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Customer Experience – In brief

• UI 101 – common pain points

• CARES Act

• Language access

• Operations during a pandemic



What is Customer Experience?

• Part of the Product Management in Product, 
Planning and Performance.

• Launched during the pandemic.

• We examine our products and services from 
a customer’s perspective, identify pain 
points, and work with stakeholders to 
identify, prioritize, and resolve the cause.



UI 101 –
Pain points



Able and available to work

Pain point: Customer is not able or 
available but may qualify for PUA.

























Monetary determination

Pain point: Monetary determination 
letters don’t change for ineligible 
claimants, and they receive $0 
determination letters.













Separation issues

Pain point: Separation issues can 
result in lengthy adjudication during a 
pandemic





Work search requirements

Pain point: Claimants are confused by 
the need to look for work.



Stopped sending 

letter XX/XX/XXXX





What’s Next letter still being 

sent. 

• “unless we tell you 

otherwise” applies.

• Intention to revise, but 

must compete for 

prioritization with other 

features and bugs.



Verifying identity

Pain point: Claimant must wait until 
identity is verified before we issue a 
payment.





https://fortress.wa.gov/esd/file/Secureupload/identity

https://fortress.wa.gov/esd/file/Secureupload/identity


CARES Act –
Pain points



CARES Act

Pain Points:

• Claimants are not sure what to do 
when they see “Final payment” 
status for their weekly claim.

• Some weekly claims are generated 
on the wrong program, and the 
customer must call us to correct it.





Language access



Language access

Pain point: Barriers faced by 
claimants with limited English 
proficiency are higher when claim 
volume is high. 



Language access phone support

• Call 800-318-6022

• Press 7 for other language

• Some dual language unemployment agents

• Language Link for other languages

• Wait time has shortened – assigned more staff



eServices available in 

English and Spanish, 

including letters.



https://esd.wa.gov/community

https://esd.wa.gov/community


https://esd.wa.gov/community

https://esd.wa.gov/community


Operations



Operations in a pandemic

Pain point: It is difficult to reach us by 
phone quickly.





What we are doing now

• Recruiting & hiring more agents

• Training

• Providing additional information 
resources to our customers
• Virtual assistant on esd.wa.gov

• More frequent, targeted web notices to customers through 

eServices.



Questions?


