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VWC’s Mission 

To serve injured workers, victims of crimes, employers, and related industries by 
providing exceptional services, resolving disputes, and faithfully executing the 

duties entrusted to us by the Commonwealth of Virginia. 

 

 
VWC's Vision 

Lead the nation as the most effective and innovative state agency. 

 
VWC's Core Values 

• Innovative - Introducing or using new ideas or methods, in order to better 
serve our customers 

• Respectful - Marked by or showing respect or reverence at all times 
• Accountable - Required to explain actions or decisions 
• Reliable - Consistently able to be trusted to do or provide what is needed 
• Impartial - Treating all people and groups equally 
• Integrity - The quality of being honest and objective; conduct that is of the 

highest moral character 
• Effective - Successful in producing a desired or intended result  
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2017 Outreach Services Strategic Goals 

1. Expand our website and intranet with creative ways to engage our stakeholders and employees. 

2. Continue to operate a world-class customer contact center while enhancing our quality assurance 
assessments and stakeholder engagement. 

3. Lead the nation by offering interactive training materials and programs to our stakeholders and 
employees on workers’ compensation in Virginia. 

4. Revamp agency brochures and documents to include relevant information to educate stakeholders. 

5. Plan and execute high-quality workers’ compensation conferences and meetings to bring together 
stakeholders. 

6. Promote the Commission’s Medical Fee Schedule program through website enhancements, 
marketing materials, and stakeholder engagement opportunities. 

 

OSD new hires, transfers or promotions in 2017: 

1. Angela Mack (promoted to Team Leader in the Customer Contact Center) 

2. Shaudel Short (promoted to Senior Specialist in the Customer Contact Center) 

3. Terek Hagans (promoted to Marketing Associate in Outreach Services) 

4. Joycelyn Gregory (new hire - joined the Customer Contact Center in Q2 2017) 

5. Kevin Bishop (new hire - joined the Customer Contact Center in Q2 2017) 

 

2017 Above and Beyond Award Winners: 

1. Java Crews 

2. Cindy Frost 

3. Terek Hagans 

4. Angela Mack 

 

 

http://intranet/sites/default/files/Org%20Charts/24-%20Outreach-Services-Dept_0.pdf
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Customer Contact Center Employee of the Month: 

Jan-17 Missy Estep 

Feb-17 Missy Estep 

Mar-17 Shaudel Short 

Apr-17 Shaudel Short 

May-17 Shaudel Short 

Jun-17 Marcus Smith 

Jul-17 Java Crews 

Aug-17 Marcus Smith 

Sep-17 Missy Estep 

Oct-17 Java Crews 

Nov-17 Missy Estep 
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Customer Contact Center (CCC) Metrics 

Customer Contact Center (Thru Nov 2017) 2017 

Average Calls Per Day  341 

Average Calls Per Month 7,510 

Total Calls Offered 82,614 

Total Calls Answered 76,868 

Answer Rate 93% 

Average Wait Time :53 

Average Handle Time 4:43 

Ring No Answers (RNAs)  361 

  Other Customer Contact Center 
Accomplishments Date 

2-day work from home pilot April 

Quarterly Departmental Meetings 
March, June, 
September 

 

Additional CCC Accomplishments and Highlights 

• Through November 2017 – 82,614 calls offered and 76,868 calls answered with an answer rate of 93%. 
Monthly target is 95% 

• Through November 2017 – 361 Ring No Answers (RNAs) compared to 254 for entire year of 2016. RNAs 
occurs when an agent fails to answer a call after 4 rings and the call rolls to the next available agent.  

• January 2017 only 10 RNAs – lowest ever for the CCC 
• Through November 2017 - 341 Average Calls Per Day  
• Through November 2017 – 7,510 Average Calls Per Month 
• Staffing fluctuations and higher call volume was evident in 2017. 
• QA averages increased throughout the year.  
• CCC managed to work through a Finesse/Jabber upgrade. 
• Several Casper enhancement ideas from CCC were approved for Production. 
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Web Development and Support  

 

Administrative 

• ~1000 WebFile Support requests resolved since 4/17/17 
• ~1500 site update requests (includes VWC, VVF, VENCA, and Intranet) 
• VVF website project wrap-up  
• VWC Website forms and documents audit completed 

 

New Online Functionality 

• Online WebFile Support Tool on VWC website 

 

http://www.workcomp.virginia.gov/content/webfile-support
http://websiteqa/content/webfile-support
http://websiteqa/content/webfile-support
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New Online Functionality (Contd.) 

• WebFile Support Request form on VWC website 

http://www.workcomp.virginia.gov/webfile/webfile-support-request
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New Online Functionality (Contd.) 

• Online Citizenship Award Nomination form on Intranet 

 

 

http://intranet/content/citizenship-award-nomination-form
http://intranet/content/citizenship-award-nomination-form
http://intranet/content/citizenship-award-nomination-form
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New Website Content 

• News and Press page (Included backfilling 2016 press releases) 
• VWC Spotlight promotional block 
• Ways to Connect block 

 

http://www.workcomp.virginia.gov/content/news-and-press
http://www.workcomp.virginia.gov/content/news-and-press
http://www.workcomp.virginia.gov/content/news-and-press
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New Website Content (Contd.) 

• Medical Fee Services page and resources 

 

• Mediation Locations page with maps 

 

http://www.workcomp.virginia.gov/content/medical-fee-services-mfs
http://www.workcomp.virginia.gov/content/medical-fee-services-mfs
http://www.workcomp.virginia.gov/content/mediation-locations
http://www.workcomp.virginia.gov/content/mediation-locations
http://www.workcomp.virginia.gov/content/medical-fee-services-mfs
http://www.workcomp.virginia.gov/content/mediation-locations
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New Website Content (Contd.) 

• Office Locations maps 

 
 

• Hearing Locations maps and jump menu 

 

 

http://www.workcomp.virginia.gov/content/office-locations
http://www.workcomp.virginia.gov/content/office-locations
http://www.workcomp.virginia.gov/hearing-locations
http://www.workcomp.virginia.gov/hearing-locations
http://www.workcomp.virginia.gov/hearing-locations
http://www.workcomp.virginia.gov/content/office-locations
http://www.workcomp.virginia.gov/hearing-locations
http://www.workcomp.virginia.gov/hearing-locations
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New Intranet Content 

• New Headquarters Building page with photo gallery 

 

http://intranet/content/new-headquarters-building
http://intranet/content/new-headquarters-building
http://intranet/content/new-headquarters-building
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New Intranet Content (Contd.) 

• Community Service pages and photo galleries 

 

http://intranet/content/community-service
http://intranet/content/community-service
http://intranet/content/community-service
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New Intranet Content (Contd.) 

  

 

 

http://intranet/community-service/box-tops-education
http://intranet/community-service/box-tops-education
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• Medical Fee Services page 

 

 

 

http://intranet/content/medical-fee-services
http://intranet/content/medical-fee-services
http://intranet/content/medical-fee-services
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2016 VWC Annual Report (Published in May 2017) 
 
Print Version 

 

 
Two comprehensive styles of our 
2016 VWC Annual Report were 
developed to give customers a 
downloadable and interactive 
version of our agency activities 
and financial performance.   
 
 
New for 2016, an Annual Report 
Highlights video was created for 
the VWC YouTube site. 
 
 

 

 

http://www.workcomp.virginia.gov/content/vwc-annual-report-2016
https://user-ugincja.cld.bz/2016-Annual-Report-Virginia-Workers-Compensation-Commission
https://www.youtube.com/watch?v=cpnDYXSY2n8&list=PLufAAm2kSvgPqsqnb7LY5Bp_fraWk-bds
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Agency Highlights Report 

The Agency Highlights Report was completely redesigned to provide a more interactive and viewer-friendly 
experience. The user has access to the report through the FlippingBook application with the ability to fluidly 
navigate through the pages with a clickable Table of Contents and page-flipping functionality.  

Quarter 2 Report | Quarter 3 Report 

                          

https://user-ugincja.cld.bz/VWC-Quarterly-Report-Q2-2017
https://user-ugincja.cld.bz/Quarterly-Report-October-2017
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Form Revisions 
Many changes were made to old forms in an effort to rebrand Commission documentation. All forms were 
rebranded with the consideration of becoming more accessible, user-friendly, and easier-on-the-eyes. 

Claim Form/Pneumoconiosis Claim Form 

                           

MFS Dispute Request & Response Form/Expedited Hearing Request Form 
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Marketing and Public Relations Accomplishments 

 
1. Marketing Materials 

- Developed two (2) retractable banners for VVF/SAFE for use at events & speaking engagements. 
- 2017 Annual Report published in 1st quarter of 2017. Available in flipping book web-friendly 
format, and  
   new for 2017- included a highlights video featured on YouTube. 
- Produced tutorial for Insurance- How to File a 61A, available on VWC’s YouTube page. 

 
 

                                            

 
 

 
2.    Conference Materials 

- Created Conference logo, book, brochure, & posters 
- Developed and distributed 11 conference promotional e-blasts (see attachment) 
- Created promo video & graphics for conference mobile website 
- New for 2017- Created 2 videos for use during conference (welcome video, MFS promo video), 

created hotel handout, developed VWC promotional items, created video developments to use 
for 2018 to include attendee interviews 

 
 

 

https://www.youtube.com/watch?v=axr43dC2gMw
https://www.youtube.com/watch?v=lBhir6FAfBI
https://www.youtube.com/watch?v=axr43dC2gMw
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3. Special Projects 
- Worked on HQ design team to develop branding for the new Richmond HQ office. 
- Developed six (6) videos (May – Oct) on the development of HQ office. Posted to intranet. 
- Developed one swearing-in ceremony video & one Commissioner Rapaport welcome ceremony 

video. 
- Presented OSD VWC Marketing Initiative booth at SAWCA 2017. 

 
 

4. Press 
- Six (6) Press Releases distributed to-date 
- Along with the Web Specialist, developed a News & Press page on the VWC website to feature 

press releases, videos, VWC news, and a subscribe to newsletter option. 
 

5. Social Media / Platforms 
- LINKEDIN: 

o Rebooted VWC’s LinkedIn Company Page (see attachment) 
o From May-Nov. 2017, gained 35 new followers for a total of 266 followers on 

LinkedIn. 
o Posted eight (8) announcements to LinkedIn to-date. 

 
-  YouTube: 

o Continued development of VWC’s YouTube site.   
o Total views on VWC’s channel for 2017 YTD:  2,267 
o Lifetime views (2015-2017): 4,190 
o Posted three (3) YouTube videos in 2017. (Annual Report Highlights, Conference 

Promo, 61A Tutorial) 
o Total videos on VWC’s YouTube channel: 8 public videos  (5 additional videos are 

internal swearing-in videos) 
o Most watched video:  VWC Educational Conference Promo Video:  928 views 

 
 

 
 

6. New Communication Platform 
- MAILCHIMP: 

o Began using Mailchimp in January 2017 to track engagement of VWC 
communications.  This gave us the opportunity to tailor our communications to 
each type of customer, see what they were most interested in, and communicate 
with them more effectively. 

o Began with 2,160 subscribers, have grown to 2,490 subscribers YTD (+330) 
o Forty seven (47) communications have been sent YTD.  
o Engagement:  Number of emails read YTD:  11,836 
o National Average Government Open Rate = 26.33% 
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Relocation Efforts 

Postcards 

4x6 Postcards were designed to be sent out to 2518 open Award Claimants on December 8, 2017. These 
postcards highlight the new Richmond Headquarters location displaying the most optimal route to the 
Commission, along with pertinent information in regards to parking at the new Headquarters’ parking lot. 

   

Business Card Handouts 

Small, takeaway, business-card-sized designs were created to be handed out to 2017 conference attendees 
and at various counters throughout the Commission to further communicate our move. 
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Posters/Signage 

Various posters and signage were designed to communicate the VWC Richmond Headquarters move and 
consolidation of CICF and other Richmond offices effective December 13, 2017. 
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Packing Tips Video 

 

http://intranet/sites/default/files/videos/Packing-Tips.mp4
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VWC HQ Move Communications Analytics 

Six communications sent via Mailchimp 
  

                    
MAILCHIMP COMMUNICATION 
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MAILCHIMP COMMUNICATION 

(Sent to Claims Adjusters & Attorneys for the first two sends.  Sent 
to masterlist for the last send.) 
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MAILCHIMP COMMUNICATION 
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VWC HQ Move Communications Analytics 2017  
Two communications posted to VWC on LinkedIn 

 

 

 

 

 

    

Impressions – The number of times an update was 
actually viewed. 
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VWC HQ Move Communications Analytics 2017  
Communications posted to VWC internal Portal website 
 

Portal HQ site also includes a parking map, 
construction timeline, and feedback form. 
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VWC LinkedIn Analytics 2017 – Jan. – Nov.  

Became active in May, 2017.     Gained 35 followers from May-December.     Total followers: 266       Total posts: 8 

            

Impressions – The number of times an update was actually viewed. 
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Impressions – The number of times an update was actually viewed. 
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Impressions – The number of times an update was actually viewed. 
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2017 VWC Educational Conference Highlights  

New for 2017 

• A video presentation was developed to welcome attendees to the 2017 VWC Educational Conference. 
Eric Bishop was featured in the video. 

• The opening of the town hall meeting on Medical Fee Schedule was started with a video overview key 
points related to the new schedule. The video featured Drema Thompson. 

• OSD captured attendee remarks on video to help with promoting the 2018 conference. 
• An email campaign was started using MailChimp to capture metrics on effectiveness of electronic 

communications. The national average government email open rate is 26.33%. 
 

2017 Promotional Video 

Click the image below to view a video on the Commission’s YouTube channel. The video promoted our 2-
day conference featuring speakers, vendors, employees and general attendees.  To-date, it has obtained 
930 views. 

 

 

  

 

 

 

 

Conference Dates Registration Dates Conference Attendees Conference Location 

October 24th and 
25th   

July 21st  – October 
25th 

~580 Total Attendees 

• 1 Sponsor 
• 37 Vendors 
• 19 Commission Volunteers 
• 56 Speakers 
• 24 Topics 

Greater Richmond 
Convention Center 

351 North 3rd Street 
Richmond, VA 23219 

 

https://www.youtube.com/watch?v=WT8fH5-abIE
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Sent July 19, 2017:  Registration Now Open. *COVA version sent 7/25. 

 

Sent to MasterList- 
2,160 ppl 

31.2% Opens 

9.6% Clicks 
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Sent August 1, 2017:  Save the Date- UEF *RSVP with link sent 9/18. 

 

*Sent to 11 people 

80% Opens 

10% Clicks 
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Sent 8/2/17- Commission Generated Forms, Give us Feedback *Resent 9/18/17 

 

 

*8/2:  Sent to 
Masterlist- 1,159 

27.9% Opens 

9.2% Clicks 

*9/18:  Resent to 
Masterlist- 1,159 

21% Opens 

5% Clicks 
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Sent 8/17/17: MFS Hot Topic, Sessions to Attend 

 

 

 

*Sent to Masterlist- 
1,141 

37.2% Opens 

7% Clicks 



 

2017 OSD Departmental Highlights pg. 38 
 

Sent 8/24/17- Promoting Workshops 

 

 

*Sent to Masterlist- 
1,138 

28.6% Opens 

5.7% Clicks 
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Sent 9/8/17- Promoting CEU’s, *Resent 9/19 

 

*Sent to Masterlist- 
1,132 

19.9% Opens 

1.9% Clicks 

*Resent 9/19  to 
Masterlist- 1,132 

18% Opens 

1.5% Clicks 



 

2017 OSD Departmental Highlights pg. 40 
 

Sent 9/13/17- Early Bird Ending Friday 

 

 

*Sent to Masterlist- 
1,125 

21% Opens 

4.4% Clicks 
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Sent 10/10/17- Connect 

 

 

 

 

*Sent to Masterlist- 
1,914 

22.9% Opens 

2.4% Clicks 
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Sent 10/16/17- Conference 1 week away, materials available 

 

*Sent to Masterlist- 
1,116 

30.5% Opens 

12.6% Clicks 

*Also sent to 
targeted new 
attendees - 236 

60% Opens 

44% Clicks 
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Sent 10/23/17- Final details, registration, parking, etc. 

 

*Sent to Masterlist- 
1,339 

32% Opens 

18.8% Clicks 
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Sent 10/25/17- Post-conference Survey & attendee materials reminder, *Resent 11/01/17 

 

 

 

 

*10/25 - Sent to 
Conference 
Attendees- 515 

43% Opens 

20.5% Clicks 

*Resent 11/01 to Conference 
Attendees- 515 
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