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Section A

Project Summary

(0 – 15 points)

1.  Executive Summary

The state agency proposes to implement an Internet initial claim filing system. By taking this step, the state plans to expand the current passive informational web site to an interactive data collection component. A multi-tier architecture consisting of a client browser, web server, and database server will capture and transmit data to the existing mainframe UI/DB2 benefits platform. 

Filing an initial claim is the entry point into the UI program.  With the Internet Initial Claims solution, customers will:

· access the claims system by entering the state agency’s public website,  

· follow a series of questions to determine if they are eligible to file on-line,

· fill out the on-line forms, including basic fact finding forms, 

· verify the accuracy of the completed application, or cancel the application, 

· certify agreement with the customer’s rights and responsibilities statement, and

· be given links to the Employment Security self- registration process and job services. 

Once an Internet Initial Claim has been submitted:

· claim data will be stored in a database server; secure socket layer,

· captured data will be transmitted to the mainframe; an initial claim suspense record will be created,

· overnight batch process will establish the claim,

· staff will be notified, as appropriate, that a claim is present,

· clean claims will be processed and will automatically update files in the benefits system,

· claims with issues or problems will be worked by claims examiners, and

· notification/documentation will be sent to customer confirming claim and monetary status.

Implementing the Internet Initial Claims project will:

· improve performance in two of the Tier I performance measures under UI Performs: first pay time lapse and non-monetary determination quality,  

· improve customer service to the state’s customers through improving the ease of use and increasing accessibility,  

· meet the agency’s need for contingency planning/risk mitigation by

providing an alternative filing method for customers in the event of a recession, short-term emergency, or natural disaster, 

· realize savings to the agency in operating and personnel costs by streamlining the initial claim intake process to a more cost effective method of processing the UI workload, and

· establish an infrastructure to support service delivery links with Employment Services to facilitate the reemployment of UI customers.

2.  Proposed Expenditures and Projected Schedule

The state agency requests $******* for this Performance and Capital Investment to implement an Internet Initial Claims system.  It is estimated completion of this project will take 12 months.  

Proposed Expenditures

Total Dollars requested: 

 $*******

Staff Requirements 






Dollars


State Staff ($*******)




$        - 0 -


Not Part of PCI Request
   

NPS Requirements






Dollars

Personal Service Contracts


Contractual Staff





$ ********



Travel/Per Diem




            $ ******** 


Advertising






$ ********
Computer Services


Hardware






$  *******


Software






$  *******

Projected Schedule

Prior to the beginning of the grant period, the agency will:

· Draft the Request for Proposal (RFP), and 

· Initiate analysis and design.

Quarter 1 activities:

· Finalize and release Request for Proposal for Personal Service Contract.

· Review RFPs and select vendor for two Programmer Analysts. 

· Continue system analysis and design with vendor.  Define business rules and processes for web-based application. 

· Design interface with CICS, the agency’s mainframe UI benefit payment system.  The interface will allow a file of claims entered via the Internet to be received and processed.

· Purchase new equipment.

Quarter 2 activities:

· Continue analysis and design of web-based application.

· Begin construction and unit testing.  Modify and test the application components.

· Install new equipment and modify existing computer programs.

· Develop interface with CICS mainframe system.

Quarter 3 activities:

· Continue construction and unit testing.  Continue modifying and testing the application components.

· Conduct system testing and remediation – test acceptance.

Quarter 4 activities:

· Move to production.

· Acceptance and performance tuning.

· Develop and conduct advertising to inform and attract users to the website.

· Staff training.

3. Strategic Plan

The state’s proposal for an Internet initial claim filing system complements both the state’s and ETA’s Strategic Plans.

ETA’s Strategic Plan identifies objectives that this project will assist achieving:

· Facilitate reemployment of UI claimants, and

· Insure unemployed workers receive fair UI benefit determinations and timely benefit payments:

· Improve the quality of non-monetary determination, and 

· Improve intrastate payment timeliness.

ETA’s Strategic Plan includes strategies to achieve their objectives:

· Support continuous development of automated systems.  Focus efforts on raising the performance of states whose performance is below minimum criteria.

· Improve and upgrade computer security and emergency preparedness.

· Facilitate cost effective delivery of quality services. 

· Provide technical assistance and resources to expand service delivery option available to customers.

The state’s Strategic Plan, State Quality Service Plan and Corrective Action Plan identify desirable outcomes for the state’s UI Program:

· Improve non-monetary determination quality.

· Facilitate UI claimants receiving reemployment services.

· Improve first pay timeliness, with particular focus on UCFE claims.

· Increase customer satisfaction:

· Increase customer knowledge of services available, and

· Improve accessibility of program services.

On-line services are particularly important and popular in a state like the state where long distances and remote communities are a challenge to providing services. The state has one of the highest per capita rates of Internet usage and number of personal computers in homes in the nation. The state has been recognized several times as a winner of the Digital State award for using web technologies to bring government services to its citizens.  The state’s telecommunications plan supports universal and equitable access to better provide state services and information to all citizens.  Part of the state’s technology plan is to increase efforts to reduce paperwork by storing records electronically. In this state, electronic records are admissible in an administrative or court proceeding.  

In October 1997, the UI Benefits Program completed the transition to telephone call center environment. The state already has a successful Interactive Voice Response (IVR) application that has been in place since August 1997 allowing customers to file continued claims and to check on the status of their benefit check.  Since January 1999, Electronic Fund Transfer (EFT) has expedited the payment of benefits to the unemployed.  After implementing IVR, EFT and call center technologies for UI services, the ability to bring Internet technology to our customer is the next logical step in providing additional access to services.

We believe this project is key to the state agency’s presence on the Internet.  

Section B

Performance Improvement

(0-15 points)

1. Performance Areas Defined

Implementation of an on-line self-service initial claim application will result in performance improvement in two areas:

· first pay time lapse; 

· non-monetary determination quality.  

Our goal for the Internet initial claims application is to improve the overall efficiency of the intake process so staff resources can be directed away from routine data entry to more challenging areas of UI eligibility.  By placing the initial claim application in a self-service public medium, requiring little to no staff involvement to establish a benefit claim, we anticipate benefits to both internal and external customers.  External customers will benefit by improved access, response time, and reliability; internal customers will benefit by improved performance, increased productivity, and a cost-effective method for processing initial claims.  By streamlining the initial application process we expect to realize significant savings in staff time that can be directed to other more complex areas of UI eligibility, areas that require more extensive program knowledge and expertise.  By re-directing and focusing staff time on problem solving instead of data entry, we expect measurable improvement in our performance. These are Tier I performance measures under UI Performs. 

2. Performance Measures Identified

First Pay Time Lapse

The performance measure for aggregate first pay time lapse is 90% of all first payments be made within 14 days.  While the regulation codifying this measure has not yet passed, states are encouraged to meet this new standard.  It is anticipated it will be in effect in FFY 2002.   Aggregate first pay time lapse differs from the traditional first pay standards in that the same standard is applied to all types of unemployment claims, intrastate, interstate, UCFE, UCX, and partial pays.  Previously a different time lapse was expected or allowed for the different types of claims.  While this is a more demanding standard for our agency to meet, with increasing automation of UI function and the addition of remote claim filing options, providing the same level of service to customers no matter the location or situation is a challenge for state agencies to meet.  Currently, the state’s performance for aggregate first pay time lapse is at the minimum performance level.

State Performance on Aggregate First Pay Timeliness

	Calendar Year
	State Performance
	Performance Criteria

	2001
	90.4 % (3 qts. data)
	90 %

	2000
	90.2 %
	90 %

	1999
	90.1 %
	90 %

	1998
	87.3 %
	90 %


Non-monetary Determination Quality

The performance measure for non-monetary adjudication is 75% of sample cases must achieve a passing score under Benefits, Timeliness and Quality (BTQ) criteria.  A determination must score at least 80% using BTQ criteria to pass.  The state sample size is 60 determinations per quarter, 240 per year.   The state typically adjudicates 47,500 non-monetary determinations each year (FFY 01 workload 47,524).  With minutes per unit (mpu) of 40.41 minutes for a non-monetary determination (FFY 01), this is a significant workload item, demanding much of the agency time and resources, upwards of 1,920,444 minutes or 16 staff positions.
  However as performance scores indicate, more time and attention needs to be focused on this program area, while improvement in performance has been made, our state has yet to consistently perform at the minimum levels established under UI Performs.

Benefits, Timeliness, Quality (BTQ) Performance FFY 1997 - 2001 

	Federal Fiscal Year


	Minimum Performance Level
	State Performance Level

(weighted score)

	2001
	75% passing
	68.83 %

	2000
	75% passing
	73.62 %

	1999
	75% passing
	71.43 %

	1998
	75% passing
	64.85 %

	1997
	75% passing
	66.8 %


With implementation of this project, we will realize significant timesaving on the initial claim process that can be re-directed to other functions.  The state processes 100,308 initial claims per year (FFY 2001), comprised of 59,050 new claims and 41,258 additional claims.  Virtually all claims are taken telephonically through our three Regional Call Centers.  We do not utilize IVR technology in the initial claim process; all claims are taken through a telephonic interview with a claims examiner.  Initial claims processing times range from 5 minutes for a clean additional claim, to 45 minutes for a new claim with issues.  We have calculated the mean time per initial claim at 22.5 minutes per claim.
  

Projected Staff Time Savings
	Project Year
	Initial claims

	% Internet

filed

	Internet IC
	22.5 min saved/IIC

	FTE


	FFY 2001
	100,308
	0
	0
	0
	0

	1
	102,314
	20
	20,463
	460,417
	3.9

	2
	104,360
	30
	31,308
	704,431
	6.0

	3
	106,447
	40
	42,579
	958,024
	8.2

	4
	108,575
	50
	54,287
	1,221,479
	10.4

	5
	110,746
	60
	66,448
	1,495,077
	12.8


Clearly with implementation of a self-service application, our agency can realize a significant staff timesaving that can then be re-directed to other activities.  Not only will we be able to devote more staff time to frontline adjudication but also to the development, training, quality review and feedback processes that are essential to performance improvement.

3.  Performance Improvement Timeline

By implementing Internet initial claim application we expect first payment time lapse to increase to 92% at the end of the first year following implementation, with continued gains in timeliness up to 96% by the fifth year following implementation.

By re-directing staff resources from the demands of the phone queue and the initial intake process, we expect our non-monetary determination quality to increase to 78% passing the first year following implementation, rising to 88% passing by the fifth year following implementation.

We have projected performance improvement through a five-year post implementation period.

Projected Performance Improvement

	Measure
	Current
	Year 1
	Year 2
	Year 3
	Year 4
	Year 5

	Non-monetary determination quality
	68.83%
	78%
	80%
	83%
	85%
	88%

	First pay time lapse
	90.4%
	92%
	93%
	94%
	95%
	96%


Section C

Customer Service Impact
(0-15 points)

Studies have shown that the state has one of the highest per capita rates in the nation for Internet usage and personal computers in homes.
 Online services are important and popular in the state because long distances and remote communities pose a challenge to providing services. Many rural residents are not connected by road and frequently need to travel hundreds of miles to the nearest population center.  

The state has made significant improvements in the use of online information, earning the 1999 Overall Award for Innovation for online application services, and Innovator in Technology award from the Smithsonian and Computerworld Magazine. In 2000, the Center for Digital Government ranked the state second in the nation for facilitating electronic commerce, and third as the nation’s most technically advanced state for using web technologies to bring government services to its citizens. 

1.  Improved Customer Service

One of the most attractive aspects in Internet filing is accessibility for our customers.  The application will be available anywhere there is Internet access: homes, libraries, schools and one-stop centers.  The state has 622,000 people spread over 586,412 square miles. Almost one half of the state’s residents live outside the major urban areas. Nearly 52% of the state residents reside in isolated towns with a total population of as little as 13.  It is clear that telecommunication and electronic communication are the most reliable means of business operations in these areas. 

Internet filing will allow customers to file their claims privately and at their convenience. With the assistance of on-line help screens, customers will have a better understanding of the information needed to determine eligibility.  Precautions will be taken to keep the information private and secure.

Self-service initial claim filing over the Internet will improve customer service by allowing the Call Center staff to:

· Redirect staff resources from routine data entry of initial claims,

· Allow more time to be spent on the adjudication process,

· Mitigate demands of the phone queue,

· Provide better customer service to claimants with issues and problems,

· Increase flexibility in workload assignments, which could prevent job burnout and employee turnover currently experienced by the Call Centers.

As the population in the state increases and we enter the 21st century, new services and programs will be expected from the state agency.  By building on technological innovations and establishing workforce development partnerships to streamline and improve service delivery, we will be providing the excellent customer service that our customers have come to expect. 

We expect to streamline our initial claim intake through a self-service process that utilizes online edits, basic fact finding forms and email capability for follow-up information.  

Online Edits: An initial information screen will explain how the process works and the information the customer must provide to file a claim (i.e., employer name, address, dates of employment, etc.).  Several data entry screens will be in a logical sequence with decision points and will ‘walk’ a customer through the claim process.  The initial claim will be checked against a set of validation rules.  If the claim is clean (free of issues), the customer will receive a confirmation number.  However, if issues exist on the claim, the customer will receive a notice telling them that a claims examiner will be reviewing the claim and contacting them for additional information.  It is expected that the review and the follow-up call will occur within a short period of time following the filing of the initial claim (our target is 24 hours).

Basic Fact-Finding Forms: Customers submitting claims containing potential issues will be presented with screens asking additional questions.  If there is an unresolved issue, the customer will be informed about what additional steps must be taken to receive benefits. With this system, it is expected that customers will be likely to answer questions more completely.  This may eliminate the need to call or write claimants to clarify answers to questions.

E-mail: Currently contacting customers for follow-up information is a time consuming workload item for the Call Center staff.  The on-line application will facilitate submission of correct information and also assist with follow-up by using email capabilities. 

24/7 Availability: The addition of Internet claims will enable 24x7 availability for claim filing.  Filing by Internet can be done at any hour of the day or night.  If the mainframe application is temporarily unavailable, claims filed will be held in a queue until the mainframe is once again available.

Mainframe availability: Currently initial claim filing is limited by mainframe application availability. The mainframe-based system must be taken off line for several hours daily for batch processing, database maintenance, platform software maintenance and sometimes testing.  However, Internet claims can be accepted, partially validated, and stored in the database server any time of the day and any day of the week. 

Agency availability: Due to the uniqueness of the state’s seasonal economy, the state does experience peak workload periods in the winter months when the volume of the initial claims filed nearly doubles that of the summer months.  An Internet application will provide an alternative method of filing claims in the event of a recession, short-term emergency, or natural disaster.  Even labor disputes or business downsizing can trigger a workload spike that is difficult to accommodate in the call center environment.

Under current processes, initial claim filing is limited not only by mainframe availability, but also by the hours of claim examiners’ availability. The cost of having claim examiners available can be very high; phone coverage is not provided beyond normal business hours. Internet initial claim filing will allow customers to file beyond normal business hours, as well as when the telephone-based intake system is temporarily unavailable, or at close to maximum capacity. 

Typical Call Traffic in State Capital Call Center

	
	Calls
	% Weekly Traffic
	Average wait min.

	Monday
	920
	35%
	2.73 (up to 14.76)

	Tuesday
	500
	19%
	1.65

	Wednesday
	398
	15%
	0.4

	Thursday
	408
	15%
	0.48

	Friday
	407
	15%
	0.51

	Total
	2633
	99%
	1.15 min average


Typical Phone Queue Times State Capital Call Center

	
	Total Calls
	Calls Abandon
	Avg Delay min
	% Abandon

	Jan
	12,539
	1694
	2.8 
	13.5%

	April
	10,816
	429
	0.65
	3.9%

	July
	  7,072
	140
	0.38
	1.9%

	Oct
	11,107
	476
	0.96
	4.3%


Not only are there seasonal spikes in the call center workload, but on a weekly basis there are peak days where the volume of phone calls is the heaviest, resulting in a high number of abandoned phone calls. With usage of an alternate filing method such as the Internet, abandoned phone calls during peak days or peak seasons will be minimized because the phone traffic will be less and the time a customer spends waiting in the queue will be reduced.  

Unanticipated consequences: As we embrace technology to facilitate workloads, we need to ensure that we do not disenfranchise portions of our customer base.  To those people that are hearing or voice impaired, use of an Internet terminal will be very beneficial. This can provide an alternative access that is more convenient and more suited to some users.

Recession: Automation of initial claims will allow the state to be better positioned to serve customers during an economic downturn or mass lay off.  The state has roughly 100 claim examiners located in three call centers.  Short-term workload spikes or long term economic trends could be managed better with a self-service application available to the public on the Internet. 

Service Delivery Links: Every customer that completes an initial claim will automatically be forwarded to the Employment Services (ES) self registration page. By working in conjunction with the ES staff, a customer will have greater reemployment opportunities through an enhanced workforce development system. 

The continuing goal of the state agency is to help workers obtain the services they are entitled to receive, in a way that is fast, convenient, seamless, and connected. UI service delivery improvement will be continuous and measured through customer satisfaction surveys and customer feedback tracking.  Both the survey and feedback systems will serve as reliable indicators of improvement in service quality and service performance. 

2.  Number of Customers Impacted

In the April 2001 UI Customer Service Survey, over 50% of the customers polled indicated that they would file their claim through the Internet. Of those that choose not to file over the Internet, roughly 29% had the obvious barrier of no computer or Internet service available in their remote area.    

On 12/3/2001, the Federal Communications Commission granted the state’s petition for greater Internet access in rural communities.  This will allow residents in remote communities without toll-free dial-up service to “piggy-back” on the Internet access that is already available in rural schools and libraries.

Using the above data, it is reasonable to estimate that in the first year of service, 20% of all the state initial claims would be filed over the Internet. The state processes roughly 100,308 telephonic initial claims per year (FFY01).  It is anticipated claims filed over the Internet will be 60% of the workload by the fifth year of production.

Projected Initial Claims Workload

	Year
	Initial Claims per Year
	Percent Internet

filed
	Internet Initial Claims

	FFY 2001
	100,308
	0
	0

	1
	102,314
	20%
	20,463

	2
	104,360
	30%
	31,308

	3
	106,447
	40%
	42,579

	4
	108,575
	50%
	54,287

	5
	110,746
	60%
	66,448


Projected Number of Customers Directly Impacted

	Year
	Customers Served


	Percent Internet

filed
	Customers Directly Impacted

	CY 2000
	54,946
	0
	0

	1
	56,044
	20%
	11,208

	2
	57,164
	30%
	17,149

	3
	58,307
	40%
	23,322

	4
	59,473
	50%
	29,736

	5
	60,662
	60%
	36,397


In a given year, it is quite common for a customer to file for a new claim and one or more additional claims.  Because of this, the total number of initial claims filed in a year will be much greater than the total number of customers served, as represented by the information contained in the two charts above. 

Implementing an Internet filing system has the potential to affect all of the state’s customers.  Customers utilizing the Internet will be able to get information and file a claim at their convenience. Customers who choose not to use the Internet will experience shorter wait times in the phone queue when contacting the call center. All customers will experience an improvement in the accessibility and availability of services as more options become available, by phone or Internet, for customers to file a claim.      

Experience has shown that the state’s residents are open to using technology in filing for and receiving unemployment insurance benefits.  Currently, 88% of all weekly claims are filed over the Interactive Voice Response (IVR) system.  Customers also use IVR for various claim specific inquiries, such as the status of a benefit check, or to verify addresses and check the status of income tax information (1099G).   Electronic Fund Transfers (EFT) is currently used by 32% of all customers in the state. 

3.  Export to Other States

Other States could adopt the hardware infrastructure with little or no modifications.  States that have laws similar to the state's initial claims eligibility requirements could take advantage of the programming code to expedite the deployment of their own Internet initial claim process.  The state has a strong commitment to developing quality in-house applications. The state has a dedicated team of project managers, developers and testers that have a proven track record of developing applications on time and within standards.  Other States have taken advantage of our applications with the most recent example being our IVR script that handles extended benefits week claim processing.
Section D

Project Cost

(0-15 points)

The total cost of the projected is estimated to be:


 $ ********



         Total PCI Request:                   
 $ ********
Duration of project:






12 months

The project costs are based both on estimates made by agency staff and on quotes from the state contractor.  The personal service contract costs and SESA staff time requirements are estimates based on experience with implementation of previous automation projects, including a DB2 based benefits system, electronic funds transfer, interactive voice response continued claim filing, a web based self-registration application for employment services, and the Tax redesign project currently in progress.   The computer service costs are quotes from the contractor who supplies the state equipment.  

This project is a one-year project, with an anticipated 12-month completion time.  We propose to design and implement an Internet initial claim application including basic fact-finding forms that automatically updates the UI benefit system mainframe.  Claims examiner intervention will be required only for exceptional claims.  This application will require creation of an interface with the benefits system, a queue for claims needing staff intervention, and a notification system to alert staff to Internet claims.  Modifications will be needed to the existing benefits system mainframe with possible creation of new tables and screens. Security layers will have to be developed, tested, and implemented to insure system integrity and claimant authenticity.  Unit, system, and stress testing will be undertaken.

Implementation costs are a one-time cost funded through the Performance and Capital Investment (PCI) process with additional funding, for state staff, coming from the operating budget.  We do not anticipate any permanent costs associated with this project.  Permanent or on-going costs will be more than offset by cost savings and cost avoidance in other program areas.  However there will be on-going expenses associated with shifting allocations created by this technology that will be funded in the future through the UI base grant.

1. Cost of the Project

Computer Services

The size of the proposed hardware is driven by estimates of use and need for redundancy to insure availability and reliability.  The greater the workload the Internet claim system is expected to support, the more speed and capacity required.  A quick and reliable response on line is key to customer satisfaction and continuing use of the Internet claim application.

Workload necessity demands that we prepare for predicted increases in our insured unemployment rate (IUR).  Working within these parameters we need to purchase hardware that can meet both expected and unexpected claims load. 

We anticipate claims filed over the Internet to be 60% of our workload by the fifth year of production.  And while workload projections based on past experience are fairly flat, given National economic trends we need to prepare for increasing workloads.  We have based workload predictions on the state’s expanding economy, with workloads increasing at 2% per year.  

Projected Initial Claims Workload

	Year
	Initial Claims
	Percent Internet
	Internet IC

	  FFY 01
	100,308
	0
	0

	1
	102,314
	20
	20,463

	2
	104,360
	30
	31,308

	3
	106,447
	40
	42,579

	4
	108,575
	50
	54,287

	5
	110,746
	60
	66,448


We also need to insure reliability and availability with a redundancy of operating systems.  We can accommodate this by having separate servers in two different geographical regions.  This will not only contribute to rapid response time by keeping the traffic load on any individual server low, but will also provide a back-up server should one system fail due to a technical or natural disaster. 

Computer Hardware

	Item
	Price
	Quantity
	Total

	Web Server

Compaq Proliant DL580 

(4) Xeon 900Mhz 2MB cache processors

(4) 36.4 GB Hot Plug 10K RPM Hard drive

(1) Integrated Dual Channel SMART array

(2) 450 Hot Pluggable Power Supplies


	 $ *******
	2
	$ *******

	APC Smart UPS 1000XL
	      $ *****
	2
	   $ *****

	APC UXBP24 Battery Units
	      $ *****
	2
	   $ *****

	IBM 3581 LTO Ultrium Tape Autoloader

  #3581L17qwin9703
	      $ *****
	1
	   $ *****

	100 GB LTO Ultrium Tape Data Cartridge #35818001Q
	      $ *****
	30
	   $ *****

	Adaptec SCSI card 29160LP
	      $ *****
	1
	   $ *****

	Total Cost
	                                                      
	
	$ *******


Computer Software

	Item
	Price
	Quantity
	Total Cost

	Windows SQL Server 
	     $ ******          
	4
	     $ ******

	Windows 2000 Server
	     $ ******          
	2
	     $ ******               

	Windows SQL Server 2000 license
	
	
	

	PC Anywhere LAN Host
	     $ ******          
	2
	    $ ******                   

	Veritas BackupExec

Remote Agent
	     $ ******          
	2
	    $ ******                 

	Verisign Server License
	     $ ******          
	2
	    $ ******          

	Total Cost
	
	
	    $ ******           


Staff Requirements

State Staff

Considerable investiture of state staff will be required to implement this project.  These positions are outlined here itemizing the contributions of the state toward the success of the project.  However, funding for the positions is included in the UI base grant and not part of the PCI request.  We do not anticipate back-filling any of these positions during the life of the project.

Roles and Responsibilities of State Project Staff

UI Program Management

Identify and assess impacts on UI program, 

Identify long-term goals, 

Initiate project.

IT Management

Determine and assess technical infrastructure to be used.  

Participate in the design of the business process.

Project Manager

Establish goals and constraints, 

Maintain project schedule, 

Log issues and track resolution, 

Publish status reports, 

Co-ordinate project communications.

IT Programmer Team Leader


Coordinate effort of IT group, 

Lead analysis of technical requirements.

IT Programmer Staff


Participate in analysis of Internet claim data, 

Set Internet requirements, develop and install.


Modify existing UI benefits system to meet new requirements as necessary.

Business Analyst

Design and test business process for integration of Internet claims into the existing UI benefits system.

Program Analyst


Design and establish program requirements for a self-service application.

Security Analyst

Define security policy for Internet based intake system, 

Ensure adequate security measures are included,

Perform final security analysis prior to implementation.

Network Administrator/Network Technicians


Provide Network support to facilitate project efforts,


Assist contractor during construction, testing, and implementation.

Call Center Staff


Participate in analysis and design,


Review specifications,


Participate in system testing,


Participate in development and delivery of training.

Database Administrator

Will represent the agency on design and performance considerations.

State Staff

	Position
	Hours
	Cost per Hour
	Total

	UI Program Mgmt    2 weeks
	112.5
	$**.**
	$*******    

	IT Mgmt 
	75
	$**.**
	      $*******

	Project Manager      12 months
	1950
	$**.**
	      $*******

	IT Programmer Team Leader
	1300
	$**.**
	      $*******    

	IT Staff       2@ 12 months 
	3900
	$**.**
	      $*******    

	Program Analyst

               3 months

                  6 months
	487.5

975
	$**.**

$**.**
	      $*******

      $*******  

	Business Analyst

             12 months

                4 months
	1950

650
	$**.**

$**.**
	     $*******    

     $*******    

	Security Analyst
	75
	$**.**
	      

	Network Support

       Administrator 1 month

       Technician       2 month
	150

300
	$**.**

$**.**
	     $*******      

     $*******    

	Database Administrator
	75
	$**.**
	     $*******

	Call Center Staff

         3 positions @ 6 weeks
	675
	$**.**
	     $*******    

	Total Staff Costs

 (Funded from UI base grant)
	
	
	     $*******


Personal Service Contracts

Contractual Staff
Based upon previous development experience on systems of similar size and complexity, the state estimates the need for contracting 2 program analysts working for a 12-month period. 

	Position
	Hours
	Rate
	Total

	1 senior program analyst
	2,080
	$ ***.**
	$*********

	1 program analyst
	2,080
	$ ***.**
	  $*********

	Total Cost
	
	
	$*********


Travel/Per Diem

We anticipate travel costs for contractors with associated per diem and lodging expenses.  

	Item
	Price
	Quantity
	Total Cost

	Travel
	$ ****** per trip
	 4
	$*********

	Lodging/Per diem
	$ ****** per week
	18
	   $*********

	Total Cost
	
	
	$*********


Advertising







  $ ********

We anticipate a limited advertising effort to inform and attract users to the web site.

Total Implementation Costs 

Personal Service Contracts

Contractual Staff

            $ **********   


Travel




$ **********

Advertising



$ **********


Computer Services

Hardware

 
    
  $ *********

Software


 
  $ *********   

State Staff
                                                   $ ********* 

(not part of PCI request)  

    Total Implementation Cost

          $   ***********

   Total PCI Request

        $   **********

2. Permanent Costs Associated with the Project

We do not anticipate any net permanent cost associated with this project.  We do expect cost allocation changes associated with the addition of a new application and the support necessary for this new technology.  These ongoing costs will be offset by cost savings and cost avoidance in other program areas.  Following implementation of the project, these costs (and savings) will be incorporated into future UI base grants. 

On-going Costs Identified:


State Staff 

Availability for 24/7 application

$  ********

Programming maintenance


$  ********


Computer Services

Server upgrades (after 5 years)


$  ********

Total On-going Costs



         

Annual (staff)




$  ********

Periodic  (equipment)



$  ********


3. Rationale for PCI Funding for this Project

This proposal cannot be funded from existing operating funds because all existing discretionary resources are committed.  Reed Act distributions are committed to our Tax re-design project, which is a multi-year multi-million dollar project. The state is administratively funded at an operational level; we do not have additional funds in our operating budget that could accommodate a project of this scope. As our project cost is over $******, which is 5% of our UI  base grant of $*********, minus $******** personal services, this project is appropriately funded through a PCI request.  






Section E

Capital Investments

(0-20 points)

The state agency proposes to purchase computer services, hardware and software, necessary to support a web based initial claim application.  We are requesting funds to install servers and develop supporting infrastructure on which to build an initial UI claim application on the Internet.

The equipment we have identified as meeting our needs are:

2 Web Servers Compaq Proliant DL580 with (4) Xeon 900Mhz 2MB cache processors and (4) 36.4 GB Hot Plug 10K RPM Hard drives.  An Integrated Dual Channel SMART array and (2) 450 Hot Pluggable Power Supplies. Also required are two APC Smart UPS 1000XL, two APC UXBP24 Battery Units, IBM 3581 LTO Ultrium Tape Autoloader,  (30)100 GB LTO Ultrium Tape Data Cartridges, and one Adaptec SCSI card.

The software required to operate the servers are:

4 Windows SQL Servers, 2 Windows 2000 Servers, 2 Windows SQL Server 2000 licenses, 2 PC Anywhere LAN Hosts, 2 Veritas BackupExecRemote Agents, and 2Verisign Server Licenses.

The cost for the hardware is estimated at:



$ ********

The cost for the software is estimated at:



$ ********

Total capital investment:




         $  **********

This proposal cannot be funded from existing operating funds because all existing discretionary resources are committed.  Reed Act money is allocated to completion of our Tax re-design project, a multi-year, and multi-million dollar project.  Our base grant funding is at an operational level.  We do not have funds in the operating budget that could accommodate a project of this scope.  As our total project cost is over $ 400,000.00 which is 5% of our UI base grant of $20,000,000.00 minus $12,000,000.00 personal services, this project is appropriately funded through a PCI request.

We have identified the following needs that an Internet application will fulfill:

· contingency planning/risk mitigation,

· operational cost reduction,

· customer satisfaction,

· performance improvement.

1. Need for Capital Investment

Contingency Planning/Risk Mitigation

Currently the state takes virtually all claims telephonically through three Regional Call Centers.  We do not utilize interactive voice response (IVR) technology in the initial claim process; all claims require a telephonic interview with a claims examiner.  This places a burden on the agency to supply an adequate number of trained staff to handle peak workloads.   Because the Call Center environment is not able to accommodate sudden peaks in call volume, the agency is at risk with an inability to cope with workload increases that could occur due to natural disaster, sudden emergencies or even large labor disputes.  A large volume of calls can easily overwhelm a Call Center, frustrating both customers and staff. The state agency has recognized the need to provide an alternate method of filing a claim for benefits.   

Operational Cost Reduction

A self-service Internet application is cost effective.  We have calculated the current cost of an initial claim taken through one of our Call Centers at $15.50 per claim
.  Moving part of this function to a virtually free public domain will reduce operational expenses through savings in phone charges, staff positions, equipment and facilities.   As a small state with high administrative costs, we need to look for ways to cut administrative costs through more efficient processing methods.

Customer Satisfaction 

The state has identified customer satisfaction as a primary goal of this project.

Peak call volume occurs on a seasonal, weekly and daily basis, resulting in longer wait times in the phone queue.  We have found a higher number of abandoned phone calls during these peak traffic periods. On a typical day in January, 13.5% of callers will abandon the call without reaching a claims examiner.  We need to change business processes to improve customer access to our services.

Typical Phone Queue Time State Capital Call Center

	
	Total Calls
	Calls Abandon
	Avg Delay min
	% Abandon

	Jan
	12,539
	1694
	2.8 
	13.5%

	April
	10,816
	429
	0.65
	3.9%

	July
	  7,072
	140
	0.38
	1.9%

	Oct
	11,107
	476
	0.96
	4.3%


Performance Improvement

The state has identified two major areas in need of performance improvement, aggregate first pay time lapse and non-monetary determination quality, Tier I performance measures.

Aggregate first pay time lapse is a measure of the timeliness of all first pays made including Intrastate, Interstate, UCFE, UCX and partial payments. While regulations codifying aggregate first time pay lapse have not yet passed, states are encouraged to meet this measure.  Our aggregate first pay time lapse is at the minimum performance level.

Performance on Aggregate First Pay Time Lapse
	Calendar Year
	State Performance
	Performance Criteria

	2001
	90.4 %(3 qtrs. data)
	90%

	2000
	90.2%
	90%

	1999
	90.1%
	90%

	1998
	87.3%
	90%


The state has yet to consistently meet the minimum performance level for non-monetary determination quality.  We need to focus staff time and resources on all aspects of the non-monetary determination process, including frontline adjudication, development, training, quality review and feedback to staff.

Benefits Timeliness Quality Performance 

	Federal Fiscal Year
	Minimum Performance Level
	State Performance (weighted score)

	2001
	75% passing
	68.83%

	2000
	75% passing
	73.62%

	1999
	75% passing
	71.43%

	1998
	75% passing
	64.85%

	1997
	75% passing
	66.80%


2. Project Will Remedy Need

Contingency Planning/Risk Mitigation

Internet application will help meet our needs for contingency planning by providing:

· an alternate method to file for benefits,

· an alternate path to access the benefits system,

· redundancy of servers in separate geographical locations to provide back-up servers should one system fail.

Operational Cost Reduction

By designing a self-service automated application process, the state expects to realize cost savings in the initial claim process.  We have calculated the cost of processing an initial claim as $15.50.  By moving a percentage of the initial claim process to a self-service public domain we expect to realize significant savings.

Projected Savings through Internet Initial Claim Application

	Year
	Initial Claims

	%Internet filed
	Internet 

Initial 

Claims
	Current Cost per IC

	Projected Savings

	FFY 01
	100,308
	0
	0
	$15.50
	0

	Year 1
	102,314
	20
	20,463
	$15.50
	 $ 317,177.00

	Year 2
	104,360
	30
	31,308
	$15.50
	 $ 485,274.00

	Year 3
	106,447
	40
	42,579
	$15.50
	 $ 659,975.00

	Year 4
	108,575
	50
	54,287
	$15.50
	 $ 841,449.00

	Year 5
	110,746
	60
	66,448
	$15.50
	 $1,029,944.00


Customer Satisfaction

The state has identified customer satisfaction as a primary goal of this project. By the year 2005, it is projected that 90% of all adults in the US will be on the Internet.
 Customers appreciate the convenience of the Internet.  They are not constrained by the availability of staff or mainframe application.  It can be utilized in the privacy of one’s home or in the public areas of schools, or libraries.  This application is envisioned to be quick, responsive and reliable.  

In a recent state agency customer satisfaction survey, (April 2001), over 50% of respondents stated they would use an Internet application if it were available. An Internet application makes sense in a state, such as the state, where over one-half of the population lives in remote towns. 

Performance Improvement

By implementing the Internet initial claim application we expect first payment time lapse to increase to 92% at the end of the first year following implementation, with continued gains in timeliness up to 96% by the fifth year following. By re-directing staff resources from the demands of the phone queue and initial intake process, we expect our non-monetary determination quality to increase to 78% passing the first year following implementation, rising to 88% passing by the fifth year following implementation. Implementation.  At the end of 5 years we expect over 25% increase in non-monetary determination quality.  We have projected performance improvement through a five-year post implementation period.

Projected Performance Improvement

	Measure
	Current
	Year 1
	Year 2
	Year 3
	Year 4
	Year 5

	Non-monetary determination quality
	68.83%
	78%
	80%
	83%
	85%
	88%

	First pay 

time lapse
	90.4%
	92%
	93%
	94%
	95%
	96%


3.  Consequences of Not Making this Capital Investment

Contingency Planning/Risk Mitigation

Failure to implement this project leaves the agency vulnerable and possibly unable to cope in a satisfactory manner to rising workloads, short-term mass lay-off or unexpected natural disaster.  Delays encountered in filing for benefits could lead to public dissatisfaction with the unemployment insurance process and legislative discontent with our public administration capability.

Operational Cost Reduction

It is unclear what future budget allocations will be.  Certainly we can predict rising workloads and shrinking administrative budgets.  Seeking alternative filing methods that are cost effective is responsible government. 

Customer Satisfaction

We have shown that we lose customers as the queue time and call traffic increases.  Assuming administrative budgets will not be increasing to keep up with rising workloads, Call Centers will be handling a higher workload within the current parameters, undoubtedly, this will lead to public dissatisfaction with our agency and discontent with the unemployment insurance program.

Performance Improvement

Again, failure to implement Internet filing will mean doing more with less money.  While all staff realizes the importance of non-monetary determination quality, meeting the demands of the phone queue is top priority.  We can predict a static non-monetary determination quality and possibly declining first time pay lapse unless we streamline our intake process.

4. Consistent with State Automation Plan

The state has one of the highest per capita rates of Internet usage and number of personal computers in homes in the nation.
   The state has been recognized several times as a winner of the Digital State award for using web technologies to bring government services to its citizens, earning the 1999 Overall Award for Innovation for online application services, and Innovator in Technology award from the Smithsonian and Computerworld Magazine. In 2000, the Center for Digital Government ranked the state second in the nation for facilitating electronic commerce and third as the nation’s most technically advanced state for using web technologies to bring government services to its citizens.  The state of the state’s telecommunications plan supports universal and equitable access to better provide state services and information to all citizens. 

The state agency has been using technology to facilitate the benefits process with the following projects:  

· October 1997 Telephone claims through Regional Call Centers; 

· August 1997 Interactive Voice Response (IVR) continued claims filing 

· January 1999 Electronic Fund Transfer (EFT) or direct deposit for customers.

The ability to bring Internet technology to our customer is the next logical step in providing quick, responsive and reliable access to services.

We believe this project is consistent with USDOL ETA’s Strategic Goals to provide unemployed workers with fair benefit determinations and timely benefit payments.  Our project is consistent with ETA strategies to bring about these goals by continuous development of automated systems and upgrades necessary to maintain computer security and emergency preparedness while remaining cost effective.  This project will increase our responsiveness to unemployment trends, and our ability to respond to emergency situations while facilitating service delivery links with our partners in the reemployment process.

We believe this project is the state agency’s foundation on the Internet.  We envision a strong web presence with the three major functions within the agency (UI Benefits, ES Tax and Employment Services) offering services and links to enhance our workforce development system. 

Section F

Cost Benefit/Cost Avoidance Analysis

(0-15 points)

Implementation of the Internet initial claim project will realize savings to the agency in operating, personnel and system costs by streamlining our initial claim intake process through a self-service application available on the Internet.  The application utilizes on-line edits, basic fact-finding forms and email capability for follow-up, that will expedite the intake process and reduce staff involvement.  We have estimated, conservatively, the cost of processing an initial claim through one of our Call Centers at $15.50 per initial claim.
  Based on projected workloads, we could potentially realize a savings of over $1,000,000 by the fifth year following implementation by diverting part of our initial claims workload to a self-service application.

Internet Implementation Project Cost

We have identified the following costs, including both one-time developmental costs and on-going permanent expenses associated with implementation of this new technology.  

	One time Developmental
	Implement
	Year 1
	Year 2
	Year 3
	Year 4
	Year 5

	Computer Services
	
	
	
	
	
	

	     Hardware
	$ *******
	
	
	
	
	

	     Software
	$ *******
	
	
	
	
	

	Personal Service Contracts
	
	
	
	
	
	

	     Contractual Staff
	$ *******
	
	
	
	
	

	     Advertising
	$*******
	
	
	
	
	

	State Staff
	
	
	
	
	
	

	     SESA staff

(not part of PCI request)
	$*******
	
	
	
	
	

	On-going Implementation

(not part of PCI request)
	
	
	
	
	
	

	     SESA Staff
	
	$******
	$******
	$******
	$******
	$******

	     Server Upgrade
	
	
	
	
	
	$******

	Total Project Cost
	$ *******
	$******
	$******
	$******
	$******
	$*******

	(Not part of PCI request)
	($*******)
	($*****)
	($*****)
	($*****)
	($*****)
	($*******)

	Total PCI Request
	$ ******
	
	
	
	
	


Summary of PCI Implementation Costs


Computer Services


        $ *********


Personal Service Contracts
                    $ *********


Total PCI Costs                
    
        $ *********

Internet Implementation Project Savings

We have identified the following savings should we implement an Internet initial claim application.  We have based our calculations on the following:


Communication Savings:
Long distance charges at $0.** per minute


Personnel Savings:

Ps/pb for mid-range claims examiner @ $ ******


Supplies:


Paper costs, staff supplies


Equipment:


Computers @ $**** per claims examiner

	
	Project Year
	Year 1
	Year 2
	Year 3
	Year 4
	Year 5

	Communication Savings

(min saved x 0.00/min)
	0
	$ ******
	$ ******
	$ ******
	$ ******
	$ ******

	Personnel Savings

($****** x # positions saved)
	0
	$ ******

(3.9 FTE)
	$ ******

(6.0 FTE’s)
	$ ******

(8.2 FTE’s)
	$ ******

(10.4 FTE’s)
	$ ******

(12.8 FTE’s)

	Staff Supplies Savings

(0.22 paper cost x #IIC + $400.00 x positions saved)
	0
	$ ******
	$ *****
	$ ******
	$ ******
	$ ******

	Staff Equipment Savings

($0000 x positions saved)      
	0
	$ ******
	$ ******
	$ ******
	$ ******
	$ ******

	
	
	
	
	
	
	

	Total Savings
	
	$ ******
	$ ******
	$ ******
	$ ******
	$ *******

	Expenses
	-$ ******
	-$ ******
	 -$ ******
	- $ *****
	- $ ******
	-$ *******

	Net Savings
	-$ ******
	$ ******
	$ ******
	$ ******
	$ ******
	$ *******

	PV rate
	                 *
	*.***
	*.******
	*.********
	*.*********
	 *.*******

	PV
	-$ ******
	$ *******
	$ *******
	$ ******
	$ *******
	$ *******

	Cumulative PV
	-$ ******
	-$ ******
	-$ ******
	$ ******
	$ *******
	$ *******


Summary of PCI Project Savings


Gross Savings after 5 years




$ **********


Net Savings after 5 years




 $ **********


Present Value of Net Savings after 5 years


 $ **********


Cumulative Present Value after 5 years


$ ***********

Using the present value formula, our Internet initial claims project will pay for itself in the third year following implementation, with a cumulative present value of  $ ****** at the end of the third year.   We did not include any salvage value in our present value calculations as we felt the salvage value of outdated computer software/hardware to be  

negligible.

With implementation of this project, not only will we have a stronger system with infrastructure on which to build a workforce development web presence, we will also realize savings in operational and personnel costs that can be re-invested in other functions.

Intangible benefits

Not all benefits are easily measured in dollar and cents; these benefits have been identified and are also important goals that warrant consideration.

· Improved Risk Management

· Increased Capacity to Respond
· Enhanced Customer Service

· Improved Customer Satisfaction

· Enhanced Work Environment

· Improved Employee Satisfaction

· Better Quality Product

· Improved Communication through Service Delivery Links

· Enhanced Staff Training Capabilities
Section G

Multi-State Projects

(5 points)

1.  Involve Other States

Other states could adopt the hardware infrastructure with little or no modifications.  States that have laws similar to the state's initial claims eligibility requirements could take advantage of the programming code to expedite the deployment of their own Internet initial claim process.  The state has a strong commitment to developing quality in-house applications. The state has a dedicated team of project managers, developers and testers that have a proven track record of developing in-house applications on time and within standards.  Other states have taken advantage of our applications with the most recent example being our IVR script that handles extended benefits week claim processing.
Section H

Supporting Documents

Internet Initial Claim Workflow

Internet initial claim filers will access the claims system by entering the state agency’s public website.  An informational screen will explain how the process works and the information the claimant must provide to apply for unemployment insurance benefits.  Several data entry screens will be available in a logical sequence and will step a customer through the initial claim process.  Each on-line form will have fill-in boxes, drop down menus, and click-on buttons to lead the customer through a series of questions.  The forms will have imbedded edits to ensure, to the extent possible, that a valid Social Security Number, phone number, zip code, valid work history, and other required information have been entered.  A customer will not be able to leave required information blank. Once the data has been entered and submitted by the customer, a screen will be presented that shows all the information previously entered and gives the customer the opportunity to review the data.  At this point the customer can still edit and/or add information, or cancel the application.  The final screen will be a certification agreement screen that will explain the customer’s rights and responsibilities.

The computer would then display a message to the customer stating that the claim had been accepted or that issues were found on the claim.  A confirmation number would appear if the claim has been accepted.  On those claims where issues exist, a message would tell the customer that a claims examiner will be reviewing the claim and contacting them for further information.

Claim data would be stored in a server database.  Each Call Center would receive a listing of all claims requiring review.  After corrections are made to any needed items, such as employer information, a claim will be uploaded to the mainframe. Internet-entered claims would be stored in the mainframe database as new-claim transactions.

Notification will be sent to the claimant as to the status of his/her claim. Documentation would be sent to the customer confirming their application and stating their monetary entitlement.     

Security

Accepting and sending information over the Internet introduces areas of vulnerability to the UI benefits system and data. The primary security layer is the State of the state firewall, which guards against intrusion from external sources that may pose a security risk.  The state Department of Labor and Workforce Development database resides behind the firewall administered by the state’s Department of Administration.      

Access to the DOLWD UI web application will require a secure connection using Secure Socket Layer (SSL) technology to encrypt application information submitted by the user.   The SSL technology provides data encryption, server authentication, message integrity, and client authentication for any TCP/IP connection.   Firewall rules will allow only connections to the web server through a HTTPS port that utilizes the Secure Socket Layer.

Information coming through the SSL connection from the user will pass through the web server to the database server.  Although housed on the same hardware, the web server is partitioned from the database server and information passing from between them will not be visible to any other computer.

Security on the database server will be handled through use of personal accounts and pin numbers using the Agency’s PIN server and DB2 PIN access tables for authentication.

The database server will connect to the UI mainframe through a secure SSL link.  This connection is behind the firewall and information data packets will not be seen and cannot be captured from the Internet.  Information sent to the mainframe will be encrypted during transmission and will not be readable should the packets be intercepted.

Implementation of the UI initial claim web application will require security mechanisms consistent with the agency's security strategy. Other agency web applications sharing this strategy will be the state agency’s client/job matching system and Tax employer web services.
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Proposed System Architecture
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� Staff position is calculated at 117,000 minutes per year.


� This number is derived by determining the percent of claims with issues (60%), calculating time spent processing clean claims, both additional (5min) and new (20 min), adding the time spent processing claims with issues, both new (45min) and additional (20min).  We applied this to the number of new and additional claim in FFY01 and determined a mean time for initial claim processing of 22.5 minutes.





� Initial claim workloads are projected expanding at a 2% rate.  State workload has remained stable over the past 5 years, although given National trends, we do not expect this to continue.





�Prediction of use based on agency experience with direct deposit Electronic Funds Transfer (EFT) and continued claims Interactive Voice Response technologies.


 


� Calculation includes percent new claims, percent additional, percent clean and percent with issues incorporating the different processing times associated with each type of claim and determining a mean time.





� FTE =117,000 minutes per year








� Office of the Governor, December 1999.


� The cost of an initial claim has been calculated using a mean claim examiner salary, time spent processing claim, with supply and equipment costs factored in.


� Projection assumes a conservative 2% increase in initial claims through a 5-year post implementation period, based on constant workload increases through the 19990’s.


� The cost of initial claim processing has been calculated using a mean claim examiner salary, time spent processing claim, with supply, equipment, and phone costs factored in.


� ITSC Internet Operational Scenarios, Computer Industry Almanac, Inc and US Census Bureau.





� Governor’s Office, December 1999


� The cost of initial claim processing has been calculated using a mean claim examiner salary, time spent processing claim, with supplies, equipment and phone costs factored in.
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