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compensation claim. After the client contacted PMA claims, the SIU
reviewed the claim, assigned surveillance, caught the claimant operating 
a tractor trailer and referred the file to the State Office of the Attorney
General – Insurance Fraud Section. PMA’s SIU and defense counsel
worked with the Attorney General’s staff during a seven-month criminal

investigation after which the claimant
was charged with two felony counts 
and one misdemeanor count of workers’
compensation fraud. A subsequent plea
bargain agreement saved the company 
an untold sum of medical and other
claim-related expenses. 

Maintenance Worker
A maintenance worker, employed by an
apartment complex insured by PMA,
reported being assaulted in the parking
lot when responding to an emergency
maintenance call. Police and EMTs
arrived at the scene and the maintenance
worker required surgery to repair a 
broken nose and bones. A PMA claims
professional took a recorded statement
from the claimant, investigated the
reported emergency maintenance issue,
and reviewed copies of the police and
emergency room reports. While working
with the client to resolve inconsistencies,
the PMA claims professional learned 
that emergency medical personnel had
described the maintenance worker as

having been “heavily intoxicated” and having admitted to being attacked
by a relative. After uncovering that the initial emergency maintenance call
was a hoax, the PMA claims professional denied the claim and referred it
to PMA’s SIU. After substantiating the suspicion of fraud, SIU contacted
local law enforcement and referred the claim to the NICB. The SIU’s
decisive action prevented the fraudulent claim along with the long-term
and extensive medical bills associated with it. 

The PMA SIU is there, operating behind the scenes, working hard

to keep your company insulated from commercial insurance 

fraud. If you need additional information or are concerned about 

a claim, please contact your PMA claims professional or Chris

Sloan, PMA Corporate SIU Coordinator, at 412.338.1217 or 

christopher_sloan@pmagroup.com.

PMA SIU 2007-2008 Statistics:

� 448 claim files
preliminarily investigated   

� 285 SIU Files opened,

investigated and referred 

(as appropriate) to the

National Insurance Crime

Bureau (NICB) and/or

law enforcement
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PMA Capital Corporation, holding
company for The PMA Insurance
Group and PMA Management
Corp. (PMAMC), finalized two
acquisitions in the past year that
expand The PMA Companies’
product and service offerings.

In October 2007, PMA Capital
Corporation acquired Midlands
Management Corporation, an
Oklahoma City-based managing
general agent, program administra-
tor and provider of fee-based 
services. Midlands is an excess
workers’ compensation insurance
expert and a diverse corporation
with the financial strength and
depth of specialized services to 
handle virtually every insurance,
underwriting and issuing need. 
For more information, visit
www.midlandsmgt.com.  

Acquired in May 2008,
Webster Risk Services is a full-
service third party administrator
(TPA) focusing on the Connecticut
market. PMA Management Corp.
of New England (its new name)
partners with clients to understand
their businesses and operational
styles in order to craft the best 
possible workers’ compensation
risk management programs to keep
them running smoothly and more
efficiently. For more information,
visit www.pmamcne.com. 

Midlands and PMA
Management Corp. of New
England share the PMA
Companies’ client-first focus 
on service delivery. Beyond a 
collaborative approach to meeting
clients’ needs, state-of-the-
industry claims technology and
effective claims management, 
both companies also share PMA’s
core values of passion, accounta-
bility, execution, professionalism
and teamwork. 

Additionally, The PMA
Insurance Group has opened 
a branch office in Meriden, Conn.,
under the leadership of Branch
Vice President Ed Scannell, to
expand our existing operations 
in New England. You can 
contact Ed at 203.379.3825 or 
ed_scannell@pmagroup.com.  

If you own a small to mid-sized business, chances are

good you’ve thought more than once about the fate

of your business should a natural disaster strike.

That’s why PMA offers its clients, and their agents

and brokers, access to the Institute for Business &

Home Safety’s (IBHS) Open for business® disaster 

protection and recovery planning toolkit. Why worry

about what might happen when you can map out 

a plan to respond immediately if something does?

Q: What is Open for Business?

A: An interactive, Internet-based tool that enables

organizations to evaluate and mitigate natural 

disaster risks, and to create disaster recovery plans

designed specifically for their operations.

Q: How do I access it? 

A: Through the Risk Control portion of PMA’s Web

site, www.pmagroup.com, PMA clients (and agents

and brokers) can request a code for free access to 

the program via the IBHS Web site. Once you log in,

the program will prompt you to answer several

questions regarding your operations before using

that information to recommend modules for 

developing your plan.

Q: Can I get a hard copy of the toolkit?

A: The full 66-page Open for Business planning 

toolkit is also available for order from IBHS.

It pays to be prepared and to control risk however

you can. PMA is pleased to offer you access to one 

of the industry’s leading disaster protection and

recovery planning toolkits. 

The PMA® Companies
Midlands Management Corporation and PMA
Management Corp. of New England Join PMA Ranks

Free Access to One of the Industry’s Leading
Disaster Protection and Recovery Planning Tools
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The Pennsylvania Department of
Labor & Industry (PDLI) takes
workplace safety seriously and,
thus, recently acknowledged PMA
workers’ compensation client
Channellock, Inc. for its longtime
commitment to employee safety.  

PMA had nominated
Channellock for the 2008
Pennsylvania Governor’s Award
for Safety Excellence because 
of its commitment to employee
safety and remarkable loss 
control results. 

Channellock, Inc., headquar-
tered in Meadville, Pa., and known
for its bright blue-handled pliers
and wrenches, has been making
quality hand tools since 1886.
While Channellock worked hard
for more than 120 years building 
a successful business, it also 
developed an equally successful
employee safety program.

Channellock & PMA — 

A Longtime Partnership

A PMA client for nearly 25 years,
Channellock has always prided
itself not only on taking care of its
customers, but also its employees.
“Channellock has made safety 
a priority,” says Tim Davis, the
Company’s Safety Director. “It’s
part of our everyday business.”

Channellock’s safety program

is an ongoing, 
collaborative 
effort between its
management and
union. Over the past 
several years, the union safety
committee has recommended 
several safety improvements and
PMA risk control has helped the
Company build them into its 
programs. Channellock has estab-
lished a Total Safety Program, that
emphasizes accident prevention
and job safety awareness through-

out the Company. As employee
participation has increased over
the years, and its safety processes
have become more refined, the
Company’s injury frequency has
dramatically declined. In 2007,
Channellock experienced 90 
percent fewer employee injuries
than in 2001.

“We have made material 
handling changes, added a safety
awareness program, formed a
proactive safety committee and
implemented training in first aid
and CPR,” adds Davis. “Today, 
we conduct monthly safety checks
in every department and use these
measures collectively to prevent
accidents and keep Channellock 
a safe place to work.” 

About the Award

Any Pennsylvania-based employer
is eligible for the Governor’s Award
for Safety Excellence. Information
and criteria used to determine 
finalists, and ultimately winners,
include comparing nominees’ 
workplace injuries and illnesses to
industry standards, and the extent
to which nominees’ safety efforts
are innovative and strategic. 

According to the PDLI 
Website, the Governor’s Award for
Safety Excellence Semi-Finalist
Review Committee conducts initial
review of all nominations. If
approved by Labor & Industry
Department officials, the semi-
finalists are contacted for an 
on-site visit. Member(s) of the
Department’s safety team conduct
such site visits to review the 
nominee’s comprehensive safety
program. The Governor’s Award
for Safety Excellence Review
Committee writes and distributes
site visit reports for the determina-
tion of finalists. Recommendations
are then forwarded to the Secretary
of Labor & Industry who makes
the award determination.

PMA congratulates
Channellock not only for its 
outstanding safety programs and
results, but also on this prestigious
recognition from the Pennsylvania
Department of Labor & Industry. 

As employee participation has increased over the years, and 

its safety processes have become more refined, the Company’s 

injury frequency has dramatically declined. In 2007, 

Channellock experienced 90 percent fewer 

employee injuries than in 2001.

S P O T L I G H T  O N  E M P L O Y E E  S A F E T Y :

Channellock, Inc. Earns 
PA Governor’s Award for 
Safety Excellence



6 W I N T E R  2 0 0 9 / D I R E C T I O N S

PMA Enhances
Partnership
with PMSI
Pharmacy Discounts from 
9-20 percent Expected

As medical costs continue rising

at twice the rate of economic

inflation, PMA Managed Care

continues working to reduce

clients’ medical costs. Most

recently, we’ve enhanced our

partnership with PMSI—one 

of the industry’s premier

providers of benefit manage-

ment services — to bring 

deeper discounts to clients 

and greater convenience to

injured workers.

� Since May 1, costs for

brand and generic drugs

received from our network

pharmacies and through

home delivery have been

reduced from nine to 20

percent or more.

� Dispensing fees have been

greatly reduced and PMSI

continues to re-price our

direct pharmacy bills with

their special Pharmacy

Review Services to uncover

additional savings.

Ultimately, these discounts

work to reduce our clients’

total cost of workers’ compen-

sation insurance without 

sacrificing convenience and

ease-of-use for injured workers.

It’s part and parcel of how 

PMA does business and our

commitment to reducing 

insurance costs for clients.

PMA Congratulates Robin
Oswald of Penn State
PSIA 2007 Workers’ Comp
Award of Excellence Winner

Robin Oswald, Manager of Employee

Benefits for Pennsylvania State University

(PSU), a longtime PMA client, recently

received the Pennsylvania Self-Insured

Association (PSIA) 2007 Workers’ Compensation

Award of Excellence—for a very good reason. Since

the university became self-insured, Robin and her

team have worked with PMA’s third-party claims admin-

istrator, PMA Management Corp. (PMAMC), to reduce the University’s

claims by improving safety across its various campuses. Congratulations

to Robin and her team!

The PSU team
� Has reduced its average reporting time on lost-time

and medical-only claims by 72 percent

� Improved safety across its 24 campuses

� Enhanced its medical bill review process to save more than
50 percent (more than $1.6 million) on its medical bills.

Full Service Means Speaking
Our Client’s Language
PMA Provides Spanish Safety Presentations
Earlier this year, we worked closely with one of our fee-for-service
claims administration and risk control clients to develop a safety
presentation for its employees. It’s something our risk control team
often does to help clients create safer work environments.

This situation, however, was a bit different, because most of 
the company’s employees spoke only Spanish. Pero eso no es un
problema. Since the PMA Customer Service Center (CSC) is
staffed with Spanish-speaking service representatives, this was more
or less business as usual. Our risk control team developed a presen-
tation with the client’s safety committee that addressed their specific
work environments and risk control needs and our CSC translated
it into Spanish. The presentation was delivered to all employees, and

the client’s safety
committee was left
with several hand-
outs, in Spanish, to
post throughout its
facilities to reinforce
its safety message.

PMA’S  TOL L - FRE E  NUMBERS

Need to reach someone at PMA who speaks

Spanish? The greetings for our toll-free call

center phone numbers have a prompt for

Spanish speaking callers. Now, our toll-free

branch office phone numbers also include

this option. So whether you speak English

or Spanish, help at PMA is still only a phone

call away.



Pending
Claims
Down 
25%

7D I R E C T I O N S / W I N T E R  2 0 0 9

The Champlain Valley Physicians
Hospital (CVPH) Medical Center
has been serving its local commu-
nities in Plattsburgh, N.Y., and
across the region, since 1910.
Today, the 341-bed acute care 
hospital and 54-bed skilled nursing
facility provide a wide array of
medical and surgical services. 

Situated 60 miles south of
Montreal, Canada, and only an
hour away from Lake Placid, N.Y.,
the medical center’s capabilities are
as impressive as its surroundings.
In 2007, CVPH handled more than
12,000 admissions, more than
18,000 surgeries, 50,000 emergency
visits and nearly 1,100 births.

A self-insured, not-for-profit
organization, CVPH engages a

third-party administrator (TPA) to
handle its workers’ compensation
claims. In early 2006, with its
agent, Deena Giltz McCullough,
President of Northern Insuring
Agency, Inc., CVPH selected
PMA Management Corp.
(PMAMC), the PMA Companies’
TPA, because of its focus on 
customer service, the efficiency 
of its claims handling model 
and its proven ability to reduce
claim costs.

Reduced Claims

Workers’ compensation claims for
an organization such as CVPH can
easily cost millions of dollars a year.
That’s why, when selecting a new

TPA, the medical center wanted 
to partner with a TPA who could
help close claims and reduce
CVPH’s reserves. 

“One of our first steps in April
2006 was to take over their existing
claims,” says Chuck Bolesh, Sr.
Account Executive, PMAMC. “In
so doing, we performed a thorough
analysis of the claims, outstanding
reserves, remaining associated
exposures and potential recoveries.” 

The PMAMC team identified
opportunities to better handle
claims. They closed many in the
process and partnered with CVPH

to build an action plan
aimed at closing claims
and reducing reserves.
In two years, working
closely with CVPH staff
and Northern Insuring,
PMAMC helped reduce
CVPH’s outstanding
reserves by $1.5 million. 

Since that time,
pending claims are
down more than 25 
percent and CVPH has
fewer funds devoted to
longtime claim reserves. 

Recoveries

Expert in
excess, subroga-
tion and special

fund
recoveries,

PMAMC also
uncovered recov-

ery opportunities as
part of its takeover claims analysis.
“As is often the case,” notes Bolesh,
“our team found claims for which
the client’s monies were paid
beyond what should have been
allowed by its excess coverage 
or special funds. The ability to 
pursue and recover special funds
relief impacts the client twofold,
both in cash flow and capping the
future exposures.”

Once identified, these oppor-
tunities were rigorously pursued
by the PMAMC service team 
in collaboration with CVPH
defense counsel. To date, more
than $375,000 in recoveries have
been returned to CVPH and more
are expected. 

continued on page 8

In two years’ time, working 
closely with CVPH staff and
Northern Insuring, PMAMC helped
reduce CVPH’s outstanding reserves
by $1.5 million. 

PMAMC Claims Service Delivers R.O.I.
Reduced Claims, Lowered Reserves and Recoveries 

Boost CVPH Medical Center’s Bottom Line
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CVPH / continued from page 7

Continuous Improvement 

and Communication

The CVPH human resources staff
uses PMAMC’s 24-hour online
risk management information 
system, PMA® CINCH, to report,
manage and track its claims. The

system makes running standard-
ized or customized reports a sim-
ple task, and can help identify
claims trends.

The availability of claims
information also makes it easier for
CVPH’s dedicated PMAMC
claims adjuster to stay in touch
with the CVPH team. “All of our
efforts are coordinated from the
start so we’re always on the same
page with each and every claim,”
says Colleen Zielinski, Sr. Account
Claims Representative, PMAMC.
“We initiate the compensability
exam for the injured worker, keep

shared log notes and work through
the process to return the injured 
worker to light or full duty as 
soon as medically safe.”

These efforts and outcomes
have amounted to a significant 
positive impact on CVPH’s bottom

line. Cost reductions, down-
trending claims and recoveries
well position the medical center 
to maintain its self-insured status
and possibly reduce its future 
collateral commitment to the State
of New York. 

“Every dollar we can save or
return to our self-insured clients,”
adds Bolesh, “is a dollar they can
use elsewhere to improve services,
programs and the business that
drives them. We’re happy to have
been able to help CVPH in such a
way and look forward to continuing
the trend for some time to come.” 

To date, more than $375,000 in 
recoveries have been returned to 
CVPH and more are expected.  


