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What is the average call time? 

Each call’s duration depends on the 
specifics of the injury and special 
needs, such as a translator. Helpline 
calls typically last about 20 minutes.

Who should call and when? 

We recommend supervisors call 
the Helpline with the injured worker 
as soon as the injury is known. The 
supervisor will initiate the call and be 
asked to rejoin once the triage process 
is complete. Always call 911 if the injury 
is serious or life-threatening.

When is the helpline available? 

The Helpline is available 24-hours a 
day, 7 days a week, including holidays.

Can we call the helpline back with 
further questions or concerns? 

Yes, one of the biggest advantages of 
the Helpline is that injured workers are 
encouraged to call back at any time 
with questions or to report worsening 
or changing symptoms.

What information will the 
supervisor need when they call 
the helpline? 

To expedite the call process, have the 
insured business name and location 
address that the injured worker is 
assigned to. Also include information 
about the employee and details about 
the cause and nature of their injury.

Do the nurses speak languages 
other than english? 

Yes, translators are available in over 
200 languages.

If the nurse recommends self-care 
can the worker still see a doctor? 

Yes. This service does not deny an 
injured worker the right to medical 
care; however, it is intended to provide 
them with expert information to aid 
them in making the best decisions.

What information will we be 
provided with after the call? 

After every new call, the Helpline will 
generate an incident report and email 
an alert to the insured’s designated 
personnel. If the injured worker is 
referred off-site, a Medical Card will 
be emailed to the injured worker to 
expedite care.

What information is available or 
stored for future use?

Links to incident reports are only 
active for 14-days. Once an incident 
report is downloaded by the 
customer’s designated personnel it 
should be stored by them for future 
use. All calls are recorded by Medcor.
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911 should always be the first call for 
any possible life threatening injuries. 
All other workplace injuries should 
be routed through the Helpline.
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This service is provided free to 
qualified policyholders. For more 
information visit copperpoint.com


