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Call Center Performance Metrics

Call Volume
800 Call Metrics

700

Average Unique
600 Speed to Callers Calls
500 Answer Helped Abandoned
12/26/2022

400
300 12/27/2022 42:06 21% 16%
200 12/28/2022 31:08 23% 15%
100 12/29/2022 33:24 22% 17%

. 12/30/2022 33:51 24% 18%

12/26/2022 12/27/2022 12/28/2022 12/29/2022 12/30/2022

M 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

Employer General Info
Supervisor Callback
Overpayment Info
1099 Info

Ul Extension Claims
Work Search

Wage Investigation
Benefit Year Reset

I 354
I 433
I 270

= 58

=18

s 196

= 54

= 24

e 211

16

m 21

O O r O un N

M Total Calls

526

600

634

December 26, 2022 — December 30, 2022

Adjudication
Pend, 1%

Employer
General Info, 0%

Determination
Info, 2%
Claim
Maintenance,
7%

OKTA, 8%

Other, 1%

Debit Card
Inquiry, 1%

PUA Missing
Payment, 2%

Weekly Claim
Filing Assistance,
10%

Flagged Claim,
15%

800
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Surge Capacity

KDOL

Training & QA

Call Center Adjudications Team

32 18

As of December 30, 2022.
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Shared Work

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

74 60

As of December 30, 2022.

*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

Active Claimants Enrolled*

3,647

Cumulative Totals

Enrolled In Compliance Noncompliant** Reinstated***

42,127 13,61 9,169

As of December 30, 2022.

*Indicates claimants who applied for Ul benefits for the week ending October 7 and who have claimed at least three consecutive weeks of Ul benefits

**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.
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Job Refusal Determinations

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

202 175

As of December 30, 2022.
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Fraud Case Status

Under Investigation* Closed Received

2,871 346

Status breakdown from fraud cases received from September 1, 2021, January 4, 2023.

*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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Status of the Modernization

* Overall status: Good Standing
* As of January 6, 2023, the agency has spent: $2,778,211.42.

e Status of milestones:
* Kansas Tax and Benefit SMEs are finished reviewing all artifacts.

* All Gap Sessions have been completed and all logged gaps have been
solutioned.

* As of 12/30, a total of 170 gaps for Benefits and 155 gaps for Tax have been
identified.

* Data migration mapping documents Benefits iteration 1 submitted for
approval

e Data migration mapping documents Tax iteration 1 submitted for approval
* Benefits requirements Iteration #1,#2 and #3 complete and approved
Tax Requirements Iteration #1, #2 and #3 complete and approved



Current and Upcoming Activities

@ Data Mapping for Iteration 2

@ Environment Build for Development

@ Benefit iteration1 Application Design

@ Tax Iteration 1 Application Design

@ ocMPlan



Program Timeline

Phase 12/30/2022 Implementation
Month 1 2 3 4 5 6 7 S5 ES FLON MW B128 BT S Bli48 F1S58 F16H 7 N8N 19N F200 P20 1222 §23 10 1241 F250 26

Initiation & Planning

Gap Analysis

Design

Configuration & Customization
System document review
System Testing

UAT

End-to-End testing
Training

Implementation & Go-live
Warranty

Support



