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WASHINGTON STATE

Meeting details

Date: Thurgday December 6, 2021
Time: 2:00 p.m.to 4:00 p.m.
Location: Zoom
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Summary

Meeting Recorded
This meeting wascorded

This meeting was alsgestreametly TVW.

Welcome andOpening Remarks

Employment Security Department (ESDector, Dan Zeitlin, welcomed everyone aaskedNVendy
Goldmark to take rotlall All committee members were presseptloy EmoryTammie Hetrickand
CindyRichardson.

Agenda
Dan Zeitlinreviewed theneetingagenda and asked if anyone had any questions. (See Addendum |I.

Meeting Minutes

Dan Zeitlinrequested that everyone review the meeting minuRsoéonber 12021 and provide their
feedbackJosh Swansanade a motion to approve the minutesJaid Gortorseconded the motion.
Danasked for al/|l me m.bAl membergrespod e d 1 Dangsked angmberotiday e
opposd 0 s a.yRNo orekeappndedheDeember 12021 meeting minutes were approved.

Opening Discussion
Dan Zeitlinopened the meeting discussion wilde presentatiaandhighlighted the below topito be
covered

Ul Backlog Update

ESSB 5193 Implementation
State Qualjt Service Plan Briefing
Ul Policy Update

ESSB 5478 Implementation
Future Meetings Discussion

T I I I I D

Dan Zeitlin handed the meeting over to Julie Lord, ESD Ul Customer Support Director, to continue the
discussion.



https://tvw.org/video/unemployment-insurance-advisory-committee-2021121111/?eventID=2021121111
https://tvw.org/video/unemployment-insurance-advisory-committee-2021121111/?eventID=2021121111
https://media.esd.wa.gov/esdwa/Default/ESDWAGOV/newsroom/ui-advisory-committee/UIAC%20Policy%20Discussion%20Dec16.pdf

Ul Backlog Update
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June 11 PNC switched on
9/6 — Fed Benefits end

June 15 Work Search web notice
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Ul Virtual Assistant Project

Provide Ul customers with access to a virtual agent, via chat and voice, using Google Contact Center
Artificial Intelligence (CCAI) services, to provide answers for corraskatiyquestions.
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A Phase MWent live October 4, 2021: Question and AnBaies for Chat Virtual Assistant in
English.

A Phase 2WentLive October 25, 2021: Answer specific questions about your claim in English,
example weekly claim status, by the Chat Virtual Assistant.

A Phase 35o-Live January 3, 2022: Launch Voice Virtuatassin English and Spanish. Spanish
is also added to the Chat Virtual Assistant.

A Phase 4Go-Live January 31, 2022: Scheduled Callbacks by Chat and Voice Virtual Assistant.

A Phase 5Go-Live February 24, 2022: Improvement of intelligence behind the Qaed#mswer
Pairs. (The Virtual Assistant will become smatrter.)

Julie Lord handed the meeting over to Jill Will, ESD Ul Policy and Legislative Implementation Manage!
continue the discussion.

ESSB 5193 Implementation
TheESSB 5193 Sec 3(3)

The department will work with an unemployment insurance advisory committee comprised of business
worker aducates to explore:

(a)Establishing thresholds that will trigger automatic adjustments in department staffing assignments a
phone agent staffing levels;

(b)Establishing a pilot to provide a caseworker approach to the claims of a group of claithahts with
casework carrying over to reemployment services;

(c)Increasing language access, including by providing translation of notices sent to claimants as part o
unemployment insurance claims; and

(d)(d) Frequency of the initial and continuing traiaingeet the needs of section 2 [reserve adjudicators]
of this act.

Implementation Project Status



https://lawfilesext.leg.wa.gov/biennium/2021-22/Pdf/Bills/Session%20Laws/Senate/5193-S.SL.pdf?q=20211206045649
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100% 100%
Z o
* Letter Project: Three of four letters and drop-ins will be completed by 12/31/2021 o Z 2
Received feedback on monetary determination template required by legal settlement. 75% T
S 75%
* Online Data Dashboard Project: create online dashboard and provide 70%
quarterly reports. Link here.
60%
* Dedicated Toll-Free Phone Lines: Two of three lines established. A pilot 50%
project underway to identify more equitable service model for digital non-native.
40%
* Reserve Ul Adjudicator Pool Project: Establish a training program for pool .
6
of trained adjudicators.
¢  Annual status report complete, training plan complete 20%
SPSCC to assist with e-learning content 50hr/week starting 9/16 -12/31
ESD meeting with OFM to resolve HR issues and establish State agency recruiting 10%
plan. 0%
dvi Z Z Letters Online Data Dedicated Reserve Ul Advisory
* Advisory (I:or:‘1m|ttee PrQJECt- . ‘ (Phase 1) Dashboard Toll-Free  Adjudicator ~Committee
Completed LEP presentation to EDI sub-committee Phone Lines Pool Project
On track to present Staffing Model and Case Worker Pilot to UIAC this month,
December 2021. u

Phone Staffing Trigger
Modeled 2022 staffing needs for Intake Phone andPName Work

A Model basi§2019 actual workload, 2022 projected Uitbén 1/10 percent point of 2019
Used Ul Staffing Model and Erlang C Staffing M@deustry standard

Staffing Assumptions
A 146 permanent UIS1,2, and 3 FTE

71.5% utilization rate, 104 effective staff available

Allocated staff to keep nqmone work cuent in the month created
No backlog as of 2022

Does not include additional PUA work required by USDOL in 2022

> > > >

Explore Phone Staffing Trigger
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2022 Projected Phone Staff Required
85% of calls answered within 30 minutes
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Phone Staffing Trigger
2022 Projected Phone Staff Required
85% of calls answered within 30 minutes
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Explore Pilot Project







