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EASY ABSENCE CLAIM FILING

Center at the time of an unplanned
absence or up to 30 days prior to a
planned absence.

* We're available by phone, online or
via the mobile app 24/7/365 to fit
your schedule.

* An average filing takes just 6-9
minutes, with our client-customized
intake survey process.

* Use “Ask Rita” for support with an
online filing. Our trained staff can also
help with bilingual, TTY and language line
support by phone.

intake is based upon line of coverage and
features client-specific questions and
reminders.

* We create an employee Intake Packet,
available via USPS mail or the Matrix
Platform.

* Connect with your Absence Management
Specialist (AMS) via phone, text, email or
USPS mail.

* Also access your claim status and details
through the mobile app or
MatrixAbsence.com.

report as each intake is completed—with
employee details, important dates and
responses to customized questions.

Direct supervisors receive a status notice
update via email.

* AMS connects with designated employee

contact, to review claim details and define
next steps.


http://www.matrixabsence.com/

Medical certification

Medical certification

EMPLOYEES RELIANCE MATRIX

* Within 1 day of claim intake, we reach out to the

* An Absence Management Specialist (AMS) contacts
the employee within 2 business days of filing a claim
to confirm medical certification process.

* We send the employee an Eligibility Notification
Letter, based on information from the employer,
within 2-5 business days.

* The employee gets an eCall when we receive
certification. If we don't receive it within 10 business
days, we'll contact the employee to reach out to
their provider.

* We'll notify the employee when their claim has been
approved or denied.

EASY ABSENCE CLAIM FILING

Confirming Unconfirmed Extension

return return needed
a ..
EMPLOYER/SUPERVISOR

provider for medical certification—up to 3 times
within 10 business days.

100% of complex-rated claims are reviewed by a
Nurse Case Manager or Behavioral Health Specialist.

We complete an eligibility review within 2-5 business
days of claim intake.

Once we get medical certification, the AMS approves
or denies the claim within 3 business days.

* Human Resources gets an email report indicating

whether we've received medical certification,
10 days after claim intake.

* Within 1 day of claims decision:

- Human Resources receives an email
notification report.

- Direct supervisors receive a status notice
update via email.



Returning to work
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EMPLOYEES RELIANCE MATRIX

* An Absence Management Specialist (AMS) informs
the employer of claim status changes.

* The employee can connect with the AMS via phone,
text, email or USPS mail with claim-related
questions.

* We'll contact the employee 5 business days before
the claim end date, to confirm their return to work.

 If there are restrictions, the employee must provide
us with medical documentation.

* The employee follows employer’s return-to-work
policy.

EASY ABSENCE CLAIM FILING

Returning to work

Confirming Unconfirmed Extension

return return needed
a ..
EMPLOYER/SUPERVISOR

* We monitor the claim lifecycle and provide the
employer with status change notifications.

* We'll reach out to the employee 5 business days
before their return to work, up to 3 times.

* |f the employee has unclear restrictions or requests
an extension, we will contact the physician to clarify.

If the restrictions are clear, we will ask for a copy of
the return-to-work note and ask the employer if the
restrictions can be accommodated.

* When we confirm the employee has returned to

work, we notify the employer and close the claim.

* After we confirm 5 days prior that the employee is
returning to work, Human Resources gets an email
notification report.

* Once the employee returns to work:

- Human Resources receives an email notification
report.

- Direct supervisors receive a status notice update
via email.

e [f there's an ADA accommodation request, our ADA
specialist connects with the designated employer
contact to review details and define next steps.
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Confirming a
return to work

Reliance Matrix Employee contact is 5-day RTW via status RTW outreach RTW via status Claim is closed
completes 5-day successfully notification to completed on date notification to
RTW outreach call to completed, and employer of scheduled RTW employer
employee to confirm employee confirms
RTW status T returningtoworkas | | —>
scheduled

The Return to Work process is not used on Intermittent claims.
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return needed

Confirming
return

Unconfirmed
return to work

[ g RTW as . >
) ) scheduled
Reliance Attempt #1 Reliance
Matrix (no employee Matrix will
completes contact): complete up
5-day RTW Reliance Matrix to 3 RTW
outreach call leaves message outreaches to I I
to employee to for employeeto ™ confirm with >
confirm RTW return call to employee that I —
status confirm they’ll they’ll RTW Employee does Employee does 5-day RTW status
RTW as not return call not return call notification sent
scheduled to Reliance to Reliance to employer,
Matrix by next Matrix by next adding a note in
business day; — business day; —+  Comments
Attempt #2 Attempt #3 Section: No
made 4 days made 3 days contact with
prior to RTW prior to RTW employee to

The Return to Work process is not used on Intermittent claims.
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Employee 5-day RTW RTW outreach RTW via status Claim is closed
returns call to via status completed notification to

Reliance Matrix notification to on date of employer

and confirms employer scheduled RTW

confirm RTW
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o Extension needed

If extension request Reliance Matrix Employee returns
is approved, _ 5-dayRTW __call and confirms L
Reliance Matrix 5 ext(.er?sio.n status outreach call to RTW as scheduled
completes 5-day N notn‘llcatlon Siﬂt to employee
employer with new
RTW outreach call 5-day RTW status Reliance Matrix Claims decision appF;o\YaI dates
to employee to notification sent to completes on extension
confirm RTW employer __ outreachto || _
status physician to I
¢ confirm extension If extension request
request is not approved, a
denial status
Employee not notification is sent to
returning as employer and the
scheduled, _ claim is closed
requesting claims
extension

Claim is closed RTW via status RTW outreach 5-day RTW via status
<4— notification to — completed ondate of  — notification to
employer scheduled RTW employer

The Return to Work process is not used on Intermittent claims.
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Human Resources report status notification

Claimant details Claim date details

Benefit Start Date, Ecimated
JOHNSON, MARY 12222222 Operator t ‘Short Term Disabity Benefit £nd Date v ou/10/2023 o202 oy/18/2023 oy/2s/2023 01/31/2023 Approves oun
Retuned on
WILUAWS, ROBERT LTINS ‘Senlor Software Engineer Pald Famlly Leave Return to Work Date v o4/2022 o202 11772022 oy16/2023 01/16/2023 Approved Bonding
Unable to
confirm
05/01/2023 RTW
JAMES, LINDA 12022222 Manager HR. Pald Famlly Leave Return to Work Date v o7/08/2022 or1y/2022 0771372022 302023 - Approved Bonding
JONES, ASHLEY sonm Qc tnspector 11 Short Term Disabilty. Return to Work Date v 1232022 o1/03/2023 o1/03/2023 o202 | oyzyem | oy1y2023 Approved own
Return to Work Date, Estimeted
MILLER, JAMES 12233333 Technician 2 Repalr & Malntenance ‘Short Term isabity Benefit £nd Date v 287202 /3072022 12072022 wy202 | oy oyayaes | 01/30/202 Approves own
‘Quality Assurance Product Support Specialist Estimated
DAVIS, KATE 277777 h Short Term Disabilty. New Claim n o02/29/2023 o2/2772023 04/24/2023 pending oun
Unable to
nfim
0173072023 RTW
ST, CHRs 121 Qualtty Engineer 1 Leave of absence Return to Work Date v o8/22/2022 owy20/2022 - Approves Newborn
Confirmea
Returning on
(GARCIA, ANTHONY. LTINS ‘Operator 1 Forkiitt ‘Short Term isabity Return to Work Date v w2220 /2272022 /22022 o1/202023 01/30/2023 Approves own
ANDERSON, EtA 11666865 st Supervisor Document Control Long Term Disabily. Short Term Disabilty. Status, Absence Type v 12572022 w28/202 1292022 1272772022 12/27/2022  pending Approves own
Med Recelved o1/19/2023 N sasos m N Erzabetn@matrxcos com N o sasos 100004 o 2005 205
Med Recelved o1/08/2022 N saass @ ¥ steve.smiti@Sample Co.com Ewabetn@matixcos com N ca saas6 00116 o 2005 3205
Not Recelved N so73 L v stove smiti@Sample Co.com Ekzabeth@matrxcos com N n s0273-APeC = s cHiR 1003
Med Recelved o1/20/2023 N sts0s @ N Steve smitk@Sample Co.com Exzabetn@matrxcos com N ca sis0a-6T8 vy ssk veor 1030
Not Recelved N so8s0 @ N steve smiti@Sample Co.com Ewabetn@matrxcos com N ca soso-FF 31601 PRO w3 1003
Not Recelved N sos13 L ¥ steve,smit@Sample Co.com Ewabeth@matixcos com v n S0613-LF49 500 oy 201017906 2010
Med Recelved 01/08/2023 N sasos nn Y stove smitk@Sample Co.com Exzabetn@matrxcos com N o saso-put 100159 o 2005 205
Med Recelved oy/12/2023 N s3s8s on N steve smitx@Sample Co.com Exabetn@matrxcos com N on s3sa3TOLP 102526 o RP10 1003
Not Recelved N sas61 oy v steve smih@Sample Cocom Physical Work From Home | 01/02023 | 02/01/2023 _ Eizabeth@matrxcos.com N @ sase1 60 ook uzoas17908 2086
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Absence calendar

The Human Resources
client team and
Managers/Supervisors
can have access to the
Absence calendar.

Managers/Supervisors
will receive access to the
absence calendar once
they have an employee
out on leave. This
coincides with them
receiving the email to set
up their user account.

Managers/Supervisors
and Human Resources
have to be provided on
the Eligibility File.

EASY ABSENCE CLAIM FILING

Resources

Extension
needed

Unconfirmed
return

Confirming
return

Find a specific employee

September 19, 2016 My Direct Reports  w Al - Run a Quick Repart <« B Run reports
»
New absences - Mar A Jun wp P o Dec  Ja
Employees with a Partial Absence ~
Partial absences . =/
[=] 4
2 ) A ) D ) : New claims filed,
= - - )l =4 -
> current leaves and
Returntowork return to work
reminders & - - - - - claimants by day
- -
Know when
") < . . - employees are due
to return

G4 YOI Compary on



Sample communication materials

EASY ABSENCE CLAIM FILING

[EJ reliancematrix

How to File a Leave of Absence

or Disability Claim

Simple, easy, convenient: Starting your absence from work

To improve your claims experience. your emplayer has contracted with Reliance Matrix to administer
its Short Term Disability (STD). Long Term Disability (LTD) and Family Medical Leave Act (FMLA). This

document explains how to file a request for a disat

y of leave of absence claim.

Disability benefits

Disability programs provide partal pay benefits as financial
‘assistanca during an absence from wark du 1o your own
medical condition. Your ligibility for such benefits and
the amaunt of pay availabie vary with 2ach plan. When
you apply for disability benefits we will apply the rules of
Vour emplcyer's plan to determine your eligibilty and the
amount of benefits, # any.

Leave of absence.

Information you'l need to report a disability or
afabsence

Depending on the typs of benefits or leave, you wil be
‘asked to provide some basic information. Having the
following information readily available when you report
your absence to Reliance Matrix will speed up the process:

« Personal Information: Name. address, telephone
numiber, and the Last four digits of your Social
Security Number

fora
3 q
leave of absence far tne following reasens.

« Your own serious health condition
« Care of a family member
« Needs dus to  family member's miliary senvice

« Bonding with a newborn, adopied chid, or a nawly
placed foster child

» Other leaves provided by company poicy of state or
federallaw

If you are requesting ane of these leaves of absence, we
will provide you with a certification form that must be

o you or your family members health care provider 25
2 courtasy It rem3ins your responsibiiy to ensure we
receive the completed form, 5o please be in touch with
your provider.

. - Job tite, job description, workplace
location and address, work schedule, supervisar's name
nd telephone number, date of hire, and last day worked

« lliness/injury Information: Nature of the finess,
now, when, and, f appiicable, where the injury occurred
and tne date your disabilty began

« Provider Information: Name, address, telephone
number, and fax number for each teating health
care provider

Confirming

Unconfirmed

return return

rc;] reliancematrix

A MEMBER OF THE TOKIO MARINE GROUP.

How to File a Short Term Disability

or FMLA Claim

Extension
needed

When caring for yourself or a loved one takes you away from work, you may need to
file a Short Term Disability or FMLA claim. We make it easy for you to file 24 hours

aday, 7 days a week

=]
[=

H

D

Scan the OR code to Visit Call (877) 202-0055
download the eServices matrixabsence.com to file your claim
mobile app to file online. by phone.
For more information, visit reliancematrix.com.
e s of Colamn, Poun Ry 0. e
Seware - pi W
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The entire journey on a mobile device

o

When employees log in to
our mobile app, all |
demographic information eave Usage & Balance > *  Uploading medical documentation using mobile camera.

is pre-populated based on 12/06/2020 | g _ I .
thFe) Elizib?lity File ~ *  Mobile signature capabilities built right into the app.

*  Employees manage, report and review absences or claims.

=) sign / Review Documents . *  Text alerts and notifications.
Once a date is provided,

employees have the € Upload Document
option of starting their

absence/disability claim
or their supplemental B Email Examiner ({7 =1
health claim. 05/01/2021

™\ cCall Examiner

Total hours used: 13 hrs 30 mins |MATRIX

From there, the entire

absence or claim journey
can be experienced from 04/03/2021
our mobile app.

b Abonoe Dvie. St Tiws  Dend . Huanen

Sign directly on the screen
with your finger or stylus.

« ) Access Matrix Mobile™

EASY ABSENCE CLAIM FILING . 7 11


https://www.google.com/url?sa=i&rct=j&q=&esrc=s&source=images&cd=&cad=rja&uact=8&ved=2ahUKEwie84zZgPLaAhVJ1WMKHTSHDlsQjRx6BAgBEAU&url=https://www.anandtech.com/show/8532/adobe-brings-echosign-app-to-android&psig=AOvVaw0CV41rN2lmpChbqg87vgae&ust=1525727538260889
https://www.google.com/url?sa=i&rct=j&q=&esrc=s&source=images&cd=&cad=rja&uact=8&ved=2ahUKEwie84zZgPLaAhVJ1WMKHTSHDlsQjRx6BAgBEAU&url=https://www.anandtech.com/show/8532/adobe-brings-echosign-app-to-android&psig=AOvVaw0CV41rN2lmpChbqg87vgae&ust=1525727538260889
http://192.169.198.7:8080/vbdemo/eFilling/index.html
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Understand the process with our online assistant

“How to” videos for you and employees

Starring Rita, our friendly Understanding Reporting
animated assistant, these videos

inform employees about common
leaves and absence types and
their claim processes.

Using Absence Radar Notifications

How to Report Intermittent Absences

How to File a New Claim

For employers, Rita helps you
understand everything from
government programs to online
tools and how to use them.

EASY ABSENCE CLAIM FILING 12


http://www.reliancestandard.com/How-To-File-A-New-Leave-of-Absence-Claim/2668/
https://vimeo.com/258878616/5d2ebffabf
http://www.reliancestandard.com/How-to-Report-Intermittent-Absences/2669
http://www.reliancestandard.com/Matrix-eServices-Reporting-Tool/2641/
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Reliance Matrix is a branding name. Reliance Standard Life Insurance Company (Home Office Schaumburg, IL) is licensed in all states (except New York), the District of Columbia, Puerto Rico, the U.S. Virgin Islands and Guam. First
Reliance Standard Life Insurance Company (Home Office New York, NY) is licensed in New York and Delaware. Standard Security Life Insurance Company of New York (Home Office New York, NY) is licensed in all states. Absence
services are provided by Matrix Absence Management, Inc. Product features and availability may vary by state.

FE;] reliancematrix
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