23



Learn More About the Dispute Process

The procedures for resolving disputes with

the WCIRB may be found in:

» California Workers’ Compensation Experience
Rating Plan—1995

» California Workers’ Compensation Uniform
Statistical Reporting Plan—1995

* Miscellaneous Regulations for the Recording
and Reporting of Data—1995

 Title 10 of the California Code of Regulations at
Sections 2509.40 et seq,.

WCIRBCaIifornia@
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https://www.wcirb.com/wcirb-document/california-workers%E2%80%99-compensation-experience-rating-plan1995-erp-current-version
https://www.wcirb.com/wcirb-document/california-workers%E2%80%99-compensation-uniform-statistical-reporting-plan1995-usrp-current-version
https://www.wcirb.com/wcirb-document/miscellaneous-regulations-recording-and-reporting-data1995-current-version

Contact Center or the Policyholder Ombudsman?

A policyholder wants to
understand why the trail
guides/educational
instructors have been
assigned to Classification
9015. He says these
employees only provide
instruction and education
outdoors at nature preserves.
They do not maintain the

An agent, who is assisting
their client in completing
the audit to resolve the
report of unaudited payroll,
asked, “How long does it
take to revise the X-Mod
after the WCIRB receives
the report of unaudited
payroll?”

ﬂﬂ property grounds.
Who should Who should
£33 they contact? they contact?
I
|

Ombudsman Contact Center

WCIRBCaIifornia“ 25
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Contact Center or the Policyholder Ombudsman?

An agent is assisting a
policyholder who received
a bill for additional
premium due to the
assessment of a short-
rate cancellation penalty
for their policy that
incepted on March 22,
2024 and was canceled
on July 1, 2024.

Who should
they contact?

Ombudsman

A policyholder needs to
obtain verification that their
business does not qualify
for experience rating.

Contact Center

{
Who should
they contact?

WCI RBCaIifornia‘
Objective. Trusted. Integral.

26



Contact Center or the Policyholder Ombudsman?

A policyholder wants to
file a dispute with the
insurer regarding the
reassignment of
employees from the high-
wage, lower-rated dual-
wage Classification 5482
to the higher-rated
Classification 5474

at audit.

Who should
they contact?

Ombudsman

The agent wants
assistance in determining
if their client, a licensed
psychologist who does not
prescribe medication, use
medical methods or employ
any physical manipulation
of the body to facilitate
recovery, should be
assigned to Classification
8834 or 8810.

Who should
they contact?

Contact Center

WC| RBCaliforniaf 27
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Resources on WCIRB.com q  Classification Search

Have Any Questions?

Www.weirb .com/about-us/contact-us California Workers’ Compensation Uniform

Statistical Reporting Plan—1995 (USRP)

?%S WCIRB Premium Audit Accuracy Program

i @ ‘ [@ Fraud in California’s Workers’ Compensation System

WCIRE Contact Center Online !co NTACT Us
Inquiry Form —

Food and Beverage Classifications Decision Tool

Classifying Construction Supervision Infographic

On-Demand Videos

WCI RBCaIifornia" 28
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WCIRB CompEssentials®

4 online courses you can
complete at your own pace:

Distinction among your
About the System @ colleagues and your
(6 CE credits) customers

® Classification Basics

Benefits of Certification

(6 CE credits) Certificate and badge to
_ _ @ display on social media and

Experience Rating sl

Fundamentals

(6 CE credits)
% Ownership and Recognition in the WCIRB
888 Experience Rat|ng @ CompEssentiaIS Cert|f|ed

(6 CE credits) Directory

29




WCIRB Speaking Opportunities

The WCIRB team is available to speak on a variety of topics, including but not

limited to:
» Classification and Test Audit

* Premium Audit Accuracy Program

We speak with associations, employers and more to help them better understand
the California workers’ compensation insurance system.

Request Form:

To invite the WCIRB to speak at your organization, fill out the Speaker
wcirb.com/about-us/contact-us/speaker-request-form

WCI RBCaIifornia“
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Questions?

Contact us at: Training@wcirb.com
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