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Call Center Performance Metrics

Call Volume

1,200 Call Metrics
1000 Average Unique
Speed to Callers Calls
200 Answer Helped Abandoned
8/19/2024 3:31 85% 5%
R .- 8/20/2024 3:28 87% 3%
400 - . 8/21/2024 1:24 97% 2%
» o - 8/22/2024 0:56 99% 1%
8/23/2024 1:23 99% 2%
0

8/19/2024 8/20/2024 8/21/2024 8/22/2024 8/23/2024

H Inbound Calls
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Call Drivers

Regular Ul Claim

Claim Processing Status
Appeals Info

Flagged Claim

Weekly Claim Filing Assistance
PUA Missing Payment
Debit Card Inquiry
Claim Maintenance
Determination Info
Adjudication Pend
OKTA/MFA

Employer General Info
Supervisor Callback
Overpayment Info
1099 Info

Ul Extension Claims
Work Search

Wage Investigation
Benefit Year Reset
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m 60
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s 136

2
114
I'5
0
1
0
I'5
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Ml Total Calls

August 19, 2024 — August 23, 2024

1,317 Determination

Info, 4%
1,196 Claim °

Maintenance, 2% Adjudication
Debit Card
Inquiry, 1%

Weekly Claim
Filing Assistance,
3%

Flagge
Claim, 0%

OKTA/MFA,
4% Employer
General Info, 1%

Other, 2%

Appeals
Info, 3%

1000 1500
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Surge Capacity

KDOL

Training & QA
Call Center Adjudications Team

51 30

As of August 23, 2024
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Shared Work

Total Plans in Effect Total Employers Enrolled* Total Employees**

129 84

As of August 23, 2024.

*Some employers are enrolled in simultaneous Shared Work Programs.

**This number refers to the total number of employees at the companies enrolled in Shared Work, not the number of claimants receiving benefits each week.
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My Reemployment Plan

Cumulative 2024 Totals

Enrolled In Compliance Noncompliant* Reinstated**

8,152 3,624 2,146

As of August 23, 2024.

*These are claimants who have currently failed to meet MRP requirements. These claimants can be reinstated in the program in certain situations.

** These are claimants who were denied benefits after failing to meet MRP requirements and were then reinstated after completing services or requirements were waived.

Kansas Department of Labor, Communications Division , 401 SW Topeka Blvd. Topeka, KS 66603 Phone: (785) 296-0901  Fax: (785) 296-0753  Email: KDOL.Communications@ks.gov Web: dol.ks.gov
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Job Refusal Determinations

Total Claimants Denied Total Claimants Found to
To_tal | Benefits as Result of Have Good Cause for Job
Determinations Determination Refusal

139 113

As of August 23, 2024
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Fraud Case Status

Under Investigation* Closed Received

129 106

Weekly status breakdown.

*These investigations are primarily non-ID verification cases such as wage fraud investigations, fraudulent documentation investigations, and investigations into potential
employer fraud.
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The following disruptions were reported:

* No disruptions to report.
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Status of Modernization

1. UI/IT Modernization Project
a. Current Priorities:
a. Interface testing with external partners

b. Data migration and validation
c. Training material development
d. Communication and outreach planning

b. Data Migration
a. lteration 3 system testing -- in progress
b. New data loaded on August 27, 2024
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TCS and KDOL Confidential
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MAIN RESOURCE PAGE

* The landing page will be available on Aug. 5. In
September, additional information will be pushed
out to the public through social media.

* This will be the main resource page for employers
and claimants to review the latest information
pertaining to the Unemployment Insurance
Technology Enhancement (UITE) project.

What you can expect:

Important Dates and Actions
U Clear information on when the changes
E will take effect and what actions
ﬁmployers need to take will be posted
ere.

Benefits to Employers & Claimants
The upgraded system aims to simplify
the reporting process.

Support and Guidance )
We are committed to aiding and helping
guide you throughout the transition
period and beyond.

Change is Coming

We are implementing a new, more
efficient and user-friendly Ul system to
better serve your needs.

T b &

How we will communicate with you:

+ Dedicated Website:
This is a centralized location for detailed
information about the new system and user
interface. This dedicated webpage will be
updated continuously with the latest
information for employers and claimants.

« Emails: Leading up to the launch date on
Sept 23, we will send you detailed
information.

+ Social Media: Connect with us on social
media for updates, tutorials, and FAQs.

« Videos: We will also house a series of how-
to videos on the dedicated website.

Q

Labor Labor Market
Relations Information

Kansas

Emplayers Unemployment Waorkers Industrial Safety &

Compensation Health

OVERVIEW

PROFESSIONAL REGOTIATIONS ACT
DECISIONS {PHA)

Unemployment Insurance Technology
Enhancement (UITE)

PUBLIC EMPLOYER EMPLOYEE
RELATION § ACT DECISIONS (PEERA)

AGRICULTURE LABOR RELATIONS
BOARD
Fortsim Q@ Kl Zore & Sooun

UNEMPLOYMENT I SURANCE
STIOH COUNCIL

LABOR RELATIONS FAGS
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Upcoming Activities

 UCMIC Tour of System via Webex set for Sept 4, 2024 at 2:00pm

* Progress

* Interface User Acceptance Testing
3 Dry-Run Scenarios
Complete End-to-End Testing
Go/No-Go Scenarios
Mitigation Planning
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