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Meeting details 

 
 
Date: Thursday, December 16, 2021 
Time: 2:00 p.m. to 4:00 p.m. 
Location: Zoom 
 
 
Committee members present 

 
 
Committee members absent 
 

¶ Robert Battles 

¶ Julia Gorton 

¶ Sybill Hyppolite 

¶ Allyson OõMalley-Jones (NJP) 

¶ Anne Paxton (ULP) 

¶ Josh Swanson 

¶ Jerry VanderWood 

¶ Brenda Wiest 

¶ Joy Emory 

¶ Tammie Hetrick 

¶ Cindy Richardson 
 
 

 
 
ESD staff  

¶ Joy Adams 

¶ Denice Craig 

¶ Nick Demerice 

¶ Joshua Dye 

¶ Stacia Espinosa 

¶ Wendy Goldmark 

¶ Matt Klein 

¶ Matt LaPalm 

¶ Julie Lord 

¶ Scott Michael 

¶ Nicole Sherman 
 
 

¶ Jeff Robinson 

¶ Jill Will 

¶ Dan Zeitlin 

 

Unemployment Insurance 
Advisory Committee 
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Summary 

 

Meeting Recorded 
This meeting was recorded. 

 
This meeting was also livestreamed by TVW.  

 
Welcome and Opening Remarks 

Employment Security Department (ESD) Director, Dan Zeitlin, welcomed everyone and asked Wendy 
Goldmark to take roll call. All committee members were present except Joy Emory, Tammie Hetrick and 
Cindy Richardson. 

 
Agenda  
Dan Zeitlin reviewed the meeting agenda and asked if anyone had any questions. (See Addendum I.) 

 

Meeting Minutes 

Dan Zeitlin requested that everyone review the meeting minutes for December 1, 2021 and provide their 
feedback. Josh Swanson made a motion to approve the minutes and Julia Gorton seconded the motion. 
Dan asked for all members in favor to say, òAye.ó All members responded, òAyeó. Dan asked members that 
oppose to say, òNay.ó No one responded. The December 1, 2021 meeting minutes were approved.  
 

Opening Discussion 

Dan Zeitlin opened the meeting discussion with a slide presentation and highlighted the below topics to be 
covered. 

 

Á UI Backlog Update 

Á ESSB 5193 Implementation  

Á State Quality Service Plan Briefing 

Á UI Policy Update  

Á ESSB 5478 Implementation 

Á Future Meetings Discussion  
 

Dan Zeitlin handed the meeting over to Julie Lord, ESD UI 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
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UI Backlog Update 

 

Overall Issues Volume 

 
 

 

 

Top Adjudication Issues 
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Appeals Sent to OAH 

 
 

 

 

Call Volume 
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Call Volume Detail 

 
 

 

UI Virtual Assistant Project 

Provide UI customers with access to a virtual agent, via chat and voice, using Google Contact Center 
Artificial Intelligence (CCAI) services, to provide answers for commonly-asked questions.  
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Á Phase 1:Went live October 4, 2021: Question and Answer Pairs for Chat Virtual Assistant in 
English. 

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

Á Phase 3:Go-Live January 3, 2022:  Launch Voice Virtual Assistant in English and Spanish.  Spanish 
is also added to the Chat Virtual Assistant. 

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

Á Phase 5:Go-Live February 24, 2022: Improvement of intelligence behind the Question-and-Answer 
Pairs.  (The Virtual Assistant will become smarter.) 

 
Julie Lord handed the meeting over to Jill Will, ESD UI Policy and Legislative Implementation Manager, to 
continue the discussion. 

 

ESSB 5193 Implementation 

The ESSB 5193 Sec 3(3): 
The department will work with an unemployment insurance advisory committee comprised of business and 
worker advocates to explore:  
 
(a)Establishing thresholds that will trigger automatic adjustments in department staffing assignments and 
phone agent staffing levels; 

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

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

(d)(d) Frequency of the initial and continuing training to meet 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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Phone Staffing Trigger 

Modeled 2022 staffing needs for Intake Phone and Non-Phone Work 
 

Á Model basis ð2019 actual workload, 2022 projected UI rate within 1/10 percent point of 2019 
 
Used UI Staffing Model and Erlang C Staffing Model ðindustry standard  
 
Staffing Assumptions 

Á 146 permanent UIS1,2, and 3 FTE 

Á 71.5% utilization rate, 104 effective staff available 

Á Allocated staff to keep non-phone work current in the month created 

Á No backlog as of 2022 

Á Does not include additional PUA work required by USDOL in 2022 
 

 

 

 

 

Explore Phone Staffing Trigger 
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Phone Staffing Trigger 

 
 

 

 

 

 

 

Explore Pilot Project 




