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Background & Methodology 

The National Employee Benefits Advisory 
Forum (NEBAF) conducted an online 
information exchange in June 2011 to 
understand its participants’ interest and 
experience regarding important employee 
benefits and some new approaches to the 
kinds of choices employers and employees 
may have in the near future. 

The information in this report is based on an 
online survey taken by 192 brokers and 219 
employers.  

 

  

The following pages include findings from 
brokers and employers regarding their 
perspectives on all or some of the following:  

• Spanish language communications for Group 
Life,  

• Dental Benefits for Retirees, 

• Return to Work Programs, and 

• Added Features & Services for Group 
Disability Insurance. 

Executive Summary 

This Briefing includes the views and opinions of brokers and 
employers on the topic of Spanish language communications for 
Group life. 

• Brokers are more inclined to see a growing need for Spanish 
language Group life communications than employers are.  
The majority of brokers report that they have at least some 
clients that currently need Spanish language benefits 
communications, enrollment and/or employee service, while 
roughly one in five employers say they currently have a need. 

• Among those who have a need for such services, participants 
are split on the importance of Spanish language benefits 
communications; about half of brokers and nearly half of 
employers rate them as important. 

• When asked about the importance of offering specific 
services in Spanish for Group life, both brokers and 
employers rate call center service the highest in importance.  
Beyond that, both groups say paper communication/services 
is more important than online communication/services. 

• Both brokers and employers are not willing to pay for these 
services; they both report that these would be expected as 
part of a carrier's services. 

This report also includes insights from brokers and employers 
regarding retiree dental benefits. 

• Most brokers report that their clients do not currently offer 
dental benefits to retirees.  Consistent with this, the majority 
of employers say they do not offer retiree dental benefits. 

• Among both brokers and employers, the top reasons for not 
offering retiree dental benefits include: administrative burden, 
not enough retirees to offer/consider offering, and 
employers/clients do not feel an obligation to offer. 

• Both groups cite having to bill individuals as the most 
significant barrier to offering retiree dental benefits; this is 
followed by administrative responsibilities. 

 
Brokers only shared their experiences and thoughts on Return to Work 
Programs. 

• More than 7 in 10 brokers indicate that their clients have a 
return to work program for the following benefits: worker's 
compensation, long-term disability and short-term disability. 

• Common features of clients' programs include: transitional 
duty, gradual return to work, and job modification. 

• Fewer than half of brokers say that their clients track return 
to work outcomes (e.g. improved savings, etc.) or measure 
success. 
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Executive Summary (cont.) 

• Among clients that do track or measure success, the majority 
measure improved savings and/or number of returns to work 
(counting the number of employees that return early). 

  

Lastly, brokers only provided feedback on additional features and/or 
services that are sometimes available with group disability insurance. 

• Brokers indicated they would recommend various value add 
services, such as identity theft protection, long term care 
discount services, living trusts, and will prep services if a 
carrier included them as part of their group disability 
program. 

• When asked about the types of additional features or add-ons 
their clients would be most interested in learning about, 
brokers' responses fall into several broad categories –  
financial products, other insurance products and 
administrative support. 
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Did you know? 

According the Bureau of Labor Statistics 1: 

• During 2010, the number of foreign-born 
labor force participants rose, while the 
number of native born in the labor force 
declined. 

• Hispanics accounted for 49.9 percent of 
the foreign-born labor force in 2010. 

 
 
1 Press release: Foreign-born Workers - Labor Force 
Characteristics, www.bls.gov, May 27, 2011. 
 
 
 
 
 
 
 
 

 

 

Employers talking about Spanish 
language communications 

Employers who say offering Spanish language 
Group life benefits communications, 
enrollment and/or service is important 
discuss why: 

"Some of our associates only speak Spanish, it 
is critical that they understand what they 
have and are signing up for." 

"I believe it is important because in my 
experience, Spanish speaking employees are 
afraid to speak up if they do not understand 
what is being offered. This leads to many not 
wanting to enroll because of this 
uncertainty." 

"We have a large portion of our workforce 
that is ESL. Most (not all) can understand 
English but would better benefit from 
communication in their native language." 

Spanish Language Communications  

We asked both brokers (who have clients that offer group life 
benefits) and employers (who offer group life benefits) about their 
use of and experiences with Spanish language communications for 
Group life benefits. 

The Need for Spanish language communications 
First, we asked brokers and employers whether or not they see a 
growing need for Spanish language communications, enrollment 
and/or employee service for Group life for U.S. based workers. 

There is a gap in responses between the two groups; most 
brokers (roughly two-thirds) see a growing need among their clients, 
while fewer employers (about a third) report a growing need among 
their workers. 

We then asked both brokers and employers about actual current 
need.  Nearly all brokers have some number of clients that 
currently need Spanish language Group life benefits 
communications, enrollment and/or employee service for their 
U.S. based workers.  Only a few brokers (8%) say none of their 
clients currently have such a need. 

Commonly, brokers indicate between 1 and 24% of their clients have 
a need for these services.  This seems consistent with employer 
responses; roughly one-fifth of employers report having a need 
currently.1 

Employers who indicated a need were also asked what percentage of 
their U.S. employees would benefit from Spanish language 
communications, enrollment, and/or service for Group life benefits.  
Most say between 1% and 24% of employees would. 

Importance of offering Spanish language 
communications 
Brokers (who have clients with a need) and employers (who have a 
need) were asked about the importance of offering Spanish-language 
Group life benefits communications, enrollment, and/or service to 
U.S. based workers. 

Nearly half of brokers and many employers feel that offering this to 
U.S. based workers is at least somewhat important. 

Opinions on the importance of offering Spanish-language 
Group life benefits communications, enrollment, and/or 
service to U.S. based workers are mixed.  This may present an 
opportunity for assistance and/or education of those not seeing the 
importance. 

                                                
1 This group represents the base of employers for the rest of the questions in the 
Spanish Language Communications section, roughly 40 participants.  Given the 
low number, responses should be viewed directionally.   
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Brokers talking about Spanish language 
communications 

Here are brokers talking about how their 
clients benefit from offering Spanish language 
Group life communications, enrollment 
and/or service: 

"Many of our clients have employees in 
manufacturing, field, or service jobs with 
limited English language capabilities. They 
(and we) are concerned about them 
understanding what benefits they "have" as 
well as how to actually "use" them 
appropriately. Many of these individuals don't 
have access to a computer at home nor can 
access one with any ease." 

"For those that are not as fluent/or 
minimally fluent in English, it reduces the 
number of questions and misunderstandings 
amongst the Spanish speaking population." 

"More employees are likely to participate and 
more likely to take the information home to 
others who are more comfortable with 
Spanish… they are more likely to truly 
understand their benefit and appreciate the 
benefit provided by the employer." 

"You provide employees with access and 
understanding of an extremely valuable 
benefit. Communicating ALL benefits in 
Spanish gives employees greater confidence 
with their employer especially if it is an 
employer paid benefit. I conduct bi-lingual 
enrollment sessions and always get the 
greatest appreciation for those who had 
never understood what options they had, 
because they did not know what to ask." 

 

 

Importance of offering specific services in Spanish 

Then, we asked participants about the importance of offering specific 
services in Spanish for Group life. 

Both brokers and employers agree that call center service is the 
most important service, among those listed, to be offered in 
Spanish; roughly half of both groups rate call center service as 'highly 
important' (a 6 or 7 on a 7 point scale). 

The two groups disagree on the importance of paper enrollment 
applications in Spanish and general communications in Spanish.  
Brokers tend to rank paper enrollment applications as more 
important than general communications in Spanish, while for 
Employers the reverse is true.   
 
Yet, brokers and employers generally tend to agree on the 
importance of online services in Spanish; both groups rank these 
services lower in importance than other services asked about. 
 
Access to someone who can explain things and answer questions in 
Spanish seems to be a critical piece of the communications puzzle.  
Beyond that, it appears that paper communications/services 
are more important than online communications/services.   
 
The table below shows the importance ranking of brokers and 
employers based on those rating various services as 'highly important' 
to be offered in Spanish by their Group life provider. 
 
Importance of Services Provided in Spanish by Group Life Provider 
Ranking based on % saying 'highly important' (6 or 7 on a 7 point scale) 

 Broker Base: Those who have clients with a need 
Employer Base: Those who have indicated a need 2  

 

Services Brokers Employers 

Call Center Service 1 1 

Paper Enrollment Applications 2 3 

Communications (i.e. printed brochures, 
pamphlet, benefits packages, online) 3 2 

Online Enrollment Applications 4 5 

Online service (i.e., Employee benefits 
website and email) 5 4 

                                                
2 Please note the employer base size is roughly 40 participants and responses 
should be viewed directionally. 



6 Benefits Briefing  Copyright © 2011 by The Center for Strategy Research, Inc. 

 

 

 
 
 

 

 

 

 

 

 

 

Willingness to pay for Spanish support services 

We also asked participants about their willingness to pay for Spanish 
language Group life communications offered by their Group life 
carrier.   In general, when asked about willingness to pay for such 
services, the majority of both groups shy away from the idea. 

Brokers tend to mention two key reasons for lack of willingness: 

Ø Expected - clients would expect these services to be 
provided for no extra cost. 

Ø Generally, clients do not like to pay any additional costs for 
anything. 

Employers confirm these expectations with common mentions such 
as: 

Ø Carriers should provide this as part of their contracted 
service. 

Ø Their current carrier already provides these services at no 
additional cost. 

 
These findings suggest that this may be an important selection 
criteria for those with Spanish-speaking employees to consider and 
assess when choosing a provider.  However, even those who see 
importance in these services report a very low willingness to pay.   

Dental Benefits for Retirees 
We asked both brokers and employers various questions about 
offering dental benefits to retirees. 

About a third of brokers say that their clients offer dental retiree 
benefits, and 15% of employers indicate they offer dental benefits to 
retirees.  Findings tend to indicate that larger companies (500+ 
employees) are more likely than smaller ones (less than 500 
employees) to offer retiree dental benefits (22% vs. 9%, respectively).  

Results suggest that offering dental benefits to retirees is fairly 
uncommon.   

Barriers to Retiree Dental Benefits 
When we asked brokers and employers about potential burdens of 
offering a voluntary dental plan to retirees (or recommending clients 
offer), responses between the two groups were similar.   

When provided with a list of possible burdens, the top three 
responses among both groups were: administrative burden, not 
enough retirees to offer/consider offering, and 
employers/clients do not feel an obligation to offer.   
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What are Return to Work programs? 
 

Generally, the purpose of a Return to Work 
Program is to facilitate the safe and earliest 
possible return to work from absence due to 
injury, illness or a medical condition. 

 

Barriers to Retiree Dental Benefits (cont.) 
While some burdens may not be overcome, an administrative burden 
is one that can be addressed, and perhaps presents an area where 
brokers could differentiate themselves with their insight or assistance. 
 

Specific Barriers to Retiree Dental Benefits 
We then asked participants about more specific barriers.     

Both brokers and employers agree that the most significant barrier 
to offering retiree dental benefits is having to bill individuals. 

Administrative responsibilities is the second most common barrier 
cited by both groups.  Beyond that, employers commonly say legal 
responsibilities to retiree plan participants is a significant barrier, 
while many brokers tend to cite responsibility for answering 
questions about the plan as problematic.  

Both groups see significant barriers to offering dental benefits to 
retirees.  These barriers most likely contribute to the low incidence of 
retiree dental benefits offerings. 
 
What would help improve a retiree dental plan? 
 
Given a list of several items, we asked brokers and employers which 
ones would help improve a retiree dental plan.   
 
Most brokers tend to say 'a fully “turnkey” offering (which reduces 
the workload on the employer)' would significantly improve a retiree 
dental plan.  On the other hand, 'that the company does not have to 
hold the contract/be responsible to retirees' is the most popular item 
among employers.  
 
The two groups disagree on what would most significantly 
improve dental retiree benefits offerings, yet, both see potential 
for improvement. 
 

Return to Work Programs 

We asked brokers only about their opinions of and experiences with 
return to work programs.  

In general, most brokers report that their clients have return to 
work programs; the most common is for worker's compensation 
(87%), followed by long-term disability (76%) and, lastly, short-term 
disability (71%).   

Features of Return to Work Programs 
 
We then asked brokers which return to work features are a part of 
their clients' programs.  

More than four in five brokers say their clients' programs 
contain the following: 
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Brokers talking about improved 
productivity through RTW programs 

Here are brokers talking about measuring the 
success of return to work programs based on 
improved productivity: 

"Clients track the number of temporary 
employees needed to replace disabled 
workers and the number of days." 

"They have tracked volume of production 
within time limits and also technical 
improvements for specific jobs." 

"They look at days to work year over year and 
track days off, employees participating in 
programs and put together an analysis of 
what is working for which positions and which 
not." 

 

 

Brokers talking about the benefits of 
RTW programs 

Here are brokers talking about ways return to 
work programs have benefitted clients beyond 
quantitative measures: 

"Morale, sense of teamwork and caring for 
the employee, gratitude from the employee 
for the empathy shown by the employer." 

"Improved the morale for other employees 
that see the company attempting to 
accommodate a difficult time in life for the 
employee." 

"The clients with a RTW policy have an 
overall paternalistic attitude toward their 
employees, thus increasing employee loyalty 
and overall retention. There never seems to 
be abuse of their generosity either as their 
concern about their employees' welfare is 
genuine." 

"With a properly defined program, I would 
expect that the duration of disability claims 
would be significantly reduced which would 
lead to improved productivity and better 
overall company morale." 

 

Features of Return to Work Programs (cont.) 
 

Ø Transitional Duty (temporary alternative work that allows 
your employee to improve medically) 

Ø Gradual Return to Work (your employee starts back part-
time with increase to full-time when capable in their own or 
another assignment) 

Ø Job Modification (adaptation of work station, purchase of 
equipment, etc, that allows your employee to work) 

 
Fewer brokers, roughly two in three, report that their clients' 
programs include permanent placement in a different assignment. 

It seems that most return to work programs are well-rounded and 
comprehensive including many features. 

 

Measuring Success in Return to Work Programs  
 
Less than half of brokers indicate that their clients track return 
to work outcomes (e.g. improved savings, etc.) or measure 
success. 

We asked those brokers whose clients do track outcomes what they track.  
Nearly all say improved savings and/or number of returns to work 
(counting the number of employees that return early).  Many also 
mention improved productivity (measuring the percentage of 
improvement). 

Without set goals and measurements, it's difficult to assess the 
success of programs.  This may present an area of opportunity for 
brokers for sharing best practices, ideas, etc. for tracking outcomes 
with clients. 

 

Added Features or Services for 
Group Disability Insurance 
Likelihood to Recommend 

Again, we asked brokers only about group disability insurance and 
the 'added' features or services that are sometimes available on 
Group Disability plans. 

We provided brokers with a list of possible additional features 
and/or services and asked which they would be most likely to 
recommend.  Many brokers indicated they would be likely to 
recommend value-add services such as Will Prep, Identity Theft 
Protection, Living Trusts, and Long-term Care discounts.      

These findings demonstrate which types of services are perceived as 
desirable and/or valuable for employers.  
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Brokers talking about additional features 
and services for Group Disability 
Insurance 

Here are brokers talking what additional 
features and/or services their clients would 
be most interested in learning more about: 

 

Insurance products: 

"Critical Illness, some type of 401k pay rider." 

"Catastrophic benefit." 

"Long term care coverage - maybe offer a 
discounted rate if it's combined with their 
group disability offering." 

 

Financial products: 

"Living wills and trusts." 

"The financial planning option is very useful-
many are wondering how they're going to put 
their kids through college, etc." 

"Finance and wills." 

 

Administrative support: 

"Help in identifying and evaluating if any 
government assistance programs are available 
and how to apply for assistance." 

"I think the claims process should be clearer 
in the marketing and enrollment process. 
Information on the process and what the 
client should expect in their responsibilities 
and the carrier's." 

 
 
 
 
 
 
 
 
 

 

Interested in Learning More About 
 

Then we asked brokers about which features and/or services their 
clients would be most interested in learning more about as part of a 
group disability offering.    

Participant ideas fall into several broad categories: 

• Other insurance products 

• Financial products 

• Administrative support 

 

Examples of responses are provided in the left hand column where 
brokers are talking about their specific ideas. 

This shows areas where more education and/or communication 
would be beneficial.  Also, it highlights areas where value can be 
added to programs for employers. 
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We are continuing to invite Human Resource executives, Finance executives,  
Brokers, and Consultants to join the National Employee Benefits Advisory Forum. 

If you or someone you know is interested in joining, please visit www.NEBAF.org and click 
Join Us. Or, email us at nebaf @csr-bos.com for more information on how to join. 


