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CorVel begins all of our programs with a single philosophy – partnership. Together with our clients, 
we innovate ways to improve risk management programs and return injured employees to work. 
Through partnership and collaboration, we can implement a proactive, healthcare driven process 
for injured employees while simultaneously working towards cost-conscious solutions that reduce 
your company’s costs. CorVel supports our partnerships by investing in technology and the critical 
tools we use to communicate with you every day. This integrated ecosystem is the foundation for 
our service offering. It allows us to work side by side with you, and deliver your program vision.   
 
Caring for Your Employees 
Our role is to care for your employees and return them to work. We provide immediate 
intervention for your employees with a 24/7 nurse hotline and access to our innovative telehealth 
services. Early interaction with a doctor can facilitate expedited prescriptions and referrals for 
additional care services. Telehealth is just one of the ways CorVel is here for your employees. By 
connecting your employees to appropriate care from the onset of an injury, we deliver better care 
in a timely manner.  
 
Communication is Critical 
We’re by your side for your day to day operations while strategically developing program initiatives 
to achieve your long term goals. We know that constant communication and access to vital 
information are essential factors to program success. The invaluable partnerships we’ve 
developed with clients like you allow us to learn every day, which helps us to create and execute 
innovative ways to manage your risk.  
 
Your brand is secure.  
We protect your brand as if it were our own. By embodying the City’s values as an extension of 
our service offering, we facilitate collaborative, strategic processes for prompt claims resolution. 
In and out with minimal exposure – that’s our philosophy and our promise. 
 
A Single Source Solution 
With CorVel, you have complete visibility into your entire program – from claims reserves and case 
notes to dashboards and analytics. We are the only partner that offers integrated claims 
management and managed care services via one platform. Our services are provided by CorVel 
employees all working together in real time. No silos, no delays. More access, more action. This 
means you have more control of your program, facilitating faster and better decision making. 
  
Money Matters 
We know what you’re thinking – every dollar counts. By doing more for your injured workers, we 
also impact your bottom line. We make it our business to save you money because we know your 
money is your business.  
 
Partnership – it’s so simple, yet it makes all the difference. We work side by side with you to deliver 
the solutions your program needs and the care your employees deserve.  
 
Together, let’s do more. 
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Supplemental Information for Responses in the City’s Forms 
 
General Information Proposal Form 

Will the Proposer charge a setup fee, an initial fee or maintenance fee?  If so, please provide details. 
 
Please see the Pricing Forms for a detailed breakdown of CorVel’s fees. 
 
 
Please explain required banking arrangements. 
 
CorVel will establish a Wells Fargo bank account funded by the City to be used for guaranteed timely 
payment of all legitimate, authorized expenses associated with handling the City's claims. This includes 
medical bills, TTD payments, TPD payments, legal fees, investigation costs, rehabilitation expenses and 
other allocated loss expenses. Utilizing our Wells Fargo account, injured workers and providers have 
the option to setup direct deposit. 
  
Checks are printed daily for most clients, although bi-weekly and weekly printing are available. Given 
there are adequate funds in the bank account, it is CorVel's policy to pay all bills within 14 days of 
receipt to avoid double payments and potential penalties. Funding for the bank account can be in the 
form of an ACH credit, ACH debit initiated by CorVel, wire or check. CorVel will send the City daily, 
weekly or monthly check registers that document all the payments processed. Additionally, CorVel will 
perform monthly bank reconciliations.  
  
Upon set-up of the City’s Wells Fargo account, we will need to determine how the account will be 
funded: 

 Pre-funding – Amount will be determined based on the average claim payment amount, 
reimbursement frequency and reimbursement lag. We will work with the City to set an agreed 
upon amount for initial funding. On average, this roughly equates to three times the amount 
of the payments processed between reimbursements. Reimbursement to the account can 
occur monthly or every other month as designated by the City to provide adequate funding for 
payments. Pre-specified authorization levels will be pre-approved by the City.  

 ACH debit – Based off the daily, weekly, or monthly check run, CorVel will initiate a debit against 
the City account. An email with check register back-up will be sent to the City to support the 
debit. 

 ACH credit – This is similar to an ACH debit but rather than CorVel initiating the debit, the City 
will initiate it. 

 
 
Can the Proposer offer the City direct/online access to claim information? If so, please provide details 
and cost, if any. 
 
Yes, the City will have online access to your program’s claim information. CorVel’s proprietary claims 
management system has been developed and supported by our in-house, full time information systems 
division. We have invested millions of dollars into the development of our integrated system that offers 
tremendous cost and timesaving benefits. Unlike most industry platforms, we do not rely on data feeds 
from third parties that can delay critical information. Our system supports our claims and medical 
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management teams by supplying extensive, real-time information to better assist injured workers and 
improve outcomes.  
  
We offer a secure system that provides the City with complete program visibility, streamlined 
processes, and allows you to stay connected throughout the entire claims process. the City will be 
provided with 24/7 access to real time data including claim activities, diaries, claim notes, reserves, 
medical bill documentation and financial information. Detailed reports can also be generated in various 
time periods and formats, and can be sorted in a variety of grouping and filtering options.  
  
Features of CorVel’s claim system include: 
 Tailored User Setup – User ability to set up custom alerts and preferences  
 Dashboards – User friendly dashboards intelligently organize data and provide useful tools for 

effective claims management 
 Transparency – 24/7 online access to all claims and financial data 
 Data Security – Password protected via a secure internet connection and HIPAA compliant 

  
 
Please provide complete details on the proposer’s ability to provide loss control engineering services as 
specified in this RFP.  Include the cost of such services if not included in base fees. (use separate sheet if 
necessary). 
 
CorVel delivers a variety of safety analysis reports that identify loss trends, analyze derivatives and 
detail financial impacts. We offer an interactive safety report that allows the City to tailor reports with 
specific parameters in an intuitive and user-friendly format. The Account Manager will regularly review 
loss data and inform the City of areas that may need further inquiry or analysis. 
  
We find that most of our clients have different needs for safety and loss consulting (i.e. ergonomic, 
OSHA compliance, safety engineering, risk management, industrial hygiene, environmental control, 
etc.). In order to recommend the best consultants for the City's program, we will discuss your exact 
safety and loss control needs and identify local consultants with the required expertise. 
 
 

Workers’ Compensation Proposal Form 
Investigate all reported incidents and make a determination of the claim’s compensability within 24 
hours. 
 
CorVel will make a determination of compensability based on the facts gathered during the 
investigation phase and in accordance with jurisdictional statutes, rules or legal precedent. The initial 
plan of action will be initiated within two business days of claim receipt. On all open active claims where 
compensation benefits are being paid, the file will be updated at a minimum of every 30 days. For all 
other indemnity claims, the file will be updated every 90 days. 
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Please provide experience of adjusters that will be assigned to the City’s account with police and 
firefighter’s presumption claims. 
 
CorVel’s Adjusters comply with Florida Statute 112.18 of the Heart and Lung Bill and stay up-to-date 
on any new case law that arises.  
 
Prior to accepting a Heart and Lung claim as compensable, CorVel investigates the employee’s risk 
factors to assist in determining major contributing cause. Florida Statute equates major contributing 
cause as the cause being greater than 50%. Due to the cost of Heart and Lung claims, CorVel finds it 
essential to complete investigation in less than 14 days to prevent any unnecessary indemnity 
payments. Factors include: 
 Age 
 Obesity 
 Stress 
 Decreased activity 
 Use of tobacco and alcohol 
 Use of sodium/salt 
 Family history of heart attack 
 Diabetes 
 Various other medical conditions 

 
CorVel will rebut cases of congenital heart disease. For cases posted July 1, 2011, CorVel utilizes the 
reverse presumption for injured workers who are medically noncompliant.  
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Profile of Proposer 
 

a. State whether your organization is national, regional or local. 
 
CorVel is a national organization with over 80 offices servicing all 50 states.  
 
 

b. State the location of the office from which your work is to be performed. 
 

CorVel’s Tampa, Florida will administer the City’s claims. 
 

 
c. Describe the firm, including the size, range of activities, etc. Particular emphasis should be given as 

to how the firm-wide experience and expertise in the area addressed by this Request for Proposal, 
will be brought to bear on the proposed work. 
 
CorVel has over 30 years of experience as a national provider of healthcare management solutions 
to employers, insurance companies and government agencies. We are publicly traded 
(NASDAQ:CRVL) and annual revenues exceeded $490 million in fiscal year 2015. We have 
approximately 3,500 associates who serve more than 1,000 customers through a national branch 
office network covering all 50 states. Our continued customer growth is a testament to our 
financial stability and our significant investments in new systems and technologies allow us to 
continue to deliver industry-leading solutions to the marketplace.  
 
We are an industry leader in claims administration and healthcare management solutions. 
Throughout the years, we have enjoyed long-term relationships with many of the largest and most 
innovative payors in the nation. Using the expertise gained in those relationships, our entire client 
base is able to take advantage of the pooled insights of many of the leaders in the casualty 
insurance industry. 
 
CorVel’s claims management program is a unique approach to claims administration, healthcare 
and disability management. We offer a comprehensive claims management solution directed 
toward the self-insured and municipal markets that proactively manages the entire episode of a 
claim. By incorporating a strong medical management component in claims management, CorVel 
is able to control the cost of claims more effectively than the traditional claims management model, 
saving municipalities like the City time and money. 
 
Looking to the future, new information management tools are being added to the service line, 
further expanding the information processing capabilities that have always been the core of the 
Company's value proposition. 
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d. Provide a list and description of similar municipal engagements satisfactorily performed within the 
past two (2) years. For each engagement listed, include the name, email, fax and telephone number 
of a representative for whom the engagement was undertaken who can verify satisfactory 
performance. 
 
CorVel has successfully provided claims administration and healthcare management services to 
several municipalities in Florida and across the nation including: 
 City of Miami Beach, Florida (please see the provided Reference Questionnaire) 
 City of North Miami Beach, Florida (please see the provided Reference Questionnaire) 
 City of Pompano Beach, Florida (please see the provided Reference Questionnaire) 
 City of West Palm Beach, Florida 
 City of Augusta/Richmond County, Georgia 
 City of Durham, North Carolina 
 Fairfax County, Virginia 
 State of Tennessee 

 
 

e. Have you been involved in litigation within the last five (5) years or is there any pending litigation 
arising out of your performance? 
 
In the last five years, there has not been any investigatory or regulatory action undertaken against 
CorVel that would affect our performance of any duties or responsibilities contemplated by the 
City other than as disclosed in our publicly-filed financial statements. 
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Summary of Proposer's Qualifications. 
 

a. Identify the project manager and each individual who will work as part of the engagement. Include 
resumes for each person to be assigned. The resumes may be included as an appendix. 
 
CorVel understands the importance of a consistent, designated team for the most effective 
handling of the City’s claims. The following staff will be designated to the City’s account: 
 Debbie Popovich, Vice President of Regional Sales 
 Jenna Ando, Account Manager 
 Valerie Crawford, Workers Compensation Claims Supervisor 
 Felipe Benitez, Branch Manager 
 Robert Shannon, Liability Claims Manager 
 Liability Claims Adjusters 
 Workers’ Compensation Claims Adjusters 

 
Please see Attachment A: Resumes of Key Personnel. 
 
 

b. Describe the experience in conducting similar projects for each of the consultants assigned to the 
engagement. Describe the relevant educational background of each individual. 
 
CorVel is dedicated to providing the City with an experienced staff that will exceed the City's 
expectations. Our workers’ compensation Claims Supervisors have an average of 16 years of 
experience. Claims Adjusters average 10 years of experience and Claims Assistants average more 
than 5 years of experience. 
 
CorVel's Liability Supervisors have an average of 20 years of experience, and Liability Adjusters have 
an average of 15 years of experience. 
 
Please see Attachment A: Resumes of Key Personnel, for details on educational background of the 
staff that will be designated to the City’s program. 
 
 

c. Describe the organization of the proposed project team, detailing the level of involvement, field of 
expertise and estimated hours for each member of the team. 
 
The designated Account Manager will be the point person for the City who is responsible for 
overseeing the program and ensuring compliance with established service standards and 
requirements. Ongoing communication will be maintained with the City to provide support for your 
day-to-day needs including any reporting and training requests. The Account Manager will address 
any inquiries or issues that may arise and is fully empowered with the required technical and 
management resources to ensure a timely resolution.  
  
The estimated level of involvement of each CorVel staff member will be assessed during 
implementation. 
 
Please see Attachment B: Organizational Chart for the City’s Program. 
 



PROFILE OF PROPOSER 

August 4, 2016  Page 25  

 
d. Describe what municipal staff support you anticipate for the project. 

 
The City will need to have both a business and Information Technology representative available for 
CorVel during implementation. These individuals will be necessary to answer questions, deliver all 
needed work (database(s), connectivity information, file layouts) and coordinate all meetings with 
the CorVel and the City implementation teams.  
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Project Understanding, Proposed Approach, and Methodology. 
 
Describe your approach to performing the contracted work. This should include the following points: 
 

a. Type of services provided. Discuss your role and that of other parties involved in the data gathering, 
data analysis and recommendation process. 
 
CorVel offers the City superior results by utilizing our completely in-house and integrated claims 
management and managed care solution. We have extensive expertise in both claims handling and 
managed care services allowing our clients to achieve the best possible outcomes. The City can 
obtain greater efficiency and earlier return to work on their claim files, while achieving greater 
reductions in the overall length and costs of medical treatment.  
  
In addition to our claims administration services, the following proprietary managed care services 
are included in the program:    
  
Network Solutions 
Our innovative provider network and medical bill review program delivers savings up to 28% higher 
than industry averages. We have a complete medical savings solution for all in-network and out-
of-network medical bills, including PPO management, medical bill re-pricing and professional 
review. Our medical bill review program offers an average savings of 63% per bill in Florida. 
  
Networks: CorVel offers a proprietary national PPO network comprised of more than 30,000 
providers and specialties in Florida and over 750,000 nationwide to offer the City local insight with 
national coverage. Providers are selected from a demanding criteria based on quality, range of 
services and location. We offer provider look-up on our website, www.corvel.com, healthcare 
portal, www.caremc.com and via mobile apps so users can easily locate providers in their area, 
see a map, get door to door driving directions or print a directory. 
  
Pharmacy: CorVel’s pharmacy solution provides comprehensive insight to your program data as 
well as maximum network penetration, a first fill program, formulary management, brand to 
generic conversion, a mail order program and utilization management. Combining these services 
with access to a network of over 4,500 retail pharmacies in Florida and management of all bills with 
prescription medications, the City can experience significant reductions in your pharmacy 
exposures and spend. 
  
Physical Therapy: CorVel’s physical therapy program is healthcare centric and cost effective. 
Through a series of frequent touch points throughout the therapy process, CorVel provides a 
treatment plan tailored to the injured worker’s specific injury. In addition to an evaluation after the 
first appointment, we reassess treatment every six visits, rather than waiting until the end of a 
prescription, reducing overutilization and facilitating faster return to work. 
  
Directed Care Network: CorVel offers a directed care network that provides access to specialty 
medical services which may be required to support an injured worker’s medical treatment plan. 
We have contracted with the nation's best providers for diagnostic imaging, durable medical 
equipment, independent medical examinations, transportation and translation services in order to 
ensure guaranteed services with low prices. We manage the entire episode of care including 

http://www.corvel.com/
http://www.caremc.com/
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scheduling expedited appointments, coordinating the receipt of medical reports as needed, and 
handling payment resolution. 
  
Patient Management Services 
CorVel's patient management services address all aspects of case management and recovery 
including telephonic, field and catastrophic case management as well utilization review and 
vocational rehabilitation. We work to identify and categorize claims as soon as possible to ensure 
the patient follows the most appropriate care path, ultimately improving return to work (RTW) 
outcomes. 
  
Our utilization review program provides prospective, concurrent and retrospective reviews of 
treatments. Our experienced staff of Case Managers, medical directors and peer review physicians 
utilize treatment protocols and expert systems technology to determine the medical 
appropriateness of care as well as frequency, duration and setting. The goal of the program is to 
avoid unnecessary treatments and their associated costs and ensure high quality medical care for 
injured workers. 
  
Integrated Analytics  
Predictive Analytics/ Risk Score: CorVel is able to proactively identify significant cost-drivers in 
pharmacy utilization before they become high dollar claims through clinical modeling analysis of 
all bill review data. We have a proprietary set of rules in our system to flag specific indicators such 
as high narcotics usage, multiple prescribers, and certain drug combinations that can contribute to 
rising costs or lead to harmful conditions such as addiction and prescription abuse. Integration 
with our bill review program provides us with full visibility into a patient's entire drug history so we 
can manage the total exposure. Once a potential costly or harmful claim is identified, it will be 
forwarded for intervention by our medication review program, with prior approval from the City.  
  
CorVel’s medication review program reduces costs by working with treating physicians to ensure 
injured workers get the most appropriate care in the most cost effective manner. Our locally based 
physicians consult with treating physicians to review prescriptions, determine medical necessity, 
consider alternative medications and obtain the physician’s sign off for the new drug plan. This can 
result in significant reductions in overall medication costs and ensure the injured worker’s safety 
during their episode of care.  
  
  

b. Discuss your project plan for this engagement outlining major tasks and responsibilities, time frames 
and staff assigned. 
 
CorVel will utilize the core principals of quality assurance and project management for the City's 
program, beginning with implementation through continued account management. Utilizing 
project management methodologies, CorVel and the City will work together to develop strategies, 
structure, processes and resources for implementation. 
  
The plan will consist of major implementation categories including staffing, data transfer and 
conversion, claims management, banking, communications, personnel, training and information 
technology. The plan is separated into a pre and post implementation timeline, which includes the 
task owner and tracks ongoing program deliverables such as task status and date for completion. 
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Based on the implementation plan, we will develop an account management plan which contains 
the City's specifications, including a special handling section to ensure CorVel's solution is tailored 
to the exact needs and specifications of the City. The document will be reviewed and signed by the 
City and CorVel to ensure there is a complete understanding of the service and program 
deliverables. Next, the City's account management plan and special handling instructions are 
uploaded and maintained in our claims system to ensure all stakeholders are aware of the program 
deliverables to ensure compliance and quality. 
  
The City's designated Account Manager will ensure that all components of implementation and 
service delivery are being delivered and all expectations are being met. Upon notification of any 
issues, the Account Manager will work with the appropriate parties to resolve the issue. The 
Account Manager will also keep the City fully informed of the status and plan for resolution. All 
quality assurance measures and best practices will be reviewed during formal claim review 
meetings. At CorVel, we are committed to providing quality services that exceed customer 
expectations and add value to the partnership.  
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Summary of the Proposer's Fee Statement. 
 
The Proposal will show the fee schedule. Express your fee in a fixed monthly rate and a separate price for the 
components of the work shown in scope of service. Additionally, indicate your expectations concerning 
reimbursement for travel, per diem expenses, photocopying, telephone lines or other incidental expenses, if 
applicable. If additional work is required beyond the scope of this contract, how would those services be 
billed? This may include additional presentations or follow- up as requested. 
 
Please see CorVel’s Cost Proposal. 
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Project Time Schedule, if applicable. 
 
Provide a detailed time schedule for this project. 
 
CorVel’s designated Account Manager for the City’s program will work closely with the City staff to design, 
implement, evaluate and facilitate the optimal program. The development of the program will begin with 
an initial set-up meeting between the City staff and CorVel's account management team to: 
 Verify scope of service 
 Initiate further needs analysis 
 Establish agreed upon service model and workflow 
 Review program design and requirements 

 
A thorough implementation plan lays the foundation for a successful partnership. It is vital to set program 
goals during implementation. Resources will be allocated based on project specifications and the agreed 
upon service model. Qualified staff assigned to your program will facilitate successful service model 
development, implementation, evaluation and modification. 
  
The implementation team will consist of key management, technical and operations staff level from both 
CorVel and the City. Pre-implementation planning efforts make for a successful program. Goals for each 
stage of the implementation process and each level of functionality will be set prior to implementation 
efforts. CorVel recommends 15, 30, 45 and 60 day evaluation meetings and program reviews. This helps to 
implement any necessary changes in a timely manner and identify potential opportunities for 
enhancements. During this time, detailed process flows will be formulated for use in training and education. 
 
Please see Attachment C: Sample Implementation Timeline. 
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Thank you for allowing CorVel to present our program and initial pricing options for the City of Hollywood. 
This proposal is valid for 90 days.  

Claims Administration  
Description Pricing 

Data Conversion Included 

First Notice of Loss Intake 

If submitted via CareMC or app Fee Waived ($30 per claim) 

If reported by phone or fax 35.00 

Incident Only Reporting 
If submitted via CareMC 
If reported by phone or fax 

Included 

24/7 Nurse Triage Included 

 Life of Contract Flat Annual Fee $250,000 

Tail fee and fees beyond cap of 25 Indemnity 70 Medical only 
Medical-Only $150 
Indemnity $960 
Indemnity Tail Claims 
Liability fees beyond a cap 55 

$550 
$550 

Bill review per line 1.50 
Case Management 92.00 hr 
PPO Incremental 
Professional Review Total  

25% 
25% 

Annual Administration Fee start up one time 10,000 then 5,000 after first 
   Includes all state filing requirements, etc. $10,000 then 5,000 annually after 

first 

CareMC User IDs 
Up to 5 Users Included 

Annual Banking Fees (per account) One account included 

Carrier TPA Oversight Fees 
Tail Claims Bill from carrier to client 
New Arising’s Bill from carrier to client 

Subrogation 25% of Recoveries 

Indexing $10 per index 

The above pricing per claim is based on handling of all claims that occur and are reported during the agreement 
period. They will be handled until closed or until the end of the agreement period, whichever comes first. Rates 

on claims that occur outside of the United States are subject to alternative pricing to be discussed prior to start of 
the contract. Pricing is valid for first year of the contract. At the end of the first year, all flat rate fees are subject 

to an annual increase not to exceed the greater of CPI or 3.5%. 
Medicare agent services at 300 a month for CMS. 
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Attachments 
 

A. Resumes of Key Personnel 
B. Organizational Chart for the City’s Program 
C. Sample Implementation Timeline 
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Attachment A 
 

Resumes of Key Personnel 
 
 
 
 
 
 
 
 
 
 



 
 

 
 

 
 
 
 
 
 

 
     Tom Cassette 
         Area Vice President

 

 
Summary of Qualifications 

Accomplished at building and organizing teams, business growth, and quality oversight with extensive experience 

Public sector and municipality experience 

Well versed in workers’ compensation, CGL, BOP, and major medical insurance policies 

Niche market experience including Professional Employer Organizations, self-insured retention and high deductible programs 

Organizational & leadership management skillset within multi-office jurisdiction including: WC & CGL Claims Management, 
Medical Bill Review Center of Excellence, Nurse Case Managers, Florida & Puerto Rico region 

 

Professional History 

2009 – Present: CorVel Corporation – Area Vice President 

2009: The Holmes Organization – Commercial Insurance Producer 

2004 – 2008: Matrix One Source (Matrix Employee Leasing), Producer/Account Executive/Corporate Trainer 

1993 – 2004: Printing & Advertising industry, Business Owner/Account Executive 

 

Education and Credentials  

Bachelor of Science, Business Administration 

Licensed 2-20 All-lines Agent 

Licensed 2-15 Health & Life Agent 
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     Debbie Popovich 
         Vice President, Regional Sales

 

 
Summary of Qualifications 

Acquisition sales and management of accounts to ensure service quality and governmental regulations.   

Provide leadership and coaching to other sales associates.  

Negotiate contracts with hospitals, physicians and private accounts. 

Workers Compensation managed medical consulting expertise; 17 plus years in the Florida market. 

Department of Financial Services Florida Educator for the administration of CEU’s. 

 

Professional History 

2006 – Present: CorVel Corporation, Vice President of Regional Sales 

Acquisition sales in Florida Region for Enterprise Comp Services. Consultative account executive for claims and medical 
management. 

1997 – 2006: CorVel Corporation, Account Executive   

Developed Florida area through the direct handling of Managed Care Programs. Identified key accounts, developed market 
plans and supervised/serviced multiple national clients and government programs. 

1990 – 1997: CorVel Corporation, Account Manager   

Managed the southern Florida client territory, functioning as a Marketing Account Manager for CorVel Corporation. 

 

Education  

Associate Degree in Science – Broward Community College 2004 

Nursing – Broward Community College 2001 

 

Credentials  

Department of Financial Services Educator Provider No.:  366326 

Member-PRIMA, FLORIDA-1998-Present  

Member- RIMS-1998-Present  
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     Jenna Ando 
         Account Manager

 

 
Summary of Qualifications 

Responsible for set up, implementation and ongoing customer service for CorVel’s total claims solution program 

Accountable for the daily interactions between assigned CorVel clients both on an executive and claims handling level, 
communicate agreed upon expectations while providing excellent service and positive outcomes to our clients 

Result and detail oriented, hands-on professional with the ability to manage multiple tasks in challenging environments. 

 

Professional History 

October 2015 – Present: CorVel Corporation, Account Manager. 

Serves as a liaison between operations and customer teams for healthcare management programs in the state of 
Florida, including municipalities and government agencies. Monitored workers’ compensation cost containment 
service offering for existing accounts. 

 

May 2014 – October 2015: CorVel Corporation, Customer Service Representative. 

Jenna Ando started her professional career six years ago in the healthcare industry. She began at CorVel as a 
Customer Service Representative and quickly moved into an account manager role where she displayed a passion for 
teamwork and working closely with her colleagues to achieve results.  Prior to CorVel, Jenna was the Supervisor of the 
Durable Medical Equipment Dept. for Medicare Infusion Services, Inc. 

 

Education and Credentials  

Bachelor of Science, Business Healthcare Administration. 

Florida Atlantic University, 2008 
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     Felipe Benitez 
         Liability Claims Manager

www.corvel.com 

 

Summary of Qualifications 

Results-oriented leader with 35 years of extensive knowledge and experience in operations, logistics, financial and human capital 

management 

Possesses outstanding record of achievement in operational profitability, expense control, continuous quality improvement and 

personnel management 

Advanced skills in all aspects of operations and human resources leadership including Customer Relationship Management, 

Change Management, Budgeting, Business Process Reengineering, Human Capital Development, Quality Assurance, Business 

Development, General Liability, Workers’ Compensation, Claims Management, Litigation, and Customer Service.  

 

Professional History 

2012 – Present: CorVel Corporation – Liability Claims Manager 

 Responsible for the management of the General Liability Unit 

2010 – 2012: Ascendant Commercial Insurance – Vice President of Claims 

2005 – 2010: AON Risk Services – Senior Claims Consultant 

2004: AON Risk Consultants – Consultant 

2002: Hicks, Anderson and Kneale – Consultant  

1995 – 2001: Travelers Insurance Company – Associate Service Center Manager, Florida 

 

 

Education and Credentials  

Bachelor of Science – University of Connecticut Casualty 

Claim Law Associate (Liability I & II, Legal Principles) 

Florida All Lines Adjuster – 2010 

Member of Workers’ Compensation Claim Professionals  
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     Valerie Crawford 
         Claims Supervisor

 

 
Summary of Qualifications 

Familiar with many software products for claims handling to include CorVel’s excellent CareMC system.  

23 years of Adjusting experience in Florida and several other states and holds all lines adjusting license. 

7 years’ experience handling Florida municipality Heart and Lung Presumption claims. 

Well-versed in Microsoft Word and Excel Exceptional experience with Microsoft Office programs, including Word, Excel and 
Outlook. 

Significant accomplishments include winning at hearings on litigated files to include my appearance as a witness for exposure 
and other heavily litigated files, as well as comprehension of merging statutes for heart and lung or presumption claims with 
workers’ compensation making a new model of how claims need to be handled for this specialty of claim. 

 

Professional History 

CorVel Corporation, Claims Supervisor.   

Responsible for working all aspects of workers’ compensation claims in Florida jurisdiction on lost time and heavily litigated 
desk with complex claims. Clients include PEOs and nursing homes. 

Gallagher Bassett, Senior Claims Adjuster.   

Worked all aspects of workers’ compensation claims in Florida municipality and multiple state jurisdictions, heavy litigation 
and complex claims to include subrogation resolutions. Clients include county government, tricking companies, nursing 
homes, and service/retail companies. 

Unisource, Senior Claims Adjuster.   

Worked all aspects of workers’ compensation claims in Florida jurisdiction for municipalities, heavy litigation, exposure and 
complex claims. Clients handled were mostly municipalities (city and county). 

 

Education and Credentials  

Bachelor of Arts, Philosophy 

Associate in Claims (2002) 

Licensed Adjuster – Florida All Lines (1993) 

WCCP, Board Certified Workers’ Compensation Adjuster in Florida 

Workers’ Compensation Adjuster licenses in multiple state jurisdictions in Southeast US  

Circle of Excellence Award Recipient- CorVel Corporation 1997, 2003, 2006, 2008, 2010, 2012 
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     Robert Shannon 
         Liability Claims Manager

 

 

Summary of Qualifications 

Over 20 years Property & Casualty Insurance claims experience with comprehensive knowledge of commercial 
and personal lines claim handling practices, procedures and principles 

Extensive technical and supervisory experience in the delivery of quality liability claim services with an emphasis 
on attorney represented/litigation claim handling 

Supervisory experience in multi-state jurisdictions to include: Arkansas, California, Florida, Illinois, Indiana, Iowa, 
Kansas, Kentucky, Louisiana, Minnesota, Missouri, Nebraska, New Mexico, North/South Dakota, Oklahoma, Texas, 
Washington State, and Wisconsin 

 

Professional History 

2011–present: CorVel Corporation, Liability Claims Manager.   

Responsibilities include supervision of a team of Liability Claim Specialists to administer quality automobile and 
general liability claim services for various clients.  

Claim oversight of the liability pending 

Provide training and direction to the Claim Specialists on claims handling and adjudication 

1999–2010: Allstate/Encompass – CNA Insurance, Frontline Performance Leader.   

Responsible for the management of 11 claim professional in the delivery of personal liability claim services, with 
an emphasis on quality litigation handling.  

Supervisory oversight of property & casualty attorney represented and litigated claims.  

Reduced pending litigation through an aggressive litigation handling protocol to include, ADR, trial, case 
evaluation and direct negotiation resolution.  

1993–1999: Crum & Forster, Casualty Claims Supervisor.   

Managed and trained a team of 5 claim professionals in the delivery of commercial auto, property and liability 
claim services with an emphasis on quality attorney represented/litigation claims handling.  

Continued implementation and development of a litigation management process judged by a major reinsurer as 
“superior to other litigation management programs we have seen.”  

Managed implementation and development of an Alternative Dispute Program resulting in an 85% success rate 
with measurable loss adjustment expense savings.  

 

Education 

Bachelor of Science, Public Administration/Political Science – University of Wisconsin 
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     Claims Adjuster 
         

 

 

Summary of Qualifications 

Decades of experience working with both public and private employers 

Knowledge of entire claim process, experience with claims ranging from medical only to complex only litigation 
and death claims 

 

Professional History 

2008 – Present: CorVel Corporation – Claims Adjuster 

 Responsible for proactive management of workers’ compensation claims with a focus on specific jurisdiction 

Responsible for proper reserving, investigation and regulatory filing for all claims, in addition to effective 
management of complex and litigated claims 

  Decades of experience working with both public and private employers 

2006 – 2008: ABC Company – Senior Claims Adjuster 

 Duties included review of the claims and a complete investigation for compensability 

 Worked to verify coverage confirmation and mentored team members 

 Scheduled and performed numerous file reviews and individual clients 

 

Education 

Bachelor of Science – Occupational Safety – Health & Environment – 2010 

Associate of Applied Science in Industrial Technology/Occupational Safety – Health & Environment - 2010 

 

Credentials and Affiliations 

Adjuster License 
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     Liability Claims Adjuster 
         

 

 

Summary of Qualifications 

Over 15 years’ experience as a claims adjuster in the property and casualty field. 

Ability to handle to conclusion automobile, general and product liability on behalf of private entities, public 
entities and insurance carriers. 

Skilled in handling claims ranging from minor to serious loss exposure. 

Strong litigation management skills 

 

Professional History 

2016 – Present: CorVel Corporation, Senior Claims Adjuster 

Responsible for handling general liability claims including slip and falls on behalf of a major restaurant chain.  Also 
handle automobile liability claims on behalf of a public entity. 

2004 – 2016: Progressive Insurance, Casualty and Litigation Claims Adjuster 

Evaluate and negotiate bodily injury claims, handle litigated files through trial. Work with defense attorney’s in 
managing the litigation process and developing a defense strategy.  Evaluate risk, consider costs of litigation to 
include expert fees.   Prepare cases for mediation, arbitration and trial. Evaluate and resolve coverage questions, 
significant injuries, limits issues, coverage and liability. 

2001 – 2004: Gallagher Bassett Services, Casualty, Property Field Investigator and Adjuster.  

Handled claims investigations in a variety of losses including general liability, documenting loss scene 
investigations for commercial properties, estimating and documenting first and third party commercial property 
losses.  Evaluated and handled claims to conclusion. Clients included several municipalities, Broward County 
School Board, and restaurant chains such as Taco Bell, Hooters and Applebee’s. Managed first and third party 
property claims for the Archdiocese of Miami, City of Miramar, City of Lauderhill and the Broward County School 
Board. 

 

Education 

Bachelors of Travel Management – California Polytechnic University, Pomona 

Minor in Business – California Polytechnic University, Pomona 

 

Credentials and Affiliations 

AIC 33, AIC 34 and AIC36 

Insurance Adjuster License, State of Florida 
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Organizational Chart for the City’s Program 
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Organizational Chart for The City’s Program 

  
Tom Cassette

Area Vice President

Debbie Popovich
Vice President,     
Regional Sales

Jenna Ando
Account Manager

Felipe Benitez
Branch Manager

Valerie Crawford
WC Claims Supervisor

Liability Claims Adjusters
 

Liability Claims 
Supervisor

 

WC Claims Adjusters
 

Robert Shannon
Liability Claims Manager
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Attachment C 
 

Sample Implementation Plan 



Go-Live Date 10/1/2016
Implementation Start Date 8/2/2016

 Implementation Plan for The City of Hollywood, Florida
8/2/2016 8/12/2016 8/22/2016 9/1/2016 9/11/2016 9/21/2016 10/1/2016 10/11/2016 10/21/2016 10/31/2016 11/10/2016

Confirm Effective Date

Implementation Meetings

Historical Policies

Location Structure

Claim Intake Workflow

Client Details

Safety Codes

System Configuration

Anticipate Staffing Needs

Program Handling

Client Service Expectations

Physical File Transfer

CorVel Pharmacy Setup

Bill History

Image Import

Carrier EDI

Job Class Codes

RRE Transfer

Communication

RTW Program

CorVel CorVel / The City CorVel / Incumbent TPA CorVel / Carrier(s) CorVel / The City / Carrier(s)



Id Task Responsible Party Area Date Initiated Target Completion Detail

1 Confirm Effective Date CorVel / The City Account Management 8/2/2016 8/5/2016 Confirmation of Go-Live Dates for new & tail claims

2 Implementation Team CorVel / The City Account Management 8/2/2016 8/5/2016 Identify implementation contacts from all parties (The City, carrier, broker, & incumbent TPA's).  
Prepare contact matrix & distribute

3 Implementation Meetings CorVel / The City Account Management 8/2/2016 8/7/2016 Initial implementation kick off meeting & ongoing implementation calls scheduled

4 Verify Carrier CorVel / The City Insurance Coverage 8/2/2016 8/9/2016 Verify Insurance Carrier(s) for each line of coverage, all jurisdictions, and all policy years included in tail claim transfer

5 Historical Policies CorVel / The City Insurance Coverage 8/2/2016 8/13/2016 Secure historical policy details to include policy declaration sheet for each policy in which claims will be handled by CorVel

6 8/13/2016 8/27/2016 Draft Master Policy Index outlining all policy years to be handled, all coverages, all deductibles, SIR's, and policy limits.  

7 Contract CorVel / The City Contract 8/2/2016 9/30/2016 Contract prepared & sent to The City for review, response, & to execute contract

8 Location Structure CorVel / The City Location Structure 8/7/2016 8/10/2016 Secure existing location structure, identify  structure enhancements, & prepare draft CorVel  location structure for team's review

9 8/11/2016 08/16/2016 Review draft CorVel  location structure with The City, finalize any changes & secure client approval

10 24/7 Process CorVel / The City 24/7 Service 8/7/2016 8/27/2016 Complete 24/7 Guide to include client contact and provider preferences, identify need for 24/7 posters, & client training needs

11 Claim Intake Workflow CorVel / The City FNOL 8/7/2016 8/20/2016 Identify method of FNOL completion, outline intake workflow, and identify client training needs

12 Occupation Codes CorVel / The City New Account Setup 8/7/2016 8/25/2016 Secure list of occupations to be loaded to CareMC

13 Client Details CorVel / The City New Account Setup 8/7/2016 8/25/2016 Secure clients FEIN, SIC Code(s), and Fiscal Year

14 Transfer Date CorVel Tail Claim Setup 8/7/2016 8/20/2016 Outline transfer dates: physical file transfer, financial lock, history files, image files, & vendor payment processing cut off

15 Safety Codes CorVel Tail Claim Setup 8/7/2016 9/1/2016 Confirm Safety Codes utilized by Incumbent TPA are NCCI standard, if not complete mapping from Incumbent TPA to NCCI

16 Payment Codes CorVel Tail Claim Setup 8/7/2016 9/1/2016 Secure Incumbent TPA Financial Codes and complete mapping  to CorVel standard Payment and Reserve Codes

17 System Configuration CorVel New Account Setup 8/16/2016 8/27/2016 Complete IT system setup requests to include hierarchy, safety codes, payment types, & any necessary mapping

18
Bank Account Setup and Check 
writing

CorVel / The City Finance 8/10/2016 8/27/2016 Secure 12 month payment register &  identify current funding arrangements with incumbent TPA(s)

19 8/17/2016 9/1/2016 Outline proposed replenishment process, identify funding option, confirm replenishment method, & frequency with The City

20 9/1/2016 9/15/2016 Bank account established at Wells Fargo, initial funding invoiced, and funding received

21 9/1/2016 9/8/2016 Distribution list for banking notifications, reconciliations, & replenishments established

22 Anticipate Staffing Needs CorVel Operations 8/2/2016 8/20/2016 Anticipate Claims, Case Management, & Bill Review Staffing needs based on historical claim volume



23 Claim Team CorVel Operations 8/20/2016 9/10/2016 Finalize claim team handling matrix to include assigned claim supervisor(s) and  claim handler(s) and publish

24 Program Handling CorVel Operations 9/10/2016 09/24/2016 Hold program training sessions for CorVel team  to orient to The City service instructions

25 Client Logins CorVel / The City CareMC 8/23/2016 09/17/2016 Secure list of requested  City CareMC users, outline access controls for all users,, and submit user setup

26 9/17/2016 9/29/2016 Perform CareMC training  and supply CareMC userID's upon either execution of contract or stand alone CareMC agreement

27 8/2/2016 09/30/2016 CareMC Agreement executed either within service agreement or stand alone

28 Client Service Expectations CorVel / The City Service Instructions 8/7/2016 09/01/2016
Secure & review existing account handling instructions, carrier reporting requirements, & The City opportunities for enhancement

29 Service Instructions 9/1/2016 09/08/2016 Draft Proposed CorVel  Service  Instructions 

30 Service Instructions 9/8/2016 09/15/2016 Review proposed draft with The City, secure approval, and publish to CorVel SharePoint site

31 Tail Claim History File CorVel / Incumbent TPA Tail Claim Setup 8/2/2016 08/30/2016

Secure test claim history file to include format/layout documentation, control records/ loss run, and data dictionary
Identify number of claim history files, anticipated file size,  years of historical claims included, & date CorVel will receive final file

Secure final claim history file and accompanying loss run valued as of day prior to go live.  

Secure 5  historical loss runs valued as of  the transfer  month and date and each of the 5 years prior  for validation of financials at historical 
valuation points.  

34 Physical File Transfer CorVel / Incumbent TPA Tail Claim Setup 8/7/2016 08/27/2016 Secure inventory of physical claim files to be shipped from incumbent to include claim number,  jurisdiction, and incumbent TPA location 

35 8/27/2016 09/10/2016

Secure anticipated date physical files to be shipped
Supply shipping address & contact for claim file inventory to incumbent                                                                                                                                                                                     
Identify party responsible to generate shipping labels

36 9/16/2016 9/26/2016
Confirm receipt of all physical files as outlined in inventory supplied by incumbent & identify any missing file detail

37 9/10/2016 10/10/2016 Identify files held in storage facility, identify owning party of the storage files, & establish transition of ownership to  either CorVel or              The 
City as appropriate

38 Indemnity Payments CorVel Tail Clam Setup 8/7/2016 09/21/2016
Request indemnity benefits to be prepaid for 30 days post transfer date by incumbent tpa, identify dates for issuance of prepaid indemnity, & 
confirm documentation accompanying prepayment to claimant.

39 10/1/2016 10/3/2016
Secure payment report of All indemnity payments issued in December 2015 for verification of indemnity benefits prepaid and dates next benefits 
are due

40 CorVel Pharmacy Setup CorVel New Account Setup 8/20/2016 09/10/2016 Establish pharmacy group number & confirm utilization of standard formulary

41 9/10/2016 09/17/2016 Provide first fill program details & identify process for distribution to The City



42 Pharmacy Transfer CorVel Tail Claim Setup 8/7/2016 09/02/2016 Establish current pharmacy vendor & secure open eligibility report

43 9/2/2016 9/23/2016
Provide temporary pharmacy benefit cards to those tail claims with active pharmacy vendor cards

44 10/1/2016 10/2/2016

Confirm pharmacy vendor deactivation effective midnight of the transfer date and that denial message to pharmacies of any                                                         
fills after this date notify to contact CorVel pharmacy call center.

Secure 6 month drug history from incumbent pharmacy vendor

Issue permanent pharmacy card to those claims with open eligibility

47 Bill History CorVel
Bill Review 
Tail Claim Setup

10/8/2016 10/20/2016
Secure Medical Bill Review History from current vendor & load file for bill review utilization to identify duplicates & ability to process 
reconsiderations

48 Case Management CorVel
Open Case 
Management

8/7/2016 9/6/2016 Confirm case management vendor for Field, Telephonic, & Vocational Case Management and list of open cases by service

49 Image Import CorVel / Incumbent TPA
CareMC
Tail Claim Setup

8/2/2016 8/23/2016 Identify Image types to be transferred, volume of claim images, & method to transfer images

50 10/15/2016 11/19/2016 Secure Final Image files & accompanying index file
Load images to CorVel CareMC Files

51 Benchmarking & Reporting CorVel Account Management 9/1/2016 09/22/2016 Identify reporting needs of The City, identify preferred report format,  frequency of reports, & method of delivery

52 9/22/2016 09/29/2016 Publish sample reporting portfolio for review & feedback from client

53 9/29/2016 10/04/2016 Publish reporting matrix to outline account reporting requirements

54 Carrier EDI CorVel / Carrier(s)
Carrier(s) 
Requirements

8/2/2016 09/01/2016 Verify for all carriers expectation for client inclusion within CorVel EDI file(s)

55 10/1/2016 11/15/2016 Secure last carrier(s) file sent by incumbent and establish [shortclientname] in any applicable carrier(s) EDI's

56 Carrier(s) Expectations CorVel / Carrier(s) Carrier(s) Tail Transfer 8/2/2016 08/12/2016 Secure from all carriers written approval of transfer,  specific tasks that must be completed and expectations for tail transfer

57 Job Class Codes CorVel / Carrier(s) Insurance Coverage 8/7/2016 08/25/2016 Secure for each policy to be handled applicable NCCI job class codes to be loaded by applicable jurisdiction

58 RRE Setup
CorVel / The City / 
Carrier(s)

Medicare Reporting 8/7/2016 08/28/2016
Confirm Existing RRE(s) setup, secure profile reports of all RRE(s), & initiate process to request any new RRE's required

59 RRE Transfer
CorVel / The City / 
Carrier(s)

9/17/2016 11/1/2016
For  any RRE(s) to be transferred to CorVel, RRE(s) authorized representative to request change in reporting agent to CMS agent following 
completion of last quarterly submission by incumbent TPA

60 Jurisdictional Requirements CorVel / The City New Account Setup 9/1/2016 10/31/2016 Identify state requirements for notification of change in claim handling or managed care service company.  Complete all notification requirements

61 Communication CorVel Tail Claim Setup 9/6/2016 09/24/2016
Notification sent for all open claims to claimants or attorneys of transfer by incumbent TPA
Notification of transfer sent to current vendors & defense counsel panel to include new claim number & billing address

62 9/16/2016 09/30/2016 CorVel handling matrix provided to incumbent to refer all calls, mail, & correspondence effective transfer date

63 Job Descriptions CorVel / The City Account Management 8/7/2016 9/18/2016 Secure current job descriptions from The City & publish under client handling portal

64 RTW Program CorVel / The City Account Management 8/7/2016 9/18/2016 Identifying existing  RTW program & process, secure documentation, & publish
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