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Methodology

Sampling/Administration
The results of the 2024 survey are based on telephone interviews with a sample of 416 
injured workers (387 in 2022), with samples of client groups: Temporary Wage Loss 
(TWL) (161 interviews; 179 in 2022), Medical Aid (190; 150 in 2022), Extended Wage 
Loss (EWL) (33; 34 in 2022), and Pensioners (32; 24 in 2022)

Mode
Telephone survey

Weighting
Results were statistically weighted to ensure the results are representative of the true 
proportions of injured workers by client group (TWL/EWL/Medical Aid, and 
Pensioners). Such weighting is a common survey research analysis tool

Audience
Injured Worker samples of Temporary Wage Loss (TWL) 
clients, Medical Aid clients, Extended Wage Loss (EWL) 
clients, and Pensioners

Response Rate

16% (15% in 2022)
416 completed surveys

Margin of Error
Overall results accurate to within +4.5 percentage points, 19 times out of 20

Data Collection Dates
November 5-December 9, 2024

Notes
Table references presented in the report refer to the detailed banner tables

Average Completion Time
14.4 minutes (15.4 minutes in 2022)
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Satisfaction with the WCB

Injured workers’ satisfaction with their overall WCB experience has been 
increasing since 2016.

Continuing its strong trajectory from 2022, satisfaction with the first contact with 
the WCB remains high and indeed achieves its highest level on record. 
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Drivers of Satisfaction with the WCB 

Satisfaction with being treated fairly has emerged as the top 2024 driver of 
satisfaction with the overall WCB experience.

Claim outcome, respectful treatment, and ability to answer questions are the 
key drivers of perceived fairness in 2024.
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Importance of Factors When Evaluating the WCB

Continuing to drop from 2020 onward, fair treatment remains the most important factor when evaluating the WCB and indeed is the top mention.
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Satisfaction with Staff Services

The WCB continues to perform well in terms of specific service-related factors, and ratings for most factors are statistically on-par with 2022 results. 
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Gap Analysis

Similar to 2022 results, a gap analysis indicates there is no specific topic or area that presently poses a major concern for the WCB.

A gap analysis allows an organization to identify where 
differences might exist between expectations, on the 
one hand, and assessment of performance vis-à-vis a 
specific set of service-related factors, on the other hand. 

More specifically, the analysis examines the percentage 
of survey respondents who consider a factor to be 
critically important, but who do not give the 
organization a high rating in terms of its performance on 
that factor. 

Ideally, performance gaps should be as small as possible, 
suggesting that expectations are being met. An 
important aspect of calculating gap scores is that they 
allow for a rank ordering of issues that could be 
addressed by management. Gap scores are the 
percentage of injured workers who rate a factor as 
critically important and are not completely or mostly 
satisfied with the WCB’s performance on that factor. 

Higher gap scores indicate greater gaps between 
expectation and performance and represent areas in 
which attention could be focused to improve injured 
workers’ opinions of the WCB.
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General Assessment of the WCB

Injured workers continue to express high levels of agreement that they are treated with respect, and that the WCB understands their needs. 
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WCB Benefits

Injured workers have varying opinions on how quickly they should receive 
their first compensation payment following an injury, with the average 
timeframe being 14 days. 

A strong majority of injured workers continue to be completely or mostly satisfied 
with the promptness of the benefits delivery. 
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WCB Communications

Similar to 2022, a strong majority of injured workers continue to agree to that 
WCB communications remain easy to understand, keep them informed, and 
address useful information. 

Although responses vary, many injured workers emphasize the importance of the 
WCB focusing on more frequent contact, improved follow-up communication, and 
treating injured workers with greater respect. 
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Interactions with the WCB

All assessments of WCB service interactions continue to have very high levels of agreement, with results staying on par or increasing this year compared to 2022. 
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WCB Performance Index – Injured Workers
The WCB’s overall Performance Index has continued to increase from 2020, 
standing at a record high of 79.3 in 2024. 

TWL and Med Aid clients provided higher performance index scores in 
2024, while Pensioners and EWL client scores decreased this year. 

To track the WCB’s performance, Narrative Research created an index combining key performance aspects. The Index includes injured workers’ satisfaction with their 
overall WCB experience (Q1), as well as the top three drivers of overall satisfaction identified in the inaugural 2002 survey: the extent to which injured workers feel they 
are: treated fairly by the WCB (Q10i); involved in the decision-making process regarding their claim (Q13); and the perceived ability of WCB staff to answer injured workers’ 
questions (Q10c). Ratings from these four questions are averaged. Given the sample size and variability associated with the survey results, it is estimated that an Index 
difference of approximately four points in either direction would be considered a significant shift, improvement or decline, year-over-year. 
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Quality Service Indicators

Quality service indicators remain generally on par with 2022 results. 



Narrative Research


