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Ñf  Шu§ÑEu 
]§éEÅ §Å 

[ĲĤƖƨċƖǃШΝΟЯШΞΜΞΣ 

ŰĬƖĲƽШÉƣŸũǯЯШ?ŔƖĲĦƣŸƖ 
§ƖĲŊŸŰШEůƓũŸǃůĲŰƣШ?ĲƓċƖƣůĲŰƣ 
ΥΤΡШÖŰŔŸŰШÉƣƖĲĲƣШ E 
ÉċũĲůЯШ§ÅШΦΤΟΝΝ 

?ĲċƖШ?ŔƖĲĦƣŸƖШÉƣŸũǯЯ 

ÑőċŰťШǃŸƨШŉŸƖШƚƨĤůŔƣƣŔŰŊШƣőĲШ§ƖĲŊŸŰШEůƓũŸǃůĲŰƣШ?ĲƓċƖƣůĲŰƣќƚШы§E?ьШ9ƨƚƣŸůĲƖШÉĲƖƻŔĦĲШ
ċŰĬШìŸƖťŉŸƖĦĲШÉƣƖċƣĲŊŔĲƚШÂƖŸŢĲĦƣШĦƣŔŸŰШÂũċŰШыÂũċŰьЯШċШĦŸůƓƖĲőĲŰƚŔƻĲШũŸŸťШċƣШƣőĲШċŊĲŰĦǃШŔŰШ
ƖĲƚƓŸŰƚĲШƣŸШůǃШĦőċƖŊĲШƣŸШǃŸƨШƣŸШŔůƓƖŸƻĲШĦƨƚƣŸůĲƖШƚĲƖƻŔĦĲЯШůċťĲШċШƓũċŰШŉŸƖШƣőĲШŉƨƣƨƖĲШŸŉШ
[ƖċŰĦĲƚЯШĲŰőċŰĦĲШǃŸƨƖШĦŸƖĲШůŔƚƚŔŸŰШŸŉШƚƨƓƓŸƖƣŔŰŊШĤƨƚŔŰĲƚƚЯШċŰĬШũŸŸťШŉŸƖШŸƓƓŸƖƣƨŰŔƣŔĲƚШƣŸШ
ŊĲŰĲƖċƣĲШĲǭŔĦŔĲŰĦŔĲƚШŔŰШƣőĲШƓƨĤũŔĦШƽŸƖťŉŸƖĦĲШƚǃƚƣĲůЮ 

ÑőĲШÂũċŰќƚШƖĲĦŸůůĲŰĬċƣŔŸŰƚШƽŔũũШŔůƓƖŸƻĲШƽőċƣШ§E?ШĬŸĲƚШŉŸƖШ§ƖĲŊŸŰŔċŰƚШċŰĬШƖĲǰĲĦƣШǃŸƨƖШ
ĦŸůůŔƣůĲŰƣШƣŸШůĲĲƣŔŰŊШůǃШĲǂƓĲĦƣċƣŔŸŰƚЮШÑőĲƖĲШċƖĲШċШŉĲƽШƖĲĦŸůůĲŰĬċƣŔŸŰƚШfШƽŸƨũĬШũŔťĲШƣŸШ
őŔŊőũŔŊőƣШċŰĬШƓƖŔŸƖŔƣŔǍĲШċƣШƣőŔƚШƣŔůĲЮ 

§E?ШƚĲƖƻĲƚШ§ƖĲŊŸŰŔċŰƚШċƣШƚŸůĲШŸŉШƣőĲŔƖШůŸƚƣШƻƨũŰĲƖċĤũĲШůŸůĲŰƣƚШтШũŸƚŔŰŊШċШŢŸĤЯШĤĲĦŸůŔŰŊШ
ċШƓċƖĲŰƣЯШŸƖШőċƻŔŰŊШċŰШƨŰĲǂƓĲĦƣĲĬШŔũũŰĲƚƚЮШÂĲŸƓũĲШƚőŸƨũĬШŰŸƣШĤĲШĦŸŰŉƨƚĲĬШƽőĲŰШƣőĲǃШċƖĲШ
ŰċƻŔŊċƣŔŰŊШ§E?ќƚШƓŸũŔĦŔĲƚШċŰĬШƓƖŸĦĲƚƚĲƚЮШÅĲĦŸůůĲŰĬċƣŔŸŰƚШƣőċƣШƚƨƓƓŸƖƣШĦŸůůƨŰŔĦċƣŔŸŰШ
ŔůƓƖŸƻĲůĲŰƣƚЯШŔŰĦũƨĬŔŰŊШƣőĲШũŔƻĲШĦũċŔůƚШƚƣċƣƨƚШƣƖċĦťĲƖШċŰĬШƖĲƻŔĲƽŔŰŊШƣőĲШũĲƣƣĲƖƚШƣőĲШċŊĲŰĦǃШ
ƚĲŰĬƚШƣŸШĦƨƚƣŸůĲƖƚШƚőŸƨũĬШĤĲШċШƣŸƓШƓƖŔŸƖŔƣǃШŔŰШǃŸƨƖШŔůƓũĲůĲŰƣċƣŔŸŰШƓũċŰЮ 

ÉĲĦŸŰĬЯШǃŸƨƖШƖĲĦŸůůĲŰĬċƣŔŸŰƚШƣőċƣШƨƣŔũŔǍĲШ fШƣŸШŔůƓƖŸƻĲШƣőĲШĦƨƚƣŸůĲƖШĲǂƓĲƖŔĲŰĦĲШċŰĬШőĲũƓШ
ĲůƓũŸǃĲĲƚШƽŔƣőШƣőĲŔƖШƽŸƖťǰŸƽƚШőċƻĲШƣőĲШƓŸƣĲŰƣŔċũШƣŸШƣƖċŰƚŉŸƖůШőŸƽШƣőĲШƚƣċƣĲШĬŸĲƚШ
ĤƨƚŔŰĲƚƚЮШfШĲŰĦŸƨƖċŊĲШǃŸƨШƣŸШĦŸŰƣŔŰƨĲШƣŸШƽŸƖťШƽŔƣőШ? ÉШEfÉќƚШ9őŔĲŉШÂƖŔƻċĦǃШ§ǭŔĦĲШċŰĬШfШ
ÉƣƖċƣĲŊŔƚƣШƣŸШƚĦŸƓĲШċŰĬШŔůƓũĲůĲŰƣШƣőĲƚĲШŔŰŔƣŔċƣŔƻĲƚЮШ§E?ШĦċŰШƚĲƖƻĲШċƚШċŰШĲǂċůƓũĲШŸŉШőŸƽШ
ċŊĲŰĦŔĲƚШĦċŰШƨƚĲШ fШƚċŉĲũǃШċŰĬШĲǭĲĦƣŔƻĲũǃЮ 

fŰШƖĲƻŔĲƽŔŰŊШǃŸƨƖШƓũċŰЯШŔƣШŔƚШĦũĲċƖШƣőċƣШƽĲШƚőċƖĲШċШĦŸůůŔƣůĲŰƣШƣŸШǯŰĬŔŰŊШĲǭŔĦŔĲŰĦŔĲƚШŔŰШ
ĲƻĲƖǃƣőŔŰŊШƽĲШĬŸШƚŸШƣőċƣШĲƻĲƖǃШƚƣċƣĲШĬŸũũċƖШƚƓĲŰƣШƚĲƖƻĲƚШ§ƖĲŊŸŰŔċŰƚЮШìőŔũĲШůċŰǃШŸŉШƣőĲШ
ƖĲĦŸůůĲŰĬċƣŔŸŰƚШǃŸƨШŸƨƣũŔŰĲШŉŸĦƨƚШŸŰШĲǭŔĦŔĲŰĦŔĲƚШċƣШ§E?ЯШfШċũƚŸШċƚťĲĬШǃŸƨШƣŸШũŸŸťШŉŸƖШ
ĲǭŔĦŔĲŰĦŔĲƚШċĦƖŸƚƚШƣőĲШƓƨĤũŔĦШƽŸƖťŉŸƖĦĲШƚǃƚƣĲůЮ 
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òŸƨƖШƖĲĦŸůůĲŰĬċƣŔŸŰШŉŸƖШċũŔŊŰŔŰŊШÑŔƣũĲШfШċŰĬШÑŔƣũĲШfffШìf§ ШċĬůŔŰŔƚƣƖċƣŔŸŰШċŰĬШŉƨŰĬŔŰŊШƨŰĬĲƖШ
§E?ШŔƚШŸŰĲШŔůůĲĬŔċƣĲШŸƓƓŸƖƣƨŰŔƣǃШƣŸШĬŸШƣőċƣЮШÑőŔƚШƽŔũũШƚĲƣШƣőĲШŉŸƨŰĬċƣŔŸŰШŉŸƖШŉƨƣƨƖĲШƽŸƖťШƣŸШ
ĤĲƣƣĲƖШċũŔŊŰШċŰĬШũĲƻĲƖċŊĲШŸƨƖШƓƨĤũŔĦШƽŸƖťŉŸƖĦĲШƚǃƚƣĲůШċƚШċШƚƣċƣĲЮ 

[ŔŰċũũǃЯШƣőĲШƽŸƖťШĤĲŔŰŊШĬŸŰĲШċƣШ§E?ќƚШìŸƖťÉŸƨƖĦĲШĦĲŰƣĲƖƚШŔƚШĦƖƨĦŔċũШƣŸШƣőĲШƽŸƖťШůǃШŸǭŔĦĲШŔƚШ
ũĲċĬŔŰŊШƣőƖŸƨŊőШ§ƖĲŊŸŰќƚШÂƖŸƚƓĲƖŔƣǃШÅŸċĬůċƓЮШÑőĲШƚƣċƣĲШĬĲƓĲŰĬƚШŸŰШċШƻŔĤƖċŰƣШƽŸƖťŉŸƖĦĲЯШ
ċŰĬШŔƣШŔƚШƻŔƣċũШƣőċƣШ§E?ќƚШůŔƚƚŔŸŰШƣŸШőĲũƓШƓĲŸƓũĲШŊĲƣШĤċĦťШƣŸШƽŸƖťЯШċĬƻċŰĦĲШŔŰШƣőĲŔƖШĦċƖĲĲƖЯШ
ċŰĬШƚƨƓƓŸƖƣШŸƨƖШĤƨƚŔŰĲƚƚШĦŸůůƨŰŔƣǃШŔƚШċĦőŔĲƻĲĬЮШ[ƨũũǃШůŸĬĲƖŰŔǍŔŰŊШ§E?ќƚШìŸƖťŉŸƖĦĲШ
§ƓĲƖċƣŔŸŰƚШċŰĬШŔůƓƖŸƻŔŰŊШƚĲƖƻŔĦĲƚШċƣШŔƣƚШΟΤШìŸƖťÉŸƨƖĦĲШĦĲŰƣĲƖƚШƚőŸƨũĬШƖĲůċŔŰШċШŉŸĦƨƚШŸŉШ
ǃŸƨƖШƽŸƖťЮШÑőŔƚШŔŰĦũƨĬĲƚШĲŰőċŰĦŔŰŊШǃŸƨƖШƚĲƖƻŔĦĲƚШƣőċƣШƚƨƓƓŸƖƣШĤƨƚŔŰĲƚƚШтШũċƖŊĲШċŰĬШƚůċũũШтШ
ċŰĬШĲŰƚƨƖŔŰŊШŢŸĤШƚƨƓƓŸƖƣƚШċũŔŊŰШƽŔƣőШƣőĲШƚƣċƣĲШċŰĬШƖĲŊŔŸŰċũШĲĦŸŰŸůŔĦШĬĲƻĲũŸƓůĲŰƣШŊŸċũƚЮШ
òŸƨƖШĲǭŸƖƣƚШƣŸШƚƣƖĲŰŊƣőĲŰШƽőċƣШƣőĲШƚƣċƣĲШĬŸĲƚШƣŸШůċŔŰƣċŔŰШċШƻŔĤƖċŰƣШƽŸƖťŉŸƖĦĲШċƖĲШŔŰƣĲŊƖċũШƣŸШ
§ƖĲŊŸŰќƚШƓƖŸƚƓĲƖŔƣǃШċŰĬШƚƨĦĦĲƚƚШŔŰШƣőĲШŉƨƣƨƖĲЮ 

òŸƨШőċƻĲШŔĬĲŰƣŔǯĲĬШċШƚŔŊŰŔǯĦċŰƣШŰƨůĤĲƖШŸŉШŸƓƓŸƖƣƨŰŔƣŔĲƚШƣŸШůŸƻĲШŉŸƖƽċƖĬШċŰĬШƓőċƚŔŰŊШŔŰШ
ƣőŔƚШƽŸƖťШƽŔũũШĤĲШƖĲƕƨŔƖĲĬЮШfƣШƽŔũũШĤĲШŔůƓŸƖƣċŰƣШƣŸШĦŸůůŔƣШƣŸШǃŸƨƖШƓƖŔŸƖŔƣŔǍĲĬШũŔƚƣШŔŰĦũƨĬŔŰŊШ
ƣőŸƚĲШƖĲĦŸůůĲŰĬċƣŔŸŰƚШfШőċƻĲШőŔŊőũŔŊőƣĲĬШŔŰШƣőŔƚШũĲƣƣĲƖШċŰĬШŉŸĦƨƚШŸŰШƽőċƣШǃŸƨШƣőŔŰťШƽŔũũШ
őċƻĲШƣőĲШůŸƚƣШŔůƓċĦƣШŸŰШ§ƖĲŊŸŰŔċŰƚЮШòŸƨƖШƖŸĤƨƚƣШƓƖŸĦĲƚƚШƚőŸƽƚШŔŰŔƣŔċũШĤƨǃрŔŰШŉŸƖШƣőĲƚĲШ
ƖĲĦŸůůĲŰĬċƣŔŸŰƚЮШìŸƖťШĦċŰШċŰĬШƚőŸƨũĬШĤĲŊŔŰШƖŔŊőƣШċƽċǃЮ 

fƣШŔƚШĲƻŔĬĲŰƣШƣőċƣШ§E?ШĦŸůƓƖŔƚĲƚШőŔŊőũǃШƚťŔũũĲĬШċŰĬШĬĲĬŔĦċƣĲĬШƓƨĤũŔĦШƚĲƖƻċŰƣƚШƽőŸШ
ĦŸŰƚŔƚƣĲŰƣũǃШĬĲůŸŰƚƣƖċƣĲШċШƚƣƖŸŰŊШĦŸůůŔƣůĲŰƣШƣŸШċĦőŔĲƻŔŰŊШƖĲƚƨũƣƚЮШ~ǃШŸǭŔĦĲШƚƣċŰĬƚШƖĲċĬǃШ
ƣŸШƚƨƓƓŸƖƣШǃŸƨШċŰĬШőĲũƓШůŸƻĲШƣőŔƚШƽŸƖťШŉŸƖƽċƖĬЮ 

ÉŔŰĦĲƖĲũǃ 

 
]ŸƻĲƖŰŸƖШÑŔŰċШuŸƣĲť 



 

ΞΜΞΣШ§E?Ш9ƨƚƣŸůĲƖШÉĲƖƻŔĦĲШѼШìŸƖťŉŸƖĦĲШÉƣƖċƣĲŊŔĲƚШĦƣŔŸŰШÂũċŰШШШ҇ШШШÂċŊĲШΟ 

?ĲċƖШ]ŸƻĲƖŰŸƖШuŸƣĲťЯШ 

ìőĲŰШǃŸƨШċƓƓŸŔŰƣĲĬШůĲШ?ŔƖĲĦƣŸƖШŸŉШƣőĲШ§ƖĲŊŸŰШEůƓũŸǃůĲŰƣШ?ĲƓċƖƣůĲŰƣШы§E?ьЯШǃŸƨШŊċƻĲШůĲШċШĦũĲċƖШ
ĬŔƖĲĦƣŔƻĲаШŔůƓƖŸƻĲШƣőĲШũĲƻĲũШŸŉШĦƨƚƣŸůĲƖШƚĲƖƻŔĦĲШƓƖŸƻŔĬĲĬШĤǃШƣőŔƚШċŊĲŰĦǃШƣŸШƣőŸƚĲШƽĲШƚĲƖƻĲШċŰĬШĲŰőċŰĦĲШ
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ƚƨĦĦĲƚƚЮШ 
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ċŰĬШőĲũƓШŰċƻŔŊċƣŔŰŊШƚƣċƣĲШƖĲƕƨŔƖĲůĲŰƣƚЮШ7ĲĦċƨƚĲШƣőĲƚĲШƓƖŸŊƖċůƚШŔůƓċĦƣШƚŸШůċŰǃШƓĲŸƓũĲШуШŸŉƣĲŰШĬƨƖŔŰŊШ
ƚƣƖĲƚƚŉƨũШůŸůĲŰƣƚШуШ§ƖĲŊŸŰŔċŰƚШŰĲĲĬШĦũĲċƖШŔŰŉŸƖůċƣŔŸŰЯШƣŔůĲũǃШĬĲĦŔƚŔŸŰƚЯШċŰĬШĲċƚǃрƣŸрƨƚĲШƚǃƚƣĲůƚЮШ 

ƣШƣőĲШ]ŸƻĲƖŰŸƖќƚШĬŔƖĲĦƣŔŸŰЯШ§E?ШĦŸŰĬƨĦƣĲĬШċШƖĲƻŔĲƽШŸŉШƣőĲШĦƨƚƣŸůĲƖШĲǂƓĲƖŔĲŰĦĲШċĦƖŸƚƚШÖŰĲůƓũŸǃůĲŰƣШ
fŰƚƨƖċŰĦĲШыÖfьЯШÂċŔĬШxĲċƻĲШ§ƖĲŊŸŰШыÂċŔĬШxĲċƻĲьЯШ9ŸŰƣƖŔĤƨƣŔŸŰƚШѼШÅĲĦŸƻĲƖǃШы9ѼÅьЯШìŸƖťÉŸƨƖĦĲШ§ƖĲŊŸŰШ
ыìÉ§ьЯШċŰĬШƣőĲШ[ƖċŰĦĲƚШ§ŰũŔŰĲШƚǃƚƣĲůЮШÑőĲШŊŸċũШŸŉШƣőŔƚШƽŸƖťШƽċƚШƣŸШŔĬĲŰƣŔŉǃШƽőċƣШŔƚШƽŸƖťŔŰŊЯШƽőĲƖĲШ
ĤċƖƖŔĲƖƚШĲǂŔƚƣЯШċŰĬШƽőċƣШŔůƓƖŸƻĲůĲŰƣƚШƽŔũũШůċťĲШƣőĲШŊƖĲċƣĲƚƣШĬŔǭĲƖĲŰĦĲШŉŸƖШƣőĲШƓĲŸƓũĲШċŰĬШĤƨƚŔŰĲƚƚĲƚШ
ƽĲШƚĲƖƻĲЮШ 

How We Conducted the Review  

ÑŸШƨŰĬĲƖƚƣċŰĬШőŸƽШ§E?ќƚШƚĲƖƻŔĦĲƚШċƖĲШƽŸƖťŔŰŊШŔŰШƓƖċĦƣŔĦĲЯШƽĲШŊċƣőĲƖĲĬШŔŰƓƨƣШŉƖŸůШƓĲŸƓũĲШċĦƖŸƚƚШƣőĲШ
ƚƣċƣĲЯШŔŰĦũƨĬŔŰŊШŸƨƖШĦƨƚƣŸůĲƖƚЯШĲůƓũŸǃĲĲƚЯШƓċƖƣŰĲƖƚЯШċŰĬШŔŰƣĲƖĲƚƣĲĬШƓċƖƣŔĲƚЮШÑőŔƚШĲŰŊċŊĲůĲŰƣШƖĲċĦőĲĬа 

¶ ~ŸƖĲШƣőċŰШΡЯΜΜΜШĦƨƚƣŸůĲƖƚЯШŔŰĦũƨĬŔŰŊШÖfШĦũċŔůċŰƣƚЯШÂċŔĬШxĲċƻĲШċƓƓũŔĦċŰƣƚЯШŢŸĤƚĲĲťĲƖƚЯШċŰĬШ
ĲůƓũŸǃĲƖƚШ 

¶ ~ŸƖĲШƣőċŰШΥΡΜШĲůƓũŸǃĲĲƚШĦŸůƓũĲƣĲĬШċШĬĲƓċƖƣůĲŰƣрƽŔĬĲШƚƨƖƻĲǃШ 
¶ ~ŸƖĲШƣőċŰШΞΠΜШŉƖŸŰƣũŔŰĲШƚƣċǭШƓċƖƣŔĦŔƓċƣĲĬШŔŰШŉŸĦƨƚШŊƖŸƨƓƚШ 
¶ ~ċŰǃШÂċƖƣŰĲƖƚШċŰĬШŔŰƣĲƖĲƚƣĲĬШƓċƖƣŔĲƚЯШŔŰĦũƨĬŔŰŊШũĲŊŔƚũċƣŸƖƚЯШĤƨƚŔŰĲƚƚШŊƖŸƨƓƚЯШĦŸůůƨŰŔƣǃШ
ŸƖŊċŰŔǍċƣŔŸŰƚЯШũŸĦċũШƽŸƖťŉŸƖĦĲШĤŸċƖĬƚЯШċŰĬШƚƣċƣĲШċŊĲŰĦŔĲƚШ 

ÑőĲШŉĲĲĬĤċĦťШƖĲƻĲċũĲĬШĦũĲċƖЯШĦŸŰƚŔƚƣĲŰƣШƣőĲůĲƚШċĦƖŸƚƚШƓƖŸŊƖċůƚШċŰĬШĦŸůůƨŰŔƣŔĲƚЮ 

Key Themes from the Review  

¶ 9ƨƚƣŸůĲƖƚШŰĲĲĬШĦũĲċƖĲƖЯШŉċƚƣĲƖЯШůŸƖĲШƓƖĲĬŔĦƣċĤũĲШƚĲƖƻŔĦĲЮШ~ċŰǃШƓĲŸƓũĲШƚƣƖƨŊŊũĲШƣŸШƨŰĬĲƖƚƣċŰĬШƣőĲШ
ƚƣċƣƨƚШŸŉШƣőĲŔƖШÖfШŸƖШÂċŔĬШxĲċƻĲШĦũċŔůЯШƽőċƣШƚƣĲƓƚШƣőĲǃШŰĲĲĬШƣŸШƣċťĲЯШċŰĬШőŸƽШũŸŰŊШƣőĲШƓƖŸĦĲƚƚШƽŔũũШ
ƣċťĲЮШxŸŰŊШƓőŸŰĲШƽċŔƣШƣŔůĲƚШċŰĬШƨŰĦũĲċƖШŔŰƚƣƖƨĦƣŔŸŰƚШũĲċĬШƣŸШƖĲƓĲċƣĲĬШĦŸŰƣċĦƣƚШŉƖŸůШĦƨƚƣŸůĲƖƚШċŰĬШ
ĬĲũċǃƚШŔŰШƓƖŸĦĲƚƚŔŰŊШĦũċŔůƚШċŰĬШŔƚƚƨŔŰŊШƓċǃůĲŰƣƚЮШ 
 

¶ ÉƣċǭШċƖĲШĦŸůůŔƣƣĲĬШĤƨƣШŰĲĲĬШĤĲƣƣĲƖШƣŸŸũƚШċŰĬШĦũĲċƖĲƖШƓƖŸĦĲƚƚĲƚЮШEůƓũŸǃĲĲƚШƽċŰƣШƣŸШőĲũƓШ
ĦƨƚƣŸůĲƖƚШĤƨƣШŉċĦĲШŔŰĦŸŰƚŔƚƣĲŰƣШƓƖŸĦĲĬƨƖĲƚЯШũŔůŔƣĲĬШƣƖċŔŰŔŰŊЯШċŰĬШŔŰƣĲƖŰċũШƚǃƚƣĲůƚШƣőċƣШċƖĲШŰŸƣШ
ċũƽċǃƚШĲċƚǃШƣŸШƨƚĲЮШ 

 
 



 

ΞΜΞΣШ§E?Ш9ƨƚƣŸůĲƖШÉĲƖƻŔĦĲШѼШìŸƖťŉŸƖĦĲШÉƣƖċƣĲŊŔĲƚШĦƣŔŸŰШÂũċŰШШШ҇ШШШÂċŊĲШΣ 

¶ ìÉ§ШĦĲŰƣĲƖƚШċƖĲШƖĲĦĲŔƻŔŰŊШÖfШƣƖċǭŔĦШƣőĲǃШĦċŰŰŸƣШƖĲƚŸũƻĲЮШ9ƨƚƣŸůĲƖƚШŸŉƣĲŰШĦŸůĲШƣŸШĦĲŰƣĲƖƚШŉŸƖШÖfШ
őĲũƓЯШĤƨƣШìÉ§ШƚƣċǭШċƖĲШŰŸƣШƣƖċŔŰĲĬШŸƖШċƨƣőŸƖŔǍĲĬШƣŸШǯǂШůŸƚƣШŔƚƚƨĲƚЯШĦƖĲċƣŔŰŊШŉƖƨƚƣƖċƣŔŸŰШċŰĬШũŔůŔƣŔŰŊШ
ĦċƓċĦŔƣǃШŉŸƖШĲůƓũŸǃůĲŰƣШƚĲƖƻŔĦĲƚЮШ 
 

¶ EůƓũŸǃĲƖƚШƽċŰƣШƚŔůƓũĲƖШƓƖŸĦĲƚƚĲƚШċŰĬШĦũĲċƖĲƖШŊƨŔĬċŰĦĲЯШċŰĬШ§E?ШőċƚШĤƨƚŔŰĲƚƚШƚĲƖƻŔĦĲƚШƣőċƣШ
ċƖĲШƨŰĬĲƖƨƣŔũŔǍĲĬЯШĲƚƓĲĦŔċũũǃШĤǃШƚůċũũШĤƨƚŔŰĲƚƚĲƚЮШ7ƨƚŔŰĲƚƚĲƚШċŰĬШƓċǃƖŸũũШƓƖŸƻŔĬĲƖƚШŰĲĲĬШĲċƚŔĲƖШ
ƖĲƓŸƖƣŔŰŊШƣŸŸũƚЯШĦũĲċƖĲƖШŔŰƚƣƖƨĦƣŔŸŰƚЯШċŰĬШůŸƖĲШĦŸŰƚŔƚƣĲŰƣШŔŰŉŸƖůċƣŔŸŰЮШƣШƣőĲШƚċůĲШƣŔůĲЯШ§E?ШŸǭĲƖƚШ
ƚĲƻĲƖċũШƓƖŸŊƖċůƚШƣŸШƚƨƓƓŸƖƣШŊƖŸƽŔŰŊШċŰĬШƚƨƚƣċŔŰŔŰŊШĤƨƚŔŰĲƚƚĲƚЯШċŰĬШůċŰǃШƽĲƖĲШƨŰċƽċƖĲШŸŉШƣőĲƚĲШ
ƚĲƖƻŔĦĲƚЮ 

Priority Actions  

ÑőĲШŔƣĲůƚШŔŰШƣőŔƚШƓũċŰШŉŸĦƨƚШŸŰШƓƖċĦƣŔĦċũШƚƣĲƓƚШƣőċƣШƽŔũũШůċťĲШ§E?ќƚШƚĲƖƻŔĦĲƚШĲċƚŔĲƖШƣŸШŰċƻŔŊċƣĲЯШůŸƖĲШ
ƣƖċŰƚƓċƖĲŰƣЯШċŰĬШůŸƖĲШƖĲƚƓŸŰƚŔƻĲШƣŸШĦƨƚƣŸůĲƖШŰĲĲĬƚЮШÑőĲǃШċũũШĦĲŰƣĲƖШƣőĲШĦƨƚƣŸůĲƖШĲǂƓĲƖŔĲŰĦĲШŔŰШŸƨƖШ
ƽŸƖťШċŰĬШŉċũũШŔŰƣŸШŉŸƨƖШůċŔŰШĦċƣĲŊŸƖŔĲƚШтШŸƖŊċŰŔǍċƣŔŸŰċũШŔůƓƖŸƻĲůĲŰƣƚЯШĦƨƚƣŸůĲƖШƚĲƖƻŔĦĲШŔůƓƖŸƻĲůĲŰƣƚЯШ
ŔůƓƖŸƻĲůĲŰƣƚШƣŸШ[ƖċŰĦĲƚШ§ŰũŔŰĲЯШċŰĬШŔůƓƖŸƻĲůĲŰƣƚШƣŸШƣőĲШƓƨĤũŔĦШƽŸƖťŉŸƖĦĲШƚǃƚƣĲůЮШ 

ΝЮ §ƖŊċŰŔǍċƣŔŸŰċũШfůƓƖŸƻĲůĲŰƣƚЮШcŸƽШƽĲШƚƣƖƨĦƣƨƖĲШŸƨƖШċŊĲŰĦǃШċŰĬШƚƨƓƓŸƖƣШŸƨƖШĲůƓũŸǃĲĲƚШőċƚШċШ
ƚŔŊŰŔǯĦċŰƣШŔůƓċĦƣШŸŰШŸƨƖШċĤŔũŔƣǃШƣŸШƚĲƖƻĲШŸƨƖШĦƨƚƣŸůĲƖƚЮШfůƓƖŸƻĲůĲŰƣƚШƽŔƣőŔŰШƣőŔƚШƣőĲůĲШŉŸĦƨƚШŸŰШ
ƚƣƖĲŰŊƣőĲŰŔŰŊШƣőĲШŉŸƨŰĬċƣŔŸŰċũШŸƓĲƖċƣŔŸŰƚШŸŉШ§E?ШċŰĬШŔŰĦũƨĬĲа 
¶ ÖƚŔŰŊШċƖƣŔǯĦŔċũШŔŰƣĲũũŔŊĲŰĦĲШƣŸШŔůƓƖŸƻĲШĲǭŔĦŔĲŰĦǃШċŰĬШĲůƓũŸǃĲĲШƽŸƖťǰŸƽƚЮ 
¶ ?ĲƻĲũŸƓŔŰŊШĤĲƣƣĲƖШĬċƣċШċŰĬШċŰċũǃƣŔĦƚШƣőċƣШĲŰċĤũĲШƣőĲШċŊĲŰĦǃШƣŸШůĲċƚƨƖĲШƓĲƖŉŸƖůċŰĦĲШůŸƖĲШ
ċĦĦƨƖċƣĲũǃЮ 

¶ ÅĲŰĲƽŔŰŊШƣőĲШŉŸĦƨƚШŸŰШƚƣƖċƣĲŊŔĦШĦŸůůƨŰŔĦċƣŔŸŰƚШƚŸШ§ƖĲŊŸŰŔċŰƚШťŰŸƽШċĤŸƨƣШ§E?ШƚĲƖƻŔĦĲƚШ
ċŰĬШőŸƽШƣŸШċĦĦĲƚƚШƣőĲůЮ 

¶ ÖƓĬċƣŔŰŊШċŰĬШƚƣċŰĬċƖĬŔǍŔŰŊШƚƣċŰĬċƖĬШŸƓĲƖċƣŔŰŊШƓƖŸĦĲĬƨƖĲƚЯШŢŸĤШċŔĬƚЯШċŰĬШŊƨŔĬċŰĦĲЮШШШ 
¶ 7ŸũƚƣĲƖŔŰŊШŸƨƖШƣƖċŔŰŔŰŊЯШũĲċƖŰŔŰŊЯШċŰĬШĬĲƻĲũŸƓůĲŰƣШŸǭĲƖŔŰŊƚШƣŸШĲůƓũŸǃĲĲƚШƚŸШƣőĲǃШĦċŰШ
ĦŸŰƣŔŰƨĲШƣŸШũĲċƖŰШŸŰШƣőĲШŢŸĤШċƚШƽĲШŔůƓũĲůĲŰƣШŰĲƽШƚǃƚƣĲůƚШċŰĬШƚƣƖċƣĲŊŔĲƚЮ 
 

ΞЮ 9ƨƚƣŸůĲƖШÉĲƖƻŔĦĲШfůƓƖŸƻĲůĲŰƣƚЮШìĲШċƖĲШĦĲŰƣĲƖŔŰŊШƣőĲШĦƨƚƣŸůĲƖШĲǂƓĲƖŔĲŰĦĲЯШƚŔůƓũŔŉǃŔŰŊШ
ƓƖŸĦĲƚƚĲƚШƽőĲƖĲШƽĲШĦċŰШċŰĬШƓƖŸƻŔĬŔŰŊШƚĲũŉрőĲũƓШƣŸŸũƚШƚŸШĦŸůƓũĲǂШŔƚƚƨĲƚШĦċŰШĤĲШőċŰĬũĲĬШƽŔƣőШ
ƣƖċŔŰĲĬШƚƣċǭЮШfůƓƖŸƻĲůĲŰƣƚШƽŔƣőŔŰШƣőŔƚШƣőĲůĲШŉŸĦƨƚШŸŰШƖĲůŸƻŔŰŊШĤċƖƖŔĲƖƚШċŰĬШƖĲĬƨĦŔŰŊШĬĲũċǃƚЯШċƚШ
ƽĲũũШċƚШůċťŔŰŊШŔŰŉŸƖůċƣŔŸŰШĲċƚŔĲƖШƣŸШǯŰĬЯШƨŰĬĲƖƚƣċŰĬЯШċŰĬШċĦƣШŸŰЯШċŰĬШŔŰĦũƨĬĲаШШ 
¶ ÂŔũŸƣŔŰŊШƚƣċƣŔŸŰŔŰŊШÖfрƣƖċŔŰĲĬШƚƣċǭШŔŰШìÉ§ШĦĲŰƣĲƖƚШƚŸШĦƨƚƣŸůĲƖƚШŊĲƣШƣőĲШŔŰрƓĲƖƚŸŰШƚƨƓƓŸƖƣШƣőĲǃШ
ŰĲĲĬЮШ 

¶ ÉŔůƓũŔŉǃŔŰŊШċũũШĦƨƚƣŸůĲƖрŉċĦŔŰŊШĦŸůůƨŰŔĦċƣŔŸŰƚШƨƚŔŰŊШƓũċŔŰШũċŰŊƨċŊĲЯШŔŰĦũƨĬŔŰŊШũĲƣƣĲƖƚЯШ
ŰŸƣŔĦĲƚЯШċŰĬШŸŰũŔŰĲШƣċƚťƚЮ 

¶ xċƨŰĦőŔŰŊШċШũŔƻĲШĦũċŔůШƚƣċƣƨƚШƣƖċĦťĲƖШŉŸƖШÖfШċŰĬШÂċŔĬШxĲċƻĲЮ 
¶ ÉƣƖĲċůũŔŰŔŰŊШƣőĲШƓƖŸĦĲƚƚĲƚШŉŸƖШċĦĦŸƨŰƣШƻĲƖŔǯĦċƣŔŸŰЯШċĬĬƖĲƚƚШĦőċŰŊĲƚЯШċŰĬШƖĲƚƣċƖƣŔŰŊШċШĦũċŔůЮШ 
ШШ 
 
 
 



 

ΞΜΞΣШ§E?Ш9ƨƚƣŸůĲƖШÉĲƖƻŔĦĲШѼШìŸƖťŉŸƖĦĲШÉƣƖċƣĲŊŔĲƚШĦƣŔŸŰШÂũċŰШШШ҇ШШШÂċŊĲШΤ 

ΟЮ fůƓƖŸƻĲШőŸƽШƽĲШůċŰċŊĲШƣőĲШ[ƖċŰĦĲƚШ§ŰũŔŰĲШÉǃƚƣĲůЮШ[ƖċŰĦĲƚШŔƚШĦŸƖĲШƣŸШőŸƽШĦƨƚƣŸůĲƖƚШċƓƓũǃШ
ŉŸƖШĤĲŰĲǯƣƚЯШƚƣċǭШƓƖŸĦĲƚƚШĦũċŔůƚЯШċŰĬШĲůƓũŸǃĲƖƚШǯũĲШƓċǃƖŸũũШƖĲƓŸƖƣƚШċŰĬШƓƖŸƻŔĬĲШŔůƓŸƖƣċŰƣШĦũċŔůШ
ŔŰŉŸƖůċƣŔŸŰЮШfůƓƖŸƻĲůĲŰƣƚШƽŔƣőŔŰШƣőŔƚШƣőĲůĲШŉŸĦƨƚШŸŰШőĲũƓŔŰŊШƣőĲШƚǃƚƣĲůШĲƻŸũƻĲШůŸƖĲШƚůŸŸƣőũǃШ
ċŰĬШƖĲƚƓŸŰĬШůŸƖĲШƕƨŔĦťũǃШƣŸШĦƨƚƣŸůĲƖШċŰĬШƚƣċǭШŰĲĲĬƚЯШċŰĬШŔŰĦũƨĬĲаШШШ 
¶ 9ŸŰƚŸũŔĬċƣŔŰŊШċŰĬШƚƣƖĲċůũŔŰŔŰŊШ[ƖċŰĦĲƚќШŊŸƻĲƖŰċŰĦĲШŉŸƖШĦũĲċƖĲƖШĬĲĦŔƚŔŸŰрůċťŔŰŊШƽŔƣőŔŰШ§E?ЮШШШ 
¶ fŰĦƖĲċƚŔŰŊШĬĲƻĲũŸƓůĲŰƣШċŰĬШċŰċũǃƚŔƚШĦċƓċĦŔƣǃШƣŸШƖĲĬƨĦĲШĤċĦťũŸŊƚШŔŰШƚǃƚƣĲůШƨƓĬċƣĲƚШċŰĬШ
ŔůƓƖŸƻĲůĲŰƣƚЮШШШ 

¶ EŰőċŰĦŔŰŊШƣőĲШƓƖŸĦĲƚƚШŉŸƖШĬĲĦŔĬŔŰŊШƽőŔĦőШƨƓĬċƣĲƚШŊĲƣШƓƖŔŸƖŔƣŔǍĲĬШƣŸШċũũŸƽШůŸƖĲШǰĲǂŔĤŔũŔƣǃШƣŸШ
ůċťĲШƚůċũũĲƖЯШƣŔůĲũǃШƚǃƚƣĲůШŔůƓƖŸƻĲůĲŰƣƚЮШ 
 

ΠЮ fůƓƖŸƻĲůĲŰƣƚШƣŸШ§ƖĲŊŸŰќƚШìŸƖťŉŸƖĦĲШÉǃƚƣĲůЮШìÉ§ШĦĲŰƣĲƖƚШċŰĬШƚƣċƣĲƽŔĬĲШƽŸƖťŉŸƖĦĲШƓƖŸŊƖċůƚШ
ŰĲĲĬШƨƓĬċƣĲĬШƣŸŸũƚШċŰĬШĤĲƣƣĲƖШĦŸŸƖĬŔŰċƣŔŸŰШƣŸШůĲĲƣШĦƨƚƣŸůĲƖШŰĲĲĬƚЮШfůƓƖŸƻĲůĲŰƣƚШƽŔƣőŔŰШƣőŔƚШ
ƣőĲůĲШƽŔũũШőĲũƓШŢŸĤƚĲĲťĲƖƚШċŰĬШĲůƓũŸǃĲƖƚШċĦĦĲƚƚШƚĲƖƻŔĦĲƚШůŸƖĲШĲċƚŔũǃШċŰĬШŔŰĦũƨĬĲаШШШ 
¶ ũŔŊŰŔŰŊШÑŔƣũĲШfШċŰĬШÑŔƣũĲШfffШċĬůŔŰŔƚƣƖċƣŔŸŰШċŰĬШŉƨŰĬŔŰŊШƽŔƣőŔŰШ§E?ШƣŸШĤĲƣƣĲƖШƚƨƓƓŸƖƣШŢŸĤШƚĲĲťĲƖƚШ
ƽŔƣőШƣƖċŔŰŔŰŊШƖĲƚŸƨƖĦĲƚЮШ  

¶ ~ŸĬĲƖŰŔǍŔŰŊШĦċƚĲШůċŰċŊĲůĲŰƣШċŰĬШũċĤŸƖрĲǂĦőċŰŊĲШƚǃƚƣĲůƚШƣŸШĤĲƣƣĲƖШċũŔŊŰШƚĲƖƻŔĦĲƚШċŰĬШ
ƚƨƓƓŸƖƣШƽŔƣőŔŰШƣőĲШƽŸƖťŉŸƖĦĲШƚǃƚƣĲůЮШШШ 

¶ EǂƓċŰĬŔŰŊШƻŔƖƣƨċũШƚĲƖƻŔĦĲƚШƚƨĦőШċƚШũŔƻĲШĦőċƣШċŰĬШƻŔĬĲŸШċƓƓŸŔŰƣůĲŰƣƚЮШ 
¶ ÖƓŊƖċĬŔŰŊШƣőĲШƓőŸŰĲШƚǃƚƣĲůШƨƚŔŰŊШċƖƣŔǯĦŔċũШŔŰƣĲũũŔŊĲŰĦĲШƣŸШƓƖŸƻŔĬĲШůŸƖĲШƚĲũŉрƚĲƖƻĲШŸƓƣŔŸŰƚЮШШ 

Looking Ahead   

ÑőĲШċĦƣŔŸŰƚШŔŰШƣőŔƚШƓũċŰШƓƖŸƻŔĬĲШċШĦũĲċƖШƓċƣőШŉŸƖШŔůƓƖŸƻŔŰŊШĦƨƚƣŸůĲƖШƚĲƖƻŔĦĲЯШƚƨƓƓŸƖƣŔŰŊШƚƣċǭЯШċŰĬШ
ƚƣƖĲŰŊƣőĲŰŔŰŊШ§ƖĲŊŸŰќƚШƽŸƖťŉŸƖĦĲШƚǃƚƣĲůЮШ7ǃШŉŸĦƨƚŔŰŊШŸŰШĦũĲċƖĲƖШĦŸůůƨŰŔĦċƣŔŸŰЯШƚŔůƓũĲƖШƓƖŸĦĲƚƚĲƚЯШ
ůŸĬĲƖŰŔǍĲĬШƣĲĦőŰŸũŸŊǃЯШċŰĬШƚƣƖŸŰŊĲƖШċũŔŊŰůĲŰƣШƽŔƣőŔŰШ§E?ќƚШƓƖŸŊƖċůƚШċŰĬШƚĲƖƻŔĦĲƚЯШ§E?ШĦċŰШĬĲũŔƻĲƖШ
ŉċƚƣĲƖЯШůŸƖĲШƖĲũŔċĤũĲЯШċŰĬШůŸƖĲШċĦĦĲƚƚŔĤũĲШƚĲƖƻŔĦĲƚЮШ 

cŸƽĲƻĲƖЯШƣőĲШċŊĲŰĦǃШĦċŰŰŸƣШŔůƓũĲůĲŰƣШċũũШƣőĲƚĲШŔƣĲůƚШċƣШŸŰĦĲЮШÑŸШŉŸĦƨƚШŸƨƖШĲǭŸƖƣƚШċŰĬШċĦőŔĲƻĲШċƚШůƨĦőШ
ċƚШƓŸƚƚŔĤũĲШċƚШƕƨŔĦťũǃШċƚШƓŸƚƚŔĤũĲЯШƽĲШőċƻĲШŔĬĲŰƣŔǯĲĬШƣőĲШőŔŊőĲƚƣШƓƖŔŸƖŔƣǃШƓƖŸŢĲĦƣƚШċŰĬШƖĲŔŰŉŸƖĦĲĬШƣőĲШ
ċŊĲŰĦǃќƚШĦŸůůŔƣůĲŰƣШƣŸШƚĲƻĲƖċũШőŔŊőрƓƖŔŸƖŔƣǃШŔŰŔƣŔċƣŔƻĲƚШċũƖĲċĬǃШŔŰШƓƖŸŊƖĲƚƚЮШìőŔũĲШŰŸƣШŔŰŔƣŔċũũǃШƓƖŔŸƖŔƣŔǍĲĬЯШ
ƣőĲШŸƣőĲƖШŔƣĲůƚШƖĲůċŔŰШŔůƓŸƖƣċŰƣШƣŸШƣőĲШċŊĲŰĦǃќƚШĤƖŸċĬĲƖШƚƣƖċƣĲŊŔĦШŊŸċũƚШċŰĬШƽŔũũШĤĲШŔůƓŸƖƣċŰƣШƚƣƖċƣĲŊŔĲƚШ
ƣŸШĬƖċƽШŉƖŸůШċƚШƖĲƚŸƨƖĦĲƚШċũũŸƽЯШċŰĬШƽĲШĦŸŰƣŔŰƨĲШƣŸШċĬċƓƣШƣŸШůĲĲƣШŸƨƖШĦƨƚƣŸůĲƖƚќШŰĲĲĬƚЮШ§E?ШƓũċŰƚШƣŸШ
ƖĲƻŔƚŔƣШċŰĬШƖĲĲƻċũƨċƣĲШċũũШƣőĲƚĲШƓƖŸŢĲĦƣƚШŸŰШċШƖĲŊƨũċƖШĤċƚŔƚЯШĲŰƚƨƖŔŰŊШƣőċƣШĲǭŸƖƣƚШĦċŰШċĬƻċŰĦĲШċƚШĦċƓċĦŔƣǃШ
ċũũŸƽƚШŸƖШċƚШĦƨƚƣŸůĲƖШŰĲĲĬƚШĲƻŸũƻĲЮ 

ÑőĲШĲŰƣŔƖĲШƓƖŔŸƖŔƣŔǍĲĬШƓƖŸŢĲĦƣШũŔƚƣШŔƚШƓƖĲƚĲŰƣĲĬШũċƣĲƖШŔŰШƣőŔƚШƓũċŰЮШfƣШŔŰĦũƨĬĲƚШŸƨƖШƚŔǂШőŔŊőĲƚƣШƓƖŔŸƖŔƣŔĲƚШċŰĬШƣőĲШ
ƣŸƓШǯƻĲШƓƖŸŢĲĦƣƚШƽŔƣőŔŰШƣőƖĲĲШƓƖŸŢĲĦƣШĬƨƖċƣŔŸŰШĦċƣĲŊŸƖŔĲƚаШƚőŸƖƣрƣĲƖůЯШůŔĬрƣĲƖůЯШċŰĬШũŸŰŊрƣĲƖůЮ  



 

ΞΜΞΣШ§E?Ш9ƨƚƣŸůĲƖШÉĲƖƻŔĦĲШѼШìŸƖťŉŸƖĦĲШÉƣƖċƣĲŊŔĲƚШĦƣŔŸŰШÂũċŰШШШ҇ШШШÂċŊĲШΥ 

f ÑÅ§?Ö9Ñf§  
7 9u]Å§Ö ?  
ƓƓŸŔŰƣĲĬШĤǃШ]ŸƻЮШuŸƣĲťЯШ ŰĬƖĲƽШÅЮШÉƣŸũǯШĤĲĦċůĲШĬŔƖĲĦƣŸƖШŸŉШƣőĲШ§ƖĲŊŸŰШEůƓũŸǃůĲŰƣШ?ĲƓċƖƣůĲŰƣШы§E?ьШ

ŸŰШsƨŰĲШΞΟЯШΞΜΞΡЮШ§ŰШƣőċƣШƚċůĲШĬċǃЯШƣőĲШ]ŸƻĲƖŰŸƖШƚĲŰƣШőŔůШċШũĲƣƣĲƖШŸƨƣũŔŰŔŰŊШőĲƖШĲǂƓĲĦƣċƣŔŸŰƚШŉŸƖШƣőĲШ
ċŊĲŰĦǃШƨŰĬĲƖШőŔƚШŰĲƽШũĲċĬĲƖƚőŔƓЮ ÑőĲƚĲШƽƖŔƣƣĲŰШĲǂƓĲĦƣċƣŔŸŰƚШŉŸũũŸƽĲĬШ]ŸƻЮШuŸƣĲťќƚШŸƻĲƖċũũШĬŔƖĲĦƣŔŸŰШƣŸШ
ŉŸĦƨƚШŸŰШĦƨƚƣŸůĲƖШƚĲƖƻŔĦĲЯШƚƣƖŸŰŊĲƖШĦŸůůƨŰŔĦċƣŔŸŰЯШċŰĬШŸƓĲƖċƣŔŸŰċũШĲǂĦĲũũĲŰĦĲЯШċƚШƽĲũũШċƚШƖĲŉŸĦƨƚŔŰŊШ
ŸŰШ§E?ќƚШĦŸƖĲШůŔƚƚŔŸŰШŸŉШƚƨƓƓŸƖƣŔŰŊШĤƨƚŔŰĲƚƚШċŰĬШƓƖŸůŸƣŔŰŊШĲůƓũŸǃůĲŰƣЮШ 

]ŸƻЮШuŸƣĲťШƚƓĲĦŔǯĦċũũǃШƖĲƕƨĲƚƣĲĬШ§E?ШƣŸШĦŸŰĬƨĦƣШċŰШŔŰƣĲƖŰċũШŸƖŊċŰŔǍċƣŔŸŰċũШƖĲƻŔĲƽШċŰĬШĬĲũŔƻĲƖШċШƖĲƓŸƖƣШ
ƽŔƣőШƖĲĦŸůůĲŰĬċƣŔŸŰƚШċŰĬШċĦƣŔŸŰШƓũċŰƚШŸŰШŉŸƨƖШťĲǃШċƖĲċƚаШ 

¶ ШƓũċŰШŉŸƖШƣőĲШŉƨƣƨƖĲШŸŉШ[ƖċŰĦĲƚ 
¶ ШƓũċŰШŉŸƖШŔůƓƖŸƻŔŰŊШĦƨƚƣŸůĲƖШƚĲƖƻŔĦĲШŉŸƖШÂċŔĬШxĲċƻĲШ§ƖĲŊŸŰШыÂċŔĬШxĲċƻĲьШċŰĬШÖŰĲůƓũŸǃůĲŰƣШ
fŰƚƨƖċŰĦĲШыÖfь 

¶ ÅĲĦŸůůĲŰĬċƣŔŸŰƚШŉŸƖШőŸƽШƣŸШŔůƓƖŸƻĲШìŸƖťÉŸƨƖĦĲШ§ƖĲŊŸŰШыìÉ§ьШƓƖŸŊƖċůƚШċŰĬШƚĲƖƻŔĦĲƚ   
¶ ŰǃШŸƣőĲƖШƖĲĦŸůůĲŰĬċƣŔŸŰƚШŉŸƖШőŸƽШƣŸШŔůƓƖŸƻĲШƣőĲШĲǭŔĦŔĲŰĦǃШŸŉШƽŸƖťŉŸƖĦĲШĬĲƻĲũŸƓůĲŰƣШ
ƚĲƖƻŔĦĲƚ  

~EÑc§?§x§]ò  
fŰШƖĲƚƓŸŰƚĲШƣŸШƣőĲШŊŸƻĲƖŰŸƖќƚШĦőċƖŊĲЯШ§E?ШũċƨŰĦőĲĬШƣőĲШ9ƨƚƣŸůĲƖШÉĲƖƻŔĦĲШċŰĬШìŸƖťŉŸƖĦĲШÉƣƖċƣĲŊŔĲƚШ
ÂƖŸŢĲĦƣЮШÑőŔƚШƽċƚШċШŉċƚƣрƓċĦĲĬШĲǭŸƖƣШƽŔƣőШċŰШŔůƓŸƖƣċŰƣШŊŸċũаШƣŸШĬĲũŔƻĲƖШċШƓũċŰШƣŸШ]ŸƻЮШuŸƣĲťШƽŔƣőШĦũĲċƖЯШ
ċĦƣŔŸŰċĤũĲЯШċŰĬШƓƖŔŸƖŔƣŔǍĲĬШƖĲĦŸůůĲŰĬċƣŔŸŰƚШƣŸШŔůƓƖŸƻĲШĦƨƚƣŸůĲƖШƚĲƖƻŔĦĲШċŰĬШƚƣƖĲŰŊƣőĲŰШ§ƖĲŊŸŰќƚШ
ƽŸƖťŉŸƖĦĲШĬĲƻĲũŸƓůĲŰƣШůŔƚƚŔŸŰЮ  

ÑőĲШƓƖŸŢĲĦƣШƽċƚШĬŔƻŔĬĲĬШŔŰƣŸШƣƽŸШĬŔƚƣŔŰĦƣШƓőċƚĲƚа  

ΝЮ ШĦŸůƓƖĲőĲŰƚŔƻĲШŸƖŊċŰŔǍċƣŔŸŰċũШƖĲƻŔĲƽШƽőĲƖĲШƽĲШċƚťĲĬШĦƨƚƣŸůĲƖƚЯШƚƣċǭЯШƓċƖƣŰĲƖƚШċŰĬШ
ŔŰƣĲƖĲƚƣĲĬШƓċƖƣŔĲƚШŉŸƖШŉĲĲĬĤċĦťШŸŰШƽőċƣШƽĲШĬŸШƽĲũũШċŰĬШƽőċƣШƽĲШĦċŰШĬŸШĤĲƣƣĲƖ   

ΞЮ ÖƚŔŰŊШƣőĲШŉĲĲĬĤċĦťШŉƖŸůШƣőŔƚШƖĲƻŔĲƽЯШƽĲШĦƖĲċƣĲĬШċШƚĲƖŔĲƚШŸŉШƖĲĦŸůůĲŰĬċƣŔŸŰƚШċŰĬШċĦƣŔŸŰШ
ƓũċŰƚШċĦƖŸƚƚШƣőĲШŉŸƨƖШċƖĲċƚШŔĬĲŰƣŔǯĲĬШĤǃШƣőĲШ]ŸƻĲƖŰŸƖ 

fŰШĦŸŰĬƨĦƣŔŰŊШƣőĲШŸƖŊċŰŔǍċƣŔŸŰċũШƖĲƻŔĲƽЯШƽĲШĦƖĲċƣĲĬШƣċŔũŸƖĲĬШƽƖŔƣƣĲŰШƚƨƖƻĲǃƚШŉŸƖШĬŔǭĲƖĲŰƣШŊƖŸƨƓƚШċŰĬШ
ĦŸŰĬƨĦƣĲĬШĲǂƣĲŰƚŔƻĲШŉŸĦƨƚШŊƖŸƨƓШċŰĬШŔŰĬŔƻŔĬƨċũоƚůċũũШŊƖŸƨƓШŔŰƣĲƖƻŔĲƽƚЮШìĲШŊĲŰĲƖċũũǃШĦũƨƚƣĲƖĲĬШŸƨƣƖĲċĦőШ
ĲǭŸƖƣƚШċĦƖŸƚƚШƣőƖĲĲШŊƖŸƨƓƚаШ 

¶ 9ƨƚƣŸůĲƖƚаШìĲШĦŸũũĲĦƣĲĬШŔŰƓƨƣШŉƖŸůШĦũċŔůċŰƣƚЯШĲůƓũŸǃĲƖƚЯШċŰĬШĤƨƚŔŰĲƚƚĲƚШƣőƖŸƨŊőа   
o ÑċŔũŸƖŔŰŊШĲǂŔƚƣŔŰŊШƚƨƖƻĲǃƚШŉŸƖШÖfЯШÂċŔĬШxĲċƻĲЯШċŰĬШìÉ§ШĦƨƚƣŸůĲƖƚШыĦũċŔůċŰƣƚЯШŢŸĤƚĲĲťĲƖƚЯШ
ċŰĬШĲůƓũŸǃĲƖƚьШƽŔƣőШċĬĬĲĬШŸƓĲŰрĲŰĬĲĬШƕƨĲƚƣŔŸŰƚЮ   

o ÅƨŰŰŔŰŊШĦċũũрĤċƚĲĬШƚƨƖƻĲǃƚШŉŸƖШĦċũũĲƖƚШƣŸШ9ŸŰƣƖŔĤƨƣŔŸŰƚШċŰĬШÅĲĦŸƻĲƖǃШũŔŰĲƚЮ   
o xċƨŰĦőŔŰŊШċШƚŸĦŔċũШůĲĬŔċШĦċůƓċŔŊŰШƣŸШŔŰƻŔƣĲШ§ƖĲŊŸŰШĤƨƚŔŰĲƚƚĲƚШƣŸ ƓċƖƣŔĦŔƓċƣĲШŔŰШƚƨƖƻĲǃƚЯШ
ŔŰƣĲƖƻŔĲƽƚЯШŸƖШŉŸĦƨƚШŊƖŸƨƓƚЮ   

o ÖƚŔŰŊШÄÅШĦŸĬĲШƚƨƖƻĲǃƚШċƣШĤƨƚŔŰĲƚƚШĲŰŊċŊĲůĲŰƣШĲƻĲŰƣƚЮ  
 



 

ΞΜΞΣШ§E?Ш9ƨƚƣŸůĲƖШÉĲƖƻŔĦĲШѼШìŸƖťŉŸƖĦĲШÉƣƖċƣĲŊŔĲƚШĦƣŔŸŰШÂũċŰШШШ҇ШШШÂċŊĲШΦ 

¶ ÂċƖƣŰĲƖƚШċŰĬШfŰƣĲƖĲƚƣĲĬШÂċƖƣŔĲƚаШìĲШĦŸŰĬƨĦƣĲĬШŔŰƣĲƖƻŔĲƽƚШƽŔƣőШũĲŊŔƚũċƣŸƖƚЯШƽŸƖťŉŸƖĦĲШƚǃƚƣĲůШ
ƓċƖƣŰĲƖƚЯШŸƣőĲƖШƚƣċƣĲШċŊĲŰĦŔĲƚЯШċŰĬШŊŸƻĲƖŰċŰĦĲШŊƖŸƨƓƚЮШ 
 

¶ EůƓũŸǃĲĲƚаШìĲШĦŸŰĬƨĦƣĲĬШċŰШċũũрƚƣċǭШƚƨƖƻĲǃШƣőċƣШƚċƽШůŸƖĲШƣőċŰШΥΡΜШƖĲƚƓŸŰƚĲƚШċŰĬШőŸƚƣĲĬШΞΟШ
ŉŸĦƨƚШŊƖŸƨƓƚШƽŔƣőШůŸƖĲШƣőċŰШΞΠΜШƚƣċǭШƖĲƓƖĲƚĲŰƣŔŰŊШĲƻĲƖǃШċƖĲċШŸŉШƣőĲШċŊĲŰĦǃЯШƽŔƣőШċШƓċƖƣŔĦƨũċƖШ
ŉŸĦƨƚШŸŰШŊċƣőĲƖŔŰŊШƓĲƖƚƓĲĦƣŔƻĲƚШŉƖŸůШŉƖŸŰƣũŔŰĲШƚƣċǭЮ   

ƓƓĲŰĬŔǂШШőċƚШċШũŔƚƣШŸŉШƣőĲШŊƖŸƨƓƚШƽĲШĲŰŊċŊĲĬШƽŔƣőШĬƨƖŔŰŊШƣőŔƚШƓőċƚĲЯШċŰĬШƣőĲШÉƨůůċƖǃШŸŉШEŰŊċŊĲůĲŰƣШ
[ŔŰĬŔŰŊƚШũċƣĲƖШŔŰШƣőŔƚШƖĲƓŸƖƣШĦŸŰƣċŔŰƚШċŰШŸƻĲƖƻŔĲƽШŸŉШƣőĲШŉĲĲĬĤċĦťШƽĲШƖĲĦĲŔƻĲĬЮШìĲШƚċƽШƣőŔƚШƓőċƚĲШċƚШ
ĲƚƚĲŰƣŔċũШƣŸШƣőŔƚШƓƖŸŢĲĦƣШċƚШƽĲШťŰĲƽШŸƨƖШƖĲĦŸůůĲŰĬċƣŔŸŰƚШŰĲĲĬĲĬШƣŸШĤĲШŔŰŉŸƖůĲĬШĤǃШƽőċƣШŸƨƖШĦƨƚƣŸůĲƖƚШ
ċŰĬШƓċƖƣŰĲƖƚШƽċŰƣШƣŸШƚĲĲШŉƖŸůШƨƚЮШÅĲũċƣĲĬũǃЯШƽĲШƓũċŰШƣŸШĦŸŰƣŔŰƨĲШůċŰǃШŸŉШƣőĲƚĲШƓƖċĦƣŔĦĲƚЯШũŔťĲШƣőĲШ
ĤƨƚŔŰĲƚƚШƚĲƖƻŔĦĲƚШĦƨƚƣŸůĲƖШƚċƣŔƚŉċĦƣŔŸŰШƚƨƖƻĲǃШċŰĬШƚƣċǭШŉŸĦƨƚШŊƖŸƨƓƚЯШŸŰШċŰШŸŰŊŸŔŰŊШĤċƚŔƚШƚŸШƽĲШĦċŰШ
ƖŸƨƣŔŰĲũǃШĦŸũũĲĦƣШŉĲĲĬĤċĦťШċŰĬШĦŸŰƣŔŰƨŸƨƚũǃШŔůƓƖŸƻĲШŸƨƖШƚĲƖƻŔĦĲƚЮ    

9E ÑEÅf ]ШÑcEШ9ÖÉÑ§~EÅШEñÂEÅfE 9E 
fŰШĬĲƻĲũŸƓŔŰŊШƣőŔƚШƓũċŰЯШƽĲШŔŰƣĲŰƣŔŸŰċũũǃШŉŸĦƨƚĲĬШŸŰШƣőĲШĦƨƚƣŸůĲƖШĲǂƓĲƖŔĲŰĦĲЯШĲǂƓũŸƖŔŰŊШőŸƽШĲċĦőШƓċƖƣШŸŉШ
ċШĦƨƚƣŸůĲƖќƚШĲŰŊċŊĲůĲŰƣШċŰĬШŔŰƣĲƖċĦƣŔŸŰШƽŔƣőШ§E?ШĦċŰШĤĲШŔůƓƖŸƻĲĬЮШEċĦőШċĦƣŔŸŰШŔƣĲůЯШĲŔƣőĲƖШĬŔƖĲĦƣũǃШŸƖШ
ŔŰĬŔƖĲĦƣũǃЯШƚĲĲťƚШƣŸШŔůƓƖŸƻĲШ§E?ќƚШċĤŔũŔƣǃШƣŸШƓƖŸƻŔĬĲШƣőĲШĤĲƚƣШĦƨƚƣŸůĲƖШƚĲƖƻŔĦĲШƓŸƚƚŔĤũĲЮ 

ƚШċШťĲǃШƓċƖƣШŸŉШĦĲŰƣĲƖŔŰŊШƣőĲШĦƨƚƣŸůĲƖШŔŰШċũũШŸƨƖШƽŸƖťЯШƽĲШĬĲƻĲũŸƓĲĬШĦƨƚƣŸůĲƖШŢŸƨƖŰĲǃШůċƓƚШŉŸƖШÖfШċŰĬШ
ÂċŔĬШxĲċƻĲЮШÑőĲƚĲШŰŸƣШŸŰũǃШőĲũƓШƣŸШŔũũƨƚƣƖċƣĲШƽőĲƖĲШƣŸШŉŸĦƨƚШŸƨƖШĲǭŸƖƣƚШĤƨƣШƽŔũũШŉŸƖůШƣőĲШĤċƚŔƚШŉŸƖШƚĲƻĲƖċũШ
ƓƖŸŢĲĦƣƚЯШũŔťĲШĦƖĲċƣŔŰŊШċШũŔƻĲШĦũċŔůШƚƣċƣƨƚШƣƖċĦťĲƖЮШcĲƖĲШċƖĲШĦƨƖƖĲŰƣШƻĲƖƚŔŸŰƚШŸŉШƣőĲШŰĲƽШĦƨƚƣŸůĲƖШŢŸƨƖŰĲǃШ
ůċƓƚЮ 

 



 

ΞΜΞΣШ§E?Ш9ƨƚƣŸůĲƖШÉĲƖƻŔĦĲШѼШìŸƖťŉŸƖĦĲШÉƣƖċƣĲŊŔĲƚШĦƣŔŸŰШÂũċŰШШШ҇ШШШÂċŊĲШΝΜ 

Ö E~Âx§ò~E ÑШf ÉÖÅ  9EШ9ÖÉÑ§~EÅШs§ÖÅ EòШ~ Â 



 

ΞΜΞΣШ§E?Ш9ƨƚƣŸůĲƖШÉĲƖƻŔĦĲШѼШìŸƖťŉŸƖĦĲШÉƣƖċƣĲŊŔĲƚШĦƣŔŸŰШÂũċŰШШШ҇ШШШÂċŊĲШΝΝ 

Â f?ШxE éEШ§ÅE]§ Ш9ÖÉÑ§~EÅШs§ÖÅ EòШ~ Â 



 

ΞΜΞΣШ§E?Ш9ƨƚƣŸůĲƖШÉĲƖƻŔĦĲШѼШìŸƖťŉŸƖĦĲШÉƣƖċƣĲŊŔĲƚШĦƣŔŸŰШÂũċŰШШШ҇ШШШÂċŊĲШΝΞ 

]E 9òШ§éEÅéfEìШ 
ÑőĲШ§ƖĲŊŸŰШEůƓũŸǃůĲŰƣШ?ĲƓċƖƣůĲŰƣШы§E?ьШƓƖŸƻŔĬĲƚШĲĦŸŰŸůŔĦШƚƣċĤŔũŔƣǃШƣŸШ§ƖĲŊŸŰШĦŸůůƨŰŔƣŔĲƚШĤǃШ
ƓƖŸƻŔĬŔŰŊШƻŔƣċũШƚĲƖƻŔĦĲƚШƣŸШĤŸƣőШĤƨƚŔŰĲƚƚĲƚШċŰĬШƽŸƖťĲƖƚЮ§E?ШƚƨƓƓŸƖƣƚШĤƨƚŔŰĲƚƚĲƚШƽŔƣőШǯŰĬŔŰŊШƕƨċũŔǯĲĬШ
ŢŸĤШĦċŰĬŔĬċƣĲƚЯШũċĤŸƖШůċƖťĲƣШŔŰŉŸƖůċƣŔŸŰЯШƣċǂШŔŰĦĲŰƣŔƻĲƚЯШċŰĬШƚƨƓƓŸƖƣЯШċŰĬШƖĲƣċŔŰŔŰŊШƣċũĲŰƣШƣőƖŸƨŊőШ
ĲĦŸŰŸůŔĦШĬŸƽŰƣƨƖŰƚЮШ§E?ШƓƖŸůŸƣĲƚШĲůƓũŸǃůĲŰƣШƣőƖŸƨŊőШƽċŊĲШƖĲƓũċĦĲůĲŰƣШĤĲŰĲǯƣƚШĬƨƖŔŰŊШ
ƨŰĲůƓũŸǃůĲŰƣШċŰĬШƚŔŊŰŔǯĦċŰƣШũŔŉĲШĲƻĲŰƣƚЯШŢŸĤШƓũċĦĲůĲŰƣЯШƣƖċŔŰŔŰŊЯШċŰĬШƨƚĲŉƨũШĦċƖĲĲƖШŔŰŉŸƖůċƣŔŸŰЮШ§ƨƖШ
ůŔƚƚŔŸŰЯШƽőŔĦőШŔƚШƣŸШƚƨƓƓŸƖƣШĤƨƚŔŰĲƚƚШċŰĬШƓƖŸůŸƣĲШĲůƓũŸǃůĲŰƣЯШŔƚШĦċƖƖŔĲĬШŸƨƣШƣőƖŸƨŊőШƣőĲШŉŸũũŸƽŔŰŊШ
ůċŔŰШĬŔƻŔƚŔŸŰƚЮШ  

Contributions and Recovery  

§E?ќƚШ9ŸŰƣƖŔĤƨƣŔŸŰƚШċŰĬШÅĲĦŸƻĲƖǃШы9ѼÅьШĬŔƻŔƚŔŸŰШƚƨƓƓŸƖƣƚШ§ƖĲŊŸŰќƚШÖŰĲůƓũŸǃůĲŰƣШfŰƚƨƖċŰĦĲШыÖfьШċŰĬШ
ÂċŔĬШxĲċƻĲШ§ƖĲŊŸŰШыÂċŔĬШxĲċƻĲьШƓƖŸŊƖċůƚШĤǃШƖĲĦĲŔƻŔŰŊШċŰĬШƓƖŸĦĲƚƚŔŰŊШĲůƓũŸǃĲƖШƓċǃƖŸũũШƖĲƓŸƖƣƚШŉŸƖШƣċǂĲƚШ
ċŰĬШĦŸŰƣƖŔĤƨƣŔŸŰƚЮШÑőĲШĬŔƻŔƚŔŸŰШĬĲƣĲƖůŔŰĲƚШĲůƓũŸǃĲƖШƣċǂШũŔċĤŔũŔƣǃЯШċƨĬŔƣƚШċĦĦŸƨŰƣƚШŉŸƖШċĦĦƨƖċĦǃШċŰĬШ
ĦŸůƓũŔċŰĦĲЯШċŰĬШůċŰċŊĲƚШƖĲĦŸƻĲƖǃШŸŉШƨŰƓċŔĬШŸƖШŸƻĲƖƓċŔĬШċůŸƨŰƣƚЮ   

Paid Leave Oregon  

ÂċŔĬШxĲċƻĲШƓƖŸƻŔĬĲƚШƓċŔĬШƣŔůĲШċƽċǃШŉƖŸůШƽŸƖťШƚŸШĲůƓũŸǃĲĲƚШĦċŰШƽĲũĦŸůĲШċШŰĲƽШĦőŔũĬЯШĦċƖĲШŉŸƖШċШŉċůŔũǃШ
ůĲůĤĲƖШƽŔƣőШċШƚĲƖŔŸƨƚШőĲċũƣőШĦŸŰĬŔƣŔŸŰЯШƖĲĦŸƻĲƖШŉƖŸůШƣőĲŔƖШŸƽŰШƚĲƖŔŸƨƚШőĲċũƣőШĦŸŰĬŔƣŔŸŰЯШŸƖШċĬĬƖĲƚƚШ
ŔƚƚƨĲƚШƖĲũċƣĲĬШƣŸШƚĲǂƨċũШċƚƚċƨũƣЯШĬŸůĲƚƣŔĦШƻŔŸũĲŰĦĲЯШƚƣċũťŔŰŊЯШĤŔċƚШĦƖŔůĲƚЯШŸƖШőċƖċƚƚůĲŰƣЮШ7ǃШƚƨƓƓŸƖƣŔŰŊШ
ƽŸƖťĲƖƚШƣőƖŸƨŊőШůċŢŸƖШũŔŉĲШĲƻĲŰƣƚЯШƣőĲШƓƖŸŊƖċůШőĲũƓƚШ§ƖĲŊŸŰŔċŰƚШƚƣċǃШĦŸŰŰĲĦƣĲĬШƣŸШƣőĲŔƖШŢŸĤƚШċŰĬШ
ůċŔŰƣċŔŰШǯŰċŰĦŔċũШƚƣċĤŔũŔƣǃШĬƨƖŔŰŊШũŔŉĲќƚШĬŔǭŔĦƨũƣШůŸůĲŰƣƚЮ  

Unemployment Insurance  

ÑőĲШÖfШÂƖŸŊƖċůШƚƨƓƓŸƖƣƚШ§ƖĲŊŸŰѣƚШƓĲŸƓũĲШċŰĬШĦŸůůƨŰŔƣŔĲƚШĬƨƖŔŰŊШƣŔůĲƚШŸŉШĲĦŸŰŸůŔĦШƨŰĦĲƖƣċŔŰƣǃЮШ
ÑőƖŸƨŊőШƣĲůƓŸƖċƖǃЯШƓċƖƣŔċũШƽċŊĲШƖĲƓũċĦĲůĲŰƣЯШƣőĲШƓƖŸŊƖċůШƚƨƓƓŸƖƣƚШƽŸƖťĲƖƚШƽőŸШċƖĲШƨŰĲůƓũŸǃĲĬШ
ƣőƖŸƨŊőШŰŸШŉċƨũƣШŸŉШƣőĲŔƖШŸƽŰШċƚШƣőĲǃШƚĲĲťШŰĲƽШƽŸƖťЮШÑőĲƚĲШƓċǃůĲŰƣƚЯШŉƨŰĬĲĬШĤǃШĲůƓũŸǃĲƖШƓċǃƖŸũũШƣċǂĲƚЯШ
őĲũƓШƚŸŉƣĲŰШĲĦŸŰŸůŔĦШƚőŸĦťƚШċŰĬШőĲũƓШťĲĲƓШċШƚťŔũũĲĬШũċĤŸƖШŉŸƖĦĲШŔŰШƣőĲШĦŸůůƨŰŔƣǃЮ    

Workforce and Economic Research  

ÑőĲШìŸƖťŉŸƖĦĲШċŰĬШEĦŸŰŸůŔĦШÅĲƚĲċƖĦőШ?ŔƻŔƚŔŸŰШƓƖŸƻŔĬĲƚШƖĲũŔċĤũĲЯШċĦĦƨƖċƣĲЯШċŰĬШƣŔůĲũǃШũċĤŸƖШůċƖťĲƣШ
ŔŰŉŸƖůċƣŔŸŰШƖĲũċƣŔŰŊШƣŸШ§ƖĲŊŸŰќƚШĲĦŸŰŸůǃШċŰĬШƽŸƖťŉŸƖĦĲЮШÉƣċǭШĦŸũũĲĦƣШŔŰŉŸƖůċƣŔŸŰШŉƖŸůШƣċǂШƖĲĦŸƖĬƚШċŰĬШ
ŰƨůĲƖŸƨƚШƚƨƖƻĲǃƚбШċŰċũǃǍĲШƣőĲШċƻċŔũċĤũĲШŔŰŉŸƖůċƣŔŸŰбШċŰĬШĬŔƚƚĲůŔŰċƣĲШƣőĲШŔŰŉŸƖůċƣŔŸŰШŔŰШċШƻċƖŔĲƣǃШŸŉШ
ůĲċŰƚЯШŔŰĦũƨĬŔŰŊШƓƖĲƚĲŰƣċƣŔŸŰƚЯШƓƨĤũŔĦċƣŔŸŰƚЯШċŰĬШƻŔċШƣőĲШfŰƣĲƖŰĲƣЮШÂƖŔůċƖǃШĦƨƚƣŸůĲƖШŊƖŸƨƓƚШŔŰĦũƨĬĲШ
ũĲŊŔƚũċƣŸƖƚШċŰĬШƓŸũŔĦǃůċťĲƖƚбШĲůƓũŸǃĲƖƚШċŰĬШĤƨƚŔŰĲƚƚĲƚбШƽŸƖťŉŸƖĦĲШĤŸċƖĬƚЯШƓċƖƣŰĲƖƚШċŰĬШĦƨƚƣŸůĲƖƚбШ
ĲĬƨĦċƣŸƖƚШċŰĬШƚƣƨĬĲŰƣƚбШċŰĬШƣőĲШŰĲƽƚШůĲĬŔċЮ  

 



 

ΞΜΞΣШ§E?Ш9ƨƚƣŸůĲƖШÉĲƖƻŔĦĲШѼШìŸƖťŉŸƖĦĲШÉƣƖċƣĲŊŔĲƚШĦƣŔŸŰШÂũċŰШШШ҇ШШШÂċŊĲШΝΟ 

Workforce Operations  

§E?ќƚШìŸƖťŉŸƖĦĲШ§ƓĲƖċƣŔŸŰƚШыì§ьШĬŔƻŔƚŔŸŰШŔƚШċШƓċƖƣŰĲƖШŔŰШìŸƖťÉŸƨƖĦĲШ§ƖĲŊŸŰШыìÉ§ьЯШċШĦŸŰƚŸƖƣŔƨůШŸŉШ
ƚƣċƣĲШċŊĲŰĦŔĲƚШċŰĬШũŸĦċũШƽŸƖťŉŸƖĦĲШĤŸċƖĬƚЯШċŰĬШŔƣШŸƓĲƖċƣĲƚШΟΤШìÉ§ШĦĲŰƣĲƖƚШċĦƖŸƚƚШƣőĲШƚƣċƣĲЮШìÉ§ШŸǭĲƖƚШ
ċШƽŔĬĲШƖċŰŊĲШŸŉШŉƖĲĲШƚĲƖƻŔĦĲƚЯШŔŰĦũƨĬŔŰŊШƓĲƖƚŸŰċũŔǍĲĬШĦċƖĲĲƖШĦŸċĦőŔŰŊЯШƖĲƚƨůĲШƽƖŔƣŔŰŊЯШŔŰƣĲƖƻŔĲƽШƓƖċĦƣŔĦĲЯШ
ċŰĬШŢŸĤШƚĲċƖĦőШƚƣƖċƣĲŊŔĲƚЮШ[ŸƖШĲůƓũŸǃĲƖƚШċŰĬШĤƨƚŔŰĲƚƚĲƚЯШìÉ§ШƓƖŸƻŔĬĲƚШƚƨƓƓŸƖƣШŉŸƖШŢŸĤШƓŸƚƣŔŰŊƚШċŰĬШ
ǯŰĬŔŰŊШƕƨċũŔǯĲĬШĦċŰĬŔĬċƣĲƚЯШőŔƖŔŰŊШŔŰĦĲŰƣŔƻĲƚЯШċŰĬШċĦĦĲƚƚШƣŸШũċĤŸƖрůċƖťĲƣШĬċƣċШтШċũũШċƣШŰŸШĦŸƚƣЮ 

Information Technology Services  

§E?ќƚШfŰŉŸƖůċƣŔŸŰШÑĲĦőŰŸũŸŊǃШÉĲƖƻŔĦĲƚШыfÑьШĬŔƻŔƚŔŸŰШƓƖŸƻŔĬĲƚШƚĲĦƨƖĲШċŰĬШƖĲũŔċĤũĲШƣĲĦőŰŸũŸŊǃШƚŸũƨƣŔŸŰƚШƣŸШ
ƚƨƓƓŸƖƣШċĦĦĲƚƚŔĤũĲШċŰĬШĲǭŔĦŔĲŰƣШĲůƓũŸǃůĲŰƣШƚĲƖƻŔĦĲƚШŉŸƖШċũũШ§ƖĲŊŸŰŔċŰƚЮШfÑШŔƚШƖĲƚƓŸŰƚŔĤũĲШŉŸƖШƚƨƓƓŸƖƣŔŰŊШ
[ƖċŰĦĲƚЯШƽőŔĦőШŔƚШ§E?ќƚШƖĲũċƣŔƻĲũǃШŰĲƽШƚǃƚƣĲůШƚƨƓƓŸƖƣŔŰŊШƣőĲШĬĲũŔƻĲƖǃШŸŉШ§E?ќƚШĦŸƖĲШƚĲƖƻŔĦĲƚШŉŸƖШƣőĲШÖfШ
ċŰĬШÂċŔĬШxĲċƻĲШĤĲŰĲǯƣШƓƖŸŊƖċůƚЯШċƚШƽĲũũШċƚШĦŸũũĲĦƣŔŸŰШŸŉШĦŸŰƣƖŔĤƨƣŔŸŰƚЮШ 

 



 

ΞΜΞΣШ§E?Ш9ƨƚƣŸůĲƖШÉĲƖƻŔĦĲШѼШìŸƖťŉŸƖĦĲШÉƣƖċƣĲŊŔĲƚШĦƣŔŸŰШÂũċŰШШШ҇ШШШÂċŊĲШΝΠ 

9ÖÅÅE ÑШÂEÅ[§Å~  9EШ~EÑÅf9ÉШ 
ÑőĲШċŊĲŰĦǃШƓƨĤũŔĦũǃШƣƖċĦťƚШċŰĬШƖĲƓŸƖƣƚШƚŔǂШƓƖŔůċƖǃШůĲƣƖŔĦƚШƖĲũċƣĲĬШƣŸШĦƨƚƣŸůĲƖШƚĲƖƻŔĦĲЮШÑőĲƚĲШůĲƣƖŔĦƚШ
ċƖĲШƨƓĬċƣĲĬШůŸŰƣőũǃШċŰĬШĦċŰШĤĲШƚĲĲŰШŸŰШŸƨƖШƓƨĤũŔĦШĬċƚőĤŸċƖĬЮШ 

 

 

 

 



 

ΞΜΞΣШ§E?Ш9ƨƚƣŸůĲƖШÉĲƖƻŔĦĲШѼШìŸƖťŉŸƖĦĲШÉƣƖċƣĲŊŔĲƚШĦƣŔŸŰШÂũċŰШШШ҇ШШШÂċŊĲШΝΡ 

§E?ШċũƚŸШƣƖċĦťƚШΝΡШuĲǃШÂĲƖŉŸƖůċŰĦĲШ~ĲƣƖŔĦƚШƣőċƣШƽĲШƖĲƓŸƖƣШƣŸШƣőĲШũĲŊŔƚũċƣƨƖĲЮШÑőĲƚĲШŔŰĦũƨĬĲа 

¶ uÂ~ШΝШтШEŰƣĲƖĲĬШEůƓũŸǃůĲŰƣаШÂĲƖĦĲŰƣċŊĲШŸŉШŢŸĤШƚĲĲťĲƖƚШƽőŸШƖĲĦĲŔƻĲШƚĲƖƻŔĦĲШŉƖŸůШì§ШƣőċƣШċƖĲШ
ƚƣŔũũШĲůƓũŸǃĲĬШċŉƣĲƖШƚŔǂШůŸŰƣőƚЮ 

¶ uÂ~ШΞШтШÅĲƣċŔŰĲĬШEůƓũŸǃůĲŰƣаШÂĲƖĦĲŰƣШŸŉШŢŸĤШƚĲĲťĲƖƚШƽőŸШƖĲĦĲŔƻĲШƚĲƖƻŔĦĲШŉƖŸůШì§ШƣőċƣШċƖĲШƚƣŔũũШ
ĲůƓũŸǃĲĬШċŉƣĲƖШΝΞШůŸŰƣőƚЮ 

¶ uÂ~ШΟШтШ9ŸƚƣШÂĲƖШÂũċĦĲůĲŰƣаШÑŸƣċũШĦŸƚƣШŸŉШì§Шы7ƨƚŔŰĲƚƚШѼШEůƓũŸǃůĲŰƣШÉĲƖƻŔĦĲƚьШƓƖŸŊƖċůШ
ĬŔƻŔĬĲĬШĤǃШƣőĲШƣŸƣċũШŰƨůĤĲƖШŸŉШŢŸĤШƚĲĲťĲƖƚШĲŰƣĲƖĲĬШŔŰƣŸШĲůƓũŸǃůĲŰƣШċŉƣĲƖШƖĲĦĲŔƻŔŰŊШƚĲƖƻŔĦĲƚЮ 

¶ uÂ~ШΠШтШ[ŔƖƚƣШÂċǃШÑŔůĲũŔŰĲƚƚаШÂĲƖĦĲŰƣċŊĲШŸŉШŔŰŔƣŔċũШÖfШƓċǃůĲŰƣƚШůċĬĲШƽŔƣőŔŰШΞΝШĬċǃƚШŸŉШĲũŔŊŔĤŔũŔƣǃЮ 
¶ uÂ~ШΡШтШ ŸŰр~ŸŰĲƣċƖǃШ?ĲƣĲƖůŔŰċƣŔŸŰШÑŔůĲũŔŰĲƚƚаШÂĲƖĦĲŰƣċŊĲШŸŉШĦũċŔůƚШƣőċƣШċƖĲШċĬŢƨĬŔĦċƣĲĬШ
ƽŔƣőŔŰШΞΝШĬċǃƚШŸŉШŔƚƚƨĲШĬĲƣĲĦƣŔŸŰЮ 

¶ uÂ~ШΣШтШÖfШĬůŔŰŔƚƣƖċƣŔƻĲШ9ŸƚƣƚШċƚШċШÂĲƖĦĲŰƣШŸŉШ7ĲŰĲǯƣƚШÂċŔĬаШ9ŸůƓċƖĲƚШĬŸũũċƖƚШƓċŔĬШƣŸШ
ƨŰĲůƓũŸǃĲĬШƽŸƖťĲƖƚШċŊċŔŰƚƣШƣőĲШĦŸƚƣШŸŉШƓƖŸƻŔĬŔŰŊШƣőŸƚĲШĤĲŰĲǯƣƚЯШŔŰĦũƨĬŔŰŊШƖĲũċƣĲĬШ?ĲƓċƖƣůĲŰƣШŸŉШ
sƨƚƣŔĦĲШċŰĬШ§ǭŔĦĲШŸŉШ ĬůŔŰŔƚƣƖċƣŔƻĲШcĲċƖŔŰŊƚШĦŸƚƣƚЮ 

¶ uÂ~ШΤШтШÖŰĲůƓũŸǃůĲŰƣШfŰƚƨƖċŰĦĲШ ƓƓĲċũƚШÑŔůĲũŔŰĲƚƚаШÂĲƖĦĲŰƣċŊĲШŸŉШĦċƚĲƚШƖĲƕƨĲƚƣŔŰŊШċШ
őĲċƖŔŰŊШƣőċƣШċƖĲШőĲċƖĬШŸƖШċƖĲШŸƣőĲƖƽŔƚĲШƖĲƚŸũƻĲĬШƽŔƣőŔŰШΟΜШĬċǃƚШŸŉШƣőĲШĬċƣĲШŸŉШƖĲƕƨĲƚƣЮ 

¶ uÂ~ШΥШтШ ŸŰрƨŰĲůƓũŸǃůĲŰƣШfŰƚƨƖċŰĦĲШ ƓƓĲċũƚШÑŔůĲũŔŰĲƚƚаШÂĲƖĦĲŰƣċŊĲШŸŉШŸƖĬĲƖƚШŔƚƚƨĲĬШƽŔƣőŔŰШ
ƣőĲШƚƣċŰĬċƖĬƚШĲƚƣċĤũŔƚőĲĬШĤǃШƣőĲШƨƚĲƖШċŊĲŰĦŔĲƚЮ 

¶ uÂ~ШΦШтШÂċŔĬШxĲċƻĲШ§ƖĲŊŸŰШ?ĲƣĲƖůŔŰċƣŔŸŰƚШÑŔůĲũŔŰĲƚƚаШÂĲƖĦĲŰƣċŊĲШŸŉШŔŰŔƣŔċũШÂċŔĬШxĲċƻĲШ§ƖĲŊŸŰШ
ĬĲƣĲƖůŔŰċƣŔŸŰƚШůċĬĲШƽŔƣőŔŰШΞΝШĬċǃƚШŸŉШċШĦũċŔůШĤĲŔŰŊШǯũĲĬЮ 

¶ uÂ~ШΝΜШтШƻĲƖċŊĲШ?ċǃƚШƣŸШfƚƚƨĲШċŰШ§ƖĬĲƖаШƻĲƖċŊĲШŰƨůĤĲƖШŸŉШĬċǃƚШƣŸШŔƚƚƨĲШċŰШŸƖĬĲƖШŉŸũũŸƽŔŰŊШƣőĲШ
ĦũŸƚĲШŸŉШƖĲĦŸƖĬЮ 

¶ uÂ~ШΝΝШтШ9ŸƚƣШÂĲƖШÅĲŉĲƖƖċũШƣŸШ§ cаШƻĲƖċŊĲШĦŸƚƣШŸŉШőĲċƖŔŰŊШƖĲŉĲƖƖċũШƣŸШƣőĲШ§ǭŔĦĲШŸŉШ ĬůŔŰŔƚƣƖċƣŔƻĲШ
cĲċƖŔŰŊƚЮ 

¶ uÂ~ШΝΞШтШÖŰĲůƓũŸǃůĲŰƣШfŰƚƨƖċŰĦĲШcŔŊőĲƖШ ƨƣőŸƖŔƣǃШ ƓƓĲċũƚШÑŔůĲũŔŰĲƚƚаШÂĲƖĦĲŰƣċŊĲШŸŉШĦċƚĲƚШ
ƖĲƕƨĲƚƣŔŰŊШċŰШċƓƓĲċũШƣőċƣШƖĲĦĲŔƻĲШċШĬĲĦŔƚŔŸŰШƽŔƣőŔŰШΠΡШĬċǃƚШŸŉШƣőĲШĬċƣĲШŸŉШƖĲƕƨĲƚƣЮ 

¶ uÂ~ШΝΟШтШÑŔůĲũŔŰĲƚƚШŸŉШ ĲƽШÉƣċƣƨƚШ?ĲƣĲƖůŔŰċƣŔŸŰƚаШÂĲƖĦĲŰƣċŊĲШŸŉШŰĲƽШƚƣċƣƨƚШĬĲƣĲƖůŔŰċƣŔŸŰƚШ
ĦŸůƓũĲƣĲĬШƽŔƣőŔŰШΦΜШĬċǃƚШŸŉШƣőĲШĲŰĬШŸŉШƣőĲШũŔċĤũĲШƕƨċƖƣĲƖЮ 

¶ uÂ~ШΝΠШтШ9ƨƚƣŸůĲƖШÉĲƖƻŔĦĲШÉċƣŔƚŉċĦƣŔŸŰаШÂĲƖĦĲŰƣШŸŉШĦƨƚƣŸůĲƖƚШƖċƣŔŰŊШƣőĲŔƖШƚċƣŔƚŉċĦƣŔŸŰШƽŔƣőШƣőĲШ
ċŊĲŰĦǃќƚШĦƨƚƣŸůĲƖШƚĲƖƻŔĦĲШċƚШљŊŸŸĬњШŸƖШљĲǂĦĲũũĲŰƣњЯШŔŰĦũƨĬŔŰŊШŸƻĲƖċũũШĦƨƚƣŸůĲƖШƚĲƖƻŔĦĲЯШ
ƣŔůĲũŔŰĲƚƚЯШċĦĦƨƖċĦǃЯШőĲũƓŉƨũŰĲƚƚЯШĲǂƓĲƖƣŔƚĲЯШċŰĬШċƻċŔũċĤŔũŔƣǃШŸŉШŔŰŉŸƖůċƣŔŸŰЮ 

¶ uÂ~ΝΡШтШ[ŸƨŰĬċƣŔŸŰċũШÉƨƖƻĲǃШÅĲƚƓŸŰƚĲШÅċƣĲаШ§ƖĬŔŰċƖǃШыŰŸŰрƽĲŔŊőƣĲĬьШċƖŔƣőůĲƣŔĦШůĲċŰШŸŉШŉŸƨƖШ
ċŰŰƨċũШƖĲƚƓŸŰƚĲШƖċƣĲƚаШыΝьШ§ĦĦƨƓċƣŔŸŰċũШEůƓũŸǃůĲŰƣШÉƣċƣŔƚƣŔĦƚШĲůƓũŸǃůĲŰƣбШыΞьШ§ĦĦƨƓċƣŔŸŰċũШ
EůƓũŸǃůĲŰƣШÉƣċƣŔƚƣŔĦƚШƨŰŔƣƚбШыΟьШ ŰŰƨċũШÅĲǯũŔŰŊШÉƨƖƻĲǃШĲůƓũŸǃůĲŰƣбШċŰĬШыΠьШ ŰŰƨċũШÅĲǯũŔŰŊШ
ÉƨƖƻĲǃШƨŰŔƣƚЮ 

ÑőĲШŸƖŊċŰŔǍċƣŔŸŰċũШƖĲƻŔĲƽШĲũĲƻċƣĲĬШƣőĲШŰĲĲĬШƣŸШƨƓĬċƣĲШƣőĲƚĲШůĲƣƖŔĦƚШƣŸШĲŰƚƨƖĲШƽĲШċƖĲШƚĲƣƣŔŰŊШċŰĬШ
ƖĲƓŸƖƣŔŰŊШŸŰШƣőĲШƖŔŊőƣШĦŸůƓƖĲőĲŰƚŔƻĲШĦƨƚƣŸůĲƖШƚĲƖƻŔĦĲШŊŸċũƚЯШċŰĬШƣőċƣШŸƨƖШŔŰƣĲƖŰċũШƓĲƖŉŸƖůċŰĦĲШ
ůĲċƚƨƖĲƚШƖĲǰĲĦƣШƓƖŸŊƖĲƚƚШƣŸƽċƖĬƚШƣőŸƚĲШŊŸċũƚЮШÑőŔƚШƽŸƖťШŔƚШĬĲƚĦƖŔĤĲĬШŔŰШůŸƖĲШĬĲƣċŔũШŔŰШÂċƖƣШ7ШŸŉШƣőĲШ
ĦƣŔŸŰШfƣĲůƚШƚĲĦƣŔŸŰЯШљ ŊĲŰĦǃрìŔĬĲШċŰĬШ9ƖŸƚƚр?ŔƻŔƚŔŸŰШĦƣŔŸŰШfƣĲůƚЮњ 

 



 

ΞΜΞΣШ§E?Ш9ƨƚƣŸůĲƖШÉĲƖƻŔĦĲШѼШìŸƖťŉŸƖĦĲШÉƣƖċƣĲŊŔĲƚШĦƣŔŸŰШÂũċŰШШШ҇ШШШÂċŊĲШΝΣ 

ìc ÑШìEШcE Å?ШтШÉÖ~~ ÅòШ§[ШE ] ]E~E ÑШ[f ?f ]É 
Ö E~Âx§ò~E ÑШf ÉÖÅ  9EШ9c xxE ]EÉШ



 

ΞΜΞΣШ§E?Ш9ƨƚƣŸůĲƖШÉĲƖƻŔĦĲШѼШìŸƖťŉŸƖĦĲШÉƣƖċƣĲŊŔĲƚШĦƣŔŸŰШÂũċŰШШШ҇ШШШÂċŊĲШΝΤ 

Ö E~Âx§ò~E ÑШf ÉÖÅ  9EШ§ÂÂ§ÅÑÖ fÑfEÉШ 



 

ΞΜΞΣШ§E?Ш9ƨƚƣŸůĲƖШÉĲƖƻŔĦĲШѼШìŸƖťŉŸƖĦĲШÉƣƖċƣĲŊŔĲƚШĦƣŔŸŰШÂũċŰШШШ҇ШШШÂċŊĲШΝΥ 

Â f?ШxE éEШ§ÅE]§ Ш9c xxE ]EÉ  



 

ΞΜΞΣШ§E?Ш9ƨƚƣŸůĲƖШÉĲƖƻŔĦĲШѼШìŸƖťŉŸƖĦĲШÉƣƖċƣĲŊŔĲƚШĦƣŔŸŰШÂũċŰШШШ҇ШШШÂċŊĲШΝΦ 

Â f?ШxE éEШ§ÅE]§ Ш§ÂÂ§ÅÑÖ fÑfEÉ  



 

ΞΜΞΣШ§E?Ш9ƨƚƣŸůĲƖШÉĲƖƻŔĦĲШѼШìŸƖťŉŸƖĦĲШÉƣƖċƣĲŊŔĲƚШĦƣŔŸŰШÂũċŰШШШ҇ШШШÂċŊĲШΞΜ 

§Å]  fü Ñf§  xШ9c xxE ]EÉШ  ?Ш§ÂÂ§ÅÑÖ fÑfEÉШ 
ÑőĲШŉŸũũŸƽŔŰŊШŸƖŊċŰŔǍċƣŔŸŰċũШĦőċũũĲŰŊĲƚШċŰĬШŸƓƓŸƖƣƨŰŔƣŔĲƚШƽĲƖĲШŔĬĲŰƣŔǯĲĬШĬƨƖŔŰŊШŸƨƖШŔŰŉŸƖůċƣŔŸŰШ
ŊċƣőĲƖŔŰŊШƓőċƚĲШċŰĬШƨƚĲĬШƣŸШŊĲŰĲƖċƣĲШċĦƣŔŸŰШŔƣĲůƚа 

Challenges 

¶ ÉŔũŸĲĬШƣĲċůƚШтШÉƣċǭШƖĲƓŸƖƣШƣőċƣШƓƖŸŊƖċůƚЯШƣĲċůƚЯШċŰĬШƨŰŔƣƚШŸƓĲƖċƣĲШŔŰШŔƚŸũċƣŔŸŰЯШůċťŔŰŊШŔƣШĬŔǭŔĦƨũƣШ
ƣŸШĦŸŸƖĬŔŰċƣĲШƽŸƖťШŸƖШƖĲƚŸũƻĲШĦƨƚƣŸůĲƖШŔƚƚƨĲƚШĲǭŔĦŔĲŰƣũǃЮШ 

¶ ÑŸƓрĬŸƽŰШĦŸůůƨŰŔĦċƣŔŸŰШтШEůƓũŸǃĲĲƚШĬĲƚĦƖŔĤĲШċШőŔĲƖċƖĦőŔĦċũШƚƣƖƨĦƣƨƖĲШƽőĲƖĲШĬĲĦŔƚŔŸŰƚШċƖĲШ
ůċĬĲШƽŔƣőŸƨƣШŔŰƓƨƣШŉƖŸůШŉƖŸŰƣрũŔŰĲШƚƣċǭЮШÑőĲƖĲШŔƚШċШũċĦťШŸŉШůĲċŰŔŰŊŉƨũШŉĲĲĬĤċĦťШůĲĦőċŰŔƚůƚЯШċŰĬШ
ƚŸůĲШƚƣċǭШŉĲĲũШƣőĲŔƖШƻŸŔĦĲƚШċƖĲШŰŸƣШőĲċƖĬШŸƖШƻċũƨĲĬЮ 

¶ [ŸĦƨƚШŸŰШůĲƣƖŔĦƚШŸƻĲƖШƚĲƖƻŔĦĲШƕƨċũŔƣǃШрШÑőĲШĲůƓőċƚŔƚШŸŰШƓƖŸĬƨĦƣŔƻŔƣǃШċŰĬШĦŸůƓũŔċŰĦĲШůĲƣƖŔĦƚШ
ŸŉƣĲŰШĦŸůĲƚШċƣШƣőĲШĲǂƓĲŰƚĲШŸŉШĦƨƚƣŸůĲƖШƚĲƖƻŔĦĲШċŰĬШƚƣċǭШƽĲũũрĤĲŔŰŊЮШÉƣċǭШŉĲĲũШƓƖĲƚƚƨƖĲĬШƣŸШůĲĲƣШ
ƕƨŸƣċƚЯШĲƻĲŰШŔŉШŔƣШůĲċŰƚШƖƨƚőŔŰŊШƣőƖŸƨŊőШĦċũũƚШŸƖШŔŊŰŸƖŔŰŊШĦŸůƓũĲǂШĦƨƚƣŸůĲƖШŰĲĲĬƚЮ 

¶ xċĦťШŸŉШĲůƓŸƽĲƖůĲŰƣШтШÉƣċǭШŉĲĲũШĬŔƚĲůƓŸƽĲƖĲĬШƣŸШƖĲƚŸũƻĲШŔƚƚƨĲƚЯШĲƻĲŰШƽőĲŰШƣőĲǃШőċƻĲШƣőĲШ
ťŰŸƽũĲĬŊĲШċŰĬШċĤŔũŔƣǃШƣŸШőĲũƓЮШ~ċŰǃШĬĲĦŔƚŔŸŰƚШċƖĲШĦĲŰƣƖċũŔǍĲĬШċƣШƣőĲШůċŰċŊĲůĲŰƣШũĲƻĲũЯШĦƖĲċƣŔŰŊШ
ĤŸƣƣũĲŰĲĦťƚШċŰĬШƚũŸƽŔŰŊШƚĲƖƻŔĦĲШĬĲũŔƻĲƖǃЮ 

¶ ÅĲƚŔƚƣċŰĦĲШƣŸШĦőċŰŊĲШтШÑőĲШĦƨũƣƨƖĲШŔƚШĬĲƚĦƖŔĤĲĬШċƚШĦŸůƓũŔċŰĦĲрĬƖŔƻĲŰШċŰĬШƖŔƚťрċƻĲƖƚĲЯШƽŔƣőШċШ
ƓƖĲŉĲƖĲŰĦĲШŉŸƖШůċŔŰƣċŔŰŔŰŊШƣőĲШƚƣċƣƨƚШƕƨŸЮШEůƓũŸǃĲĲƚШŉĲĲũШƣőċƣШŰĲƽШŔĬĲċƚШċƖĲШĬŔƚůŔƚƚĲĬШƕƨŔĦťũǃЯШ
ċŰĬШƣőĲƖĲШŔƚШũŔƣƣũĲШċƓƓĲƣŔƣĲШŉŸƖШƣƖǃŔŰŊШŰĲƽШċƓƓƖŸċĦőĲƚШŸƖШċĬŸƓƣŔŰŊШĤĲƚƣШƓƖċĦƣŔĦĲƚЮ 

Opportunities 

¶ ÉƨƓƓŸƖƣШĦŸũũċĤŸƖċƣŔŸŰШтШ9ƖĲċƣĲШůŸƖĲШĦƖŸƚƚрƓƖŸŊƖċůШƽŸƖťШŊƖŸƨƓƚШċŰĬШƽŸƖťǰŸƽƚЯШċŰĬШĲƚƣċĤũŔƚőШ
ĦŸŰƚŔƚƣĲŰƣЯШĦĲŰƣƖċũŔǍĲĬШĦŸůůƨŰŔĦċƣŔŸŰШĦĲŰƣĲƖƚШŉŸƖШŔŰŉŸƖůċƣŔŸŰШƚőċƖŔŰŊЯШũŔťĲШƚƣċŰĬċƖĬŔǍĲĬШ
ŸƓĲƖċƣŔŰŊШƓƖŸĦĲĬƨƖĲƚЯШůĲůŸƚЯШċŰĬШƓŸũŔĦǃШĦőċŰŊĲƚЮШ 

¶ EůƓŸƽĲƖШƚƣċǭШтШÂƖŸƻŔĬĲШĦũĲċƖШŊƨŔĬċŰĦĲШŸŰШƽőċƣШĬĲĦŔƚŔŸŰƚШĦċŰШĤĲШůċĬĲШċƣШĲċĦőШũĲƻĲũШċŰĬШƖĲĬƨĦĲШ
ƨŰŰĲĦĲƚƚċƖǃШċƓƓƖŸƻċũШũċǃĲƖƚЮШ 

¶ ]ċƣőĲƖШƚƣċǭШŔŰƓƨƣШтШfŰĦũƨĬĲШƚƣċǭШŔŰШƣĲƚƣŔŰŊШŰĲƽШċƓƓƖŸċĦőĲƚШŸƖШƣŸŸũƚШĤĲŉŸƖĲШŉƨũũШŔůƓũĲůĲŰƣċƣŔŸŰШ
ċŰĬШĦƖĲċƣĲШůŸƖĲШŸƓƓŸƖƣƨŰŔƣŔĲƚШŉŸƖШƚƣċǭШƣŸШƚőċƖĲШŔĬĲċƚШċŰĬШŊŔƻĲШŉĲĲĬĤċĦťЮ 

¶ §ǭĲƖШůŸƖĲШƣƖċŔŰŔŰŊШтШ§ǭĲƖШƖĲŉƖĲƚőĲƖШƣƖċŔŰŔŰŊШċŰĬШőċŰĬƚрŸŰШĬĲůŸŰƚƣƖċƣŔŸŰƚЯШŔŰĦŸƖƓŸƖċƣŔŰŊШċШ
ƻċƖŔĲƣǃШŸŉШŔŰƣĲƖċĦƣŔƻĲШƣƖċŔŰŔŰŊШůĲƣőŸĬƚЮ 

¶ ÅĲрĲƻċũƨċƣĲШƓĲƖŉŸƖůċŰĦĲШůĲƣƖŔĦƚШтШ~ċťĲШƚƨƖĲШƣŸШůĲċƚƨƖĲШƕƨċũŔƣǃШċƚШůƨĦőШċƚШƣőĲШƕƨċŰƣŔƣǃШŸŉШ
ƚĲƖƻŔĦĲƚЯШƨƚŔŰŊШůĲƣƖŔĦƚШũŔťĲШĦƨƚƣŸůĲƖШƚċƣŔƚŉċĦƣŔŸŰШċŰĬШŔƚƚƨĲШƖĲƚŸũƨƣŔŸŰШŔŰШƓĲƖŉŸƖůċŰĦĲШ
ĲƻċũƨċƣŔŸŰƚЮ 

 



 

ΞΜΞΣШ§E?Ш9ƨƚƣŸůĲƖШÉĲƖƻŔĦĲШѼШìŸƖťŉŸƖĦĲШÉƣƖċƣĲŊŔĲƚШĦƣŔŸŰШÂũċŰШШШ҇ШШШÂċŊĲШΞΝ 

ì§Åu[§Å9EШÉòÉÑE~Ш9c xxE ]EÉШ  ?Ш§ÂÂ§ÅÑÖ fÑfEÉШ 
ÑőĲШŉŸũũŸƽŔŰŊШƽŸƖťŉŸƖĦĲрƖĲũċƣĲĬШĦőċũũĲŰŊĲƚШċŰĬШŸƓƓŸƖƣƨŰŔƣŔĲƚШƽĲƖĲШŔĬĲŰƣŔǯĲĬШĬƨƖŔŰŊШŸƨƖШŔŰŉŸƖůċƣŔŸŰШ
ŊċƣőĲƖŔŰŊШƓőċƚĲШċŰĬШƨƚĲĬШƣŸШŊĲŰĲƖċƣĲШċĦƣŔŸŰШŔƣĲůƚа 

Challenges 

¶ ÖfШѼШÂċŔĬШxĲċƻĲШĦƨƚƣŸůĲƖƚШтШìÉ§ШĦĲŰƣĲƖƚШċƖĲШŸƻĲƖƽőĲũůĲĬШĤǃШĦƨƚƣŸůĲƖƚШƚĲĲťŔŰŊШƚƨƓƓŸƖƣШŉŸƖШ
ƣőĲŔƖШÖfШċŰĬШÂċŔĬШxĲċƻĲШĦũċŔůƚЯШũĲċĬŔŰŊШƣŸШƚƣċǭШŉƖƨƚƣƖċƣŔŸŰШċŰĬШƚċŉĲƣǃШĦŸŰĦĲƖŰƚЮ 

¶ xċĦťШŸŉШťŰŸƽũĲĬŊĲШтШ ŸƣШĲŰŸƨŊőШƓĲŸƓũĲШťŰŸƽШċĤŸƨƣШìÉ§ШƚĲƖƻŔĦĲƚЯШċƚШĦĲŰƣĲƖƚШċƖĲШƚĲĲŰШċƚШљƣőĲШ
ÖŰĲůƓũŸǃůĲŰƣШ§ǭŔĦĲЮњ 

¶ 7ċƖƖŔĲƖƚШƣŸШƚőċƖŔŰŊШтШШũċĦťШŸŉШĦƖŸƚƚрƖĲŉĲƖƖċũШƚǃƚƣĲůƚШċŰĬШĬċƣċрƚőċƖŔŰŊШċŊƖĲĲůĲŰƣƚШůċťĲШŔƣШ
ĬŔǭŔĦƨũƣШƣŸШĤƖċŔĬШƚĲƖƻŔĦĲƚШŉŸƖШƚőċƖĲĬШĦƨƚƣŸůĲƖƚЮ 

¶ fŰĦŸŰƚŔƚƣĲŰĦŔĲƚШтШÑőĲƖĲШŔƚШŔŰĦŸŰƚŔƚƣĲŰƣШĲůƓũŸǃĲƖШĲŰŊċŊĲůĲŰƣШċŰĬШƓċƖƣŰĲƖШĦŸũũċĤŸƖċƣŔŸŰШĤĲƣƽĲĲŰШ
ƣőĲШĦĲŰƣĲƖƚШċĦƖŸƚƚШƣőĲШƚƣċƣĲЮ 

¶ §ƨƣĬċƣĲĬШƚǃƚƣĲůШтШÑőĲШŔ~ċƣĦőÉťŔũũƚШƚǃƚƣĲůШŔƚШŸƨƣĬċƣĲĬЯШƣőĲƖĲШċƖĲŰќƣШĲŰŸƨŊőШƻŔƖƣƨċũШ
ċƓƓŸŔŰƣůĲŰƣƚЯШċŰĬШƣőĲШŉƖŸŰƣрĬĲƚťШċŰĬШĦőĲĦťрŔŰШƓƖŸĦĲƚƚĲƚШċƖĲШŔŰĲǭŔĦŔĲŰƣЮШ 

Opportunities 

¶ fŰĦƖĲċƚĲШċƽċƖĲŰĲƚƚШтШƽċƖĲŰĲƚƚШŸŉШìÉ§ШƚĲƖƻŔĦĲƚШĦċŰШĤĲШŔŰĦƖĲċƚĲĬШƣőƖŸƨŊőШċĦƣŔƻŔƣŔĲƚШũŔťĲШĬŸŸƖр
ƣŸрĬŸŸƖШĤƨƚŔŰĲƚƚШƻŔƚŔƣƚЯШŰĲƣƽŸƖťŔŰŊШĲƻĲŰƣƚШŉŸƖШŢŸĤƚĲĲťĲƖƚЯШƓċƖƣŰĲƖШŉĲĲĬĤċĦťШƚĲƚƚŔŸŰƚЯШċŰĬШ
ƓƖŸůŸƣŔŸŰċũШůċƣĲƖŔċũƚЮШ 

¶ fŰĦƖĲċƚĲШĲŰŊċŊĲůĲŰƣШтШ9ƨƚƣŸůĲƖШĲŰŊċŊĲůĲŰƣШĦċŰШĤĲШŔŰĦƖĲċƚĲĬШĤǃШůċƖťĲƣŔŰŊШƣŸШǃŸƨƣőШ
ĦŸůůƨŰŔƣŔĲƚЯШĬĲƓũŸǃŔŰŊШƣőĲШìÉ§ШůŸĤŔũĲШƨŰŔƣƚЯШőŸƚƣŔŰŊШůŸƖĲШŢŸĤоƖĲƚŸƨƖĦĲШŉċŔƖƚШċŰĬШƖŸċĬƚőŸƽƚЯШ
ŔŰĦƖĲċƚŔŰŊШƓƖŔƻċƣĲрƚĲĦƣŸƖШŢŸĤШƓŸƚƣŔŰŊƚЯШċŰĬШĲĬƨĦċƣŔŰŊШĲůƓũŸǃĲƖƚШŸŰШőŸƽШƣŸШƨƚĲШìÉ§ШƣŸŸũƚЮШ 

¶ éŔƖƣƨċũШċƓƓŸŔŰƣůĲŰƣƚШтШfŰĦƖĲċƚĲШċƻċŔũċĤŔũŔƣǃШŸŉШƻŔƖƣƨċũШìÉ§ШċƓƓŸŔŰƣůĲŰƣƚЯШŔůƓũĲůĲŰƣШċШƕƨĲƨĲŔŰŊШ
ƚǃƚƣĲůЯШċŰĬШƓŸƚƣШůŸƖĲШƚŔŊŰċŊĲШĲǂƓũċŔŰŔŰŊШƣőĲШƚŔŊŰрŔŰШƓƖŸĦĲƚƚЮ 

¶ 9ŸрũŸĦċƣĲШÖfШċŰĬШÂċŔĬШxĲċƻĲШƚƣċǭШċƣШìÉ§ШĦĲŰƣĲƖƚШтШÅĲĬƨĦĲШůŔƚƖŸƨƣĲĬШƣƖċǭŔĦЯШƚŸШĦƨƚƣŸůĲƖƚШ
ƖĲĦĲŔƻĲШĬŔƖĲĦƣШƚƨƓƓŸƖƣШŔŰƚƣĲċĬШŸŉШċШƖĲŉĲƖƖċũШƣŸШƚĲũŉрƚĲƖƻŔĦĲШŸƓƣŔŸŰƚЮШ~ċťĲШƚƨƖĲШƚƣċǭШċƖĲШƣƖċŔŰĲĬШċŰĬШ
ĲĬƨĦċƣĲĬШċĤŸƨƣШƓƖŸŊƖċůШĦőċŰŊĲƚЮШ 

¶ fŰĦƖĲċƚĲШĲǭŔĦŔĲŰĦǃШċŰĬШĦŸŸƖĬŔŰċƣŔŸŰШĤĲƣƽĲĲŰШƓċƖƣŰĲƖƚШтШũŔŊŰШƚƣƖċƣĲŊǃШċŰĬШƚƣċŰĬċƖĬŔǍĲШ
ƓƖŸĦĲĬƨƖĲƚШƣŸШŔŰĦƖĲċƚĲШƽŸƖťШĤĲƣƽĲĲŰШ§E?ШċŰĬШŔƣƚШƓċƖƣŰĲƖƚЮШ 

¶ ~ŸĬĲƖŰŔǍĲШċŰĬШŔŰƣĲŊƖċƣĲШƚǃƚƣĲůƚШтШ9ŸůƓũĲƣĲШŸŰŊŸŔŰŊШůŸĬĲƖŰŔǍċƣŔŸŰШƓƖŸŊƖċůШƣŸШĤĲƣƣĲƖШƣƖċĦťШ
ƚĲƖƻŔĦĲƚШċŰĬШƓŸƚƣрƚĲƖƻŔĦĲШŸƨƣĦŸůĲƚЮ  



 

ΞΜΞΣШ§E?Ш9ƨƚƣŸůĲƖШÉĲƖƻŔĦĲШѼШìŸƖťŉŸƖĦĲШÉƣƖċƣĲŊŔĲƚШĦƣŔŸŰШÂũċŰШШШ҇ШШШÂċŊĲШΞΞ 

9Ñf§ ШfÑE~É 
ÑőĲШƖĲůċŔŰĬĲƖШŸŉШƣőŔƚШƓũċŰШĦŸŰƣċŔŰƚШċĦƣŔŸŰШŔƣĲůƚШŸƖŊċŰŔǍĲĬШċĦƖŸƚƚШƚĲƻĲŰШċƖĲċƚа 

ΝЮ ÂċƖƣШ аШ§ƖŊċŰŔǍċƣŔŸŰċũШĦőċŰŊĲƚ 
ΞЮ ÂċƖƣШ7аШŊĲŰĦǃрƽŔĬĲШċŰĬШĦƖŸƚƚрĬŔƻŔƚŔŸŰШ 
ΟЮ ÂċƖƣШ9аШÖŰĲůƓũŸǃůĲŰƣШfŰƚƨƖċŰĦĲ 
ΠЮ ÂċƖƣШ?аШÂċŔĬШxĲċƻĲШ§ƖĲŊŸŰ 
ΡЮ ÂċƖƣШEаШ9ŸŰƣƖŔĤƨƣŔŸŰƚШċŰĬШÅĲĦŸƻĲƖǃШШШ 
ΣЮ ÂċƖƣШ[аШ[ƖċŰĦĲƚШŔŰƣĲŊƖċƣŔŸŰШċŰĬШŸƓƣŔůŔǍċƣŔŸŰ 
ΤЮ ÂċƖƣШ]аШìŸƖťŉŸƖĦĲШ§ƓĲƖċƣŔŸŰƚШċŰĬШƣőĲШƽŸƖťŉŸƖĦĲШƚǃƚƣĲů 

fŰШƖĲĦŸŊŰŔƣŔŸŰШŸŉШƣőĲШƖĲċũŔƣǃШƣőċƣШƽĲШĬŸШŰŸƣШőċƻĲШƣőĲШƖĲƚŸƨƖĦĲƚШƣŸШŔůůĲĬŔċƣĲũǃШƓƨƖƚƨĲШċũũШŸŉШƣőĲƚĲШƓƖŸŢĲĦƣƚЯШ
ŸƨƖШĲǂĲĦƨƣŔƻĲШƣĲċůШĬĲƻĲũŸƓĲĬШċШÂƖŔŸƖŔƣŔǍĲĬШÂƖŸŢĲĦƣƚШxŔƚƣШƣőċƣШŉŸũũŸƽƚШÂċƖƣШ]ЮШ 

fƣШŔŰĦũƨĬĲƚШƚŔǂШŔŰŔƣŔċƣŔƻĲƚШŔĬĲŰƣŔǯĲĬШċƚШƣőĲШőŔŊőĲƚƣШƓƖŔŸƖŔƣǃШŔĬĲċƚШĬƨĲШƣŸШƣőĲШƓŸƚŔƣŔƻĲШŔůƓċĦƣШƣőĲǃШĦŸƨũĬШőċƻĲШ
ŸŰШŸƨƖШŸƓĲƖċƣŔŸŰƚЮШfŰШċĬĬŔƣŔŸŰШƣŸШƣőĲƚĲШƚŔǂШŔƣĲůƚЯШƣőĲШƣĲċůШŔĬĲŰƣŔǯĲĬШƓƖŔŸƖŔƣǃШƓƖŸŢĲĦƣƚШƣőċƣШċƖĲШĦƨƖƖĲŰƣũǃШ
ƨŰĬĲƖƽċǃЯШƖĲŔŰŉŸƖĦŔŰŊШƣőĲШċŊĲŰĦǃќƚШĦŸůůŔƣůĲŰƣШƣŸШŸŰŊŸŔŰŊШŔŰŔƣŔċƣŔƻĲƚЮШÑŸШŉƨƖƣőĲƖШƚƨƓƓŸƖƣШƣőĲШ
ĬĲƻĲũŸƓůĲŰƣШŸŉШ§E?ќƚШƓƖŸŢĲĦƣШƓŸƖƣŉŸũŔŸЯШƽĲШċũƚŸШƚĲũĲĦƣĲĬШƣőĲШƣŸƓШǯƻĲШƓƖŸŢĲĦƣƚШƽŔƣőŔŰШĲċĦőШŸŉШƣőƖĲĲШƓƖŸŢĲĦƣШ
ĬƨƖċƣŔŸŰШĦċƣĲŊŸƖŔĲƚаШƚőŸƖƣрƣĲƖůШыũĲƚƚШƣőċŰШΣШůŸŰƣőƚьЯШůŔĬрƣĲƖůШыΣрΝΞШůŸŰƣőƚьЯШċŰĬШũŸŰŊрƣĲƖůШыůŸƖĲШƣőċŰШ
ΝΞШůŸŰƣőƚьЮШfŰĦũƨƚŔŸŰШŔŰШƣőŔƚШũŔƚƣШĬŸĲƚШŰŸƣШŰĲĦĲƚƚċƖŔũǃШŔŰĬŔĦċƣĲШƽőŔĦőШƓƖŸŢĲĦƣƚШƽŔũũШĤĲŊŔŰШǯƖƚƣЯШĤƨƣШƖĲǰĲĦƣƚШ
ƣőĲШċŊĲŰĦǃќƚШŔŰƣĲŰƣШƣŸШŔůƓũĲůĲŰƣШƣőĲШůŸƚƣШŔůƓċĦƣŉƨũШƓƖŸŢĲĦƣƚШĤĲŉŸƖĲШƓƨƖƚƨŔŰŊШŸƣőĲƖƚЮШÉĲƻĲƖċũШƽŸƖťŉŸƖĦĲШ
ƓƖŸŢĲĦƣƚШċƖĲШċũƚŸШŔŰĦũƨĬĲĬШŔŰШƣőĲШŔŰŔƣŔċũШƓƖŔŸƖŔƣŔǍĲĬШũŔƚƣШĬƨĲШƣŸШƣőĲŔƖШƚŔŊŰŔǯĦċŰĦĲЯШċŰĬШċƚШƣőĲǃШĬŸШŰŸƣШĬƖċƽШŸŰШ
ƣőĲШƚċůĲШũŔůŔƣĲĬШƖĲƚŸƨƖĦĲƚШċƚШƣőĲШŸƣőĲƖƚЮШÑőĲƖĲШċƖĲШΝΜΝШƣŸƣċũШċĦƣŔŸŰШŔƣĲůƚЯШƽŔƣőШΤΞШŔŰШƣőĲШŔŰŔƣŔċũШƓƖŔŸƖŔƣŔǍĲĬШ
ũŔƚƣЮ 

fƣĲůƚШũŔƚƣĲĬШŔŰШƣőĲШÂƖŔŸƖŔƣŔǍĲĬШÂƖŸŢĲĦƣƚШxŔƚƣШċƖĲШċũƚŸШŔĬĲŰƣŔǯĲĬШċƚШƚƨĦőШŔŰШŔƣƚШƣŔƣũĲШŔŰШƣőĲШŉŸũũŸƽŔŰŊШƚĲĦƣŔŸŰƚЯШ
ĲЮŊЮШы§Å]ШΝьШ?ŔƖĲĦƣŸƖќƚШ§ǭŔĦĲШ9őċŰŊĲƚШыƓƖŔŸƖŔƣŔǍĲĬоŔŰШƓƖŸŊƖĲƚƚьЮ 

 



 

ΞΜΞΣШ§E?Ш9ƨƚƣŸůĲƖШÉĲƖƻŔĦĲШѼШìŸƖťŉŸƖĦĲШÉƣƖċƣĲŊŔĲƚШĦƣŔŸŰШÂũċŰШШШ҇ШШШÂċŊĲШΞΟ 

Â ÅÑШаШ§Å]  fü Ñf§  xШ9c  ]EÉ 
ÑőĲШŉŸũũŸƽŔŰŊШċƖĲШƖĲĦĲŰƣũǃШŔůƓũĲůĲŰƣĲĬШċŰĬШƓƖŸƓŸƚĲĬШĦőċŰŊĲƚШƣŸШ§E?ќƚШŸƖŊċŰŔǍċƣŔŸŰċũШƚƣƖƨĦƣƨƖĲШƣőċƣШƽŔũũШ
ĬĲũŔƻĲƖШĤĲƣƣĲƖШĦƨƚƣŸůĲƖШƚĲƖƻŔĦĲЮШ 

ÉÖ~~ Åò 
¶ ы§Å]ШΝьШ?ŔƖĲĦƣŸƖќƚШ§ǭŔĦĲШ9őċŰŊĲƚ 
¶ ы§Å]ШΞьШ9ĲŰƣƖċũŔǍŔŰŊШ?ċƣċШ ŰċũǃƣŔĦƚШƣŸШÉƨƓƓŸƖƣШ ŊĲŰĦǃрìŔĬĲШÂĲƖŉŸƖůċŰĦĲШ 
¶ ы§Å]ШΟьШŊĲŰĦǃрìŔĬĲШÉƣƖċƣĲŊǃЯШÂĲƖŉŸƖůċŰĦĲЯШċŰĬШ9ŸŰƣŔŰƨŸƨƚШfůƓƖŸƻĲůĲŰƣШ 
¶ ы§Å]ШΠьШ§E?ќƚШxĲċƖŰŔŰŊЯШ?ĲƻĲũŸƓůĲŰƣЯШċŰĬШÑƖċŔŰŔŰŊШ 

(ORG 1) Directorќs Office Changes (prioritized/in progress)  

§ŰШ?ŔƖĲĦƣŸƖШÉƣŸũǯќƚШǯƖƚƣШĬċǃЯШőĲШċŰŰŸƨŰĦĲĬШċШŰĲƽШũĲċĬĲƖƚőŔƓШƣĲċůШƣőċƣШŔŰĦũƨĬĲĬШƣőĲШċĬĬŔƣŔŸŰШŸŉШċШĦőŔĲŉШŸŉШ
ƚƣċǭШƓŸƚŔƣŔŸŰШƣŸШƽŸƖťШċũŸŰŊƚŔĬĲШƣőĲШċŊĲŰĦǃШĬĲƓƨƣǃШĬŔƖĲĦƣŸƖЮШÑőĲШƓƨƖƓŸƚĲШŸŉШƣőŔƚШŰĲƽШũĲċĬĲƖƚőŔƓШƚƣƖƨĦƣƨƖĲШ
ŔƚШƣŸШĤƖŔŰŊШċĬĬŔƣŔŸŰċũШƚƣƖċƣĲŊŔĦШĦċƓċĦŔƣǃШƣőċƣШƽŔũũШőĲũƓШƣőĲШ?ŔƖĲĦƣŸƖШċŰĬШ§E?ШċĬƻċŰĦĲШƚƣƖċƣĲŊŔĦШŔŰŔƣŔċƣŔƻĲƚЯШ
ŉƨũǯũũШƣőĲШ]ŸƻĲƖŰŸƖќƚШĲǂƓĲĦƣċƣŔŸŰƚЯШċŰĬШƓƖŸƻŔĬĲШŸƖŊċŰŔǍċƣŔŸŰċũШƚƨƓƓŸƖƣШƣŸШċШũċƖŊĲШċŊĲŰĦǃШƽŔƣőШůƨũƣŔƓũĲШ
ĦŸůƓũĲǂШƓƖŸŊƖċůƚЮ 

ÑőĲШůċŰċŊĲƖШŸŉШ§E?ќƚШƖĲũċƣŔƻĲũǃШŰĲƽШÉƣƖċƣĲŊǃШ§ǭŔĦĲЯШƽőŔĦőШŔƚШƖĲƚƓŸŰƚŔĤũĲШŉŸƖШőĲũƓŔŰŊШƣŸШũĲċĬШċŊĲŰĦǃрƽŔĬĲШ
ƚƣƖċƣĲŊŔĦШƓũċŰŰŔŰŊШċŰĬШƓĲƖŉŸƖůċŰĦĲШůċŰċŊĲůĲŰƣЯШƽċƚШċũƚŸШċĬĬĲĬШċƚШċШůĲůĤĲƖШŸŉШƣőĲШ§E?ШĲǂĲĦƨƣŔƻĲШ
ƣĲċůЮШÑőŔƚШƽċƚШůĲċŰƣШƣŸШŉƨƖƣőĲƖШƖĲŔŰŉŸƖĦĲШƣőĲШƣĲċůќƚШƖĲŰĲƽĲĬШŉŸĦƨƚШŸŰШŔůƓũĲůĲŰƣŔŰŊШƚƣƖċƣĲŊŔĦШŔŰŔƣŔċƣŔƻĲƚЮШ 

ĬĬŔƣŔŸŰċũũǃЯШĦőċŰŊĲƚШƣŸШƣőĲШũĲŊŔƚũċƣŔƻĲШċǭċŔƖƚШƣĲċůШċƖĲШŉŸƖƣőĦŸůŔŰŊЮШÅċƣőĲƖШƣőċŰШőċƻŔŰŊШƣƽŸШƚĲŰŔŸƖШ
ũĲŊŔƚũċƣŔƻĲШċĬƻŔƚŸƖƚШĦŸрũĲċĬŔŰŊШ§E?ќƚШũĲŊŔƚũċƣŔƻĲШƓƖŸĦĲƚƚЯШƣőĲШƣĲċůШƽŔũũШĦŸŰƚŔƚƣШŸŉШŸŰĲШũĲŊŔƚũċƣŔƻĲШĬŔƖĲĦƣŸƖШ
ƽőŸШƽŔũũШŸƻĲƖƚĲĲШũĲŊŔƚũċƣŔƻĲШċǭċŔƖƚШċŰĬШċШũĲŊŔƚũċƣŔƻĲЯШƖƨũĲƚЯШċŰĬШƓŸũŔĦǃШĦŸŸƖĬŔŰċƣŸƖШƽőŸШƽŔũũШƓƖŸƻŔĬĲШ
ƚƨƓƓŸƖƣШƣŸШƣőĲШũĲŊŔƚũċƣŔƻĲШĬŔƖĲĦƣŸƖЮШÑőŔƚШĦőċŰŊĲШƽŔũũШƓƖŸƻŔĬĲШċШƚŔŰŊũĲШƓŸŔŰƣШŸŉШĦŸŰƣċĦƣШċƣШƣőĲШċŊĲŰĦǃШŉŸƖШ
ũĲŊŔƚũċƣŔƻĲШũĲċĬĲƖƚőŔƓШċŰĬШƓƖŸƻŔĬĲШċŰШŸƓƓŸƖƣƨŰŔƣǃШŉŸƖШƣőĲШĦƨƖƖĲŰƣШƖƨũĲƚШċŰĬШƓŸũŔĦǃШĦŸŸƖĬŔŰċƣŸƖШƣŸШĬĲƻĲũŸƓШ
ŔŰƣŸШċШũĲŊŔƚũċƣŔƻĲШĦŸŸƖĬŔŰċƣŸƖЯШĦƖĲċƣŔŰŊШċШůŸƖĲШĲǭŔĦŔĲŰƣШũĲŊŔƚũċƣŔƻĲШċǭċŔƖƚШƣĲċůЮ 

9ŸƚƣаШ~ŔŰŔůċũЯШċĤƚŸƖĤĲĬШƽŔƣőШĲǂŔƚƣŔŰŊШƖĲƚŸƨƖĦĲƚШċŰĬШƖĲĦũċƚƚŔŰŊШƻċĦċŰƣШƓŸƚŔƣŔŸŰƚ 
ÑŔůŔŰŊаШΜрΣШůŸŰƣőƚ 

(ORG 2) Centralizing Data Analytics to Support Agency-Wide Performance 
(prioritized/in progress) 

§E?ќƚШċŰċũǃƣŔĦƚШƣĲċůШƽŸƖťƚШƽŔƣőШ§E?ШƓƖŸŊƖċůƚШƣŸШƚƣƨĬǃШĬċƣċШċŰĬШƓƖŸĬƨĦĲШƖĲƓŸƖƣƚШċŰĬШĬċƚőĤŸċƖĬƚШƣŸШ
ĤĲƣƣĲƖШƨŰĬĲƖƚƣċŰĬШĦƨƚƣŸůĲƖƚШċŰĬШƣőĲШċŊĲŰĦǃќƚШƓĲƖŉŸƖůċŰĦĲЮШÑőĲШċŰċũǃƣŔĦƚШƓƖŸŊƖċůШƽċƚШŔŰŔƣŔċũũǃШ
ĬĲƻĲũŸƓĲĬШċƚШċШƚůċũũШƣĲċůШƽŔƣőŔŰШƣőĲШÖfШÂƖŸŊƖċůЯШĤƨƣШőċƚШŊƖŸƽŰШƣŸШŔŰĦũƨĬĲШŔŰĬŔƻŔĬƨċũƚШƚƨƓƓŸƖƣŔŰŊШÂċŔĬШ
xĲċƻĲШċŰĬШ9ѼÅЮШ 

ƚШŸŉШ ŸƻЮШΞΜΞΡЯШƣőĲШƓƖŸŊƖċůШƽċƚШĦŸŰƚŸũŔĬċƣĲĬШŔŰƣŸШŸŰĲШƣĲċůШċŰĬШůŸƻĲĬШƣŸШƣőĲШ?ŔƖĲĦƣŸƖќƚШ§ǭŔĦĲЯШ
ƖĲƓŸƖƣŔŰŊШƣŸШƣőĲШĦőŔĲŉШŸŉШƚƣċǭЯШƽŔƣőШƣőĲШŊŸċũШŸŉШƓƖŸƻŔĬŔŰŊШċŊĲŰĦǃШũĲċĬĲƖƚőŔƓШċŰĬШċũũШƓƖŸŊƖċůƚШƽŔƣőШőŔŊőр
ƕƨċũŔƣǃШĬċƣċШċŰċũǃƣŔĦƚШŉŸƖШĦƖŸƚƚрċŊĲŰĦǃШĬĲĦŔƚŔŸŰШůċťŔŰŊЯШŔŰĦũƨĬŔŰŊШìŸƖťŉŸƖĦĲШ§ƓĲƖċƣŔŸŰƚЮШÑőĲШĬŔƖĲĦƣŸƖШŸŉШ
ƣőĲШƓƖŸŊƖċůШƽŔũũШċũƚŸШőċƻĲШċШƚĲċƣШŸŰШƣőĲШEǂĲĦƨƣŔƻĲШÑĲċůЯШƖĲŔŰŉŸƖĦŔŰŊШ§E?ќƚШŉŸĦƨƚШŸŰШĬċƣċШċŰĬШċŰċũǃƣŔĦƚШƣŸШ
ĬƖŔƻĲШƓĲƖŉŸƖůċŰĦĲЮ 



 

ΞΜΞΣШ§E?Ш9ƨƚƣŸůĲƖШÉĲƖƻŔĦĲШѼШìŸƖťŉŸƖĦĲШÉƣƖċƣĲŊŔĲƚШĦƣŔŸŰШÂũċŰШШШ҇ШШШÂċŊĲШΞΠ 

9ŸƚƣаШ~ŔŰŔůċũЯШċĤƚŸƖĤĲĬШƽŔƣőШĲǂŔƚƣŔŰŊШƖĲƚŸƨƖĦĲƚ 
ÑŔůŔŰŊаШ9ŸůƓũĲƣĲ 

(ORG 3) Evaluate How to Integrate Modernization Division Capacity into 
Agency-Wide Strategy, Performance, and Continuous Improvement 
(prioritized/in progress) 

§E?ќƚШ~ŸĬĲƖŰŔǍċƣŔŸŰШ?ŔƻŔƚŔŸŰШƽċƚШŉŸƖůċũũǃШĲƚƣċĤũŔƚőĲĬШŔŰШΞΜΝΤШƣŸШũĲċĬШƣƽŸШŸŉШƣőĲШċŊĲŰĦǃќƚШůŸƚƣШ
ċůĤŔƣŔŸƨƚШŔŰŔƣŔċƣŔƻĲƚа 

Νь ÑőĲШÖfШ~ŸĬĲƖŰŔǍċƣŔŸŰШÂƖŸŢĲĦƣШŉŸĦƨƚĲĬШŸŰШƣƖċŰƚŉŸƖůŔŰŊШƣőĲШƣĲĦőŰŸũŸŊǃШċŰĬШĤƨƚŔŰĲƚƚШƓƖŸĦĲƚƚĲƚШ
ƚƨƓƓŸƖƣŔŰŊШƣőĲШÖfШÂƖŸŊƖċůЮ 

Ξь ÑőĲШìŸƖťŉŸƖĦĲШ~ŸĬĲƖŰŔǍċƣŔŸŰШÂƖŸŢĲĦƣШŉŸĦƨƚĲĬШŸŰШůŸĬĲƖŰŔǍŔŰŊШƣőĲШƚǃƚƣĲůƚШċŰĬШƚĲƖƻŔĦĲШĬĲũŔƻĲƖǃШŸŉШ
ĲůƓũŸǃůĲŰƣШƚĲƖƻŔĦĲƚЮ 

ÑőĲШĬŔƻŔƚŔŸŰШĦƨƖƖĲŰƣũǃШŔŰĦũƨĬĲƚШΡΞШƓĲƖůċŰĲŰƣШƓŸƚŔƣŔŸŰƚЯШŸŉШƽőŔĦőШΞΠШċƖĲШǯũũĲĬЮШfƣШŔƚШĲǂƓĲĦƣĲĬШƣŸШĲŰĬШƽŔƣőШ
ƣőĲШĦŸůƓũĲƣŔŸŰШŸŉШƣőĲШìŸƖťŉŸƖĦĲШ~ŸĬĲƖŰŔǍċƣŔŸŰШÂƖŸŢĲĦƣШŔŰШƣőĲШΞΜΞΤрΞΦШĤŔĲŰŰŔƨůЮШ 

fŰШΞΜΞΟЯШ§E?ШĲƚƣċĤũŔƚőĲĬШċШÉƣƖċƣĲŊǃШ§ǭŔĦĲШƣŸШũĲċĬШċŊĲŰĦǃрƽŔĬĲШƚƣƖċƣĲŊŔĦШƓũċŰŰŔŰŊШċŰĬШƓĲƖŉŸƖůċŰĦĲШ
ůċŰċŊĲůĲŰƣЮШÖŰũŔťĲШƣőĲШ~ŸĬĲƖŰŔǍċƣŔŸŰШÂƖŸŊƖċůЯШƣőĲШÉƣƖċƣĲŊǃШ§ǭŔĦĲШƽċƚШĬĲƚŔŊŰĲĬШċƚШċШƓĲƖůċŰĲŰƣШƨŰŔƣШ
ƽŔƣőШċШĤƖŸċĬĲƖЯШċŊĲŰĦǃрƽŔĬĲШŉŸĦƨƚЮШfƣШĦƨƖƖĲŰƣũǃШŔŰĦũƨĬĲƚШƚŔǂШǯũũĲĬШƓŸƚŔƣŔŸŰƚЮ 

ĦƖŸƚƚШƣőĲШċŊĲŰĦǃЯШƻċƖŔŸƨƚШĤƨƚŔŰĲƚƚШƨŰŔƣƚШőċƻĲШŔŰĬĲƓĲŰĬĲŰƣũǃШĬĲƻĲũŸƓĲĬШƣĲċůƚШċŰĬШƖŸũĲƚШƣŸШƚƨƓƓŸƖƣШ
ƖĲũċƣĲĬШŉƨŰĦƣŔŸŰƚШƚƨĦőШċƚШƓƖŸŢĲĦƣШůċŰċŊĲůĲŰƣЯШƣƖċŔŰŔŰŊЯШĬċƣċШċŰċũǃƣŔĦƚЯШċŰĬШĤƨƚŔŰĲƚƚШċŰċũǃƚŔƚЮШfŰШƣŸƣċũЯШ
§E?ШőċƚШċƣШũĲċƚƣШΝΝΟШ[ÑEШƣőċƣШƓĲƖŉŸƖůШƚƣƖċƣĲŊŔĦШċŰĬШƓĲƖŉŸƖůċŰĦĲШůċŰċŊĲůĲŰƣШŢŸĤШĬƨƣŔĲƚШċĦƖŸƚƚШƣőĲШ
ċŊĲŰĦǃЮ 

ÑőĲШĦŸůƓũĲƣŔŸŰШŸŉШƣőĲШũĲŊŔƚũċƣŔƻĲũǃШůċŰĬċƣĲĬШ~ŸĬĲƖŰŔǍċƣŔŸŰШÂƖŸŊƖċůШŔƚШċŰШŸƓƓŸƖƣƨŰŔƣǃШƣŸШũŸŸťШőŸũŔƚƣŔĦċũũǃШ
ċƣШƣőĲШƚƣƖċƣĲŊŔĦШċƚƚĲƣƚШċĦƖŸƚƚШƣőĲШċŊĲŰĦǃШƣőċƣШƓƖŸƻŔĬĲШƚŔůŔũċƖШŉƨŰĦƣŔŸŰƚШċŰĬШƚĲƣШċШũŸŰŊрƣĲƖůШƻŔƚŔŸŰШŉŸƖШőŸƽШ
ƣőĲШċŊĲŰĦǃШĦċŰШĤĲƚƣШƨƚĲШƣőĲƚĲШŉƨŰĦƣŔŸŰƚШƣŸШƚƨƓƓŸƖƣШċŊĲŰĦǃрƽŔĬĲШƚƣƖċƣĲŊǃЯШĬċƣċЯШƓƖŸŢĲĦƣШůċŰċŊĲůĲŰƣЯШ
ċŰĬШċŰċũǃƣŔĦƚШƣŸШŔůƓƖŸƻĲШĦƨƚƣŸůĲƖШƚĲƖƻŔĦĲЮ 

ÅĲĦŸůůĲŰĬĲĬШ ƓƓƖŸċĦőа 

¶ ÂőċƚĲШΝаШ9ŸŰĬƨĦƣШċШĦŸůƓƖĲőĲŰƚŔƻĲШƖĲƻŔĲƽШŸŉШƚƣƖċƣĲŊǃЯШƓĲƖŉŸƖůċŰĦĲЯШċŰċũǃƣŔĦƚЯШċŰĬШƓƖŸŢĲĦƣШ
ůċŰċŊĲůĲŰƣШƖŸũĲƚШċŰĬШƖĲƚƓŸŰƚŔĤŔũŔƣŔĲƚЮШÑőŔƚШƖĲƻŔĲƽШċŰĬШŔŰƻĲŰƣŸƖǃШƚőŸƨũĬШũŸŸťШċƣШƖŸũĲƚШċŰĬШ
ƖĲƚƓŸŰƚŔĤŔũŔƣŔĲƚШċĦƖŸƚƚШƣőĲШċŊĲŰĦǃШƣőċƣШċũŔŊŰШƽŔƣőШƣőĲШŉŸũũŸƽŔŰŊШŉƨŰĦƣŔŸŰƚа 
o ÂƖŸŢĲĦƣШůċŰċŊĲůĲŰƣ 
o ÑƖċŔŰŔŰŊШċŰĬШĬĲƻĲũŸƓůĲŰƣ 
o 7ƨƚŔŰĲƚƚШċŰĬШƓƖŸĦĲƚƚШċŰċũǃƚŔƚ 
o ÉƣƖċƣĲŊǃШċŰĬШƓĲƖŉŸƖůċŰĦĲ 
o ?ċƣċШċŰċũǃƣŔĦƚШ 
o ìŸƖťŉŸƖĦĲШůċŰċŊĲůĲŰƣ 

 
¶ ÂőċƚĲШΞаШÂƖŸƓŸƚĲШċШŰĲƽШƚƣƖƨĦƣƨƖĲ 

o [ŔŰċũŔǍĲШƓũċŰШċŰĬШĬĲƻĲũŸƓШċШƓŸũŔĦǃШŸƓƣŔŸŰШƓċĦťċŊĲШŉŸƖШΞΜΞΤрΞΦШƣőċƣШŔŰĦũƨĬĲƚШƣőĲШŰĲƽШ
ƓƖŸƓŸƚĲĬШƚƣƖƨĦƣƨƖĲШċŰĬШċŰǃШƣĲĦőŰŔĦċũШċĬŢƨƚƣůĲŰƣƚШŉŸƖШĤƨĬŊĲƣШċŰĬШƓŸƚŔƣŔŸŰƚШŰĲĲĬĲĬШƣŸШ
ŔůƓũĲůĲŰƣШƣőĲШƚƣƖƨĦƣƨƖĲЯШŔŰĦũƨĬŔŰŊШƖĲĦũċƚƚŔǯĦċƣŔŸŰƚЮ 



 

ΞΜΞΣШ§E?Ш9ƨƚƣŸůĲƖШÉĲƖƻŔĦĲШѼШìŸƖťŉŸƖĦĲШÉƣƖċƣĲŊŔĲƚШĦƣŔŸŰШÂũċŰШШШ҇ШШШÂċŊĲШΞΡ 

9ŸƚƣаШÑ7?ШрШƽŔũũШƚĦŸƓĲШŸƨƣШĦŸƚƣƚШĬƨƖŔŰŊШǯƖƚƣШƓőċƚĲ 
ÑŔůŔŰŊаШΣрΝΞШůŸŰƣőƚШ 

(ORG 4) §E?ќƚШLearning, Development, and Training (prioritized/in progress) 

   
ÉŔůŔũċƖШƣŸШ§E?ќƚШĬċƣċШċŰċũǃƣŔĦƚШƣĲċůЯШƻċƖŔŸƨƚШƓƖŸŊƖċůƚШċĦƖŸƚƚШƣőĲШċŊĲŰĦǃШőċƻĲШĤƨŔũƣШƣőĲŔƖШŸƽŰШĦċƓċĦŔƣǃШ
ŉŸƖШũĲċƖŰŔŰŊШċŰĬШĬĲƻĲũŸƓůĲŰƣШŸƻĲƖШƣŔůĲЮШÑőĲШŸƖŊċŰŔǍċƣŔŸŰċũШƖĲƻŔĲƽШƖĲƻĲċũĲĬШƣőĲШŰĲĲĬШŉŸƖШƚƣċŰĬċƖĬŔǍċƣŔŸŰШ
ŸŉШƚŸůĲШƣƖċŔŰŔŰŊШƓƖŸĦĲƚƚĲƚШċŰĬШŉƨŰĦƣŔŸŰƚШċŰĬШƣőĲШŰĲĲĬШŉŸƖШĦĲŰƣƖċũŔǍĲĬШũĲċƖŰŔŰŊШċŰĬШĬĲƻĲũŸƓůĲŰƣШ
ƖĲƚŸƨƖĦĲƚШŉŸƖШĲůƓũŸǃĲĲƚЮШÑőĲШƓũċŰШŔƚШƣŸШĦŸŰƣŔŰƨĲШĲƻċũƨċƣŔŰŊШőŸƽШĤĲƚƣШƣŸШŔůƓƖŸƻĲШƣőĲƚĲШŉƨŰĦƣŔŸŰƚШċŰĬШ
ƓƨƖƚƨĲШċƓƓƖŸƓƖŔċƣĲЯШĦŸƚƣрŰĲƨƣƖċũШĦőċŰŊĲƚШŔŰШƣőĲШŰĲċƖШƣĲƖůЮШ 

9ŸƚƣаШ~ŔŰŔůċũШƣŸШ~ŸĬĲƖċƣĲЯШƽŔũũШĬĲƓĲŰĬШŸŰШĲƻċũƨċƣŔŸŰШċŰĬШǯŰĬŔŰŊƚШŉƖŸůШ§Å]ШΟШƖĲƻŔĲƽШ 
ÑŔůŔŰŊаШΝΞҼШůŸŰƣőƚ 

 



 

ΞΜΞΣШ§E?Ш9ƨƚƣŸůĲƖШÉĲƖƻŔĦĲШѼШìŸƖťŉŸƖĦĲШÉƣƖċƣĲŊŔĲƚШĦƣŔŸŰШÂũċŰШШШ҇ШШШÂċŊĲШΞΣ 

Â ÅÑШ7аШ]E 9òрìf?EШ ?Ш 
9Å§ÉÉр?féfÉf§ Ш9Ñf§ ÉШ 
ÉÖ~~ Åò 
ÑőĲƚĲШƓƖŸŢĲĦƣƚШŉŸĦƨƚШŸŰШőŸƽШƽĲШĦŸůůƨŰŔĦċƣĲШƽŔƣőШŸƨƖШĦƨƚƣŸůĲƖƚШċŰĬШƚƣċǭЮШÑőĲǃШŔũũƨƚƣƖċƣĲШőŸƽШƽĲШĦċŰШ
ůċťĲШƚƨƖĲШĦƨƚƣŸůĲƖƚШťŰŸƽШċĤŸƨƣШŸƨƖШƚĲƖƻŔĦĲƚЯШőŸƽШƣŸШċĦĦĲƚƚШƣőĲůЯШċŰĬШƽőċƣШƣőĲǃШŰĲĲĬШƣŸШĬŸШċƣШĲċĦőШ
ƚƣċŊĲШŸŉШċШĦũċŔůЮШÑőĲǃШċũƚŸШŔŰĦũƨĬĲШƚƣƖċƣĲŊŔĲƚШƣŸШůċťĲШƚƨƖĲШ§E?ШƚƣċǭШőċƻĲШċĦĦĲƚƚШƣŸШƣŔůĲũǃЯШ
ĦŸůƓƖĲőĲŰƚŔƻĲШŔŰŉŸƖůċƣŔŸŰШċŰĬШƣƖċŔŰŔŰŊШƚŸШƣőĲǃШċƖĲШĤĲƚƣШƓƖĲƓċƖĲĬШƣŸШőĲũƓШĦƨƚƣŸůĲƖƚЮШuĲǃШċƖĲċƚШŸŉШŉŸĦƨƚШ
ŔŰĦũƨĬĲа 

¶ ы§E?ШΝьШÅĲŰĲƽШÉƣƖċƣĲŊŔĦШ9ŸůůƨŰŔĦċƣŔŸŰƚШ[ŸĦƨƚ 
¶ ы§E?ШΞьШÖƚĲШ fШƣŸШfůƓƖŸƻĲШ9ƨƚƣŸůĲƖШsŸƨƖŰĲǃШċŰĬШEůƓũŸǃĲĲШìŸƖťǰŸƽƚ 
¶ ы§E?ШΟьШÅĲƻŔĲƽШċŰĬШÖƓĬċƣĲШ ũũШ9ƨƚƣŸůĲƖр[ċĦŔŰŊШ9ŸůůƨŰŔĦċƣŔŸŰƚШ 
¶ ы§E?ШΠьШÖŰĲůƓũŸǃůĲŰƣШfŰƚƨƖċŰĦĲШ9ƨƚƣŸůĲƖƚШŔŰШìŸƖťÉŸƨƖĦĲШ§ƖĲŊŸŰШ§ǭŔĦĲƚ 
¶ ы§E?ШΡьШ9ƖŸƚƚрÑƖċŔŰŔŰŊШċŰĬШ9ũŸƚĲƖШ9ŸŰŰĲĦƣŔŰŊШ9ƨƚƣŸůĲƖШÉĲƖƻŔĦĲШÅĲƓƖĲƚĲŰƣċƣŔƻĲƚШ 
¶ ы§E?ШΣьШÑƖċŔŰŔŰŊШ ĲĲĬƚШШ 
¶ ы§E?ШΤьШÉƣċŰĬċƖĬШ§ƓĲƖċƣŔŰŊШÂƖŸĦĲĬƨƖĲƚЯШEůƓũŸǃĲĲШ~ċŰƨċũƚЯШċŰĬШcċŰĬĤŸŸťƚШШ 
¶ ы§E?ШΥьШÉƣƖĲċůũŔŰĲШ9ƨƚƣŸůĲƖШEƚĦċũċƣŔŸŰШÂũċƣŉŸƖůƚ 
¶ ы§E?ШΦьШEƚƣċĤũŔƚőШ§ŰŊŸŔŰŊШ[ĲĲĬĤċĦťШ~ĲĦőċŰŔƚůƚШŉŸƖШ9ƨƚƣŸůĲƖƚШċŰĬШEůƓũŸǃĲĲƚШ 
¶ ы§E?ШΝΜьШ?ċƣċШŉŸƖШ]ŸċũШÉĲƣƣŔŰŊЯШÂƖŸĦĲƚƚШfůƓƖŸƻĲůĲŰƣЯШċŰĬШ ĦĦŸƨŰƣċĤŔũŔƣǃ 
¶ ы§E?ШΝΝьШEŰőċŰĦŔŰŊШÉĲũŉрcĲũƓШ§ƓƣŔŸŰƚШŉŸƖШ9ƨƚƣŸůĲƖƚ 
¶ ы§E?ШΝΞьШÖƓĬċƣĲШƣőĲШ ĦĦĲƚƚШxĲƣƣĲƖШÂƖŸĦĲƚƚШŉŸƖШ ĬĬƖĲƚƚШ9őċŰŊĲƚШ 
¶ ы§E?ШΝΟьШ9ƖĲċƣĲШċШxŔƻĲШ9ũċŔůШÉƣċƣƨƚШÑƖċĦťĲƖ 

(OED 1) Renew Strategic Communications Focus (prioritized/in progress) 

 

§ŰĲШŸŉШƣőĲШ]ŸƻĲƖŰŸƖќƚШĲǂƓĲĦƣċƣŔŸŰƚШŔƚШƣŸШĲŰƚƨƖĲШƣőĲШċŊĲŰĦǃШĲǭĲĦƣŔƻĲũǃШĦŸůůƨŰŔĦċƣĲƚШƣőĲШƚĲƖƻŔĦĲƚШŔƣШ
ƓƖŸƻŔĬĲƚШƣŸШƣőĲШƓƨĤũŔĦШċŰĬШŔƣƚШĦƨƚƣŸůĲƖƚЮШÑőĲШŸƖŊċŰŔǍċƣŔŸŰċũШƖĲƻŔĲƽШĬĲƣĲƖůŔŰĲĬШƣőċƣШƣőĲƖĲШŰĲĲĬƚШƣŸШĤĲШċШ
ƖĲŰĲƽĲĬШŉŸĦƨƚШŸŰШƚƣƖċƣĲŊŔĦШĦŸůůƨŰŔĦċƣŔŸŰƚЮШÑőŔƚШŔŰĦũƨĬĲƚШƖĲƻŔƚŔƣŔŰŊШƣőĲШċŊĲŰĦǃќƚШŊƨŔĬŔŰŊШƓƖŔŰĦŔƓũĲƚШ
ċƖŸƨŰĬШƚƣƖċƣĲŊŔĦШĦŸůůƨŰŔĦċƣŔŸŰЯШőċƻŔŰŊШĦũĲċƖĲƖШƖŸũĲƚШċŰĬШƖĲƚƓŸŰƚŔĤŔũŔƣŔĲƚШĤĲƣƽĲĲŰШƓƖŸŊƖċůƚШċŰĬШƣőĲШ
ĦŸůůƨŰŔĦċƣŔŸŰƚШƣĲċůЯШċŰĬШƚĲƣƣŔŰŊШĦũĲċƖШƓƖŔŸƖŔƣŔĲƚШŉŸƖШƣőĲШĦŸůůƨŰŔĦċƣŔŸŰƚШƣĲċůЮШ 

§E?ШőċƚШůƨũƣŔƓũĲШƓƖŸŊƖċůƚШƣőċƣШĲċĦőШĤƖŔŰŊШĲǂƣƖċŸƖĬŔŰċƖǃШƻċũƨĲШƣŸШ§ƖĲŊŸŰŔċŰƚШċĦƖŸƚƚШƣőĲШƚƣċƣĲЮШcŸƽĲƻĲƖЯШ
ŸƻĲƖШƣőĲШũċƚƣШŉĲƽШǃĲċƖƚЯШ§E?ШőċƚШĤĲĲŰШĬĲǯŰĲĬШƓƖŔůċƖŔũǃШĤǃШŸŰĲШƓƖŸŊƖċůШтШÖŰĲůƓũŸǃůĲŰƣШfŰƚƨƖċŰĦĲШыÖfьШтШ
ċŰĬШĤǃШƣőĲШĦƨƚƣŸůĲƖШƚĲƖƻŔĦĲШĦőċũũĲŰŊĲƚШŔƣШŉċĦĲĬЮШÑőĲƖĲШċƖĲШĦŸƨŰƣũĲƚƚШŸƓƓŸƖƣƨŰŔƣŔĲƚШƣŸШƚőċƖĲШƓŸƚŔƣŔƻĲШ
ĲǂċůƓũĲƚШŸŉШőŸƽШ§E?ќƚШƓƖŸŊƖċůƚШĤĲŰĲǯƣШŔŰĬŔƻŔĬƨċũƚШċŰĬШĤƨƚŔŰĲƚƚĲƚЯШƽőŔĦőШĦŸƨũĬШƖċŔƚĲШċƽċƖĲŰĲƚƚШŸŉШ
ƣőŸƚĲШƓƖŸŊƖċůƚШċŰĬШőĲũƓШƣőŸƚĲШƽőŸШċƖĲШĲũŔŊŔĤũĲШŉŸƖШƣőŸƚĲШƚĲƖƻŔĦĲƚЮШ 

 



 

ΞΜΞΣШ§E?Ш9ƨƚƣŸůĲƖШÉĲƖƻŔĦĲШѼШìŸƖťŉŸƖĦĲШÉƣƖċƣĲŊŔĲƚШĦƣŔŸŰШÂũċŰШШШ҇ШШШÂċŊĲШΞΤ 

ÉƣƖċƣĲŊŔĦШĦŸůůƨŰŔĦċƣŔŸŰШŊƨŔĬŔŰŊШƓƖŔŰĦŔƓũĲƚШċŰĬШƓƖŔŸƖŔƣŔĲƚШŉŸƖШΞΜΞΣШŔŰĦũƨĬĲШƣőĲШŉŸũũŸƽŔŰŊа 

]ƨŔĬŔŰŊШÂƖŔŰĦŔƓũĲƚШŉŸƖШ§E?Ш9ŸůůƨŰŔĦċƣŔŸŰƚ 

ΝЮ 9ũĲċƖũǃШċŰĬШċĦĦƨƖċƣĲũǃШĦŸůůƨŰŔĦċƣĲШƓƖŸŊƖċůШċƖĲċШŊŸċũƚЯШƚĲƖƻŔĦĲƚЯШċŰĬШƓŸũŔĦŔĲƚШƣŸШŔŰƣĲƖŰċũШċŰĬШ
ĲǂƣĲƖŰċũШŊƖŸƨƓƚЮШÑőŔƚШŔŰĦũƨĬĲƚШĦĲŰƣĲƖŔŰŊШƣőĲШĦƨƚƣŸůĲƖШŔŰШċũũШċŊĲŰĦǃШĦŸůůƨŰŔĦċƣŔŸŰƚШƨƚŔŰŊШƓũċŔŰШ
ũċŰŊƨċŊĲЮ 

ΞЮ ÂƖŸċĦƣŔƻĲũǃШĦƖĲċƣĲШċŰĬШŉŸũũŸƽШċШƚƣƖċƣĲŊŔĦШĦŸůůƨŰŔĦċƣŔŸŰƚШƓũċŰШŉŸƖШƖĲƚƓĲĦƣŔƻĲШĬŔƻŔƚŔŸŰШċŰĬШƓƖŸŊƖċůШ
ƽŸƖťЮ 

ΟЮ ÂƖŸċĦƣŔƻĲũǃШĦŸůůƨŰŔĦċƣĲШƣőĲШƓŸƚŔƣŔƻĲШŔůƓċĦƣШ§E?ќƚШƽŸƖťШőċƚШŸŰШĦƨƚƣŸůĲƖƚЮ 
ΠЮ ~ċŔŰƣċŔŰШċĦĦƨƖċƣĲШċŰĬШĲċƚǃШƣŸШƨŰĬĲƖƚƣċŰĬШŔŰŉŸƖůċƣŔŸŰШċĤŸƨƣШ§E?ќƚШƓƨĤũŔĦрŉċĦŔŰŊШƽĲĤƚŔƣĲƚШƣŸШ
ĲŰƚƨƖĲШƣƖċŰƚƓċƖĲŰĦǃЯШċĦĦŸƨŰƣċĤŔũŔƣǃЯШċŰĬШƖĲƚƓŸŰƚŔĤũĲШƨƚĲШŸŉШƖĲƚŸƨƖĦĲƚЯШċŰĬШĦŸŰƣŔŰƨĲШƣŸШĦƨũƣŔƻċƣĲШ
ƓŸƚŔƣŔƻĲШƖĲũċƣŔŸŰƚőŔƓƚШƽŔƣőШƣőĲШůĲĬŔċШ 

9ŸůůƨŰŔĦċƣŔŸŰШÂƖŔŸƖŔƣŔĲƚШŉŸƖШΞΜΞΡрΞΣ 

ΝЮ ÅĲŉŸĦƨƚШƣőĲШċŊĲŰĦǃќƚШĦŸůůƨŰŔĦċƣŔŸŰШŸŰШƓƖŸċĦƣŔƻĲШƚƣƖċƣĲŊŔĲƚШƣőċƣШƣĲũũШƣőĲШƚƣŸƖǃШŸŉШőŸƽШ§E?ќƚШ
ƓƖŸŊƖċůƚШőĲũƓШĦƨƚƣŸůĲƖƚШƣŸШƓŸƚŔƣŔƻĲũǃШŔŰǰƨĲŰĦĲШƣőĲŔƖШƓĲƖĦĲƓƣŔŸŰШŸŉШ§E?ЮШÑőŔƚШƽŸƖťШŔŰĦũƨĬĲƚШ
ƖĲŊƨũċƖШƓƖĲƚƚШƖĲũĲċƚĲƚШőŔŊőũŔŊőƣŔŰŊШċĦĦŸůƓũŔƚőůĲŰƣƚЯШƓƖŸůŸƣŔŰŊШŸƨƖШƽŸƖťŉŸƖĦĲШĲƻĲŰƣƚШċŰĬШ
ƚĲƖƻŔĦĲƚЯШċŰĬШŸƣőĲƖШƚƨĦĦĲƚƚШƚƣŸƖŔĲƚЮ 

ΞЮ EŰƚƨƖĲШƕƨċũŔƣǃШċŰĬШĦŸŰƚŔƚƣĲŰĦǃШŸŉШĦŸůůƨŰŔĦċƣŔŸŰШċĦƖŸƚƚШ§E?ќƚШĬŔƻŔƚŔŸŰƚШċŰĬШƓƖŸŊƖċůƚЯШċŰĬШ
ĲŰƚƨƖĲШƣőĲǃШĦŸŰŰĲĦƣШƣŸШƣőĲШĤƖŸċĬĲƖШċŊĲŰĦǃШƚƣƖċƣĲŊŔĦШĦŸůůƨŰŔĦċƣŔŸŰƚШƓũċŰЮШ 

ΟЮ ÉƨƓƓŸƖƣШĦŸůůƨŰŔĦċƣŔŸŰШƚƣƖċƣĲŊŔĲƚШƣőċƣШċƖĲШƖĲĦŸůůĲŰĬĲĬШŔŰШƣőŔƚШƓũċŰЯШƽőŔĦőШŔŰĦũƨĬĲШĲŰőċŰĦŔŰŊШ
ŸƨƖШƚĲũŉрőĲũƓШŸƓƣŔŸŰƚШŉŸƖШĦƨƚƣŸůĲƖƚЯШŔůƓƖŸƻŔŰŊШƣőĲШċĦĦĲƚƚŔĤŔũŔƣǃШŸŉШŸƨƖШũĲƣƣĲƖƚЯШċŰĬШƨƚŔŰŊШ fШŉŸƖШ
ƓũċŔŰШũċŰŊƨċŊĲЮ 

ΠЮ ?ĲƻĲũŸƓШċŰĬШŔůƓũĲůĲŰƣШċШƓũċŰШŉŸƖШ§E?ШƖĲĤƖċŰĬŔŰŊЯШŔŰĦũƨĬŔŰŊШũŸŊŸШƖĲĬĲƚŔŊŰШċŰĬШċШƓũċŰШŉŸƖШċШŰĲƽШ
ƽĲĤƚŔƣĲЮ 
ċЮ ÑőĲШĦƨƖƖĲŰƣШ§E?ШĤƖċŰĬШĬŸĲƚШŰŸƣШƖĲǰĲĦƣШƣőĲШċŊĲŰĦǃќƚШƻċũƨĲƚШċŰĬШĦƨƖƖĲŰƣШƽŸƖťЮШ ШŰĲƽШĤƖċŰĬШ
ƽŔũũШőĲũƓШĲƚƣċĤũŔƚőШĦŸŰƣŔŰƨŔƣǃШċĦƖŸƚƚШƣőĲШċŊĲŰĦǃќƚШĬŔƻŔƚŔŸŰƚШċŰĬШƓƖŸŊƖċůƚШċŰĬШĤƖŔŰŊШċШ
ůŸĬĲƖŰШċŰĬШŔŰƻŔƣŔŰŊШŉĲĲũШƣŸШĦƨƚƣŸůĲƖƚШƽőŸШƨƚĲШŸƨƖШƚĲƖƻŔĦĲƚЮ 

ĤЮ §E?ќƚШƽĲĤƚŔƣĲШŰĲĲĬƚШċŰШŸƻĲƖőċƨũШƚŸШƽĲШĦċŰШĤĲƣƣĲƖШƚĲƖƻĲШŸƨƖШĦƨƚƣŸůĲƖƚЮШÑőĲШŰĲƽШƽĲĤƚŔƣĲШ
ůƨƚƣШĤĲШċĦĦĲƚƚŔĤũĲШċŰĬШĲċƚǃШƣŸШŰċƻŔŊċƣĲШċŰĬШċũũŸƽШĦƨƚƣŸůĲƖƚШƣŸШƕƨŔĦťũǃШċŰĬШĲċƚŔũǃШǯŰĬШ
ċŰƚƽĲƖƚШċŰĬШƚƨƓƓŸƖƣЮ 

9ŸƚƣаШ~ŔŰŔůċũЯШƽŔƣőШċĬĬŔƣŔŸŰċũШŉƨƣƨƖĲШĦŸƚƣƚШƚĦŸƓĲĬШŉŸƖШƽĲĤƚŔƣĲШċŰĬШŸƣőĲƖШĦŸůůƨŰŔĦċƣŔŸŰШƣŸŸũƚШċŰĬШ
ƚƣƖċƣĲŊŔĲƚ 
ÑŔůŔŰŊаШΝΞҼШůŸŰƣőƚ 

(OED 2) Use AI to Improve Customer Journey and Employee Workflows 
(prioritized/in progress) 

fШőċƚШƣőĲШƓŸƣĲŰƣŔċũШƣŸШƣƖċŰƚŉŸƖůШőŸƽШƣőĲШƚƣċƣĲШĬŸĲƚШĤƨƚŔŰĲƚƚЮШìĲШĲŰƻŔƚŔŸŰШƨƚŔŰŊШ fШŔŰƣĲƖŰċũũǃШċŰĬШ
ĲǂƣĲƖŰċũũǃШƣŸШĤŸƣőШċƚƚŔƚƣШƚƣċǭШŔŰШƓĲƖŉŸƖůŔŰŊШƣőĲŔƖШĬƨƣŔĲƚШċŰĬШŔůƓƖŸƻĲШƣőĲШĦƨƚƣŸůĲƖШĲǂƓĲƖŔĲŰĦĲШŔŰШƣőĲШ
ŉŸũũŸƽŔŰŊШƽċǃƚЮШ 

 



 

ΞΜΞΣШ§E?Ш9ƨƚƣŸůĲƖШÉĲƖƻŔĦĲШѼШìŸƖťŉŸƖĦĲШÉƣƖċƣĲŊŔĲƚШĦƣŔŸŰШÂũċŰШШШ҇ШШШÂċŊĲШΞΥ 

ы§E?ШΞ ьШfŰƣĲƖŰċũШ9őċƣĤŸƣШuŰŸƽũĲĬŊĲĤċƚĲШыƓƖŔŸƖŔƣŔǍĲĬоŔŰШƓƖŸŊƖĲƚƚь 

 

§E?ШŔƚШĲǂƓũŸƖŔŰŊШƣőĲШĬĲƻĲũŸƓůĲŰƣШŸŉШċŰШ fрċƚƚŔƚƣĲĬШŔŰƣĲƖŰċũШĦőċƣĤŸƣШƣőċƣШƚƣċǭШĦċŰШƨƚĲШƣŸШƕƨŔĦťũǃШċĦĦĲƚƚШ
ċĦĦƨƖċƣĲЯШƨƓрƣŸрĬċƣĲШŔŰŉŸƖůċƣŔŸŰШƽőĲŰШƚĲƖƻŔŰŊШÂċŔĬШxĲċƻĲШċŰĬШÖfШĦƨƚƣŸůĲƖƚЮШÑőĲШŊŸċũШŸŉШƣőŔƚШƓƖŸŢĲĦƣШŔƚШƣŸШ
ƖĲĬƨĦĲШƣőĲШƣŔůĲШƚƣċǭШƚƓĲŰĬШƚĲċƖĦőŔŰŊШƣőƖŸƨŊőШůċŰƨċũƚЯШĬŔƚƓċƖċƣĲШƚǃƚƣĲůƚЯШċŰĬШƓƖŸŊƖċůШŊƨŔĬċŰĦĲЯШċŰĬШ
őĲũƓШĲůƓũŸǃĲĲƚШĬĲũŔƻĲƖШŉċƚƣĲƖШĦƨƚƣŸůĲƖШƚĲƖƻŔĦĲЮШƚШƓċƖƣШŸŉШĲċƖũǃШƚĦŸƓŔŰŊЯШƣőĲШƣĲċůШŔƚШƽŸƖťŔŰŊШĦũŸƚĲũǃШƽŔƣőШ
EŰƣĲƖƓƖŔƚĲШfŰŉŸƖůċƣŔŸŰШÉĲƖƻŔĦĲƚШыEfÉьШƣŸШƨŰĬĲƖƚƣċŰĬШƣőĲШĦċƓċĤŔũŔƣŔĲƚЯШĦŸŰƚƣƖċŔŰƣƚЯШċŰĬШŔůƓũĲůĲŰƣċƣŔŸŰШ
ƖĲƕƨŔƖĲůĲŰƣƚШŸŉШċШƓŸƣĲŰƣŔċũШ fШƚŸũƨƣŔŸŰЯШ~ŔĦƖŸƚŸŉƣШы~ÉьШ9ŸƓŔũŸƣШÉƣƨĬŔŸЮШÑőĲШċŊĲŰĦǃШƽŔũũШĦŸŰĬƨĦƣШċШƚŸũƨƣŔŸŰШ
ċŰċũǃƚŔƚШƣŸШĬĲƣĲƖůŔŰĲШƣőĲШċƓƓƖŸƓƖŔċƣĲШ fрƓŸƽĲƖĲĬШƓũċƣŉŸƖůШŉŸƖШƣőŔƚШƨƚĲШĦċƚĲЮ 

§E?ШŔƚШŊċƣőĲƖŔŰŊШťĲǃШĬŸĦƨůĲŰƣċƣŔŸŰШƚƨĦőШċƚШƓƖŸŊƖċůШůċŰƨċũƚЯШƚƣċŰĬċƖĬШŸƓĲƖċƣŔŰŊШƓƖŸĦĲĬƨƖĲƚЯШĬĲƚťШ
ŊƨŔĬĲƚЯШċŰĬШŸƣőĲƖШƖĲŉĲƖĲŰĦĲШĬŸĦƨůĲŰƣƚШƨƚĲĬШċĦƖŸƚƚШĲċĦőШƓƖŸŊƖċůШƣŸШĬĲƻĲũŸƓШċШƚƣƖŸŰŊШťŰŸƽũĲĬŊĲШĤċƚĲЮШ
ÂċƖƣШŸŉШƣőĲШƽŸƖťШŔŰĦũƨĬĲƚШĬĲƻĲũŸƓŔŰŊШċŰШŔŰƻĲŰƣŸƖǃШċŰĬШĲƻċũƨċƣŔŰŊШƣőĲШċĦĦƨƖċĦǃШŸŉШƣőĲƚĲШůċƣĲƖŔċũƚЯШ
ĲŰƚƨƖŔŰŊШƣőĲШĦũċƚƚŔǯĦċƣŔŸŰШŸŉШƣőĲШůċƣĲƖŔċũƚШŔƚШċƓƓƖŸƓƖŔċƣĲШċŰĬШĬŸĲƚШŰŸƣШĲǂĦĲĲĬШũĲƻĲũШƣƽŸЮШ§E?ШŔƚШŔŰШƣőĲШ
ŔŰŔƣŔċũШĦŸőŸƖƣШƓċƖƣŔĦŔƓċƣŔŰŊШŔŰШċШ~ÉШ9ŸƓŔũŸƣШÉƣƨĬŔŸШƽŸƖťƚőŸƓШƣŸШĤƨŔũĬШċŰШ fШċŊĲŰƣШċŰĬШũĲċƖŰШőŸƽШƣŸШ
ĦŸŰǯŊƨƖĲШƣőĲШƣŸŸũШƽŔƣőШĬŔǭĲƖĲŰƣШĬċƣċШƚŸƨƖĦĲƚШċŰĬШċĦƣŔŸŰƚЮ 

§E?ШŔƚШċũƚŸШũĲċƖŰŔŰŊШŉƖŸůШƣőĲШĲǂƓĲƖŔĲŰĦĲƚШŸŉШƣőĲШ§ƖĲŊŸŰШ?ĲƓċƖƣůĲŰƣШŸŉШcƨůċŰШÉĲƖƻŔĦĲƚШċŰĬШƣőĲШ§ƖĲŊŸŰШ
cĲċũƣőШ ƨƣőŸƖŔƣǃЯШĤŸƣőШŸŉШƽőŔĦőШőċƻĲШĤĲŊƨŰШƨƚŔŰŊШ fрƚƨƓƓŸƖƣĲĬШƣŸŸũƚЮШÑőĲŔƖШũĲƚƚŸŰƚШũĲċƖŰĲĬЯШƚƨĦőШċƚШƣőĲШ
ŔůƓŸƖƣċŰĦĲШŸŉШƚƣƖŸŰŊШĦŸŰƣĲŰƣШŊŸƻĲƖŰċŰĦĲШċŰĬШƣƖċŰƚƓċƖĲŰƣШĦŸůůƨŰŔĦċƣŔŸŰШċĤŸƨƣШ fШũŔůŔƣċƣŔŸŰƚЯШċƖĲШ
őĲũƓŔŰŊШƚőċƓĲШƣőĲШĬĲƚŔŊŰШŸŉШ§E?ќƚШċƓƓƖŸċĦőЮ 

9ŸƚƣаШÑ7?ШтШ?ĲƣĲƖůŔŰĲĬШĤǃШũŔĦĲŰƚŔŰŊШċŰĬШƣĲĦőŰŔĦċũШŔŰŉƖċƚƣƖƨĦƣƨƖĲЮШ§ƣőĲƖШĦŸƚƣƚШƚőŸƨũĬШĤĲШċĤƚŸƖĤĲĬШĤǃШƣőĲШ
ċŊĲŰĦǃШĤƨƣШůċǃШċũƚŸШŔŰĦũƨĬĲШƣƖċŔŰŔŰŊЯШĦőċŰŊĲШůċŰċŊĲůĲŰƣШƚƨƓƓŸƖƣЯШƣĲĦőŰŔĦċũШĦŸŰǯŊƨƖċƣŔŸŰЯШĲƣĦЮШÑőŔƚШƽŔũũШ
ƖĲƕƨŔƖĲШƨƓŉƖŸŰƣШŔŰƻĲƚƣůĲŰƣЯШĤƨƣШĦŸƚƣƚШċƖĲШĲǂƓĲĦƣĲĬШƣŸШĤĲШŸǭƚĲƣШŸƻĲƖШƣŔůĲШƣőƖŸƨŊőШŔůƓƖŸƻĲĬШƚƣċǭШ
ĲǭŔĦŔĲŰĦǃЯШƖĲĬƨĦĲĬШĲƖƖŸƖƚЯШċŰĬШůŸƖĲШƣŔůĲũǃШƚĲƖƻŔĦĲШƣŸШÂċŔĬШxĲċƻĲШċŰĬШÖfШĦƨƚƣŸůĲƖƚЮ 
ÑŔůŔŰŊаШΝΞҼШ~ŸŰƣőƚ  

ы§E?ШΞ7ьШÖƚĲШfШƣŸШ ƚƚŔƚƣШ ĬŢƨĬŔĦċƣŸƖƚШыƓƖŔŸƖŔƣŔǍĲĬоŔŰШƓƖŸŊƖĲƚƚь 

 

EǂƓũŸƖĲШƣőĲШċƻċŔũċĤŔũŔƣǃШċŰĬШċƚƚŸĦŔċƣĲĬШĦŸƚƣƚШŸŉШŔůƓũĲůĲŰƣŔŰŊШċŰШ fШƚŸũƨƣŔŸŰШƣŸШċŔĬШƽŔƣőШċĬŢƨĬŔĦċƣŔŸŰШŉŸƖШ
ÖfШċŰĬШÂċŔĬШxĲċƻĲЮШ§E?ќƚШÖfШƓƖŸŊƖċůШũĲċĬĲƖƚőŔƓШőċƚШƚƓŸťĲŰШƽŔƣőШŸƣőĲƖШƚƣċƣĲƚќШÖfШƓƖŸŊƖċůƚШċŰĬШƣőĲШ
 ċƣŔŸŰċũШ ƚƚŸĦŔċƣŔŸŰШŸŉШÉƣċƣĲШìŸƖťŉŸƖĦĲШ ŊĲŰĦŔĲƚШƣŸШĲǂƓũŸƖĲШőŸƽШŸƣőĲƖШƚƣċƣĲƚШċƖĲШŔůƓũĲůĲŰƣŔŰŊШ fШƣŸШċŔĬШ
ċĬŢƨĬŔĦċƣŸƖƚЮШ§ƣőĲƖШƚƣċƣĲƚќШÖfШƓƖŸŊƖċůƚШőċƻĲШŔůƓũĲůĲŰƣĲĬШ fШƣŸШċŔĬШċĬŢƨĬŔĦċƣŔŸŰЯШƓƖŸƻŔĬŔŰŊШƚƨůůċƖŔĲƚШŸŉШ
ƕƨĲƚƣŔŸŰŰċŔƖĲШƖĲƚƓŸŰƚĲƚШċŰĬШƓőŸŰĲШĦċũũƚЯШċŰĬШƚƨŊŊĲƚƣĲĬШŸƨƣĦŸůĲƚШƣŸШċШљőƨůċŰШŔŰШƣőĲШũŸŸƓЯњШƽőŸШ
ƖĲƻŔĲƽƚШĲċĦőШ fШƚƨŊŊĲƚƣŔŸŰШĤĲŉŸƖĲШƣőĲШċŊĲŰĦǃШŔƚƚƨĲƚШċШĬĲĦŔƚŔŸŰЮШÉŸůĲШƚƣċƣĲƚШőċƻĲШċũƚŸШĲǂƓċŰĬĲĬШƣőŔƚШ
ƚċůĲШŉƨŰĦƣŔŸŰċũŔƣǃШƣŸШċƚƚŔƚƣШƽŔƣőШŊĲŰĲƖċƣŔŰŊШĦũċŔůШƣŔůĲũŔŰĲƚШŉŸƖШƨƚĲШŔŰШƣŸƖƣШƖĲƚƓŸŰƚĲƚЯШũĲŊŔƚũċƣŔƻĲШ
ĦŸŰƚƣŔƣƨĲŰƣШĦŸůƓũċŔŰƣƚЯШÖЮÉЮШ?ĲƓċƖƣůĲŰƣШŸŉШxċĤŸƖШĦŸůƓũċŔŰƣƚЯШċŰĬШůŔƚĦĲũũċŰĲŸƨƚШũĲŊċũШċĦƣŔŸŰƚЮШÑőŔƚШŔƚШ
ƖĲƓŸƖƣĲĬШƣŸШƚƣƖĲċůũŔŰĲШƣőĲШƓƖŸĦĲƚƚШċŰĬШƖĲĬƨĦĲШƣŔůĲũŔŰĲƚШŉŸƖШĦŸůƓũĲƣŔŰŊШċĬŢƨĬŔĦċƣŔŸŰбШċũƣőŸƨŊőШĲƖƖŸƖƚШ
ĦċƨƚĲĬШĤǃШfШőċũũƨĦŔŰċƣŔŸŰƚШĦċŰШũĲċĬШƣŸШƓŸŸƖШŸƨƣĦŸůĲƚЯШŔƣШŔƚШƓŸƚƚŔĤũĲШƣőċƣШƣőĲШĤĲŰĲǯƣƚШŸƨƣƽĲŔŊőШƣőĲШƖŔƚťƚЮШ
fƣШŔƚШċШťĲǃШĦŸůƓŸŰĲŰƣШƣőċƣЯШŔŰШƣőŔƚШŔŰƚƣċŰĦĲЯШfШĬŸĲƚШŰŸƣШƖĲƓũċĦĲШőƨůċŰШċĬŢƨĬŔĦċƣŸƖƚбШŔƣШőĲũƓƚШƣőĲůШƽŸƖťШ
ůŸƖĲШĲǭŔĦŔĲŰƣũǃЯШƚůŸŸƣőŔŰŊШŸƨƣШƣőĲШƚĲċƚŸŰċũШƽŸƖťũŸċĬШŔůĤċũċŰĦĲƚШċŰĬШƖĲĬƨĦŔŰŊШĤċĦťũŸŊƚЮ 



 

ΞΜΞΣШ§E?Ш9ƨƚƣŸůĲƖШÉĲƖƻŔĦĲШѼШìŸƖťŉŸƖĦĲШÉƣƖċƣĲŊŔĲƚШĦƣŔŸŰШÂũċŰШШШ҇ШШШÂċŊĲШΞΦ 

9ŸƚƣаШÖŰťŰŸƽŰЯШƓƖŸĬƨĦƣШŰŸƣШǃĲƣШŔĬĲŰƣŔǯĲĬ 
ÑŔůŔŰŊаШΝΞҼШůŸŰƣőƚ 

ы§E?ШΞ9ьШEċƚǃШ§ŰрcŸũĬШÂũċƣŉŸƖůШыƓƖŔŸƖŔƣŔǍĲĬоŔŰШƓƖŸŊƖĲƚƚь 

 

 

EċƚǃШ§ŰрcŸũĬШŔƚШċШƓũċƣŉŸƖůШƣőċƣШƽŸƨũĬШċũũŸƽШ§E?ШƓƖŸŊƖċůШċƖĲċƚШƣŸШƓũċǃШőŸũĬШůƨƚŔĦШċŰĬШĲċƚŔũǃШƨƓĬċƣĲШ
ĤƖĲċťƣőƖŸƨŊőШůĲƚƚċŊŔŰŊШƽŔƣőШĦũċŔůШƣŔƓƚЯШƖĲŉĲƖƖċũƚШƣŸШƚĲũŉрőĲũƓШƖĲƚŸƨƖĦĲƚЯШŔŰŉŸƖůċƣŔŸŰШċĤŸƨƣШƽċŔƣШƣŔůĲƚЯШŸƖШ
ŔŰŉŸƖůċƣŔŸŰШċĤŸƨƣШũŔƻĲШĦőċƣШŸƖШƣőĲШĦőċƣĤŸƣЯШċŰĬШƓƖŸƻŔĬĲШƨƓрƣŸрƣőĲрůŔŰƨƣĲШƓƖŸŊƖċůрƚƓĲĦŔǯĦШůĲƚƚċŊŔŰŊЮШ
ÑőŔƚШĦŸƨũĬШőĲũƓШĦƨƚƣŸůĲƖƚШŰċƻŔŊċƣĲШƣőĲШċƓƓũŔĦċƣŔŸŰШƓƖŸĦĲƚƚШĤǃШƓƖŸƻŔĬŔŰŊШƣŔƓƚШŸŰШőŸƽШƣŸШƚĲũŉрƚĲƖƻĲШƖċƣőĲƖШ
ƣőċŰШƽċŔƣШŸŰШőŸũĬЮ 

9ŸƚƣаШEƚƣŔůċƣĲĬШċƣШҘΝΤЯΜΜΜШƓĲƖШǃĲċƖ 
ÑŔůŔŰŊаШΝΞҼШůŸŰƣőƚ  

ы§E?ШΞ?ьШÖƚĲШfШŉŸƖШfŰĤŸƨŰĬШ9ċũũШÉĲĦƨƖŔƣǃШ9őĲĦťƚШыƓƖŔŸƖŔƣŔǍĲĬоŔŰШƓƖŸŊƖĲƚƚь 

 

ìőĲŰШĦƨƚƣŸůĲƖƚШĦċũũШƣőĲШÖfШċŰĬШÂċŔĬШxĲċƻĲШƓƖŸŊƖċůƚШċŰĬШĦŸŰŰĲĦƣШƽŔƣőШƚƣċǭЯШƣőĲǃШůƨƚƣШċŰƚƽĲƖШċШƚĲƖŔĲƚШ
ŸŉШƚĲĦƨƖŔƣǃШƕƨĲƚƣŔŸŰƚШĤĲŉŸƖĲШƣőĲǃШĦċŰШĬŔƚĦƨƚƚШƣőĲŔƖШĦũċŔůЮШfůƓũĲůĲŰƣŔŰŊШċŰШ fШƚĲĦƨƖŔƣǃШĦőĲĦťШƓƖŸĦĲƚƚШ
ƽŸƨũĬШċũũŸƽШĦƨƚƣŸůĲƖƚШƣŸШĦŸůƓũĲƣĲШƣőĲШůċŢŸƖŔƣǃШŸŉШƣőŔƚШƚĲĦƨƖŔƣǃШĦőĲĦťШĤĲŉŸƖĲШĦŸŰŰĲĦƣŔŰŊШƽŔƣőШƚƣċǭЯШ
ċũũŸƽŔŰŊШċШĦƨƚƣŸůĲƖШƣŸШŊĲƣШƣŸШƣőĲŔƖШƕƨĲƚƣŔŸŰƚШƕƨŔĦťĲƖШċŰĬШƚőŸƖƣĲŰŔŰŊШƣőĲШŸƻĲƖċũũШĦċũũШũĲŰŊƣőЮШ 

9ŸƚƣаШÖŰťŰŸƽŰЯШƓƖŸĬƨĦƣШŰŸƣШǃĲƣШŔĬĲŰƣŔǯĲĬ 
ÑŔůŔŰŊаШΝΞҼШůŸŰƣőƚ 

ы§E?ШΞEьШƨƣŸůċƣĲĬШ9ũċŔůШÉƣċƣƨƚШÖƓĬċƣĲƚШĤǃШÂőŸŰĲШыƓƖŔŸƖŔƣŔǍĲĬоŔŰШƓƖŸŊƖĲƚƚь 

 

~ŸƖĲШƣőċŰШΝΜӖШŸŉШĦƨƚƣŸůĲƖƚШƽőŸШĦċũũШÖfШĲċĦőШƽĲĲťШĬŸШƚŸШƣŸШĦőĲĦťШƣőĲШƚƣċƣƨƚШŸŉШƣőĲŔƖШĦũċŔůЮШ[ŸƖШÂċŔĬШ
xĲċƻĲЯШƣőŔƚШŔƚШċƖŸƨŰĬШΡΜӖЮШÑőŔƚШƓƖŸŢĲĦƣШƽŸƨũĬШƖĲƚĲċƖĦőШƓŸƚƚŔĤũĲШƚŸũƨƣŔŸŰƚШċŰĬШƣőĲШĦŸƚƣƚШŸŉШŔůƓũĲůĲŰƣŔŰŊШ
ŊĲŰĲƖċƣŔƻĲШ fШƣŸШċũũŸƽШĦƨƚƣŸůĲƖƚШƣŸШƖĲĦĲŔƻĲШĦŸůƓƖĲőĲŰƚŔƻĲШċƨƣŸůċƣĲĬШƚƣċƣƨƚШƨƓĬċƣĲƚШĤǃШƓőŸŰĲЯШƽŔƣőŸƨƣШ
őċƻŔŰŊШƣŸШƽċŔƣШŸŰШőŸũĬЮШÑőŔƚШƽŸƨũĬШċũƚŸШċũũŸƽШƚƣċǭШƣŸШċƚƚŔƚƣШĦƨƚƣŸůĲƖƚШƽőŸШŰĲĲĬШƣŸШŔŰƣĲƖċĦƣШƽŔƣőШċŰШċŊĲŰƣШ
ĤĲĦċƨƚĲШŸŉШċŰШŔƚƚƨĲШƽŔƣőШƣőĲŔƖШĦũċŔůЮШ 

fŰƣĲƖƻŔĲƽƚШƽŔƣőШŸƣőĲƖШƚƣċƣĲƚШƣőċƣШƨƚĲШċƨƣŸůċƣĲĬШƚƣċƣƨƚШƨƓĬċƣĲШƚǃƚƣĲůƚШőċƻĲШƚőŸƽŰШƣőċƣШĦƨƚƣŸůĲƖƚќШ
ĬĲƚŔƖĲШŉŸƖШƓĲƖƚŸŰċũŔǍĲĬШŔŰƣĲƖċĦƣŔŸŰШƽŔƣőШċШőƨůċŰШĦċŰШĤĲШƚċƣŔƚǯĲĬШŔŉШċŰШċƨƣŸůċƣĲĬШƚǃƚƣĲůШƚőċƖĲƚШ
ƓĲƖƚŸŰċũŔǍĲĬШŔŰŉŸƖůċƣŔŸŰШċĤŸƨƣШƣőĲШĦƨƚƣŸůĲƖќƚШĦũċŔůШŔŰШƣőĲШƨƓĬċƣĲЮШÖƓĬċƣĲƚШĦŸƨũĬШƓƖŸƻŔĬĲШ
ĦŸůƓƖĲőĲŰƚŔƻĲШƚƣċƣƨƚĲƚЯШŔŰĦũƨĬŔŰŊШĤĲŰĲǯƣШċůŸƨŰƣƚЯШĲƚƣŔůċƣĲĬШƓƖŸĦĲƚƚŔŰŊШƣŔůĲƚЯШƽőĲƣőĲƖШƣőĲШĦƨƚƣŸůĲƖШ
őċƚШċŰǃШċĦƣŔŸŰƚШƓĲŰĬŔŰŊШŸƖШŰĲĲĬƚШƣŸШũŸŊШŔŰƣŸШ[ƖċŰĦĲƚШ§ŰũŔŰĲЯШċŰĬШŔŰĦũƨĬĲШƓĲƖƚŸŰċũŔǍĲĬШŔŰŉŸƖůċƣŔŸŰЮШ



 

ΞΜΞΣШ§E?Ш9ƨƚƣŸůĲƖШÉĲƖƻŔĦĲШѼШìŸƖťŉŸƖĦĲШÉƣƖċƣĲŊŔĲƚШĦƣŔŸŰШÂũċŰШШШ҇ШШШÂċŊĲШΟΜ 

ÂƨƖƚƨŔƣШŸŉШƣőŔƚШŸƓƣŔŸŰШĦŸƨũĬШĬĲƓĲŰĬШŸŰШƣőĲШƣŔůŔŰŊШċŰĬШƚƨĦĦĲƚƚШŸŉШ§E?ШΝΟЯШƣőĲШƽĲĤрĤċƚĲĬШũŔƻĲШƚƣċƣƨƚШ
ƣƖċĦťĲƖЮШ 

9ŸƚƣаШÖŰťŰŸƽŰЯШƓƖŸĬƨĦƣШŔƚШŰŸƣШǃĲƣШŔĬĲŰƣŔǯĲĬ 
ÑŔůŔŰŊаШΝΞҼШůŸŰƣőƚШ 

ы§E?ШΞ[ьШ]ĲŰĲƖċƣŔƻĲШ fШ9őċƣĤŸƣШыƓƖŔŸƖŔƣŔǍĲĬоŔŰШƓƖŸŊƖĲƚƚь 

 

ÑőĲШÖfШÂƖŸŊƖċůШĦƨƖƖĲŰƣũǃШƨƚĲƚШÑőĲШ§ƽũШĦőċƣĤŸƣЯШƽőŔĦőШŔƚШŔŰƣĲŊƖċƣĲĬШƽŔƣőШƣőĲШ[ƖċŰĦĲƚШ§ŰũŔŰĲШƚǃƚƣĲůЮШ
9ƨƚƣŸůĲƖƚШĦŸƨũĬШĤĲŰĲǯƣШŉƖŸůШċШůŸƖĲШƖŸĤƨƚƣШċƨƣŸůċƣĲĬШĦőċƣĤŸƣШƣŸШŉƨũũǃШƚƨƓƓŸƖƣШƚĲũŉрƚĲƖƻŔĦĲЮШÑőŔƚШƽŸƖťШ
ĲǭŸƖƣШƽŸƨũĬШŉŸĦƨƚШŸŰШƖĲƚĲċƖĦőŔŰŊШƣőĲШƨƚĲШĦċƚĲƚШċŰĬШċƚƚŸĦŔċƣĲĬШĦŸƚƣƚШƣŸШĬĲƻĲũŸƓШċШŉƨũũǃШŊĲŰĲƖċƣŔƻĲШ fШ
ĦőċƣĤŸƣЮШ 

9ŸƚƣаШÖŰťŰŸƽŰЯШƓƖŸĬƨĦƣШŰŸƣШǃĲƣШŔĬĲŰƣŔǯĲĬ 
ÑŔůŔŰŊаШΝΞҼШůŸŰƣőƚ 

(OED 3) Review and Update All Customer-Facing Communications (letters, 
applications, e-screens, web notices and forms) to Ensure They are Clear and 
Easy for Customers to Understand (prioritized/in progress) 

 

 

§E?ШƓƖŸŊƖċůƚШƓƖŸƻŔĬĲШĲƚƚĲŰƣŔċũШƚĲƖƻŔĦĲƚШĲċĦőШǃĲċƖШƣŸШƣĲŰƚШŸŉШƣőŸƨƚċŰĬƚШŸŉШĦƨƚƣŸůĲƖƚШƽŔƣőШĬŔǭĲƖĲŰƣШ
ĤċĦťŊƖŸƨŰĬƚШċŰĬШŰĲĲĬƚЮШEċĦőШŸŉШŸƨƖШƓƖŸŊƖċůƚШőċƚШůƨũƣŔƓũĲШƓŸŔŰƣƚШŔŰШƽőŔĦőШċШĦƨƚƣŸůĲƖШŔŰƣĲƖċĦƣƚШƽŔƣőШ
ƣőĲШċŊĲŰĦǃШċŰĬШƖĲĦĲŔƻĲƚШŸƖШŔƚШƖĲƕƨŔƖĲĬШƣŸШƚĲŰĬШŔŰŉŸƖůċƣŔŸŰЮШÑőŔƚШƻċƖŔĲƚШŉƖŸůШċŰШŔŰŔƣŔċũШċƓƓũŔĦċƣŔŸŰШŉŸƖůШċŰĬШ
ƓƖĲũŔůŔŰċƖǃШĬĲƣĲƖůŔŰċƣŔŸŰШŸŉШĲũŔŊŔĤŔũŔƣǃШƣŸШƖĲƕƨĲƚƣƚШŉŸƖШċĬĬŔƣŔŸŰċũШŔŰŉŸƖůċƣŔŸŰШċŰĬШǯŰċũШĬĲĦŔƚŔŸŰƚШƣőċƣШ
ŔŰĦũƨĬĲШĬŔƖĲĦƣŔŸŰƚШŸŰШőŸƽШƣŸШċƓƓĲċũЮШEċĦőШŸŉШƣőĲƚĲШĬŸĦƨůĲŰƣƚШůƨƚƣШĤĲШĦũĲċƖШċŰĬШĲċƚŔũǃШƨŰĬĲƖƚƣċŰĬċĤũĲШ
ƣŸШĦƨƚƣŸůĲƖƚЯШŸƣőĲƖƽŔƚĲШƣőĲǃШƽŔũũШĦƖĲċƣĲШƨŰŰĲĦĲƚƚċƖǃШĬĲũċǃƚШŉŸƖШĦƨƚƣŸůĲƖƚШċŰĬШċĬĬŔƣŔŸŰċũШƽŸƖťШŉŸƖШƚƣċǭЮШ 

ÑőĲƖĲШċƖĲШũŔťĲũǃШƽĲũũШŸƻĲƖШΝЯΜΜΜШĬŔǭĲƖĲŰƣШĬŸĦƨůĲŰƣƚЯШŉŸƖůƚЯШċŰĬШƣĲůƓũċƣĲƚШƣőċƣШůƨƚƣШĤĲШƖĲƻŔĲƽĲĬШċŰĬШ
ƖĲƻŔƚĲĬШŉŸƖШċĦĦƨƖċĦǃШċŰĬШċĦĦĲƚƚŔĤŔũŔƣǃЮШ[ƖċŰĦĲƚШċũŸŰĲШőċƚШůŸƖĲШƣőċŰШΦΜΜШƣĲůƓũċƣĲШљũĲƣƣĲƖƚњШƣőċƣШ
ĦŸůůƨŰŔĦċƣĲШĬŔǭĲƖĲŰƣШŔƚƚƨĲƚЯШůċťŔŰŊШƣőŔƚШċŰШŔůƓŸƖƣċŰƣШċŰĬШƚŔŊŰŔǯĦċŰƣШƓƖŸŢĲĦƣЮШÑŸШċĦĦŸůƓũŔƚőШƣőŔƚШƣċƚťШ
ĲǭŔĦŔĲŰƣũǃШċŰĬШůċťĲШŔƣШĦƨƚƣŸůĲƖрŉŸĦƨƚĲĬЯШƽĲШƓũċŰШƣŸШƓƖŸĦĲĲĬШċƚШŉŸũũŸƽƚЮ 

[ŔƖƚƣЯШƽĲШƽŔũũШǯŰŔƚőШċШĦŸůƓƖĲőĲŰƚŔƻĲШŔŰƻĲŰƣŸƖǃШŸŉШĲƻĲƖǃШŔƣĲůШƣőċƣШƽŔũũШĤĲШƖĲƻŔĲƽĲĬШыƣőŔƚШůŸƚƣũǃШĲǂŔƚƣƚШĬƨĲШ
ƣŸШƣőĲШƖĲĦĲŰƣШůŸƻĲШƣŸШ[ƖċŰĦĲƚьЮШfƣШƽŔũũШŔŰĦũƨĬĲШċũũШƣĲůƓũċƣĲШ[ƖċŰĦĲƚШũĲƣƣĲƖƚЯШƽĲĤрĤċƚĲĬШƓƖŸŊƖċůШ
ƕƨĲƚƣŔŸŰƚЯШĬĲĦŔƚŔŸŰШƣĲůƓũċƣĲƚЯШŔŰŔƣŔċũШƓƖŸŊƖċůШċƓƓũŔĦċƣŔŸŰƚЯШőĲũƓШƕƨĲƚƣŔŸŰƚЯШƣĲůƓũċƣĲШũŔƻĲШĦőċƣШ
ƖĲƚƓŸŰƚĲƚЯШŉŸƖůƚЯШ[ ÄƚЯШċŰĬШŊƨŔĬĲĤŸŸťƚЮ 



 

ΞΜΞΣШ§E?Ш9ƨƚƣŸůĲƖШÉĲƖƻŔĦĲШѼШìŸƖťŉŸƖĦĲШÉƣƖċƣĲŊŔĲƚШĦƣŔŸŰШÂũċŰШШШ҇ШШШÂċŊĲШΟΝ 

 ĲǂƣЯШƽĲШƽŔũũШƓƖŔŸƖŔƣŔǍĲШƖĲƻŔĲƽШċŰĬШƖĲƻŔƚŔŸŰШŸŉШƣőĲШĬŸĦƨůĲŰƣƚШĤċƚĲĬШŸŰШƚĲƻĲƖċũШĦƖŔƣĲƖŔċЮШ7ǃШƓƖŔŸƖŔƣŔǍŔŰŊШ
ƖĲƻŔƚŔŸŰƚШĤċƚĲĬШŸŰШƣőĲШŔůƓċĦƣШċŰĬШĤĲŰĲǯƣШƣŸШĦƨƚƣŸůĲƖƚЯШƽĲШĦċŰШĤĲŊŔŰШƣŸШƚĲĲШƓŸƚŔƣŔƻĲШƖĲƚƨũƣƚШƽőŔũĲШƣőĲШ
ũŸŰŊШŸƻĲƖċũũШƓƖŸĦĲƚƚШĦŸŰƣŔŰƨĲƚЮШ[ŸƖШĲǂċůƓũĲЯШƽĲШĦŸƨũĬШƓƖŔŸƖŔƣŔǍĲШĬŸĦƨůĲŰƣƚШŉŸƖШƖĲƻŔƚŔŸŰШƣőċƣа 

¶ 9ŸůůƨŰŔĦċƣĲШċШĬĲĦŔƚŔŸŰШċŰĬШĬĲƚĦƖŔĤĲШŰĲǂƣШƚƣĲƓƚШƣŸШċШĦƨƚƣŸůĲƖ 
¶ ƖĲШƖĲĦĲŔƻĲĬШůŸƚƣШŸŉƣĲŰШĤǃШůŸƚƣШĦƨƚƣŸůĲƖƚШ 
¶ cċƻĲШŔŰĦŸƖƖĲĦƣШŸƖШůŔƚũĲċĬŔŰŊШŔŰŉŸƖůċƣŔŸŰШŸƖШĬŔƖĲĦƣŔŸŰƚШыċƚШŔŰĬŔĦċƣĲĬШƣőƖŸƨŊőШŉĲĲĬĤċĦťШƖĲĦĲŔƻĲĬШ
ĬƨƖŔŰŊШƣőŔƚШƓƖŸĦĲƚƚШŸƖШŸƣőĲƖШŸŰŊŸŔŰŊШŉĲĲĬĤċĦťШůĲĦőċŰŔƚůƚь 

¶ cċƻĲШĤĲĲŰШŔĬĲŰƣŔǯĲĬШƣőƖŸƨŊőШċШũĲŊċũШƓƖŸĦĲƚƚЯШĲЮŊЮШċŰШċƓƓĲċũШőĲċƖŔŰŊЯШċƚШĤĲŔŰŊШŔŰċĦĦƨƖċƣĲШŸƖШ
ůŔƚũĲċĬŔŰŊШ 

§ŰĦĲШƣőĲШǯƖƚƣШŊƖŸƨƓШŸŉШĬŸĦƨůĲŰƣƚШŔƚШŔĬĲŰƣŔǯĲĬЯШƚƣċǭШƽŔũũШƖĲƻŔĲƽШċŰĬШƖĲƻŔƚĲШƣőĲůШŔŰШĤċƣĦőĲƚШĤǃаШ 

ΝЮ ƚťŔŰŊШċŰШ fШƓƖŸŊƖċůШыũŔťĲШ9ŸƓŔũŸƣШŸƖШ9őċƣШ]ÂÑьШƣŸШƖĲƻŔĲƽШƣőĲШĬŸĦƨůĲŰƣШċŰĬШƓƖŸƓŸƚĲШċШŰĲƽЯШĲċƚŔĲƖШ
ƣŸШƨŰĬĲƖƚƣċŰĬШĬƖċŉƣЮШ 

ΞЮ cċƻŔŰŊШċШƚůċũũШŊƖŸƨƓШĦŸůƓŸƚĲĬШŸŉШƖĲũĲƻċŰƣШƓƖŸŊƖċůШċƖĲċШƚƣċǭЯШĦŸůůƨŰŔĦċƣŔŸŰƚЯШċŰĬШƣőĲШĲƕƨŔƣǃШ
ŸǭŔĦĲШƖĲƻŔĲƽШƣőĲШ fрŊĲŰĲƖċƣĲĬШĬƖċŉƣШċŰĬШĬĲƻĲũŸƓШċШŰĲƽШƻĲƖƚŔŸŰЮШ 

Test Case: AI Review Pilot 

§E?ШƖĲĦĲŰƣũǃШĦŸŰĬƨĦƣĲĬШċШƚůċũũШƓŔũŸƣШƓƖŸŢĲĦƣШƣŸШŊċƨŊĲШƣőĲШĲǭĲĦƣŔƻĲŰĲƚƚШŸŉШƨƚŔŰŊШċŰШ fШƓƖŸŊƖċůШƣŸШ
ƖĲƻŔĲƽШċŰĬШƓƖŸƓŸƚĲШƖĲċĬċĤŔũŔƣǃШĦőċŰŊĲƚШƣŸШŸƨƖШĬŸĦƨůĲŰƣƚЮШÉƓĲĦŔǯĦċũũǃЯШƓƖŸŊƖċůШƚƣċǭШŉƖŸůШÂċŔĬШ
xĲċƻĲШċŰĬШÖfШĲċĦőШŔĬĲŰƣŔǯĲĬШǯƻĲШĬŸĦƨůĲŰƣƚШƣőċƣШŸƨƖШÉƣƖċƣĲŊǃШ§ǭŔĦĲШƖċŰШƣőƖŸƨŊőШ9ŸƓŔũŸƣШƽŔƣőШċШ
ƓƖŸůƓƣШƣŸШŔůƓƖŸƻĲШĦũċƖŔƣǃШċŰĬШũċǃŸƨƣЮШÑĲƚƣŔŰŊШƚőŸƽĲĬШƣőċƣШ9ŸƓŔũŸƣШƚŔŊŰŔǯĦċŰƣũǃШĲŰőċŰĦĲĬШƓƖŸŊƖċůШ
ũĲƣƣĲƖƚШĤǃШċƓƓũǃŔŰŊШƓũċŔŰШũċŰŊƨċŊĲЯШƨƚŔŰŊШƚőŸƖƣĲƖШƚĲŰƣĲŰĦĲƚЯШċŰĬШƚƣƖĲŰŊƣőĲŰŔŰŊШƖĲċĬċĤŔũŔƣǃШƣőƖŸƨŊőШ
ŔůƓƖŸƻĲĬШŉŸƖůċƣƣŔŰŊШċŰĬШƨƚĲШŸŉШƚƓĲĦŔǯĦШőĲċĬŔŰŊƚЮШÑőĲШÉƣƖċƣĲŊǃШ§ǭŔĦĲШċũƚŸШŉŸƨŰĬШƣőċƣШ fрċƚƚŔƚƣĲĬШ
ƖĲƻŔƚŔŸŰƚШƖĲĬƨĦĲĬШĬƖċŉƣŔŰŊШƣŔůĲШċŰĬШƓƖŸĬƨĦĲĬШůŸƖĲШĦŸŰƚŔƚƣĲŰƣШĦƨƚƣŸůĲƖрŉƖŔĲŰĬũǃШůĲƚƚċŊĲƚЮШ
cŸƽĲƻĲƖЯШƚƨĦĦĲƚƚŉƨũШƨƚĲШĬĲƓĲŰĬƚШŸŰШċĦĦƨƖċƣĲШŔŰƓƨƣƚШċŰĬШůċŔŰƣċŔŰŔŰŊШőƨůċŰШƖĲƻŔĲƽШƣŸШĲŰƚƨƖĲШũĲŊċũШ
ƚƨǭŔĦŔĲŰĦǃШċŰĬШƓƖŸŊƖċůШċũŔŊŰůĲŰƣЮШ ШĦŸůƓċƖŔƚŸŰШŸŉШċШƚĲĦƣŔŸŰШŸŉШċŰШŸƖŔŊŔŰċũШċŰĬШfрƖĲƻŔƚĲĬШũĲƣƣĲƖШŔƚШ
ŔŰĦũƨĬĲĬШŔŰШƓƓĲŰĬŔǂШ7Ю 

§ŰĦĲШƣőĲШǯƖƚƣШĤċƣĦőШŸŉШŰĲƽШĬŸĦƨůĲŰƣƚШŔƚШƣĲƚƣĲĬШċŰĬШƖĲċĬǃШŉŸƖШƓƖŸĬƨĦƣŔŸŰШċŰĬШƖĲũĲċƚĲЯШƚƣċǭШƽŔũũШƓƖŔŸƖŔƣŔǍĲШ
fÑШĦőċŰŊĲƚШĤċƚĲĬШŸŰШƣőĲШŸƻĲƖċũũШĦƨƚƣŸůĲƖШƚĲƖƻŔĦĲШŔůƓċĦƣƚШŉƖŸůШƣőĲƚĲШƖĲƻŔƚŔŸŰƚШыƚĲĲШŸƣőĲƖШƚĲĦƣŔŸŰШŸŰШ
[ƖċŰĦĲƚШŊŸƻĲƖŰċŰĦĲШĦőċŰŊĲШŉŸƖШƖĲũċƣĲĬШĬŔƚĦƨƚƚŔŸŰьЮШÅĲũċƣĲĬũǃЯШƽĲШċƖĲШĲǂƓũŸƖŔŰŊШƣőĲШĦƖĲċƣŔŸŰШŸŉШƚĲƻĲƖċũШ
ƚƓĲĦŔǯĦШƚĲƖƻŔĦĲШƽŔŰĬŸƽƚШĲċĦőШǃĲċƖЮШÑőĲƚĲШċƖĲШƓƖĲрŔĬĲŰƣŔǯĲĬШƣŔůĲШŉƖċůĲƚШƣŸШůċťĲШĤċƣĦőĲƚШŸŉШĬŸĦƨůĲŰƣШ
ƨƓĬċƣĲƚШƣőċƣШĦŸƨũĬШőĲũƓШƚƣƖĲċůũŔŰĲШƣőĲШĲŰƣŔƖĲШƓƖŸĦĲƚƚШċŰĬШƓƖĲƻĲŰƣЯШŉŸƖШĲǂċůƓũĲЯШŸŰŊŸŔŰŊШĬŔƚĦƨƚƚŔŸŰШ
ċƖŸƨŰĬШĦőċŰŊĲƚШƣŸШŸŰĲШĬŸĦƨůĲŰƣШőŸũĬŔŰŊШƨƓШĦőċŰŊĲƚШƣŸШƚĲƻĲƖċũШŸƣőĲƖƚЮШ[ŔŰċũũǃЯШƽĲШƽŸƨũĬШċũƚŸШƚĲƓċƖċƣĲШ
ĲċĦőШĤċƣĦőШŸŉШƖĲƻŔƚŔŸŰƚШĤĲƣƽĲĲŰШƣőŸƚĲШƣőċƣШƖĲƕƨŔƖĲШfÑШƓƖŔŸƖŔƣŔǍċƣŔŸŰШыĲЮŊЮШċШƣĲůƓũċƣĲШŔŰШ[ƖċŰĦĲƚьШƻĲƖƚƨƚШ
ƣőŸƚĲШƣőċƣШĬŸŰќƣШыĲЮŊЮШ[ ÄƚШŸŰШƽĲĤƚŔƣĲьШƚŸШƣőċƣШƖĲƻŔƚŔŸŰƚШċƖĲШŔůƓũĲůĲŰƣĲĬШċƚШƕƨŔĦťũǃШċƚШƓŸƚƚŔĤũĲЮШ 

ÑőĲШċŊĲŰĦǃШŔƚШċũƚŸШƽŸƖťŔŰŊШƽŔƣőШƣőĲШ ċƣŔŸŰċũШ ƚƚŸĦŔċƣŔŸŰШŸŉШÉƣċƣĲШìŸƖťŉŸƖĦĲШ ŊĲŰĦŔĲƚШы  Éì ьШ
7ĲőċƻŔŸƖċũШfŰƚŔŊőƣƚШƓƖŸŉĲƚƚŔŸŰċũƚШŸŰШċĦĦĲƚƚШƣŸШŰŸрĦŸƚƣШĦŸŰƚƨũƣċƣŔŸŰШƚĲƖƻŔĦĲƚШċŰĬШ  Éì ќƚШŉƖĲĲШƣƖċŔŰŔŰŊШ
ŉŸƖШ§E?ШƚƣċǭЮШ7ĲőċƻŔŸƖċũШŔŰƚŔŊőƣƚШċƓƓũǃШƻċƖŔŸƨƚШƓƖŔŰĦŔƓũĲƚШŸŉШőƨůċŰШŰċƣƨƖĲШƣŸШƓƖĲĬŔĦƣШċŰĬШƨŰĬĲƖƚƣċŰĬШ
őƨůċŰШĬĲĦŔƚŔŸŰрůċťŔŰŊШċŰĬШĤĲőċƻŔŸƖЮШ7ĲőċƻŔŸƖċũШŔŰƚŔŊőƣƚЯШƽőĲŰШċƓƓũŔĲĬШƣŸШƣőĲШƽƖŔƣƣĲŰШĦŸůůƨŰŔĦċƣŔŸŰƚШ
ƣőċƣШ§E?ШƚĲŰĬƚШƣŸШĦƨƚƣŸůĲƖƚЯШĦċŰШőĲũƓШƨƚШƨŰĬĲƖƚƣċŰĬШőŸƽШƣőĲШũĲƣƣĲƖƚЯШĲůċŔũƚЯШċŰĬШŸƣőĲƖШƽŸƖĬƚШƽĲШƨƚĲШ
ĬƖŔƻĲШĦƨƚƣŸůĲƖƚШƣŸШĦċũũШƨƚЯШċŰĬШőŸƽШƖĲƓőƖċƚŔŰŊЯШƖĲŉŸƖůċƣƣŔŰŊЯШŸƖШƖĲƚƣċƣŔŰŊШĦŸƨũĬШőĲũƓШƨƚШƚċƣŔƚŉǃШƣőĲŔƖШ
ƕƨĲƚƣŔŸŰƚШƽŔƣőŸƨƣШƣőĲШŰĲĲĬШŉŸƖШċĬĬŔƣŔŸŰċũШĦŸŰƣċĦƣШƽŔƣőШƚƣċǭЮШÑőŔƚШĦŸƨũĬШőĲũƓШƖĲĬƨĦĲШƣőĲШĦċũũЯШũŔƻĲШĦőċƣЯШ



 

ΞΜΞΣШ§E?Ш9ƨƚƣŸůĲƖШÉĲƖƻŔĦĲШѼШìŸƖťŉŸƖĦĲШÉƣƖċƣĲŊŔĲƚШĦƣŔŸŰШÂũċŰШШШ҇ШШШÂċŊĲШΟΞ 

ċŰĬШƽĲĤШůĲƚƚċŊĲƚШƻŸũƨůĲШŔŰШŸƨƖШÖfШ9ŸŰƣċĦƣШ9ĲŰƣĲƖЯШőĲũƓŔŰŊШƨƚШċĦőŔĲƻĲШċШĤĲƣƣĲƖШĤċũċŰĦĲШĤĲƣƽĲĲŰШ
ĦƨƚƣŸůĲƖШƚĲƖƻŔĦĲШċŰĬШĦũċŔůШƓƖŸĦĲƚƚŔŰŊШƽŸƖťШƽŔƣőŸƨƣШċĬĬŔƣŔŸŰċũШƚƣċǭЮШ 

ũƣőŸƨŊőШĬĲĬŔĦċƣĲĬШŊƖċŰƣШŉƨŰĬƚШƣőĲШÖfШƓƖŸŊƖċůШőċĬШĤĲĲŰШċƽċƖĬĲĬШƣŸШƨƚĲШŉŸƖШƣőĲШĤĲőċƻŔŸƖċũШŔŰƚŔŊőƣƚШƽŸƖťШ
ƽĲƖĲШƖĲƚĦŔŰĬĲĬЯШƚƣċǭШőċƻĲШŔĬĲŰƣŔǯĲĬШůŔŰŔůċũШŰŸрĦŸƚƣШĦŸŰƚƨũƣċƣŔŸŰШƚĲƖƻŔĦĲƚШċŰĬШŰŸрĦŸƚƣШƣƖċŔŰŔŰŊШƚŸƨƖĦĲƚШ
ċŰĬШċƖĲШƓƨƖƚƨŔŰŊШƣőĲШĤĲőċƻŔŸƖċũШŔŰƚŔŊőƣƚШċŰċũǃƚŔƚШƣőƖŸƨŊőШŸƣőĲƖШůĲċŰƚЮШfŉШǯŰċũŔǍĲĬЯШƚƣċǭШƽŸƨũĬШŔŰĦũƨĬĲШ
  ÉìШ7ĲőċƻŔŸƖċũШfŰƚŔŊőƣƚќШƚĲƖƻŔĦĲƚШŔŰШƣőŔƚШƓƖŸŢĲĦƣЮШ 

9ŸƚƣаШ~ŔŰŔůċũЯШĦċŰШĤĲШċĤƚŸƖĤĲĬШċƚШƓċƖƣШŸŉШŰŸƖůċũШŸƓĲƖċƣŔŸŰƚ 
ÑŔůŔŰŊаШΝΞҼШůŸŰƣőƚ 

(OED 4) Unemployment Insurance (UI) Customers Visiting WorkSource Oregon 
Offices with UI Questions (prioritized/in progress) 

§ŰĲШŸŉШƣőĲШĤŔŊŊĲƚƣШŔƚƚƨĲƚШŉƖŸůШƣőĲШĦƨƚƣŸůĲƖШƚƨƖƻĲǃЯШƚƣċǭШƚƨƖƻĲǃЯШċŰĬШƚƣċǭШŉŸĦƨƚШŊƖŸƨƓƚШƖĲũċƣĲƚШƣŸШ
ĦƨƚƣŸůĲƖƚШƻŔƚŔƣŔŰŊШìŸƖťÉŸƨƖĦĲШ§ƖĲŊŸŰШыìÉ§ьШĦĲŰƣĲƖƚШƣŸШƚĲĲťШċƚƚŔƚƣċŰĦĲШƽŔƣőШċШÖfШĦũċŔůЮШÉƣċǭШƖĲƓŸƖƣШ
ƣőċƣШċƚШůċŰǃШċƚШΡΜӖШŸŉШƣőĲŔƖШĦƨƚƣŸůĲƖƚШũŸŸťШŉŸƖШƣőŔƚШőĲũƓЯШƣőŸƨŊőШƣőċƣШŰƨůĤĲƖШĦċŰШǰƨĦƣƨċƣĲШċŰĬШŔŰĦƖĲċƚĲШ
ĬƨƖŔŰŊШƣőĲШƽŔŰƣĲƖШƽőĲŰШƚĲċƚŸŰċũШƽŸƖťũŸċĬШŔŰĦƖĲċƚĲƚЮШÑőŔƚШĦƖĲċƣĲƚШċШĦőċũũĲŰŊĲШŉŸƖШìÉ§ШƚƣċǭШċƚШƣőĲǃШċƖĲШ
ŰŸƣШƣƖċŔŰĲĬШŸƖШƓĲƖůŔƣƣĲĬШƣŸШċĬŢƨĬŔĦċƣĲШÖfШĦũċŔůƚШŸƖШƓƖŸƻŔĬĲШůƨĦőШŸŉШƣőĲШċƚƚŔƚƣċŰĦĲШƣőĲƚĲШĦƨƚƣŸůĲƖƚШŰĲĲĬШ
ŉƖŸůШƣőĲШċŊĲŰĦǃЮШÑőċƣШĦƖĲċƣĲƚШŉƖƨƚƣƖċƣŔŸŰШŉŸƖШƣőĲШĦƨƚƣŸůĲƖШƚĲĲťŔŰŊШőĲũƓШŉƖŸůШ§E?ШċƣШċŰШ§E?ШŸǭŔĦĲЯШ
ƖĲŊċƖĬũĲƚƚШŸŉШƣőĲШŉċĦƣШƣőċƣШŔƣШŔƚШŰŸƣШċШÖfШŸǭŔĦĲЮШ 

ÑőĲƖĲШċƖĲШƣƽŸШŊĲŰĲƖċũШƽċǃƚШƽĲШĦċŰШċĬĬƖĲƚƚШƣőŔƚШĦőċũũĲŰŊĲЮШÑőĲШǯƖƚƣШŔƚШƣőƖŸƨŊőШƓƖĲƻĲŰƣŔŸŰбШƚƓĲĦŔǯĦċũũǃЯШĤǃШ
ĬĲĦƖĲċƚŔŰŊШƣőĲШŰƨůĤĲƖШŸŉШÖfШĦƨƚƣŸůĲƖƚШƻŔƚŔƣŔŰŊШìÉ§ШĦĲŰƣĲƖƚЮШ~ċŰǃШŸŉШƣőĲШŸƣőĲƖШċĦƣŔŸŰƚШŔŰШƣőŔƚШƓũċŰШŉŸĦƨƚШ
ŸŰШŔůƓƖŸƻŔŰŊШĦƨƚƣŸůĲƖШƚĲƖƻŔĦĲШŔŰШƽċǃƚШƣőċƣШĦŸƨũĬШőĲũƓШċĦőŔĲƻĲШƣőŔƚЯШŉŸƖШĲǂċůƓũĲЯШĤǃШĬĲĦƖĲċƚŔŰŊШĦċũũШƽċŔƣШ
ƣŔůĲƚШƚŸШƣőċƣШĦƨƚƣŸůĲƖƚШĬŸŰќƣШŉĲĲũШĦŸůƓĲũũĲĬШƣŸШƻŔƚŔƣШċŰШŸǭŔĦĲШĤĲĦċƨƚĲШƣőĲǃШĦċŰќƣШŊĲƣШƣőƖŸƨŊőШŸŰШƣőĲШ
ƓőŸŰĲЮШ 

ìĲШċŰƣŔĦŔƓċƣĲЯШőŸƽĲƻĲƖЯШƣőċƣШŰŸШůċƣƣĲƖШƽőċƣШŸƣőĲƖШĦƨƚƣŸůĲƖШƚĲƖƻŔĦĲШŊċŔŰƚШƽĲШůċťĲЯШƣőĲƖĲШƽŔũũШċũƽċǃƚШĤĲШ
ƚŸůĲШÖfШĦƨƚƣŸůĲƖƚШƽőŸШƻŔƚŔƣШìÉ§ШĦĲŰƣĲƖƚШĤĲĦċƨƚĲШƣőĲǃШƚŔůƓũǃШƽŔƚőШƣŸШůĲĲƣШŔŰШƓĲƖƚŸŰШŸƖШĤĲĦċƨƚĲШŸŉШċШ
ƣĲĦőŰŸũŸŊǃШĤċƖƖŔĲƖШŸƖШŸƣőĲƖШĤċƖƖŔĲƖШƣŸШċĦĦĲƚƚŔŰŊШ[ƖċŰĦĲƚШ§ŰũŔŰĲЮШìĲШťŰŸƽШƽĲШůƨƚƣШĬŸШĤĲƣƣĲƖШƣŸШůĲĲƣШ
ƣőĲƚĲШĦŸŰƚƨůĲƖƚќШŰĲĲĬƚШċŰĬШőċƻĲШƚĲƻĲƖċũШƓƖŸŢĲĦƣƚШŸŰШőŸƽШƣŸШĬŸШƚŸЮ 

ы§E?ШΠ ьШÑĲƚƣШċŰШfŰĦƖĲċƚĲĬШÖfШÂƖĲƚĲŰĦĲШŔŰШìŸƖťÉŸƨƖĦĲШ§ƖĲŊŸŰШ§ǭŔĦĲƚШыƓƖŔŸƖŔƣŔǍĲĬоŔŰШƓƖŸŊƖĲƚƚьШ 

 

§ŰĲШƽċǃШƣŸШůĲĲƣШÖfШĦƨƚƣŸůĲƖƚќШŰĲĲĬƚШƽŸƨũĬШĤĲШƣŸШőċƻĲШůŸƖĲШÖfШŔŰŉŸƖůċƣŔŸŰШċŰĬШƚĲƖƻŔĦĲƚШċƻċŔũċĤũĲШŔŰШ
ìÉ§ШĦĲŰƣĲƖƚЮШ7ĲŉŸƖĲШŔůƓũĲůĲŰƣŔŰŊШċШŉƨũũШƓƖŸŊƖċůЯШƽĲШƽŸƨũĬШĦŸŰĬƨĦƣШċШƓŔũŸƣШƓƖŸŢĲĦƣШŸŉШÖfШљĦŸŰŰĲĦƣŸƖƚњШ
ƽőŸШċƖĲШċƻċŔũċĤũĲШƣŸШċƚƚŔƚƣШőŔŊőрĤċƖƖŔĲƖШĦƨƚƣŸůĲƖƚШŔŰрƓĲƖƚŸŰШċĦƖŸƚƚШƣőĲШƚƣċƣĲЯШƚƨĦőШċƚШŔŰШìÉ§ШĦĲŰƣĲƖƚЮШ
ÑőĲШĦŸŰŰĲĦƣŸƖƚШƽŸƨũĬШĤĲШÖfрƣƖċŔŰĲĬШƚƣċǭЮШÑőŔƚШŔƚШċũƚŸШƖĲũċƣĲĬШƣŸШÖfќƚШŸŰŊŸŔŰŊШĲǂƓũŸƖċƣŔŸŰШŸŉШċШƓĲƖůċŰĲŰƣШ
EƕƨŔƣċĤũĲШ ĦĦĲƚƚШƣŸШÖŰĲůƓũŸǃůĲŰƣШfŰƚƨƖċŰĦĲШыE ÖfьШŸƨƣƖĲċĦőШƣĲċůШƣŸШĦŸŰĬƨĦƣШƚƨƖƻĲǃƚШċŰĬШĦŸũũĲĦƣШ
ĬċƣċЯШĦŸŸƖĬŔŰċƣĲШŸƨƣƖĲċĦőШċĦƣŔƻŔƣŔĲƚЯШƓƖĲƚĲŰƣШÖfШƽŸƖťƚőŸƓƚЯШċŰĬШƓƖŸƻŔĬĲШŔŰĬŔƻŔĬƨċũŔǍĲĬШƚĲƖƻŔĦĲƚШŉŸƖШ
ĦƨƚƣŸůĲƖƚЮШ 

 ŸƣċĤũǃЯШƣőĲШÖfШċŰĬШìŸƖťŉŸƖĦĲШ§ƓĲƖċƣŔŸŰƚШыì§ьШƓƖŸŊƖċůƚШőċƻĲШƓƖĲƻŔŸƨƚũǃШĦŸрũŸĦċƣĲĬШƚĲƖƻŔĦĲƚШƽŔƣőŔŰШƣőĲШ
ìÉ§ШĦĲŰƣĲƖƚШĤĲŉŸƖĲШƣőĲШƓċŰĬĲůŔĦШƽŔƣőŸƨƣШċĬĲƕƨċƣĲШƖĲƚƨũƣƚШŉŸƖШĦƨƚƣŸůĲƖƚЮШ[ŸƖШĲǂċůƓũĲЯШƣőĲШĦŸрũŸĦċƣŔŸŰШ
ĬŔĬŰќƣШƓƖŸƻŔĬĲШċШƖĲĬƨĦƣŔŸŰШŸŉШƽċŔƣШƣŔůĲШŸƖШƚĲƖƻŔĦĲШƣŔůĲЯШƽőŔĦőШŔŰĦƖĲċƚĲĬШŉƖƨƚƣƖċƣŔŸŰШŉŸƖШĦƨƚƣŸůĲƖƚШƽőŸШőċĬШ



 

ΞΜΞΣШ§E?Ш9ƨƚƣŸůĲƖШÉĲƖƻŔĦĲШѼШìŸƖťŉŸƖĦĲШÉƣƖċƣĲŊŔĲƚШĦƣŔŸŰШÂũċŰШШШ҇ШШШÂċŊĲШΟΟ 

ƣŸШƽċŔƣШũŸŰŊĲƖШŔŰШŸǭŔĦĲШũŸĤĤŔĲƚШŸƖШőċũũƽċǃƚЮШ§ƨƣШŸŉШƣőŸƚĲШĲǂƓĲƖŔĲŰĦĲƚЯШƣőĲШÖfШċŰĬШì§ШƓƖŸŊƖċůƚШőċƻĲШ
ĦƖĲċƣĲĬШƣőĲШÖfоì§Ш9ŸŰŰĲĦƣŔƻŔƣǃШxĲċĬĲƖƚőŔƓШƣĲċůЯШÖfоì§Ш9ŸŰŰĲĦƣŔƻŔƣǃШìŸƖťŊƖŸƨƓƚЯШÖfШxĲƻĲũƚШŸŉШÉĲƖƻŔĦĲШ
ƣƖċŔŰŔŰŊШŉŸƖШì§ШƚƣċǭЯШċŰĬШŸƣőĲƖШƚőċƖĲĬШƓċƖƣŰĲƖƚőŔƓШƖĲƚŸƨƖĦĲƚШƣŸШĦũŸƚĲШƣőċƣШŊċƓЮШÑőĲШċŊĲŰĦǃШƽŔũũШĦċƖĲŉƨũũǃШ
ƖĲƻŔĲƽШƣőĲШƖĲĦĲŰƣШƚƨƖƻĲǃШƖĲƚƨũƣƚШċŰĬШĬŸШċĬĬŔƣŔŸŰċũШƖĲƚĲċƖĦőШƣŸШĬĲƣĲƖůŔŰĲШőŸƽШĤĲƚƣШƣŸШůĲĲƣШƣőŔƚШŰĲĲĬШ
ƽŔƣőŸƨƣШƖĲƣƖĲċĬŔŰŊШŸũĬШŊƖŸƨŰĬШƣőċƣШĬŔĬŰќƣШċĦőŔĲƻĲШĬĲƚŔƖĲĬШŸƨƣĦŸůĲƚЮШ§ƓƣŔŸŰƚШĦŸƨũĬШŔŰĦũƨĬĲШĲƻĲƖǃƣőŔŰŊШ
ŉƖŸůШċШƓŔũŸƣШƓƖŸŢĲĦƣШŸŉШÖfШĦŸŰŰĲĦƣŸƖƚШƓőǃƚŔĦċũũǃШũŸĦċƣĲĬШƽŔƣőŔŰШŸŰĲШŸƖШůŸƖĲШìÉ§ШĦĲŰƣĲƖƚШƣŸШƻŔƖƣƨċũШ
ƽĲĤŔŰċƖƚШŸŰШťĲǃШƣŸƓŔĦƚЮ 

9ŸƚƣаШ~ŔŰŔůċũЯШĦŸƚƣƚШƽŔũũШĤĲШƚĦŸƓĲĬШċŉƣĲƖШƓƖŸŢĲĦƣШƓũċŰŰŔŰŊ 
ÑŔůŔŰŊаШΝΞҼШůŸŰƣőƚ 

ы§E?ШΠ7ьШÅĲŊƨũċƖЯШxŔƻĲШìĲĤŔŰċƖƚШыƓƖŔŸƖŔƣŔǍĲĬоŔŰШƓƖŸŊƖĲƚƚьШ 

 

§E?ШőċƚШΟΤШìÉ§ШĦĲŰƣĲƖƚШċĦƖŸƚƚШƣőĲШƚƣċƣĲЯШůċťŔŰŊШŔƣШĦőċũũĲŰŊŔŰŊШƣŸШƓƖŸƻŔĬĲШċĬĬŔƣŔŸŰċũШŔŰрƓĲƖƚŸŰШÖfШƚƣċǭШ
ŔŰШĲċĦőШŸǭŔĦĲЮШìĲШĬŸЯШőŸƽĲƻĲƖЯШőċƻĲШƣőĲШƣĲĦőŰŸũŸŊǃШƣŸШĦŸŰĬƨĦƣШƖĲŊƨũċƖШũŔƻĲШƽĲĤŔŰċƖƚШĤƖŸċĬĦċƚƣШƣŸШĲċĦőШ
ŸŉШŸƨƖШŸǭŔĦĲƚШыċŰĬШƣŸШƣőĲШƓƨĤũŔĦьШŸŰШÖfШƣŸƓŔĦƚЮШ[ŸƖШĲǂċůƓũĲЯШƽĲШĦŸƨũĬШƓƖŸƻŔĬĲШċŰШŸƻĲƖƻŔĲƽШŸŉШƣőĲШĦũċŔůƚШ
ƓƖŸĦĲƚƚЯШőŸƽШƣŸШĦƖĲċƣĲШċШ[ƖċŰĦĲƚШ§ŰũŔŰĲШċĦĦŸƨŰƣЯШċŰĬШőŸƽШƣŸШǯũĲШċŰШŔŰŔƣŔċũШċŰĬШƽĲĲťũǃШĦũċŔůЮШìĲШĦŸƨũĬШ
ċũƚŸШŊŸШŸƻĲƖШƚŸůĲШƣǃƓŔĦċũШƕƨĲƚƣŔŸŰƚШċŰĬШĦőċũũĲŰŊĲƚШĦƨƚƣŸůĲƖƚШĲŰĦŸƨŰƣĲƖШċŰĬШċŰƚƽĲƖШƓƖĲрƚĦƖĲĲŰĲĬШ
ƕƨĲƚƣŔŸŰƚШыƣŸШůċťĲШƚƨƖĲШĦŸŰǯĬĲŰƣŔċũШŔŰŉŸƖůċƣŔŸŰШŔƚŰќƣШƚőċƖĲĬьЮШìĲШċũƖĲċĬǃШőċƻĲШůƨũƣŔƓũĲШőŸƽрƣŸШƻŔĬĲŸƚШ
ċŰĬШƣƖċŔŰŔŰŊШůċƣĲƖŔċũƚШċƻċŔũċĤũĲШċƚШċШƖĲƚŸƨƖĦĲЯШċŰĬШĤǃШĦŸŰĬƨĦƣŔŰŊШƣőŔƚШƻŔƖƣƨċũũǃШƽĲШĦŸƨũĬШĲċƚŔũǃШƖĲċĦőШ
ĲƻĲƖǃШŸǭŔĦĲШƽŔƣőŸƨƣШƚŔŊŰŔǯĦċŰƣШƣƖċƻĲũШŸƖШƚƣċǭŔŰŊШĦŸƚƣƚЮШ 

9ŸƚƣаШ~ŔŰŔůċũЯШƽŸƨũĬШƨƚĲШĲǂŔƚƣŔŰŊШƚƣċǭ 
ÑŔůŔŰŊаШΜрΣШůŸŰƣőƚ 

ы§E?ШΠ9ьШxŔƻĲШéŔĬĲŸШ9őċƣШыƓƖŔŸƖŔƣŔǍĲĬоŔŰШƓƖŸŊƖĲƚƚь 

 

ÉŔůŔũċƖШƣŸШƣőĲШũċƚƣШċĦƣŔŸŰШŔƣĲůШĤƨƣШůŸƖĲШŔŰĬŔƻŔĬƨċũũǃШŉŸĦƨƚĲĬЯШƣőĲШċŊĲŰĦǃШĦŸƨũĬШũĲƻĲƖċŊĲШƣőĲШƚŸŸŰрƣŸрĤĲШ
ŔůƓũĲůĲŰƣĲĬШƓőŸŰĲШƚǃƚƣĲůШĲŰőċŰĦĲůĲŰƣШƣŸШĦŸŰŰĲĦƣШÖfШĦƨƚƣŸůĲƖƚШƣŸШÖfШƚƣċǭЮШÑőŔƚШĦŸƨũĬШĲŔƣőĲƖШĤĲШŔŰШċШ
ìÉ§ШĦĲŰƣĲƖШŉŸƖШƣőŸƚĲШƽőŸШőċƻĲШċũƖĲċĬǃШƚƣŸƓƓĲĬШŔŰШŸƖШċШƻŔƖƣƨċũШƣƖċŰƚŉĲƖШŉŸƖШĦƨƚƣŸůĲƖƚШƽőŸШőċƻĲШċũƖĲċĬǃШ
ĦŸŰŰĲĦƣĲĬШƽŔƣőШƨƚШƖĲůŸƣĲũǃЮШШ 

9ŸƚƣаШ~ŔŰŔůċũЯШƽŸƨũĬШƨƚĲШĲǂŔƚƣŔŰŊШƚƣċǭ 
ÑŔůŔŰŊаШΜрΣШůŸŰƣőƚ 

ы§E?ШΠ?ьШ?ĲƓũŸǃШŸƨƖШ~ŸĤŔũĲШéċŰƚШыƓƖŔŸƖŔƣŔǍĲĬоŔŰШƓƖŸŊƖĲƚƚь 

 

ì§ШŔƚШŸƨƣǯƣƣŔŰŊШċŰĬШĬĲƓũŸǃŔŰŊШƣőƖĲĲШƚƓĲĦŔċũũǃШĲƕƨŔƓƓĲĬШƻċŰƚШƣőċƣШŸǭĲƖШũĲƻĲƖċŊĲĬШċŰĬШĤƖċŔĬĲĬШìÉ§Ш
ƚĲƖƻŔĦĲƚШƣŸШƨŰĬĲƖƚĲƖƻĲĬШŸƖШƨŰĬĲƖрƖĲƚŸƨƖĦĲĬШĦŸůůƨŰŔƣŔĲƚЮШÉƓĲĦŔǯĦċũũǃЯШƣőĲƚĲШƻċŰƚШƽŔũũШŸǭĲƖШċШƖŸƣċƣŔŰŊЯШ
ǍŸŰĲрĤċƚĲĬШƚĦőĲĬƨũĲШĦŸƻĲƖŔŰŊШìĲƚƣĲƖŰЯШ9ĲŰƣƖċũЯШċŰĬШEċƚƣĲƖŰШ§ƖĲŊŸŰЯШċŰĬШĬĲũŔƻĲƖШĦŸŸƖĬŔŰċƣĲĬЯШĦƖŸƚƚр



 

ΞΜΞΣШ§E?Ш9ƨƚƣŸůĲƖШÉĲƖƻŔĦĲШѼШìŸƖťŉŸƖĦĲШÉƣƖċƣĲŊŔĲƚШĦƣŔŸŰШÂũċŰШШШ҇ШШШÂċŊĲШΟΠ 

ƓƖŸŊƖċůШƚĲƖƻŔĦĲƚШĬŔƖĲĦƣũǃШƣŸШƖƨƖċũШċƖĲċƚЯШÑƖŔĤċũШĦŸůůƨŰŔƣŔĲƚЯШċŰĬШŢƨƚƣŔĦĲрŔŰƻŸũƻĲĬШŔŰĬŔƻŔĬƨċũƚЮШìőŔũĲШ
ƓƖŔůċƖŔũǃШĬĲƚŔŊŰĲĬШƣŸШċƚƚŔƚƣШŢŸĤШƚĲĲťĲƖƚЯШƽĲШĦŸƨũĬШŔŰĦŸƖƓŸƖċƣĲШċШÖfШĦŸůƓŸŰĲŰƣШŔŰƣŸШƣőĲƚĲШƻċŰƚЯШƽőĲƣőĲƖШ
ƣőċƣШĤĲШƚŔůƓũǃШƓƖŸƻŔĬŔŰŊШċШƓőŸŰĲШŸƖШŔŰƣĲƖŰĲƣШĦŸŰŰĲĦƣŔŸŰШƣŸШÖfШƚƣċǭШŸƖШƖĲƚŸƨƖĦĲƚЯШŸƖШĬŔƖĲĦƣЯШŔŰрƓĲƖƚŸŰШÖfШ
ƚƨƓƓŸƖƣЮШ 

9ŸƚƣаШ~ŔŰŔůċũЯШƽŸƨũĬШƨƚĲШĲǂŔƚƣŔŰŊШĲƕƨŔƓůĲŰƣШШ 
ÑŔůŔŰŊаШΜрΣШůŸŰƣőƚ 

ы§E?ШΠEьШÅĲŊƨũċƖШÖfШÑƖċŔŰŔŰŊШŉŸƖШìŸƖťÉŸƨƖĦĲШ§ƖĲŊŸŰШÉƣċǭШыƓƖŔŸƖŔƣŔǍĲĬоŔŰШƓƖŸŊƖĲƚƚь 

 

ìÉ§ШƚƣċǭШĦƨƖƖĲŰƣũǃШƖĲĦĲŔƻĲШƣƖċŔŰŔŰŊШƣŸШċƚƚŔƚƣШƽŔƣőШ[ƖċŰĦĲƚШ§ŰũŔŰĲШċĦĦŸƨŰƣШŰċƻŔŊċƣŔŸŰЯШƓċƚƚƽŸƖĬШƖĲƚĲƣƚЯШ
ċŰĬШŸƣőĲƖШĤċƚŔĦШÖfШƣċƚťƚЮШìÉ§ШƚƣċǭШĦċŰќƣШőĲũƓШƽŔƣőШůŸƖĲШĦŸůƓũĲǂШÖfШŉƨŰĦƣŔŸŰƚШũŔťĲШŔŰƣĲƖƓƖĲƣŔŰŊШĦũċŔůШ
ƚƣċƣƨƚĲƚЯШǯǂŔŰŊШĦũċŔůƚЯШċĬŢƨĬŔĦċƣŔŸŰЯШŸƖШŸƣőĲƖШċĦƣŔƻŔƣŔĲƚЮШcŸƽĲƻĲƖЯШƖĲƕƨŔƖĲĬШƣƖċŔŰŔŰŊШĦŸƨũĬШĤĲШ
ƚƨƓƓũĲůĲŰƣĲĬШƽŔƣőШċŰŰƨċũШÖfШƣƖċŔŰŔŰŊШƣŸШŔůƓƖŸƻĲШŊĲŰĲƖċũШťŰŸƽũĲĬŊĲШŸŉШƣőĲШƚǃƚƣĲůШċŰĬШċũũŸƽШìÉ§ШƚƣċǭШƣŸШ
ĤĲƣƣĲƖШċŰƚƽĲƖШĦƨƚƣŸůĲƖƚќШÖfШƕƨĲƚƣŔŸŰƚЮШìĲШĦŸƨũĬШƚƨƖƻĲǃШìÉ§ШƚƣċǭШƣŸШĬĲƣĲƖůŔŰĲШƽőċƣШ[ƖċŰĦĲƚШ§ŰũŔŰĲШ
ƣƖċŔŰŔŰŊШƣőĲǃШċƖĲШůŔƚƚŔŰŊШċŰĬШƣőĲŰШĬĲƻĲũŸƓШƣőċƣШƣƖċŔŰŔŰŊЮШ 

9ŸƚƣаШ~ŔŰŔůċũЯШƽŸƨũĬШƨƚĲШĲǂŔƚƣŔŰŊШƖĲƚŸƨƖĦĲƚШċŰĬШƚƣċǭШШ 
ÑŔůŔŰŊаШΜрΣШůŸŰƣőƚ 

ы§E?ШΠ[ьШEƻċũƨċƣĲШƣőĲШ9ƖĲċƣŔŸŰШŸŉШċШìÉ§Ш ċƻŔŊċƣŸƖШÂŸƚŔƣŔŸŰШыƓƖŔŸƖŔƣŔǍĲĬоŔŰШƓƖŸŊƖĲƚƚь 

 

ì§ШŔƚШĲƻċũƨċƣŔŰŊШƣőĲШĦƖĲċƣŔŸŰШŸŉШċШìÉ§Ш ċƻŔŊċƣŸƖШÂŸƚŔƣŔŸŰЮШÑőŔƚШƓŸƚŔƣŔŸŰШƽŸƨũĬШĤĲШċШƓŸŔŰƣШŸŉШĦŸŰƣċĦƣШŉŸƖШ
ìÉ§ШĦĲŰƣĲƖƚШƣőċƣШőċƻĲШċШőŔŊőШƻŸũƨůĲШŸŉШÖfШĦƨƚƣŸůĲƖƚШĦŸůŔŰŊШƣŸШƣőĲШĦĲŰƣĲƖƚШƣŸШƓƖŸƻŔĬĲШůŸƖĲШÖfШ
ŔŰŉŸƖůċƣŔŸŰШŸƖШĦŸŰŰĲĦƣШƣőĲůШƣŸШƣőĲШƖŔŊőƣШƓĲŸƓũĲШƽŔƣőŔŰШƣőĲШÖfШĬŔƻŔƚŔŸŰШƣŸШőĲũƓШƖĲƚŸũƻĲШƣőĲŔƖШĦũċŔůШŔƚƚƨĲЮ 

9ŸƚƣаШ~ŔŰŔůċũЯШĦŸƨũĬШƣċťĲШƣőĲШĲǂŔƚƣŔŰŊШìÉ§ШƓŸƚŔƣŔŸŰШċŰĬШƖĲĦũċƚƚŔŉǃШŸƖШċƚƚŔŊŰШƣőĲШƓĲƖƚŸŰШƣŸШƣőĲƚĲШĬƨƣŔĲƚШ
ыĲЮŊЮШŸŰШċШƖŸƣċƣŔŸŰь 
ÑŔůŔŰŊаШΜрΣШůŸŰƣőƚШ 

ы§E?ШΠ]ьШÂƖŔŸƖŔƣŔǍĲШÖfШ9ƨƚƣŸůĲƖƚШŔŰШìÉ§ШыƓƖŔŸƖŔƣŔǍĲĬоŔŰШƓƖŸŊƖĲƚƚь 

 

9ƨƚƣŸůĲƖƚШƽŔƣőШÖfШƕƨĲƚƣŔŸŰƚШƣőċƣШĦċŰќƣШĤĲШċŰƚƽĲƖĲĬШĤǃШìÉ§ШƚƣċǭШċƖĲШĦƨƖƖĲŰƣũǃШĬŔƖĲĦƣĲĬШƣŸШċШĦŸůƓƨƣĲƖШŸƖШ
ƓőŸŰĲШƽőĲƖĲШƣőĲǃШĦċŰШƚƣċƖƣШċШũŔƻĲШĦőċƣШŸƖШƓőŸŰĲШĦċũũШƽŔƣőШċШÖfШƚƣċǭШůĲůĤĲƖЮШÑőĲƚĲШĦőċƣƚШċŰĬШĦċũũƚШċƖĲШŰŸƣШ
ƓƖŔŸƖŔƣŔǍĲĬШŔŰШċŰǃШƽċǃШðШƣőĲǃШċƖĲШƓũċĦĲĬШŔŰШƣőĲШƕƨĲƨĲШŔŰШŸƖĬĲƖШŸŉШĦŸŰƣċĦƣЯШũŔťĲШċũũШŸƣőĲƖƚЮШìĲШĦŸƨũĬШċĬĬШ
ĦƨƚƣŸůĲƖƚШĦċũũŔŰŊШŉƖŸůШċШìÉ§ШĦĲŰƣĲƖШƣŸШŸŰĲШŸƖШůŸƖĲШŰĲƽШƓƖŔŸƖŔƣŔǍĲĬШũŔƚƣƚЯШċũũŸƽŔŰŊШƣőĲůШƕƨŔĦťĲƖШċĦĦĲƚƚШ
ƣŸШũŔƻĲШĦőċƣШŸƖШƓőŸŰĲШƖĲƚƓŸŰƚĲЮШÉƣċǭШƽŸƨũĬШŰĲĲĬШƣŸШůŸŰŔƣŸƖШőŸƽШƣőŔƚШŔůƓċĦƣƚШŸƻĲƖċũũШƽċŔƣШƣŔůĲƚШċŰĬШŔŉЯШ
ŸŰĦĲШƣőŔƚШĤĲĦŸůĲƚШťŰŸƽŰЯШŔƣШĬƖŔƻĲƚШůŸƖĲШĦƨƚƣŸůĲƖƚШƣŸШìÉ§ШƣŸШŊĲƣШĦŸŰŰĲĦƣĲĬШůŸƖĲШƕƨŔĦťũǃЮ 



 

ΞΜΞΣШ§E?Ш9ƨƚƣŸůĲƖШÉĲƖƻŔĦĲШѼШìŸƖťŉŸƖĦĲШÉƣƖċƣĲŊŔĲƚШĦƣŔŸŰШÂũċŰШШШ҇ШШШÂċŊĲШΟΡ 

9ŸƚƣаШ~ŔŰŔůċũЯШƽŸƨũĬШƨƚĲШĲǂŔƚƣŔŰŊШƚƣċǭШċŰĬШĲƕƨŔƓůĲŰƣШ 
ÑŔůŔŰŊаШΜрΣШůŸŰƣőƚ 

ы§E?ШΠcьШÅĲŊƨũċƖЯШ§ŰŊŸŔŰŊШÉƨƖƻĲǃШŸŉШìÉ§ШéŔƚŔƣŸƖƚШыƓƖŔŸƖŔƣŔǍĲĬоŔŰШƓƖŸŊƖĲƚƚь 

 

ÉĲƻĲƖċũШŸŉШƣőĲШƓƖŸŢĲĦƣƚШŔŰШƣőŔƚШƚĲĦƣŔŸŰШċƖĲШĤċƚĲĬШŸŰШċŰĲĦĬŸƣċũШĲƻŔĬĲŰĦĲШŸŉШƽőǃШÖfШĦƨƚƣŸůĲƖƚШċƖĲШĦŸůŔŰŊШ
ƣŸШìÉ§ШŸǭŔĦĲƚШċŰĬШƣőĲŔƖШĲǂċĦƣШƕƨĲƚƣŔŸŰƚШŸƖШĦőċũũĲŰŊĲƚЮШ§E?ШĬŔĬШċШŸŰĲрƣŔůĲЯШΟΜрĬċǃШƚƨƖƻĲǃШŸŉШƣőĲШƻċƖŔŸƨƚШ
ÖfШƕƨĲƚƣŔŸŰƚШĦƨƚƣŸůĲƖƚШƽĲƖĲШċƚťŔŰŊШƣőċƣШőċƚШƓƖŸƻŔĬĲĬШƚŸůĲШĲůƓŔƖŔĦċũШĬċƣċЯШċŰĬШŔƣШƽŸƨũĬШĤĲШőĲũƓŉƨũШƣŸШ
ĬĲƚŔŊŰШċŰĬШŔůƓũĲůĲŰƣШċШŰĲƽЯШŸŰŊŸŔŰŊШƚƨƖƻĲǃШƣŸШĤĲƣƣĲƖШŔŰŉŸƖůШŉƨƣƨƖĲШĬĲĦŔƚŔŸŰƚЮШ 

9ŸƚƣаШ~ŔŰŔůċũЯШƽŸƨũĬШƨƚĲШĲǂŔƚƣŔŰŊШƚƣċǭ 
ÑŔůŔŰŊаШΜрΣШůŸŰƣőƚ 

(OED 5) Cross-Training and Closer Connecting Customer Service 
Representatives (prioritized/in progress) 

ÑőŔƚШŊƖŸƨƓШƓƖŸŢĲĦƣШőċƚШƚĲƻĲƖċũШƖĲũċƣĲĬШƚƨĤрƓƖŸŢĲĦƣƚа 

ы§E?ШΡ ьШ9ƖŸƚƚрÑƖċŔŰĲĬШ9ŸŰƣċĦƣШ9ĲŰƣĲƖШÑĲċůШыƓƖŔŸƖŔƣŔǍĲĬоŔŰШƓƖŸŊƖĲƚƚь 

 

 

EǂƓũŸƖĲШƣőĲШŉĲċƚŔĤŔũŔƣǃШŸŉШĦƖĲċƣŔŰŊШċШƚůċũũЯШĦƖŸƚƚрƣƖċŔŰĲĬШĦƨƚƣŸůĲƖШƚĲƖƻŔĦĲШƣĲċůШƖĲƓƖĲƚĲŰƣŔŰŊШċũũШƣőƖĲĲШ
ĬŔƻŔƚŔŸŰƚШуШÖfЯШÂċŔĬШxĲċƻĲЯШċŰĬШ9ѼÅуШƣŸШĤƨŔũĬШċŰĬШƚőċƖĲШĦŸůĤŔŰĲĬШƓƖŸŊƖċůШťŰŸƽũĲĬŊĲЮШÑőŔƚШŊƖŸƨƓШ
ĦŸƨũĬШƨŰŔƣĲШƣŸШċŰƚƽĲƖШǯƖƚƣрƣŔĲƖШƓőŸŰĲШĦċũũƚЯШƨƚŔŰŊШƚĦƖŔƓƣŔŰŊШƣőċƣШƽŸƨũĬШċũũŸƽШƣőĲůШƣŸШőĲũƓШĦƨƚƣŸůĲƖƚШ
ƣőƖŸƨŊőШƣőĲШƣǃƓĲƚШŸŉШĦċũũƚШƣőċƣШĦċŰШĤĲШċŰƚƽĲƖĲĬШŔŰШċĤŸƨƣШǯƻĲШůŔŰƨƣĲƚЮШ[ŸƖШůŸƖĲШĦŸůƓũŔĦċƣĲĬШŔƚƚƨĲƚШŸƖШ
ŔƚƚƨĲƚШƣőċƣШƣċťĲШũŸŰŊĲƖЯШƣőĲШĦƖŸƚƚрƣƖċŔŰĲĬШŊƖŸƨƓШƽŸƨũĬШƖĲŉĲƖШƣőĲШĦċũũĲƖШƣŸШċШÑŔĲƖШΞШũŔŰĲШŸŉШċШƚƓĲĦŔċũƣǃрƣƖċŔŰĲĬШ
ÖfЯШÂċŔĬШxĲċƻĲЯШŸƖШ9ѼÅШƚƣċǭЮШ 

9ŸƚƣаШ~ŔŰŔůċũЯШƽŸƨũĬШƨƚĲШĲǂŔƚƣŔŰŊШƚƣċǭ 
ÑŔůŔŰŊаШΝΞҼШůŸŰƣőƚ 

 



 

ΞΜΞΣШ§E?Ш9ƨƚƣŸůĲƖШÉĲƖƻŔĦĲШѼШìŸƖťŉŸƖĦĲШÉƣƖċƣĲŊŔĲƚШĦƣŔŸŰШÂũċŰШШШ҇ШШШÂċŊĲШΟΣ 

ы§E?ШΡ7ьШ9ƖŸƚƚр?ŔƻŔƚŔŸŰШ9ŸŰŰĲĦƣŔƻŔƣǃШ]ƖŸƨƓШыƓƖŔŸƖŔƣŔǍĲĬоŔŰШƓƖŸŊƖĲƚƚь 

 

 

9ƖĲċƣĲШċШĦƖŸƚƚрĬŔƻŔƚŔŸŰШĦŸŰŰĲĦƣŔƻŔƣǃШŊƖŸƨƓШŔŰĦũƨĬŔŰŊШÖfЯШÂċŔĬШxĲċƻĲЯШ9ѼÅЯШċŰĬШì§ШŉŸƖШĦƖŸƚƚрĬŔƻŔƚŔŸŰШ
ĦŸũũċĤŸƖċƣŔŸŰШƣŸШůĲĲƣШƕƨċƖƣĲƖũǃЮШŰШŸƓƣŔŸŰШŔƚШƣŸШĦŸůĤŔŰĲШƣőŔƚШƽŔƣőШƣőĲШċũƖĲċĬǃШĲǂŔƚƣŔŰŊШÖfоì§ШĦŸŰŰĲĦƣŔƻŔƣǃШ
ŊƖŸƨƓƚШŸƖШőċƻĲШƣőŔƚШċƚШċШƚƣċŰĬрċũŸŰĲШŊƖŸƨƓЮШ 

9ŸƚƣаШ~ŔŰŔůċũЯШƽŸƨũĬШƨƚĲШĲǂŔƚƣŔŰŊШƚƣċǭ 
ÑŔůŔŰŊаШΜрΣШůŸŰƣőƚ 

(OED 6) Training Needs  

fŰШċĬĬŔƣŔŸŰШƣŸШĲǂƓũŸƖŔŰŊШƣőĲШĦĲŰƣƖċũŔǍċƣŔŸŰШŸŉШĦĲƖƣċŔŰШũĲċƖŰŔŰŊШċŰĬШĬĲƻĲũŸƓůĲŰƣШŉƨŰĦƣŔŸŰƚШċƣШ§E?Шы§Å]ШΠьЯШ
ƣőĲƖĲШċƖĲШƚĲƻĲƖċũШƓƖŸŊƖċůрƚƓĲĦŔǯĦШƣƖċŔŰŔŰŊШƓƖŸŢĲĦƣƚШƣőċƣШƣőĲШċŊĲŰĦǃШĦċŰШŔůƓũĲůĲŰƣШŔŰШƣőĲШŰĲċƖШƣĲƖůЮШ
ÑőĲƚĲШŔŰĦũƨĬĲа 

ы§E?ШΣ ьШEŰőċŰĦĲĬШÑƖċŔŰŔŰŊШŉŸƖШÉƣċǭШċŰĬШ~ċŰċŊĲƖƚ  

 

xĲċƖŰŔŰŊШċŰĬШ?ĲƻĲũŸƓůĲŰƣШыxѼ?ьШŔƚШĦƨƖƖĲŰƣũǃШƽŸƖťŔŰŊШƣŸШĬĲƻĲũŸƓШċŰĬШůċŔŰƣċŔŰШċШĦŸůƓƖĲőĲŰƚŔƻĲЯШƣŔĲƖĲĬШ
ƣƖċŔŰŔŰŊШůŸĬĲũШŉŸƖШĤŸƣőШůċŰċŊĲƖƚШċŰĬШƚƣċǭШƣŸШƚƣƖĲŰŊƣőĲŰШŸƓĲƖċƣŔŸŰċũШťŰŸƽũĲĬŊĲЯШũĲċĬĲƖƚőŔƓШƚťŔũũƚЯШċŰĬШ
ƚĲƖƻŔĦĲШĬĲũŔƻĲƖǃЮШ9ŸŰƚŔƚƣĲŰƣЯШƽĲũũрƣƖċŔŰĲĬШƚƣċǭШĲŰƚƨƖĲШĦƨƚƣŸůĲƖƚШƖĲĦĲŔƻĲШƣŔůĲũǃЯШċĦĦƨƖċƣĲЯШċŰĬШ
ĲůƓċƣőĲƣŔĦШƚĲƖƻŔĦĲЮШfůƓƖŸƻĲĬШƚƣċǭШĦŸŰǯĬĲŰĦĲШĬŔƖĲĦƣũǃШƣƖċŰƚũċƣĲƚШƣŸШĤĲƣƣĲƖШĦƨƚƣŸůĲƖШĲǂƓĲƖŔĲŰĦĲШċŰĬШ
ŉĲƽĲƖШĲƚĦċũċƣŔŸŰƚЮ  

ũũШŰĲƽШÂċŔĬШxĲċƻĲШĲůƓũŸǃĲĲƚШƽŔũũШĦŸůƓũĲƣĲШŸƨƖШƖĲƻŔƚĲĬШìĲũĦŸůĲШƣŸШÂċŔĬШxĲċƻĲШ§ƖĲŊŸŰШŸƖŔĲŰƣċƣŔŸŰЯШ
ƽőŔĦőШƽċƚШƓŔũŸƣĲĬШŔŰШ§ĦƣŸĤĲƖШΞΜΞΡШċŰĬШƽŔũũШĤĲШŉƨũũǃШũċƨŰĦőĲĬШŔŰШsċŰƨċƖǃШΞΜΞΣЮШìŸƖťŔŰŊШƽŔƣőШƚĲĦƣŔŸŰШ
ůċŰċŊĲƖƚЯШxѼ?ШőċƚШŔĬĲŰƣŔǯĲĬШƓŸƚŔƣŔŸŰƚШƣőċƣШƖĲƕƨŔƖĲШƣƖċŔŰŔŰŊШŔŰШ9ƨƚƣŸůĲƖШ9ċƖĲШEƚƚĲŰƣŔċũƚЯШ9ũċŔůƚЯШŸƖШ
7ĲŰĲǯƣШEũŔŊŔĤŔũŔƣǃЮ ÑőĲƚĲШƖĲƻŔƚĲĬШƓƖŸŊƖċůƚШƽŔũũШũċƨŰĦőШƽŔƣőШƣőĲШsċŰƨċƖǃШŰĲƽрőŔƖĲШĦŸőŸƖƣЮШ7ĲŉŸƖĲШƣőĲШĲŰĬШŸŉШ
ƣőŔƚШĤŔĲŰŰŔƨůЯШxѼ?ШƽŔũũШĦŸũũċĤŸƖċƣĲШƽŔƣőШ ƓƓĲċũƚЯШEůƓũŸǃĲƖШÂƖŸŊƖċůƚЯШfŰƻĲƚƣŔŊċƣŔŸŰƚЯШ9ŸůƓũŔċŰĦĲЯШċŰĬШ
ÂŸũŔĦǃШƣŸШőĲũƓШƣőĲůШĬĲƻĲũŸƓШƚĲĦƣŔŸŰрƚƓĲĦŔǯĦШƣƖċŔŰŔŰŊШŉŸƖШŰĲƽШĲůƓũŸǃĲĲƚШŔŰШƣőĲŔƖШƖĲƚƓĲĦƣŔƻĲШƚĲĦƣŔŸŰƚЮШÑŸШ
ƓƖŸƻŔĬĲШůŸƖĲШĦċƓċĦŔƣǃШŉŸƖШƣőĲШxѼ?ШƣĲċůШƣŸШĬŸШƣőŔƚШƽŸƖťШыċƚШƽĲũũШċƚШĲƻĲƖǃƣőŔŰŊШĤĲũŸƽьЯШƣőĲШĬĲĦŔƚŔŸŰШƽċƚШ
ůċĬĲШƣŸШƚƣċŰĬċƖĬŔǍĲШƣƽŸШƚƣċƖƣŔŰŊШĬċƣĲƚЯШsċŰƨċƖǃШċŰĬШsƨũǃЯШŉŸƖШŰĲƽШőŔƖĲƚШƽőŸШŰĲĲĬШċŰǃШĦŸůĤŔŰċƣŔŸŰШŸŉШ
9ƨƚƣŸůĲƖШ9ċƖĲШEƚƚĲŰƣŔċũƚЯШ9ũċŔůƚШÂƖŸĦĲƚƚŔŰŊЯШċŰĬШ7ĲŰĲǯƣШEũŔŊŔĤŔũŔƣǃШƣƖċŔŰŔŰŊЮ  

cƨůċŰШÅĲƚŸƨƖĦĲƚШŔƚШĦƨƖƖĲŰƣũǃШƨƓĬċƣŔŰŊШƣőĲШċŊĲŰĦǃШůċŰċŊĲƖШŸŰĤŸċƖĬŔŰŊЮ Ш§ŰĦĲШƣőċƣШƽŸƖťШŔƚШĦŸůƓũĲƣĲЯШ
xѼ?ШƽŔũũШƖĲƻŔĲƽШċŰĬШĬĲƻĲũŸƓШƖĲĦŸůůĲŰĬċƣŔŸŰƚШŉŸƖШĬŔƻŔƚŔŸŰрƚƓĲĦŔǯĦШŸŰĤŸċƖĬŔŰŊЮ xѼ?ШƽŔũũШċũƚŸШƽŸƖťШƽŔƣőШ
ƚĲĦƣŔŸŰШůċŰċŊĲƖƚШƣŸШĬĲƻĲũŸƓШƓũċŰƚШŉŸƖШŰĲĦĲƚƚċƖǃШƣĲĦőŰŔĦċũШƣƖċŔŰŔŰŊШŉŸƖШŰĲƽШůċŰċŊĲƖƚЮ ÑőĲШŊŸċũШŔƚШƣŸШőċƻĲШ
ƣőĲШĬŔƻŔƚŔŸŰќƚШŸŰĤŸċƖĬŔŰŊШƓƖŸŢĲĦƣƚШĦŸůƓũĲƣĲШĤǃШsƨŰĲШΞΜΞΣЮ   

xѼ?ШƽŔũũШƖŸũũШŸƨƣШƣőĲШƖĲƕƨŔƖĲĬШƣƖċŔŰŔŰŊШŉŸƖШċũũШÂċŔĬШxĲċƻĲШůċŰċŊĲƖƚШŔŰШƚƓƖŔŰŊШΞΜΞΣЯШŔŰĦŸƖƓŸƖċƣŔŰŊШƣőĲШ
ƓƖŔŰĦŔƓũĲƚШŸŉШƣƖċƨůċрŔŰŉŸƖůĲĬШĦċƖĲШыÑf9ьШƚƨƓĲƖƻŔƚŔŸŰШƽŔƣőШůċŰċŊĲůĲŰƣШċŰĬШũĲċĬĲƖƚőŔƓШ



 

ΞΜΞΣШ§E?Ш9ƨƚƣŸůĲƖШÉĲƖƻŔĦĲШѼШìŸƖťŉŸƖĦĲШÉƣƖċƣĲŊŔĲƚШĦƣŔŸŰШÂũċŰШШШ҇ШШШÂċŊĲШΟΤ 

ŉƨŰĬċůĲŰƣċũƚЮ ÑőŔƚШƽŔũũШĤĲШċШůƨũƣŔрůŸŰƣőШĦŸƨƖƚĲШƽŔƣőШĦũċƚƚƖŸŸůЯШƚĲũŉрƓċĦĲĬЯШċŰĬШƓĲĲƖШƚƨƓƓŸƖƣШ
ĦŸůƓŸŰĲŰƣƚЮ ШũũШĦƨƖƖĲŰƣШůċŰċŊĲƖƚШƽŔũũШĦŸůƓũĲƣĲШŔƣШĤĲŉŸƖĲШƣőĲШĲŰĬШŸŉШΞΜΞΣЮШÑőĲШxѼ?ШůċŰċŊĲƖШċŰĬШƣőĲШ
ƚĲŰŔŸƖШũĲċƖŰŔŰŊШċŰĬШĬĲƻĲũŸƓůĲŰƣШƚƓĲĦŔċũŔƚƣƚШċƖĲШƽŸƖťŔŰŊШƽŔƣőШĲċĦőШƚĲĦƣŔŸŰШƣŸШŔĬĲŰƣŔŉǃШċŰĬШĬĲũŔƻĲƖШ
ůċŰċŊĲůĲŰƣШƣƖċŔŰŔŰŊШŰĲĲĬƚШƚƓĲĦŔǯĦШƣŸШƣőċƣШƚĲĦƣŔŸŰЮШÑőĲШxѼ?ШůŸŰƣőũǃШĬĲƻĲũŸƓůĲŰƣШĲůċŔũШƚĲƖŔĲƚШƽŔũũШ
ĦŸŰƣŔŰƨĲЮ Ш 

9ŸƚƣаШ~ŔŰŔůċũЯШƽŔũũШƨƚĲШĲǂŔƚƣŔŰŊШƚƣċǭŔŰŊ 
ÑŔůŔŰŊаШΝΞҼШůŸŰƣőƚ 

ы§E?ШΣ7ьШfůƓƖŸƻĲШÑƖċŔŰŔŰŊШ§ƓƣŔŸŰƚШŉŸƖШÉƣċǭ 

 

ÑƖċŔŰŔŰŊШŉŸƖШƚƣċǭШŔƚШĦƨƖƖĲŰƣũǃШĤŔŉƨƖĦċƣĲĬЯШƽŔƣőШƣƖċŔŰŔŰŊШċĤŸƨƣШ[ƖċŰĦĲƚШĦŸůŔŰŊШŉƖŸůШƣőĲШ[ƖċŰĦĲƚШ7ƨƚŔŰĲƚƚШ
ÉƨƓƓŸƖƣШÑĲċůШċŰĬШƣƖċŔŰŔŰŊШċĤŸƨƣШŔŰĬŔƻŔĬƨċũШŢŸĤШƨƚĲШŸŉШƣőĲШƚǃƚƣĲůШĦŸůŔŰŊШŉƖŸůШĲċĦőШĬŔƻŔƚŔŸŰЮШÑŸШŔůƓƖŸƻĲШ
ƚƣċǭШƣƖċŔŰŔŰŊЯШƣőĲШċŊĲŰĦǃШƽŔũũШĦƖĲċƣĲШċШĦƖŸƚƚрĬŔƻŔƚŔŸŰċũШƣƖċŔŰŔŰŊШŊƖŸƨƓШƣőċƣШƨƚĲƚШĲǂŔƚƣŔŰŊШfÑШċŰĬШĤƨƚŔŰĲƚƚШ
ƣƖċŔŰĲƖƚШƣŸШƖĲƻŔĲƽШĲǂŔƚƣŔŰŊШůċƣĲƖŔċũƚЯШƖĲƻŔƚĲШċŰĬШƖĲƓũċĦĲШċƚШŰĲĦĲƚƚċƖǃЯШċŰĬШƖĲŸƖŊċŰŔǍĲШƣŸШůċťĲШƣőĲШ
ůċƣĲƖŔċũƚШůŸƖĲШċƻċŔũċĤũĲШƣŸШƚƣċǭЮШ9ŸŸƖĬŔŰċƣŔŸŰШƽŔƣőШĬŔƻŔƚŔŸŰƚШƽŔũũШĤĲШĲƚƚĲŰƣŔċũШƣŸШĲŰƚƨƖĲШƣƖċŔŰŔŰŊШĦŸŰƣĲŰƣШ
ċũŔŊŰƚШƽŔƣőШŸƓĲƖċƣŔŸŰċũШŰĲĲĬƚЯШƖĲǰĲĦƣƚШĦƨƖƖĲŰƣШƽŸƖťǰŸƽƚЯШċŰĬШƚƨƓƓŸƖƣƚШƚƣƖċƣĲŊŔĦШŊŸċũƚЮ 

9ŸƚƣаШ~ŔŰŔůċũЯШƽŔũũШƨƚĲШĲǂŔƚƣŔŰŊШƚƣċǭŔŰŊЯШĤƨƣШůċǃШĤĲШƖĲƚƣƖƨĦƣƨƖĲĬЮШfŉШċĬĬŔƣŔŸŰċũШƣƖċŔŰŔŰŊШŔƚШŔĬĲŰƣŔǯĲĬЯШƣőĲƖĲШ
ůċǃШĤĲШċĬĬŔƣŔŸŰċũШĦŸƚƣƚШƣőċƣШĦċŰŰŸƣШĤĲШċĤƚŸƖĤĲĬ 
ÑŔůŔŰŊаШΣрΝΞШůŸŰƣőƚ 

(OED 7) Standard Operating Procedures, Employee Manuals, and Handbooks  

ìŔƣőШƣőĲШũċƨŰĦőШŸŉШ[ƖċŰĦĲƚШċŰĬШŸƣőĲƖШůŸĬĲƖŰŔǍċƣŔŸŰШĲǭŸƖƣƚЯШƚƣċǭШŉĲĲĬĤċĦťШŔĬĲŰƣŔǯĲĬШƣőĲШŰĲĲĬШƣŸШƨƓĬċƣĲШ
ŸƨƖШƚƣċŰĬċƖĬШŸƓĲƖċƣŔŰŊШƓƖŸĦĲĬƨƖĲƚШыÉ§ÂƚьШċŰĬШŸƣőĲƖШĲůƓũŸǃĲĲШůċŰƨċũƚЮШ~ƨĦőШŸŉШƣőŔƚШƽŸƖťШŔƚШŔŰШƓƖŸĦĲƚƚШ
ċũƖĲċĬǃШċŰĬШĬĲƚĦƖŔĤĲĬШŔŰШůŸƖĲШĬĲƣċŔũШĤĲũŸƽЮШ 

ы§E?ШΤ ьШÖƓĬċƣĲШÖfШÉ§ÂƚШċŰĬШ ĬĬШÄƨŔĦťр]ƨŔĬĲƚШыƓƖŔŸƖŔƣŔǍĲĬоŔŰШƓƖŸŊƖĲƚƚь 

 

ÑőĲШƓƖŸŢĲĦƣЯШĤĲŊƨŰШŔŰШ?ĲĦĲůĤĲƖШΞΜΞΟЯШĦŸŰƣŔŰƨĲƚШƣŸШƨƓĬċƣĲШċŰĬШůŸĬĲƖŰŔǍĲШÖfШÉ§ÂƚШƣŸШƖĲǰĲĦƣШ[ƖċŰĦĲƚќШ
ƓƖŸĦĲƚƚĲƚЮШ ũũШÉ§ÂƚШċƖĲШƽƖŔƣƣĲŰШŸŰШċШĦŸŰƚŔƚƣĲŰƣШƣĲůƓũċƣĲЯШƨƓĬċƣĲĬШŸŰШċШƖĲŊƨũċƖШĤċƚŔƚЯШċŰĬШůċŔŰƣċŔŰĲĬШŸŰШ
ċШƚőċƖĲĬШ ƖƣŔĦƨũċƣĲШƓũċƣŉŸƖůШċĦĦĲƚƚŔĤũĲШƣŸШċũũШ§E?ШƚƣċǭШŸŰШƣőĲШċŊĲŰĦǃШŔŰƣƖċŰĲƣЯШĦċũũĲĬШÑőĲШ9ŸůůŸŰƚЮШÑőĲШ
ƓƖŸŢĲĦƣШƽŔũũШĦŸŰƣŔŰƨĲШƨŰƣŔũШċũũШÉ§ÂƚШőċƻĲШĤĲĲŰШĦŸůƓũĲƣĲĬЮШ ƚШƣőĲШÉ§ÂШƓƖŸŢĲĦƣШŰĲċƖƚШĦŸůƓũĲƣŔŸŰЯШÖfШƽŔũũШ
ĤĲŊŔŰШĦƖĲċƣŔŰŊШљƕƨŔĦťрŊƨŔĬĲƚњШŉŸƖШÉ§ÂƚШƣőċƣШƽŸƨũĬШĤĲŰĲǯƣШŉƖŸůШċŰШċƣрċрŊũċŰĦĲШƚƨůůċƖǃШċŰĬШċĬĬŔŰŊШƣőċƣШ
ƖĲƚŸƨƖĦĲШƣŸШƣőĲШÉ§ÂЮШÑőĲШƓƖŸŢĲĦƣШƽŔũũШƣőĲŰШĤĲШŔŰШљůċŔŰƣĲŰċŰĦĲњШůŸĬĲЯШƽőĲƖĲŔŰШƣőĲШÉ§ÂƚШċŰĬШƕƨŔĦťрŊƨŔĬĲƚШ
ċƖĲШƖĲŊƨũċƖũǃШƖĲƻŔĲƽĲĬШċŰĬШƨƓĬċƣĲĬШċƚШŰĲĲĬĲĬЮ 

9ŸƚƣаШ~ŔŰŔůċũЯШƨƚĲШĲǂŔƚƣŔŰŊШƚƣċǭŔŰŊ 
ÑŔůŔŰŊаШΝΞҼШůŸŰƣőƚ 

 



 

ΞΜΞΣШ§E?Ш9ƨƚƣŸůĲƖШÉĲƖƻŔĦĲШѼШìŸƖťŉŸƖĦĲШÉƣƖċƣĲŊŔĲƚШĦƣŔŸŰШÂũċŰШШШ҇ШШШÂċŊĲШΟΥ 

ы§E?ШΤ7ьШfůƓƖŸƻĲШÂċŔĬШxĲċƻĲШÉƣċǭШÅĲƚŸƨƖĦĲƚШċŰĬШÑŸŸũƚ ыƓƖŔŸƖŔƣŔǍĲĬоŔŰШƓƖŸŊƖĲƚƚь 

 

ÂċŔĬШxĲċƻĲШŔƚШĦŸũũċĤŸƖċƣŔŰŊШƽŔƣőШfÑШƣŸШƖĲƚĲċƖĦőШƓŸƣĲŰƣŔċũШƓũċƣŉŸƖůƚШŉŸƖШőŸƚƣŔŰŊШĦũċŔůƚШůċŰƨċũƚШċŰĬШ
ĬŸĦƨůĲŰƣċƣŔŸŰШƣőċƣШċƖĲШĲċƚŔĲƖШƣŸШŰċƻŔŊċƣĲЯШƚĲċƖĦőЯШċŰĬШůċŔŰƣċŔŰЮШÑőŔƚШĦőċŰŊĲШƽŔũũШůċťĲШťŰŸƽũĲĬŊĲШċŰĬШ
ƖĲƚŸƨƖĦĲƚШůŸƖĲШċĦĦĲƚƚŔĤũĲШƣŸШƚƣċǭЯШĲŰċĤũŔŰŊШƣőĲůШƣŸШƓƖŸƻŔĬĲШċĦĦƨƖċƣĲШŔŰŉŸƖůċƣŔŸŰШƣŸШĦƨƚƣŸůĲƖƚШċŰĬШ
ĲċƚŔũǃШċŰƚƽĲƖШƕƨĲƚƣŔŸŰƚШċƚťĲĬШŸƻĲƖШƣőĲШƓőŸŰĲЮШÑőŔƚШŔŰĦũƨĬĲƚШƣőĲШƓŸƣĲŰƣŔċũШƨƚĲШŸŉШ fрĤċƚĲĬШƣŸŸũƚШƣőċƣШċƖĲШ
ĦƨƖƖĲŰƣũǃШĤĲŔŰŊШƨƚĲĬШĤǃШċŰŸƣőĲƖШƚƣċƣĲШċŊĲŰĦǃЮШÑőĲШŊŸċũШŔƚШƣŸШŔŰĦũƨĬĲШŸƣőĲƖШĬŔƻŔƚŔŸŰƚШċŰĬШƚĲĦƣŔŸŰƚШŔŰШƣőĲƚĲШ
ĦŸŰƻĲƖƚċƣŔŸŰƚШƚŸШƣőċƣШŔŉШċШŰĲƽШƣŸŸũШŔƚШƓƨƖĦőċƚĲĬЯШŔƣШĦŸƨũĬШƽŸƖťШċĦƖŸƚƚШĬŔƻŔƚŔŸŰƚЮШŰШŔŰŔƣŔċƣŔƻĲШŔƚШŔŰШƓũċĦĲШƣŸШ
ƖĲƻŔĲƽШċŰĬШůŔŊƖċƣĲШĦŸŰƣĲŰƣШŉƖŸůШxĲŊċĦǃШE?ìĲĤШċŰĬШŸƨƖШÂċŔĬШxĲċƻĲШÑŸŸũťŔƣШƣŸШÑőĲШ9ŸůůŸŰƚШы§E?ќƚШŰĲƽШ
ŔŰƣƖċŰĲƣьШŸƻĲƖШƣőĲШŰĲǂƣШƚŔǂШůŸŰƣőƚЮШÑőŔƚШƣƖċŰƚŔƣŔŸŰШƽŔũũШƚĲƖƻĲШċƚШċŰШŔůƓŸƖƣċŰƣШĤƨŔũĬŔŰŊШĤũŸĦťШŔŰШƚĲƣƣŔŰŊШƨƓШċШ
ůŸƖĲШƖĲũŔċĤũĲЯШƚŔŰŊũĲШƚŸƨƖĦĲШũŸĦċƣŔŸŰШŉŸƖШċũũШŔŰƣĲƖŰċũШÂċŔĬШxĲċƻĲШƖĲƚŸƨƖĦĲƚЮ   

]ƨŔĬĲĬШĤǃШŉĲĲĬĤċĦťШĦŸũũĲĦƣĲĬШƣőƖŸƨŊőШċШƚĲƖŔĲƚШŸŉШƚƣċǭШŉŸĦƨƚШŊƖŸƨƓƚЯШƓƖŸŢĲĦƣШƽŸƖťШőċƚШĤĲŊƨŰШƣŸШĲŰőċŰĦĲШ
ÂċŔĬШxĲċƻĲќƚШŔŰƣĲƖŰċũШťŰŸƽũĲĬŊĲШĤċƚĲШċŰĬШĬĲƻĲũŸƓШŰĲƽШŉƨŰĦƣŔŸŰċũŔƣǃШŉŸƖШƣőĲШĦũċŔůШůċŰƨċũЮШÑőĲШƣĲċůШŔƚШ
ƨƓĬċƣŔŰŊШƣőĲШůċŰƨċũШŔŰƣŸШƚůċũũĲƖЯШůŸƖĲШůċŰċŊĲċĤũĲШĦőƨŰťƚШŸŉШĦŸŰƣĲŰƣШċƚШƽĲũũШċƚШƖĲƽƖŔƣŔŰŊШĲċĦőШƚĲĦƣŔŸŰШ
ƨƚŔŰŊШƓƖŔŰĦŔƓũĲƚШŸŉШƣĲĦőŰŔĦċũШƽƖŔƣŔŰŊЮ    

ìőŔũĲШÂċŔĬШxĲċƻĲШőċƚШƓƖŸċĦƣŔƻĲШĬŸĦƨůĲŰƣċƣŔŸŰШƓƖŸĦĲƚƚĲƚШƣőċƣШĲŰƚƨƖĲШĤŸƣőШŰĲƽШċŰĬШĲǂŔƚƣŔŰŊШƚƣċǭШƖĲĦĲŔƻĲШ
ĦũĲċƖЯШĦƨƖƖĲŰƣШŔŰƚƣƖƨĦƣŔŸŰƚШƣőċƣШƓƖŸůŸƣĲШĦŸŰƚŔƚƣĲŰƣЯШőŔŊőрƕƨċũŔƣǃШƚĲƖƻŔĦĲШĬĲũŔƻĲƖǃЯШƽŸƖťШŔƚШċũƚŸШƚƣċƖƣŔŰŊШŸŰШ
ċŰШŸƻĲƖőċƨũШŸŉШƣőĲШ7ĲŰĲǯƣШEũŔŊŔĤŔũŔƣǃШ~ċŰƨċũЮ   

7ĲŉŸƖĲШƣőĲШĲŰĬШŸŉШƣőŔƚШĤŔĲŰŰŔƨůЯШƣőĲШŊŸċũШŔƚШƣŸШőċƻĲШċШůċŰƨċũШŉŸƖШŸƣőĲƖШƚĲĦƣŔŸŰƚЯШŔŰĦũƨĬŔŰŊШĲůƓũŸǃĲƖШ
ƓƖŸŊƖċůƚЯШċƓƓĲċũƚЯШŔŰƻĲƚƣŔŊċƣŔŸŰƚЯШĦŸůƓũŔċŰĦĲЯШŸƨƣƖĲċĦőЯШċŰĬШƓŸũŔĦǃЮШ ĦĦƨƖċƣĲЯШċĦĦĲƚƚŔĤũĲЯШċŰĬШƨƓĬċƣĲĬШ
ŊƨŔĬċŰĦĲШĲŰƚƨƖĲƚШƚƣċǭШĬĲũŔƻĲƖШĦŸŰƚŔƚƣĲŰƣЯШŔŰŉŸƖůĲĬШƚĲƖƻŔĦĲЯШůŔŰŔůŔǍĲƚШĲƖƖŸƖƚЯШċŰĬШŔůƓƖŸƻĲƚШƣőĲШ
ƣŔůĲũŔŰĲƚƚШċŰĬШƕƨċũŔƣǃШŸŉШĦƨƚƣŸůĲƖШŔŰƣĲƖċĦƣŔŸŰƚЮ   

9ŸƚƣаШ~ŔŰŔůċũЯШƽŔũũШƨƚĲШĲǂŔƚƣŔŰŊШƚƣċǭŔŰŊ 
ÑŔůŔŰŊаШΝΞҼШůŸŰƣőƚ 

ы§E?ШΤ9ьШÖƓĬċƣĲШ9ŸŰƣƖŔĤƨƣŔŸŰƚШċŰĬШÅĲĦŸƻĲƖǃШÂƖŸĦĲƚƚШ~ċƓƚШċŰĬШÉ§ÂƚШыƓƖŔŸƖŔƣŔǍĲĬоŔŰШƓƖŸŊƖĲƚƚь 

 

 

9ѼÅШƽŔũũШƨƓĬċƣĲШċũũШƓƖŸĦĲƚƚШůċƓƚШċŰĬШÉ§ÂƚЯШŔŰĦũƨĬŔŰŊШƽőĲƖĲШƓƖŸĦĲƚƚĲƚШůċƓШƣŸШŸƣőĲƖШĬŔƻŔƚŔŸŰƚШċŰĬШ
ċŊĲŰĦŔĲƚЮ ÑőŔƚШĲǭŸƖƣШƽŔũũШŔŰĦũƨĬĲШċũũШƖĲũĲƻċŰƣШƚƣċƣƨƣĲƚЯШƖƨũĲƚЯШƓŸũŔĦŔĲƚЯШċŰĬШŉĲĬĲƖċũШƖĲŊƨũċƣŔŸŰƚШŔŰШÉ§ÂƚЮ ÑőĲШ
ůċŢŸƖŔƣǃШŸŉШƣőĲШƨŰŔƣќƚШÉ§ÂƚШőċƻĲШĤĲĲŰШƨƓĬċƣĲĬШƣŸШƖĲǰĲĦƣШĦőċŰŊĲƚШƖĲƚƨũƣŔŰŊШŉƖŸůШƣőĲШƣƖċŰƚŔƣŔŸŰШƣŸШ[ƖċŰĦĲƚЮШ
 ĲǂƣШƚƣĲƓƚШŔŰƻŸũƻĲа  

¶ ÅĲƻŔĲƽŔŰŊШċũũШÉ§ÂƚШƣŸШĲŰƚƨƖĲШċĦĦƨƖċĦǃЯШċĦĦĲƚƚŔĤŔũŔƣǃЯШċŰĬШĦŸŰƚŔƚƣĲŰƣШŉŸƖůċƣƣŔŰŊШċĦƖŸƚƚШċũũШƣĲċůƚ 
¶ 7ƨŔũĬŔŰŊШƓƖŸĦĲƚƚШůċƓƚШŉŸƖШƽŸƖťШƣőċƣШƣƖċŰƚŔƣŔŸŰƚШċĦƖŸƚƚШƣĲċůƚШċŰĬШċŊĲŰĦŔĲƚ  
¶ EŰƚƨƖĲШÉ§ÂƚШŔŰĦũƨĬĲШċũũШƖĲũĲƻċŰƣШƚƣċƣƨƣĲƚЯШƖƨũĲƚЯШƓŸũŔĦŔĲƚЯШċŰĬШŉĲĬĲƖċũШƖĲŊƨũċƣŔŸŰƚ   



 

ΞΜΞΣШ§E?Ш9ƨƚƣŸůĲƖШÉĲƖƻŔĦĲШѼШìŸƖťŉŸƖĦĲШÉƣƖċƣĲŊŔĲƚШĦƣŔŸŰШÂũċŰШШШ҇ШШШÂċŊĲШΟΦ 

9ŸƚƣаШ~ŔŰŔůċũЯШƽŔũũШƨƚĲШĲǂŔƚƣŔŰŊШƚƣċǭ 
ÑŔůŔŰŊаШΝΞҼШůŸŰƣőƚ 

(OED 8) Streamline Customer Escalation Platforms (prioritized/in progress) 

 

 

[ĲĲĬĤċĦťШŉƖŸůШƓċƖƣŰĲƖƚЯШŔŰƣĲƖĲƚƣĲĬШƓċƖƣŔĲƚЯШĲůƓũŸǃĲĲƚЯШċŰĬШĦƨƚƣŸůĲƖƚШŔĬĲŰƣŔǯĲĬШċШŰĲĲĬШƣŸШőċƻĲШċШƚŔŰŊũĲШ
ƓŸŔŰƣШŸŉШĦŸŰƣċĦƣШŉŸƖШĦƨƚƣŸůĲƖШĦŸůƓũċŔŰƣƚЮШìőŔũĲШƣőĲƖĲШƽċƚШċШŰĲĲĬШƣŸШőċƻĲШůƨũƣŔƓũĲШƣƖċĦťŔŰŊШƚǃƚƣĲůƚШ
ĬƨƖŔŰŊШƣőĲШƓċŰĬĲůŔĦШƽőĲŰШĦŸůƓũċŔŰƣШƻŸũƨůĲƚШƽĲƖĲШƚŔŊŰŔǯĦċŰƣЯШƚƣċǭШőċƻĲШŔĬĲŰƣŔǯĲĬШƣőĲШŰĲĲĬШƣŸШůŸƻĲШ
ƣŸƽċƖĬШŸŰĲШƚŔŰŊũĲШƣƖċĦťŔŰŊШƚǃƚƣĲůШƣŸШƚƣƖĲċůũŔŰĲШĦŸůƓũċŔŰƣƚШċŰĬШĦƖĲċƣĲШċŰШĲƕƨŔƣċĤũĲШƓƖŸĦĲƚƚШŉŸƖШ
ċĬĬƖĲƚƚŔŰŊШċŰĬШƖĲƚƓŸŰĬŔŰŊШƣŸШĦƨƚƣŸůĲƖШŰĲĲĬƚЮШ 

ШƓŸƚƚŔĤũĲШƚŸũƨƣŔŸŰШŔƚШƣőĲШĦƖĲċƣŔŸŰШŸŉШċШƚŔŰŊũĲШŔŰƣċťĲШƓũċƣŉŸƖůШŉŸƖШċũũШċŊĲŰĦǃШĦƨƚƣŸůĲƖШĲƚĦċũċƣŔŸŰƚШċŰĬШ
ĦŸůƓũċŔŰƣƚШƣőƖŸƨŊőШÉůċƖƣƚőĲĲƣШŸƖШċШƚŔůŔũċƖШƓƖŸĬƨĦƣЮШ[ƖŸůШƣőŔƚШƓũċƣŉŸƖůЯШĦƨƚƣŸůĲƖƚШĦŸƨũĬШĤĲШƖĲŉĲƖƖĲĬШƣŸШ
ƣőĲШŔŰĬŔƻŔĬƨċũШƓƖŸŊƖċůШċƖĲċƚЯШċŰĬШƚƣċǭШĦŸƨũĬШůŸŰŔƣŸƖШċŰĬШƣƖċĦťШċĦƣŔƻŔƣŔĲƚЯШƣőĲůĲƚЯШċŰĬШƖĲƚƓŸŰƚŔƻĲŰĲƚƚШ
ƣőƖŸƨŊőШŸƻĲƖċũũШċŰĬШĬŔƻŔƚŔŸŰрƚƓĲĦŔǯĦШĬċƚőĤŸċƖĬƚЮ  

9ŸƚƣаШ~ŔŰŔůċũЯШċĤƚŸƖĤĲĬШƽŔƣőШĲǂŔƚƣŔŰŊШƖĲƚŸƨƖĦĲƚШċŰĬШƚƣċǭ 
ÑŔůŔŰŊаШΜрΣШůŸŰƣőƚ 

(OED 9) Establish Ongoing Feedback Mechanisms for Customers and 
Employees 

ÑőĲШŉĲĲĬĤċĦťШƖĲĦĲŔƻĲĬШĬƨƖŔŰŊШƣőŔƚШƓƖŸĦĲƚƚШƽċƚШĦƖŔƣŔĦċũũǃШŔůƓŸƖƣċŰƣШŔŰШőĲũƓŔŰŊШŔĬĲŰƣŔŉǃШƚŸũƨƣŔŸŰƚШƣŸШƣőĲШ
ƓƖŸĤũĲůƚШċŰĬШĦőċũũĲŰŊĲƚШĲǂƓĲƖŔĲŰĦĲĬШĤǃШŸƨƖШĦƨƚƣŸůĲƖƚЮШÉƣċǭЯШĲƚƓĲĦŔċũũǃШŉƖŸŰƣрũŔŰĲШƚƣċǭШƽőŸШƣċũťШƣŸШ
ĦƨƚƣŸůĲƖƚШĬċŔũǃЯШƽĲƖĲШƓċƖƣŔĦƨũċƖũǃШĲċŊĲƖШƣŸШƓƖŸƻŔĬĲШƖĲĦŸůůĲŰĬċƣŔŸŰƚШċŰĬШƚƨŊŊĲƚƣĲĬШůċŰǃШŸŉШƣőĲШŔĬĲċƚШŔŰШ
ƣőŔƚШƓũċŰЮШÉƣċǭШċũƚŸШƚƨŊŊĲƚƣĲĬШĦŸŰƣŔŰƨŔŰŊШƣŸШƖĲŊƨũċƖũǃШċƚťШƣőĲůШŉŸƖШŉĲĲĬĤċĦťЯШƽőŔĦőШŔƚШċШŊƖĲċƣШŔĬĲċЮШ 

ы§E?ШΦ ьШcŸũĬШÅĲŊƨũċƖШÉƣċǭШ[ŸĦƨƚШ]ƖŸƨƓƚШыƓƖŔŸƖŔƣŔǍĲĬоŔŰШƓƖŸŊƖĲƚƚь 

 

~ċŰċŊĲƖƚШƽŔũũШĦŸŰƣŔŰƨĲШƣŸШĦŸŰƻĲŰĲШƚƣċǭШŉŸĦƨƚШŊƖŸƨƓƚШċƚШċШƽċǃШŸŉШŊċƣőĲƖŔŰŊШĬŔƖĲĦƣШŉĲĲĬĤċĦťШŸŰШƣőĲШ
ĦƨƚƣŸůĲƖШĲǂƓĲƖŔĲŰĦĲШċŰĬШƖĲĦŸůůĲŰĬċƣŔŸŰƚШŉŸƖШŔůƓƖŸƻĲůĲŰƣЯШĲƚƓĲĦŔċũũǃШŉƖŸůШŉƖŸŰƣрũŔŰĲШƚƣċǭЮШ 

9ŸƚƣаШ~ŔŰŔůċũЯШċĤƚŸƖĤĲĬШƽŔƣőШĲǂŔƚƣŔŰŊШƖĲƚŸƨƖĦĲƚШ 
ÑŔůŔŰŊаШΣрΝΞШůŸŰƣőƚ 

 



 

ΞΜΞΣШ§E?Ш9ƨƚƣŸůĲƖШÉĲƖƻŔĦĲШѼШìŸƖťŉŸƖĦĲШÉƣƖċƣĲŊŔĲƚШĦƣŔŸŰШÂũċŰШШШ҇ШШШÂċŊĲШΠΜ 

ы§E?ШΦ7ьШÉƨƖƻĲǃШÖfШċŰĬШì§ШÉƣċǭ 

 

ÑőĲШ ŰċũǃƣŔĦƚШÑĲċůШƽŔũũШĬĲƚŔŊŰШċŰĬШĬĲƓũŸǃШċШƚƨƖƻĲǃШŉŸƖШÖfШċŰĬШì§ШƚƣċǭШƣŸШőĲũƓШĬĲƣĲƖůŔŰĲШƽőĲƖĲШůŸƖĲШ
ċũŔŊŰůĲŰƣШŔƚШŰĲĲĬĲĬШĤĲƣƽĲĲŰШƣőĲШƣƽŸШƓƖŸŊƖċůƚЯШċƚШŉċƖШċƚШƖĲŉĲƖĲŰĦĲШŊƨŔĬĲƚШċŰĬШŔŰŉŸƖůċƣŔŸŰЮШÑőŔƚШƽŔũũШőĲũƓШ
ĬĲĦŔĬĲШƽőĲƖĲШƣőĲƖĲШŔƚШċШŰĲĲĬШƣŸШŔůƓƖŸƻĲШƖĲċĦőċĤŔũŔƣǃШċŰĬШċĦĦĲƚƚŔĤŔũŔƣǃЮШÑőĲШĲǂŔƚƣŔŰŊШ9ŸŰŰĲĦƣŔƻŔƣǃШ
ƓċƖƣŰĲƖƚőŔƓƚШċũũŸƽШƚƣċǭШƣŸШƽŸƖťШƣőƖŸƨŊőШċŰĬШĦŸƖƖĲĦƣШċŰǃШůŔƚƚŔŰŊШċũŔŊŰůĲŰƣШċŰĬШŔůƓƖŸƻĲШƖĲŉĲƖĲŰĦĲШ
ŊƨŔĬĲƚЮ  

9ŸƚƣаШ~ŔŰŔůċũЯШƽŔũũШĤĲШċĤƚŸƖĤĲĬШƽŔƣőШĲǂŔƚƣŔŰŊШƚƣċǭШċŰĬШƖĲƚŸƨƖĦĲƚ 
ÑŔůŔŰŊаШΜрΣШůŸŰƣőƚ 

ы§E?ШΦ9ьШfůƓũĲůĲŰƣШ9ƨƚƣŸůĲƖШÉċƣŔƚŉċĦƣŔŸŰШÉƨƖƻĲǃƚШыƓƖŔŸƖŔƣŔǍĲĬоŔŰШƓƖŸŊƖĲƚƚь 

 

ШťĲǃШĦŸůƓŸŰĲŰƣШŸŉШĦŸŰƣŔŰƨŸƨƚũǃШŔůƓƖŸƻŔŰŊШƓƖŸĦĲƚƚĲƚШċŰĬШŔůƓƖŸƻŔŰŊШĦƨƚƣŸůĲƖШƚċƣŔƚŉċĦƣŔŸŰШŔƚШƣŸШ
ƖĲŊƨũċƖũǃШŊċƣőĲƖШŉĲĲĬĤċĦťШŉƖŸůШĦƨƚƣŸůĲƖƚЮШÑŸШŊċƣőĲƖШŉĲĲĬĤċĦťЯШċШƓƖŸŢĲĦƣШƣĲċůШŸŉШůĲůĤĲƖƚШƽőŸШƚƨƓƓŸƖƣШ
ĲůƓũŸǃĲĲƚЯШĲůƓũŸǃĲƖƚЯШċŰĬШƚĲũŉрĲůƓũŸǃĲĬШĦƨƚƣŸůĲƖƚШĦƖĲċƣĲĬШĦƨƚƣŸůĲƖШƚċƣŔƚŉċĦƣŔŸŰШƚƨƖƻĲǃƚШƣċŔũŸƖĲĬШƣŸШ
ƚƓĲĦŔǯĦШĦƨƚƣŸůĲƖШĲǂƓĲƖŔĲŰĦĲƚЮШÑőĲШŉŸƨƖШƚĲƣƚШŸŉШƕƨĲƚƣŔŸŰƚШƽĲƖĲШĬĲƚŔŊŰĲĬШŔŰШĦŸũũċĤŸƖċƣŔŸŰШƽŔƣőШÂċŔĬШ
xĲċƻĲќƚШEƕƨŔƣǃШċŰĬШfŰĦũƨƚŔŸŰШċŰĬШÑƖċƨůċрfŰŉŸƖůĲĬШ9ċƖĲШÂŸũŔĦǃШ ŰċũǃƚƣƚШƣŸШǃŔĲũĬШůŸƖĲШƓƖĲĦŔƚĲШċŰĬШ
ċĦƣŔŸŰċĤũĲШŉĲĲĬĤċĦťЮ   

9ŸƚƣаШ~ŔŰŔůċũЯШƽŔũũШƨƚĲШĲǂŔƚƣŔŰŊШƖĲƚŸƨƖĦĲƚ 
ÑŔůŔŰŊаШΜрΣШůŸŰƣőƚ 

ы§E?ШΦ?ьШEƚƣċĤũŔƚőШċШ9ŸŰƣƖŔĤƨƣŔŸŰƚШċŰĬШÅĲĦŸƻĲƖǃШ9ƨƚƣŸůĲƖШÉċƣŔƚŉċĦƣŔŸŰШ7ċƚĲũŔŰĲШÉĦŸƖĲ 

 

 

9ѼÅШƽŔũũШƨƚĲШĬċƣċШŉƖŸůШƣőĲШfŰƣĲƖċĦƣŔƻĲШéŸŔĦĲШÅĲƚƓŸŰƚĲШыféÅьШƚƨƖƻĲǃШŔůƓũĲůĲŰƣĲĬШŔŰШƨŊЮШΞΜΞΡШƣŸШĦƖĲċƣĲШċШ
ůĲƣƖŔĦШƣőċƣШŔƚШċШƚƣċĤũĲШċŰĬШƖĲũŔċĤũĲШƖĲƓƖĲƚĲŰƣċƣŔŸŰШŸŉШƣőĲШƚĲƖƻŔĦĲШƽĲШƓƖŸƻŔĬĲШƣŸШĦƨƚƣŸůĲƖƚЮШÑőŔƚШůĲƣƖŔĦШƽŔũũШ
ƚĲƖƻĲШċƚШċШƣŸŸũШŉŸƖШůĲċƚƨƖŔŰŊШƣőĲШƚƨĦĦĲƚƚШŸŉШŉƨƣƨƖĲШĲŰőċŰĦĲůĲŰƣƚЮ  

9ŸƚƣаШ~ŔŰŔůċũЯШƽŔũũШƨƚĲШĲǂŔƚƣŔŰŊШƖĲƚŸƨƖĦĲƚ 
ÑŔůŔŰŊаШΜрΣШůŸŰƣőƚ 

 



 

ΞΜΞΣШ§E?Ш9ƨƚƣŸůĲƖШÉĲƖƻŔĦĲШѼШìŸƖťŉŸƖĦĲШÉƣƖċƣĲŊŔĲƚШĦƣŔŸŰШÂũċŰШШШ҇ШШШÂċŊĲШΠΝ 

ы§E?ШΦEьШÅĲŊƨũċƖШ9ѼÅШEůƓũŸǃĲƖШ~ĲĲƣŔŰŊƚ 

 

9ѼÅШƽŔũũШĲƚƣċĤũŔƚőШƖĲŊƨũċƖШůĲĲƣŔŰŊƚШƽŔƣőШĲůƓũŸǃĲƖШƖĲƓƖĲƚĲŰƣċƣŔƻĲƚШыƓŸƣĲŰƣŔċũũǃШċƚШƓċƖƣШŸŉШƣőĲШ§E?Ш
ĬƻŔƚŸƖǃШ9ŸůůŔƣƣĲĲьШƚƓĲĦŔǯĦċũũǃШŉŸƖШŉĲĲĬĤċĦťШŸŰШĲůƓũŸǃĲƖШĲǂƓĲƖŔĲŰĦĲƚШƨƚŔŰŊШ[ƖċŰĦĲƚШ§ŰũŔŰĲШŉŸƖШƓċǃƖŸũũШ
ƖĲƓŸƖƣŔŰŊЮ ÑőĲШŊŸċũШŔƚШƣŸШƖĲĦĲŔƻĲШĬŔƖĲĦƣШŉĲĲĬĤċĦťШŉƖŸůШċШƣƖƨƚƣĲĬШŊƖŸƨƓШŸŉШĦƨƚƣŸůĲƖƚШċĤŸƨƣШƣőĲŔƖШ
ĲǂƓĲƖŔĲŰĦĲƚШƽŔƣőШŸƨƖШƚĲƖƻŔĦĲƚШċŰĬШƣŸШĬŔƚĦƨƚƚШŉƨƣƨƖĲШŔĬĲċƚШŉŸƖШŔůƓƖŸƻĲůĲŰƣШŉŸƖШŊƨŔĬċŰĦĲШĤƨǃрŔŰЮ 

9ŸƚƣаШ~ŔŰŔůċũЯШċĤƚŸƖĤĲĬШƽŔƣőШĲǂŔƚƣŔŰŊШƖĲƚŸƨƖĦĲƚШ 
ÑŔůŔŰŊаШΜрΣШůŸŰƣőƚШ 

(OED 10) Data for Goal Setting, Process Improvement, and Accountability 
(prioritized/in progress) 

ƚШĬĲƚĦƖŔĤĲĬШŔŰШƣőĲШŔŰƣƖŸĬƨĦƣŔŸŰЯШ§E?ШƣƖċĦťƚШċŰĬШůĲċƚƨƖĲƚШƚŔǂШƓƖŔůċƖǃШůĲƣƖŔĦƚШƖĲũċƣĲĬШƣŸШĦƨƚƣŸůĲƖШ
ƚĲƖƻŔĦĲШŉŸƖШÖfЯШÂċŔĬШxĲċƻĲЯШċŰĬШ9ѼÅЮШÑőĲƚĲШċƖĲШƚőċƖĲĬШŔŰШŸƨƖШƓƨĤũŔĦШĬċƚőĤŸċƖĬЮШÑőĲШċŊĲŰĦǃШċũƚŸШƣƖċĦťƚШ
ůċŰǃШŔŰƣĲƖŰċũШƓĲƖŉŸƖůċŰĦĲШůĲċƚƨƖĲƚШƣőċƣШőĲũƓШƓƖŸŊƖċůƚШůċťĲШĬċƣċрŔŰŉŸƖůĲĬШĬĲĦŔƚŔŸŰƚЮШÑőĲШ
ŸƖŊċŰŔǍċƣŔŸŰċũШƖĲƻŔĲƽШŔĬĲŰƣŔǯĲĬШƣőĲШŰĲĲĬШƣŸШƖĲƻŔƚŔƣШƣőĲƚĲШůĲƣƖŔĦƚШƣŸШĬĲƣĲƖůŔŰĲШŔŉШĦƨƖƖĲŰƣШŔŰƣĲƖŰċũШ
ƓĲƖŉŸƖůċŰĦĲШůĲƣƖŔĦƚШƚƨƓƓŸƖƣШƽőċƣШƽĲШċƖĲШƣƖċĦťŔŰŊШċŰĬШƚőċƖŔŰŊШŔŰШŸƨƖШƓƨĤũŔĦШĬċƚőĤŸċƖĬЮ 

ы§E?ШΝΜьШEǂƓŸƖƣШ?ċƣċШƣŸШƣőĲШ§E?Ш?ċƣċШìċƖĲőŸƨƚĲШƣŸШÉƣƨĬǃШ9ƨƚƣŸůĲƖШEǂƓĲƖŔĲŰĦĲШċŰĬШfůƓƖŸƻĲШ
ÂĲƖŉŸƖůċŰĦĲШыƓƖŔŸƖŔƣŔǍĲĬоŔŰШƓƖŸŊƖĲƚƚь 

 

 

ШŰĲĦĲƚƚċƖǃШƚƣĲƓШŔŰШƣőŔƚШƓƖŸĦĲƚƚШŔƚШƣŸШŉƨũũǃШŔůƓũĲůĲŰƣШċƨƣŸůċƣŔĦШĬċƣċШĲǂƓŸƖƣŔŰŊШŉƖŸůШ[ƖċŰĦĲƚШŔŰƣŸШƣőĲШ
§E?ШĬċƣċШƽċƖĲőŸƨƚĲЮШÑőŔƚШƽŔũũШċũũŸƽШƣőĲШ ŰċũǃƣŔĦƚШÑĲċůШƨŰŉĲƣƣĲƖĲĬШċĦĦĲƚƚШƣŸШĬĲƻĲũŸƓШċŰċũǃƣŔĦƚЯШ
ƖĲƓŸƖƣŔŰŊЯШƻŔƚƨċũŔǍċƣŔŸŰƚЯШċŰĬШĲŰċĤũĲШƣőĲШċŊĲŰĦǃШƣŸШůĲċƚƨƖĲШƓĲƖŉŸƖůċŰĦĲШůŸƖĲШċĦĦƨƖċƣĲũǃЮШ~ŸƻŔŰŊШƣőŔƚШ
ĬċƣċШƽŔũũШċũƚŸШċũũŸƽШ§E?ШƣŸШƚƣƨĬǃШƣőĲШĦƨƚƣŸůĲƖШĲǂƓĲƖŔĲŰĦĲЯШŔĬĲŰƣŔŉǃШĤŸƣƣũĲŰĲĦťƚШƽŔƣőŔŰШƽŸƖťǰŸƽƚЯШũĲċƖŰШ
ƽőċƣШċŊĲŰĦǃШċĦƣŔŸŰƚШƓƖŸůƓƣШĦƨƚƣŸůĲƖƚШƣŸШĦċũũШŸƖШĲƚĦċũċƣĲЯШƽőŔĦőШũĲƣƣĲƖƚШĦċƨƚĲШĦŸŰŉƨƚŔŸŰШŸƖШƓƖŸůƓƣШ
ċĬĬŔƣŔŸŰċũШĦŸŰƣċĦƣЯШċŰĬШƽőŔĦőШƓƖŸĦĲƚƚĲƚШċƖĲШĬŔǭŔĦƨũƣШŉŸƖШĦƨƚƣŸůĲƖƚЮ 

9ŸƚƣаШ~ŸĬĲƖċƣĲШ 
ÑŔůŔŰŊаШΝΞҼШůŸŰƣőƚ 

ы§E?ШΝΜ7ьШĬĬШìŸƖťŉŸƖĦĲШ~ĲƣƖŔĦƚШƣŸШŸƨƖШÂƨĤũŔĦШ?ċƚőĤŸċƖĬШыƓƖŔŸƖŔƣŔǍĲĬоŔŰШƓƖŸŊƖĲƚƚь 

ÂƖĲũŔůŔŰċƖǃШĦŸŰƻĲƖƚċƣŔŸŰƚШĬĲƣĲƖůŔŰĲĬШƣőċƣШƽőŔũĲШƽĲШċƖĲШůŸƻŔŰŊШĬċƣċШŉƖŸůШ[ƖċŰĦĲƚШƣŸШƣőĲШ§E?ШĬċƣċШ
ƽċƖĲőŸƨƚĲЯШƽĲШĦċŰШċĬĬШƽŸƖťŉŸƖĦĲШůĲƣƖŔĦƚШƣŸШŸƨƖШƓƨĤũŔĦШĬċƚőĤŸċƖĬЮШÅĲƓŸƖƣŔŰŊШŸŰШƣőĲШƽŸƖťŉŸƖĦĲШƚǃƚƣĲůШ
ŔŰƻŸũƻĲƚШůƨũƣŔƓũĲШƓċƖƣŰĲƖƚШċŰĬШĬċƣċƚĲƣƚШċŰĬШŔƚШƓŸƚƚŔĤũĲШƣőƖŸƨŊőШƣőĲШìŸƖťŉŸƖĦĲШ~ŸĬĲƖŰŔǍċƣŔŸŰШÂƖŸŢĲĦƣШċŰĬШ
ƨƚŔŰŊШ§ƖĲŊŸŰќƚШÂĲƖŉŸƖůċŰĦĲШÅĲƓŸƖƣŔŰŊШċŰĬШfŰŉŸƖůċƣŔŸŰШÉǃƚƣĲůШыÂÅfÉ~ьЯШƽőŔĦőШŔƚШĬĲƚĦƖŔĤĲĬШŔŰШůŸƖĲШ
ĬĲƣċŔũШŔŰШƣőĲШì§ШċŰĬШìŸƖťŉŸƖĦĲШÉǃƚƣĲůШĦƣŔŸŰƚШÅĲƓŸƖƣЮШ 



 

ΞΜΞΣШ§E?Ш9ƨƚƣŸůĲƖШÉĲƖƻŔĦĲШѼШìŸƖťŉŸƖĦĲШÉƣƖċƣĲŊŔĲƚШĦƣŔŸŰШÂũċŰШШШ҇ШШШÂċŊĲШΠΞ 

9ŸƚƣаШ~ŔŰŔůċũЯШċĤƚŸƖĤĲĬШƽŔƣőШĲǂŔƚƣŔŰŊШƚƣċǭ 
ÑŔůŔŰŊаШΜрΣШůŸŰƣőƚ 

ы§E?ШΝΜ9ьШìŸƖťŉŸƖĦĲШ~ċŰċŊĲůĲŰƣШыƓƖŔŸƖŔƣŔǍĲĬоŔŰШƓƖŸŊƖĲƚƚь 

 

~ċŰċŊĲƖƚШƽŔũũШƖĲƻŔĲƽШĦƨƖƖĲŰƣШƽŸƖťŉŸƖĦĲШůċŰċŊĲůĲŰƣШƓƖċĦƣŔĦĲƚШċŰĬШƚƨŊŊĲƚƣШŔůƓƖŸƻĲůĲŰƣƚШƣŸШŔŰĦũƨĬĲШ
ĦƖŸƚƚрĬŔƻŔƚŔŸŰċũШƽŸƖťŉŸƖĦĲШůċŰċŊĲůĲŰƣШċƚШŔƣШƖĲũċƣĲƚШƣŸШƓőŸŰĲШĦŸƻĲƖċŊĲШċŰĬШĲǭŔĦŔĲŰĦŔĲƚЯШĦũċŔůƚШ
ƓƖŸĦĲƚƚŔŰŊЯШŔŰĦũƨĬŔŰŊШċĬŢƨĬŔĦċƣŔŸŰШċŰĬШċƓƓĲċũƚШċƚƚŔŊŰůĲŰƣƚЯШƽĲĤШŰŸƣŔĦĲЯШċŰĬШĦőċƣĤŸƣШƚƣċǭŔŰŊЮШ§ƣőĲƖШ
ŸƓƣŔŸŰƚШŔŰĦũƨĬĲаШ 

¶ xŸŸťШőŸũŔƚƣŔĦċũũǃШċƣШƽŸƖťŉŸƖĦĲШůċŰċŊĲůĲŰƣШƻĲƖƚƨƚШĬŔƻŔƚŔŸŰрĤǃрĬŔƻŔƚŔŸŰШůċŰċŊĲůĲŰƣШƽőĲƖĲШ
ƓŸƚƚŔĤũĲЮШ 

¶ fŰƣĲŊƖċƣĲШƣőĲШƨƚĲШŸŉШ fШƣŸŸũƚШƣŸШċƚƚŔƚƣШŔŰШƓƖĲĬŔĦƣŔƻĲШƚĦőĲĬƨũŔŰŊШċŰĬШůċŰċŊĲůĲŰƣШŸŉШőŔŊőĲƖШŸƖШũŸƽĲƖШ
ƻŸũƨůĲШƣŔůĲƚШƻĲƖƚƨƚШůċŰƨċũШƣŸŸũƚЮШ 

¶ ÅĲƚĲċƖĦőШƣőĲШĤĲŰĲǯƣƚШŸŉШĦƖĲċƣŔŰŊШĬŔǭĲƖĲŰƣШƕƨĲƨĲƚШŸƖШƣŔĲƖƚШŸŉШƚƣċǭШċƚШŊĲŰĲƖċũŔƚƣƚШыÂƨĤũŔĦШÉĲƖƻŔĦĲШ
ÅĲƓƖĲƚĲŰƣċƣŔƻĲШΟЯШÂÉÅΟьШƻĲƖƚƨƚШƚƓĲĦŔċũŔƚƣƚЯШċŰĬШƓŸƚƚŔĤũĲШƖĲрůċƓƓŔŰŊШŸŉШĦƨƚƣŸůĲƖШƓċƣőƚШŉŸƖШ
ƓőŸŰĲƚЮШ 

¶ EǂƓũŸƖĲШĦŸƚƣƚШċŰĬШĲǭŔĦŔĲŰĦŔĲƚШŔŰƚŔĬĲШĦƨƖƖĲŰƣШĦŸŰƣƖċĦƣƚШƽŔƣőШÂƖĲƚŔĬŔŸШċŰĬШ9ŔƚĦŸо[ŔŰĲƚƚĲШƣőċƣШőċƻĲШ
ŰŸƣШĤĲĲŰШċĦĦĲƚƚĲĬШĤƨƣШċƖĲШċƻċŔũċĤũĲШŔŰШƣőĲШƓƖŸĬƨĦƣШƚƨŔƣĲЮШ 

9ŸƚƣаШ~ŔŰŔůċũЯШċĤƚŸƖĤĲĬШƽŔƣőШĲǂŔƚƣŔŰŊШƖĲƚŸƨƖĦĲƚ 
ÑŔůŔŰŊаШΝΞҼШůŸŰƣőƚ 

ы§E?ШΝΜ?ьШfŰĬŔƻŔĬƨċũШÂĲƖŉŸƖůċŰĦĲШ~ĲƣƖŔĦƚШċŰĬШÉĦŸƖĲĦċƖĬƚШыƓƖŔŸƖŔƣŔǍĲĬоŔŰШƓƖŸŊƖĲƚƚь 

 

fŰШĦŸŰƚƨũƣċƣŔŸŰШƽŔƣőШƚƣċǭЯШ§E?ШƽŔũũШĬĲƻĲũŸƓШŔůƓƖŸƻĲĬШƨŰŔƣШċŰĬШŔŰĬŔƻŔĬƨċũШƓĲƖŉŸƖůċŰĦĲШůĲƣƖŔĦƚШċŰĬШ
ƚĦŸƖĲĦċƖĬƚШƣŸШĤĲƣƣĲƖШƣƖċĦťШƚƨĦĦĲƚƚШŔŰШůĲĲƣŔŰŊШĦƨƚƣŸůĲƖШƚĲƖƻŔĦĲШŊŸċũƚЮШÑőŔƚШƽŸƖťШŔƚШĦŸŰƣŔŰŊĲŰƣШƨƓŸŰШ§E?Ш
ΝΜ ШċŰĬШƣőĲШċƻċŔũċĤŔũŔƣǃШŸŉШŰĲĲĬĲĬШĬċƣċШŔŰШƣőĲШ§E?ШĬċƣċШƽċƖĲőŸƨƚĲЮШ ŸƣĲаШÑőĲШÖfШÂƖŸŊƖċůШőċĬШƣőĲƚĲШŔŰШŔƣƚШ
ũĲŊċĦǃШƚǃƚƣĲůШċŰĬШŔƚШċƽċŔƣŔŰŊШŉƨũũШċĦĦĲƚƚШƣŸШĬċƣċШƣŸШĬĲƻĲũŸƓШƣőĲůШĤċƚĲĬШŸŰШ[ƖċŰĦĲƚШĬċƣċЮ Ш 

9ŸƚƣаШ~ŔŰŔůċũЯШċĤƚŸƖĤĲĬШƽŔƣőШĲǂŔƚƣŔŰŊШƖĲƚŸƨƖĦĲƚ 
ÑŔůŔŰŊаШΝΞҼШůŸŰƣőƚ 

ы§E?ШΝΜEьШĬĬШ9ƨƚƣŸůĲƖШfĬĲŰƣŔƣǃШ?ċƣċШ9ŸũũĲĦƣŔŸŰШƣŸШÂőŸŰĲШÑƖĲĲШыƓƖŔŸƖŔƣŔǍĲĬоŔŰШƓƖŸŊƖĲƚƚь 

 

9ƨƚƣŸůĲƖƚШƽőŸШĦŸŰƣċĦƣШ§E?ШċƖĲШŰŸƣШċũƽċǃƚШƓƖŸůƓƣĲĬШƣŸШĲŰƣĲƖШƣőĲŔƖШÉŸĦŔċũШÉĲĦƨƖŔƣǃШ ƨůĤĲƖШыÉÉ ьЯШ
fŰĬŔƻŔĬƨċũШÑċǂШfĬĲŰƣŔǯĦċƣŔŸŰШ ƨůĤĲƖШыfÑf ьЯШŸƖШ7ƨƚŔŰĲƚƚШfĬĲŰƣŔǯĦċƣŔŸŰШ ƨůĤĲƖШы7f ьШŔŰШƣőĲШƓőŸŰĲШƣƖĲĲЮШÑőĲШ
ƖĲƕƨŔƖĲůĲŰƣШĬĲƓĲŰĬƚШŸŰШƣőĲШƓőŸŰĲШŰƨůĤĲƖШƣőĲǃШĦċũũЮШÑőŔƚШĦƖĲċƣĲƚШĦőċũũĲŰŊĲƚШŔŰШĤĲƣƣĲƖШƨŰĬĲƖƚƣċŰĬŔŰŊШƣőĲШ
ĦƨƚƣŸůĲƖШĲǂƓĲƖŔĲŰĦĲЮШÑőĲШÖfШÂƖŸŊƖċůШŔƚШƓŔũŸƣŔŰŊШƣőĲШċĬĬŔƣŔŸŰШŸŉШċŰШÉÉ о7f ШůŸĬƨũĲШƽőĲƖĲШĦƨƚƣŸůĲƖƚШ
ċŰĬШĲůƓũŸǃĲƖƚШĦċŰШĲŰƣĲƖШƣőĲŔƖШŔĬĲŰƣŔǯĦċƣŔŸŰШŰƨůĤĲƖШĤĲŉŸƖĲШƚƓĲċťŔŰŊШƽŔƣőШ§E?ШƚƣċǭЮШÑĲĦőŰŔĦċũШ



 

ΞΜΞΣШ§E?Ш9ƨƚƣŸůĲƖШÉĲƖƻŔĦĲШѼШìŸƖťŉŸƖĦĲШÉƣƖċƣĲŊŔĲƚШĦƣŔŸŰШÂũċŰШШШ҇ШШШÂċŊĲШΠΟ 

ĬŔƚĦƨƚƚŔŸŰƚШċƖĲШƨŰĬĲƖƽċǃШƽŔƣőШċШŊŸċũШŸŉШƓŔũŸƣŔŰŊШƣőŔƚШůŸĬƨũĲШŔŰШƣőĲШÖfШ7ĲŰĲǯƣШÉĲƖƻŔĦĲƚШƓőŸŰĲШƕƨĲƨĲƚШŔŰШ
ƕƨċƖƣĲƖШŸŰĲШŸŉШΞΜΞΣЮШ 

9ŸƚƣаШ~ŔŰŔůċũ 
ÑŔůŔŰŊаШΜрΣШůŸŰƣőƚ 

(OED 11) Enhancing Self-Help Options for Customers  

ìőŔũĲШċĬĬŔŰŊШůŸƖĲШĦƨƚƣŸůĲƖШƚĲƖƻŔĦĲШƚƣċǭШůċǃШőĲũƓШƨƚШċĦőŔĲƻĲШĤĲƣƣĲƖШĦƨƚƣŸůĲƖШƚĲƖƻŔĦĲШŊŸċũƚЯШƽĲШůƨƚƣШ
ċũƚŸШĦŸŰƣŔŰƨĲШƣŸШŸǭĲƖШĤĲƣƣĲƖШƚĲƖƻŔĦĲШƽŔƣőШƣőĲШƖĲƚŸƨƖĦĲƚШƽĲШĦƨƖƖĲŰƣũǃШőċƻĲЯШĲƚƓĲĦŔċũũǃШŔŰШƣőĲШĦƨƖƖĲŰƣШ
ĤƨĬŊĲƣШĲŰƻŔƖŸŰůĲŰƣЮШŰШŔůƓŸƖƣċŰƣШƚƣƖċƣĲŊǃШŔƚШŉŸƖШ§E?ШƣŸШŔŰĦƖĲċƚĲШċŰĬШŔůƓƖŸƻĲШĦƨƚƣŸůĲƖШƚĲũŉрőĲũƓШ
ŸƓƣŔŸŰƚЮШÉƨĦĦĲƚƚŉƨũũǃШƚƨƓƓŸƖƣŔŰŊШĦƨƚƣŸůĲƖƚќШŰĲĲĬƚШƽŔƣőШƣőĲƚĲШƣŸŸũƚШĦċŰШƖĲĬƨĦĲШĦċũũШċŰĬШũŔƻĲШĦőċƣШƻŸũƨůĲШ
ċŰĬШĲŰċĤũĲШƚƣċǭШƣŸШƚƓĲŰĬШƣŔůĲШŸŰШůŸƖĲШĦŸůƓũĲǂШĦũċŔůƚШƣőċƣШƖĲƕƨŔƖĲШőƨůċŰШŔŰƣĲƖƻĲŰƣŔŸŰЮШ 

ы§E?ШΝΝ ьШÅĲŉƖĲƚőШљcŸƽрÑŸњШ]ƨŔĬĲƚШŉŸƖШ9ƨƚƣŸůĲƖƚШыƓƖŔŸƖŔƣŔǍĲĬоŔŰШƓƖŸŊƖĲƚƚь 

 

 

ÅĲŉƖĲƚőŔŰŊШ§E?ќƚШљőŸƽрƣŸњШŊƨŔĬĲƚШŉŸƖШĦƨƚƣŸůĲƖƚШǯƖƚƣШƖĲƕƨŔƖĲƚШƨƚШƣŸШŔŰƻĲŰƣŸƖǃШĲǂŔƚƣŔŰŊШĦƨƚƣŸůĲƖрŉċĦŔŰŊШ
љőŸƽрƣŸњШŊƨŔĬĲƚЯШƻŔĬĲŸƚЯШċŰĬШŸŰĲрƓċŊĲƖƚШŸŰШ[ƖċŰĦĲƚШ§ŰũŔŰĲШŸƖШċƻċŔũċĤũĲШŸŰШƨŰĲůƓũŸǃůĲŰƣЮŸƖĲŊŸŰЮŊŸƻШƣŸШ
ĲŰƚƨƖĲШƣőĲǃШċƖĲШċũũШĦƨƖƖĲŰƣЮШÑőĲŰЯШƽĲШƽŔũũШĦŸůƓċƖĲШƣőĲШċƻċŔũċĤũĲШљőŸƽрƣŸњШŊƨŔĬĲƚШƣŸШƣőŸƚĲШƣőċƣШƖĲĦĲŰƣШ
ƚƨƖƻĲǃƚШŔŰĬŔĦċƣĲĬШĦƨƚƣŸůĲƖƚШƖĲƕƨĲƚƣĲĬШċŰĬШĬĲƣĲƖůŔŰĲШƽőċƣШљőŸƽрƣŸњШŊƨŔĬĲƚШċƖĲШůŔƚƚŔŰŊЯШĦŸŰŉƨƚŔŰŊЯШŸƖШ
ċƖĲŰќƣШĲċƚŔũǃШũŸĦċƣĲĬШŸŰШƣőĲШƽĲĤƚŔƣĲЮШìĲШƽŔũũШċũƚŸШĲǂƓũŸƖĲШċŰǃШŰĲĲĬĲĬШƨƓĬċƣĲƚШŉŸƖШƣőĲШĲǂŔƚƣŔŰŊШљőŸƽрƣŸњШ
ŊƨŔĬĲƚШċŰĬШƚĲĲШŔŉШċŰǃШŰĲƽШљőŸƽрƣŸњШŊƨŔĬĲƚШŰĲĲĬШƣŸШĤĲШċĬĬĲĬЮШ[ŔŰċũũǃЯШƽĲШƽŔũũШƖĲƻŔĲƽШƽĲĤƚŔƣĲШƓũċĦĲůĲŰƣШ
ċŰĬШůċťĲШċŰǃШŰĲĲĬĲĬШċĬŢƨƚƣůĲŰƣƚШƚŸШƣőċƣШƣőĲƚĲШŊƨŔĬĲƚШċƖĲШĲċƚŔũǃШċĦĦĲƚƚŔĤũĲШƣŸШŸƨƖШĦƨƚƣŸůĲƖƚЮШÉƣċǭШ
ƓũċŰШƣŸШƚƣċƖƣШƣőŔƚШƓƖŸŢĲĦƣШċŉƣĲƖШƣőĲШΞΜΞΡрΞΜΞΣШƽŔŰƣĲƖШƽŸƖťũŸċĬШĲċƚĲƚЮШ 

9ŸƚƣаШ~ŔŰŔůċũЯШċĤƚŸƖĤĲĬШƽŔƣőШĲǂŔƚƣŔŰŊШƖĲƚŸƨƖĦĲƚ 
ÑŔůŔŰŊаШΝΞҼШůŸŰƣőƚ 

ы§E?ШΝΝ7ьШxċƨŰĦőШ~ŸƖĲШcŸƽрÑŸШéŔĬĲŸƚ ыƓƖŔŸƖŔƣŔǍĲĬоŔŰШƓƖŸŊƖĲƚƚь 

 

7ċƚĲĬШŸŰШŉĲĲĬĤċĦťШƖĲĦĲŔƻĲĬЯШÖfШċŰĬШÂċŔĬШxĲċƻĲШċƖĲШĬĲƻĲũŸƓŔŰŊШƻŔĬĲŸƚШƣŸШƣĲċĦőШĦƨƚƣŸůĲƖƚШőŸƽШƣŸШ
ĦŸůƓũĲƣĲШƚƓĲĦŔǯĦШ[ƖċŰĦĲƚШƣċƚťƚЮ ШÑőĲƚĲШŔŰĦũƨĬĲШőŸƽШƣŸШĦŸůƓũĲƣĲШĤċƚŔĦШƚĲũŉрƚĲƖƻŔĦĲШŸƓƣŔŸŰƚЯШƚƨĦőШċƚШőŸƽШ
ƣŸШƨƓũŸċĬШĬŸĦƨůĲŰƣƚЯШƚĲŰĬШċШůĲƚƚċŊĲЯШċŰĬШƨƓĬċƣĲШƣőĲŔƖШĦŸŰƣċĦƣШŔŰŉŸƖůċƣŔŸŰЮ   

9ŸƚƣаШ~ŔŰŔůċũЯШċĤƚŸƖĤĲĬШƽŔƣőШĲǂŔƚƣŔŰŊШƖĲƚŸƨƖĦĲƚ 
ÑŔůŔŰŊаШΝΞҼШ~ŸŰƣőƚ 

 



 

ΞΜΞΣШ§E?Ш9ƨƚƣŸůĲƖШÉĲƖƻŔĦĲШѼШìŸƖťŉŸƖĦĲШÉƣƖċƣĲŊŔĲƚШĦƣŔŸŰШÂũċŰШШШ҇ШШШÂċŊĲШΠΠ 

ы§E?ШΝΝ9ьШfůƓƖŸƻĲШÂƖŸŊƖċůШfŰŉŸƖůċƣŔŸŰШŉŸƖШ9ƨƚƣŸůĲƖƚШ  

 

 

ÂċŔĬШxĲċƻĲШŔƚШĦŸůůŔƣƣĲĬШƣŸШƣőĲШĦŸŰƣŔŰƨŸƨƚШŔůƓƖŸƻĲůĲŰƣШŸŉШċũũШƓƖŸŊƖċůШŔŰŉŸƖůċƣŔŸŰЯШũĲƣƣĲƖƚЯШċŰĬШ
ƖĲƚŸƨƖĦĲƚШŸŰШƣőĲШƓƖŸŊƖċůќƚШƽĲĤƚŔƣĲЮШÂƖŸƻŔĬŔŰŊШŔŰŉŸƖůċƣŔŸŰШƣőċƣШŔƚШĦũĲċƖЯШċĦĦƨƖċƣĲЯШċŰĬШċĦĦĲƚƚŔĤũĲШŉŸƖШċũũШ
ĦƨƚƣŸůĲƖƚШŔůƓƖŸƻĲƚШĦƨƚƣŸůĲƖШƚĲƖƻŔĦĲШŔŰШůċŰǃШƽċǃƚЯШŔŰĦũƨĬŔŰŊа   

¶ ÅĲĬƨĦŔŰŊШĦċũũШƻŸũƨůĲШŉŸƖШƕƨĲƚƣŔŸŰƚШƣőċƣШċƖĲШċĬĬƖĲƚƚĲĬШƣőƖŸƨŊőШƓƖŸŊƖċůШŔŰŉŸƖůċƣŔŸŰЯШƽőŔĦőШ
ƖĲĬƨĦĲƚШƽċŔƣШƣŔůĲƚШŉŸƖШĦċũũƚШƣőċƣШƖĲƕƨŔƖĲШƚƣċǭШƚƨƓƓŸƖƣ   

¶ fůƓƖŸƻŔŰŊШĦŸůƓũĲƣĲĬШċƓƓũŔĦċƣŔŸŰƚШƚŸШƣőċƣШƚƣċǭШĦċŰШůċťĲШĬĲĦŔƚŔŸŰƚШŔŰШċШƣŔůĲũǃШůċŰŰĲƖЯШƽŔƣőŸƨƣШ
ĦċũũƚШĤĲƣƽĲĲŰШƚƣċǭШċŰĬШĦƨƚƣŸůĲƖƚШ 

ÂƖŸŊƖċůШŔŰŉŸƖůċƣŔŸŰШŉŸƖШĦƨƚƣŸůĲƖƚШŔŰĦũƨĬĲƚа  

¶ ÑőĲШÂċŔĬШxĲċƻĲШƽĲĤƚŔƣĲ  
¶ ÑőĲШÂċŔĬШxĲċƻĲШEůƓũŸǃĲĲЯШEůƓũŸǃĲƖЯШÉĲũŉрEůƓũŸǃĲĬЯШċŰĬШEƕƨŔƻċũĲŰƣШÂũċŰШ]ƨŔĬĲĤŸŸťƚ  
¶ ÂċŔĬШxĲċƻĲШŸŰũŔŰĲШƖĲƚŸƨƖĦĲƚЯШŔŰĦũƨĬŔŰŊШŉċĦƣШƚőĲĲƣƚШċŰĬШĦőĲĦťũŔƚƣƚ  
¶ xĲƣƣĲƖƚЯШŉŸƖůƚЯШċŰĬШ[ƖċŰĦĲƚШĲрƚĦƖĲĲŰƚШШ 

9ŸƚƣаШ~ŔŰŔůċũЯШƽŔũũШƨƚĲШĲǂŔƚƣŔŰŊШƚƣċǭ 
ÑŔůŔŰŊаШΝΞҼШůŸŰƣőƚ 

(OED 12) Update the Access Letter Process for Address Change (prioritized/in 
progress) 

 

 

ÖƓĬċƣŔŰŊШƣőĲШ[ƖċŰĦĲƚШĦĦĲƚƚШxĲƣƣĲƖШƓƖŸĦĲƚƚШƣŸШċũũŸƽШůŸƚƣШĦƨƚƣŸůĲƖƚШƣőĲШċĤŔũŔƣǃШƣŸШĦŸŰǯƖůШƣőĲŔƖШŸƽŰШ
ċĬĬƖĲƚƚШĦőċŰŊĲƚЯШĲũŔůŔŰċƣŔŰŊШċШŰĲĲĬũĲƚƚШƓƖŸĦĲƚƚШŉŸƖШůŸƚƣШĦƨƚƣŸůĲƖƚЮШÑőŔƚШċũƚŸШƚƣƖĲċůũŔŰĲƚШƣőĲШƓƖŸĦĲƚƚШ
ŉŸƖШĦƨƚƣŸůĲƖƚШƽőŸШŰĲĲĬШƣŸШŔŰƣĲƖċĦƣШƽŔƣőШƣőĲШċŊĲŰĦǃШƣŸШĦőċŰŊĲШƣőĲŔƖШċĬĬƖĲƚƚШĤǃШůċťŔŰŊШƣőĲШƓƖŸĦĲƚƚШ
ƓƖŸċĦƣŔƻĲШŸŰШƣőĲШċŊĲŰĦǃќƚШƓċƖƣЮШÑőŔƚШƽŔũũШŔŰĦũƨĬĲШĲǂƓĲĬŔƣĲĬШŸƨƣĤŸƨŰĬШĦŸŰƣċĦƣƚШƣŸШĦƨƚƣŸůĲƖƚШƣŸШċƚƚŔƚƣШƽŔƣőШ
ƣőċƣШƓƖŸĦĲƚƚШŔŰƚƣĲċĬШŸŉШƖĲƕƨŔƖŔŰŊШĦƨƚƣŸůĲƖƚШƣŸШŰċƻŔŊċƣĲШŸƨƖШƚǃƚƣĲůƚШŸƖШƽċŔƣШŸŰШőŸũĬЮШШ 

9ŸƚƣаШ~ŸĬĲƖċƣĲ 
ÑŔůŔŰŊаШÑőĲШƽŸƖťШƣŸШŔůƓũĲůĲŰƣШƣőŔƚШĦőċŰŊĲШŔƚШƨŰĬĲƖƽċǃШċŰĬШƽŔũũШċƓƓũǃШƣŸШĤŸƣőШÖfШċŰĬШÂċŔĬШxĲċƻĲШĤĲŰĲǯƣШ
ĦũċŔůШƓƖŸĦĲƚƚĲƚЮШ ŸƣĲаШÑőŔƚШĦőċŰŊĲШŔƚШŔŰШƓƖŸĬƨĦƣŔŸŰШŉŸƖШÖfШċŰĬШÂċŔĬШxĲċƻĲШĦƨƚƣŸůĲƖƚШċƚШŸŉШƣőĲШƽĲĲťШ
ĲŰĬŔŰŊШ§ĦƣЮШΞΡЯШΞΜΞΡЮШÖfШċŰĬШÂċŔĬШxĲċƻĲШƓƖŸŊƖċůƚШċƖĲШůŸŰŔƣŸƖŔŰŊШƣőĲШĦőċŰŊĲШƣŸШĲŰƚƨƖĲШŔƣШőċƚШƣőĲШĬĲƚŔƖĲĬШ
ĲǭĲĦƣШŉŸƖШĦƨƚƣŸůĲƖƚШċŰĬШƣŸШĬĲƣĲƖůŔŰĲШƽőĲƣőĲƖШċŰǃШċĬĬŔƣŔŸŰċũШĦőċŰŊĲƚШċƖĲШŰĲĲĬĲĬШƣŸШƚƣƖĲċůũŔŰĲШƣőŔƚШ
ƓƖŸĦĲƚƚШŉŸƖШĦƨƚƣŸůĲƖƚЮ Ш 
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(OED 13) Create a Live Claim Status Tracker (prioritized/in progress) 

 

ƚШĬŔƚĦƨƚƚĲĬШċĤŸƻĲЯШƽĲШċƖĲШĦƖĲċƣŔŰŊШĦƨƚƣŸůĲƖШŢŸƨƖŰĲǃШůċƓƚШƣőċƣШƚőŸƽШƣőĲШƚƣċŊĲƚШŸŉШÖfШċŰĬШÂċŔĬШxĲċƻĲШ
ĦũċŔůƚЯШċƻĲƖċŊĲШƣŔůĲŉƖċůĲƚШŉŸƖШĲċĦőШƚƣċŊĲЯШċŰĬШƣőĲШƻċƖŔŸƨƚШċĦƣŔƻŔƣŔĲƚШƖĲƕƨŔƖĲĬШŸŉШĦƨƚƣŸůĲƖƚШċŰĬШ§E?ШċƣШ
ĲċĦőШƚƣċŊĲЮШÑőŔƚШƚƣċƣŔĦШŢŸƨƖŰĲǃШůċƓШƽŔũũШĤĲШőĲũƓŉƨũШŸŰШŔƣƚШŸƽŰШƣŸШŔũũƨƚƣƖċƣĲШƣőĲШƚƣĲƓƚШċŰĬШĦŸŰƣċĦƣШƓŸŔŰƣƚШŉŸƖШ
ŸƨƖШĦƨƚƣŸůĲƖƚЮШEƻĲŰШůŸƖĲШƨƚĲŉƨũШĦŸƨũĬШĤĲШċШũŔƻĲШƚƣċƣƨƚШƣƖċĦťĲƖШƣőċƣШċũũŸƽƚШċШĦƨƚƣŸůĲƖШƣŸШƚĲĲШƽőĲƖĲШƣőĲŔƖШ
ĦũċŔůШŔƚШċƣШċŰǃШŊŔƻĲŰШůŸůĲŰƣШċũŸŰŊШƣőĲШŢŸƨƖŰĲǃЮШШ 

ÑőĲШƚƣċƣŔĦШůċƓƚШċƖĲШĦũŸƚĲШƣŸШĦŸůƓũĲƣŔŸŰЯШĤƨƣШůŸƖĲШƖĲƚĲċƖĦőШŔƚШŰĲĦĲƚƚċƖǃШƣŸШĬĲƣĲƖůŔŰĲШőŸƽШƽĲШĦŸƨũĬШ
ŸƓĲƖċƣŔŸŰċũŔǍĲШċШũŔƻĲШƻĲƖƚŔŸŰШŸŉШċШĦƨƚƣŸůĲƖШŢŸƨƖŰĲǃШůċƓШƣőċƣШĦƨƚƣŸůĲƖƚШƽŸƨũĬШǯŰĬШőĲũƓŉƨũШċŰĬШ
ŔŰƚƣƖƨĦƣŔƻĲЮШ 

9ŸƚƣаШÑ7?ШƨƓŸŰШǯŰĬŔŰŊШċŰШċƓƓƖŸƓƖŔċƣĲШfÑШƚŸũƨƣŔŸŰШƽŔƣőШŸƨƖШƚǃƚƣĲůШƻĲŰĬŸƖ 
ÑŔůŔŰŊаШÑőĲШƚƣċƣŔĦШĦũċŔůШƣƖċĦťĲƖШƓƖŸŢĲĦƣШƽŔũũШĤĲŊŔŰШƖŔŊőƣШċƽċǃШċŰĬШƣċťĲШΜрΣШůŸŰƣőƚШƣŸШũċƨŰĦőШŉŸƖШ
ĦƨƚƣŸůĲƖƚЮШÑőĲШљũŔƻĲњШĦũċŔůШƣƖċĦťĲƖШƽŔũũШƣċťĲШΝΞҼШůŸŰƣőƚШƣŸШĬĲƻĲũŸƓЮ 

 



 

ΞΜΞΣШ§E?Ш9ƨƚƣŸůĲƖШÉĲƖƻŔĦĲШѼШìŸƖťŉŸƖĦĲШÉƣƖċƣĲŊŔĲƚШĦƣŔŸŰШÂũċŰШШШ҇ШШШÂċŊĲШΠΣ 

Â ÅÑШ9аШÖ E~Âx§ò~E ÑШf ÉÖÅ  9E 
ÉÖ~~ Åò 
¶ ыÖfШΝьШEƚƣŔůċƣĲĬШìċŔƣШÑŔůĲƚ 
¶ ыÖfШΞьШÑƖċŔŰŔŰŊШŉŸƖШÖfШ9ƨƚƣŸůĲƖƚ 
¶ ыÖfШΟьШ9ƨƚƣŸůĲƖШ9őĲĦťũŔƚƣШċŰĬШ?ƨĲШ?ċƣĲШÅĲƚŸƨƖĦĲƚ ШШ 
¶ ыÖfШΠьШÂŔũŸƣШċŰШ ƓƓŸŔŰƣůĲŰƣр7ċƚĲĬШ§ƨƣĤŸƨŰĬШ9ċũũШÉǃƚƣĲůШ 
¶ ыÖfШΡьШÉƣƖĲċůũŔŰĲШfĬĲŰƣŔƣǃШéĲƖŔǯĦċƣŔŸŰШÂƖŸĦĲƚƚĲƚШ 
¶ ыÖfШΣьШfůƓƖŸƻĲШEǂƓŔƖĲĬШÑċƚťШ9ŸůůƨŰŔĦċƣŔŸŰШ 
¶ ыÖfШΤьШxċƨŰĦőШċШљ]ƖċĦĲШÂĲƖŔŸĬњШƣŸШ9ŸůƓũĲƣĲШÅĲƕƨŔƖĲůĲŰƣƚ 
¶ ыÖfШΥьШfŰƣĲŊƖċƣĲШÖfШċŰĬШì§Ш~ŸĬĲƖŰŔǍĲĬШÉǃƚƣĲůƚШ 
¶ ыÖfШΦьШÅĲĬĲƚŔŊŰШƣőĲШ9ũċŔůШÅĲƚƣċƖƣШÂƖŸĦĲƚƚШ 
¶ ыÖfШΝΜьШÖƓĬċƣĲШ[ċĦƣр[ŔŰĬŔŰŊШÄƨĲƚƣŔŸŰŰċŔƖĲƚШ 
¶ ыÖfШΝΝьШÑĲƚƣШƓƓŸŔŰƣůĲŰƣƚШŉŸƖШ ĬŢƨĬŔĦċƣŔŸŰ 
¶ ыÖfШΝΞьШÂƖŸŊƖċůШEǭĲĦƣŔƻĲŰĲƚƚШĦƣŔŸŰƚ  
¶ ыÖfШΝΟьШ[ŔƖƚƣр9ċũũШÅĲƚŸũƨƣŔŸŰШÅċƣĲШÑƖċĦťŔŰŊШ 
¶ ыÖfШΝΠьШÅĲĬĲǯŰĲШ[ƖċŰĦĲƚШfŰŔƣŔċũШ?ċƣĲШŸŉШ?ĲƣĲĦƣŔŸŰ 
¶ ыÖfШΝΡьШÅĲƻŔĲƽШċŰĬШÖƓĬċƣĲШÖfШxċƽƚШċŰĬШÅƨũĲƚ 

7ċĦťŊƖŸƨŰĬ 

ÑőĲШÖŰĲůƓũŸǃůĲŰƣШfŰƚƨƖċŰĦĲШыÖfьШÂƖŸŊƖċůШĦŸŰƣƖŔĤƨƣĲƚШƣŸШ§E?ќƚШůŔƚƚŔŸŰШĤǃШƓƖŸƻŔĬŔŰŊШƚőŸƖƣрƣĲƖůШ
ĲĦŸŰŸůŔĦШƖĲũŔĲŉШƣŸШĲũŔŊŔĤũĲШƽŸƖťĲƖƚШƽőŸШċƖĲШƨŰĲůƓũŸǃĲĬШƣőƖŸƨŊőШŰŸШŉċƨũƣШŸŉШƣőĲŔƖШŸƽŰЮШÑőĲШƓƖŸŊƖċůШŔƚШċШ
ŉĲĬĲƖċũрƚƣċƣĲШƓċƖƣŰĲƖƚőŔƓШƽŔƣőШƣőĲШÖЮÉЮШ?ĲƓċƖƣůĲŰƣШŸŉШxċĤŸƖЯШĲƚƣċĤũŔƚőĲĬШŔŰШΝΦΟΡЮШ 

ÑőĲШƓƖŸŊƖċůќƚШťĲǃШĦƨƚƣŸůĲƖƚШċƖĲаШ 

¶ 9ũċŔůċŰƣƚШƽőŸШċƓƓũǃШŉŸƖШĤĲŰĲǯƣƚШĬƨƖŔŰŊШƓĲƖŔŸĬƚШŸŉШƨŰĲůƓũŸǃůĲŰƣЮШ 
¶ EůƓũŸǃĲƖƚЯШƽőŸƚĲШƣċǂĲƚШŉƨŰĬШƣőĲШƣƖƨƚƣШŉƨŰĬШƣőċƣШƓċǃƚШŸƨƣШĤĲŰĲǯƣƚШċŰĬШƽőŸШƚƨƓƓũǃШƻŔƣċũШ
ŔŰŉŸƖůċƣŔŸŰШƣőċƣШőĲũƓƚШƣŸШĲƚƣċĤũŔƚőШĦũċŔůċŰƣƚќШĲũŔŊŔĤŔũŔƣǃШŉŸƖШĤĲŰĲǯƣƚЮ  

7ċƚŔĦШ[ċĦƣƚ  

¶ ΠΡΝШ[ÑE  
o ÖfШ ĬůŔŰаШΠШ[ÑE 
o ÖfШ7ĲŰĲǯƣƚаШΠΜΦШ[ÑEШŸƖŊċŰŔǍĲĬШŔŰƣŸаШ§ƓĲƖċƣŔŸŰƚШыΠШ[ÑEьЯШ9ũċŔůƚШыΝΞΟШ[ÑEьЯШ ĬŢƨĬŔĦċƣŔŸŰШыΝΜΟШ
[ÑEьЯШ7ĲŰĲǯƣШÂċǃůĲŰƣШ9ŸŰƣƖŸũШыΥΥШ[ÑEьЯШċŰĬШ7ĲŰĲǯƣШÉĲƖƻŔĦĲƚШыΦΝШ[ÑEь 

o ÖfШ§ÂÉаШΟΥШ[ÑEШŸƖŊċŰŔǍĲĬШŔŰƣŸаШ§ƓĲƖċƣŔŸŰƚШыΟШ[ÑEьЯШÂŸũŔĦǃШыΝΦШ[ÑEьЯШċŰĬШ9ŸůƓũŔċŰĦĲШыΝΣШ
[ÑEь  

¶ ҘΝΠΥШůŔũũŔŸŰШċŰŰƨċũШĤƨĬŊĲƣ  

9ƨƖƖĲŰƣШÖfШĦƨƚƣŸůĲƖШƚĲƖƻŔĦĲШƓĲƖŉŸƖůċŰĦĲ 



 

ΞΜΞΣШ§E?Ш9ƨƚƣŸůĲƖШÉĲƖƻŔĦĲШѼШìŸƖťŉŸƖĦĲШÉƣƖċƣĲŊŔĲƚШĦƣŔŸŰШÂũċŰШШШ҇ШШШÂċŊĲШΠΤ 

ƣШŔƣƚШĦŸƖĲЯШƣőĲШƓƖŸŊƖċůќƚШƓƨƖƓŸƚĲШŔƚШƣŸШƓƖŸĦĲƚƚШĦũċŔůƚШċŰĬШŔƚƚƨĲШƓċǃůĲŰƣƚШуШŸƖШĬĲŰǃШĤĲŰĲǯƣƚШуШƕƨŔĦťũǃШ
ċŰĬШċĦĦƨƖċƣĲũǃЮШÑőĲШƓƖŸŊƖċůШŸŉƣĲŰШƖĲƕƨŔƖĲƚШĦƨƚƣŸůĲƖƚШƣŸШƓƖŸƻŔĬĲШċĬĬŔƣŔŸŰċũШŔŰŉŸƖůċƣŔŸŰШƚŸШƣőċƣШƚƣċǭШĦċŰШ
ůċťĲШĬĲĦŔƚŔŸŰƚШċĤŸƨƣШĦũċŔůċŰƣƚќШĲũŔŊŔĤŔũŔƣǃЮШ9ũċŔůċŰƣƚШċũƚŸШĦŸŰƣċĦƣШƣőĲШƓƖŸŊƖċůШĤĲĦċƨƚĲШƣőĲǃШőċƻĲШ
ƕƨĲƚƣŔŸŰƚШċĤŸƨƣШƣőĲŔƖШĦũċŔůƚШċŰĬШƓċǃůĲŰƣƚЮШ 

ÑőĲШƓƖŸŊƖċůШċŰƚƽĲƖƚШċƓƓƖŸǂŔůċƣĲũǃШΠΜӖШŸŉШĦċũũƚШƣőċƣШĲŰƣĲƖШŔƣƚШƕƨĲƨĲƚЮШÅĲĦŸƖĬĲĬШůĲƚƚċŊĲƚШċŰĬШƓƖŸůƓƣƚШ
ĤċƚĲĬШŸŰШƨƚĲƖШƚĲũĲĦƣŔŸŰƚШƚƨŊŊĲƚƣШĦċũũĲƖƚШƨƚĲШƚĲũŉрƚĲƖƻŔĦĲШŸƓƣŔŸŰƚЮШ9ċũũƚШƣőċƣШĲǂĦĲĲĬШƣőĲШĦċũũĲƖШƣőƖĲƚőŸũĬШ
ƖĲĦĲŔƻĲШċШљŉċƚƣрĤƨƚǃњШƚŔŊŰċũШċŰĬШċƖĲŰќƣШċŰƚƽĲƖĲĬШŸƖШċĬĬĲĬШƣŸШƣőĲШőŸũĬШƕƨĲƨĲЮШ§ŉШƣőĲШĦċũũƚШƣőċƣШċƖĲШ
ċŰƚƽĲƖĲĬЯШĦƨƚƣŸůĲƖƚШƖŸƨƣŔŰĲũǃШƽċŔƣШċŰШċƻĲƖċŊĲШŸŉШΝЮΠШőŸƨƖƚШŸŰШőŸũĬЮШ ƓƓƖŸǂŔůċƣĲũǃШΝЮΝӖШŸŉШĦċũũƚШċƖĲШ
ĬŔƚĦŸŰŰĲĦƣĲĬШċƣШƣőĲШĲŰĬШŸŉШƣőĲШƽŸƖťĬċǃШƽŔƣőŸƨƣШƚƣċǭШċŰƚƽĲƖŔŰŊШƣőĲШĦċũũЮ 

ĤŸƨƣШΣΜӖШŸŉШĦƨƚƣŸůĲƖƚШƽőŸШƖĲƕƨĲƚƣШċШũŔƻĲШĦőċƣШŸŰШ[ƖċŰĦĲƚШ§ŰũŔŰĲШƽċŔƣШΟΜШůŔŰƨƣĲƚШŸƖШũĲƚƚЯШőŸƽĲƻĲƖШ
ůċŰǃШĦƨƚƣŸůĲƖƚШĦċŰШƽċŔƣШƨƓШƣŸШƣƽŸШőŸƨƖƚШĤĲŉŸƖĲШƖĲĦĲŔƻŔŰŊШċƚƚŔƚƣċŰĦĲЮШĦĦĲƚƚШƣŸШũŔƻĲШĦőċƣШŔƚШũŔůŔƣĲĬШŔŉШ
őŸũĬШƣŔůĲƚШĲǂĦĲĲĬШƣƽŸШőŸƨƖƚЮШ 

9ƨƚƣŸůĲƖƚШĦċŰШƚĲŰĬШůĲƚƚċŊĲƚШƣőƖŸƨŊőШ[ƖċŰĦĲƚШ§ŰũŔŰĲШċŰĬШƣőĲШ9ŸŰƣċĦƣШÖƚШŉŸƖůЮШÉƣċǭШƖĲƚƓŸŰĬШƣŸШΡΜр
ΣΜӖШŸŉШƣőĲƚĲШůĲƚƚċŊĲƚШƽŔƣőŔŰШǯƻĲШĤƨƚŔŰĲƚƚШĬċǃƚЮ  

ÑőĲШƓƖŸŊƖċůќƚШƓĲƖŉŸƖůċŰĦĲШŊĲŰĲƖċũũǃШŔůƓƖŸƻĲƚШĬƨƖŔŰŊШƚĲċƚŸŰċũũǃШũŸƽШƽŸƖťũŸċĬШƣŔůĲƚЯШƣǃƓŔĦċũũǃШŔŰШƣőĲШ
ƚƨůůĲƖЮШfƣШƽŸƖƚĲŰƚШĬƨƖŔŰŊШƚĲċƚŸŰċũũǃШőŔŊőШƽŸƖťũŸċĬШƣŔůĲƚЯШƣǃƓŔĦċũũǃШċƣШĲċĦőШƕƨċƖƣĲƖШĦőċŰŊĲЯШĬƨƖŔŰŊШ
ƚĦőŸŸũШƖĲĦĲƚƚШƓĲƖŔŸĬƚЯШċŰĬШĤĲƣƽĲĲŰШůŔĬр ŸƻĲůĤĲƖШċŰĬШĲċƖũǃШ~ċƖĦőШĲċĦőШǃĲċƖЮШÑőĲШŉŸũũŸƽŔŰŊШŊƖċƓőШ
ƚőŸƽƚШƣőĲШŉŸƖĲĦċƚƣШŉŸƖШƣőĲШΞΜΞΡрΞΣШƽŔŰƣĲƖШƽŸƖťũŸċĬЮ  

 

  

[ŔŊƨƖĲЮΤдЮÖŰĲůƓũŸǃůĲŰƣЮfŰƚƨƖċŰĦĲЮfŰŔƣŔċũЮ9ũċŔůƚЮŉŸƖĲĦċƚƣЮёƚőŸƽŰЮċƣЮċЮƽĲĲťũǃЮŔŰƣĲƖƻċũђ  
 

9őċũũĲŰŊĲƚ 

ŰǃШŔŰĦƖĲċƚĲШŔŰШƽŸƖťũŸċĬШůĲċŰƚШůŸƖĲШĦũċŔůƚШƣŸШƓƖŸĦĲƚƚЯШůŸƖĲШċĬŢƨĬŔĦċƣŔŸŰƚЯШůŸƖĲШĦċũũƚЯШůŸƖĲШ[ƖċŰĦĲƚШ
ƚǃƚƣĲůШůĲƚƚċŊĲƚЯШċŰĬШůŸƖĲШũŔƻĲШĦőċƣƚЯШċũũШƽŔƣőШƣőĲШƚċůĲШƚƣċǭШũĲƻĲũƚЮ ÑőŔƚШƖĲƕƨŔƖĲƚШÖfШƣŸШŔŰŰŸƻċƣĲЯШ
ċƨƣŸůċƣĲЯШċŰĬШǯŰĬШĲǭŔĦŔĲŰĦŔĲƚЮ 

ÉĲƻĲƖċũШŉċĦƣŸƖƚШőċƻĲШĦŸŰƣƖŔĤƨƣĲĬШƣŸШƣőĲШƓƖŸŊƖċůќƚШƖĲĦĲŰƣШƓĲƖŉŸƖůċŰĦĲШċŰĬШőĲũƓШĲǂƓũċŔŰШƖĲĦĲŰƣШƣƖĲŰĬƚЯШ
ĤĲŊŔŰŰŔŰŊШƽŔƣőШŉƨŰĬŔŰŊЮШÑőĲШŉĲĬĲƖċũШŉƨŰĬŔŰŊШůŸĬĲũШŸŰũǃШƓċƖƣŔċũũǃШŉƨŰĬƚШƚƣċƣĲШƓƖŸŊƖċůƚШċŰĬШĬŸĲƚŰќƣШ
ĦŸŰƚŔĬĲƖШŸŰŊŸŔŰŊШĦŸƚƣƚШƚƨĦőШċƚШƨƓĬċƣĲƚШƣŸШƚǃƚƣĲůƚШċŰĬШƣĲĦőŰŸũŸŊǃЯШƣƖċŰƚũċƣŔŸŰƚЯШċƓƓĲċũƚЯШŸƖШƚƣċǭŔŰŊШ



 

ΞΜΞΣШ§E?Ш9ƨƚƣŸůĲƖШÉĲƖƻŔĦĲШѼШìŸƖťŉŸƖĦĲШÉƣƖċƣĲŊŔĲƚШĦƣŔŸŰШÂũċŰШШШ҇ШШШÂċŊĲШΠΥ 

ĦŸƚƣШŔŰĦƖĲċƚĲƚШĬƨĲШƣŸШƓċǃШĲƕƨŔƣǃШċŰĬШĦŸƚƣШŸŉШũŔƻŔŰŊЮШÑőĲƚĲШĬĲǯĦŔĲŰĦŔĲƚШƖĲƚƨũƣШŔŰШÖfШĤĲŔŰŊШŉĲĬĲƖċũũǃШŉƨŰĬĲĬШ
ċƣШċШŉƖċĦƣŔŸŰШŸŉШƣőĲШċůŸƨŰƣШŰĲĲĬĲĬШƣŸШƓƖŸĦĲƚƚШĦũċŔůƚЯШũĲƣШċũŸŰĲШƓƖŸƻŔĬĲШƣőĲШũĲƻĲũШŸŉШĦƨƚƣŸůĲƖШƚƨƓƓŸƖƣШ
§ƖĲŊŸŰŔċŰƚШŰĲĲĬШċŰĬШĬĲƚĲƖƻĲЮ  

ÑőĲШĬŔƻĲƖƚŔǯĦċƣŔŸŰШŸŉШĦƨƚƣŸůĲƖШĦŸŰƣċĦƣШŸƓƣŔŸŰƚШőċƚШċũƚŸШŰĲŊċƣŔƻĲũǃШċǭĲĦƣĲĬШƓĲƖŉŸƖůċŰĦĲЮШÑőĲШƓƖŸŊƖċůШ
ċũũŸƽƚШĦƨƚƣŸůĲƖƚШƣŸШƨƚĲШũŔƻĲШĦőċƣЯШċШƻŔƖƣƨċũШĦőċƣĤŸƣШċƚƚŔƚƣċŰƣЯШċŰĬШ[ƖċŰĦĲƚѣƚШůĲƚƚċŊŔŰŊШƓũċƣŉŸƖůƚШŔŰШ
ċĬĬŔƣŔŸŰШƣŸШĦċũũŔŰŊЮШ?ĲƓĲŰĬŔŰŊШŸŰШƣőĲШĬċǃЯШƣőĲШÖfШÂƖŸŊƖċůШőċƚШĤĲƣƽĲĲŰШΤΥШċŰĬШΝΠΞШƚƣċǭШƽŸƖťŔŰŊШŸŰШ
ŔŰĤŸƨŰĬШĦƨƚƣŸůĲƖШƚƨƓƓŸƖƣЮШfŰШƣőĲШƓċƚƣЯШůŸƚƣШƚƣċǭШƽĲƖĲШċƚƚŔŊŰĲĬШƣŸШċŰƚƽĲƖШŔŰĤŸƨŰĬШƓőŸŰĲШĦċũũƚЯШőĲũƓŔŰŊШ
ƣőĲШÖfШċŰƚƽĲƖШůŸƚƣШĦċũũƚШŔŰШũĲƚƚШƣőċŰШΟΜШůŔŰƨƣĲƚЮШ 

ÑőĲШċĬĬŔƣŔŸŰċũШċƻĲŰƨĲƚШƣŸШĦŸŰƣċĦƣШƨƚШŊċƻĲШĦƨƚƣŸůĲƖƚШůŸƖĲШŸƓƣŔŸŰƚЯШċŰĬШůċŰǃШŰŸƽШƨƚĲШůƨũƣŔƓũĲЯШ
ƚŔůƨũƣċŰĲŸƨƚШĦőċŰŰĲũƚШƣŸШĦŸŰƣċĦƣШÖfШƖċƣőĲƖШƣőċŰШƚĲũĲĦƣŔŰŊШŢƨƚƣШŸŰĲШŸŉШƣőĲШċƻċŔũċĤũĲШŸƓƣŔŸŰƚЮШÑőŔƚШċĬĬĲĬШ
ƣĲŰƚШŸŉШƣőŸƨƚċŰĬƚШŸŉШƽŸƖťШŔƣĲůƚШċŰĬШĦƨƚƣŸůĲƖШĦŸŰƣċĦƣƚШƣŸШƣőĲШƚƣċǭќƚШůŸŰƣőũǃШƽŸƖťũŸċĬЯШƽŔƣőŸƨƣШċШ
ĦŸƖƖĲƚƓŸŰĬŔŰŊШŔŰĦƖĲċƚĲШŔŰШƖĲƚŸƨƖĦĲƚШƣŸШőċŰĬũĲШƣőĲШƽŸƖťЮШ 

ÖfШŔƚШċƽċƖĲШŸŉШƣőĲШĦƨƖƖĲŰƣШċŰĬШőŔƚƣŸƖŔĦċũШĬŔǭŔĦƨũƣŔĲƚШƣőċƣШĦƨƚƣŸůĲƖƚШőċƻĲШċĦĦĲƚƚŔŰŊШƚĲƖƻŔĦĲƚЯШċŰĬШőċƚШ
ƨŰĬĲƖƣċťĲŰШůċŰǃШĲǭŸƖƣƚШƣŸШŔůƓƖŸƻĲШƚĲƖƻŔĦĲƚЯШŔŰĦũƨĬŔŰŊаШ 

¶ ~ŸĬĲƖŰŔǍŔŰŊШƚǃƚƣĲůƚШƣŸШĦƖĲċƣĲШċШůŸƖĲШƨƚĲƖрŉƖŔĲŰĬũǃШĦƨƚƣŸůĲƖШƓŸƖƣċũ 
¶ ƨƣŸůċƣŔŰŊШƓƖŸĦĲƚƚĲƚШƣŸШƚƓĲĲĬШĬĲĦŔƚŔŸŰƚШŸŰШĲũŔŊŔĤŔũŔƣǃШ 
¶ ÖƓĬċƣŔŰŊШũċŰŊƨċŊĲШŔŰШƽĲĲťũǃШĦĲƖƣŔǯĦċƣŔŸŰШƕƨĲƚƣŔŸŰƚШĤċƚĲĬШŸŰШŉĲĲĬĤċĦťШƣőċƣШƣőĲШũċŰŊƨċŊĲШƽċƚШ
ĦŸŰŉƨƚŔŰŊ 

¶ ÅĲƻŔƚŔŰŊШċŰĬШĦŸŰƚŸũŔĬċƣŔŰŊШĦŸŰƣĲŰƣШƚŸШĦƨƚƣŸůĲƖƚШĦċŰШǯŰĬШƓũċŔŰШũċŰŊƨċŊĲШŊƨŔĬċŰĦĲШŸŰШŸŰĲШ
ƽĲĤƚŔƣĲ 

¶ ÖƓĬċƣŔŰŊШƣőĲШÖfШ7ĲŰĲǯƣƚШÅĲƚŸƨƖĦĲШ]ƨŔĬĲШŉŸƖШƚƣċǭ 
¶ ĬĬŔŰŊШ[ƖċŰĦĲƚШůĲƚƚċŊŔŰŊЯШũŔƻĲШĦőċƣЯШċŰĬШĦőċƣĤŸƣШŸƓƣŔŸŰƚШƣŸШŔůƓƖŸƻĲШĦƨƚƣŸůĲƖƚќШċĦĦĲƚƚШƣŸШ
ŔŰŉŸƖůċƣŔŸŰ 

¶ ÖƚŔŰŊШŉƖċƨĬШƖŔƚťШċŰċũǃƣŔĦƚЯШƚĲĦƨƖŔƣǃШĦŸŰƣƖŸũƚЯШċŰĬШĬĲƻŔĦĲШǯŰŊĲƖƓƖŔŰƣŔŰŊШƣŸШůċťĲШƣőĲШƚǃƚƣĲůШůŸƖĲШ
ƚĲĦƨƖĲШƽőŔũĲШĬĲĦƖĲċƚŔŰŊШĤċƖƖŔĲƖƚШƣŸШċĦĦĲƚƚ 

¶ fůƓũĲůĲŰƣŔŰŊШċШĦŸůƓƖĲőĲŰƚŔƻĲШċŰċũǃƚŔƚШŸŉШƣőĲШŸŰũŔŰĲШĲŰƻŔƖŸŰůĲŰƣШĤǃШċĦĦĲƚƚŔĤŔũŔƣǃШĲŰŊŔŰĲĲƖƚШ
ƽőŔũĲШŔŰƣĲŊƖċƣŔŰŊШƨƚĲƖШċŰĬШƨƚċĤŔũŔƣǃШƣĲƚƣŔŰŊШůĲƣőŸĬŸũŸŊǃ 

¶ ÉƣƖĲċůũŔŰŔŰŊШĦŸŰƣċĦƣШĦĲŰƣĲƖШŸƓĲƖċƣŔŸŰƚШĤǃШŸƓƣŔůŔǍŔŰŊШƣĲũĲĦŸůШƚǃƚƣĲůШƖŸƨƣŔŰŊЯШĬĲũŔƻĲƖǃЯШċŰĬШ
ƽƖċƓƓŔŰŊ 

~ŸƖĲШŔƚШŰĲĲĬĲĬШƣŸШŔůƓƖŸƻĲШĦƨƚƣŸůĲƖШƚĲƖƻŔĦĲШċŰĬШƣőĲШċƽċƖĲŰĲƚƚШŸŉШċƻċŔũċĤũĲШƚĲũŉрƚĲƖƻŔĦĲШƣŸŸũƚЮШÑőĲШ
ƓƖŸŊƖċůШĦŸŰƣŔŰƨĲƚШƣŸШĲĬƨĦċƣĲШƣőĲШƓƨĤũŔĦШċŰĬШŔůƓƖŸƻĲШƣőĲШĦƨƚƣŸůĲƖШĲǂƓĲƖŔĲŰĦĲЮ ÂƖŸŊƖċůШũĲċĬĲƖƚШċƖĲШ
ĲǂĦŔƣĲĬШƣŸШƓƨƖƚƨĲШƣőĲШċĦƣŔŸŰƚШŔŰШƣőŔƚШƓũċŰШċŰĬШƽŔũũШŰŸƣШĤĲШƚċƣŔƚǯĲĬШƨŰƣŔũШƣőĲǃШĦŸŰƚŔƚƣĲŰƣũǃШĲǂĦĲĲĬШċũũШ
ĦƨƚƣŸůĲƖШƚĲƖƻŔĦĲШĲǂƓĲĦƣċƣŔŸŰƚЮШ  



 

ΞΜΞΣШ§E?Ш9ƨƚƣŸůĲƖШÉĲƖƻŔĦĲШѼШìŸƖťŉŸƖĦĲШÉƣƖċƣĲŊŔĲƚШĦƣŔŸŰШÂũċŰШШШ҇ШШШÂċŊĲШΠΦ 

9ÖÉÑ§~EÅШÉEÅéf9EШ9Ñf§ É 

(UI 1) Estimated Wait Times (prioritized/in progress) 

 

fůƓũĲůĲŰƣШĤƖĲċťƣőƖŸƨŊőШƓőŸŰĲШƚǃƚƣĲůШůĲƚƚċŊŔŰŊШċŰĬШŸŰũŔŰĲШƨƓĬċƣĲƚШƣőċƣШĦŸŰƻĲǃШŔŰŉŸƖůċƣŔŸŰШƣŸШ
ĦƨƚƣŸůĲƖƚШċĤŸƨƣШƣőĲШÖfШÂƖŸŊƖċůќƚШĲƚƣŔůċƣĲĬШƽċŔƣШƣŔůĲƚШŉŸƖШĦċũũƚШƣŸШĤĲШċŰƚƽĲƖĲĬЯШũŔƻĲШĦőċƣƚЯШċŰĬШ
ƓƖŸĦĲƚƚŔŰŊШƣŔůĲƚШŉŸƖШƻċƖŔŸƨƚШĦũċŔůШċŰĬШċĬŢƨĬŔĦċƣŔŸŰШƽŸƖťШŔƣĲůƚЮШ 

ÑőĲШǯƖƚƣШƚƣĲƓШƽŔũũШĤĲШŔĬĲŰƣŔŉǃŔŰŊШċŰШċƓƓƖŸƓƖŔċƣĲШfÑШƚŸũƨƣŔŸŰШƣőċƣШƽŔũũШċũũŸƽШƣőĲШƓƖŸŊƖċůШƣŸШĦŸůůƨŰŔĦċƣĲШ
ċĦĦƨƖċƣĲШŔŰŉŸƖůċƣŔŸŰШƣŸШĦƨƚƣŸůĲƖƚЮШÖfШőċƚШƓƖĲƻŔŸƨƚũǃШƓƖŸƻŔĬĲĬШĤƖĲċťƣőƖŸƨŊőШůĲƚƚċŊŔŰŊШċĤŸƨƣШĲƚƣŔůċƣĲĬШ
ƽċŔƣШƣŔůĲƚЮШ?ƨĲШƣŸШĦŸŰƚƣƖċŔŰƣƚШċƚƚŸĦŔċƣĲĬШƽŔƣőШƣőĲШŸũĬШƓőŸŰĲШƕƨĲƨĲŔŰŊШĦŸŰǯŊƨƖċƣŔŸŰЯШƽċŔƣШƣŔůĲШůĲƚƚċŊĲƚШ
ƣŸШĦƨƚƣŸůĲƖƚШƽĲƖĲШƚŔŊŰŔǯĦċŰƣũǃШŔŰċĦĦƨƖċƣĲЯШũĲċĬŔŰŊШƣŸШĦƨƚƣŸůĲƖШĦŸůƓũċŔŰƣƚШċŰĬШĬŔƚƚċƣŔƚŉċĦƣŔŸŰЮШƚШƽĲШ
ƽĲƖĲШƨŰċĤũĲШƣŸШċĬŢƨƚƣШƣőĲШƓőŸŰĲШƚǃƚƣĲůШƣŸШƓƖŸƻŔĬĲШċĦĦƨƖċƣĲШĲƚƣŔůċƣĲƚЯШƽĲШƖĲůŸƻĲĬШƣőĲШĲƚƣŔůċƣĲƚШƖċƣőĲƖШ
ƣőċŰШĦŸŰƣŔŰƨĲШƣŸШůŔƚŔŰŉŸƖůШċŰĬШŉƖƨƚƣƖċƣĲШĦƨƚƣŸůĲƖƚЮШ 

ÑőŔƚШƽŸƖťШĲǭŸƖƣШƽŸƨũĬШĬĲƓĲŰĬШŸŰШőċƻŔŰŊШƣőĲШƣĲĦőŰŸũŸŊŔĦċũШċĤŔũŔƣǃШƣŸШĲŰƚƨƖĲШƣőċƣШƣőĲШőŸũĬШƣŔůĲШŔŰŉŸƖůċƣŔŸŰШ
ƓƖŸƻŔĬĲĬШŔƚШċĦĦƨƖċƣĲШƽŔƣőŔŰШċШƖĲċƚŸŰċĤũĲШůċƖŊŔŰЯШƚŔŰĦĲШƓƖŸƻŔĬŔŰŊШŔŰċĦĦƨƖċƣĲШĲƚƣŔůċƣĲƚШƽŸƨũĬШĤĲШůŸƖĲШ
ĬĲƣƖŔůĲŰƣċũШƣőċŰШƓƖŸƻŔĬŔŰŊШŰŸШŔŰŉŸƖůċƣŔŸŰШċƣШċũũЮШ ĬĬŔƣŔŸŰċũШƚƣĲƓƚШŔŰĦũƨĬĲШŔĬĲŰƣŔŉǃŔŰŊШƚƓĲĦŔǯĦШƨƚĲШĦċƚĲƚШ
ċŰĬШċƚƚŸĦŔċƣĲĬШĦŸƚƣƚЯШċƚШƽĲũũШċƚШŔĬĲŰƣŔŉǃŔŰŊШċШŉƨŰĬŔŰŊШƚŸƨƖĦĲШƣŸШƚƨƓƓŸƖƣШƣőŔƚШƽŸƖťЮШÑőŔƚШƓƖŸŢĲĦƣШĦŸƨũĬШ
ŔŰĦũƨĬĲШŔƣĲůƚШƚƨĦőШċƚШƽċŔƣШƣŔůĲƚШŉŸƖШĦċũũƚШƣŸШĤĲШċŰƚƽĲƖĲĬЯШũŔƻĲШĦőċƣШƽċŔƣШƣŔůĲƚЯШċŰĬШƓƖŸĦĲƚƚŔŰŊШƣŔůĲƚШŉŸƖШ
ƻċƖŔŸƨƚШÖfШƽŸƖťШŔƣĲůƚЮШÑőĲШĲƚƣŔůċƣĲĬШƣŔůĲũŔŰĲШŸŉШƣőŔƚШƽŸƖťШĲǭŸƖƣШŔƚШĬĲƓĲŰĬĲŰƣШƨƓŸŰШǯŰĬŔŰŊШċŰШ
ċƓƓƖŸƓƖŔċƣĲШfÑШƚŸũƨƣŔŸŰЮШ 

9ŸƚƣаШÑ7?ШƨƓŸŰШǯŰĬŔŰŊШċŰШċƓƓƖŸƓƖŔċƣĲШfÑШƚŸũƨƣŔŸŰ 
ÑŔůŔŰŊаШΝΞҼШůŸŰƣőƚ 

(UI 2) Training for UI Customers  

 

ÉƨƖƻĲǃƚШŔŰĬŔĦċƣĲШƣőċƣШÖfШĦƨƚƣŸůĲƖƚЯШŔŰĦũƨĬŔŰŊШĦũċŔůċŰƣƚЯШĲůƓũŸǃĲƖƚЯШċŰĬШƓċƖƣŰĲƖƚЯШŰĲĲĬШċĬĬŔƣŔŸŰċũШ
ƣƖċŔŰŔŰŊШŔŰШÖfШĤċƚŔĦƚЯШƨƚĲШŸŉШĦŸůƓƨƣĲƖƚЯШċŰĬШƨƚĲШŸŉШ[ƖċŰĦĲƚШ§ŰũŔŰĲЮШÑőŔƚШƓƖŸŢĲĦƣШƽŸƨũĬШŉŸĦƨƚШŸŰШƚƣƨĬǃŔŰŊШ
ƣőĲШŉĲċƚŔĤŔũŔƣǃШŸŉШƓƖŸƻŔĬŔŰŊШƣƖċŔŰŔŰŊШŉŸƖШÖfШĦƨƚƣŸůĲƖƚЯШŔŰĦũƨĬŔŰŊаШ 

ΝЮ fĬĲŰƣŔŉǃŔŰŊШƚƨĤŢĲĦƣШůċƣƣĲƖƚШƣőċƣШƽŸƨũĬШůŸƚƣШĤĲŰĲǯƣШÖfШĦƨƚƣŸůĲƖƚЮШ 
ΞЮ fĬĲŰƣŔŉǃŔŰŊШƣőĲШůŸƚƣШĲǭĲĦƣŔƻĲШůĲƣőŸĬƚШƣőƖŸƨŊőШƽőŔĦőШƣƖċŔŰŔŰŊШĦċŰШĤĲШĬĲũŔƻĲƖĲĬЮ 
ΟЮ ÂċƖƣŰĲƖŔŰŊШƽŔƣőШì§ШŸŰШĦŸůƓƨƣĲƖШĤċƚŔĦƚШƣƖċŔŰŔŰŊЮ 
ΠЮ ÖƚĲШŸŉШ[ƖċŰĦĲƚШ§ŰũŔŰĲЮ 
ΡЮ ìĲĤŔŰċƖƚШŸŰШÖfШĤċƚŔĦƚШŉŸƖШĦũċŔůċŰƣƚЯШĲůƓũŸǃĲƖƚЯШċŰĬШƓċƖƣŰĲƖƚЮШ 

9ŸƚƣаШ9ċŰШĤĲШċĤƚŸƖĤĲĬШƽŔƣőШĲǂŔƚƣŔŰŊШƖĲƚŸƨƖĦĲƚ 
ÑŔůŔŰŊаШΝΞҼШůŸŰƣőƚ 

 



 

ΞΜΞΣШ§E?Ш9ƨƚƣŸůĲƖШÉĲƖƻŔĦĲШѼШìŸƖťŉŸƖĦĲШÉƣƖċƣĲŊŔĲƚШĦƣŔŸŰШÂũċŰШШШ҇ШШШÂċŊĲШΡΜ 

(UI 3) Customer Checklist and Due Date Resources   

 

EǂƓĲƖƣƚШƽŔũũШƖĲƻŔĲƽШƖĲƚŸƨƖĦĲƚШĦƨƖƖĲŰƣũǃШċƻċŔũċĤũĲШƣŸШĲŰƚƨƖĲШƣőĲǃШċƖĲШċĦĦƨƖċƣĲШċŰĬШĲċƚǃШƣŸШŉŸũũŸƽЯШƚƨĦőШċƚШ
ĦőĲĦťũŔƚƣƚШŸŉШťĲǃШċĦƣŔƻŔƣŔĲƚШĦũċŔůċŰƣƚШůƨƚƣШĦŸůƓũĲƣĲЮШìőĲƖĲШƓŸƚƚŔĤũĲЯШƽĲШƽŔũũШċĬĬШƣŔůĲũŔŰĲƚШċŰĬШĬƨĲШ
ĬċƣĲƚЯШĬĲƻĲũŸƓШċŰĬШċĬĬШƓƖŸĦĲƚƚШƻŔƚƨċũƚШƚƨĦőШċƚШǰŸƽĦőċƖƣƚЯШċŰĬШċĬĬШƚĦƖĲĲŰƚőŸƣƚШŸŉШőŸƽШĦƨƚƣŸůĲƖƚШĦċŰШ
ċĦĦĲƚƚШťĲǃШ[ƖċŰĦĲƚШ§ŰũŔŰĲШŉĲċƣƨƖĲƚЮШŰŸƣőĲƖШŸƓƣŔŸŰШŔƚШĲůċŔũŔŰŊШƣőĲƚĲШůċƣĲƖŔċũƚШƣŸШĦƨƚƣŸůĲƖƚШƽőĲŰШƣőĲǃШ
őċƻĲШĦũċŔůĲĬШĤĲŰĲǯƣƚЮШ 

9ŸƚƣаШ9ċŰШĤĲШċĤƚŸƖĤĲĬШƽŔƣőШĲǂŔƚƣŔŰŊШƖĲƚŸƨƖĦĲƚ 
ÑŔůŔŰŊаШΝΞҼШůŸŰƣőƚ 

(UI 4) Pilot an Appointment-Based Outbound Call System (prioritized/in 
progress) 

 

ÑőŔƚШƓƖŸŢĲĦƣШŔŰƻŸũƻĲƚШƖĲƚĲċƖĦőŔŰŊШƣőĲШŉĲċƚŔĤŔũŔƣǃЯШċƻċŔũċĤŔũŔƣǃШŸŉШƖĲƚŸƨƖĦĲƚШыƚƣċǭЯШƚĦőĲĬƨũŔŰŊШƚŸŉƣƽċƖĲЯШĲƣĦЮьЯШ
ċŰĬШƣőĲŰШƓũċŰŰŔŰŊШċШĦŸŰƣċĦƣШĦĲŰƣĲƖШƓŔũŸƣШƓƖŸŢĲĦƣШĤċƚĲĬШŸŰШƣőĲШљ ĲĤƖċƚťċњШůŸĬĲũЮШÑőƖŸƨŊőШƣőŔƚШůŸĬĲũЯШÖfШ
ƽŸƨũĬШĬĲƚŔŊŰċƣĲШċШƓŸƖƣŔŸŰШŸŉШƚƣċǭШыƣŔĲƖШΝьШƣŸШċŰƚƽĲƖШĬĲƚŔŊŰċƣĲĬШŔŰĤŸƨŰĬШĦċũũƚШċŰĬШƖĲƚƓŸŰĬШŸŰũǃШƣŸШ
ƕƨĲƚƣŔŸŰƚШƣőċƣШĦċŰШĤĲШƕƨŔĦťũǃШċŰƚƽĲƖĲĬШыƽŔƣőŔŰШċƓƓƖŸǂŔůċƣĲũǃШΡШůŔŰƨƣĲƚьШĤċƚĲĬШƨƓŸŰШƚĦƖŔƓƣŔŰŊЮШ ũũШŸƣőĲƖШ
ĦċũũƚШƽŸƨũĬШĤĲШƚĦőĲĬƨũĲĬШŉŸƖШċŰШŸƨƣĤŸƨŰĬШĦċũũрĤċĦťШƣőĲШŉŸũũŸƽŔŰŊШĬċǃШĤǃШŸƣőĲƖШƚƣċǭШыƣŔĲƖШΞьШċƚƚŔŊŰĲĬШƣŸШ
ůċťĲШŸƨƣĤŸƨŰĬШĦċũũƚШƣŸШĦƨƚƣŸůĲƖƚЮШ ŸƣĲаШ ĲĤƖċƚťċќƚШƓŔũŸƣШŔŰƻŸũƻĲĬШƣőĲШƨƚĲШŸŉШċШĦŸŰƣƖċĦƣĲĬШĦċũũШĦĲŰƣĲƖШŉŸƖШ
ƣŔĲƖШΝШĦċũũƚШċŰĬШċƓƓŸŔŰƣůĲŰƣШƚĦőĲĬƨũŔŰŊЯШŰŸƣШĤŔŉƨƖĦċƣŔŰŊШƚƣċǭШŔŰƣŸШƣŔĲƖШΝШċŰĬШƣŔĲƖШΞЯШċůŸŰŊШŸƣőĲƖШŸƨƣĤŸƨŰĬШ
ĦƨƚƣŸůĲƖШƚƨƓƓŸƖƣШƖĲũċƣĲĬШƣċƚťƚЮ 

9ŸƚƣаШ~ŔŰŔůċũЯШƽŸƨũĬШƨƚĲШĲǂŔƚƣŔŰŊШƖĲƚŸƨƖĦĲƚ 
ÑŔůŔŰŊаШΜрΣШůŸŰƣőƚЮШìĲШċƖĲШƽŸƖťŔŰŊШŸŰШƣŔůŔŰŊЯШũŸŊŔƚƣŔĦƚЯШċŰĬШŊĲŰĲƖċũШƓŔũŸƣШƓũċŰŰŔŰŊШċĦƣŔƻŔƣŔĲƚбШůŸƻŔŰŊШ
ĤĲǃŸŰĬШċШƓŔũŸƣШƽŸƨũĬШĬĲƓĲŰĬШŸŰШƣőĲШƚƨĦĦĲƚƚШŸƖШŉċŔũƨƖĲШŸŉШƣőĲШƓŔũŸƣЯШċŰĬШƽőĲƣőĲƖШƣőĲШĬċƣċШŊċƣőĲƖĲĬШĬƨƖŔŰŊШ
ƣőĲШƓŔũŸƣШƚőŸƽƚШƣőĲШƓŔũŸƣШŔƚШƚĦċũċĤũĲЮШÂũċŰŰŔŰŊШƣŸШĤĲŊŔŰШċŉƣĲƖШƣőĲШΞΜΞΡрΞΣШƽŔŰƣĲƖШƽŸƖťũŸċĬШĲċƚĲƚЮ 

ыÖfШΡьШÉƣƖĲċůũŔŰĲШfĬĲŰƣŔƣǃШéĲƖŔǯĦċƣŔŸŰШÂƖŸĦĲƚƚĲƚШыƓƖŔŸƖŔƣŔǍĲĬоŔŰШƓƖŸŊƖĲƚƚь 

 
ÑőŔƚШƓƖŸŢĲĦƣШƽŸƨũĬШƖĲƚŸũƻĲШĦƨƚƣŸůĲƖШĦŸŰŉƨƚŔŸŰШċĤŸƨƣШ§E?ќƚШůƨũƣŔƓũĲШљŔĬĲŰƣŔƣǃШƻĲƖŔǯĦċƣŔŸŰњШƓƖŸĦĲƚƚĲƚШĤǃШ
ĬŔƚĲŰƣċŰŊũŔŰŊШċŰĬШƖĲŰċůŔŰŊШƣőĲШůƨũƣŔƓũĲШƓƖŸĦĲƚƚĲƚЮШfĬĲŰƣŔƣǃШƻĲƖŔǯĦċƣŔŸŰШŔƚШƖĲƕƨŔƖĲĬШĤǃШƣőĲШÖЮÉЮШ
?ĲƓċƖƣůĲŰƣШŸŉШxċĤŸƖЯШċŰĬШĦũċŔůШƖŔƚťШƚĦŸƖŔŰŊШŔƚШċШőŔŊőũǃШƖĲĦŸůůĲŰĬĲĬШċŰĬШőŔŊőũǃШĲǭĲĦƣŔƻĲШƣŸŸũШċƣШ
ƓƖĲƻĲŰƣŔŰŊШċŰĬШƚƣŸƓƓŔŰŊШŉƖċƨĬƨũĲŰƣШċĦƣŸƖƚЮШcŸƽĲƻĲƖЯШŔŰШċĬŸƓƣŔŰŊШŉƖċƨĬШƖĲĬƨĦƣŔŸŰШƓƖċĦƣŔĦĲƚШƣőċƣШťĲĲƓШŸƨƖШ
ƚǃƚƣĲůƚШċŰĬШĦƨƚƣŸůĲƖƚќШŔĬĲŰƣŔƣŔĲƚШƚċŉĲЯШ§E?ШĤƖċŰĬĲĬШċũũШƣőĲШƓƖŸĦĲƚƚĲƚШљŔĬĲŰƣŔƣǃШƻĲƖŔǯĦċƣŔŸŰЯњШĦċƨƚŔŰŊШ
ĦŸŰŉƨƚŔŸŰШƣŸШĦƨƚƣŸůĲƖƚШƣƖǃŔŰŊШƣŸШŰċƻŔŊċƣĲШƣőĲШƚǃƚƣĲůШċŰĬШƚƣċǭШċĬůŔŰŔƚƣĲƖŔŰŊШƣőĲШĤĲŰĲǯƣШƓƖŸŊƖċůƚЮШ
9ƨƚƣŸůĲƖƚШŉĲĲũШũŔťĲШƣőĲǃШůƨƚƣШĦŸŰƚƣċŰƣũǃШƻĲƖŔŉǃШƣőĲŔƖШŔĬĲŰƣŔƣǃШċŰĬШŸŉƣĲŰШŊĲƣШĦŸŰŉƨƚĲĬШƽőĲŰШċƚťĲĬЯШƣőŔŰťŔŰŊШ



 

ΞΜΞΣШ§E?Ш9ƨƚƣŸůĲƖШÉĲƖƻŔĦĲШѼШìŸƖťŉŸƖĦĲШÉƣƖċƣĲŊŔĲƚШĦƣŔŸŰШÂũċŰШШШ҇ШШШÂċŊĲШΡΝ 

ƣőĲǃШőċƻĲШċũƖĲċĬǃШĦŸůƓũĲƣĲĬШƣőċƣШƖĲƕƨŔƖĲůĲŰƣЮШÑŸШċƚƚŔƚƣШƽŔƣőШĬĲƣċŰŊũŔŰŊШƣőĲƚĲШƚĲƓċƖċƣĲШċŰĬШƻŔƣċũШ
ƓƖŸĦĲƚƚĲƚЯШƽĲШƚőŸƨũĬШƖĲĤƖċŰĬШĲċĦőШŸŉШƣőĲůШƽŔƣőШĬŔǭĲƖĲŰƣШċŰĬШůŸƖĲШċĦĦƨƖċƣĲШĬĲƚŔŊŰċƣŔŸŰƚЮШ  

~ŸƖĲШċĦĦƨƖċƣĲũǃШŰċůŔŰŊШĲċĦőШƚƣċŊĲШŸŉШƣőĲШƓƖŸĦĲƚƚШƚőŸƨũĬШőĲũƓШĦƨƚƣŸůĲƖƚШċŰĬШƚƣċǭШċũŔťĲШĤĲƣƣĲƖШ
ƨŰĬĲƖƚƣċŰĬШƣőĲШƓƖŸĦĲƚƚШċŰĬШƽőċƣШƣőĲШĦƨƚƣŸůĲƖШŰĲĲĬƚШƣŸШĬŸШƣŸШƚċƣŔƚŉǃШƓƖŸŊƖċůůċƣŔĦШƖĲƕƨŔƖĲůĲŰƣƚЮШ
9ƨƚƣŸůĲƖƚШƚőŸƨũĬШċũƚŸШŰŸƣШƚƨǭĲƖШŉƖŸůШƣőĲШůŔƚƨŰĬĲƖƚƣċŰĬŔŰŊШƣőċƣШƣőĲǃШőċƻĲШċũƖĲċĬǃШĦŸůƓũĲƣĲĬШċШ
ƓƖŸĦĲƚƚШŔŉШƣőĲШƓƖŸĦĲƚƚĲƚШċũũШőċƻĲШĬŔǭĲƖĲŰƣШŰċůĲƚЮШ 

9ŸƚƣаШ9ċŰШĤĲШċĤƚŸƖĤĲĬШƽŔƣőШĲǂŔƚƣŔŰŊШƖĲƚŸƨƖĦĲƚШ 
ÑŔůŔŰŊаШΝΞҼШůŸŰƣőƚ 

(UI 6) Improve Expired Task Communication (prioritized/in progress) 

 

ÖfШƽŔũũШŔůƓƖŸƻĲШůĲƚƚċŊŔŰŊШƣŸШĦƨƚƣŸůĲƖƚШƽőĲŰШƣőĲШ[ƖċŰĦĲƚШ§ŰũŔŰĲШƣċƚťШƣőĲǃШőċƻĲШĤĲĲŰШŔŰƚƣƖƨĦƣĲĬШƣŸШ
ĦŸůƓũĲƣĲШőċƚШĲǂƓŔƖĲĬЮШÑŔůĲĤŸƨŰĬШƣċƚťƚШŸŰũǃШċƓƓĲċƖШŔŰШĦƨƚƣŸůĲƖƚќШ[ƖċŰĦĲƚШ§ŰũŔŰĲШ ĦƣŔŸŰШ9ĲŰƣĲƖƚШƽőŔũĲШ
ƣőĲШƣċƚťШŔƚШċĦƣŔƻĲЮШìőĲŰШƣőĲШƣċƚťШĲǂƓŔƖĲƚШĤĲŉŸƖĲШƣőĲШĦƨƚƣŸůĲƖШĦŸůƓũĲƣĲƚШŔƣЯШŔƣШŔƚШŰŸШũŸŰŊĲƖШċƻċŔũċĤũĲШŉŸƖШƣőĲШ
ĦƨƚƣŸůĲƖШƣŸШĦŸůƓũĲƣĲЮШÑőŔƚШĦċƨƚĲƚШĦƨƚƣŸůĲƖƚШƽőŸШĬŔĬШŰŸƣШƣŔůĲũǃШĦŸůƓũĲƣĲШƣőĲŔƖШƣċƚťƚШŉƖƨƚƣƖċƣŔŸŰШƽőĲŰШ
ƣőĲǃШƣƖǃШƣŸШĦŸůƓũĲƣĲШƣőĲШƣċƚťƚШċŉƣĲƖШƣőĲШĬĲċĬũŔŰĲШĲǂƓŔƖĲĬЯШċŰĬШƣőĲǃШƣőĲŰШƖĲċĦőШŸƨƣШƣŸШƣőĲШÖfШƓƖŸŊƖċůШƽŔƣőШ
ƕƨĲƚƣŔŸŰƚЮШÑőĲШƓƖŸŊƖċůШŔƚШĲǂƓũŸƖŔŰŊШŸƓƣŔŸŰƚШƣŸШŔůƓƖŸƻĲШůĲƚƚċŊŔŰŊШƣŸШĦƨƚƣŸůĲƖƚШƖĲŊċƖĬŔŰŊШƣőĲШƣŔůĲр
ƚĲŰƚŔƣŔƻĲШŰċƣƨƖĲШŸŉШƣőĲШƣċƚťƚШƣőċƣШőċƻĲШƣŸШĤĲШĦŸůƓũĲƣĲĬШŔŰШƣőĲŔƖШ ĦƣŔŸŰШ9ĲŰƣĲƖƚШƣŸШŔůƓƖŸƻĲШƣŔůĲũǃШ
ĦŸůƓũĲƣŔŸŰƚЯШċŰĬШĦƖĲċƣŔŸŰШŸƖШůŸĬŔǯĦċƣŔŸŰШŸŉШůĲƚƚċŊŔŰŊШƣŸШĦƨƚƣŸůĲƖƚШƽőŸШĬŸШŰŸƣШƣŔůĲũǃШĦŸůƓũĲƣĲШƣőĲŔƖШ
ƣċƚťƚШċĤŸƨƣШƽőċƣШŔƣШůĲċŰƚШƽőĲŰШċШƣċƚťШŔƚШŰŸШũŸŰŊĲƖШċƻċŔũċĤũĲШŔŰШƣőĲШĦƨƚƣŸůĲƖƚќШ ĦƣŔŸŰШ9ĲŰƣĲƖƚШċŰĬШƽőċƣШ
ƣőĲŔƖШŰĲǂƣШƚƣĲƓƚШċƖĲЮШ 

9ŸƚƣаШ9ċŰШĤĲШċĤƚŸƖĤĲĬШƽŔƣőШĲǂŔƚƣŔŰŊШƖĲƚŸƨƖĦĲƚ 
ÑŔůŔŰŊаШΝΞҼШůŸŰƣőƚЮШÑőŔƚШŔƚШŔŰШƓƖŸŊƖĲƚƚШċŰĬШŔƚШĤĲŔŰŊШċĦĦŸůƓũŔƚőĲĬШĤƨƣШƖĲƕƨŔƖĲƚШůƨũƣŔƓũĲШĬŔƻŔƚŔŸŰƚќШ
ƓċƖƣŔĦŔƓċƣŔŸŰШƣŸШĦŸůƓũĲƣĲЮ 

(UI 7) Launch a љ]ƖċĦĲШÂĲƖŔŸĬњШƣŸШ9ŸůƓũĲƣĲШÅĲƕƨŔƖĲůĲŰƣƚ (prioritized/in 
progress) 

 

ÖfШőċƚШĤĲĲŰШĲƻċũƨċƣŔŰŊШŸƨƖШƓŸũŔĦǃШƖĲŊċƖĬŔŰŊШĲŰĬŔŰŊШŸƖШƖĲƻĲƖƚŔŰŊШĬĲŰŔċũƚШƽőĲŰШċШĦũċŔůċŰƣШĦŸůƓũĲƣĲƚШċШ
ƓƖŸŊƖċůůċƣŔĦШƖĲƕƨŔƖĲůĲŰƣШũċƣĲЮШÅĲƻĲƖƚŔŰŊШƣőĲШĬĲŰŔċũШċŰĬШĲǭĲĦƣŔƻĲũǃШċũũŸƽŔŰŊШċШљŊƖċĦĲШƓĲƖŔŸĬњШŉŸƖШ
ŔŰĬŔƻŔĬƨċũƚШƽőŸШĦŸůƓũĲƣĲШƣőĲШƖĲƕƨŔƖĲůĲŰƣШƽŔƣőŔŰШċШƚőŸƖƣШƣŔůĲШċŉƣĲƖШƣőĲШĬĲċĬũŔŰĲШũċƓƚĲƚШƽŸƨũĬШ
ƚŔŊŰŔǯĦċŰƣũǃШƖĲĬƨĦĲШƣőĲШƻŸũƨůĲШŸŉШĦũċŔůċŰƣƚШċƓƓĲċũŔŰŊШĤĲŰĲǯƣШĬĲŰŔċũƚЯШƽőŔĦőШƽŸƨũĬШƖĲĬƨĦĲШƣőĲШĤƨƖĬĲŰШ
ŸŰШĦƨƚƣŸůĲƖƚШŊŸŔŰŊШƣőƖŸƨŊőШƣőċƣШƓƖŸĦĲƚƚШċŰĬШƣőĲШċĬůŔŰŔƚƣƖċƣŔƻĲШĦŸƚƣƚШƣŸШƣőĲШƓƖŸŊƖċůШċƚƚŸĦŔċƣĲĬШƽŔƣőШ
ċƓƓĲċũƚЮШ 

9ŸƚƣаШ9ċŰШĤĲШċĤƚŸƖĤĲĬШƽŔƣőШĲǂŔƚƣŔŰŊШ[ƖċŰĦĲƚШÉƨƓƓŸƖƣШƖĲƚŸƨƖĦĲƚ 
ÑŔůŔŰŊаШΜрΣШ~ŸŰƣőƚЮШÑőŔƚШĦőċŰŊĲШŔƚШŔŰШƓƖŸĬƨĦƣŔŸŰШŉŸƖШÖfШĦƨƚƣŸůĲƖƚШċƚШŸŉШ ŸƻЮШΞΜΞΡШċŰĬШőċƚШƚőŸƽŰШƣŸШőċƻĲШ
ƣőĲШĬĲƚŔƖĲĬШĲǭĲĦƣШŉŸƖШĦƨƚƣŸůĲƖƚЮШШƣŔĦťĲƣШƣŸШċƨƣŸůċƣĲШƣőĲШƓƖŸĦĲƚƚШƽċƚШƚƨĤůŔƣƣĲĬШŔŰШ[ĲĤЮШΞΜΞΣШċŰĬШ
ƚőŸƨũĬШĤĲШĦŸůƓũĲƣĲĬШƚŸŸŰЮ 



 

ΞΜΞΣШ§E?Ш9ƨƚƣŸůĲƖШÉĲƖƻŔĦĲШѼШìŸƖťŉŸƖĦĲШÉƣƖċƣĲŊŔĲƚШĦƣŔŸŰШÂũċŰШШШ҇ШШШÂċŊĲШΡΞ 

(UI 8) Integrate UI and WO Modernized Systems (prioritized/in progress) 

 

9ŸůůƨŰŔĦċƣŔŸŰШƣŸШĦƨƚƣŸůĲƖƚШċĤŸƨƣШƣőĲШƖĲƕƨŔƖĲůĲŰƣШƣőċƣШƣőĲǃШƻŔƚŔƣШċШìÉ§ШĦĲŰƣĲƖШƣŸШĦŸůƓũĲƣĲШ
ÅĲĲůƓũŸǃůĲŰƣШÉĲƖƻŔĦĲƚШċŰĬШEũŔŊŔĤŔũŔƣǃШ ƚƚĲƚƚůĲŰƣШыÅEÉE ьШċŰĬШÅEÉE ΞШƓƖŸĦĲƚƚĲƚШĦƨƖƖĲŰƣũǃШĦċƨƚĲƚШ
ƚŸůĲШĦŸŰŉƨƚŔŸŰЮШÑőŔƚШŔƚШĤĲĦċƨƚĲЯШƨŰũŔťĲШŸƣőĲƖШƓƖŸŊƖċůůċƣŔĦШƖĲƕƨŔƖĲůĲŰƣƚЯШƣőĲШƖĲůŔŰĬĲƖƚШƣŸШĬŸШƣőĲƚĲШ
ċĦƣŔƻŔƣŔĲƚШĬŸШŰŸƣШċƓƓĲċƖШŔŰШĦƨƚƣŸůĲƖƚќШ[ƖċŰĦĲƚШ§ŰũŔŰĲШ ĦƣŔŸŰШ9ĲŰƣĲƖƚЯШċƚШƣőĲǃШċƖĲШĦŸůƓũĲƣĲĬШŔŰШìÉ§ќƚШ
ĦƨƖƖĲŰƣШũĲŊċĦǃШƚǃƚƣĲůЯШŔ~ċƣĦőÉťŔũũƚЮШìĲШċƖĲШċƓƓƖŸċĦőŔŰŊШƣőŔƚШŔƚƚƨĲШƽŔƣőШƚőŸƖƣрШċŰĬШũŸŰŊрƣĲƖůШƚŸũƨƣŔŸŰƚЮШ 

ÑőĲШƚőŸƖƣрƣĲƖůШƚŸũƨƣŔŸŰШŔƚШċĬĬƖĲƚƚĲĬШŔŰШċĦƣŔŸŰШÖfШΝΞ9ЮШÑőĲШũŸŰŊрƣĲƖůШƚŸũƨƣŔŸŰШƽŔũũШĤĲШƣŸШŔůƓũĲůĲŰƣШċШ
ƚǃƚƣĲůŔĦШĦőċŰŊĲШƣőƖŸƨŊőШċƨƣŸůċƣŔŸŰШŔŰШÖfќƚШċŰĬШì§ќƚШůŸĬĲƖŰŔǍĲĬШƚǃƚƣĲůƚбШƣőĲШĬĲĦŔƚŔŸŰШŸŰШƣőĲШƚǃƚƣĲůШ
ŸŉШƖĲĦŸƖĬШŉŸƖШƣőĲШÅEÉE ШƽĲũĦŸůĲШƓƖŸĦĲƚƚШŔƚШŸŰШőŸũĬШƨŰƣŔũШì§ШőċƚШƓƖŸŊƖĲƚƚĲĬШŉƨƖƣőĲƖШŔŰШƣőĲШìŸƖťŉŸƖĦĲШ
~ŸĬĲƖŰŔǍċƣŔŸŰШƓƖŸŢĲĦƣЮШ 

9ŸƚƣаШÂŸƣĲŰƣŔċũũǃШċĤƚŸƖĤċĤũĲ 
ÑŔůŔŰŊаШΝΞҼШůŸŰƣőƚЮШÑőŔƚШƽŔũũШĤĲШƓċƖƣШŸŉШƣőĲШì§Ш~ŸĬĲƖŰŔǍċƣŔŸŰШƓƖŸŢĲĦƣШċŰĬШƽŔũũШőċƻĲШĦŸŰƣŔŰŊĲŰĦŔĲƚШ
ŔŰĦũƨĬŔŰŊШċƻċŔũċĤŔũŔƣǃШŸŉШì§ШůŸĬĲƖŰŔǍċƣŔŸŰШƖĲƚŸƨƖĦĲƚЯШÖfШƖĲƚŸƨƖĦĲƚЯШ[ƖċŰĦĲƚШÉƨƓƓŸƖƣоfÑШƖĲƚŸƨƖĦĲƚЯШċŰĬШ
ŰċũǃƣŔĦƚШƖĲƚŸƨƖĦĲƚШƣŸШĲŰƚƨƖĲШƽĲШċƖĲШƖĲċĦőŔŰŊШĬĲƚŔƖĲĬШŸƨƣĦŸůĲƚШƽŔƣőŸƨƣШƨŰŔŰƣĲŰĬĲĬШĦŸŰƚĲƕƨĲŰĦĲƚЮШ 

(UI 9) Redesign the Claim Restart Process (prioritized/in progress) 

 

ÅĲĬĲƚŔŊŰŔŰŊШƣőĲШƖĲƚƣċƖƣШƽŸƖťǰŸƽШƣŸШĤĲШŔŰĦũƨĬĲĬШŔŰШƣőĲШƽĲĲťũǃШĦũċŔůШƓƖŸĦĲƚƚШƽőĲŰШċƓƓũŔĦċĤũĲЮШìĲШőċƻĲШ
ũĲċƖŰĲĬШŉƖŸůШŸƨƖШĦƨƚƣŸůĲƖƚШƣőċƣШƣőĲШƖĲƚƣċƖƣШƓƖŸĦĲƚƚШĤĲŔŰŊШƚĲƓċƖċƣĲШŉƖŸůШƣőĲШƽĲĲťũǃШĦũċŔůШƓƖŸĦĲƚƚШ
ĦċƨƚĲƚШĦŸŰŉƨƚŔŸŰШċŰĬШĦċŰШĤĲШƖĲƚƓŸŰƚŔĤũĲШŉŸƖШċƖŸƨŰĬШΦӖШŸŉШĦċũũƚШĲċĦőШƽĲĲťЮШÖfШŔƚШƖĲĬĲƚŔŊŰŔŰŊШƣőĲƚĲШ
ƽŸƖťǰŸƽƚШƣŸШĦŸůĤŔŰĲШƣőĲůШŔŰƣŸШŸŰĲЮШ9ƨƚƣŸůĲƖƚШƽŔũũШŸŰũǃШŰĲĲĬШƣŸШťŰŸƽШŸŰĲШƓƖŸĦĲƚƚШƣŸШǯũĲШƽĲĲťũǃШĦũċŔůƚШ
ċŰĬШƖĲƚƣċƖƣШĦũċŔůƚЯШůċťŔŰŊШƣőŔŰŊƚШċШũŸƣШƚŔůƓũĲƖЯШċŰĬШƖĲƕƨŔƖŔŰŊШŰŸШƚƓĲĦŔċũШċĦƣŔŸŰƚШŸŰШƣőĲŔƖШƓċƖƣШƽőĲŰШƣőĲǃШ
őċƻĲШůŔƚƚĲĬШċШƽĲĲťШŸŉШĦũċŔůŔŰŊЮШÑőŔƚШĦőċŰŊĲШƽŔũũШĤĲШŔŰĦŸƖƓŸƖċƣĲĬШŔŰƣŸШĤŸƣőШ[ƖċŰĦĲƚШ§ŰũŔŰĲШċŰĬШŸƨƖШ
fŰƣĲƖċĦƣŔƻĲШéŸŔĦĲШÅĲƚƓŸŰƚĲШыféÅьШċƨƣŸůċƣĲĬШƓőŸŰĲШĦũċŔůŔŰŊШƚǃƚƣĲůЮШÑőĲƚĲШĦőċŰŊĲƚШċƖĲШĦƨƖƖĲŰƣũǃШ
ƓĲŰĬŔŰŊШċŰĬШƓƖŔŸƖŔƣŔǍĲĬШŉŸƖШĦŸůƓũĲƣŔŸŰЮШ 

9ŸƚƣаШ9ċŰШĤĲШċĤƚŸƖĤĲĬШƽŔƣőШĲǂŔƚƣŔŰŊШ[ƖċŰĦĲƚШÉƨƓƓŸƖƣШċŰĬШfÑШƖĲƚŸƨƖĦĲƚ 
ÑŔůŔŰŊаШΝΞҼШůŸŰƣőƚЮШÑőĲШĦőċŰŊĲƚШƣŸШ[ƖċŰĦĲƚШ§ŰũŔŰĲШƽĲƖĲШůŸƻĲĬШŔŰƣŸШƓƖŸĬƨĦƣŔŸŰШŸŰШ[ĲĤƖƨċƖǃШΣЯШΞΜΞΣЮШ
ÑőŔƚШƖĲƓƖĲƚĲŰƣƚШůŸƚƣШĦũċŔůċŰƣƚШƽőŸШĬŔĬШŰŸƣШťŰŸƽШőŸƽШƣŸШƖĲƚƣċƖƣШƣőĲŔƖШĦũċŔůШƨƚŔŰŊШƣőĲШũŔŰťШŸŰШ[ƖċŰĦĲƚШ
§ŰũŔŰĲЮШÑőĲШŰĲǂƣШƓċƖƣШŸŉШƣőŔƚШƓƖŸŢĲĦƣШƽŔũũШĤĲШƣŸШĲǂƓċŰĬШƣőĲШƖĲƚƣċƖƣШƓƖŸĦĲƚƚШƣŸШƣőĲШféÅШыŔŰƣĲƖċĦƣŔƻĲШƻŸŔĦĲШ
ƖĲƚƓŸŰƚĲьШƓőŸŰĲШƚǃƚƣĲůЮШ 

 



 

ΞΜΞΣШ§E?Ш9ƨƚƣŸůĲƖШÉĲƖƻŔĦĲШѼШìŸƖťŉŸƖĦĲШÉƣƖċƣĲŊŔĲƚШĦƣŔŸŰШÂũċŰШШШ҇ШШШÂċŊĲШΡΟ 

(UI 10) Update Fact-Finding Questionnaires  

 

ÑőĲШÖfШƓƖŸŊƖċůШŔƚШĲƻċũƨċƣŔŰŊШƽőĲƣőĲƖШċŰĬШŸŰШƽőŔĦőШŉċĦƣрǯŰĬŔŰŊШƕƨĲƚƣŔŸŰŰċŔƖĲШǰŸƽƚШƣŸШĦƨƚƣŸůĲƖƚШƣŸШ
ċũũŸƽШůŸƖĲШљŸƣőĲƖоŉƖĲĲŉŸƖůњШƖĲƚƓŸŰƚĲШŸƓƣŔŸŰƚЮШEċĦőШљŸƣőĲƖоŉƖĲĲŉŸƖůњШƖĲƚƓŸŰƚĲШƖĲƕƨŔƖĲƚШůċŰƨċũШƖĲƻŔĲƽШ
ĤǃШċŰШċĬŢƨĬŔĦċƣŸƖЯШŔŰĦƖĲċƚŔŰŊШƣőĲШůċŰƨċũШƽŸƖťũŸċĬШƖĲƕƨŔƖĲĬШƣŸШĦŸůƓũĲƣĲШċĬŢƨĬŔĦċƣŔŸŰƚЮШÑőŔƚШůƨƚƣШĤĲШ
ĦċƖĲŉƨũũǃШĦŸŰƚŔĬĲƖĲĬШƽőĲƣőĲƖЯШċŰĬШŔŰШƽőŔĦőШŉċĦƣрǯŰĬŔŰŊШƕƨĲƚƣŔŸŰŰċŔƖĲƚЯШƣőĲШŔŰĦƖĲċƚĲĬШƽŸƖťũŸċĬШŔƚШ
ŢƨƚƣŔǯĲĬШĤǃШƣőĲШŔŰĦƖĲċƚĲĬШǰĲǂŔĤŔũŔƣǃШŉŸƖШĦƨƚƣŸůĲƖƚШƖĲƚƓŸŰĬŔŰŊШƣŸШƕƨĲƚƣŔŸŰŰċŔƖĲƚЮ 

9ŸƚƣаШ9ċŰШĤĲШċĤƚŸƖĤĲĬШƽŔƣőШĲǂŔƚƣŔŰŊШ[ƖċŰĦĲƚШÉƨƓƓŸƖƣШċŰĬШfÑШƖĲƚŸƨƖĦĲƚ 
ÑŔůŔŰŊаШΝΞҼůŸŰƣőƚШ 

(UI 11) Pilot Appointments for Adjudication 

 

ÑőĲШÖfШƓƖŸŊƖċůШƽŔũũШƖĲƚĲċƖĦőШƣőĲШŉĲċƚŔĤŔũŔƣǃШŸŉШƓŔũŸƣŔŰŊШċĬŢƨĬŔĦċƣŔŸŰШŉċĦƣрǯŰĬŔŰŊШƻŔċШŸƨƣƖĲċĦőШŔŰШċĬƻċŰĦĲШƣŸШ
ƚĦőĲĬƨũĲШŉċĦƣрǯŰĬŔŰŊШċƓƓŸŔŰƣůĲŰƣƚШƽŔƣőШĦũċŔůċŰƣƚШċŰĬШĲůƓũŸǃĲƖƚЮШìĲШċƖĲШƚŸƨƖĦŔŰŊШƚƣċǭЯШċƓƓŸŔŰƣůĲŰƣШ
ƚŸŉƣƽċƖĲЯШƣőĲШĦŸůƓċƣŔĤŔũŔƣǃШŸŉШƣőŔƚШƽŔƣőШ[ƖċŰĦĲƚќШљŊĲƣШŰĲǂƣњШċƚƚŔŊŰůĲŰƣШůĲƣőŸĬƚбШƽĲШċƖĲШċũƚŸШĲǂƓũŸƖŔŰŊШƣőĲШ
ƨƚĲШŸŉШƖŸĤŸрĦċũũШċƓƓŸŔŰƣůĲŰƣШƖĲůŔŰĬĲƖƚЯШũŔƻĲШĦőċƣЯШŸƖШŸƣőĲƖШůĲƣőŸĬƚШƣŸШĲŰƚƨƖĲШĦŸŰƚŔƚƣĲŰƣШċƣƣĲŰĬċŰĦĲШċƣШ
ƣőĲШŉċĦƣрǯŰĬŔŰŊШċƓƓŸŔŰƣůĲŰƣƚЮШ 

9ŸƚƣаШÅĲƕƨŔƖĲƚШƣƖċŰƚŔƣŔŸŰШŸŉШƚƣċǭŔŰŊбШƖĲƕƨŔƖĲƚШƓƖŸĦƨƖĲůĲŰƣШŸŉШċŰШċƓƓŸŔŰƣůĲŰƣШƚǃƚƣĲůШыƻŔċШƻĲŰĬŸƖШ
ŸŰĤŸċƖĬŔŰŊЯШůŸĬŔǯĦċƣŔŸŰШŸŉШċШĦƨƖƖĲŰƣШƻĲŰĬŸƖШĦŸŰƣċĦƣЯШŸƖШůŸĬŔǯĦċƣŔŸŰоĲǂƓċŰƚŔŸŰШŸŉШƨƚĲШŸŉШĦƨƖƖĲŰƣШ
ƚŸŉƣƽċƖĲь 
ÑŔůŔŰŊаШΝΞҼШůŸŰƣőƚ 

(UI 12) Program Effectiveness Projects (prioritized/in progress) 

ыÖfШΝΞьШÅĲĬƨĦĲШÅĲĬƨŰĬċŰƣШEůċŔũƚШƣŸШ9ũċŔůċŰƣƚШыƓƖŔŸƖŔƣŔǍĲĬоŔŰШƓƖŸŊƖĲƚƚь 

 

ШƻċƖŔĲƣǃШŸŉШƽŸƖťШĲǭŸƖƣƚШċƖĲШƨŰĬĲƖƽċǃШƣŸШƖĲĬƨĦĲШŔŰĦŔĬĲŰƣƚШŸŉШĦƨƚƣŸůĲƖƚШƖĲĦĲŔƻŔŰŊШůƨũƣŔƓũĲШůĲƚƚċŊĲƚШ
ċĤŸƨƣШƣőĲШƚċůĲШƣőŔŰŊЯШŔŰĦũƨĬŔŰŊаШƖĲƚĲċƖĦőШƣŸШŔĬĲŰƣŔŉǃШĲƻĲƖǃШƓŸŔŰƣШċƣШƽőŔĦőШƣőĲШ[ƖċŰĦĲƚШƚǃƚƣĲůШƚĲŰĬƚШċШ
ƽĲĤШůĲƚƚċŊĲШŸƖШĲůċŔũШŰŸƣŔǯĦċƣŔŸŰШƣőċƣШƣőĲƖĲШŔƚШċШŰĲƽШũĲƣƣĲƖЯШƣċƚťЯШċĦƣŔŸŰШŰĲĲĬĲĬЯШŸƖШƨƓĬċƣĲШŉŸƖШċШ
ĦƨƚƣŸůĲƖШƚŸШƣőċƣШƽĲШĦċŰШĦƖĲċƣĲШůŸƖĲШƚƓĲĦŔǯĦШůĲƚƚċŊŔŰŊШċƖŸƨŰĬШƽőċƣШƣőĲШĦƨƚƣŸůĲƖШŰĲĲĬƚШƣŸШĬŸбШ
ƨƓĬċƣŔŰŊШƣőĲШċƨƣŸрĦũŸƚƨƖĲШůĲƚƚċŊĲШƽĲШƚĲŰĬШƣŸШĦƨƚƣŸůĲƖƚШƽőĲŰШĦũŸƚŔŰŊШŸĤƚŸũĲƣĲШůĲƚƚċŊĲƚШƣŸШůċťĲШƣőĲШ
ůĲƚƚċŊĲШũĲƚƚШĦŸŰŉƨƚŔŰŊбШċŰĬШƓƖĲƻĲŰƣŔŰŊШƽĲĤШůĲƚƚċŊĲƚШŉƖŸůШĤĲŔŰŊШƚĲŰƣШƣŸШĦƨƚƣŸůĲƖƚШċĤŸƨƣШƣċƚťƚШƣőĲǃШ
őċƻĲШċũƖĲċĬǃШĦŸůƓũĲƣĲĬЮШ 

9ŸƚƣаШ9ċŰШĤĲШċĤƚŸƖĤĲĬШƽŔƣőШĲǂŔƚƣŔŰŊШƖĲƚŸƨƖĦĲƚ 
ÑŔůŔŰŊаШΝΞҼШůŸŰƣőƚЮШÑőŔƚШŔƚШŔŰШƓƖŸŊƖĲƚƚШċŰĬШŔƚШĤĲŔŰŊШċĦĦŸůƓũŔƚőĲĬШƽŔƣőШĲǂŔƚƣŔŰŊШƖĲƚŸƨƖĦĲƚЯШĤƨƣШƖĲƕƨŔƖĲƚШ
ůƨũƣŔƓũĲШĬŔƻŔƚŔŸŰШƓċƖƣŔĦŔƓċƣŔŸŰШƣŸШĦŸůƓũĲƣĲЮ  



 

ΞΜΞΣШ§E?Ш9ƨƚƣŸůĲƖШÉĲƖƻŔĦĲШѼШìŸƖťŉŸƖĦĲШÉƣƖċƣĲŊŔĲƚШĦƣŔŸŰШÂũċŰШШШ҇ШШШÂċŊĲШΡΠ 

ыÖfШΝΞ7ьШfůƓƖŸƻĲШ9ŸůůƨŰŔĦċƣŔŸŰШċĤŸƨƣШsŸĤƚĲĲťĲƖШÅĲŊŔƚƣƖċƣŔŸŰШ?ƨĲШ?ċƣĲƚШыƓƖŔŸƖŔƣŔǍĲĬоŔŰШƓƖŸŊƖĲƚƚь 

 

fůƓƖŸƻĲШƣőĲШċĦĦƨƖċĦǃШŸŉШĦŸůůƨŰŔĦċƣŔŸŰШƣŸШĦƨƚƣŸůĲƖƚШƽőĲŰШƣőĲǃШċƖĲШĬĲŰŔĲĬШĤĲŰĲǯƣƚШŉƖŸůШƣőĲШÖfШÂƖŸŊƖċůШ
ŉŸƖШŉċŔũŔŰŊШƣŸШĦŸůƓũĲƣĲШƣőĲŔƖШŢŸĤƚĲĲťĲƖШƖĲŊŔƚƣƖċƣŔŸŰШĤǃШƣőĲШĬƨĲШĬċƣĲЮШ9ƨƖƖĲŰƣũǃЯШƣőĲШŰŸƣŔǯĦċƣŔŸŰШƚƣċƣĲƚШƣőĲŔƖШ
ŸŰũǃШƖĲůĲĬǃШŔƚШƣŸШċƓƓĲċũЮШÑőĲШŰŸƣŔǯĦċƣŔŸŰШĦŸƨũĬШĤĲШůŸƖĲШĲǂƓũŔĦŔƣШƚŸШƣőċƣШƣőĲШĦƨƚƣŸůĲƖШĦċŰШĲŰĬШƣőĲШĬĲŰŔċũШ
ŸŉШĤĲŰĲǯƣƚШĤǃШƻŔƚŔƣŔŰŊШċШìÉ§ШŸǭŔĦĲШƣŸШĦŸůƓũĲƣĲШƣőĲŔƖШƖĲŊŔƚƣƖċƣŔŸŰЮШÑőĲШÖfШƓƖŸŊƖċůШŔƚШĲƻċũƨċƣŔŰŊШőŸƽШƣŸШůċťĲШ
ƣőĲШũċŰŊƨċŊĲШŔŰШƣőŔƚШĬĲĦŔƚŔŸŰШĦũĲċƖĲƖЮШ 

9ŸƚƣаШ9ċŰШĤĲШċĤƚŸƖĤĲĬШƽŔƣőШĲǂŔƚƣŔŰŊШƖĲƚŸƨƖĦĲƚ 
ÑŔůŔŰŊаШΝΞҼШůŸŰƣőƚЮШÑőŔƚШŔƚШŔŰШƓƖŸŊƖĲƚƚШċŰĬШŔƚШĤĲŔŰŊШċĦĦŸůƓũŔƚőĲĬШƽŔƣőШĲǂŔƚƣŔŰŊШƖĲƚŸƨƖĦĲƚЯШĤƨƣШƖĲƕƨŔƖĲƚШ
ůƨũƣŔƓũĲШĬŔƻŔƚŔŸŰƚќШƓċƖƣŔĦŔƓċƣŔŸŰШƣŸШĦŸůƓũĲƣĲЮ 

ыÖfШΝΞ9ьШfůƓƖŸƻĲШÅEÉE ШċŰĬШÅEÉE ΞШыƓƖŔŸƖŔƣŔǍĲĬоŔŰШƓƖŸŊƖĲƚƚь 

 

ÑőĲШũŸŰŊрƣĲƖůШƚŸũƨƣŔŸŰШƽŔũũШĤĲШƣŸШŔůƓũĲůĲŰƣШċШƚǃƚƣĲůŔĦШĦőċŰŊĲШƣőƖŸƨŊőШċƨƣŸůċƣŔŸŰШŔŰШƣőĲШůŸĬĲƖŰŔǍĲĬШ
ƚǃƚƣĲůƚШŸŉШÖfШċŰĬШì§ЮШÑőŔƚШŔƚШċĬĬƖĲƚƚĲĬШċĤŸƻĲШŔŰШÖfШΥЮШfŰШƣőĲШůĲċŰƣŔůĲЯШƣőĲШÖfШƓƖŸŊƖċůШŔƚШċĦƣŔƻĲũǃШƓƨƖƚƨŔŰŊШ
ƣőĲƚĲШĲǭŸƖƣƚаШċШƚǃƚƣĲůрŊĲŰĲƖċƣĲĬШĲůċŔũШŉŸũũŸƽрƨƓШƣŸШƖĲůŔŰĬШĦũċŔůċŰƣƚШƣŸШĦŸůƓũĲƣĲШƣőĲŔƖШƻĲƖŔǯĦċƣŔŸŰШыƣőŔƚШ
őċƚШĤĲĲŰШŔůƓũĲůĲŰƣĲĬШċŰĬШőċƚШƖĲĬƨĦĲĬШƣőĲШŰƨůĤĲƖШŸŉШĬĲŰŔċũƚШċŰĬШĦŸůƓũċŔŰƣƚьЯШċŰĬШċШƚǃƚƣĲůШŊĲŰĲƖċƣĲĬШ
ŉŸũũŸƽрƨƓШƣŸШƖĲůŔŰĬШĦũċŔůċŰƣƚШƣŸШĦŸůƓũĲƣĲШƣőĲŔƖШÅEÉE ШƽĲũĦŸůĲШƣőċƣШƽŔũũШŊŸШƣŸШċũũШĦũċŔůċŰƣƚШƽŔƣőШċШ[ƖċŰĦĲƚШ
§ŰũŔŰĲШċĦĦŸƨŰƣШыƣőŔƚШŔƚШŔŰШƓƖŸŊƖĲƚƚЯШċŰĬШƽĲШĲǂƓĲĦƣШŔƣШƣŸШőċƻĲШċШƚŔůŔũċƖШŔůƓċĦƣьЮШ 
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ÑŔůŔŰŊаШΝΞҼШůŸŰƣőƚЮШÑőŔƚШĦőċŰŊĲШŔƚШŔŰШƓƖŸĬƨĦƣŔŸŰШċƚШŸŉШ?ĲĦЮШΞΜΞΡЮШÉŔŰĦĲШƣőĲШĦőċŰŊĲШƽċƚШŔůƓũĲůĲŰƣĲĬЯШ
ìŸƖťŉŸƖĦĲШ§ƓĲƖċƣŔŸŰƚШőċƚШƚĲĲŰШċŰШŔŰĦƖĲċƚĲШŔŰШƣŔůĲũǃШĦŸůƓũĲƣŔŸŰШŸŉШƣőĲШƖĲƕƨŔƖĲůĲŰƣƚЮШÑőĲШƖĲƚƨũƣШŸŉШƣőŔƚШ
ŔŰŔƣŔċƣŔƻĲШŔƚШƓŸƚŔƣŔƻĲШċŰĬШůĲĲƣŔŰŊШƣőĲШŸƖŔŊŔŰċũШŊŸċũШƣŸШŔŰĦƖĲċƚĲШƣőĲШŰƨůĤĲƖШŸŉШĦƨƚƣŸůĲƖƚШƽőŸШĦŸůƓũĲƣĲШƣőĲШ
ƓƖŸĦĲƚƚШĤĲŉŸƖĲШƣőĲШĬĲċĬũŔŰĲЮ 

(UI 13) First-Call Resolution Rate Tracking (prioritized/in progress) 

 

?ĲƻĲũŸƓůĲŰƣШŸŉШƖĲƓŸƖƣŔŰŊЯШƣƖċĦťŔŰŊЯШċŰĬШǯƖƚƣрĦċũũШƖĲƚŸũƨƣŔŸŰШƖċƣĲЮШÑőŔƚШƽŸƖťШŔƚШĦŸŰƣŔŰŊĲŰƣШƨƓŸŰШ§E?ШΝΜШ
ċŰĬШƣőĲШŉƨũũШċƻċŔũċĤŔũŔƣǃШŸŉШŰĲĲĬĲĬШĬċƣċШŔŰШƣőĲШ§E?ШĬċƣċШƽċƖĲőŸƨƚĲШŔŰĦũƨĬŔŰŊШƣőĲШĦŸũũĲĦƣŔŸŰШŸŉШŔĬĲŰƣŔŉǃŔŰŊШ
ŔŰŉŸƖůċƣŔŸŰШƽőĲŰШĦċũũƚШċƖĲШċĦĦĲƓƣĲĬЮШfƣШŔƚШċũƚŸШĦŸŰƣŔŰŊĲŰƣШƨƓŸŰШƨƓĬċƣĲƚШƣŸШƣőĲШÖfШƓőŸŰĲШƚǃƚƣĲůШƣŸШŊċƣőĲƖШ
ĦċũũĲƖШĬċƣċШƨƓŸŰШĦċũũШċĦĦĲƓƣċŰĦĲЮ  
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ÑŔůŔŰŊаШΣрΝΞШůŸŰƣőƚ 
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(UI 14) Redefine Frances Initial Date of Detection 

 

ÖƓĬċƣĲƚШƣŸШƣőĲШ[ƖċŰĦĲƚШƚǃƚƣĲůШƽŔũũШƖĲĬĲǯŰĲШƽőċƣШŔƚШĦŸŰƚŔĬĲƖĲĬШƣőĲШљŔŰŔƣŔċũШĬċƣĲШŸŉШĬĲƣĲĦƣŔŸŰњШŔŰШ
ċĬŢƨĬŔĦċƣŔŸŰШĦċƚĲƚЮШÑőŔƚШŔƚШĦƨƖƖĲŰƣũǃШĬĲǯŰĲĬШŔŰĦŸƖƖĲĦƣũǃЯШƽőŔĦőШĦċƨƚĲƚШƣőĲШÖfШƓƖŸŊƖċůќƚШƣŔůĲũŔŰĲƚƚШƣŸШũŸŸťШ
ƽŸƖƚĲШƣőċŰШŔƣШŔƚЮШÅĲũċƣĲĬШƣŸШƣőŔƚШŔƚШċŰШĲǭŸƖƣШƣŸШĦőċŰŊĲШőŸƽШƽŸƖťШŔƚШĬŔƚƣƖŔĤƨƣĲĬШƣŸШƣőĲШċĬŢƨĬŔĦċƣŸƖƚЮШ
9ƨƖƖĲŰƣũǃЯШƽŸƖťШŔƚШĬŔƚƣƖŔĤƨƣĲĬШĤċƚĲĬШŸŰШƣőĲШĬċƣĲШƣőĲШƽŸƖťШĲŰƣĲƖĲĬШƣőĲШƚǃƚƣĲůЯШċŰĬШŰŸƣШŸŰШƣőĲШĬĲƣĲĦƣŔŸŰШ
ĬċƣĲШċƚƚŸĦŔċƣĲĬШƽŔƣőШƣőĲШŔƚƚƨĲШƣőĲǃШŰĲĲĬШƣŸШċĬŢƨĬŔĦċƣĲЮШÑőĲШƨƓĬċƣĲШƣŸШ[ƖċŰĦĲƚШƽŔũũШċũũŸƽШƽŸƖťШƣŸШĤĲШ
ċƚƚŔŊŰĲĬШĤċƚĲĬШŸŰШƣőĲШŸũĬĲƚƣШĬĲƣĲĦƣŔŸŰШĬċƣĲЯШċũũŸƽŔŰŊШċĬŢƨĬŔĦċƣŸƖƚШƣŸШƓƖŸĦĲƚƚШƽőċƣШŔƚШƣƖƨũǃШƣőĲШŸũĬĲƚƣШ
ƽŸƖťШǯƖƚƣЮШ 

9ŸƚƣаШ9ċŰШĤĲШċĤƚŸƖĤĲĬШƽŔƣőШĲǂŔƚƣŔŰŊШƖĲƚŸƨƖĦĲƚ 
ÑŔůŔŰŊаШΣрΝΞШůŸŰƣőƚЮШÑőŔƚШƽŸƖťШƖĲƕƨĲƚƣШőċƚШĤĲĲŰШƚƨĤůŔƣƣĲĬЯШĤƨƣШƓƖŸŊƖĲƚƚШŔƚШĬĲƓĲŰĬĲŰƣШƨƓŸŰШƣőĲШ
ċƻċŔũċĤŔũŔƣǃШŸŉШ[ƖċŰĦĲƚШÉƨƓƓŸƖƣШƖĲƚŸƨƖĦĲƚШƣŸШůċťĲШĦőċŰŊĲƚШŔŰШ[ƖċŰĦĲƚЯШċŰĬШ ŰċũǃƣŔĦƚШƖĲƚŸƨƖĦĲƚШƣŸШċŰċũǃǍĲШ
ƣőĲШĬċƣċШċŰĬШĲŰƚƨƖĲШƽĲШċƖĲШƖĲċĦőŔŰŊШĬĲƚŔƖĲĬШŸƨƣĦŸůĲƚЮ  

(UI 15) Review and Update UI Laws and Rules (prioritized/in progress) 

ÖfШŔƚШƨŰĬĲƖƣċťŔŰŊШċШƖĲƻŔĲƽШŸŉШ§ÅÉШĦőċƓƣĲƖШΣΡΤШũċƽƚШŉŸƖШƣőĲШƓƖŸŊƖċůЯШċŰĬШ§ ÅШĦőċƓƣĲƖШΠΤΝШċĬůŔŰŔƚƣƖċƣŔƻĲШ
ƖƨũĲƚШƣőċƣШ§E?ШƨƚĲƚШƣŸШŔůƓũĲůĲŰƣШƣőŸƚĲШũċƽƚЯШċŰĬШƖĲũċƣĲĬШƓŸũŔĦŔĲƚЯШƣŸШĲŰƚƨƖĲШƣőċƣШƣőĲǃШċƖĲШ
ċĬůŔŰŔƚƣƖċƣŔƻĲũǃШŉĲċƚŔĤũĲШċŰĬШƖĲũĲƻċŰƣШƣŸШƽőċƣШŔƣШŔƚШũŔťĲШƣŸШĤĲШċŰШƨŰĲůƓũŸǃĲĬШŢŸĤƚĲĲťĲƖШŔŰШΞΜΞΡЮШÑőĲШ
ƓƖŸŊƖċůШŔƚШĦŸůƓũĲǂЯШċŰĬШĦƨƚƣŸůĲƖƚШċƖĲШŸŉƣĲŰШĦŸŰŉƨƚĲĬШċĤŸƨƣШƣőĲШĲũŔŊŔĤŔũŔƣǃШƖĲƕƨŔƖĲůĲŰƣƚШŸŉШƣőĲШƓƖŸŊƖċůЮШ
ÅĲůŸƻŔŰŊШċŰƣŔƕƨċƣĲĬШƖĲƕƨŔƖĲůĲŰƣƚШċŰĬШƚŔůƓũŔŉǃŔŰŊШƖƨũĲƚШƽŔũũШƖĲĬƨĦĲШĦƨƚƣŸůĲƖШĲƖƖŸƖƚШċŰĬШŉƖƨƚƣƖċƣŔŸŰЮ 
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ÑŔůŔŰŊаШΝΞҼШůŸŰƣőƚЮШÑőŔƚШƓƖŸŢĲĦƣШƚƣċƖƣĲĬШċШŉĲƽШǃĲċƖƚШċŊŸбШĦŸůƓũĲƣŔŸŰШŔƚШĦŸŰƣŔŰŊĲŰƣШŸŰШĦŸůƓĲƣŔŰŊШ
ƓƖŔŸƖŔƣŔĲƚЮ 
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Â ÅÑШ?аШÂ f?ШxE éEШ§ÅE]§  
ÉÖ~~ Åò 
¶ ыÂxШΝьШEƚƣċĤũŔƚőШċŰШfŰƣĲƖŉċĦĲШƽŔƣőШcĲċũƣőШ9ċƖĲШÂƖŸƻŔĬĲƖƚШ 
¶ ыÂxШΞьШEǂƓċŰĬШƣőĲШÂċŔĬШxĲċƻĲШ§ƖĲŊŸŰШ9ŸŰŰĲĦƣŸƖШÂƖŸŊƖċů Ш 
¶ ыÂxШΟьШÉƣƖĲċůũŔŰĲШƣőĲШ ƓƓũŔĦċƣŔŸŰШÂƖŸĦĲƚƚШ 
¶ ыÂxШΠьШEŰőċŰĦĲШ9ũċŔůШÉƣċƣƨƚĲƚШċŰĬШÅĲƚŸƨƖĦĲƚШ 
¶ ыÂxШΡьШfůƓũĲůĲŰƣШÑƖċƨůċрfŰŉŸƖůĲĬШ9ċƖĲШÉƣƖċƣĲŊǃ  Ш 
¶ ыÂxШΣьШEƻċũƨċƣĲШÖƚŔŰŊШ ĲƽШÑŸŸũƚШƣŸШfůƓƖŸƻĲШìŸƖťŉŸƖĦĲШ~ċŰċŊĲůĲŰƣШШШ 
¶ ыÂxШΤьШEŰőċŰĦĲШÄƨċũŔƣǃШ ƚƚƨƖċŰĦĲШÂƖŸĦĲƚƚĲƚ Ш 
¶ ыÂxШΥьШfůƓƖŸƻĲШEůƓũŸǃĲƖШ§ŰũŔŰĲШÉĲƖƻŔĦĲШ 
¶ ыÂxШΦьШÉĲƣШÖƓШ?ĲƚŔŊŰċƣĲĬШÅĲƓƖĲƚĲŰƣċƣŔƻĲШ ĦĦŸƨŰƣШ[ƨŰĦƣŔŸŰċũŔƣǃШ 
¶ ыÂxШΝΜьШEŰőċŰĦĲШ ƓƓĲċũƚШ[ƨŰĦƣŔŸŰċũŔƣǃШ 
¶ ыÂxШΝΝьШEŰőċŰĦĲШ§ƨƣƖĲċĦőШÉĲƖƻŔĦĲƚЯШ ĦĦĲƚƚŔĤŔũŔƣǃЯШċŰĬШEƕƨŔƣċĤũĲШ ĦĦĲƚƚ  Ш 
¶ ыÂxШΝΞьШfůƓƖŸƻĲШ9ũċŔůШ?ĲĦŔƚŔŸŰƚ 
¶ ыÂxШΝΟьШfůƓƖŸƻĲШ9ũċŔůШ7ĲŰĲǯƣШfƚƚƨĲƚШ 
¶ ыÂxШΝΠьШfůƓũĲůĲŰƣШ9ũċŔůШfƚƚƨĲШ ƨƣŸůċƣŔŸŰШ 
¶ ыÂxШΝΡьШfůƓƖŸƻĲШ[ŔŰċŰĦŔċũƚШċŰĬШ§ƻĲƖƓċǃůĲŰƣШ[ƨŰĦƣŔŸŰċũŔƣǃШ 
¶ ыÂxШΝΣьШEŰőċŰĦĲШ[ƖċƨĬШfŰƻĲƚƣŔŊċƣŔŸŰƚШċŰĬШf?ШéĲƖŔǯĦċƣŔŸŰШ 
¶ ыÂxШΝΤьШEƚƣċĤũŔƚőШ9ŸůƓũŔċŰĦĲШ[ƨŰĦƣŔŸŰċũŔƣǃШ 
¶ ыÂxШΝΥьШfůƓƖŸƻĲШÉƣċǭШÑċƚťШ~ċŰċŊĲůĲŰƣШŔŰШ[ƖċŰĦĲƚШШ 
¶ ыÂxШΝΦьШEŰőċŰĦĲШEƕƨŔƻċũĲŰƣШÂũċŰШÅĲƓŸƖƣŔŰŊШ 
¶ ыÂxШΞΜьШfůƓƖŸƻĲШыƓƖŸŊƖċůьШÉĲũŉрÉĲƖƻŔĦĲШ§ƓƣŔŸŰƚШŔŰШ[ƖċŰĦĲƚШ 
¶ ыÂxШΞΝьШÑĲƚƣШxŔƻĲШ9őċƣШ[ƨŰĦƣŔŸŰċũŔƣǃШŔŰШ[ƖċŰĦĲƚ 

7ċĦťŊƖŸƨŰĬ 

ÑőĲШ§ƖĲŊŸŰШxĲŊŔƚũċƣƨƖĲШĲŰċĦƣĲĬШÂċŔĬШxĲċƻĲШ§ƖĲŊŸŰШыÂċŔĬШxĲċƻĲьШŔŰШΞΜΝΦШċŰĬШƣőĲШƓƖŸŊƖċůШĤĲŊċŰШƓċǃŔŰŊШ
ĤĲŰĲǯƣƚШŔŰШÉĲƓƣĲůĤĲƖШΞΜΞΟЮШÂċŔĬШxĲċƻĲШŔƚШċШƚƣċƣĲрƖƨŰШƓƖŸŊƖċůШƣőċƣШƓƖŸƻŔĬĲƚШƓċŔĬШƣŔůĲШŸǭШƣŸШĲũŔŊŔĤũĲШ
ƽŸƖťĲƖƚШŉŸƖШůċŢŸƖШũŔŉĲШĲƻĲŰƣƚЯШŔŰĦũƨĬŔŰŊШŉċůŔũǃЯШůĲĬŔĦċũЯШċŰĬШƚċŉĲШũĲċƻĲЮШEůƓũŸǃĲĲƚШĦċŰШƖĲĦĲŔƻĲШƨƓШƣŸШΝΞШ
ƽĲĲťƚШŸŉШƓċŔĬШũĲċƻĲШƓĲƖШǃĲċƖЯШƽŔƣőШċŰШċĬĬŔƣŔŸŰċũШƣƽŸШƽĲĲťƚШċƻċŔũċĤũĲШŉŸƖШƓƖĲŊŰċŰĦǃрƖĲũċƣĲĬШĦŸŰĬŔƣŔŸŰƚЯШ
ƣŸƣċũŔŰŊШƨƓШƣŸШΝΠШƽĲĲťƚЮШEůƓũŸǃĲĲƚШċŰĬШũċƖŊĲШĲůƓũŸǃĲƖƚШƓċǃШĦŸŰƣƖŔĤƨƣŔŸŰƚШƣŸШŉƨŰĬШƣőĲШƓƖŸŊƖċůЯШƽőŔũĲШ
ƚůċũũШĲůƓũŸǃĲƖƚШĬŸШŰŸƣШƓċǃШĦŸŰƣƖŔĤƨƣŔŸŰƚШĤƨƣШůƨƚƣШƚƣŔũũШĦŸũũĲĦƣШċŰĬШƚĲŰĬШĲůƓũŸǃĲĲШĦŸŰƣƖŔĤƨƣŔŸŰƚЮ 

7ċƚŔĦШ[ċĦƣƚ  

¶ ΟΥΡШ[ÑEШŸƖŊċŰŔǍĲĬШŔŰƣŸШŉŸƨƖШƚĲĦƣŔŸŰƚШтШ7ĲŰĲǯƣƚШыΝΟΜШ[ÑEьЯШ9ƨƚƣŸůĲƖШ9ċƖĲШċŰĬШ§ƨƣƖĲċĦőШыΞΝΜШ[ÑEьЯШ
§ƓĲƖċƣŔŸŰƚШċŰĬШÂƖŸŊƖċůШÉƨƓƓŸƖƣШыΟΟШ[ÑEьЯШÂċŔĬШxĲċƻĲШ?ŔƖĲĦƣŸƖќƚШ§ǭŔĦĲШыΝΞШ[ÑEьЮ 

¶ ҘΡΤ~ШċŰŰƨċũШĤƨĬŊĲƣ 

 



 

ΞΜΞΣШ§E?Ш9ƨƚƣŸůĲƖШÉĲƖƻŔĦĲШѼШìŸƖťŉŸƖĦĲШÉƣƖċƣĲŊŔĲƚШĦƣŔŸŰШÂũċŰШШШ҇ШШШÂċŊĲШΡΤ 

ÂċŔĬШxĲċƻĲШ9ƨƚƣŸůĲƖШÉĲƖƻŔĦĲШÂĲƖŉŸƖůċŰĦĲ  

ƚШċШƖĲũċƣŔƻĲũǃШŰĲƽШƓƖŸŊƖċůЯШÂċŔĬШxĲċƻĲШĲǂƓĲƖŔĲŰĦĲƚШĦőċũũĲŰŊĲƚШĦŸůůŸŰШƣŸШũċƖŊĲрƚĦċũĲШƓƨĤũŔĦШŔŰŔƣŔċƣŔƻĲƚЮШ
cŔŊőĲƖрƣőċŰрĲǂƓĲĦƣĲĬШĦũċŔůШƻŸũƨůĲƚЯШĲƻŸũƻŔŰŊШŸƓĲƖċƣŔŸŰċũШĬǃŰċůŔĦƚЯШċŰĬШċШƽŸƖťŉŸƖĦĲШċĦĦũŔůċƣŔŰŊШƣŸШ
ŰĲƽШƚǃƚƣĲůƚШőċƻĲШƚƣƖċŔŰĲĬШƣőĲШƓƖŸŊƖċůќƚШĦċƓċĦŔƣǃШċŰĬШőŔŰĬĲƖĲĬШƓƖŸŊƖĲƚƚШŸŰШŔůƓƖŸƻŔŰŊШĦƨƚƣŸůĲƖШ
ĲǂƓĲƖŔĲŰĦĲЮШìőŔũĲШůŸƚƣШĦƨƚƣŸůĲƖƚШċĦĦĲƚƚШĤĲŰĲǯƣƚШƽŔƣőШůŔŰŔůċũШĬĲũċǃƚЯШƚƓĲĦŔǯĦШĦŸůůƨŰŔƣŔĲƚШŉċĦĲШ
ĤċƖƖŔĲƖƚЮШÉĲƻĲƖċũШťĲǃШċƖĲċƚШƖĲƕƨŔƖĲШĦŸŰƣŔŰƨĲĬШŔůƓƖŸƻĲůĲŰƣШƣŸШŉƨũǯũũШƣőĲШƓƖŸŊƖċůќƚШůŔƚƚŔŸŰШŸŉШƚƨƓƓŸƖƣŔŰŊШ
§ƖĲŊŸŰŔċŰƚШĬƨƖŔŰŊШĦƖŔƣŔĦċũШũŔŉĲШĲƻĲŰƣƚЮ 

ÂċŔĬШxĲċƻĲШŔƚШĬĲƚŔŊŰĲĬШƣŸШƓƖŸƻŔĬĲШƣŔůĲũǃЯШċĦĦƨƖċƣĲЯШċŰĬШċĦĦĲƚƚŔĤũĲШƚĲƖƻŔĦĲƚШƣőċƣШƓƖŸůŸƣĲШǯŰċŰĦŔċũШ
ƚƣċĤŔũŔƣǃЯШƓƖŸƣĲĦƣĲĬШũĲċƻĲЯШċŰĬШƽŸƖťŉŸƖĦĲШƓċƖƣŔĦŔƓċƣŔŸŰЮШcŸƽĲƻĲƖЯШůċŰǃШĦƨƚƣŸůĲƖƚШĲŰĦŸƨŰƣĲƖШĤċƖƖŔĲƖƚЮШ
ÂƖŸĦĲƚƚŔŰŊШĬĲũċǃƚЯШŔŰĦŸŰƚŔƚƣĲŰƣШĦŸůůƨŰŔĦċƣŔŸŰЯШċŰĬШũŔůŔƣĲĬШŸƨƣƖĲċĦőШĲǭŸƖƣƚШőċƻĲШũĲŉƣШůċŰǃШƨŰƚƨƖĲШŸŉШ
ƣőĲŔƖШĲũŔŊŔĤŔũŔƣǃШŸƖШőŸƽШƣŸШŰċƻŔŊċƣĲШƣőĲШƚǃƚƣĲůЯШĲƖŸĬŔŰŊШƣƖƨƚƣШƽőĲŰШƓĲŸƓũĲШůŸƚƣШŰĲĲĬШĦũċƖŔƣǃШċŰĬШƚƨƓƓŸƖƣЮ 

9őċũũĲŰŊĲƚ 

ÑőĲШ[ƖċŰĦĲƚШ§ŰũŔŰĲШƚǃƚƣĲůШőċƚШŔŰƣƖŸĬƨĦĲĬШŰĲƽШĦŸůƓũĲǂŔƣŔĲƚЮШÖƚĲƖƚШƽŔƣőШũŔůŔƣĲĬШĬŔŊŔƣċũШũŔƣĲƖċĦǃЯШ
ċĦĦĲƚƚŔĤŔũŔƣǃШŰĲĲĬƚЯШŸƖШũċŰŊƨċŊĲШĤċƖƖŔĲƖƚШƚƣƖƨŊŊũĲШƣŸШŰċƻŔŊċƣĲШƣőĲШƓũċƣŉŸƖůЮШ[ƖĲƕƨĲŰƣШƚǃƚƣĲůШƨƓĬċƣĲƚШċŰĬШ
ƓŸũŔĦǃШƖĲƻŔƚŔŸŰƚШŉƨƖƣőĲƖШĦŸůƓũŔĦċƣĲШƣőĲШĲǂƓĲƖŔĲŰĦĲШŉŸƖШĦƨƚƣŸůĲƖƚШċŰĬШƚƣċǭЯШƽőŸШůƨƚƣШċĬċƓƣШƣŸШċШ
ĦŸŰƚƣċŰƣũǃШƚőŔŉƣŔŰŊШũċŰĬƚĦċƓĲШƽőŔũĲШƚƣƖŔƻŔŰŊШƣŸШƓƖŸƻŔĬĲШĦŸŰƚŔƚƣĲŰƣШċŰĬШċĦĦƨƖċƣĲШŊƨŔĬċŰĦĲЮШ 

fŰĦŸŰƚŔƚƣĲŰƣШƨŰĬĲƖƚƣċŰĬŔŰŊШċůŸŰŊШŔŰƣĲƖĲƚƣĲĬШƓċƖƣŔĲƚШőċƚШŉƨƖƣőĲƖШĦŸůƓũŔĦċƣĲĬШŔůƓũĲůĲŰƣċƣŔŸŰЮШ
fŰŉŸƖůċƣŔŸŰШĬŔƚĦƖĲƓċŰĦŔĲƚШĤĲƣƽĲĲŰШĲůƓũŸǃĲƖƚШċŰĬШƽŸƖťĲƖƚШċƖĲШĦŸůůŸŰЯШƓċƖƣŔĦƨũċƖũǃШƖĲŊċƖĬŔŰŊШ
ĲƕƨŔƻċũĲŰƣШƓũċŰƚЮШÉŸůĲШĲůƓũŸǃĲƖƚШċƖĲШƨŰċƽċƖĲШŸŉШƣőĲŔƖШƖĲƚƓŸŰƚŔĤŔũŔƣŔĲƚЯШũĲċƻŔŰŊШƽŸƖťĲƖƚШƽŔƣőŸƨƣШƣőĲŔƖШ
ĲŰƣŔƣũĲĬШĤĲŰĲǯƣƚЮШcĲċũƣőШĦċƖĲШƓƖŸƻŔĬĲƖƚШŸŉƣĲŰШũċĦťШƣőĲШťŰŸƽũĲĬŊĲШƣŸШċƚƚŔƚƣШƓċƣŔĲŰƣƚШĲǭĲĦƣŔƻĲũǃЮШÑőĲƚĲШ
ĦŸůůƨŰŔĦċƣŔŸŰШŊċƓƚШĬĲũċǃШċĦĦĲƚƚШċŰĬШĬŔůŔŰŔƚőШĦŸŰǯĬĲŰĦĲШŔŰШÂċŔĬШxĲċƻĲЮШ 

ÑőĲƚĲШƚőŸƖƣĦŸůŔŰŊƚШĬŔƚƓƖŸƓŸƖƣŔŸŰċũũǃШċǭĲĦƣШőŔƚƣŸƖŔĦċũũǃШƨŰĬĲƖƚĲƖƻĲĬШĦŸůůƨŰŔƣŔĲƚаШŔŰĬŔƻŔĬƨċũƚШƽŔƣőШ
ũŔůŔƣĲĬШEŰŊũŔƚőШƓƖŸǯĦŔĲŰĦǃЯШfŰĬŔƻŔĬƨċũШÑċǂƓċǃĲƖШfĬĲŰƣŔǯĦċƣŔŸŰШ ƨůĤĲƖШыfÑf ьШƨƚĲƖƚЯШƓĲŸƓũĲШƽŔƣőШƚĲƖŔŸƨƚШ
őĲċũƣőШĦŸŰĬŔƣŔŸŰƚЯШċŰĬШƣőŸƚĲШƚĲĲťŔŰŊШƚċŉĲШũĲċƻĲЮШÉƣƖƨĦƣƨƖċũШĤċƖƖŔĲƖƚШуШũċĦťШŸŉШƣƖċŰƚƓŸƖƣċƣŔŸŰЯШŉĲċƖШŸŉШ
ŊŸƻĲƖŰůĲŰƣШƚǃƚƣĲůƚЯШċŰĬШŔŰƚƨǭŔĦŔĲŰƣШŸƨƣƖĲċĦőШуШĦŸŰƣƖŔĤƨƣĲШƣŸШŔŰĲƕƨŔƣŔĲƚШŔŰШċĦĦĲƚƚШċŰĬШũŸƽШ
ƓċƖƣŔĦŔƓċƣŔŸŰЯШĲƻĲŰШċůŸŰŊШƣőŸƚĲШƣőĲШƓƖŸŊƖċůШƽċƚШĬĲƚŔŊŰĲĬШƣŸШƚƨƓƓŸƖƣЮШ 

ÑőĲШĦőċũũĲŰŊĲƚШƖĲǰĲĦƣШĤƖŸċĬĲƖШƚǃƚƣĲůŔĦШŔƚƚƨĲƚШŔŰШƚĲƖƻŔĦĲШĬĲƚŔŊŰЯШƣĲĦőŰŸũŸŊǃШċĦĦĲƚƚŔĤŔũŔƣǃЯШŔŰƣĲƖĲƚƣĲĬШ
ƓċƖƣǃШĦŸůůƨŰŔĦċƣŔŸŰЯШċŰĬШĲƕƨŔƣǃЮШ ĬĬƖĲƚƚŔŰŊШƣőĲƚĲШŊċƓƚШŔƚШĲƚƚĲŰƣŔċũШƣŸШŔůƓƖŸƻĲШŸƓĲƖċƣŔŸŰċũШĲǭŔĦŔĲŰĦǃЯШ
ƖĲƚƣŸƖĲШƓƨĤũŔĦШƣƖƨƚƣЯШċŰĬШĲŰƚƨƖĲШƣőĲШƓƖŸŊƖċůШĬĲũŔƻĲƖƚШĲĦŸŰŸůŔĦШƚƣċĤŔũŔƣǃШċŰĬШƚƨƓƓŸƖƣШĬƨƖŔŰŊШũŔŉĲќƚШůŸƚƣШ
ƻƨũŰĲƖċĤũĲШůŸůĲŰƣƚЮШìŔƣőШŉŸĦƨƚĲĬШŔŰƻĲƚƣůĲŰƣЯШÂċŔĬШxĲċƻĲШĦċŰШĤĲĦŸůĲШċШůŸƖĲШŔŰĦũƨƚŔƻĲЯШƖĲƚƓŸŰƚŔƻĲЯШ
ċŰĬШĲǭĲĦƣŔƻĲШƖĲƚŸƨƖĦĲШŉŸƖШċũũШ§ƖĲŊŸŰŔċŰƚЮШ 

 



 

ΞΜΞΣШ§E?Ш9ƨƚƣŸůĲƖШÉĲƖƻŔĦĲШѼШìŸƖťŉŸƖĦĲШÉƣƖċƣĲŊŔĲƚШĦƣŔŸŰШÂũċŰШШШ҇ШШШÂċŊĲШΡΥ 

Â f?ШxE éEШ9ÖÉÑ§~EÅШÉEÅéf9EШ9Ñf§ É  

(PL 1) Establish an Interface with Health Care Providers (prioritized/in 
progress) 

 

ШĬŔƖĲĦƣШŔŰƣĲƖŉċĦĲШƽŔƣőШőĲċũƣőШĦċƖĲШƓƖŸƻŔĬĲƖƚШĦŸƨũĬШĬƖċƚƣŔĦċũũǃШŔůƓƖŸƻĲШƣőĲШĦƨƚƣŸůĲƖШĲǂƓĲƖŔĲŰĦĲШƣőƖŸƨŊőШ
ůŸƖĲШƣŔůĲũǃШĬĲĦŔƚŔŸŰƚЮШÑőŔƚШƽŸƨũĬШĦƖĲċƣĲШċĦĦŸƨŰƣƚШŉŸƖШőĲċũƣőШĦċƖĲШƓƖŸƻŔĬĲƖƚШċŰĬШċШƓŸƖƣċũШŉŸƖШƓƖŸƻŔĬĲƖƚШƣŸШ
ƚĲŰĬШƻĲƖŔǯĦċƣŔŸŰШĬŸĦƨůĲŰƣċƣŔŸŰШĬŔƖĲĦƣũǃШƣŸШÂċŔĬШxĲċƻĲЮШfƣШƽŸƨũĬШƚƣƖĲċůũŔŰĲШƣőĲШƻĲƖŔǯĦċƣŔŸŰШƓƖŸĦĲƚƚШŉŸƖШ
ĦũċŔůċŰƣƚШċŰĬШĦŸƨũĬШƚƨƓƓŸƖƣШƚŸůĲШċƨƣŸůċƣŔĦШĦũċŔůШƓƖŸĦĲƚƚŔŰŊЮ   

9ŸƚƣаШÉƨĤƚƣċŰƣŔċũЯШΞЯΞΜΜШ[ ÉÑШƓƖŸŊƖċůůŔŰŊШőŸƨƖƚШƓũƨƚШƚƣċǭШƖĲƚŸƨƖĦĲƚШ 
ÑŔůŔŰŊаШΝΞҼШůŸŰƣőƚ 

(PL 2) Expand the Paid Leave Connector Program (prioritized/in progress) 

 

ÑőĲШÂċŔĬШxĲċƻĲШ9ŸŰŰĲĦƣŸƖШÂƖŸŊƖċůШƓƖŸƻŔĬĲƚШŔŰрƓĲƖƚŸŰШƚĲƖƻŔĦĲƚШċƣШƣőƖĲĲШìŸƖťÉŸƨƖĦĲШŸǭŔĦĲƚаШìŸŸĬĤƨƖŰЯШ
ÉċũĲůЯШċŰĬШ7ĲċƻĲƖƣŸŰЮШÑőŔƚШƓƖŸŊƖċůШŔƚШĲǂƣƖĲůĲũǃШĲǭĲĦƣŔƻĲШŔŰШƚƨƓƓŸƖƣŔŰŊШĦƨƚƣŸůĲƖƚШƽőŸШőċƻĲШĬŔƚċĤŔũŔƣŔĲƚЯШ
ĬŸŰќƣШƚƓĲċťШEŰŊũŔƚőЯШċƖĲŰќƣШŉċůŔũŔċƖШƽŔƣőШĦŸůƓƨƣĲƖШƚŸŉƣƽċƖĲЯШŸƖШŰĲĲĬШőĲũƓШŰċƻŔŊċƣŔŰŊШƓƖŸĦĲƚƚĲƚЮ   

ÑőĲШŊŸċũШŔƚШƣŸШĲǂƓċŰĬШƣőĲШƓƖŸŊƖċůШƣŸШŰĲƽШũŸĦċƣŔŸŰƚШŔŰШċШƓőċƚĲĬШċƓƓƖŸċĦőЮШfƣШƽŔũũШċũƚŸШŸǭĲƖШƖŸƣċƣŔŰŊШŔŰр
ƓĲƖƚŸŰШŸǭŔĦĲШĬċǃƚШċƖŸƨŰĬШ§ƖĲŊŸŰЮШŰШĲǂƣĲŰĬĲĬШƚĦőĲĬƨũŔŰŊШĦƖŔƣĲƖŔŸŰШƽŔũũШċĦĦŸůůŸĬċƣĲШůŸƖĲШĦƨƚƣŸůĲƖƚШ
ċŰĬШŸǭĲƖШŔŰрƓĲƖƚŸŰШƚƨƓƓŸƖƣЮШÑőĲШƓƖŸŊƖċůШƽŔũũШĦŸŰƣŔŰƨĲШƨƚŔŰŊШìÉ§ШŸǭŔĦĲƚШċŰĬШƚĦƖĲĲŰШĦŸůůƨŰŔƣǃрĤċƚĲĬШ
ŸƖŊċŰŔǍċƣŔŸŰƚШŉŸƖШƓŸƚƚŔĤũĲШċũƣĲƖŰċƣŔƻĲШũŸĦċƣŔŸŰƚШƣŸШƖĲċĦőШÂċŔĬШxĲċƻĲШĦƨƚƣŸůĲƖƚЮ   

9ŸƚƣаШ~ŔŰŔůċũЯШƨƚĲШĦƨƖƖĲŰƣШƚƣċǭЯШƚŸůĲШƚƨƓƓũŔĲƚШƽŔũũШĤĲШŰĲĲĬĲĬШыĦŸůƓƨƣĲƖƚЯШĲƣĦЮь 
ÑŔůŔŰŊаШΝΞҼШůŸŰƣőƚ 

(PL 3) Streamline the Application Process 

 

fůƓƖŸƻĲШƣőĲШċƓƓũŔĦċƣŔŸŰШƓƖŸĦĲƚƚШĤǃШĦƖĲċƣŔŰŊШċШŸŰĲрƚƣŸƓШċƓƓũŔĦċƣŔŸŰШŉŸƖШċũũШƣǃƓĲƚШŸŉШƖĲƕƨĲƚƣƚЮШfƣШƽŸƨũĬШ
ĦŸůĤŔŰĲШƣőĲШċƓƓũŔĦċƣŔŸŰШċŰĬШůċŔŰШƕƨĲƚƣŔŸŰŰċŔƖĲƚЯШċũũŸƽŔŰŊШĦũċŔůċŰƣƚШƣŸШƓƖŸƻŔĬĲШċũũШƖĲƕƨŔƖĲĬШŔŰŉŸƖůċƣŔŸŰШ
ċŰĬШĬŸĦƨůĲŰƣċƣŔŸŰШċƣШƣőĲШƚċůĲШƣŔůĲЮШfƣШƽŸƨũĬШċũƚŸШŔůƓƖŸƻĲШƣőĲШĦũċŔůШĬĲĦŔƚŔŸŰШũĲƣƣĲƖƚЯШůċťŔŰŊШƣőĲůШ
ĲċƚŔĲƖШƣŸШƨŰĬĲƖƚƣċŰĬЮ  

9ŸƚƣаШ[ ÉÑШƓƖŸŊƖċůůŔŰŊШőŸƨƖƚШыƣŸƣċũШċůŸƨŰƣШÑ7?ьЯШċĬĬŔƣŔŸŰċũШƚƣċǭШőŸƨƖƚ 
ÑŔůŔŰŊаШΝΞҼШůŸŰƣőƚ 

 



 

ΞΜΞΣШ§E?Ш9ƨƚƣŸůĲƖШÉĲƖƻŔĦĲШѼШìŸƖťŉŸƖĦĲШÉƣƖċƣĲŊŔĲƚШĦƣŔŸŰШÂũċŰШШШ҇ШШШÂċŊĲШΡΦ 

(PL 4) Enhance Claim Statuses and Resources 

 

fůƓũĲůĲŰƣŔŰŊШƣőŔƚШƖĲĦŸůůĲŰĬċƣŔŸŰШƽŸƨũĬШŊŔƻĲШĦƨƚƣŸůĲƖƚШůŸƖĲШƣƖċŰƚƓċƖĲŰĦǃШċŰĬШĦũĲċƖШŔŰŉŸƖůċƣŔŸŰШ
ċĤŸƨƣШƣőĲŔƖШĦũċŔůШƚƣċƣƨƚЮШfůƓƖŸƻĲůĲŰƣƚШŔŰĦũƨĬĲШůŸƖĲШĦũĲċƖũǃШĬŔƚƓũċǃŔŰŊШċŰĬШĬĲƚĦƖŔĤŔŰŊШĦũċŔůШƚƣċƣƨƚĲƚШŔŰШ
ƣőĲШĦƨƚƣŸůĲƖШƓŸƖƣċũШƣŸШƓƖŸƻŔĬĲШƚƓĲĦŔǯĦШĬĲƣċŔũƚШƣŸШĦƨƚƣŸůĲƖƚЮШ9ƨƚƣŸůĲƖƚШĦŸƨũĬШƣőĲŰШĦũĲċƖũǃШŔĬĲŰƣŔŉǃШŔŉШ
ƣőĲŔƖШĦũċŔůШƽċƚШŔŰШŔĬĲŰƣŔƣǃШƻĲƖŔǯĦċƣŔŸŰЯШċƓƓũŔĦċƣŔŸŰШƖĲƻŔĲƽЯШƓĲŰĬŔŰŊШŔŰŉŸƖůċƣŔŸŰЯШŸƖШŔŉШƣőĲƖĲШƽċƚШċШĬĲĦŔƚŔŸŰШ
ŸŰШƣőĲŔƖШĦũċŔůЮШũƚŸШŔŰĦũƨĬĲĬШċƖĲШċШƖĲƻŔĲƽШċŰĬШƨƓĬċƣĲШŸŰШċũũШőĲũƓШƣŸƓŔĦƚШƣŸШĲŰƚƨƖĲШƣőċƣШƣőĲǃШċƖĲШĦƨƖƖĲŰƣЯШ
ċĦĦƨƖċƣĲЯШċŰĬШĦċŰШĤĲШůċŔŰƣċŔŰĲĬЮШÑőŔƚШƽŸƨũĬШċĬĬШůŸƖĲШĬĲƣċŔũоŔŰŉŸƖůċƣŔŸŰШƣőċŰШƓũċŰŰĲĬШŔŰШ§E?ШΝΟШыĦũċŔůШ
ƚƣċƣƨƚШƣƖċĦťĲƖьЮШ 

9ŸƚƣаШ[ ÉÑШƓƖŸŊƖċůůŔŰŊШőŸƨƖƚШыƣŸƣċũШċůŸƨŰƣШÑ7?ьЯШċĬĬŔƣŔŸŰċũШƚƣċǭШőŸƨƖƚ 
ÑŔůŔŰŊаШΝΞҼШůŸŰƣőƚ 

(PL 5) Implement Trauma-Informed Care Strategy (prioritized/in progress)  

 

ÂċŔĬШxĲċƻĲШŔƚШĦŸůůŔƣƣĲĬШƣŸШĲƚƣċĤũŔƚőŔŰŊШċШĦŸũũċĤŸƖċƣŔŸŰШƽŔƣőШÑƖċƨůċрfŰŉŸƖůĲĬШ§ƖĲŊŸŰШƣŸШőĲũƓШŉƨũũǃШ
ŔůƓũĲůĲŰƣШƣőĲШĦŸŰĦĲƓƣƚШċŰĬШŔŰŔƣŔċƣŔƻĲƚШƖĲĦŸůůĲŰĬĲĬШŉŸƖШĤƨŔũĬŔŰŊШċШƣƖċƨůċрŔŰŉŸƖůĲĬШŸƖŊċŰŔǍċƣŔŸŰЮШÑőĲШ
ƓƖŸŊƖċůШŔƚШŔŰĦŸƖƓŸƖċƣŔŰŊШċƚƚĲƚƚůĲŰƣШƖĲƚƨũƣƚШŉƖŸůШċШƚƨƖƻĲǃШċĬůŔŰŔƚƣĲƖĲĬШƣŸШĲůƓũŸǃĲƖƚШċŰĬШĲůƓũŸǃĲĲƚШ
ŔŰƣŸШƣőĲШĬŔƻŔƚŔŸŰШŔůƓũĲůĲŰƣċƣŔŸŰШƚƣƖċƣĲŊǃШċŰĬШƽŸƖťŔŰŊШƽŔƣőШƚĲĦƣŔŸŰШůċŰċŊĲƖƚШƣŸШŔĬĲŰƣŔŉǃШŉŸĦƨƚШċƖĲċƚШŉŸƖШ
ƣőŔƚШĤŔĲŰŰŔƨůЮ  

ÑőĲШƓƖŔŰĦŔƓũĲƚШŸŉШƣƖċƨůċрŔŰŉŸƖůĲĬШĦċƖĲШыÑf9ьШċƖĲШĲůĤĲĬĬĲĬШŔŰШċũũШĦƨƖƖĲŰƣШƣƖċŔŰŔŰŊШƓƖŸŊƖċůƚЮШ9ƨƖƖĲŰƣũǃЯШ
ŸŰũǃШŸŰĲШůĲůĤĲƖШŸŉШƣőĲШƣĲċůШŔƚШĦĲƖƣŔǯĲĬШŔŰШÑf9Ю ÑŸШĦƖĲċƣĲШĦċƓċĦŔƣǃЯШŉŸƨƖШċĬĬŔƣŔŸŰċũШůĲůĤĲƖƚШŸŉШƣőĲШ
xĲċƖŰŔŰŊШċŰĬШ?ĲƻĲũŸƓůĲŰƣШÑĲċůШƽŔũũШĦŸůƓũĲƣĲШƣőĲШÑf9ШƣƖċŔŰрƣőĲрƣƖċŔŰĲƖШĦĲƖƣŔǯĦċƣŔŸŰШŔŰШΞΜΞΣЮ ìŔƣőШƣőċƣШ
ċĬĬŔƣŔŸŰċũШĦċƓċĦŔƣǃЯШƣőĲШxĲċƖŰŔŰŊШċŰĬШ?ĲƻĲũŸƓůĲŰƣШÑĲċůШƽŔũũШƓƖŸƻŔĬĲШċŰŰƨċũШÑf9ШƣƖċŔŰŔŰŊШƣŸШċũũШÂċŔĬШxĲċƻĲШ
ƚƣċǭЯШŔŰĦũƨĬŔŰŊШůċŰċŊĲƖƚЯШċƚШƽĲũũШċƚШĲǂƓċŰĬШŸƨƖШĦŸƨƖƚĲШĦċƣċũŸŊШƣŸШŔŰĦũƨĬĲШċĬĬŔƣŔŸŰċũШĦƨƚƣŸůĲƖШƚĲƖƻŔĦĲШ
ċŰĬШĬĲрĲƚĦċũċƣŔŸŰШƣƖċŔŰŔŰŊЮШÑőŔƚШƽŔũũШŔŰĦũƨĬĲШƚƓĲĦŔċũŔǍĲĬШƣƖċŔŰŔŰŊШŉŸƖШƣőĲШÉċŉĲШxĲċƻĲЯШfÑf ЯШ9ŸŰŰĲĦƣŸƖЯШċŰĬШ
§ƨƣƖĲċĦőШƣĲċůƚЮ   

9ŸƚƣаШÑőĲШĤŔĲŰŰŔċũШÑf9ШċƚƚĲƚƚůĲŰƣШŔƚШҘΝΜЯΜΜΜ 
ÑŔůŔŰŊаШΝΞҼШůŸŰƣőƚЮШÂƖŔŸƖŔƣŔĲƚШŉŸƖШÑf9ШŔůƓũĲůĲŰƣċƣŔŸŰШŉŸƖШŰŸƽШƣőƖŸƨŊőШsƨŰĲШΞΜΞΣШŔŰĦũƨĬĲШĬĲƻĲũŸƓŔŰŊШċШ
ƓĲĲƖШƚƨƓƓŸƖƣШŰĲƣƽŸƖťбШċШŰĲƽШĦőċƖƣĲƖШŉŸƖШÂċŔĬШxĲċƻĲќƚШŔŰƣĲƖŰċũШEƕƨŔƣǃШċŰĬШ ĦĦĲƚƚŔĤŔũŔƣǃШũũŔċŰĦĲШƣŸШĲǂƓċŰĬШ
ƣőĲШŉŸĦƨƚШƣŸШĲƕƨŔƣǃШċŰĬШŔŰĦũƨƚŔŸŰЯШÑf9ЯШċŰĬШƽĲũũŰĲƚƚбШĬĲƻĲũŸƓŔŰŊШċШÑf9ШũĲŰƚШŉŸƖШƓŸũŔĦǃбШƽŸƖťŔŰŊШƣŸШĲŰƚƨƖĲШ
ĬŔƻŔƚŔŸŰШċŰĬШƚĲĦƣŔŸŰШĦŸůůƨŰŔĦċƣŔŸŰШŔƚШƣƖċƨůċШŔŰŉŸƖůĲĬбШĬĲƻĲũŸƓŔŰŊШċШĬŔƻŔƚŔŸŰШĦċũĲŰĬċƖШŉŸƖШÑf9ШċĦƣŔƻŔƣŔĲƚбШ
ċŰĬШĦŸůƓũĲƣŔŰŊШċŰШŔŰŉŸƖůċũШƖĲƻŔĲƽШŸŉШŸƨƖШÑf9ШƓƖŸŊƖċůЮ 

 



 

ΞΜΞΣШ§E?Ш9ƨƚƣŸůĲƖШÉĲƖƻŔĦĲШѼШìŸƖťŉŸƖĦĲШÉƣƖċƣĲŊŔĲƚШĦƣŔŸŰШÂũċŰШШШ҇ШШШÂċŊĲШΣΜ 

(PL 6) Evaluate Using New Tools to Improve Workforce Management    

 

ÂċŔĬШxĲċƻĲШŉŸĦƨƚĲƚШŸŰШĲŰƚƨƖŔŰŊШƣőċƣШƣĲċůƚШċƖĲШƖĲĬƨĦŔŰŊШőŸũĬШƣŔůĲƚШċŰĬШŔůƓƖŸƻŔŰŊШĦũċŔůШƓƖŸĦĲƚƚŔŰŊШƣŔůĲШ
ŉƖċůĲƚЮШÑőĲШőŔƖŔŰŊШŸŉШċĬĬŔƣŔŸŰċũШƓƨĤũŔĦШƚĲƖƻŔĦĲШƖĲƓƖĲƚĲŰƣċƣŔƻĲƚШыÂÉÅƚьШƽŔƣőŔŰШƣőĲШŰĲċƖрƣĲƖůШƽŔũũШƚƨƓƓŸƖƣШ
ƣőŔƚШŉŸĦƨƚЮШÑőĲШ9ƨƚƣŸůĲƖШ9ċƖĲШÑĲċůШőŔƖĲĬШċШŊƖŸƨƓШŸŉШÂÉÅƚШŔŰШ ŸƻĲůĤĲƖШΞΜΞΠШċƚШċШƓŔũŸƣШƣŸШƓƖŸƻŔĬĲШ
ĦŸŰƣŔŰƨŸƨƚШƚƨƓƓŸƖƣШċŰĬШƚĲƖƻĲШċƚШƣőĲШǯƖƚƣШƓŸŔŰƣШŸŉШĦŸŰƣċĦƣШŉŸƖШĦũċŔůċŰƣƚШƣŸШċŰƚƽĲƖШƣőĲŔƖШƕƨĲƚƣŔŸŰƚЮШ?ƨĲШƣŸШ
ƣőĲШƚƨĦĦĲƚƚШŸŉШƣőċƣШƣĲċůЯШƣőĲШŊŸċũШŔƚШƣŸШĲǂƓċŰĬШƣőĲШŊƖŸƨƓШċŰĬШőŔƖĲШΝΥШċĬĬŔƣŔŸŰċũШÂÉÅƚЯШŔŰĦũƨĬŔŰŊШĤŔũŔŰŊƨċũШ
ƚƣċǭЮШ~ċŔŰƣċŔŰŔŰŊШċШƚƣċǭŔŰŊШƚƣƖƨĦƣƨƖĲШƣőċƣШċũũŸƽƚШÂÉÅƚШƣŸШċĬĬƖĲƚƚШĤċƚŔĦШĦƨƚƣŸůĲƖШƕƨĲƚƣŔŸŰƚШƽŔũũШŉƖĲĲШƨƓШ
ĦŸůƓũŔċŰĦĲШƚƓĲĦŔċũŔƚƣƚШƣŸШċĬĬƖĲƚƚШůŸƖĲШĦŸůƓũĲǂШƕƨĲƚƣŔŸŰƚШċŰĬШőċŰĬũĲШĦũċŔůƚШƽŸƖťЮШ 

ĬĬŔƣŔŸŰċũũǃЯШƣőĲШƓƖŸŊƖċůШƽŔũũШƖĲƚĲċƖĦőШƓŸƣĲŰƣŔċũШ fШƣŸŸũƚШƣőċƣШĦŸƨũĬШőĲũƓШċĬĬƖĲƚƚШĦũċŔůШƚƣċƣƨƚШƕƨĲƚƣŔŸŰƚЯШ
ƽőŔĦőШċƖĲШΠΜрΡΜӖШŸŉШĦċũũƚШƖĲĦĲŔƻĲĬЮШÑőĲШ9ƨƚƣŸůĲƖШ9ċƖĲШÑĲċůШƽŔũũШĲŰőċŰĦĲШŔƣƚШìŸƖťŉŸƖĦĲШ~ċŰċŊĲůĲŰƣШ
fůƓƖŸƻĲůĲŰƣШÂũċŰШŸƻĲƖШƣőĲШŰĲǂƣШǃĲċƖШƣŸШůŸŰŔƣŸƖШŔŰĦŸůŔŰŊШƽŸƖťũŸċĬƚШċŰĬШƚƣċǭŔŰŊШƣƖĲŰĬƚШůŸƖĲШĲǭĲĦƣŔƻĲũǃЯШ
ƣőĲƖĲĤǃШĦŸŰƣŔŰƨŸƨƚũǃШƓũċŰŰŔŰŊШŉŸƖШƣőĲШůŸƚƣШĲǭĲĦƣŔƻĲШƨƚĲШŸŉШŸƨƖШƽŸƖťŉŸƖĦĲШƣŸШůĲĲƣШĦƨƚƣŸůĲƖШŰĲĲĬƚЮ   

7ŸƣőШƣőĲШ7ĲŰĲǯƣƚШċŰĬШ9ƨƚƣŸůĲƖШ9ċƖĲШƣĲċůƚШƣőċƣШƓƖŸĦĲƚƚШĦũċŔůƚШƽŔũũШĦŸŰƣŔŰƨĲШƣŸШĲŰőċŰĦĲШƓƖŸĦĲƚƚĲƚШċŰĬШ
ƨƚĲШƣĲĦőŰŸũŸŊǃШƣŸШŔůƓƖŸƻĲШƓƖŸĬƨĦƣŔƻŔƣǃЯШƖĲƚƨũƣŔŰŊШŔŰШůŸƖĲШĲǭŔĦŔĲŰƣШċŰĬШƣŔůĲũǃШĦũċŔůШƓƖŸĦĲƚƚŔŰŊЮШÉĲƻĲƖċũШ
ƚǃƚƣĲůШĦőċŰŊĲƚШőċƻĲШĤĲĲŰШŔůƓũĲůĲŰƣĲĬШƖĲĦĲŰƣũǃШƣŸШƚƣƖĲċůũŔŰĲШƓƖŸĦĲƚƚĲƚЯШĲŰƚƨƖŔŰŊШƣőċƣШƚƣċǭШƓĲƖŉŸƖůШ
ŉĲƽĲƖШůċŰƨċũШƚƣĲƓƚШċŰĬШĦċŰШĲċƚŔũǃШċĦĦĲƚƚШƣőĲШĦũċŔůƚШƣőĲǃШƽŸƖťШŸŰЮ  

ÑŸШċĬĬƖĲƚƚШĦƨƚƣŸůĲƖƚШƽŔƣőШƨƖŊĲŰƣШŰĲĲĬƚШŸƖШƣőŸƚĲШƽőŸШőċƻĲШĲǂƓĲƖŔĲŰĦĲĬШĦőċũũĲŰŊĲƚШċĦĦĲƚƚŔŰŊШƣőĲШ
ƓƖŸŊƖċůЯШÂċŔĬШxĲċƻĲШƽŔũũШĦŸŰƣŔŰƨĲШƣŸШĲŰőċŰĦĲШƣőĲШƨƚĲШŸŉШƣőĲШĬĬŔƣŔŸŰċũШÉƨƓƓŸƖƣШÉůċƖƣƚőĲĲƣЮШÑőŔƚШ
ĦĲŰƣƖċũŔǍĲĬШƣŸŸũШƣƖċĦťƚШƣőĲШƖĲƚŸũƨƣŔŸŰШŸŉШĲƚĦċũċƣĲĬШĦƨƚƣŸůĲƖШĦċƚĲƚЮШÑőĲШũĲŊŔƚũċƣŔƻĲШũŔċŔƚŸŰЯШ?ŔƖĲĦƣŸƖќƚШ
§ǭŔĦĲЯШ9ŸůůƨŰŔĦċƣŔŸŰƚШ§ǭŔĦĲЯШċŰĬШÂċŔĬШxĲċƻĲШůċŰċŊĲƖƚШƚĲŰĬШĲƚĦċũċƣŔŸŰƚЯШƽőŔĦőШċƖĲШƖĲƻŔĲƽĲĬШċŰĬШ
ƽŸƖťĲĬШŸŰШĤǃШ7ĲŰĲǯƣƚШƚƣċǭЯШŔŰĦũƨĬŔŰŊШĲũŔŊŔĤŔũŔƣǃШƚƓĲĦŔċũŔƚƣƚЯШŔŰƻĲƚƣŔŊċƣŸƖƚЯШċŰĬШũĲċĬƚЮ   

9ŸƚƣаШũũШƓŸƚŔƣŔŸŰƚШĦċŰШĤĲШŉƨŰĬĲĬШƣőƖŸƨŊőШĲǂŔƚƣŔŰŊШĤƨĬŊĲƣШũŔůŔƣċƣŔŸŰƚ 
ÑŔůŔŰŊаШΝΞҼШůŸŰƣőƚШ 

(PL 7) Enhance Quality Assurance Processes (prioritized/in progress) 

 

ÂċŔĬШxĲċƻĲќƚШ9ŸůƓũŔċŰĦĲШÂƖŸŊƖċůШŔƚШĦƨƖƖĲŰƣũǃШƨŰĬĲƖШĬĲƻĲũŸƓůĲŰƣЯШƽŔƣőШċШŉŸĦƨƚШŸŰШĲŰƚƨƖŔŰŊШċШƓŸƚŔƣŔƻĲШ
ĦƨƚƣŸůĲƖШĲǂƓĲƖŔĲŰĦĲЮШÑőŔƚШŔƚШċĦĦŸůƓũŔƚőĲĬШĤǃШůċťŔŰŊШƚƨƖĲШƣőċƣШƚƣċǭШƓƖŸƻŔĬĲШċĦĦƨƖċƣĲШŊƨŔĬċŰĦĲШċŰĬШ
ŔŰŉŸƖůċƣŔŸŰЯШċƚШƽĲũũШċƚШůċťŔŰŊШċĦĦƨƖċƣĲШĬĲĦŔƚŔŸŰƚЮШÑőĲШƓƖŸŊƖċůШŔƚШĤĲŔŰŊШĬĲƻĲũŸƓĲĬШƣŸШŔĬĲŰƣŔŉǃШƣƖĲŰĬƚШċŰĬШ
ĬĲůŸŰƚƣƖċƣĲШċШĦũĲċƖШĦŸƖƖĲũċƣŔŸŰШĤĲƣƽĲĲŰШƓŸũŔĦǃШċŰĬШũċƽЯШċƚШƽĲũũШċƚШÂċŔĬШxĲċƻĲШċĦƣŔŸŰƚЯШċĦƖŸƚƚШƣőĲШ
ĬŔƻŔƚŔŸŰЮШ ĬĬŔƣŔŸŰċũũǃЯШƓƖŸŊƖċůШƚĲĦƣŔŸŰƚШƽŔũũШĦŸŰĬƨĦƣШƕƨċũŔƣǃШƖĲƻŔĲƽƚШŸŉШƚƓĲĦŔǯĦШƣċƚťƚШƽŔƣőŔŰШƣőĲŔƖШċƖĲċƚШ
ċŰĬШƨƚĲШǯŰĬŔŰŊƚШƣŸШĦŸċĦőШƚƣċǭШċŰĬШĦŸŰƣŔŰƨŸƨƚũǃШŔůƓƖŸƻĲШƕƨċũŔƣǃЮ  ÄƨċũŔƣǃШƖĲƻŔĲƽƚШƽŔũũШċũƚŸШƓƖŸƻŔĬĲШƖŸĤƨƚƣШ
ŔŰƚŔŊőƣƚШŔŰƣŸШőŸƽШƣŸШŔůƓƖŸƻĲШŸŰĤŸċƖĬŔŰŊЯШƣĲĦőŰŔĦċũШƣƖċŔŰŔŰŊЯШƓŸũŔĦǃШŊƨŔĬċŰĦĲЯШċŰĬШƓŸƣĲŰƣŔċũũǃШċůĲŰĬШ
ċĬůŔŰŔƚƣƖċƣŔƻĲШƖƨũĲƚЮ   

9ŸƚƣаШ~ŔŰŔůċũЯШƨƚĲШĦƨƖƖĲŰƣШƚƣċǭ 
ÑŔůŔŰŊаШΝΞҼШůŸŰƣőƚ 



 

ΞΜΞΣШ§E?Ш9ƨƚƣŸůĲƖШÉĲƖƻŔĦĲШѼШìŸƖťŉŸƖĦĲШÉƣƖċƣĲŊŔĲƚШĦƣŔŸŰШÂũċŰШШШ҇ШШШÂċŊĲШΣΝ 

(PL 8) Improve Employer Online Service 

 

 

 

ÑőŔƚШĲŰőċŰĦĲůĲŰƣШŉŸĦƨƚĲƚШŸŰШƣőĲШĲǭŸƖƣШƣŸШĦŸŰƣŔŰƨŸƨƚũǃШŔůƓƖŸƻĲШƚĲƖƻŔĦĲƚШƣŸШĲůƓũŸǃĲƖƚШċŰĬШůċťĲШƚƨƖĲШ
ƣőċƣШƣőĲǃШőċƻĲШƣőĲШŔŰŉŸƖůċƣŔŸŰШċŰĬШƖĲƚŸƨƖĦĲƚШƣőĲǃШŰĲĲĬЮШÉƓĲĦŔǯĦċũũǃЯШƽĲШƽŸƨũĬШĦŸŰƣŔŰƨĲШŔůƓƖŸƻŔŰŊШ
ĲůƓũŸǃĲƖШċĦĦŸƨŰƣƚШċŰĬШƣőĲШĲůƓũŸǃĲƖШƓŸƖƣċũЮШfƣШŔŰĦũƨĬĲƚШĦƖĲċƣŔŰŊШĤĲŰĲǯƣШċĦĦŸƨŰƣƚШŉŸƖШƣőŔƖĬрƓċƖƣǃШ
ċĬůŔŰŔƚƣƖċƣŸƖƚЯШŔůƓƖŸƻŔŰŊШċĦĦŸƨŰƣШŉƨŰĦƣŔŸŰċũŔƣǃШŉŸƖШůƨũƣŔƓũĲШƨƚĲƖƚЯШċŰĬШŔůƓƖŸƻŔŰŊШőŸƽШŔŰŉŸƖůċƣŔŸŰШŔƚШ
ċĦĦĲƚƚĲĬШċŰĬШĬŔƚƓũċǃĲĬШƣőƖŸƨŊőШƣőĲШƓŸƖƣċũЮ  

9ŸƚƣаШ[ ÉÑШƓƖŸŊƖċůůŔŰŊШőŸƨƖƚШыƣŸƣċũШċůŸƨŰƣШÑ7?ьЯШċĬĬŔƣŔŸŰċũШƚƣċǭШőŸƨƖƚ 
ÑŔůŔŰŊаШΝΞҼШůŸŰƣőƚ 

(PL 9) Set Up Designated Representative Account Functionality  (prioritized/in 
progress) 

 

ÑőŔƚШŰĲƽШŉƨŰĦƣŔŸŰċũŔƣǃШƽŔũũШĲŰőċŰĦĲШŸƨƖШĦƨƖƖĲŰƣШƓƖŸĦĲƚƚЯШċũũŸƽŔŰŊШĬĲƚŔŊŰċƣĲĬШƖĲƓƖĲƚĲŰƣċƣŔƻĲƚШƣŸШőċƻĲШċШ
ƚĲƓċƖċƣĲШċĦĦŸƨŰƣШƣŸШċĦƣШŸŰШċШĦũċŔůċŰƣѣƚШĤĲőċũŉШċŰĬШőċƻĲШċĦĦĲƚƚШƣŸШƖĲũĲƻċŰƣШŔŰŉŸƖůċƣŔŸŰЮ ?ĲƚŔŊŰċƣĲĬШ
ÅĲƓƖĲƚĲŰƣċƣŔƻĲШĦĦŸƨŰƣШŉƨŰĦƣŔŸŰċũŔƣǃШŔƚШƻŔƣċũШŉŸƖШĲŰƚƨƖŔŰŊШƣőċƣШƖĲƚƓŸŰƚŔĤŔũŔƣŔĲƚШċƖĲШőċŰĬũĲĬШĲǭĲĦƣŔƻĲũǃЯШ
ƖŔŊőƣƚШċƖĲШƓƖŸƣĲĦƣĲĬЯШċŰĬШĦƨƚƣŸůĲƖƚШċƖĲШƚĲƖƻĲĬШƽŔƣőŸƨƣШĤŸƣƣũĲŰĲĦťƚЮШfƣШĲůƓŸƽĲƖƚШƣƖƨƚƣĲĬШŔŰĬŔƻŔĬƨċũƚШƣŸШ
ċĦƣШċƚШũŔċŔƚŸŰƚЯШċĬƻŸĦċƣĲƚЯШċŰĬШĬĲĦŔƚŔŸŰрůċťĲƖƚШƽőĲŰШĬŔƖĲĦƣШŔŰƻŸũƻĲůĲŰƣШŔƚШŰŸƣШƓŸƚƚŔĤũĲШŸƖШƓƖċĦƣŔĦċũШŉŸƖШ
ƣőĲШÂċŔĬШxĲċƻĲШĦƨƚƣŸůĲƖЮШÑőŔƚШŉƨŰĦƣŔŸŰċũŔƣǃШŔƚШƚƓĲĦŔǯĦċũũǃШőĲũƓŉƨũШƣŸШĦƨƚƣŸůĲƖƚШƽőĲŰШƣőĲǃШĦċŰŰŸƣШůċťĲШ
ĬĲĦŔƚŔŸŰƚЯШċƚШƣőĲШĬĲƚŔŊŰċƣĲĬШƖĲƓƖĲƚĲŰƣċƣŔƻĲШĦŸƨũĬШĦũċŔůШĤĲŰĲǯƣƚШŸŰШĤĲőċũŉШŸŉШƣőĲШĦƨƚƣŸůĲƖЮ 

9ŸƚƣаШ[ ÉÑШƓƖŸŊƖċůůŔŰŊШőŸƨƖƚШыƣŸƣċũШċůŸƨŰƣШÑ7?ьЯШċĬĬŔƣŔŸŰċũШƚƣċǭШőŸƨƖƚ 
ÑŔůŔŰŊаШΝΞҼШůŸŰƣőƚ 

(PL 10) Enhance Appeals Functionality 

 

ÑőĲШċƓƓĲċũƚШŉƨŰĦƣŔŸŰċũŔƣǃШŰĲĲĬƚШƣŸШĤĲШƓƖŸŊƖċůůĲĬШƣŸШŔůƓƖŸƻĲШƣőĲШƣŔůĲũŔŰĲƚƚШŸŉШƖĲƚŸũƻŔŰŊШċƓƓĲċũƚШċŰĬШ
őĲċƖŔŰŊШƖĲƕƨĲƚƣƚЮШÑőŔƚШĦőċŰŊĲШƽŸƨũĬШċũŔŊŰШƓƖŸĦĲƚƚĲƚШŉŸƖШċũũШÂċŔĬШxĲċƻĲШċƓƓĲċũШƣǃƓĲƚШċŰĬШĲƚƣċĤũŔƚőШ
ŉƨŰĦƣŔŸŰċũŔƣǃШŉŸƖШ9ŸƨƖƣШŸŉШ ƓƓĲċũƚрũĲƻĲũШċƓƓĲċũШĬŔƚůŔƚƚċũƚЯШċũũŸƽŔŰŊШĦũċŔůċŰƣƚШƣŸШƽŔƣőĬƖċƽШƣőĲŔƖШċƓƓĲċũƚШ
ŸŰũŔŰĲЮШfƣШċũƚŸШĲƚƣċĤũŔƚőĲƚШċŰШŔŰƣĲƖŉċĦĲШƽŔƣőШƣőĲШ§ǭŔĦĲШŸŉШ ĬůŔŰŔƚƣƖċƣŔƻĲШcĲċƖŔŰŊƚШƣŸШŔůƓƖŸƻĲШƣőĲШĲǭŔĦŔĲŰĦǃШ



 

ΞΜΞΣШ§E?Ш9ƨƚƣŸůĲƖШÉĲƖƻŔĦĲШѼШìŸƖťŉŸƖĦĲШÉƣƖċƣĲŊŔĲƚШĦƣŔŸŰШÂũċŰШШШ҇ШШШÂċŊĲШΣΞ 

ŸŉШċƓƓĲċũƚШƓƖŸĦĲƚƚŔŰŊЮ ÑőŔƚШƽŸƨũĬШůċťĲШƣőĲШƓƖŸĦĲƚƚШůŸƖĲШƨƚĲƖШŉƖŔĲŰĬũǃШŉŸƖШĦũċŔůċŰƣƚЯШĬĲĦƖĲċƚŔŰŊШ
ĦŸŰŉƨƚŔŸŰЮШfŰШċĬĬŔƣŔŸŰЯШŔƣШƽŸƨũĬШƚƓĲĲĬШƨƓШŸƨƖШƓƖŸĦĲƚƚŔŰŊШƣŔůĲШƣŸШċũũŸƽШŉŸƖШůŸƖĲШƣŔůĲũǃШċƓƓĲċũШƖĲŉĲƖƖċũƚЮШ 

9ŸƚƣаШ[ ÉÑШƓƖŸŊƖċůůŔŰŊШőŸƨƖƚШыƣŸƣċũШċůŸƨŰƣШÑ7?ьЯШċĬĬŔƣŔŸŰċũШƚƣċǭШőŸƨƖƚ 
ÑŔůŔŰŊаШΝΞҼШůŸŰƣőƚ 

(PL 11) Enhance Outreach Services, Accessibility, and Equitable Access 
(prioritized/in progress)   

 

ÂċŔĬШxĲċƻĲШƽŔũũШŔůƓƖŸƻĲШĦƨƚƣŸůĲƖШċƽċƖĲŰĲƚƚШĤǃШƖĲƻŔĲƽŔŰŊШŔƣƚШ§ƨƣƖĲċĦőШċŰĬШEŰŊċŊĲůĲŰƣШƚƣƖċƣĲŊǃШċŰĬШ
ƚƣƖƨĦƣƨƖĲШŉŸƖШΞΜΞΣЯШƽŔƣőШċШŉŸĦƨƚШŸŰШŔůƓƖŸƻŔŰŊШƓƖŸŊƖċůШċƽċƖĲŰĲƚƚШŉŸƖШƓƖŔŸƖŔƣǃШƓŸƓƨũċƣŔŸŰƚаШĦƨƚƣŸůĲƖƚШ
ŊŸŔŰŊШƣőƖŸƨŊőШċШƚŔƣƨċƣŔŸŰШĦŸƻĲƖĲĬШĤǃШÉċŉĲШxĲċƻĲЯШĦƨƚƣŸůĲƖƚШƽőŸШƨƚĲШċŰШfÑf ШƣŸШċƓƓũǃШŉŸƖШĤĲŰĲǯƣƚЯШċŰĬШ
ŸƣőĲƖШƨŰĬĲƖƚĲƖƻĲĬШĦŸůůƨŰŔƣŔĲƚШƣőƖŸƨŊőŸƨƣШƣőĲШƚƣċƣĲЮШШƚůċũũШƓĲƖĦĲŰƣċŊĲШŸŉШ§ƖĲŊŸŰŔċŰƚШċƖĲШƨŰŉċůŔũŔċƖШ
ƽŔƣőШƣőĲШƓƖŸŊƖċůЯШċŰĬШƣőĲШ§ƨƣƖĲċĦőШÑĲċůШƽŔũũШƽŸƖťШƣŸШŔĬĲŰƣŔŉǃШƣőĲůЯШĲŰƚƨƖŔŰŊШƣőĲǃШĦċŰШċĦĦĲƚƚШĤĲŰĲǯƣƚЮШ
ƣőĲШƣĲċůШƽŔũũШŉŸĦƨƚШŸŰШƓƖŸƻŔĬŔŰŊШůŸƖĲШċĦĦĲƚƚŔĤũĲШŔŰŉŸƖůċƣŔŸŰШċŰĬШůŸƖĲШŔŰƣĲŰƚŔƻĲШƚƨƓƓŸƖƣШŉŸƖШĦƨƚƣŸůĲƖƚШ
ƽŔƣőШƣőĲШőŔŊőĲƚƣШŰĲĲĬƚЮ  

ÑŸШċĦőŔĲƻĲШƣőĲƚĲШŊŸċũƚЯШƣőĲШ§ƨƣƖĲċĦőШÑĲċůШŉŸĦƨƚĲƚШŸŰШĲĬƨĦċƣŔŰŊШċŰĬШƨƚŔŰŊШĲǂŔƚƣŔŰŊШƚƨƓƓŸƖƣШċŰĬШċĦƣŸƖƚШ
ċũƖĲċĬǃШĲŰƣƖĲŰĦőĲĬШŔŰШĦŸůůƨŰŔƣŔĲƚЮШÑőŔƚШŔŰĦũƨĬĲƚШĲĬƨĦċƣŔŸŰċũШƚĲůŔŰċƖƚШċŰĬШƚƨƓƓŸƖƣШƚĲƚƚŔŸŰƚШŉŸƖШőĲċũƣőШ
ĦċƖĲШƓƖŸŉĲƚƚŔŸŰċũƚШƣŸШŔŰĦƖĲċƚĲШċƽċƖĲŰĲƚƚШċŰĬШċĦĦƨƖċĦǃШŸŉШÂċŔĬШxĲċƻĲШŔŰШőĲċũƣőШĦċƖĲШċĦƖŸƚƚШ§ƖĲŊŸŰЮШÑőĲШ
ƣĲċůШƽŔũũШċũƚŸШƓƨƖƚƨĲШƓċƖƣŰĲƖƚőŔƓƚШƽŔƣőШĦŸůůƨŰŔƣǃрĤċƚĲĬШŸƖŊċŰŔǍċƣŔŸŰƚЯШŔŰĦũƨĬŔŰŊШŸǭĲƖŔŰŊШÂċŔĬШxĲċƻĲќƚШ
ŊƖċŰƣШƓƖŸŊƖċůШŔŰШĲǂĦőċŰŊĲШŉŸƖШċШƓċƖƣŰĲƖƚőŔƓШƚƨƓƓŸƖƣŔŰŊШÂċŔĬШxĲċƻĲШċƓƓũŔĦċŰƣƚШŔŰШƣőĲƚĲШĦŸůůƨŰŔƣŔĲƚЮШÑŸШ
ƚőċƖĲШÂċŔĬШxĲċƻĲШŔŰŉŸƖůċƣŔŸŰШŔŰШċШůŸƖĲШċĦĦĲƚƚŔĤũĲШċŰĬШċƓƓƖŸċĦőċĤũĲШƻĲŰƨĲЯШƣőĲШƣĲċůШőċƚШĤĲŊƨŰШċШ
ƓċƖƣŰĲƖƚőŔƓШƽŔƣőШƣőĲШ9ŸůůƨŰŔĦċƣŔŸŰƚШ§ǭŔĦĲШƣŸШĲƚƣċĤũŔƚőШċШƚŸĦŔċũШůĲĬŔċШŸƨƣƖĲċĦőШƚƣƖċƣĲŊǃЮШ§ƨƣƖĲċĦőШőċƚШ
ċũƚŸШĦŸŰŰĲĦƣĲĬШƽŔƣőШŸƣőĲƖШƚƣċƣĲШŸǭŔĦĲƚШƣŸШĬĲƣĲƖůŔŰĲШőŸƽШƽĲШĦċŰШĲǂĦőċŰŊĲШŔŰŉŸƖůċƣŔŸŰШċŰĬШƚƨƓƓŸƖƣШŉŸƖШ
ĬƨċũрƚĲƖƻĲĬШĦƨƚƣŸůĲƖƚЮШ[ŔŰċũũǃЯШƣőĲШƣĲċůШƖĲĦŸŊŰŔǍĲƚШƣőċƣШƚŸůĲШĦƨƚƣŸůĲƖƚШőċƻĲШċШŰĲĲĬШŉŸƖШůŸƖĲШĬŔƖĲĦƣШ
ƚƨƓƓŸƖƣШċŰĬШŔŰрƓĲƖƚŸŰШƚĲƖƻŔĦĲƚЮШÑőĲШƓƖŸŊƖċůШƽŔũũШũĲƻĲƖċŊĲШƣőĲШ§ƨƣƖĲċĦőШƣĲċůШƣŸШƓƖŸƻŔĬĲШŸƓƓŸƖƣƨŰŔƣŔĲƚШŉŸƖШ
ĦƨƚƣŸůĲƖШƚƨƓƓŸƖƣШŔŰШƓĲƖƚŸŰШŸƖШůŸƖĲШĬŔƖĲĦƣШŸŰĲрƣŸрŸŰĲШŸƖШƚůċũũШŊƖŸƨƓШÂċŔĬШxĲċƻĲШŔŰŉŸƖůċƣŔŸŰċũШƚĲƚƚŔŸŰƚЮ  

9ŸƚƣаШ~ŔŰŔůċũЯШƨƚĲШĦƨƖƖĲŰƣШƚƣċǭŔŰŊ 
ÑŔůŔŰŊаШΝΞҼШůŸŰƣőƚ 

(PL 12) Improve Claim Decisions 

 

[ĲĲĬĤċĦťШƖĲĦĲŔƻĲĬШŉƖŸůШĦƨƚƣŸůĲƖƚШċŰĬШƚƣċǭШŔĬĲŰƣŔǯĲĬШƣőĲШŰĲĲĬШƣŸШŔůƓƖŸƻĲШőŸƽШĦũċŔůШĬĲĦŔƚŔŸŰƚШċƖĲШ
ůċĬĲШċŰĬШĦŸůůƨŰŔĦċƣĲĬШƣŸШĦƨƚƣŸůĲƖƚШƣŸШůŔŰŔůŔǍĲШĦŸŰŉƨƚŔŸŰЮ ÑőŔƚШŔůƓƖŸƻĲƚШƣőĲШũĲŊċũШƚƨǭŔĦŔĲŰĦǃШŸŉШŸƨƖШ
ĬĲĦŔƚŔŸŰƚЯШőĲũƓƚШƽŔƣőШċĬůŔŰŔƚƣƖċƣŔƻĲШĲǭŔĦŔĲŰĦǃЯШċŰĬШŔůƓƖŸƻĲƚШĦƨƚƣŸůĲƖШƚĲƖƻŔĦĲЮШ9őċŰŊĲƚШŔŰĦũƨĬĲШǯǂŔŰŊШ
őŸƽШċƓƓƖŸƻĲĬШŔŰƣĲƖůŔƣƣĲŰƣШũĲċƻĲШŔƚШƚĲƣШƨƓШƚŸШƣőċƣШƚĲƻĲƖċũШĬċǃƚШĦċŰШĤĲШċƓƓƖŸƻĲĬШƓĲƖШůŸŰƣőШŸƖШǃĲċƖЯШ
ŔůƓƖŸƻŔŰŊШőŸƽШĬċƣĲƚШċŰĬШĬċǃƚШċƖĲШƚőŸƽŰШŸŰШĬĲĦŔƚŔŸŰШũĲƣƣĲƖƚЯШċŰĬШƚĲƣƣŔŰŊШƨƓШċШǯŰċũШĦũċŔůШĬĲĦŔƚŔŸŰШƚŸШƣőċƣШ
ĦƨƚƣŸůĲƖƚШĬŸШŰŸƣШƖĲĦĲŔƻĲШůƨũƣŔƓũĲШĬĲŰŔċũƚЮШfƣШċũƚŸШċũũŸƽƚШƓċƖƣŔċũШĬĲŰŔċũƚШƚŸШƣőċƣШƽĲШĦċŰШċƓƓƖŸƻĲШƓċƖƣШŸŉШċШ
ƖĲƕƨĲƚƣШċŰĬШĬĲŰǃШƣőĲШƖĲƚƣШƽŔƣőШĬĲĦŔƚŔŸŰШũĲƣƣĲƖƚШŔƚƚƨĲĬШŉŸƖШĤŸƣőШĬĲĦŔƚŔŸŰƚЯШċŰĬШƚĲƣƚШƨƓШĬĲŰŔċũƚШŉƖŸůШƽĲĲťũǃШ
ĦũċŔůƚЮ  



 

ΞΜΞΣШ§E?Ш9ƨƚƣŸůĲƖШÉĲƖƻŔĦĲШѼШìŸƖťŉŸƖĦĲШÉƣƖċƣĲŊŔĲƚШĦƣŔŸŰШÂũċŰШШШ҇ШШШÂċŊĲШΣΟ 

9ŸƚƣаШ[ ÉÑШƓƖŸŊƖċůůŔŰŊШőŸƨƖƚШыƣŸƣċũШċůŸƨŰƣШÑ7?ьЯШċĬĬŔƣŔŸŰċũШƚƣċǭШőŸƨƖƚ 
ÑŔůŔŰŊаШΝΞҼШůŸŰƣőƚ 

(PL 13) Improve Claim Benefit Issues 

 

fůƓũĲůĲŰƣШŔůƓƖŸƻĲůĲŰƣƚШƣŸШĲũŔŊŔĤŔũŔƣǃШĦũċŔůШŔƚƚƨĲƚШċŰĬШĲƚƣċĤũŔƚőШŔƚƚƨĲƚШƣőċƣШőċƻĲШŰŸƣШĤĲĲŰШƓƖŸŊƖċůůĲĬШ
ŉƨũũǃШŔŰƣŸШƣőĲШ[ƖċŰĦĲƚШƚǃƚƣĲůЯШƚƨĦőШċƚШƣőĲШƚĲċƚŸŰċũШĲůƓũŸǃĲĲШċŰĬШƚĦőŸŸũШĲůƓũŸǃĲĲШŔƚƚƨĲƚЮШ9őċŰŊĲƚШƽŔũũШ
ŔŰĦũƨĬĲШċĬĬŔŰŊШƕƨĲƚƣŔŸŰƚШŸƖШŸƓƣŔŸŰƚШŉŸƖШĦƨƚƣŸůĲƖƚШċŰĬШĲůƓũŸǃĲƖƚШƣŸШƖĲƚƓŸŰĬШƣŸШƕƨĲƚƣŔŸŰŰċŔƖĲƚШċŰĬШ
ƚƓĲĲĬŔŰŊШƨƓШƣőĲШƓƖŸĦĲƚƚŔŰŊШƣŔůĲШŉŸƖШƚƣċǭЮШÑőĲƚĲШĦőċŰŊĲƚШƽŸƨũĬШċũƚŸШƖĲĬƨĦĲШƣőĲШŰƨůĤĲƖШŸŉШĦċũũƚШƣőċƣШƚƣċǭШ
ŰĲĲĬШƣŸШůċťĲШƣŸШċƚťШĦũċƖŔŉǃŔŰŊШƕƨĲƚƣŔŸŰƚШƣŸШĦƨƚƣŸůĲƖƚШŸƖШĲůƓũŸǃĲƖƚЮШÑőŔƚШĦőċŰŊĲШĲŰƚƨƖĲƚШƽĲШĦċŰШ
ĲǭŔĦŔĲŰƣũǃШƓƖŸĦĲƚƚШĦũċŔůƚШƽŔƣőШċũũШƣǃƓĲƚШŸŉШĲũŔŊŔĤŔũŔƣǃШŔƚƚƨĲƚЯШƽőŔĦőШƖĲƚƨũƣƚШŔŰШůŸƖĲШƣŔůĲũǃШĬĲĦŔƚŔŸŰƚШŉŸƖШ
ĦƨƚƣŸůĲƖƚЮ   

9ŸƚƣаШ[ ÉÑШƓƖŸŊƖċůůŔŰŊШőŸƨƖƚШыƣŸƣċũШċůŸƨŰƣШÑ7?ьЯШċĬĬŔƣŔŸŰċũШƚƣċǭШőŸƨƖƚ 
ÑŔůŔŰŊаШΝΞрΞΠШůŸŰƣőƚ 

(PL 14) Implement Claim Issue Automation 

 

fůƓũĲůĲŰƣШŔůƓƖŸƻĲůĲŰƣƚШƣŸШŔŰƣĲŊƖċƣĲШċƨƣŸůċƣŔŸŰШŔŰƣŸШĦũċŔůШƓƖŸĦĲƚƚŔŰŊЯШƽőĲƖĲШƓŸƚƚŔĤũĲЮШÑőŔƚШŔŰĦũƨĬĲƚШ
ċƨƣŸůċƣŔĦċũũǃШůċťŔŰŊШĬĲĦŔƚŔŸŰƚШŸŰШƚŸůĲШŔƚƚƨĲƚШċŰĬШĦƖŸƚƚрůċƣĦőŔŰŊШĦũċŔůШŔŰŉŸƖůċƣŔŸŰШƽŔƣőШŸƣőĲƖШ
ƖĲƚŸƨƖĦĲƚЯШƚƨĦőШċƚШƻŔƣċũШƚƣċƣŔƚƣŔĦƚЯШƣŸШƚƨƓƓŸƖƣШŉċƚƣĲƖШĦũċŔůƚШƓƖŸĦĲƚƚŔŰŊШĤǃШƚƣċǭЮ   

9ŸƚƣаШ[ ÉÑШƓƖŸŊƖċůůŔŰŊШőŸƨƖƚШыƣŸƣċũШċůŸƨŰƣШÑ7?ьЯШċĬĬŔƣŔŸŰċũШƚƣċǭШőŸƨƖƚ 
ÑŔůŔŰŊаШΝΞҼШůŸŰƣőƚ 

(PL 15) Improve Financials and Overpayment Functionality 

 

ÑőĲƚĲШŔůƓƖŸƻĲůĲŰƣƚШċĬĬƖĲƚƚШŔƚƚƨĲƚШƽŔƣőШǯŰċŰĦŔċũШƓƖŸĦĲƚƚŔŰŊЯШƓċǃůĲŰƣƚЯШċŰĬШŸƻĲƖƓċǃůĲŰƣШƓƖŸĦĲƚƚĲƚЮШ
ÑőċƣШŔŰĦũƨĬĲƚШĲŰŉŸƖĦŔŰŊШƣőĲШůċǂŔůƨůШĤĲŰĲǯƣƚШƓċǃċĤũĲШŔŰШċШĤĲŰĲǯƣШǃĲċƖШċŰĬШƖĲƓƖŸŊƖċůůŔŰŊШƚŸůĲШ
ċƚƓĲĦƣƚШŸŉШǯŰċŰĦŔċũƚЮШfƣШċũƚŸШŔŰĦũƨĬĲƚШċĦĦƨƖċƣĲũǃШċƚƚŔŊŰŔŰŊШĦċƨƚĲƚШƣŸШĬŔǭĲƖĲŰƣШŸƻĲƖƓċǃůĲŰƣШƣǃƓĲƚЯШ
ĲŰƚƨƖŔŰŊШƣőċƣШŸƻĲƖƓċǃůĲŰƣƚШċŰĬШĦŸũũĲĦƣŔŸŰƚШĦŸůƓũǃШƽŔƣőШƣőĲШũċƽШċŰĬШƖƨũĲƚЯШċƚШƽĲũũШċƚШŔůƓƖŸƻŔŰŊШ
ŸƻĲƖƓċǃůĲŰƣШũĲƣƣĲƖƚШċŰĬШƣőĲШŸƻĲƖƓċǃůĲŰƣШƽċŔƻĲƖШƓƖŸĦĲƚƚЮ ÑőĲШŊŸċũШŸŉШƣőŔƚШŔůƓƖŸƻĲůĲŰƣШŔƚШƣŸШĲŰőċŰĦĲШ
ĦƨƚƣŸůĲƖШƚĲƖƻŔĦĲЯШƓċƖƣŔĦƨũċƖũǃШŉŸƖШĦũċŔůċŰƣƚШƽőŸШőċƻĲШƖĲĦĲŔƻĲĬШŸƻĲƖƓċǃůĲŰƣЮШ 

9ŸƚƣаШ[ ÉÑШƓƖŸŊƖċůůŔŰŊШőŸƨƖƚШыƣŸƣċũШċůŸƨŰƣШÑ7?ьЯШċĬĬŔƣŔŸŰċũШƚƣċǭШőŸƨƖƚ 
ÑŔůŔŰŊаШΝΞҼШůŸŰƣőƚ 

 



 

ΞΜΞΣШ§E?Ш9ƨƚƣŸůĲƖШÉĲƖƻŔĦĲШѼШìŸƖťŉŸƖĦĲШÉƣƖċƣĲŊŔĲƚШĦƣŔŸŰШÂũċŰШШШ҇ШШШÂċŊĲШΣΠ 

(PL 16) Enhance Fraud Investigations and ID Verification 

 

ÑőŔƚШŉƨŰĦƣŔŸŰċũŔƣǃШĲŰőċŰĦĲůĲŰƣШŉŸƖШŔŰƻĲƚƣŔŊċƣŔŸŰƚШċŰĬШŉƖċƨĬШĲŰƚƨƖĲƚШƣőċƣШůŔƚƖĲƓƖĲƚĲŰƣċƣŔŸŰШċŰĬШŉƖċƨĬШ
ĬĲĦŔƚŔŸŰƚШĦċŰШĤĲШŔƚƚƨĲĬШĲŰƣŔƖĲũǃЯШċŰĬШƓĲŰċũƣŔĲƚШĦċŰШĤĲШċƓƓũŔĲĬШċĦĦƨƖċƣĲũǃЮШ ĬĬŔƣŔŸŰċũũǃЯШŔůƓũĲůĲŰƣŔŰŊШ
ƚƣƖŸŰŊĲƖШŉƖċƨĬрƓƖĲƻĲŰƣŔŸŰШůĲċƚƨƖĲƚЯШƚƨĦőШċƚШƻĲƖŔŉǃŔŰŊШŔĬĲŰƣŔƣǃШƽőĲŰШĤċŰťШŔŰŉŸƖůċƣŔŸŰШĦőċŰŊĲƚШċŰĬШ
ƖĲůŸƻŔŰŊШőŔŊőрƖŔƚťШƓċǃůĲŰƣШŸƓƣŔŸŰƚЯШƽŔũũШƚċŉĲŊƨċƖĬШĤŸƣőШĦƨƚƣŸůĲƖƚШċŰĬШƣőĲШƓƖŸŊƖċůЮШEŰőċŰĦŔŰŊШfĬĲŰƣŔƣǃШ
ƻĲƖŔǯĦċƣŔŸŰШыf?éьШƓƖŸĦĲƚƚĲƚШċŰĬШƖĲũċƣĲĬШƚǃƚƣĲůШŉƨŰĦƣŔŸŰċũŔƣǃШƽŔũũШůŔŰŔůŔǍĲШƨŰŰĲĦĲƚƚċƖǃШĦƨƚƣŸůĲƖШĬĲũċǃƚШ
ċŰĬШĲŰőċŰĦĲШĦũċƖŔƣǃШŔŰШĦŸůůƨŰŔĦċƣŔŸŰЮШÉƣƖĲċůũŔŰŔŰŊШf?éШĦŸƖƖĲƚƓŸŰĬĲŰĦĲШċŰĬШŔŰƣĲŊƖċƣŔŰŊШŉƨŰĦƣŔŸŰċũŔƣǃШƣŸШ
ƖĲƕƨĲƚƣШĬŸĦƨůĲŰƣċƣŔŸŰШĬŔƖĲĦƣũǃШŔŰШƣőĲШ[ƖċŰĦĲƚШƚǃƚƣĲůШƽŸƨũĬШċũũŸƽШƚƣċǭШƣŸШƣƖċĦťШċŰĬШƖĲƚŸũƻĲШŔƚƚƨĲƚШůŸƖĲШ
ĲǭŔĦŔĲŰƣũǃШċŰĬШŔŰШċШƣŔůĲũǃШůċŰŰĲƖЮ   

9ŸƚƣаШ[ ÉÑШƓƖŸŊƖċůůŔŰŊШőŸƨƖƚШыƣŸƣċũШċůŸƨŰƣШÑ7?ьЯШċĬĬŔƣŔŸŰċũШƚƣċǭШőŸƨƖƚ 
ÑŔůŔŰŊаШΝΞҼШůŸŰƣőƚ 

(PL 17) Establish Compliance Functionality 

 

ÑőŔƚШƚǃƚƣĲůШĲŰőċŰĦĲůĲŰƣШĲƚƣċĤũŔƚőĲƚШƣőĲШĦŸůƓũŔċŰĦĲШƓƖŸĦĲƚƚĲƚШŔŰШ[ƖċŰĦĲƚШƣŸШĲŰƚƨƖĲШƣőċƣШƚƣċǭШĦċŰШ
ůċŰċŊĲШƣċƚťƚЯШĦŸůƓũĲƣĲШƖĲƻŔĲƽƚЯШċŰĬШƖĲƓŸƖƣШǯŰĬŔŰŊƚЮШÑőŔƚШŉƨŰĦƣŔŸŰċũŔƣǃЯШŔŰШĦŸŰŢƨŰĦƣŔŸŰШƽŔƣőШƣőĲШĤƨƚŔŰĲƚƚШ
ƓƖŸĦĲƚƚШŔůƓƖŸƻĲůĲŰƣƚШőŔŊőũŔŊőƣĲĬШċĤŸƻĲЯШŔƚШċШĦŸŰĦƖĲƣĲШƚƣĲƓШƣőċƣШŉŸĦƨƚĲƚШŸŰШƕƨċũŔƣǃШċƚƚƨƖċŰĦĲШƣŸШĲŰƚƨƖĲШ
ĦƨƚƣŸůĲƖƚШƖĲĦĲŔƻĲШĦŸƖƖĲĦƣШĬĲĦŔƚŔŸŰƚЮ   

9ŸƚƣаШ[ ÉÑШƓƖŸŊƖċůůŔŰŊШőŸƨƖƚШыƣŸƣċũШċůŸƨŰƣШÑ7?ьЯШċĬĬŔƣŔŸŰċũШƚƣċǭШőŸƨƖƚ 
ÑŔůŔŰŊаШΝΞҼШůŸŰƣőƚ 

(PL 18) Improve Staff Task Management in Frances  

 

ÑőŔƚШƚǃƚƣĲůШŉƨŰĦƣŔŸŰċũŔƣǃШĦőċŰŊĲШŔůƓƖŸƻĲƚШƣőĲШĦƨƚƣŸůĲƖШĲǂƓĲƖŔĲŰĦĲШĤǃШƚƣƖĲċůũŔŰŔŰŊШ[ƖċŰĦĲƚќШƚƣċǭШƣċƚťШ
ůċŰċŊĲůĲŰƣШƓƖŸĦĲƚƚĲƚЮШÖƓĬċƣĲĬШŉƨŰĦƣŔŸŰċũŔƣǃШĲŰőċŰĦĲƚШƽŸƖťǰŸƽШůċŰċŊĲůĲŰƣШċŰĬШĦũċŔůƚШƓƖŸĦĲƚƚŔŰŊШ
ĲǭŔĦŔĲŰĦǃЯШũĲċĬŔŰŊШƣŸШůŸƖĲШƣŔůĲũǃШĬĲĦŔƚŔŸŰƚШŉŸƖШĦƨƚƣŸůĲƖƚЮШÑőĲШŊŸċũШŔƚШƣŸШĦƖĲċƣĲШċШĦŸůƓƖĲőĲŰƚŔƻĲШĦũċŔůШ
ũŸŊЯШƚĲƣШƨƓШĦũċŔůШƣƖċĦťŔŰŊШƣċƚťƚЯШĦƖŸƚƚрƓƖŸŊƖċůШƽŸƖťШŔƣĲůƚЯШċŰĬШƚĲƣШƨƓШŔŰĬŔĦċƣŸƖƚШƚŸШƣőċƣШƚƣċǭШĦċŰШƕƨŔĦťũǃШ
ŔĬĲŰƣŔŉǃШĦƖŔƣŔĦċũШĦũċŔůШƚŔƣƨċƣŔŸŰƚЮ ÑőĲƚĲШŔůƓƖŸƻĲůĲŰƣƚШƽŸƨũĬШċũƚŸШƚƨƓƓŸƖƣШƣőĲШċŰċũǃƚŔƚШŸŉШƣőĲШĦũċŔůЯШƣċƚťШ
ũŔŉĲĦǃĦũĲШƣŸШĲƻċũƨċƣĲШőŸƽШũŸŰŊШĬŔǭĲƖĲŰƣШƓőċƚĲƚШŸŉШƣőĲШƓƖŸĦĲƚƚШƣċťĲШċŰĬШŔĬĲŰƣŔŉǃШċƖĲċƚШŉŸƖШŔůƓƖŸƻĲůĲŰƣЮШ 

9ŸƚƣаШ[ ÉÑШƓƖŸŊƖċůůŔŰŊШőŸƨƖƚШыƣŸƣċũШċůŸƨŰƣШÑ7?ьЯШċĬĬŔƣŔŸŰċũШƚƣċǭШőŸƨƖƚ 
ÑŔůŔŰŊаШΝΞҼШůŸŰƣőƚ 



 

ΞΜΞΣШ§E?Ш9ƨƚƣŸůĲƖШÉĲƖƻŔĦĲШѼШìŸƖťŉŸƖĦĲШÉƣƖċƣĲŊŔĲƚШĦƣŔŸŰШÂũċŰШШШ҇ШШШÂċŊĲШΣΡ 

(PL 19) Enhance Equivalent Plan Reporting 

 

 

fůƓƖŸƻĲШƚĲƖƻŔĦĲƚШƣŸШĲůƓũŸǃĲƖƚШċŰĬШƣőŔƖĬрƓċƖƣǃШċĬůŔŰŔƚƣƖċƣŸƖƚШĤǃШĲƚƣċĤũŔƚőŔŰŊШċŰШċŰŰƨċũШĲƕƨŔƻċũĲŰƣШƓũċŰШ
ƖĲƓŸƖƣŔŰŊШƚǃƚƣĲůШƣŸШƓƖŸƻŔĬĲШƣŔůĲũǃШċŰĬШċĦĦƨƖċƣĲШƖĲƓŸƖƣƚШƣŸШƣőĲШĬĲƓċƖƣůĲŰƣЯШĲŰƚƨƖŔŰŊШƣőċƣШĬċƣċШĦċŰШĤĲШ
ĲƻċũƨċƣĲĬШŔŰШ[ƖċŰĦĲƚЮ    

9ŸƚƣаШ[ ÉÑШƓƖŸŊƖċůůŔŰŊШőŸƨƖƚШыƣŸƣċũШċůŸƨŰƣШÑ7?ьЯШċĬĬŔƣŔŸŰċũШƚƣċǭШőŸƨƖƚ 
ÑŔůŔŰŊаШΝΞҼШůŸŰƣőƚ 

(PL 20) Improve (program) Self-Service Options in Frances 

 

ÑőŔƚШċũũŸƽƚШÂċŔĬШxĲċƻĲШƣŸШĬŔƖĲĦƣũǃШůċťĲШƚůċũũШĦőċŰŊĲƚШŔŰШ[ƖċŰĦĲƚШƣŸШĲŰċĤũĲШƣŔůĲũǃШŔůƓƖŸƻĲůĲŰƣƚШƣŸШ
ŉƖĲƕƨĲŰƣũǃШƨƓĬċƣĲĬШċƖĲċƚЯШŔŰĦũƨĬŔŰŊШƚĲĦƨƖŔƣǃШŊƖŸƨƓШƚĲƣƣŔŰŊƚШċŰĬШƽŸƖĬŔŰŊШŸŰШũĲƣƣĲƖƚШыŔŰĦũƨĬŔŰŊШƣőĲШ
ƓċƖċŊƖċƓőШũŔĤƖċƖǃьЯШĲрƚĦƖĲĲŰƚЯШċŰĬШƽĲĤШŰŸƣŔĦĲШƣĲůƓũċƣĲƚЮ ÑőŔƚШƽŔũũШőĲũƓШƣőĲШƓƖŸŊƖċůШĤĲШůŸƖĲШƖĲƚƓŸŰƚŔƻĲШ
ƣŸШĦƨƚƣŸůĲƖШŉĲĲĬĤċĦťЯШŔůƓƖŸƻŔŰŊШƣőĲŔƖШĲǂƓĲƖŔĲŰĦĲШŰċƻŔŊċƣŔŰŊШ[ƖċŰĦĲƚЮ   

9ŸƚƣаШ[ ÉÑШƓƖŸŊƖċůůŔŰŊШőŸƨƖƚШыƣŸƣċũШċůŸƨŰƣШÑ7?ьЯШċĬĬŔƣŔŸŰċũШƚƣċǭШőŸƨƖƚ 
ÑŔůŔŰŊаШΝΞҼШůŸŰƣőƚ 

(PL 21) Test Live Chat Functionality in Frances 

 

ÂċŔĬШxĲċƻĲШƽŔũũШƓŔũŸƣШƣőĲШƨƚĲШŸŉШũŔƻĲШĦőċƣШŉƨŰĦƣŔŸŰċũŔƣǃШċƻċŔũċĤũĲШŔŰШ[ƖċŰĦĲƚШƣŸШƚƨƓƓŸƖƣШĦƨƚƣŸůĲƖƚШċƚШċŰШ
ċĬĬŔƣŔŸŰċũШĦőċŰŰĲũЮШÑőĲШŔůƓũĲůĲŰƣċƣŔŸŰШŸŉШƣőŔƚШŔŰŔƣŔċƣŔƻĲШƖĲƕƨŔƖĲƚШŔĬĲŰƣŔŉǃŔŰŊШŸƖШőŔƖŔŰŊШƣőĲШƖŔŊőƣШƚƣċǭШƣŸШ
ůċŰċŊĲШƣőŔƚШƽŸƖťЯШƚŔŰĦĲШũŔƻĲШĦőċƣШƖĲƕƨŔƖĲƚШċШƻĲƖǃШƚƓĲĦŔǯĦШƚťŔũũШƚĲƣШƣŸШůċťĲШŔƣШĲǭĲĦƣŔƻĲЮШ 

9ŸƚƣаШ~ŔŰŔůċũЯШǯũũШƻċĦċŰƣШĤƨĬŊĲƣĲĬШƓŸƚŔƣŔŸŰƚ 
ÑŔůŔŰŊаШΝΞҼШůŸŰƣőƚ  



 

ΞΜΞΣШ§E?Ш9ƨƚƣŸůĲƖШÉĲƖƻŔĦĲШѼШìŸƖťŉŸƖĦĲШÉƣƖċƣĲŊŔĲƚШĦƣŔŸŰШÂũċŰШШШ҇ШШШÂċŊĲШΣΣ 

Â ÅÑШEаШ9§ ÑÅf7ÖÑf§ ÉШ  ?ШÅE9§éEÅòШ
р §E?ќÉШ7ÖÉf EÉÉШÉÖÂÂ§ÅÑШÉEÅéf9EÉШ  
ÉÖ~~ Åò 
¶ ы9ÅШΝьШ ůĲŰĬĲĬШÂċǃƖŸũũШÅĲƓŸƖƣШ7ƨũťШ[ŔũŔŰŊШ 
¶ ы9ÅШΞьШÖƓĬċƣĲШљÉƣċƣƨƚњШ9ċƣĲŊŸƖŔĲƚШŉŸƖШÄƨċƖƣĲƖũǃШÂċǃƖŸũũШÅĲƓŸƖƣƚШ 
¶ ы9ÅШΟьШÑƖċŔŰШ~ċŰċŊĲƖƚШŸŰШ?ċƣċШxŔƣĲƖċĦǃШċŰĬШ9ŸŰƣŔŰƨŸƨƚШfůƓƖŸƻĲůĲŰƣШ 
¶ ы9ÅШΠьШEǂƓũŸƖĲШ]ŸŔŰŊШÂċƓĲƖũĲƚƚШŸƖШÉƣƖċƣĲŊŔĲƚШŉŸƖШÅĲĬƨĦŔŰŊШÂċƓĲƖШ 
¶ ы9ÅШΡьШ?ĲƻĲũŸƓШċŰĬШ?ĲũŔƻĲƖШsŸŔŰƣШ§ƨƣƖĲċĦőШƣŸШEĬƨĦċƣĲШEůƓũŸǃĲƖƚШċŰĬШÂċǃƖŸũũШÂƖŸƻŔĬĲƖƚ Ш 
¶ ы9ÅШΣьШÖƓĬċƣĲШƣőĲШ§E?ШEůƓũŸǃĲƖШìĲĤƓċŊĲ 

7ċĦťŊƖŸƨŰĬ 

The Contributions and Recovery (C&R) division was organized in 2022 to serve as a centralized team that 
ůċŰċŊĲƚШ§ƖĲŊŸŰШĲůƓũŸǃĲƖƚќШƓċǃƖŸũũШƖĲƓŸƖƣƚЯШƣċǂĲƚЯШċŰĬШĦŸŰƣƖŔĤƨƣŔŸŰƚШŉŸƖШĤŸƣőШÖŰĲůƓũŸǃůĲŰƣШfŰƚƨƖċŰĦĲШ
(UI) and Paid Leave Oregon (Paid Leave). By streamlining these processes, the division ensures efficient 
oversight and support in collecting and distributing employer contributions. It also compiles and 
processes quarterly payroll reports and shares essential data with OEDќƚ Research division and partner 
agencies such as the Department of Revenue (DOR) and the Department of Consumer and Business 
Services (DCBS), for programs managed by those agencies.   

In addition to managing Oregon employer payroll reports and taxes, the C&R division works directly with 
employers to coordinate audits, investigations, and the collection of debts. These activities safeguard 
the integrity of the UI and Paid LeaveШprograms by ensuring compliance, protecting trust funds, and 
maintaining financial stability for Oregon employers and claimants alike.   

7ċƚŔĦШ[ċĦƣƚШ 

¶ 167 FTE  
¶ 7ƨĬŊĲƣШŸŉШҘΠΣЯΝΟΥЯΤΣΡЯШƚƨƓƓŸƖƣĲĬШĤǃШƣőĲШÂċŔĬШxĲċƻĲШ§ƖĲŊŸŰШÑƖƨƚƣШ[ƨŰĬШы§ƣőĲƖШ[ƨŰĬƚьШ
ыҘΞΝЯΞΝΥЯΤΤΥьШċŰĬШÖfШÑƖƨƚƣШы[ĲĬĲƖċũШ[ƨŰĬƚьШыҘΞΠЯΦΝΦЯΦΥΤьЮШ 

¶ ÉƨƓƓŸƖƣƚШċŰĬШƓƖŸĦĲƚƚĲƚШƓċǃƖŸũũШƖĲƓŸƖƣƚШŉŸƖШ158,626 employers 
¶ In 2024, C&R:  

o Processed 836,958 payroll reports (including amendments), covering 9,889,436 individual 
employee payroll records 

o Collected $2.29 billion in taxes and contributions in 2024 and recovered $56.9 million in 
outstanding debt.   

ÂĲƖŉŸƖůċŰĦĲ 

[ƖŸůШΞΜΞΞШƣŸШΞΜΞΟЯШƚƨƓƓŸƖƣШĦċũũƚЯШƓċǃƖŸũũШƖĲƓŸƖƣШƓƖŸĦĲƚƚŔŰŊЯШċŰĬШŸƻĲƖċũũШƽŸƖťũŸċĬШƖŸƚĲШƚőċƖƓũǃЮШÑőŔƚШƽċƚШ
ĬƨĲШŔŰШƓċƖƣШƣŸШƚƣċǭШċŰĬШĲůƓũŸǃĲƖƚШċĬŢƨƚƣŔŰŊШƣŸШƣőĲШŰĲƽШ[ƖċŰĦĲƚШƚǃƚƣĲůШċŰĬШũĲċƖŰŔŰŊШŰĲƽШÂċŔĬШxĲċƻĲШ
ƖĲƕƨŔƖĲůĲŰƣƚЮ    



 

ΞΜΞΣШ§E?Ш9ƨƚƣŸůĲƖШÉĲƖƻŔĦĲШѼШìŸƖťŉŸƖĦĲШÉƣƖċƣĲŊŔĲƚШĦƣŔŸŰШÂũċŰШШШ҇ШШШÂċŊĲШΣΤ 

[ƖŸůШΞΜΞΟШƣŸШΞΜΞΠЯШċƚШĤŸƣőШƚƣċǭШċŰĬШĲůƓũŸǃĲƖƚШĤĲĦċůĲШůŸƖĲШŉċůŔũŔċƖШƽŔƣőШ[ƖċŰĦĲƚШċŰĬШÂċŔĬШxĲċƻĲЯШċŰĬШ
ċƚШƚǃƚƣĲůШŔůƓƖŸƻĲůĲŰƣƚШċŰĬШƓƖŸĦĲƚƚШƖĲǯŰĲůĲŰƣƚШƽĲƖĲШůċĬĲЯШĦċũũШƻŸũƨůĲШċŰĬШŰĲƽШƽŸƖťũŸċĬƚШĤĲŊċŰШƣŸШ
ĬĲĦũŔŰĲЮ ÑőŔƚШĬŸƽŰƽċƖĬШƣƖĲŰĬШĦŸŰƣŔŰƨĲĬШŔŰƣŸШΞΜΞΡЮ    

C&R answers nearly 100% of calls within 30 minutes, well above the target of answering 80% of calls 
within 30 minutes. ÑŸƣċũШĦċũũШƻŸũƨůĲШőċƚШĬĲĦƖĲċƚĲĬШĤǃШӈΞΦЮΟӖШƚŔŰĦĲШΞΜΞΟЮ  

9ÖÉÑ§~EÅШÉEÅéf9EШ9Ñf§ ÉШ  
Customer service improvements have been guided by feedback from customers, staff, and partner 
agencies (DOR and DCBS).Priority improvement areas include:  

¶ [ƖċŰĦĲƚШƚǃƚƣĲůШĲŰőċŰĦĲůĲŰƣƚ  
¶ ?ċƣċШƨƚĲШċŰĬШůċŰċŊĲůĲŰƣ  
¶ ÂƖŸĦĲƚƚШŔůƓƖŸƻĲůĲŰƣƚ  
¶ 9ƨƚƣŸůĲƖШŸƨƣƖĲċĦőШċŰĬШĲŰŊċŊĲůĲŰƣ  

ы9ÅШΝьШůĲŰĬĲĬШÂċǃƖŸũũШÅĲƓŸƖƣШ7ƨũťШ[ŔũŔŰŊШыƓƖŔŸƖŔƣŔǍĲĬоŔŰШƓƖŸŊƖĲƚƚь 

 
ÂċǃƖŸũũШƓƖŸƻŔĬĲƖƚШƽőŸШǯũĲШƓċǃƖŸũũШƖĲƓŸƖƣƚШŸŰШĤĲőċũŉШŸŉШůċŰǃШĲůƓũŸǃĲƖƚШĦċŰШĤƨũťШǯũĲШŔŰŔƣŔċũШƕƨċƖƣĲƖũǃШƓċǃƖŸũũШ
ƖĲƓŸƖƣƚЯШĤƨƣШƣőĲǃШĦċŰќƣШĤƨũťШǯũĲШċůĲŰĬĲĬШƖĲƓŸƖƣƚЮ ÅċƣőĲƖЯШƣőĲǃШůƨƚƣШŰŸƽШũŸŊШŔŰƣŸШĲċĦőШĲůƓũŸǃĲƖШċĦĦŸƨŰƣШ
ƚĲƓċƖċƣĲũǃШƣŸШǯũĲШŸŰĲШƖĲƓŸƖƣШċƣШċШƣŔůĲЮШÑőŔƚШĦƖĲċƣĲƚШċШƚŔŊŰŔǯĦċŰƣШĤƨƖĬĲŰШŸŉШƽŸƖťШŉŸƖШũċƖŊĲШƓċǃƖŸũũШƓƖŸƻŔĬĲƖƚЯШ
ƽőŔĦőШĦċŰШċũƚŸШƖĲƚƨũƣШŔŰШƓƖŸĦĲƚƚŔŰŊШĬĲũċǃƚШċŰĬШĬċƣċШĲŰƣƖǃШůŔƚƣċťĲƚШŉŸƖШċůĲŰĬĲĬШƖĲƓŸƖƣƚЮШũũŸƽŔŰŊШĤƨũťШ
ǯũŔŰŊШŸŉШċůĲŰĬĲĬШƓċǃƖŸũũШƖĲƓŸƖƣƚШƽŸƨũĬШƚċƻĲШĦŸŰƚŔĬĲƖċĤũĲШƣŔůĲШċŰĬШĲǭŸƖƣШŉŸƖШƓƖŸƻŔĬĲƖƚШƽőŸШƖĲƓƖĲƚĲŰƣШ
ƣőŸƨƚċŰĬƚШŸƖШĲƻĲŰШƣĲŰƚШŸŉШƣőŸƨƚċŰĬƚШŸŉШĲůƓũŸǃĲƖƚЮ Ш 

9ŸƚƣаШ~ŸĬĲƖċƣĲЯШċĤƚŸƖĤĲĬШƽŔƣőШĲǂŔƚƣŔŰŊШƖĲƚŸƨƖĦĲƚ 
ÑŔůŔŰŊаШΜрΣШůŸŰƣőƚЮШ?ĲƻĲũŸƓůĲŰƣШŸŰШƣőŔƚШŉƨŰĦƣŔŸŰċũŔƣǃШƨƚŔŰŊШ[ŔũĲШÑƖċŰƚŉĲƖШÂƖŸƣŸĦŸũШŔƚШĦŸůƓũĲƣĲШċŰĬШ
ĦƨƖƖĲŰƣũǃШĤĲŔŰŊШƣĲƚƣĲĬШĤǃШƚƣċǭШċŰĬШƚĲũĲĦƣШĦƨƚƣŸůĲƖƚЮ 

(CR 2) ÖƓĬċƣĲШљSƣċƣƨƚњШCategories for Quarterly Payroll Reports (prioritized/in 
progress) 

 

ìőĲŰШĲůƓũŸǃĲƖƚШũŸŊШŔŰƣŸШƣőĲŔƖШ[ƖċŰĦĲƚШ§ŰũŔŰĲШċĦĦŸƨŰƣЯШƣőĲǃШĦċŰШƚĲĲЯШĤǃШƕƨċƖƣĲƖЯШŔŉШċШƓċǃƖŸũũШƖĲƓŸƖƣШőċƚШ
ċũƖĲċĬǃШĤĲĲŰШǯũĲĬЮ ÑőĲШƚƣċƣƨƚШŸŉШƣőĲШƖĲƓŸƖƣШŔƚШĲŔƣőĲƖШљǯũĲĬњШŸƖШљŰŸƣШǯũĲĬЮњ ÑőĲƖĲШċƖĲШĦŔƖĦƨůƚƣċŰĦĲƚШƽőĲŰШ
ċŰШĲůƓũŸǃĲƖШŉċŔũƚШƣŸШǯũĲШċШƓċǃƖŸũũШƖĲƓŸƖƣШƽőĲƖĲШ§E?ШƽŔũũШĦƖĲċƣĲШċŰШĲƚƣŔůċƣĲĬШƖĲƓŸƖƣШŸŰШĤĲőċũŉШŸŉШƣőċƣШ
ĲůƓũŸǃĲƖЮ ìőĲŰШƣőŔƚШőċƓƓĲŰƚЯШ[ƖċŰĦĲƚШ§ŰũŔŰĲШƽŔũũШƚőŸƽШƣőċƣШƣőĲШƖĲƓŸƖƣШőċƚШĤĲĲŰШǯũĲĬЯШĲƻĲŰШƣőŸƨŊőШƣőĲШ
ĲůƓũŸǃĲƖШĬŔĬШŰŸƣШǯũĲШċШƖĲƓŸƖƣЮ [ĲĲĬĤċĦťШƽĲШőċƻĲШƖĲĦĲŔƻĲĬШŉƖŸůШĲůƓũŸǃĲƖƚШċŰĬШƣőĲŔƖШƓċǃƖŸũũШƓƖŸƻŔĬĲƖƚШŔƚШ
ƣőċƣШƣőĲǃШƽŸƨũĬШũŔťĲШƣőĲШƚƣċƣƨƚШƣŸШŔŰĬŔĦċƣĲШŔƣШƽċƚШċŰШĲƚƣŔůċƣĲĬШƖĲƓŸƖƣШĦƖĲċƣĲĬШĤǃШ§E?ЯШƻĲƖƚƨƚШċШƖĲƓŸƖƣШǯũĲĬШ
ĤǃШƣőĲШĲůƓũŸǃĲƖЮШ 



 

ΞΜΞΣШ§E?Ш9ƨƚƣŸůĲƖШÉĲƖƻŔĦĲШѼШìŸƖťŉŸƖĦĲШÉƣƖċƣĲŊŔĲƚШĦƣŔŸŰШÂũċŰШШШ҇ШШШÂċŊĲШΣΥ 

9ŸƚƣаШ~ŸĬĲƖċƣĲЯШċĤƚŸƖĤĲĬШĤǃШĲǂŔƚƣŔŰŊШƖĲƚŸƨƖĦĲƚ 
ÑŔůŔŰŊаШΣрΝΞШůŸŰƣőƚЮШìŸƖťШƣŸШůċťĲШƣőŔƚШĦőċŰŊĲШŔŰШ[ƖċŰĦĲƚШ§ŰũŔŰĲШőċƚШĤĲĲŰШƓƖŔŸƖŔƣŔǍĲĬЯШĤƨƣШőċƚШŰŸƣШǃĲƣШ
ƚƣċƖƣĲĬЮ ÑőĲШĲƚƣŔůċƣĲĬШƽŸƖťШƽŔũũШĤĲШĦŸůƓũĲƣĲĬШĬƨƖŔŰŊШΞΜΞΣЮ 

(CR 3) Train Managers on Data Literacy and Continuous Improvement Tools 
and Methodologies (prioritized/in progress) 

 

~ċŰċŊĲƖƚШĦŸůƓũĲƣĲĬШĦŸŰƣŔŰƨŸƨƚШŔůƓƖŸƻĲůĲŰƣШƣƖċŔŰŔŰŊШŔŰШΞΜΞΡШċŰĬШƽŔũũШĦŸůƓũĲƣĲШĬċƣċШũŔƣĲƖċĦǃШƣƖċŔŰŔŰŊШ
ĤĲŊŔŰŰŔŰŊШŔŰШƣőĲШǯƖƚƣШƕƨċƖƣĲƖШŸŉШΞΜΞΣЮШÑőĲƚĲШƣƖċŔŰŔŰŊƚШƽŔũũШĲŰőċŰĦĲШŸƨƖШċĤŔũŔƣǃШƣŸШůċťĲШĬċƣċрĬƖŔƻĲŰШċŰĬШ
ĬċƣċрŔŰŉŸƖůĲĬШĬĲĦŔƚŔŸŰƚШƣőċƣШċũŔŊŰШƽŔƣőШŸƨƖШĦƨƚƣŸůĲƖШƚĲƖƻŔĦĲШŊŸċũƚШċŰĬШƚƣƖċƣĲŊŔĦШŔŰŔƣŔċƣŔƻĲƚЮ  

9ŸƚƣаШ~ŸĬĲƖċƣĲЯШċĤƚŸƖĤĲĬШĤǃШĲǂŔƚƣŔŰŊШƖĲƚŸƨƖĦĲƚ 
ÑŔůŔŰŊаШΝΞҼШůŸŰƣőƚЮШEǂƓĲĦƣĲĬШƣŸШĤĲШĬĲũŔƻĲƖĲĬШƣőƖŸƨŊőŸƨƣШΞΜΞΣЮ 

(CR 4) Explore Going Paperless or Strategies for Reducing Paper in Partnership 
with the UI and Paid Leave Programs 

 

ÑőŔƚШůċǃШŔŰĦũƨĬĲШůĲċƚƨƖĲƚШƣőċƣШĲŰĦŸƨƖċŊĲШƣőĲШƨƚĲШŸŉШ[ƖċŰĦĲƚШ§ŰũŔŰĲШŔŰƚƣĲċĬШŸŉШƓċƓĲƖрĤċƚĲĬШŸƓƣŔŸŰƚЯШċƚШ
ƽĲũũШċƚШƓƖŸůŸƣŔŰŊШĲůċŔũШċŰĬШŔŰрƚǃƚƣĲůШŰŸƣŔǯĦċƣŔŸŰƚШƣőƖŸƨŊőШ[ƖċŰĦĲƚШ§ŰũŔŰĲШŔŰШƓũċĦĲШŸŉШůċŔũĲĬШ
ĦŸƖƖĲƚƓŸŰĬĲŰĦĲЮ ÑőĲШŔŰŔƣŔċũШƓőċƚĲШŸŉШƣőŔƚШƓƖŸŢĲĦƣШƽŔũũШċŰċũǃǍĲШĦƨƖƖĲŰƣШљƓċƓĲƖњШƓƖŸĦĲƚƚĲƚЯШƣőĲŔƖШĦŸƚƣƚЯШċŰĬШ
ċŰǃШċƓƓũŔĦċĤũĲШƚƣċƣƨƣĲƚШŸƖШƓŸũŔĦŔĲƚЮ ìĲШƽŔũũШċũƚŸШŊċƣőĲƖШŔŰŉŸƖůċƣŔŸŰШŉƖŸůШŸƣőĲƖШƚƣċƣĲƚШċŰĬШċŊĲŰĦŔĲƚШċŰĬШ
ĬŸĦƨůĲŰƣШċũƣĲƖŰċƣŔƻĲШŸƓƣŔŸŰƚЮ ÉŔŊŰŔǯĦċŰƣШċĬŢƨƚƣůĲŰƣƚШƣŸШĦƨƖƖĲŰƣШљƓċƓĲƖњШƓƖŸĦĲƚƚĲƚШƽŔũũШũŔťĲũǃШƖĲƕƨŔƖĲШ
ƚƣċƣƨƣŸƖǃШĦőċŰŊĲƚШċŰĬШƽŔũũШĤĲШũŸŰŊĲƖШƣĲƖůШƓƖŸŢĲĦƣƚЮ    

9ŸƚƣаШ~ŸĬĲƖċƣĲЯШċĤƚŸƖĤĲĬШĤǃШĲǂŔƚƣŔŰŊШƖĲƚŸƨƖĦĲƚ 
ÑŔůŔŰŊаШΣрΝΞШůŸŰƣőƚЮШEǂƓĲĦƣШƣŸШŊċƣőĲƖШŔŰŉŸƖůċƣŔŸŰШƣőƖŸƨŊőŸƨƣШΞΜΞΣЮ 

(CR 5) Develop and Deliver Joint Outreach with DOR and DCBS to Educate 
Employers and Payroll Providers 

 

ÂƖĲрƓċŰĬĲůŔĦЯШƽĲШĦŸŸƖĬŔŰċƣĲĬШƽŔƣőШ?§ÅШċŰĬШ?97ÉШŸŰШŢŸŔŰƣШŸƨƣƖĲċĦőШċĦƣŔƻŔƣŔĲƚЮ ?§ÅШőċƚШĦŸŰƣŔŰƨĲĬШƣŸШ
ůċŰċŊĲШŸƨƣƖĲċĦőШĲƻĲŰƣƚЯШĤƨƣШ9ѼÅШƚƣŸƓƓĲĬШƓċƖƣŔĦŔƓċƣŔŰŊШĬƨƖŔŰŊШƣőĲШƓċŰĬĲůŔĦШċŰĬШőċƚШŸŰũǃШƖĲĦĲŰƣũǃШ
ĤĲŊƨŰШċƣƣĲŰĬŔŰŊШ?§ÅрũĲĬШĲƻĲŰƣƚЮ ?ƨƖŔŰŊШΞΜΞΣЯШƣőĲШƓƖŸŊƖċůШƽŔũũШƣċťĲШċŰШċĦƣŔƻĲШƖŸũĲШŔŰШƣőĲШƓũċŰŰŔŰŊШċŰĬШ
ĬĲũŔƻĲƖǃШŸŉШƣƖċŔŰŔŰŊШŉŸƖШĦƨƚƣŸůĲƖƚШŔŰШĦŸŸƖĬŔŰċƣŔŸŰШƽŔƣőШ?§ÅШċŰĬШ?97ÉЮ 

9ŸƚƣаШ~ŸĬĲƖċƣĲЯШċĤƚŸƖĤĲĬШĤǃШĲǂŔƚƣŔŰŊШƖĲƚŸƨƖĦĲƚ 
ÑŔůŔŰŊаШÑőŔƚШƽŸƖťШƽŔũũШĤĲШŸŰŊŸŔŰŊШƽŔƣőШĲƻĲŰƣƚШĤĲŔŰŊШƓũċŰŰĲĬШċŰĬШĬĲũŔƻĲƖĲĬШĬƨƖŔŰŊШΞΜΞΣЮ 



 

ΞΜΞΣШ§E?Ш9ƨƚƣŸůĲƖШÉĲƖƻŔĦĲШѼШìŸƖťŉŸƖĦĲШÉƣƖċƣĲŊŔĲƚШĦƣŔŸŰШÂũċŰШШШ҇ШШШÂċŊĲШΣΦ 

(CR 6) Update the OED Employer Webpage (prioritized/in progress) 

 

OED has a ƽĲĤpage dedicated to employers that includes information and resources ċĤŸƨƣ Frances 
Online, managing employer accounts, and filing quarterly payroll reports. 9ѼÅ will review all forms and 
content to ensure they are up to date and align with the forms and content available to customers shared 
by DOR and DCBS.   

Cost:  Moderate, absorbed by existing resources 
Timing: 6-12 months. Work has already started and will be completed during 2026.  



 

ΞΜΞΣШ§E?Ш9ƨƚƣŸůĲƖШÉĲƖƻŔĦĲШѼШìŸƖťŉŸƖĦĲШÉƣƖċƣĲŊŔĲƚШĦƣŔŸŰШÂũċŰШШШ҇ШШШÂċŊĲШΤΜ 

Â ÅÑШ[аШ[Å  9EÉШf ÑE]Å Ñf§ Ш  ?Ш
§ÂÑf~fü Ñf§ Ш 
ÉÖ~~ Åò 
¶ ы[ÅШΝьШÅĲƚƣƖƨĦƣƨƖĲШ[ƖċŰĦĲƚШ]ŸƻĲƖŰċŰĦĲШШ 
¶ ы[ÅШΞьШ9ŸŰĬƨĦƣШ[ƖċŰĦĲƚШÉƨƓƓŸƖƣШ§ƓƣŔŸŰƚШ ŰċũǃƚŔƚШ 
¶ ы[ÅШΟьШEƚƣċĤũŔƚőШċŰШ§ƖŊċŰŔǍċƣŔŸŰċũШ9őċŰŊĲШ~ċŰċŊĲůĲŰƣШы§9~ьШÂƖŸŢĲĦƣШ 
¶ ы[ÅШΠьШ9ŸŰĬƨĦƣШċŰШ ŰċũǃƚŔƚШŸŉШ ŊŔŰŊШÉÄÅƚШ 
¶ ы[ÅШΡьШfŰĦƖĲċƚĲШÉÄÅШ9ŸůƓũĲƣŔŸŰШ9ċƓċĦŔƣǃШ 
¶ ы[ÅШΣьШEŰőċŰĦĲШƣőĲШÉÄÅШÂƖŔŸƖŔƣŔǍċƣŔŸŰШÂƖŸĦĲƚƚШШ 

[ƖċŰĦĲƚШ§ƻĲƖƻŔĲƽ  

§ƖŔŊŔŰċũũǃШƣŔƣũĲĬШthe UI Modernization Project,Ш§E?ШĤĲŊċŰШƣőĲШƓƖŸĦĲƚƚШƣŸШůŸĬĲƖŰŔǍĲШŔƣƚШƚǃƚƣĲůƚШŔŰШΞΜΞΝЮШ
ÑőĲШċŊĲŰĦǃШƖŸũũĲĬШŸƨƣШƽőċƣШŔƚШŰŸƽШĦċũũĲĬШ[ƖċŰĦĲƚШƨƚŔŰŊШċШůƨũƣŔрƓőċƚĲĬШċƓƓƖŸċĦőШƽŔƣőШƣőĲШŉŸũũŸƽŔŰŊШŊŸр
ũŔƻĲШĬċƣĲƚа  

ÑőĲШƓƖŸŢĲĦƣШƣŸШŔůƓũĲůĲŰƣШ[ƖċŰĦĲƚШċŰĬШ[ƖċŰĦĲƚШ§ŰũŔŰĲ established the following primary goals to meet 
business needs:   

¶ Enhance customer experience 

¶ Transform business processes   

¶ Improve data security    

¶ Modernize technology 

¶ Provide expandable technology 

 

ÂƖŸŢĲĦƣШÂőċƚĲ  ?ĲƻĲũŸƓůĲŰƣШĤĲŊċŰ  fůƓũĲůĲŰƣċƣŔŸŰоШƚƣċƖƣШĬċƣĲ 

ÖfШċŰĬШÂċŔĬШxĲċƻĲШ9ŸŰƣƖŔĤƨƣŔŸŰƚ  sƨũǃШΣЯШΞΜΞΝ  ÉĲƓƣЮШΣЯШΞΜΞΞ  

ÂċŔĬШxĲċƻĲШ7ĲŰĲǯƣƚ  ÉĲƓƣЮШΣЯШΞΜΞΞ  ƨŊЮШΝΠЯШΞΜΞΟ  

ÖfШ7ĲŰĲǯƣƚ  ÉĲƓƣЮШΣЯШΞΜΞΞ  ~ċƖĦőШΠЯШΞΜΞΠ  



 

ΞΜΞΣШ§E?Ш9ƨƚƣŸůĲƖШÉĲƖƻŔĦĲШѼШìŸƖťŉŸƖĦĲШÉƣƖċƣĲŊŔĲƚШĦƣŔŸŰШÂũċŰШШШ҇ШШШÂċŊĲШΤΝ 

[ƖċŰĦĲƚШÂĲƖŉŸƖůċŰĦĲШѼШ9ƨƖƖĲŰƣШÉƣċƣĲ 

§E?ШƨƚĲƚШċŰШ§ƓĲƖċƣŔŸŰċũШ~ċƣƨƖŔƣǃШ~ŸĬĲũШы§~~ьШƣŸШċƚƚĲƚƚШċŰĬШŊƨŔĬĲШƣőĲШĲƻŸũƨƣŔŸŰШŸŉШ[ƖċŰĦĲƚќШ
ĦċƓċĤŔũŔƣŔĲƚЯШƓƖŸĦĲƚƚĲƚЯШċŰĬШƣĲĦőŰŸũŸŊŔĲƚШŸƻĲƖШƣŔůĲЮШìŔƣőШƣőĲШ§~~ЯШ§E?ШŔŰƣĲŰĬƚШƣŸШůċƣƨƖĲШċŰĬШŸƓƣŔůŔǍĲШ
ƣőĲШ[ƖċŰĦĲƚШƚǃƚƣĲůЯШũŔťĲШƣőĲШ?ĲƓċƖƣůĲŰƣШŸŉШÅĲƻĲŰƨĲШы?§ÅьШőċƚШƽŔƣőШŔƣƚШ9ŸƖĲШÉǃƚƣĲůƚШÅĲƓũċĦĲůĲŰƣЯШ
ƽőŔĦőШċũƚŸШƨƚĲƚШ[ċƚƣШEŰƣĲƖƓƖŔƚĲƚШƚŸŉƣƽċƖĲЮ  ÑőĲШŉŸũũŸƽŔŰŊШŊĲŰĲƖċũШƣŔůĲũŔŰĲШŔƚШĤċƚĲĬШŸŰШƣǃƓŔĦċũШ
ĲǂƓĲƖŔĲŰĦĲƚШŔŰШŊŸƻĲƖŰůĲŰƣШfÑШƣƖċŰƚŉŸƖůċƣŔŸŰƚа  

§~~ШxĲƻĲũ ÉƣċŊĲ 
ÑǃƓŔĦċũШ
ÑŔůĲŉƖċůĲ 

uĲǃШ ĦƣŔƻŔƣŔĲƚ 

xĲƻĲũШΝШӛШΞ  ÉƣċĤŔũŔǍċƣŔŸŰ  ΣтΝΞШůŸŰƣőƚ  ÑƖċŰƚŔƣŔŸŰШŉƖŸůШũĲŊċĦǃШƣŸШŰĲƽШƚǃƚƣĲůƚЯШŔŰŔƣŔċũШ
ƣƖċŔŰŔŰŊЯШċŰĬШĤċƚŔĦШƓƖŸĦĲƚƚШƚƣċŰĬċƖĬŔǍċƣŔŸŰЮ  

xĲƻĲũШΞШӛШΟ  ÂƖŸĦĲƚƚШĬĲǯŰŔƣŔŸŰ  ΝрΞШǃĲċƖƚ  [ƨũũШŔůƓũĲůĲŰƣċƣŔŸŰШŸŉШƖĲĬĲƚŔŊŰĲĬШƽŸƖťǰŸƽƚЯШ
ĬŸĦƨůĲŰƣċƣŔŸŰЯШċŰĬШƚǃƚƣĲůШŔŰƣĲŊƖċƣŔŸŰЮ  

xĲƻĲũШΟШӛШΠ  ÂĲƖŉŸƖůċŰĦĲШ
ůċŰċŊĲůĲŰƣ  

ΝтΞШǃĲċƖƚ  EƚƣċĤũŔƚőШťĲǃШƓĲƖŉŸƖůċŰĦĲШŔŰĬŔĦċƣŸƖƚЯШ
ŔůƓũĲůĲŰƣШĬċƚőĤŸċƖĬƚЯШċŰĬШĤĲŊŔŰШĬċƣċрĬƖŔƻĲŰШ
ĬĲĦŔƚŔŸŰрůċťŔŰŊЮ  

xĲƻĲũШΠШӛШΡ  §ƓƣŔůŔǍċƣŔŸŰ  ΞтΟҼШǃĲċƖƚ  9ŸŰƣŔŰƨŸƨƚШŔůƓƖŸƻĲůĲŰƣЯШƓƖĲĬŔĦƣŔƻĲШċŰċũǃƣŔĦƚЯШ
ŔŰŰŸƻċƣŔŸŰЯШċŰĬШċŊŔũĲШƖĲƚƓŸŰƚŔƻĲŰĲƚƚЮ  

 
ƚШƣőĲШƣċĤũĲШƚőŸƽƚЯШċШƣǃƓŔĦċũШŊŸƻĲƖŰůĲŰƣШƣŔůĲŉƖċůĲШƖċŰŊĲƚШĤĲƣƽĲĲŰШΠЮΡШċŰĬШΥҼШǃĲċƖƚЮШcŸƽĲƻĲƖЯШĤċƚĲĬШŸŰШ

?§ÅќƚШĲǂƓĲƖŔĲŰĦĲШŔůƓũĲůĲŰƣŔŰŊШċШƚŔůŔũċƖШƚǃƚƣĲůЯШƽĲШĲǂƓĲĦƣШ[ƖċŰĦĲƚШƣŸШƣċťĲШƣőƖĲĲШƣŸШƚĲƻĲŰШǃĲċƖƚШƣŸШ
ůŸƻĲШŉƖŸůШŔŰŔƣŔċũШůŸĬĲƖŰŔǍċƣŔŸŰШыxĲƻĲũШΝьШƣŸШŸƓƣŔůŔǍĲĬШŸƓĲƖċƣŔŸŰƚШыxĲƻĲũШΡьЯШċƚƚƨůŔŰŊШƚƨƚƣċŔŰĲĬШ
ŔŰƻĲƚƣůĲŰƣШċŰĬШũĲċĬĲƖƚőŔƓШƚƨƓƓŸƖƣЮ §E?ШĦŸŰƣŔŰƨĲƚШƣŸШƓƖŸĦĲĲĬШŉƖŸůШũĲƻĲũШΞШƣŸШũĲƻĲũШΟЮШ 

§E?ќƚШŰĲǂƣШƚƣĲƓƚШŉŸƖШ[ƖċŰĦĲƚШŔŰĦũƨĬĲШƖĲƻŔƚĲĬШƣċǂШƖċƣŔŰŊШŔůƓƖŸƻĲůĲŰƣƚЯШΝΜΦΦШǯǂĲƚЯШċŰĬШŔůƓƖŸƻĲĬШ
ƨƣŔũŔǍċƣŔŸŰШŸŉШƣőĲШŉƨŰĦƣŔŸŰƚШĤƨŔũƣШŔŰƣŸШƣőĲШƚǃƚƣĲůЮШ ĬĬŔƣŔŸŰċũШŉŸĦƨƚШŸŰШƣőĲƚĲШŰĲǂƣШƚƣĲƓƚШŔƚШŰĲĲĬĲĬШċŰĬШŔƚШ
ƓċƖƣШŸŉШƣőĲШċĦƣŔŸŰƚШŉŸƖШċĦőŔĲƻŔŰŊШƣőĲШŰĲǂƣШũĲƻĲũƚШŸŰШƣőĲШ§~~Ю    

9ƨƖƖĲŰƣШÉƣċƣĲШŸŉШ[ƖċŰĦĲƚШŉŸƖШ§E?ќƚШEůƓũŸǃĲĲƚШċŰĬШ9ƨƚƣŸůĲƖƚ  

[Ɩances operates consistently and reliably ŉƖŸůШċШƣĲĦőŰŸũŸŊŔĦċũШƓĲƖƚƓĲĦƣŔƻĲШƽŔƣőШŰŸШůċŢŸƖШŸƨƣċŊĲƚШŸƖШ
ĤƖĲċťƚЮ Frances assigns work so staff can complete much of their daily work in the system. Automation 
has decreased some ƚƣċŉŉќƚШƽŸƖťũŸċĬЯШċũũŸƽŔŰŊШƣőĲůШƣŸШŉŸĦƨƚШŸŰШŸƣőĲƖШċŊĲŰĦǃШŰĲĲĬƚЮШ[ŸƖШĲǂċůƓũĲЯШůċŰǃШ
refunds to employers are now automatic and timely, with correct checks and balances.ШcŸƽĲƻĲƖЯШƣőĲƖĲШ
ċƖĲШƚƣŔũũШůċŰǃШċƖĲċƚШŉŸƖШŔůƓƖŸƻĲůĲŰƣШƣőċƣШƚƣċǭЯШĦƨƚƣŸůĲƖƚЯШƓċƖƣŰĲƖƚЯШċŰĬШŔŰƣĲƖĲƚƣĲĬШƓċƖƣŔĲƚШőċƻĲШƚőċƖĲĬШ
ƽŔƣőШũĲċĬĲƖƚőŔƓЮШШ 

 



 

ΞΜΞΣШ§E?Ш9ƨƚƣŸůĲƖШÉĲƖƻŔĦĲШѼШìŸƖťŉŸƖĦĲШÉƣƖċƣĲŊŔĲƚШĦƣŔŸŰШÂũċŰШШШ҇ШШШÂċŊĲШΤΞ 

Claimant customers can manage their accounts and take advantage of a variety of self-serve features, 
such as applying for benefits, uploading necessary documents, requesting reasonable 
accommodations, responding to eligibility questionnaires, and reviewing claim statuses online.  

[ƖċŰĦĲƚШ§ŰũŔŰĲШċũũŸƽƚШĤƨƚŔŰĲƚƚШƨƚĲƖƚШƣŸШůċŰċŊĲШÖfШċŰĬШÂċŔĬШxĲċƻĲШĤĲŰĲǯƣƚШŉŸƖШƣőĲŔƖШĲůƓũŸǃĲĲƚЮШÑőĲǃШ
ĦċŰШƖĲŊŔƚƣĲƖШŉŸƖШċĦĦŸƨŰƣƚШƣŸШǯũĲШƓċǃƖŸũũШƖĲƓŸƖƣƚЯШƖĲƚƓŸŰĬШƣŸШƕƨĲƚƣŔŸŰŰċŔƖĲƚЯШůċŰċŊĲШĦũŔĲŰƣШċĦĦŸƨŰƣƚЯШċŰĬШ
őċŰĬũĲШŸƣőĲƖШƖĲũċƣĲĬШċĬůŔŰŔƚƣƖċƣŔƻĲШƣċƚťƚЮ 7ƨƚŔŰĲƚƚШƨƚĲƖƚШŔŰĦũƨĬĲШĲůƓũŸǃĲƖƚЯШƣőŔƖĬрƓċƖƣǃШċĬůŔŰŔƚƣƖċƣŸƖƚШ
ыÑÂ ƚьЯШċŰĬШŸƣőĲƖШƖĲƓƖĲƚĲŰƣċƣŔƻĲƚШƽőŸШƨƚĲШƣőĲШ[ƖċŰĦĲƚШ§ŰũŔŰĲШƚǃƚƣĲůЮ  Ш 

9ƨƖƖĲŰƣШ[ƖċŰĦĲƚШ]ŸƻĲƖŰċŰĦĲШÉƣƖƨĦƣƨƖĲ   

ÑőĲШċŊĲŰĦǃШŔŰŔƣŔċũũǃ őċĬШċШƓƖŸŢĲĦƣШŊŸƻĲƖŰċŰĦĲШƚƣƖƨĦƣƨƖĲШƽŔƣőШƣőĲШ~ŸĬĲƖŰŔǍċƣŔŸŰШÂƖŸŊƖċůќƚШExecutive 
Éteering 9ommittee ċŰĬ the Modernization director as the sponsor. In January 2025, OED prepared forШċШ
governance transition by chartering the Frances Online Collaboration Utility and Support Committee 
(FOCUS) to provide long-term governance for FrancesЮШÑőĲШ~ŸĬĲƖŰŔǍċƣŔŸŰШÂƖŸŢĲĦƣШŸǭŔĦŔċũũǃШĲŰĬĲĬШŸŰШ
~ċƖĦőШΟΜЯШΞΜΞΡЯШċŰĬШƣƖċŰƚŔƣŔŸŰĲĬШƣŸШŸƓĲƖċƣŔŸŰċũШŊŸƻĲƖŰċŰĦĲШƽŔƣőШ[§9ÖÉЮШÑőĲШċŊĲŰĦǃ expanded 
membership to all programs and shared services that were interested in participating.   

FOCUS is a cross-ĬŔƻŔƚŔŸŰċũШŊŸƻĲƖŰċŰĦĲШŊƖŸƨƓШƣőċƣШĲŰƚƨƖĲƚШƣőĲШċŊĲŰĦǃќƚШŸŰŊŸŔŰŊШƨƚĲШŸŉШ[ƖċŰĦĲƚШċũŔŊŰƚШ
with agency strategy and expectations. The group provides strategic direction for the continuous 
improvement of Frances and Frances Online.  

FOCUS strives to make decisions by consensus wherever possible. If consensus canќt be reached, the 
co-chairs have discretion to decide whether to proceed with a majority decision or escalate the matter to 
the OED executive team for a final decision. Meeting minutes are shared weekly via email.  

[§9ÖÉШŔƚШċũƚŸШƣőĲШĲƚĦċũċƣŔŸŰШƓŸŔŰƣШŉŸƖШƣőĲШċŊĲŰĦǃќƚШƓƖŔŸƖŔƣŔǍċƣŔŸŰШƓƖŸĦĲƚƚЮШ7ĲĦċƨƚĲШ[§9ÖÉШŔƚШ
responsible for maintaining the process, it decides what can and cannot be escalated out of the 
ċŊĲŰĦǃќƚШƓƖŔŸƖŔƣŔǍċƣŔŸŰШƓƖŸĦĲƚƚĲƚЮ   

The Agency Prioritization Committee determines Frances' development priorities through the Solution 
Request (SQR) process. The group is led by the Frances Business Support Team manager, and it meets 
weekly to direct the work of those supporting Frances. The committee is made up of divisional deputy 
directors, managers, and key personnel. 

Prioritization Process 

ÉǃƚƣĲůШÑŔĦťĲƣƚШċŰĬШÉÄÅƚ  

ÑőĲƖĲШċƖĲШƣƽŸШƚǃƚƣĲůШƣŔĦťĲƣШƣǃƓĲƚШŔŰШ[ƖċŰĦĲƚаШљfƚƚƨĲњШƣŔĦťĲƣƚШċŰĬШљÉĲĦƨƖŔƣǃШÅĲƕƨĲƚƣњШƣŔĦťĲƣƚЮШfƚƚƨĲШƣŔĦťĲƣƚШ
ċƖĲШƨƚĲĬШƣŸШƖĲƕƨĲƚƣШƚǃƚƣĲůШĦőċŰŊĲƚШŔŰШ[ƖċŰĦĲƚШŸƖШƖĲƓŸƖƣШċŰǃШŔƚƚƨĲƚШƽŔƣőШƣőĲШƚǃƚƣĲůЮШÉĲĦƨƖŔƣǃШÅĲƕƨĲƚƣШ
ƣŔĦťĲƣƚШċƖĲШƨƚĲĬШƣŸШƖĲƕƨĲƚƣШ[ƖċŰĦĲƚШċĦĦĲƚƚШŉŸƖШċШŰĲƽШőŔƖĲЯШƣƖċŰƚŉĲƖШĲůƓũŸǃĲĲƚШĤĲƣƽĲĲŰШĤƨƚŔŰĲƚƚШƨŰŔƣƚЯШ
ĬĲċĦƣŔƻċƣĲШƨƚĲƖƚШƽőŸШċƖĲШŰŸШũŸŰŊĲƖШƽŔƣőШƣőĲШċŊĲŰĦǃЯШŸƖШůŸĬŔŉǃШċŰШĲůƓũŸǃĲĲќƚШĲǂŔƚƣŔŰŊШƚĲĦƨƖŔƣǃШ
ċĦĦĲƚƚЮ ÉŸůĲШŔƚƚƨĲШƣŔĦťĲƣƚШůċǃШƣƨƖŰШŔŰƣŸШĤƖŸċĬĲƖШƚǃƚƣĲůШĦőċŰŊĲƚШƣőċƣШƽĲШƣĲƖůШљÉÄÅƚњЮШ 
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§E?ќƚШÂƖŔŸƖŔƣŔǍċƣŔŸŰШ[ƖċůĲƽŸƖť  

SQRs go through a prioritization process to ensure the most needed changes get implemented. SQRs 
can be prioritized from 1-5, with љΝњ being the highest priority. Priority 1 SQRs reflect agency priorities or 
ensure the overall health and stability of the system. The process offers each division a specific number 
of priority slots for priority 2-5. Due to capacity constraints, the team isШĦƨƖƖĲŰƣũǃ only working on priority 
1 and 2 SQRs. Priorities 3-5 are held for future work.  

§ƻĲƖċũũЯШƣőĲШÉÄÅШƓƖŔŸƖŔƣŔǍċƣŔŸŰШƓƖŸĦĲƚƚШƚĲƖƻĲƚШƣőĲШċŊĲŰĦǃШƽĲũũШĤǃШĲŰƚƨƖŔŰŊШƣőċƣШŔƣШŉŸĦƨƚĲƚШŸŰШƣőĲШĬŔƻŔƚŔŸŰѣƚШ
ƣŸƓШŰĲĲĬƚ. Still, two broad areas of improvement can be made. First, we can improve staff understanding 
of how changes get prioritized and who makes that decision. Second, we can improve how partner needs 
are raised and prioritized.   

9őċũũĲŰŊĲƚ 

The new team of developers is a mixture of FAST Enterprise and OED developers who transitioned during 
business operationalization from the Modernization Project, as well as agency legacy developers who 
are splitting their time between Frances, Workforce Operations, and the remaining mainframe 
applications.  

ÑőĲШũĲŊċĦǃШĬĲƻĲũŸƓĲƖƚШőċƻĲШőċĬШŉŸƖůċũШƣƖċŔŰŔŰŊЯШŢŸĤШƚőċĬŸƽŔŰŊЯШƓċŔƖĲĬШƓƖŸŊƖċůůŔŰŊЯШċŰĬШ[ċƚƣШ
EŰƣĲƖƓƖŔƚĲрũĲĬШƽŸƖťƚőŸƓƚЮШ~ċŰċŊĲƖƚШĲŰĦŸƨƖċŊĲШƣƖċŔŰŔŰŊШŸƓƓŸƖƣƨŰŔƣŔĲƚШŔŰШƖĲũċƣĲĬШƣĲĦőŰŸũŸŊǃШċƓƓũŔĦċƣŔŸŰƚШ
ċŰĬШċũũŸƽШĬĲĬŔĦċƣĲĬШƣŔůĲШƣŸШƽŸƖťШŔŰШƣőĲШƚǃƚƣĲůШƣŸШŊċŔŰШĲǂƓĲƖŔĲŰƣŔċũШũĲċƖŰŔŰŊЯШƽőŔĦőШŔƚШŰĲĦĲƚƚċƖǃШƣŸШ
ŔŰĦƖĲċƚĲШĦċƓċĤŔũŔƣŔĲƚЮ   

While the legacy developers have been trained in Frances development, they are using a new 
programming language and need the ability to focus on that work to increase capacity.ШAs experience 
with the system grows, OED developer production will increase, resulting in more overall SQRs getting 
done, assuming FAST support remains the same.   

The Frances Support Team continues to leverage low-cost and no-cost resources to support the 
development of the Frances system, including expanded training in Microsoft's Structured Query 
Language (SQL). TheШƣĲċů Ŕƚ also actively pursuing opportunities to shadow business units to increase 
ŔƣƚШunderstanding of functional areas.  Knowledge management documents are stored within the Frances 
application and are readily accessible to staff.  Additionally, IT Services is currently developing a 
comprehensive Knowledge Inventory across all systems, including FrancesЯ to identify and address 
existing knowledge gaps.  

Another limiting factor for contractor support is the number of hours available under our contract with 
FAST, which is currently set at 31,200 hours per maintenance year. As FAST support hours are limited, we 
must focus on the most critical needs as determined by the Agency Prioritization Committee and 
individual divisions.  
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(FR 1) Restructure Frances Governance (prioritized/in progress) 

 

ÑőĲШĦƨƖƖĲŰƣШŊŸƻĲƖŰċŰĦĲШƚƣƖƨĦƣƨƖĲШŉŸƖШ[ƖċŰĦĲƚЯШĦŸŰƚŔƚƣŔŰŊШŸŉШƚĲƓċƖċƣĲШƽĲĲťũǃШƓƖŔŸƖŔƣŔǍċƣŔŸŰШċŰĬШƚƣĲĲƖŔŰŊШ
ůĲĲƣŔŰŊƚЯШƚĲƖƻĲĬШŔƣƚШƓƨƖƓŸƚĲШĬƨƖŔŰŊШƣőĲШĬĲƻĲũŸƓůĲŰƣШċŰĬШŔŰŔƣŔċũШŔůƓũĲůĲŰƣċƣŔŸŰШŸŉШ[ƖċŰĦĲƚШĤƨƣШŔƚШŰŸШ
ũŸŰŊĲƖШƣőĲШůŸƚƣШĲǭŔĦŔĲŰƣШŸƖШĲǭĲĦƣŔƻĲШƽċǃШƣŸШĦŸŰĬƨĦƣШĤƨƚŔŰĲƚƚЮШfŰШũŔĲƨШŸŉШƣőĲШĦƨƖƖĲŰƣШŊŸƻĲƖŰċŰĦĲШƚƣƖƨĦƣƨƖĲЯШ
ƽĲШƽŔũũШůŸƻĲШƣŸШċШƚŔŰŊũĲШĦŸůůŔƣƣĲĲШƽőŸƚĲШĬƨƣŔĲƚШƽŔũũШŔŰĦũƨĬĲаШ 

¶ 9ƖĲċƣŔŰŊШŰĲƽШƚőċƖĲĬШƓƖŔŸƖŔƣŔǍċƣŔŸŰШŊƨŔĬĲũŔŰĲƚШƚŸШċũũШƚƣċǭШƨŰĬĲƖƚƣċŰĬШƽőǃШƚƓĲĦŔǯĦШÉÄÅƚШċƖĲШ
ċĬĬƖĲƚƚĲĬШĤĲŉŸƖĲШŸƣőĲƖƚШыĲЮŊЮШĲŰƚƨƖŔŰŊШĦũċŔůċŰƣƚШċƖĲШƓċŔĬШůŔŊőƣШĦŸůĲШĤĲŉŸƖĲШũĲƣƣĲƖƚШċƖĲШƖĲĬƖċŉƣĲĬШ
ŔŰШƚŔůƓũĲƖШũċŰŊƨċŊĲь 

¶ ÉƣƖċƣĲŊŔĦШƓũċŰŰŔŰŊШċŰĬШċĬƻŔĦĲШƣŸШƣőĲШĲǂĲĦƨƣŔƻĲШƣĲċůШŸŰШƓŸƣĲŰƣŔċũШĦőċŰŊĲƚШƣŸШ[ƖċŰĦĲƚШ 

¶ ~ŸŰŔƣŸƖŔŰŊШŉĲĲĬĤċĦťШċŰĬШƖĲƓŸƖƣŔŰŊШƣŸШƣőĲШĲǂĲĦƨƣŔƻĲШƣĲċůШŸŰШ[ƖċŰĦĲƚШċŰĬШƻĲŰĬŸƖШƓĲƖŉŸƖůċŰĦĲШ 

¶ ÉƓŸŰƚŸƖŔŰŊШŸŉШƓƖŸŢĲĦƣƚШċŰĬШƓƖŸĦĲƚƚĲƚШ 

¶ fůƓƖŸƻŔŰŊШĦŸůůƨŰŔĦċƣŔŸŰƚШċĤŸƨƣШƓƖŸĦĲƚƚЯШƣŔůĲũŔŰĲƚЯШċŰĬШŸƨƣĦŸůĲƚ 

ÑőĲШŰĲƽШĦŸůůŔƣƣĲĲШƽŔũũШƖĲƓŸƖƣЯШċƣШũĲċƚƣШŔŰŔƣŔċũũǃЯШƣŸШ§E?ќƚШĲǂĲĦƨƣŔƻĲШĦŸůůŔƣƣĲĲЮШfƣШƽŸƨũĬШőċƻĲШƣőĲШċĤŔũŔƣǃШƣŸШ
ĲƚĦċũċƣĲШĦŸŰĦĲƖŰƚШċŰĬШŔƚƚƨĲƚЯШŔŰĦũƨĬŔŰŊШƓƖŔŸƖŔƣŔǍċƣŔŸŰШĬŔƚċŊƖĲĲůĲŰƣƚЯШƣŸШƣőĲШĲǂĲĦƨƣŔƻĲШĦŸůůŔƣƣĲĲШŉŸƖШ
ƖĲƚŸũƨƣŔŸŰЮШfƣШƽŸƨũĬШċũƚŸШůċŰċŊĲШƓċƖƣŰĲƖШċŊĲŰĦǃШƖĲƕƨĲƚƣƚШċƚШċШĦŸůůŔƣƣĲĲШƖċƣőĲƖШƣőċŰШŉċũũŔŰŊШƣŸШŸŰĲШ
ĬŔƻŔƚŔŸŰШƣŸШċĬƻŸĦċƣĲШŉŸƖШƣőĲůЮШШ 

ũũШĬŔƻŔƚŔŸŰƚШċŰĬШƓƖŸŊƖċůШċƖĲċƚШƽŸƨũĬШőċƻĲШƣőĲШċĤŔũŔƣǃШƣŸШƓƖŸƓŸƚĲШÉÄÅƚШŉŸƖШƓƖŔŸƖŔƣǃШĦŸŰƚŔĬĲƖċƣŔŸŰЮШÑőĲШ
ĦŸůůŔƣƣĲĲШƽŔũũШĤĲШƚƣċǭĲĬШĤǃШƣőĲШ[ƖċŰĦĲƚШ7ƨƚŔŰĲƚƚШÉƨƓƓŸƖƣШÑĲċůШůċŰċŊĲƖЯШ7 ШũĲċĬƚЯШ§E?Ш?ĲƻĲũŸƓůĲŰƣШ
~ċŰċŊĲƖЯШċŰĬШ[ ÉÑШÂ~ЮШ9ŸůůŔƣƣĲĲШũĲċĬĲƖƚőŔƓШƽŔũũШĤĲШċШĦŸрĦőċŔƖШůŸĬĲũЯШƽŔƣőШ[ƖċŰĦĲƚШ7ƨƚŔŰĲƚƚШÉƨƓƓŸƖƣШ
ÑĲċůШ~ċŰċŊĲƖШċŰĬШċШƖŸƣċƣŔŰŊШ9ŸрĦőċŔƖШŉƖŸůШƣőĲШƻŸƣŔŰŊШůĲůĤĲƖƚЮШ9ŸрĦőċŔƖƚШƽŔũũШƚĲƣШƣőĲШċŊĲŰĬċШċŰĬШĦőċŔƖШ
ůĲĲƣŔŰŊƚЮШШ 

ШĦőċƖƣĲƖШƽŔũũШĤĲШĦƖĲċƣĲĬШƣŸШĦŸĬŔŉǃШƣőĲƚĲШĦőċŰŊĲƚЯШċĬĬƖĲƚƚШŸƣőĲƖШŊŸƻĲƖŰċŰĦĲШŰĲĲĬƚШыƚƨĦőШċƚШůĲůĤĲƖƚőŔƓШ
ċŰĬШůĲĲƣŔŰŊШĦċĬĲŰĦĲьЯШċŰĬШƚĲƣШĦŸůůŔƣƣĲĲШŸƓĲƖċƣŔŸŰƚШĲǂƓĲĦƣċƣŔŸŰƚЮШ 

9ŸƚƣаШ~ŔŰŔůċũЯШċĤƚŸƖĤĲĬШƽŔƣőШĲǂŔƚƣŔŰŊШƚƣċǭШċŰĬШƖĲƚŸƨƖĦĲƚШ 
ÑŔůŔŰŊаШΜрΣШůŸŰƣőƚ 

 



 

ΞΜΞΣШ§E?Ш9ƨƚƣŸůĲƖШÉĲƖƻŔĦĲШѼШìŸƖťŉŸƖĦĲШÉƣƖċƣĲŊŔĲƚШĦƣŔŸŰШÂũċŰШШШ҇ШШШÂċŊĲШΤΡ 

(FR 2) Conduct a Detailed Options Analysis for Improvement of 
Frances/Frances Online Support (prioritized/in progress) 

 

ÑőĲШċŰċũǃƚŔƚШƚőŸƨũĬШŔŰĦũƨĬĲШċũũШĬŔƻŔƚŔŸŰƚШċŰĬШĲǂƓũŸƖĲШƣőĲШŉƨŰĦƣŔŸŰƚШŰĲĦĲƚƚċƖǃШƣŸШůċŔŰƣċŔŰШ[ƖċŰĦĲƚШŔŰШ
ƓĲƖƓĲƣƨŔƣǃЮШÑŸШĬċƣĲЯШĲċĦőШĬŔƻŔƚŔŸŰШőċƚШĦŸůĲШƨƓШƽŔƣőШŔƣƚШŸƽŰШůĲƣőŸĬŸũŸŊǃШċŰĬШƚƣċǭŔŰŊШůŸĬĲũШŉŸƖШĬŔƻŔƚŔŸŰШ
ƣċƚťƚШċŰĬШċĦƣŔƻŔƣŔĲƚШŰĲĦĲƚƚċƖǃШƣŸШƓƖŸƻŔĬĲШŊƨŔĬċŰĦĲШƣŸШ[ƖċŰĦĲƚШĬĲƻĲũŸƓĲƖƚШċŰĬШĲŰƚƨƖĲШĲůƓũŸǃĲĲƚШőċƻĲШƣőĲШ
ƚťŔũũƚШŰĲĦĲƚƚċƖǃШƣŸШƨƚĲШ[ƖċŰĦĲƚЮШÑőŔƚШŸƓƣŔŸŰƚШċŰċũǃƚŔƚШƽŸƨũĬШĲǂƓũŸƖĲШĲŔƣőĲƖШƚƣċŰĬċƖĬŔǍŔŰŊШƣőĲШĬŔƻŔƚŔŸŰШ
ƚƨƓƓŸƖƣШůŸĬĲũШŸƖШĦŸŰƚŸũŔĬċƣŔŰŊШĬŔƻŔƚŔŸŰШƚƨƓƓŸƖƣШŔŰƣŸШċШƚŔŰŊũĲЯШĦƖŸƚƚрŉƨŰĦƣŔŸŰċũШƣĲċůШƣőċƣШƚƓċŰƚШċũũШ
ĬŔƻŔƚŔŸŰƚЮ 

9ŸƚƣаШ~ŔŰŔůċũ 
ÑŔůŔŰŊаШΣрΝΞШůŸŰƣőƚ 

(FR 3) Establish an Organizational Change Management (OCM) Project 
(prioritized/in progress) 

 

ÑőĲШĬĲƻĲũŸƓůĲŰƣШŸŉШ[ƖċŰĦĲƚШƽċƚШŔŰƣĲŰĬĲĬШƣŸШůŸĬĲƖŰŔǍĲШƣőĲШÖfШƚǃƚƣĲůШƽőŔũĲШċĬĬŔŰŊШċШŰĲƽШƓƖŸŊƖċůЯШÂċŔĬШ
xĲċƻĲЮШ?ƨĲШƣŸШƣőĲШƣŔůŔŰŊШċŰĬШĲǭŸƖƣШƖĲƕƨŔƖĲĬШƣŸШĬĲƻĲũŸƓШċŰĬШũċƨŰĦőШƣőĲƚĲШƓƖŸŊƖċůƚЯШŰŸƣШĲƻĲƖǃШċƚƓĲĦƣШƽċƚШ
ůŸĬĲƖŰŔǍĲĬЮШÑőŔƚШũĲĬШƣŸШƚŸůĲШŸũĬШƓƖŸĦĲƚƚĲƚШĤĲŔŰŊШĬŔŊŔƣŔǍĲĬШƽŔƣőŸƨƣШƣċťŔŰŊШŉƨũũШċĬƻċŰƣċŊĲШŸŉШƣőĲШůŸĬĲƖŰШ
[ƖċŰĦĲƚШċƓƓũŔĦċƣŔŸŰЮ 

ÑőŔƚШƓƖŸŢĲĦƣШƽŸƨũĬШŔŰŔƣŔċƣĲШƓƖŸĦĲƚƚШŔůƓƖŸƻĲůĲŰƣШĦőċŰŊĲƚШƣŸШƚƨƓƓŸƖƣШƣőĲШĬŔƻŔƚŔŸŰƚШƨƚŔŰŊШƣőĲШƚǃƚƣĲůШƣŸШ
ŔůƓƖŸƻĲШƣőĲŔƖШƓƖŸĦĲƚƚĲƚЮШÑőĲШ§9~ШƓƖŸŢĲĦƣШƽŸƨũĬШƖĲƻŔĲƽШőŸƽШĬŔƻŔƚŔŸŰƚШƨƚĲШ[ƖċŰĦĲƚШċŰĬШƽŸƖťШƽŔƣőШƣőĲůЯШ
ƣőĲШ[ƖċŰĦĲƚШ7ƨƚŔŰĲƚƚШÉƨƓƓŸƖƣШÑĲċůЯШċŰĬШƣőĲШĬĲƻĲũŸƓĲƖƚШƣŸШǯŰĬШĲǭŔĦŔĲŰĦŔĲƚШċŰĬШƚƨƓƓŸƖƣШŉƨƖƣőĲƖШ
ƚƨĦĦĲƚƚŉƨũШċĬŸƓƣŔŸŰШŸŉШƣőĲШċƓƓũŔĦċƣŔŸŰЮШEǂƓĲĦƣĲĬШĲǭŔĦŔĲŰĦǃШŊċŔŰƚШƽŸƨũĬШĦŸůĲШŉƖŸůШĲŰŉŸƖĦŔŰŊШƚƣċŰĬċƖĬƚЯШ
ċĬċƓƣŔŰŊШĲǂŔƚƣŔŰŊШƚǃƚƣĲůШƓƖŸĦĲƚƚĲƚШƣŸШĤĲƣƣĲƖШǯƣШĤƨƚŔŰĲƚƚШŸĤŢĲĦƣŔƻĲƚЯШċŰĬШĲŰőċŰĦŔŰŊШĦŸůůƨŰŔĦċƣŔŸŰƚШ
ċĤŸƨƣШƚǃƚƣĲůШŉƨŰĦƣŔŸŰċũŔƣǃШƨƓĬċƣĲƚЮШ 

9ŸƚƣаШ~ŔŰŔůċũ 
ÑŔůŔŰŊаШΣрΝΞШůŸŰƣőƚ 

(FR 4) Conduct an Analysis of Aging SQRs (prioritized/in progress) 

 

ÑőŔƚШċŰċũǃƚŔƚШƽŔũũШőĲũƓШĬĲǯŰĲШƣőĲШĤŸĬǃШŸŉШƽŸƖťШƖĲůċŔŰŔŰŊШċŰĬШƽőĲƣőĲƖШƣőĲƖĲШċƖĲШċŊĲĬШÉÄÅƚШƣőċƣШőċƻĲШ
ĤĲĲŰШƖĲŰĬĲƖĲĬШƨŰŰĲĦĲƚƚċƖǃШĤǃШŸƣőĲƖШÉÄÅƚШŸƖШƚĲƖƻŔĦĲШƓċĦťƚЮШÑőŔƚШċŰċũǃƚŔƚШĦċŰШĤĲШĦŸŰĬƨĦƣĲĬШĤǃШƣőĲШ
[ƖċŰĦĲƚШ7ƨƚŔŰĲƚƚШÉƨƓƓŸƖƣШÑĲċůШƽŔƣőШĲŰŊċŊĲůĲŰƣШŉƖŸůШĬŔƻŔƚŔŸŰШƚƨĤŢĲĦƣШůċƣƣĲƖШĲǂƓĲƖƣƚЮШfŰШċĬĬŔƣŔŸŰЯШ
ůŸƻŔŰŊШŉŸƖƽċƖĬЯШċũũШċŊĲĬШÉÄÅƚШƣőċƣШċƖĲШŸũĬĲƖШƣőċŰШΝΞШůŸŰƣőƚШċŰĬШŰŸƣШƓƖŔŸƖŔƣŔǍĲĬШƽŔũũШĤĲШƚƣċŊĲĬШƣŸШљEǂƓŔƖĲњШ
ċŰĬШƽŔũũШƚǃƚƣĲůċƣŔĦċũũǃШĦũŸƚĲШċŉƣĲƖШċŰŸƣőĲƖШΣШůŸŰƣőƚЮШ7ǃШĦũŸƚŔŰŊШÉÄÅƚШƣőċƣШŸƻĲƖШċŰШΝΥрůŸŰƣőШƣŔůĲШƓĲƖŔŸĬШ



 

ΞΜΞΣШ§E?Ш9ƨƚƣŸůĲƖШÉĲƖƻŔĦĲШѼШìŸƖťŉŸƖĦĲШÉƣƖċƣĲŊŔĲƚШĦƣŔŸŰШÂũċŰШШШ҇ШШШÂċŊĲШΤΣ 

ƽĲƖĲШŰŸƣШĬĲĲůĲĬШŔůƓŸƖƣċŰƣШĲŰŸƨŊőШƣŸШƽċƖƖċŰƣШƓƖŔŸƖŔƣŔǍċƣŔŸŰЯШƽĲШƽŔũũШůċŔŰƣċŔŰШċШŉŸĦƨƚШŸŰШƣőĲШŔƣĲůƚШůŸƚƣШ
ĦƖƨĦŔċũШƣŸШĤƨƚŔŰĲƚƚЮШÑőŔƚШƽŔũũШƓƖĲƻĲŰƣШċШũċƖŊĲШĤċĦťũŸŊШŸŉШƨŰŰĲĲĬĲĬШÉÄÅƚШŉƖŸůШĤƨŔũĬŔŰŊШƨƓЮШШ 

9ŸƚƣаШ~ŔŰŔůċũ 
ÑŔůŔŰŊаШΜрΣШůŸŰƣőƚ 

(FR 5) Increase SQR Completion Capacity (prioritized/in progress)   

 

ÖƓŸŰШĦŸůƓũĲƣŔŸŰШŸŉШ[ÅШΠЯШƽĲШƽŔũũШƖĲƓƖŔŸƖŔƣŔǍĲШƣőĲШƖĲůċŔŰŔŰŊШÉÄÅƚШƚŸШƽĲШĦċŰШĦŸŰƣŔŰƨĲШĦũĲċŰŔŰŊШƨƓШƣőĲШ
ĤċĦťũŸŊШċŰĬШŊĲƣШƣŸШċШůŸƖĲШůċŰċŊĲċĤũĲШċŰĬШůċƣƨƖĲШƚƣċƣĲЮШÑŸШĦũĲċŰШƨƓШƣőĲШĤċĦťũŸŊШŔŰШċШƣŔůĲũǃШůċŰŰĲƖЯШƽĲШ
ůƨƚƣШŔŰĦƖĲċƚĲШÉÄÅШĦŸůƓũĲƣŔŸŰШƖċƣĲƚЮШÑŸШŔŰĦƖĲċƚĲШÉÄÅШĦŸůƓũĲƣŔŸŰШƖċƣĲƚЯШƽĲШůƨƚƣШƣċťĲШƚĲƻĲƖċũШƚƣĲƓƚЯШ
ƚƣċƖƣŔŰŊШƽŔƣőШċůĲŰĬŔŰŊШƣőĲШ[ ÉÑШĦŸŰƣƖċĦƣШƣŸШċĬĬШůŸƖĲШĬĲƻĲũŸƓůĲŰƣШőŸƨƖƚЮШШ 

ŉƣĲƖШ[ÅШΠШĦũĲċŰƨƓЯШƽĲШĲƚƣŔůċƣĲШŸƨƖШƣŸƣċũШĤċĦťũŸŊШƽŔũũШĤĲШċƖŸƨŰĬШΝЯΜΜΜШÉÄÅƚЮШìĲШċũƚŸШċŰƣŔĦŔƓċƣĲШ
ĦŸŰƣŔŰƨŔŰŊШƣŸШċĬĬШŰĲƽШÉÄÅƚШŉŸƖШƚǃƚƣĲůШƨƓĬċƣĲƚШċŰĬШĲŰőċŰĦĲůĲŰƣƚЮШìĲШĦƨƖƖĲŰƣũǃШĦũŸƚĲШċĤŸƨƣШΣЮΡШůŸƖĲШ
ÉÄÅƚШƓĲƖШƽĲĲťШƣőċŰШċƖĲШŸƓĲŰĲĬЮШĦĦŸƖĬŔŰŊũǃЯШƽĲШĲƚƣŔůċƣĲШŰĲĲĬŔŰŊШƣŸШĦũŸƚĲШŸƨƣШċĤŸƨƣШΤΜΜШÉÄÅƚШůŸƖĲШ
ƣőċŰШƽĲШĦċŰШƽŔƣőШĦƨƖƖĲŰƣШƖĲƚŸƨƖĦĲƚШƣŸШŊĲƣШĦċƨŊőƣШƨƓШƣŸШċШůŸƖĲШůċŰċŊĲċĤũĲШũŔƚƣЮШÑőĲШƣċĤũĲШĤĲũŸƽШ
ĬĲƚĦƖŔĤĲƚШőŸƽШůċŰǃШċĬĬŔƣŔŸŰċũШÉÄÅƚШĦċŰШĤĲШĦŸůƓũĲƣĲĬШŔŰШҘΝ~ШŔŰĦƖĲůĲŰƣƚШŸŉШċĬĬŔƣŔŸŰċũШ[ ÉÑШőŸƨƖƚЮ 

ìĲШƽŸƨũĬШċũƚŸШőċƻĲШƣŸШŔŰĦƖĲċƚĲШƣőĲШċůŸƨŰƣШŸŉШĤƨƚŔŰĲƚƚШƚƣċǭШƣŔůĲШĬĲĬŔĦċƣĲĬШƣŸШƣĲƚƣŔŰŊЮШÉƓĲĦŔǯĦШĦŸƚƣƚШŸŉШ
ƣĲƚƣŔŰŊШƖĲƚŸƨƖĦĲƚШƽŔũũШƻċƖǃШĤǃШĬŔƻŔƚŔŸŰШċƚШƣőĲǃШŔĬĲŰƣŔŉǃШƖĲƚŸƨƖĦĲƚШƽŔƣőШċƓƓƖŸƓƖŔċƣĲШťŰŸƽũĲĬŊĲШċŰĬШ
ĦċƓċĦŔƣǃЮШ?ĲƻĲũŸƓĲƖƚШċƖĲШŸŰũǃШŸŰĲШƓŔĲĦĲШŸŉШƣőĲШÉÄÅШĲǭŸƖƣЯШƚŸШƽĲШůƨƚƣШċũƚŸШċĬĬШ[ƖċŰĦĲƚШ7ƨƚŔŰĲƚƚШ
ŰċũǃƚƣƚШċŰĬШċĦĦŸƨŰƣШŉŸƖШƣőĲШċĬĬŔƣŔŸŰċũШƣŔůĲШĲċĦőШĤƨƚŔŰĲƚƚШƨŰŔƣШůƨƚƣШĦŸůůŔƣШƣŸШƽŸƖťŔŰŊШƽŔƣőШƣőĲШ

7ƨƚŔŰĲƚƚШ ŰċũǃƚƣƚШƣŸШĬĲƻĲũŸƓШƣőĲШÉÄÅЯШċƚШƽĲũũШċƚШĦŸůƓũĲƣĲШŉƨũũШƣĲƚƣŔŰŊШċŰĬШċƓƓƖŸƻċũШŸŉШĲċĦőШÉÄÅШĦőċŰŊĲШ
ƣŸШĲŰƚƨƖĲШƽőċƣШŔƚШĬĲũŔƻĲƖĲĬШůĲĲƣƚШĤƨƚŔŰĲƚƚШĲǂƓĲĦƣċƣŔŸŰƚЮШ 

9ŸƚƣаШ[ ÉÑШƖĲƚŸƨƖĦĲƚШċƖĲШĦƨƖƖĲŰƣũǃШĤŔũũĲĬШċƣШҘΞΜΡоőŸƨƖЮШÑőĲШċƻĲƖċŊĲШÉÄÅШƣċťĲƚШċĤŸƨƣШΟΟЮΡШőŸƨƖƚШƣŸШ
ĦŸůƓũĲƣĲЮШ]ŔƻĲŰШƣőŸƚĲШƖċƣĲƚЯШƽĲШċŰƣŔĦŔƓċƣĲШĤĲŔŰŊШċĤũĲШƣŸШĦŸůƓũĲƣĲШΝΠΡШÉÄÅƚШŉŸƖШĲċĦőШċĬĬŔƣŔŸŰċũШůŔũũŔŸŰШ
ĬŸũũċƖƚШĬĲĬŔĦċƣĲĬШƣŸШƣőŔƚШƓƖŸŢĲĦƣЮШÑőĲШŉŸũũŸƽŔŰŊШĦőċƖƣШƚőŸƽƚШƣőĲШċůŸƨŰƣШŸŉШċĬĬŔƣŔŸŰċũШƽŸƖťШƽĲШĦċŰШ
ċĦőŔĲƻĲШƽŔƣőШċĬĬŔƣŔŸŰċũШŉƨŰĬŔŰŊЮШfƣШŔƚШŔůƓŸƖƣċŰƣШƣŸШŰŸƣĲШƣőċƣШƣőŔƚШĦőċƖƣШĬŸĲƚШŰŸƣШŔŰĦũƨĬĲШƣőĲШċĬĬŔƣŔŸŰċũШfÑШ
ċŰĬШĤƨƚŔŰĲƚƚШƚƣċǭШƣŔůĲШƣŸШƚƨƓƓŸƖƣШƣőŔƚШƽŸƖťШтШƽĲШƽŔũũШƚĦŸƓĲШƣőċƣШċĬĬŔƣŔŸŰċũШƚƣċǭŔŰŊШŔŉШƣőŔƚШƓƖŸŢĲĦƣШ
ƓƖŸĦĲĲĬƚЮ 
ÑŔůŔŰŊаШΣрΝΞШůŸŰƣőƚ 
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(FR 6) Enhance the SQR Prioritization Process (prioritized/in progress)   

 

ÑŸШŉƨƖƣőĲƖШĲŰőċŰĦĲШƣőĲШċĤŔũŔƣǃШƣŸШċĬĬƖĲƚƚШƣőĲШƚƓĲĦŔǯĦШŰĲĲĬƚШŸŉШĤƨƚŔŰĲƚƚШċŰĬШƚƣƖĲċůũŔŰĲШƣőĲШƓƖŸĦĲƚƚЯШƣőĲШ
ŉŸũũŸƽŔŰŊШċĬŢƨƚƣůĲŰƣƚШƣŸШƣőĲШÉÄÅШƓƖŔŸƖŔƣŔǍċƣŔŸŰШƓƖŸĦĲƚƚШƽŸƨũĬШĤĲШŔůƓũĲůĲŰƣĲĬаШ 

¶ ÖƚĲШƣőĲШ ŊĲŰĦǃШÂƖŔŸƖŔƣǃШÉƣċŊŔŰŊШxŔƚƣ 
¶ 7ĲŊŔŰШƣŸШŉŸĦƨƚШŸŰШ ŊĲŰĦǃШìŸƖťũŸċĬШÅĲũŔĲŉ 
¶ ÅĲƻŔƚĲШƓċƖƣŰĲƖШċŊĲŰĦǃШƚŸũƨƣŔŸŰШƖĲƕƨĲƚƣШƓƖŸĦĲƚƚШ 

9ŸƚƣаШ~ŔŰŔůċũ 
ÑŔůŔŰŊаШΜрΣШůŸŰƣőƚ 

 

 cŸƨƖƚШŸŉШìŸƖť fŰĬŔƻŔĬƨċũШ
ŰƨůĤĲƖШŸŉШÉÄÅƚШ
ĦŸůƓũĲƣĲĬ 

9ƨůƨũċƣŔƻĲШ
ŰƨůĤĲƖШŸŉШÉÄÅƚШ
ĦŸůƓũĲƣĲĬ 

9ŸƚƣШƓĲƖШƖŸƽ 9ƨůƨũċƣŔƻĲШ9Ÿƚƣ 

9ƨƖƖĲŰƣШ[ ÉÑШ
ĦŸŰƣƖċĦƣШШ 

ΟΝЯΞΜΜ ΦΟΝ ΦΟΝ ҘΣЯΟΦΣЯΜΜΜ ҘΣЯΟΦΣЯΜΜΜ 

ÂŸƣĲŰƣŔċũШ
ĬĬŔƣŔŸŰċũШ
fŰƻĲƚƣůĲŰƣƚШ 

 

ΠЯΥΤΥ ΝΠΡ ΝΜΤΣ ҘΝЯΜΜΜЯΜΜΜ ҘΤЯΟΦΣЯΜΜΜ 

ΠЯΥΤΥ ΝΠΡ ΝΞΞΝ ҘΝЯΜΜΜЯΜΜΜ ҘΥЯΟΦΣЯΜΜΜ 

ΠЯΥΤΥ ΝΠΡ ΝΟΣΣ ҘΝЯΜΜΜЯΜΜΜ ҘΦЯΟΦΣЯΜΜΜ 

ΠЯΥΤΥ ΝΠΡ ΝΡΝΝ ҘΝЯΜΜΜЯΜΜΜ ҘΝΜЯΟΦΣЯΜΜΜ 

ΠЯΥΤΥ ΝΠΡ ΝΣΡΣ ҘΝЯΜΜΜЯΜΜΜ ҘΝΝЯΟΦΣЯΜΜΜ 



 

ΞΜΞΣШ§E?Ш9ƨƚƣŸůĲƖШÉĲƖƻŔĦĲШѼШìŸƖťŉŸƖĦĲШÉƣƖċƣĲŊŔĲƚШĦƣŔŸŰШÂũċŰШШШ҇ШШШÂċŊĲШΤΥ 

Â ÅÑШ]аШì§Åu[§Å9EШ§ÂEÅ Ñf§ ÉШѼШÑcEШ
ì§Åu[§Å9EШÉòÉÑE~ 
ÉÖ~~ Åò 
¶ ыì§ШΝьШ[ŔŰŔƚőШì§Ш~ŸĬĲƖŰŔǍċƣŔŸŰШÂƖŸŢĲĦƣШ 
¶ ыì§ШΞьШÖƓŊƖċĬĲШÑĲũĲƓőŸŰĲШÂũċƣŉŸƖůƚШċŰĬШÖƚĲШ fШƣŸШÂƖŸƻŔĬĲШÉĲũŉрÉĲƖƻĲШ§ƓƓŸƖƣƨŰŔƣŔĲƚШ 
¶ ыì§ШΟьШxċƨŰĦőШxŔƻĲШ9őċƣШċŰĬШ§Űр?ĲůċŰĬШéŔĬĲŸШ9ċũũƚ  Ш 
¶ ыì§ШΠьШ9ƖĲċƣĲШċŰĬШxċƨŰĦőШċШÉƣƖċƣĲŊŔĦШ9ŸůůƨŰŔĦċƣŔŸŰƚШÂũċŰШ 
¶ ыì§ШΡьШ ũŔŊŰШÑŔƣũĲШfШċŰĬШÑŔƣũĲШfffШ ĬůŔŰŔƚƣƖċƣŔŸŰШċŰĬШ[ƨŰĬŔŰŊШìŔƣőŔŰШ§E? 
¶ ыì§ШΣьШ7ĲƣƣĲƖШxĲƻĲƖċŊĲШìÑ?7ќƚШ9ŸůƓũŔċŰĦĲШċŰĬШÂŸũŔĦǃр§ƖŔĲŰƣĲĬШÅŸũĲШ 
¶ ыì§ШΤьШEƻċũƨċƣĲШìŸƖťŉŸƖĦĲШ§ƓĲƖċƣŔŸŰƚШċƚШÂƖĲŉĲƖƖĲĬШÉƣċƣĲƽŔĬĲШÑŔƣũĲШfШÉĲƖƻŔĦĲШÂƖŸƻŔĬĲƖ Ш 
¶ ыì§ШΥьШEƻċũƨċƣĲШƣőĲШ§E?Ш ĬůŔŰŔƚƣƖċƣŸƖШŉŸƖШìf§ ШÑŔƣũĲШffШċŰĬШÑŔƣũĲШfé 

Background  

ìŸƖťŉŸƖĦĲШ§ƓĲƖċƣŔŸŰƚШыì§ьШĦŸŰƣƖŔĤƨƣĲƚШƣŸШ§E?ќƚШůŔƚƚŔŸŰШĤǃШůċŰċŊŔŰŊШƣőĲШƚƣċƣĲќƚШũċĤŸƖШĲǂĦőċŰŊĲШƚǃƚƣĲůШ
ċŰĬШƚĲƖƻŔŰŊШċƚШċШťĲǃШƚƣċťĲőŸũĬĲƖШċŰĬШƚĲƖƻŔĦĲШƓƖŸƻŔĬĲƖШƽŔƣőŔŰШìŸƖťÉŸƨƖĦĲШ§ƖĲŊŸŰШыìÉ§ьЯШċШƚƣċƣĲƽŔĬĲШ
ƓċƖƣŰĲƖƚőŔƓШĤĲƣƽĲĲŰШƚƣċƣĲЯШũŸĦċũЯШċŰĬШŰŸŰƓƖŸǯƣШŸƖŊċŰŔǍċƣŔŸŰƚЮШÑőĲШĬŔƻŔƚŔŸŰШċĬůŔŰŔƚƣĲƖƚШÑŔƣũĲШfffШыìċŊŰĲƖр
ÂĲǃƚĲƖШ ĦƣьШŸŉШƣőĲШìŸƖťŉŸƖĦĲШfŰŰŸƻċƣŔŸŰШċŰĬШ§ƓƓŸƖƣƨŰŔƣǃШ ĦƣШыìf§ ьЮ   

ì§ШƚĲƖƻĲƚШ§ƖĲŊŸŰШĤƨƚŔŰĲƚƚĲƚШĤǃШƖĲĦƖƨŔƣŔŰŊШċŰĬШƖĲŉĲƖƖŔŰŊШƣőĲШĤĲƚƣрƕƨċũŔǯĲĬШċƓƓũŔĦċŰƣƚШƣŸШŢŸĤƚЮШì§ШƚƣċǭШ
ċũƚŸШőĲũƓШĤƨƚŔŰĲƚƚĲƚШƚĲĦƨƖĲШŉĲĬĲƖċũШƣċǂШĦƖĲĬŔƣƚШċŰĬШŸǭƚĲƣШƣƖċŔŰŔŰŊШĦŸƚƣƚШƽőĲŰШőŔƖŔŰŊШƚƓĲĦŔǯĦШƓŸƓƨũċƣŔŸŰƚШ
ƚƨĦőШċƚШƓƨĤũŔĦШċƚƚŔƚƣċŰĦĲШƖĲĦŔƓŔĲŰƣƚЯШƓĲŸƓũĲШƽŔƣőШĬŔƚċĤŔũŔƣŔĲƚЯШƻĲƣĲƖċŰƚЯШƓĲŸƓũĲШũĲċƻŔŰŊШĦƨƚƣŸĬǃЯШŸƖШƓĲŸƓũĲШ
ƽőŸШőċƻĲШĤĲĲŰШƨŰĲůƓũŸǃĲĬШũŸŰŊĲƖШƣőċŰШƚŔǂШůŸŰƣőƚЮ  

ƚШ§ƖĲŊŸŰќƚШìf§ ШÑŔƣũĲШfffШƖĲĦŔƓŔĲŰƣЯШì§ШƽŸƖťƚШĦũŸƚĲũǃШƽŔƣőШŸƣőĲƖШìf§рůċŰĬċƣĲĬШĦŸůůƨŰŔƣǃШƓċƖƣŰĲƖƚШ
ċŰĬШċŊĲŰĦŔĲƚШƣőƖŸƨŊőШìÉ§ЮШìf§ ШőċƚШŉŸƨƖШƣŔƣũĲƚШƽőŔĦőШĤƖŔŰŊШƣŸŊĲƣőĲƖЯШŔŰШƚƣƖċƣĲŊŔĦШĦŸŸƖĬŔŰċƣŔŸŰЯШƣőĲШ
љĦŸƖĲњШƽŸƖťŉŸƖĦĲШĬĲƻĲũŸƓůĲŰƣШƓƖŸŊƖċůƚШċŰĬШƓċƖƣŰĲƖШыŸƖШљŰŸŰрĦŸƖĲњьШƓƖŸŊƖċůƚШƣőċƣШƓƖŸƻŔĬĲШ
ĦŸůƓũĲůĲŰƣċƖǃШƚĲƖƻŔĦĲƚШŉŸƖШƚƓĲĦŔǯĦШƓŸƓƨũċƣŔŸŰƚЮШìf§ ШċũƚŸШƖĲƕƨŔƖĲƚШƣőĲШĦŸрũŸĦċƣŔŸŰШŸŉШEůƓũŸǃůĲŰƣШ
ÉĲƖƻŔĦĲƚШыEÉьШŸǭŔĦĲƚШƽŔƣőШ ůĲƖŔĦċŰШsŸĤШ9ĲŰƣĲƖƚШы s9ƚьШċƚШƓċƖƣШŸŉШƣőĲШ§ŰĲрÉƣŸƓШƚǃƚƣĲůЯШƽőŔĦőШŔŰШ§ƖĲŊŸŰШ
ŔƚШƣőĲШìÉ§ШŰĲƣƽŸƖťЮШ 

ÑőĲШŉŸƨƖШìf§ ШƣŔƣũĲƚШƣőċƣШƓƖŸƻŔĬĲШƚĲƖƻŔĦĲƚШƣŸШ§ƖĲŊŸŰŔċŰƚШċƖĲа   

ÑŔƣũĲШfаШìŸƖťŉŸƖĦĲШ?ĲƻĲũŸƓůĲŰƣШ ĦƣŔƻŔƣŔĲƚЯШŔŰĦũƨĬŔŰŊШ?ŔƚũŸĦċƣĲĬШìŸƖťĲƖЯШ ĬƨũƣЯШċŰĬШòŸƨƣőбШŉĲĬĲƖċũũǃШ
ċĬůŔŰŔƚƣĲƖĲĬШĤǃШƣőĲШÖЮÉЮШ?ĲƓċƖƣůĲŰƣШŸŉШxċĤŸƖШы?§xьШċŰĬШŸƻĲƖƚĲĲŰШŔŰШ§ƖĲŊŸŰШĤǃШƣőĲШcŔŊőĲƖШEĬƨĦċƣŔŸŰШ
9ŸŸƖĬŔŰċƣŔŰŊШ9ŸůůŔƚƚŔŸŰШыcE99ьЯШ§ǭŔĦĲШŸŉШìŸƖťŉŸƖĦĲШfŰƻĲƚƣůĲŰƣƚШы§ìfьЮ  

ÑŔƣũĲШffаШ ĬƨũƣШEĬƨĦċƣŔŸŰШċŰĬШxŔƣĲƖċĦǃбШŉĲĬĲƖċũũǃШċĬůŔŰŔƚƣĲƖĲĬШĤǃШƣőĲШÖЮÉЮШ?ĲƓċƖƣůĲŰƣШŸŉШEĬƨĦċƣŔŸŰШы?§EьШ
ċŰĬШŸƻĲƖƚĲĲŰШŔŰШ§ƖĲŊŸŰШĤǃШcE99ЮШÑőŔƚШƣŔƣũĲШŔƚШĦƨƖƖĲŰƣũǃШƨŰĬĲƖŊŸŔŰŊШĦőċŰŊĲƚШċƣШƣőĲШŉĲĬĲƖċũШũĲƻĲũЯШċŰĬШŔƣƚШ
ċĬůŔŰŔƚƣƖċƣŔŸŰШƽŔũũШƚŸŸŰШůŸƻĲШƣŸШ?§xЮ  

ÑŔƣũĲШfffаШ ůĲŰĬůĲŰƣƚШƣŸШƣőĲШìċŊŰĲƖрÂĲǃƚĲƖШ ĦƣбШŉĲĬĲƖċũũǃШċĬůŔŰŔƚƣĲƖĲĬШĤǃШ?§xШċŰĬШŸƻĲƖƚĲĲŰШŔŰШ§ƖĲŊŸŰШ
ĤǃШ§E?Ю   



 

ΞΜΞΣШ§E?Ш9ƨƚƣŸůĲƖШÉĲƖƻŔĦĲШѼШìŸƖťŉŸƖĦĲШÉƣƖċƣĲŊŔĲƚШĦƣŔŸŰШÂũċŰШШШ҇ШШШÂċŊĲШΤΦ 

ÑŔƣũĲШféаШ ůĲŰĬůĲŰƣƚШƣŸШƣőĲШÅĲőċĤŔũŔƣċƣŔŸŰШ ĦƣШŸŉШΝΦΤΟбШŉĲĬĲƖċũũǃШċĬůŔŰŔƚƣĲƖĲĬШĤǃШ?§EШċŰĬШŸƻĲƖƚĲĲŰШŔŰШ
§ƖĲŊŸŰШĤǃШƣőĲШ§ƖĲŊŸŰШ?ĲƓċƖƣůĲŰƣШŸŉШcƨůċŰШÉĲƖƻŔĦĲƚЮШ  

~ŸƖĲШŔŰŉŸƖůċƣŔŸŰШŸŰШƣőĲШŉƨŰĬŔŰŊШŉŸƖШƣőĲƚĲШÑŔƣũĲƚШŔƚШċƻċŔũċĤũĲШŔŰШ ƓƓĲŰĬŔǂШ9Ю 

Workforce System Structure  

ÑőĲШůċŰċŊĲůĲŰƣШŸŉШìÉ§ШĦĲŰƣĲƖƚЯШ§ƖĲŊŸŰќƚШ ůĲƖŔĦċŰШsŸĤШ9ĲŰƣĲƖШŰĲƣƽŸƖťЯШŔƚШċШƚőċƖĲĬШƖĲƚƓŸŰƚŔĤŔũŔƣǃШ
ċůŸŰŊШƚƣċƣĲЯШũŸĦċũШƽŸƖťŉŸƖĦĲШĬĲƻĲũŸƓůĲŰƣШĤŸċƖĬƚШыũŸĦċũШĤŸċƖĬƚьЯШĲũĲĦƣĲĬШŸǭŔĦŔċũƚЯШŸŰĲрƚƣŸƓШƓċƖƣŰĲƖƚЯШ
ŸŰĲрƚƣŸƓШŸƓĲƖċƣŸƖƚЯШċŰĬШƚĲƖƻŔĦĲШƓƖŸƻŔĬĲƖƚЮ   

ìőŔũĲШĤƖċŰĬШċŰĬШŸƓĲƖċƣŔŸŰċũШůċŰċŊĲůĲŰƣШŸŉШìÉ§ШŔƚШċШŢŸŔŰƣШƖĲƚƓŸŰƚŔĤŔũŔƣǃЯШ§E?ШŔƚШĦƨƖƖĲŰƣũǃШƣőĲШċŊĲŰĦǃШ
ƓƖŔůċƖŔũǃШƖĲƚƓŸŰƚŔĤũĲШŉŸƖШƚƣċǭŔŰŊШ§ƖĲŊŸŰќƚШĦŸůƓƖĲőĲŰƚŔƻĲШìÉ§ШĦĲŰƣĲƖƚЮШ§E?ШƓƖŸƻŔĬĲƚШůŸƚƣШŸŉШƣőĲШƚƣċǭШ
ƓőǃƚŔĦċũũǃШƓƖĲƚĲŰƣШŔŰШìÉ§ШĦĲŰƣĲƖƚЮШÑőĲƚĲШĦĲŰƣĲƖƚШċƖĲШƣőĲШƓőǃƚŔĦċũШċĦĦĲƚƚШƓŸŔŰƣƚШŉŸƖШƽŸƖťŉŸƖĦĲШƚĲƖƻŔĦĲƚЯШ
ĤƨƣШƣőĲШĤƖŸċĬĲƖШƚǃƚƣĲůШŔŰĦũƨĬĲƚШċШĦŸůƓũĲǂШƓċƖƣŰĲƖƚőŔƓШċůŸŰŊШĤƨƚŔŰĲƚƚĲƚЯШƣƖċŔŰŔŰŊШƓƖŸƻŔĬĲƖƚЯШƚƣċƣĲШ
ċŊĲŰĦŔĲƚЯШũŸĦċũШƽŸƖťŉŸƖĦĲШĬĲƻĲũŸƓůĲŰƣШĤŸċƖĬƚЯШċŰĬШŸƣőĲƖШƓċƖƣŰĲƖƚЮ  

ÅŸũĲƚШċŰĬШ ƚƚĲƚƚůĲŰƣШŸŉШxŸĦċũШìŸƖťŉŸƖĦĲШ?ĲƻĲũŸƓůĲŰƣШ7ŸċƖĬƚ  

xŸĦċũШĤŸċƖĬƚШƚĲƖƻĲШċƚШĦŸŰƻĲŰĲƖƚШċŰĬШŉċĦŔũŔƣċƣŸƖƚШŉŸƖШĤŸƣőШũŸĦċũШĦĲŰƣĲƖƚШċŰĬШƖĲŊŔŸŰċũШũŸĦċũШũĲċĬĲƖƚőŔƓШ
ƣĲċůƚШыxxÑƚьЮШ ĦĦŸƖĬŔŰŊШƣŸШìÉ§ШŸƓĲƖċƣŔŸŰċũШƚƣċŰĬċƖĬƚЯШxxÑƚШċƖĲШƖĲƚƓŸŰƚŔĤũĲШŉŸƖШĦŸŸƖĬŔŰċƣŔŰŊШƚĲƖƻŔĦĲƚЯШ
ƓƖŸĦĲƚƚĲƚЯШƓĲƖŉŸƖůċŰĦĲЯШċŰĬШũŸĦċũШŸƻĲƖƚŔŊőƣШŸŉШìÉ§ШĦĲŰƣĲƖƚЮШÑőĲƚĲШƣĲċůƚШċƖĲШĦŸůƓŸƚĲĬШŸŉШũŸĦċũШ
ůċŰċŊĲƖƚШŉƖŸůШìÉ§ШƓƖŔůċƖǃШƓƖŸŊƖċůƚШċŰĬШŸƣőĲƖШũŸĦċũШìÉ§ШƓƖŸŊƖċůƚШċŰĬШƖĲƚŸƨƖĦĲƚЮШxxÑƚШċƖĲШƣőĲШ
ůĲĦőċŰŔƚůШŉŸƖШŔůƓũĲůĲŰƣŔŰŊШƣőĲШƚƣċŰĬċƖĬƚЯШĲŰƚƨƖŔŰŊШĦŸůƓũŔċŰĦĲЯШċŰĬШĬƖŔƻŔŰŊШĦŸŰƣŔŰƨŸƨƚШŔůƓƖŸƻĲůĲŰƣЯШ
ŔŰĦũƨĬŔŰŊШċũŔŊŰŔŰŊШƚĲƖƻŔĦĲƚШŸǭĲƖĲĬШĤǃШƖĲƕƨŔƖĲĬШƓċƖƣŰĲƖƚШƽŔƣőŔŰШƣőĲŔƖШũŸĦċũШċƖĲċƚЮШÑőĲШìŸƖťŉŸƖĦĲШÉǃƚƣĲůШ
EǂĲĦƨƣŔƻĲШÑĲċůШыìÉEÑьШőŸũĬƚШxxÑƚШċĦĦŸƨŰƣċĤũĲЮ   

[ċĦŔũŔƣċƣĲĬШĤǃШũŸĦċũШĤŸċƖĬƚЯШxxÑƚШĦŸŸƖĬŔŰċƣĲШũŸĦċũШƚĲƖƻŔĦĲƚЯШŉƨŰĬŔŰŊШƚƣƖĲċůƚЯШŔŰŔƣŔċƣŔƻĲƚЯШƓĲƖŉŸƖůċŰĦĲЯШċŰĬШ
ŊĲŰĲƖċũШŸƻĲƖƚŔŊőƣШŸŉШìÉ§ШĦĲŰƣĲƖƚЮШìőŔũĲШìÉEÑШŔƚШŔŰƣĲŰĬĲĬШƣŸШƚƨƓƓŸƖƣШxxÑƚШċƣШƣőĲШƚƣċƣĲШũĲƻĲũЯШƣőĲƖĲШċƖĲШ
ĦƨƖƖĲŰƣũǃШŰŸШŔŰƣĲƖċŊĲŰĦǃШċŊƖĲĲůĲŰƣƚЯШƓƖŸĦĲĬƨƖĲƚЯШŸƖШƓƖŸĦĲƚƚĲƚШŔŰШƓũċĦĲШŉŸƖШìÉEÑШůĲůĤĲƖƚШƣŸШĲƻċũƨċƣĲЯШ
ƖĲƻŔĲƽЯШŸƖШőŸũĬШxxÑƚШċĦĦŸƨŰƣċĤũĲШŉŸƖШƣőĲШƚƣċŰĬċƖĬƚЮШÑőĲƖĲШŔƚШċũƚŸШċШũċĦťШŸŉШƖĲŊƨũċƖШċƚƚĲƚƚůĲŰƣШŸƖШ
ĦŸůůƨŰŔĦċƣŔŸŰШƖĲŊċƖĬŔŰŊШŔĬĲŰƣŔǯĲĬШŊċƓƚШċŰĬШŸƓƓŸƖƣƨŰŔƣŔĲƚШŉŸƖШĦŸŰƣŔŰƨŸƨƚШŔůƓƖŸƻĲůĲŰƣЮ  

fŰШċĬĬŔƣŔŸŰШƣŸШƣőĲŔƖШĦŸŸƖĬŔŰċƣŔŸŰШƖŸũĲЯШũŸĦċũШĤŸċƖĬƚШċƖĲШƖĲƚƓŸŰƚŔĤũĲШŉŸƖа 

¶ ÉĲũĲĦƣŔŰŊШŸŰĲрƚƣŸƓШŸƓĲƖċƣŸƖƚ  

¶ ƚƚĲƚƚŔŰŊШĲũŔŊŔĤũĲШƣƖċŔŰŔŰŊШƓƖŸƻŔĬĲƖƚШċŰĬШƓƖŸŊƖċůƚ  

¶ §ƻĲƖƚĲĲŔŰŊШǃŸƨƣőШƓƖŸŊƖċůƚ  

¶  ĲŊŸƣŔċƣŔŰŊШũŸĦċũШƓĲƖŉŸƖůċŰĦĲШůĲċƚƨƖĲƚ  

¶ ƚƚĲƚƚŔŰŊШċĦĦĲƚƚŔĤŔũŔƣǃШŉŸƖШŔŰĬŔƻŔĬƨċũƚШƽŔƣőШĬŔƚċĤŔũŔƣŔĲƚШċƣШċũũШũŸĦċũШìÉ§ШĦĲŰƣĲƖƚ  

ÖŰĬĲƖШìf§ ЯШĲċĦőШũŸĦċũШĤŸċƖĬШĦŸŰƻĲŰĲƚШũŸĦċũШĲůƓũŸǃĲƖƚШċŰĬШĲĬƨĦċƣŔŸŰċũШƓċƖƣŰĲƖƚШƣŸШĬĲƻĲũŸƓШƓŸũŔĦŔĲƚШ
ċŰĬШŔŰƻĲƚƣůĲŰƣƚШƣőċƣШƚƨƓƓŸƖƣШƖĲŊŔŸŰċũШĲĦŸŰŸůŔĦШĬĲƻĲũŸƓůĲŰƣЮШÑőĲƚĲШĲǭŸƖƣƚШċŔůШƣŸШĤƨŔũĬШĦċƖĲĲƖШ
ƓċƣőƽċǃƚЯШƚƨƓƓŸƖƣШƚĲĦƣŸƖШƚƣƖċƣĲŊŔĲƚЯШċŰĬШƓƖŸůŸƣĲШƽŸƖťрĤċƚĲĬШũĲċƖŰŔŰŊШċƓƓƖŸċĦőĲƚШƣŸШċĬĬƖĲƚƚШĤƨƚŔŰĲƚƚШ
ŰĲĲĬƚЮШxŸĦċũШĤŸċƖĬƚШůƨƚƣШċũƚŸШĬĲƻĲũŸƓШċŰĬШƚƨĤůŔƣШũŸĦċũШċƖĲċШƓũċŰƚШƣŸШcE99ШƣőċƣШċũŔŊŰШƽŔƣőШƣőĲШƚƣċƣĲќƚШ
ƚƣƖċƣĲŊŔĦШƓũċŰШċŰĬШƖĲŊŔŸŰċũШũċĤŸƖШůċƖťĲƣШŰĲĲĬƚЮ  



 

ΞΜΞΣШ§E?Ш9ƨƚƣŸůĲƖШÉĲƖƻŔĦĲШѼШìŸƖťŉŸƖĦĲШÉƣƖċƣĲŊŔĲƚШĦƣŔŸŰШÂũċŰШШШ҇ШШШÂċŊĲШΥΜ 

ƣШƣőĲШƚƣċƣĲШũĲƻĲũЯШƣőĲШìŸƖťŉŸƖĦĲШÑċũĲŰƣШċŰĬШ?ĲƻĲũŸƓůĲŰƣШ7ŸċƖĬШыìÑ?7ьШċƚƚŔƚƣƚШƣőĲШ]ŸƻĲƖŰŸƖШŔŰШƚĲƣƣŔŰŊШ
ƚƣƖċƣĲŊŔĦШċŰĬШŸƓĲƖċƣŔŸŰċũШƽŸƖťŉŸƖĦĲШĬĲƻĲũŸƓůĲŰƣШŊŸċũƚЮШÑőĲШìÑ?7ШĲŰƚƨƖĲƚШƣőĲШƚƣċƣĲШőċƚШƓŸũŔĦŔĲƚШċŰĬШ
ƓƖŸĦĲĬƨƖĲƚШƣőċƣШĦŸůƓũǃШƽŔƣőШìf§ ЯШŔŰĦũƨĬŔŰŊШƓĲƖŉŸƖůċŰĦĲШŔŰĬŔĦċƣŸƖƚЯШċũŔŊŰůĲŰƣШƚƣƖċƣĲŊŔĲƚШŉŸƖШĦŸƖĲШ
ƓƖŸŊƖċůƚЯШċŰĬШĬĲƚĦƖŔƓƣŔŸŰƚШŸŉШċƨƣőŸƖŔǍĲĬШƓƖŸŊƖċůШċĦƣŔƻŔƣŔĲƚЮШcE99ќƚШ§ǭŔĦĲШŸŉШìŸƖťŉŸƖĦĲШfŰƻĲƚƣůĲŰƣШ
ƓƖŸƻŔĬĲƚШƚƣċǭŔŰŊШċŰĬШƓŸũŔĦǃШŊƨŔĬċŰĦĲШƣŸШƣőĲШìÑ?7Ю   

Workforce Operations within the Workforce System   

ì§ќƚШƓƖĲƚĲŰĦĲШŔŰШƣőĲШìÉ§ШĦĲŰƣĲƖƚЯШƽőŔĦőШƓƖŸƻŔĬĲƚШťŰŸƽũĲĬŊĲċĤũĲШǯĲũĬШƚƣċǭШċŰĬШƖĲƚŸƨƖĦĲШƖŸŸůƚЯШŔƚШċŰШ
ċƚƚĲƣШƣŸШũŸĦċũШĦŸůůƨŰŔƣŔĲƚЮШ[ŔĲũĬШƚƣċǭШċƖĲШƣőĲШƓƨĤũŔĦШŉċĦĲШŸŉШ§E?ШċŰĬШŸǭĲƖШċШƚƓċĦĲШƽőĲƖĲШċŰШŔŰĬŔƻŔĬƨċũШ
ĦċŰШċĦĦĲƚƚШŸƖШĤĲШĬŔƖĲĦƣĲĬШƣŸШƖĲƚŸƨƖĦĲƚШƣŸШőĲũƓШŸƻĲƖĦŸůĲШĤċƖƖŔĲƖƚШƣŸШĲůƓũŸǃůĲŰƣЮШÉƣċǭШŉƖĲƕƨĲŰƣũǃШ
ƓƖŸƻŔĬĲШŔŰŉŸƖůċƣŔŸŰШƣŸШĦƨƚƣŸůĲƖƚШƽőŸШċƖĲШċĦĦĲƚƚŔŰŊШÖŰĲůƓũŸǃůĲŰƣШfŰƚƨƖċŰĦĲШыÖfьШŸƖШÂċŔĬШxĲċƻĲШĤĲŰĲǯƣШ
ƓƖŸŊƖċůƚЮШ[ŔĲũĬШƚƣċǭШůċǃШĲǂƓũċŔŰШĤċƚŔĦШĲũĲůĲŰƣƚШŸŉШǯũŔŰŊШċШƽĲĲťũǃШÖfШĦũċŔůШċŰĬШƖĲƓŸƖƣŔŰŊШƽŸƖťШƚĲċƖĦőШ
ċŰĬШőĲũƓШŰċƻŔŊċƣĲШ[ƖċŰĦĲƚШ§ŰũŔŰĲЮШ 

ì§ШƚƣċǭШŔŰШƣőĲШìÉ§ШĦĲŰƣĲƖƚШĦċƖĲШĬĲĲƓũǃШċĤŸƨƣШƣőĲŔƖШĦƨƚƣŸůĲƖƚШċŰĬШőċƻĲШċШƓċƚƚŔŸŰШŉŸƖШĦƨũƣŔƻċƣŔŰŊШũŸĦċũШ
ƣċũĲŰƣШċŰĬШƓũċŰŰŔŰŊШƣőĲШŰĲǂƣШƚƣĲƓƚШŸŉШƣőĲШĦƨƚƣŸůĲƖќƚШĲůƓũŸǃůĲŰƣШŢŸƨƖŰĲǃЮШì§ШƚƣċǭШċũƚŸШƓũċǃШċШťĲǃШƖŸũĲШŔŰШ
ƣőĲŔƖШũŸĦċũШĤƨƚŔŰĲƚƚШĦŸůůƨŰŔƣŔĲƚЯШƓċƖƣŔĦƨũċƖũǃШŔŰШƖƨƖċũШċƖĲċƚЯШĤǃШƚŸƨƖĦŔŰŊШƣċũĲŰƣШċŰĬШċĬƻĲƖƣŔƚŔŰŊШťĲǃШ
ƓŸƚŔƣŔŸŰƚШƣŸШƕƨċũŔǯĲĬШĦƨƚƣŸůĲƖƚЮ   

7ċƚŔĦШ[ċĦƣƚ  

¶ ΠΥΜШ[ÑE 
¶ ÉĲƖƻĲƚШċƓƓƖŸǂŔůċƣĲũǃШΥЯΜΜΜШĲůƓũŸǃĲƖƚШċŰĬШΤΡЯΜΜΜШŢŸĤШƚĲĲťĲƖƚШċŰŰƨċũũǃШƣőƖŸƨŊőШΟΤШìÉ§ШĦĲŰƣĲƖƚШ
ċĦƖŸƚƚШƣőĲШƚƣċƣĲ 

¶ 7ƨĬŊĲƣШŸŉШҘΝΠΦЯΝΡΟЯΦΠΟЯШŔŰĦũƨĬŔŰŊШҘΝΞΟЯΥΣΣЯΞΥΣШŔŰШ§ƣőĲƖШ[ƨŰĬƚШċŰĬШҘΞΡЯΞΥΤЯΣΡΤШŔŰШ[ĲĬĲƖċũШ
[ƨŰĬƚ  

9ƨƖƖĲŰƣШÉƣċƣĲШŔŰШìÉ§Ш9ĲŰƣĲƖƚ  

ì§ШƚƣċǭШƚĲƖƻĲШċШĬŔƻĲƖƚĲШĦƨƚƣŸůĲƖШĤċƚĲЮШÑŸШĲǭĲĦƣŔƻĲũǃШċĬĬƖĲƚƚШƣőĲШĤċƖƖŔĲƖƚШĦƨƚƣŸůĲƖƚШŉċĦĲЯШì§ШǯĲũĬШƚƣċǭШ
ůƨƚƣШƖĲũǃШŸŰШċШŉƖċŊůĲŰƣĲĬШƓċƖƣŰĲƖШŰĲƣƽŸƖťЯШƽőŔĦőШĦċŰШƻċƖǃШƖĲŊŔŸŰШƣŸШƖĲŊŔŸŰЯШƣŸШċĦĦĲƚƚШƚƨƓƓŸƖƣŔƻĲШ
ƚĲƖƻŔĦĲƚШċŰĬШŸƓƓŸƖƣƨŰŔƣŔĲƚЮШ~ċŰǃШÑŔƣũĲШfШƚĲƖƻŔĦĲШƓƖŸƻŔĬĲƖШƚƣċǭШċƖĲШƓőǃƚŔĦċũũǃШċĤƚĲŰƣШŸƖШŔƖƖĲŊƨũċƖũǃШ
ƚĦőĲĬƨũĲĬШŔŰШƣőĲШĦĲŰƣĲƖƚЯШƽőŔĦőШĦċŰШůċťĲШƖĲŉĲƖƖċũƚШƣŸШƣőĲŔƖШƚĲƖƻŔĦĲƚШůŸƖĲШĬŔǭŔĦƨũƣЮШ7ŸƣőШì§ШċŰĬШƓċƖƣŰĲƖШ
ƚƣċǭШŸŉƣĲŰШĲŰƣĲƖШĦƨƚƣŸůĲƖШŔŰŉŸƖůċƣŔŸŰШŔŰШůƨũƣŔƓũĲШƚǃƚƣĲůƚШƣŸШĲǭĲĦƣŔƻĲũǃШĦŸůůƨŰŔĦċƣĲШƚĲƖƻŔĦĲƚШŰĲĲĬĲĬШ
ċŰĬШĬĲũŔƻĲƖĲĬШĤǃШƻċƖŔŸƨƚШƓċƖƣŰĲƖƚЮШÑőĲǃШůƨƚƣШċũƚŸШťĲĲƓШƣƖċĦťШŸŉШůċŰǃШĬŔǭĲƖĲŰƣШƚĲƖƻŔĦĲШƓƖŸƻŔĬĲƖƚШċŰĬШƣőĲŔƖШ
ƨŰŔƕƨĲШƖĲŉĲƖƖċũШƓƖŸĦĲƚƚĲƚЮ   

ì§ШŔƚШĦƨƖƖĲŰƣũǃШůŸĬĲƖŰŔǍŔŰŊШŔƣƚШƚǃƚƣĲůШŸŉШƖĲĦŸƖĬШċŰĬШũċĤŸƖШĲǂĦőċŰŊĲЯШƽőŔĦőШƽŔũũШċũũŸƽШì§ШǯĲũĬШƚƣċǭШƣŸШ
ƨƚĲШŸŰĲШƚǃƚƣĲůШƣŸШƣƖċĦťШċШĦƨƚƣŸůĲƖќƚШĲůƓũŸǃůĲŰƣШŢŸƨƖŰĲǃЮШcŸƽĲƻĲƖЯШƣőĲШŉƖċŊůĲŰƣĲĬШŉƨŰĬŔŰŊШƚƣƖƨĦƣƨƖĲШŸŉШ
§ƖĲŊŸŰќƚШìŸƖťŉŸƖĦĲШÉǃƚƣĲůШƖĲƕƨŔƖĲƚШċĬůŔŰŔƚƣƖċƣŔƻĲШŉƨŰĬŔŰŊШŸŉШůƨũƣŔƓũĲШċŊĲŰĦŔĲƚШċŰĬШĤŸċƖĬƚЯШƽőŔĦőШũŔůŔƣƚШ
ƣőĲШŉƨŰĬŔŰŊШƣőċƣШ§ƖĲŊŸŰŔċŰƚШĦċŰШċĦĦĲƚƚШŉŸƖШƖĲƣƖċŔŰŔŰŊЯШƚƨƓƓŸƖƣШƚĲƖƻŔĦĲƚЯШċŰĬШŔŰĬŔƻŔĬƨċũŔǍĲĬШĦċƖĲĲƖШ
ƚĲƖƻŔĦĲƚЮШ 

ÑőĲШůŸĬĲƖŰŔǍċƣŔŸŰШŸŉШì§ќƚШĦċƚĲШůċŰċŊĲůĲŰƣШċŰĬШũċĤŸƖШĲǂĦőċŰŊĲШƚǃƚƣĲůШŔƚШċŰШŸƓƓŸƖƣƨŰŔƣǃШŉŸƖШìÉ§ШƣŸШ
ĤĲƣƣĲƖШƚĲƖƻĲШċŰĬШĦŸŰŰĲĦƣШƽŔƣőШŔƣƚШĦƨƚƣŸůĲƖШĤċƚĲЮШ ШůŸĬĲƖŰŔǍĲĬШƓũċƣŉŸƖůШƽŔũũШĲǂƓċŰĬШƣőĲШƖĲċĦőШŸŉШƣőĲШ
ìÉ§ШĤƖċŰĬШĤǃШőċƻŔŰŊШċШƖĲũĲƻċŰƣШũŸŸťШċŰĬШŉĲĲũШċŰĬШĲŰőċŰĦĲĬШƣŸŸũƚШƣŸШőĲũƓШĦƨƚƣŸůĲƖƚШŔŰШƣőĲŔƖШŢŸĤШƚĲċƖĦőЮШ Ш
ŰĲƽШƚǃƚƣĲůШƽŔũũШċũƚŸШŸǭĲƖШĤĲƣƣĲƖШĬċƣċШĦŸũũĲĦƣŔŸŰШċŰĬШĦƨƚƣŸůĲƖШƣƖċĦťŔŰŊЯШƽőŔĦőШƽŔũũШċũũŸƽШìÉ§ШƣŸШĤĲƣƣĲƖШ
ƨŰĬĲƖƚƣċŰĬШċШĦƨƚƣŸůĲƖќƚШŢŸƨƖŰĲǃШƣŸШĲůƓũŸǃůĲŰƣШċŰĬШĬĲůŸŰƚƣƖċƣĲШƣőĲШƽċǃƚШŔŰШƽőŔĦőШƖĲрĲůƓũŸǃůĲŰƣШ
ƚĲƖƻŔĦĲƚШůċťĲШċШĬŔǭĲƖĲŰĦĲШŔŰШƓĲŸƓũĲќƚШũŔƻĲƚЮШ 



 

ΞΜΞΣШ§E?Ш9ƨƚƣŸůĲƖШÉĲƖƻŔĦĲШѼШìŸƖťŉŸƖĦĲШÉƣƖċƣĲŊŔĲƚШĦƣŔŸŰШÂũċŰШШШ҇ШШШÂċŊĲШΥΝ 

fŰШΞΜΞΣЯШì§ШŔƚШċũƚŸШƚĦőĲĬƨũĲĬШƣŸШƨƓŊƖċĬĲШŔƣƚШƣĲũĲĦŸůůƨŰŔĦċƣŔŸŰƚШƓũċƣŉŸƖůЯШƽőŔĦőШƚĲƖƻĲƚШůŸƚƣШŸŉШƣőĲШ
ìÉ§ШĦĲŰƣĲƖƚЯШƽőŔĦőШƽŔũũШŊŔƻĲШƣőĲШĬŔƻŔƚŔŸŰШůŸƖĲШƻŔƚŔĤŔũŔƣǃШŔŰƣŸШĦƨƚƣŸůĲƖШĦŸŰƣċĦƣШƖĲċƚŸŰƚШċŰĬШƣƖĲŰĬƚЮШÑőĲШ
ŰĲƽШƣĲũĲĦŸůůƨŰŔĦċƣŔŸŰƚШƓũċƣŉŸƖůШĦŸůĲƚШƽŔƣőШƻċũƨĲрċĬĬШŉĲċƣƨƖĲƚШƚƨĦőШċƚШũŔƻĲШĦőċƣЯШƣĲǂƣЯШċŰĬШŸŰр
ĬĲůċŰĬШƻŔĬĲŸШĦċũũƚЮШÑőĲƚĲШŰĲƽШŉĲċƣƨƖĲƚШƽŔũũШĲǂƓċŰĬШƚĲƖƻŔĦĲШċĦĦĲƚƚŔĤŔũŔƣǃШŉŸƖШƣőĲШĦƨƚƣŸůĲƖШĤǃШƓƖŸƻŔĬŔŰŊШ
ċũƣĲƖŰċƣŔƻĲШĦŸŰƣċĦƣШůĲƣőŸĬƚШĤĲǃŸŰĬШċШƓőŸŰĲШĦċũũШŸƖШŔŰрƓĲƖƚŸŰШƻŔƚŔƣЮ   

§ƖĲŊŸŰќƚШìŸƖťŉŸƖĦĲШÉǃƚƣĲů - Past Assessments: Themes and Gaps  

§ƖĲŊŸŰќƚШƽŸƖťŉŸƖĦĲШĬĲƻĲũŸƓůĲŰƣШƚǃƚƣĲůШőċƚШċШƻċƖŔĲƣǃШŸŉШũĲċĬĲƖƚЯШċŊĲŰĦŔĲƚЯШċŰĬШũŸĦċũШƓŸũŔƣŔĦƚШƣőċƣШƚőċƓĲШ
ƣőĲШƽċǃШŔƣШŔƚШƚƣƖƨĦƣƨƖĲĬШċŰĬШőŸƽШƚĲƖƻŔĦĲƚШċƖĲШĬĲũŔƻĲƖĲĬЮШ§ƻĲƖШƣőĲШǃĲċƖƚЯШƣőĲƖĲШőċƻĲШĤĲĲŰШůċŰǃШĲǭŸƖƣƚШƣŸШ
ĦƖĲċƣĲШĦŸŰƚŔƚƣĲŰĦǃШċŰĬШƨŰŔƣǃШċĦƖŸƚƚШƣőĲШƽŸƖťŉŸƖĦĲШƚǃƚƣĲůШƽŔƣőШƻċƖŔĲĬШƚƨĦĦĲƚƚЮ ÉŸůĲШƓƖŔůċƖǃШƣőĲůĲƚШ
ŉƖŸůШƓƖŔŸƖШƚƣƨĬŔĲƚШŸŉШƣőĲШƚǃƚƣĲůШċƖĲа  

¶ §ƖĲŊŸŰќƚШƽŸƖťŉŸƖĦĲШƚǃƚƣĲůШŰĲĲĬƚШůŸƖĲШċĦĦŸƨŰƣċĤŔũŔƣǃ  

¶ ìŸƖťŉŸƖĦĲШƚǃƚƣĲůШƚĲƖƻŔĦĲƚШŰĲĲĬШƣŸШĤĲШƚƣƖĲċůũŔŰĲĬШƣŸШŔůƓƖŸƻĲШƚĲƖƻŔĦĲШĬĲũŔƻĲƖǃ 

¶ ÑőĲШƽŸƖťŉŸƖĦĲШƚǃƚƣĲůШŰĲĲĬƚШċШƚŔŰŊũĲШƚǃƚƣĲůƽŔĬĲШƓĲƖŉŸƖůċŰĦĲШůĲƣƖŔĦШƖĲƓŸƖƣŔŰŊШƚǃƚƣĲů 

¶ ÑőĲШìÑ?7ШŔƚШƽĲũũрƓŸƚŔƣŔŸŰĲĬШċƚШ§ƖĲŊŸŰќƚШĦĲŰƣƖċũŔǍĲĬШƽŸƖťŉŸƖĦĲШċƨƣőŸƖŔƣǃЯШƚĲƣƣŔŰŊШƚƣċƣĲƽŔĬĲШ
ƽŸƖťŉŸƖĦĲШƻŔƚŔŸŰЯШŊŸċũƚЯШċŰĬШƚƣƖċƣĲŊŔĲƚ 

ÑőĲШΞΜΞΠШ§ƖĲŊŸŰШÑċũĲŰƣШ ƚƚĲƚƚůĲŰƣШċũƚŸШƚƨƖƻĲǃĲĬШĲůƓũŸǃĲƖƚШŸŰШőŸƽШƽĲũũШĲĬƨĦċƣŔŸŰċũШƓƖŸŊƖċůƚШċũŔŊŰШ
ƽŔƣőШũċĤŸƖШŰĲĲĬƚа    

¶ ΣΜӖШƚċŔĬШƓƖŸŊƖċůƚШċƖĲШљƚŸůĲƽőċƣШċũŔŊŰĲĬЮњ  

¶ ΣӖШƚċŔĬШљƻĲƖǃШċũŔŊŰĲĬЮњ  

¶ ΞΟӖШƚċŔĬШљŰŸƣШċƣШċũũШċũŔŊŰĲĬЮњ  

É7ШΣΞΟШыΞΜΞΝьШĲƚƣċĤũŔƚőĲĬШƣőĲШ9ŸŰƣŔŰƨŸƨƚШfůƓƖŸƻĲůĲŰƣШ9ŸůůŔƣƣĲĲЯШƽőŔĦőШƖĲƕƨŔƖĲƚШƣőĲШìÑ?7ШƣŸШ
ĦŸŰƣƖċĦƣШƽŔƣőШċШƣőŔƖĬрƓċƖƣǃШĲƻċũƨċƣŸƖШƣŸШĦŸŰĬƨĦƣШċШĦŸůƓƖĲőĲŰƚŔƻĲШċƚƚĲƚƚůĲŰƣШŸŉШƣőĲШƓƨĤũŔĦШƽŸƖťŉŸƖĦĲШ
ƚǃƚƣĲůЮШÑŸШĬċƣĲЯШƣőĲШċƚƚĲƚƚůĲŰƣƚШőċƻĲШŉŸĦƨƚĲĬШŸŰШƣőĲШƽŸƖťŉŸƖĦĲШƚǃƚƣĲůШŊŸƻĲƖŰċŰĦĲШċŰĬШŰŸƣШĲƻċũƨċƣŔŸŰƚШ
ŸŉШƓƨĤũŔĦШƽŸƖťŉŸƖĦĲШƚǃƚƣĲůШƓƖŸŊƖċůƚЯШŔŰĦũƨĬŔŰŊШƚƣċƣĲШċŰĬШũŸĦċũШĤŸċƖĬƚЮШ§E?ШƖĲĦŸůůĲŰĬƚШĲƚƣċĤũŔƚőŔŰŊШċШ
ŉƖċůĲƽŸƖťШŉŸƖШĲƻċũƨċƣŔŰŊШƣőĲШƚƣƖċƣĲŊŔĲƚШċŰĬШĲĬƨĦċƣŔŸŰШƚĲƖƻŔĦĲШƓƖŸƻŔĬĲƖƚШċĬůŔŰŔƚƣĲƖĲĬШĤǃШƣőĲШÉƣċƣĲќƚШ
ÂƨĤũŔĦШìŸƖťŉŸƖĦĲШ?ĲƻĲũŸƓůĲŰƣШÉǃƚƣĲůЮШĬĬŔƣŔŸŰċũũǃЯШƣőĲƖĲШŔƚШŰŸШċŰċũǃƚŔƚШŸŉШƽőĲƣőĲƖШũŸĦċũШƓũċŰƚШƚƨƓƓŸƖƣШ
ƣőĲШƚƣċƣĲШƓũċŰШŔŰШĤƨŔũĬŔŰŊШĦċƖĲĲƖШƓċƣőƽċǃƚШƣŸШůĲĲƣШĤŸƣőШũŸĦċũШċŰĬШƚƣċƣĲƽŔĬĲШĤƨƚŔŰĲƚƚШŰĲĲĬƚЮ   

ìőŔũĲШìÉ§ШƓċƖƣŰĲƖƚШċŊƖĲĲШƣőċƣШƣőĲƖĲШċƖĲШĦƨƖƖĲŰƣũǃШƖĲĬƨŰĬċŰĦŔĲƚШĤĲƣƽĲĲŰШƓƖŸŊƖċůƚЯШŰŸШŉŸƖůċũШƣőŔƖĬрƓċƖƣǃШ
ċƚƚĲƚƚůĲŰƣШŸŉШƽőċƣШƣőŸƚĲШċƖĲШĦċŰШĤĲШũŸĦċƣĲĬЮ  

 



 

ΞΜΞΣШ§E?Ш9ƨƚƣŸůĲƖШÉĲƖƻŔĦĲШѼШìŸƖťŉŸƖĦĲШÉƣƖċƣĲŊŔĲƚШĦƣŔŸŰШÂũċŰШШШ҇ШШШÂċŊĲШΥΞ 

9Ñf§ ÉШ  
ŊċŔŰƚƣШƣőċƣШĤċĦťŊƖŸƨŰĬШċŰĬШĦŸŰƚŔƚƣĲŰƣШƽŔƣőШƣőĲШŊŸƻĲƖŰŸƖќƚШƖĲƕƨĲƚƣЯШƣőĲШƖĲƚƣШŸŉШƣőŔƚШƚĲĦƣŔŸŰШƓƖĲƚĲŰƣƚШ

ċĦƣŔŸŰƚШċĦƖŸƚƚШƣƽŸШƖĲũċƣĲĬШċƖĲċƚаШыΝьШŔůƓƖŸƻĲůĲŰƣƚШƣŸШ§E?ќƚШìÉ§ШƓƖŸŊƖċůƚШċŰĬШƚĲƖƻŔĦĲƚЯШċŰĬШыΞьШ
ċĦƣŔŸŰƚШƣőċƣШĦŸƨũĬШŔůƓƖŸƻĲШƣőĲШĲǭŔĦŔĲŰĦǃШŸŉШőŸƽШ§ƖĲŊŸŰШĬĲũŔƻĲƖƚШŸŰШŔƣƚШƽŸƖťŉŸƖĦĲШĬĲƻĲũŸƓůĲŰƣШċŰĬШ
ƚƨƓƓŸƖƣШůŔƚƚŔŸŰƚЮ 

Actions RĲŊċƖĬŔŰŊШ§E?ќƚШìÉ§ШÂƖŸŊƖċůШ 

(WO 1) Finish WO Modernization Project (prioritized/in progress) 

 

ÑőĲШůŸĬĲƖŰŔǍċƣŔŸŰШŸŉШì§ќƚШƚǃƚƣĲůШŸŉШƖĲĦŸƖĬШċŰĬШũċĤŸƖШĲǂĦőċŰŊĲШƽŔũũШƣƖċŰƚŉŸƖůШƣőĲШƽċǃШìÉ§ШƚĲƖƻĲƚШŔƣƚШ
ĦƨƚƣŸůĲƖƚЮШ ШΞΜΞΡШĲŰŊċŊĲůĲŰƣШƖĲƓŸƖƣШƖĲƻĲċũĲĬШŔŰĦŸŰƚŔƚƣĲŰƣШƚƣċƣĲƽŔĬĲШĦƨƚƣŸůĲƖШĲǂƓĲƖŔĲŰĦĲШƽőĲŰШ
ŔŰƣĲƖċĦƣŔŰŊШƽŔƣőШìÉ§ШĦĲŰƣĲƖƚЮШì§ќƚШĦƨƖƖĲŰƣШƚǃƚƣĲůШŸŉШƖĲĦŸƖĬШĬŸĲƚШŰŸƣШůċƣĦőШƣőĲШĦĲŰƣĲƖƚќШƽŸƖťǰŸƽШ
ŰĲĲĬƚЮШ ШŰĲƽШƚǃƚƣĲůШƽŔũũШŸǭĲƖШĦƨƚƣŸůĲƖШƖĲũċƣŔŸŰƚőŔƓШůċŰċŊĲůĲŰƣШƣŸŸũƚШƽőŔĦőШƽŔũũШċũũŸƽШŉŸƖШĤĲƣƣĲƖШĬċƣċШ
ĦŸũũĲĦƣŔŸŰШċŰĬШċШůŸƖĲШƖĲũŔċĤũĲШċŰĬШĦƨƚƣŸůĲƖрŉƖŔĲŰĬũǃШƖĲŉĲƖƖċũШƓƖŸĦĲƚƚШĤĲƣƽĲĲŰШƽŸƖťŉŸƖĦĲШƓċƖƣŰĲƖƚЮШ 

ÑőĲШĦƨƖƖĲŰƣШŔ~ċƣĦőÉťŔũũƚШũċĤŸƖШĲǂĦőċŰŊĲШƚǃƚƣĲůШƖĲƕƨŔƖĲƚШċШũĲŰŊƣőǃШƖĲŊŔƚƣƖċƣŔŸŰШƓƖŸĦĲƚƚШƽőŔĦőШůŸƚƣШ
ĦƨƚƣŸůĲƖƚШĬŸŰќƣШƽċŰƣШƣŸШĦŸůƓũĲƣĲШŔŉШƣőĲǃШŢƨƚƣШŰĲĲĬШƣŸШƨƚĲШċШĦĲŰƣĲƖШĦŸůƓƨƣĲƖЮШ§ƓƣŔŰŊШŸƨƣШŸŉШƣőċƣШ
ƖĲŊŔƚƣƖċƣŔŸŰШƓƖŸĦĲƚƚШƓƖŸĬƨĦĲƚШŔŰċĦĦƨƖċƣĲШƚǃƚƣĲůШĦƨƚƣŸůĲƖШĦŸƨŰƣƚШċŰĬШĬƖŔƻĲƚШĦƖĲċƣŔŸŰШŸŉШũŸĦċũШƽŸƖťр
ċƖŸƨŰĬШƓƖŸĦĲƚƚĲƚШƣŸШǯũũШŔŰШŊċƓƚЮШÑőĲƚĲШũŸĦċũШƓƖŸĦĲƚƚĲƚЯШƽőŔũĲШĦƖĲċƣĲĬШƽŔƣőШƣőĲШŔŰƣĲŰƣШŸŉШŔůƓƖŸƻŔŰŊШƚĲƖƻŔĦĲЯШ
ĦċƨƚĲШŔŰĦŸŰƚŔƚƣĲŰĦŔĲƚШƣőċƣШƖĲƚƨũƣШŔŰШĦƨƚƣŸůĲƖШŉƖƨƚƣƖċƣŔŸŰШċŰĬШũĲċĬШƣŸШƚƣċǭШĦőċũũĲŰŊĲƚШƚĲƖƻŔŰŊШĦƨƚƣŸůĲƖƚШ
ŉƖŸůШĬŔǭĲƖĲŰƣШƓċƖƣƚШŸŉШƣőĲШƚƣċƣĲЮШ ШůŸĬĲƖŰŔǍĲĬШƚǃƚƣĲůШƽŔũũШċũũŸƽШìÉ§ШƚƣċǭШƣŸШƓƖŸƻŔĬĲШĦŸŰƣŔŰƨŔƣǃШŸŉШ
ƚĲƖƻŔĦĲШƣŸШċũũШĦƨƚƣŸůĲƖƚШċŰĬШũĲƻĲƖċŊĲШĦŸƽŸƖťĲƖƚШŔŰШŸƣőĲƖШĦĲŰƣĲƖƚШƣŸШċƚƚŔƚƣШƽŔƣőШƚĲƖƻŔŰŊШũŸĦċũШĦƨƚƣŸůĲƖƚШ
ƽőĲŰШƽŸƖťũŸċĬШŔƚШőŔŊőЮШ9ƨƚƣŸůĲƖƚШƽŔũũШőċƻĲШċĦĦĲƚƚШƣŸШůŸƖĲШƣŔůĲũǃШĬĲũŔƻĲƖǃШŸŉШƚĲƖƻŔĦĲƚШċŰĬШċШĦŸŰƚŔƚƣĲŰƣШ
ũĲƻĲũШŸŉШƚĲƖƻŔĦĲШƖĲŊċƖĬũĲƚƚШŸŉШƣőĲШìÉ§ШĦĲŰƣĲƖШƣőĲǃШƨƚĲЮ   

fŰШċĬĬŔƣŔŸŰШƣŸШƚƣƖĲċůũŔŰŔŰŊШƚĲƖƻŔĦĲШĬĲũŔƻĲƖǃЯШċШůŸĬĲƖŰŔǍĲĬШƚǃƚƣĲůШƽŔũũШċũũŸƽШìÉ§ШƣŸШőċƻĲШŸŰĲШŉĲĲĬĤċĦťШ
ůĲĦőċŰŔƚůЮШìÉ§ШƓċƖƣŰĲƖƚШĦƨƖƖĲŰƣũǃШƖĲũǃШŸŰШůƨũƣŔƓũĲШƚǃƚƣĲůƚШƣŸШƓƖŸƻŔĬĲШĬċƣċШċĤŸƨƣШĦƨƚƣŸůĲƖƚШƚĲƖƻĲĬШ
ċŰĬШŸƨƣĦŸůĲƚШċĦőŔĲƻĲĬЮШ§ŰĲШƚőċƖĲĬШƓũċƣŉŸƖůШƽŔũũШŊŔƻĲШìÉ§ШċШƚŔŰŊũĲШƚǃƚƣĲůШŸŉШƣƖƨƣőШƣőƖŸƨŊőШƽőŔĦőШƣŸШ
ĲƻċũƨċƣĲШċŰĬШŔůƓƖŸƻĲШŔƣƚШƚĲƖƻŔĦĲƚЮШ§E?ќƚШ~ŸĬĲƖŰŔǍċƣŔŸŰШÂƖŸŊƖċůШĲǂƓĲĦƣƚШƣŸШŔůƓũĲůĲŰƣШì§ќƚШůŸĬĲƖŰŔǍĲĬШ
ƚǃƚƣĲůШŔŰШΞΜΞΤЯШċŰĬШƽŸƖťШƽŔƣőШƣőĲШƻĲŰĬŸƖШŔƚШƚĦőĲĬƨũĲĬШƣŸШĤĲŊŔŰШŔŰШΞΜΞΣЮ  

9ŸƚƣаШ ŸŰĲЯШƓƖŸŢĲĦƣШċũƖĲċĬǃШŉƨŰĬĲĬ 
ÑŔůŔŰŊаШΝΞҼШůŸŰƣőƚШыƓƖŸŢĲĦƣШƚĦőĲĬƨũĲĬШƣŸШĦŸŰĦũƨĬĲШŔŰШΞΜΞΤь 

(WO 2) Upgrade Telephone Platforms and Use AI to Provide Self-Serve 
Opportunities (prioritized/in progress) 

 

ì§ШŔƚШůŔŊƖċƣŔŰŊШƣĲũĲƓőŸŰǃШƓũċƣŉŸƖůƚШŉƖŸůШf7~ШƣŸШ9ŔƚĦŸЮШì§ШőċƚШŸƓĲƖċƣĲĬШŉŸƖШǃĲċƖƚШƽŔƣőŸƨƣШĬċƣċШŸŰШĦċũũƚШ
ƖĲĦĲŔƻĲĬЯШƚĲƖƻŔĦĲƚШƓƖŸƻŔĬĲĬЯШŸƖШŔƚƚƨĲƚШƖĲƚŸũƻĲĬШƣőƖŸƨŊőШƣőŸƚĲШĦċũũƚЮШ ŰШƨƓĬċƣĲĬШƣĲũĲƓőŸŰǃШƓũċƣŉŸƖůШƽŔƣőШ



 

ΞΜΞΣШ§E?Ш9ƨƚƣŸůĲƖШÉĲƖƻŔĦĲШѼШìŸƖťŉŸƖĦĲШÉƣƖċƣĲŊŔĲƚШĦƣŔŸŰШÂũċŰШШШ҇ШШШÂċŊĲШΥΟ 

ƖĲċũрƣŔůĲШĬċƣċШċŰċũǃƣŔĦƚШƽŔũũШƓƖŸƻŔĬĲШƻċũƨċĤũĲШŔŰƚŔŊőƣШŉŸƖШƣőĲШì§ШĦƨƚƣŸůĲƖШĤċƚĲШċŰĬШƣőĲŔƖШċƚƚŸĦŔċƣĲĬШ
ŰĲĲĬƚЮШÑőŔƚШĬċƣċШƽŔũũШċũũŸƽШì§ШƣŸШĤĲƣƣĲƖШċũŔŊŰШŔƣƚШƖĲƚŸƨƖĦĲƚШċŰĬШƓƨĤũŔĦрŉċĦŔŰŊШŔŰŉŸƖůċƣŔŸŰШƽŔƣőШĦŸůůŸŰũǃШ
ċƚťĲĬШƕƨĲƚƣŔŸŰƚЮШ ũŸŰŊШƽŔƣőШƖĲċũрƣŔůĲШċŰĬШőŔƚƣŸƖŔĦċũШĬċƣċШƖĲƓŸƖƣŔŰŊЯШì§ќƚШŰĲƽШƣĲũĲƓőŸŰǃШƓũċƣŉŸƖůШƽŔũũШ
ƚƨƓƓŸƖƣШÉ~ÉШƣĲǂƣŔŰŊЯШƽőŔĦőШŔƚШĤŸƣőШċŰШŔůƓƖŸƻĲůĲŰƣШŔŰШĦƨƚƣŸůĲƖШƚĲƖƻŔĦĲШċŰĬШċШƽċǃШƣŸШƚċƻĲШƚƣċǭШƣŔůĲШĤǃШ
ůċťŔŰŊШƓőŸŰĲШĦċũũƚШƣőċƣШċƖĲШŰĲƻĲƖШċŰƚƽĲƖĲĬЮ   

ÑőĲШ9ŔƚĦŸШƣĲũĲƓőŸŰǃШƓũċƣŉŸƖůШĦŸůĲƚШƽŔƣőШ fШĦċƓċĤŔũŔƣŔĲƚШƚƨĦőШċƚШċШљťŰŸƽũĲĬŊĲШĤċŰťњШŸŉШŔŰŉŸƖůċƣŔŸŰШ
ƚőċƖĲĬШƽŔƣőШĦƨƚƣŸůĲƖƚШĤċƚĲĬШŸŰШƣőĲŔƖШƕƨĲƚƣŔŸŰƚЮШì§ШƽŔũũШƓƨƖƚƨĲШŔůƓũĲůĲŰƣŔŰŊШċШƚĦƖŔƓƣĲĬШĦőċƣĤŸƣШ
ƽŔƣőŸƨƣШ fШŉƨŰĦƣŔŸŰċũŔƣǃШċƚШŸƨƣũŔŰĲĬШŔŰШì§ШΟШŸƖЯШŔŉШċƨƣőŸƖŔǍĲĬШƣŸШƨƚĲШůŸƖĲШŸŉШƣőĲШ9ŔƚĦŸШ fШƣŸŸũƚЯШƽŔũũШƓƨƖƚƨĲШ
ċШƣŸŸũШƣőċƣШƽŔũũШċũũŸƽШƚƣċǭШƣŸШƓƖŸƻŔĬĲШĦƨƚƣŸůĲƖƚШƽŔƣőШĦƨƚƣŸůŔǍĲĬШƖĲƚƓŸŰƚĲƚШƣŸШƣőĲŔƖШƖĲрĲůƓũŸǃůĲŰƣр
ƖĲũċƣĲĬШƕƨĲƚƣŔŸŰƚШĤǃШƚƨŊŊĲƚƣŔŰŊШŢŸĤШũŔƚƣŔŰŊƚЯШƽŸƖťƚőŸƓШŸǭĲƖŔŰŊƚЯШċŰĬШĦũĲċƖШĬŔƖĲĦƣŔŸŰƚШŸŰШőŸƽШƣŸШċĦĦĲƚƚШ
ĤĲŰĲǯĦŔċũШĦŸůůƨŰŔƣǃШƖĲƚŸƨƖĦĲƚЮШì§ШőċƚШċШƻċƚƣШċůŸƨŰƣШŸŉШĲǂƓĲƖƣŔƚĲШċŰĬШƖĲƚŸƨƖĦĲƚЯШĤƨƣШŔƣШŔƚШŸŉƣĲŰШŸŰũǃШ
ċƻċŔũċĤũĲШƣŸШƣőĲШĦƨƚƣŸůĲƖШĤǃШƚƓĲċťŔŰŊШƽŔƣőШƚƣċǭШĬƨƖŔŰŊШĤƨƚŔŰĲƚƚШőŸƨƖƚЮШfůƓũĲůĲŰƣŔŰŊШ fШĦċƓċĤŔũŔƣŔĲƚШ
ƽŔƣőŔŰШĦőċƣĤŸƣƚШƽŸƨũĬШċũũŸƽШċШĦƨƚƣŸůĲƖШƣŸШƖĲĦĲŔƻĲШƻċũƨċĤũĲШŔŰŉŸƖůċƣŔŸŰШŸŰрĬĲůċŰĬШƽŔƣőŸƨƣШũŔůŔƣċƣŔŸŰƚШ
ŸŉШĤƨƚŔŰĲƚƚШőŸƨƖƚШŸƖШĲůĲƖŊĲŰĦǃШċŰĬШőŸũŔĬċǃШĦũŸƚƨƖĲƚЮШ§E?ШƽŔũũШĲŰƚƨƖĲШƣőċƣШċŰǃШƣĲĦőŰŸũŸŊǃШƓƖŸĦƨƖĲĬШ
ĤĲŉŸƖĲШì§ШůŸĬĲƖŰŔǍċƣŔŸŰШŔƚШĬŔƚĦŸŰƣŔŰƨĲĬШŔŉШƣőĲШŰĲƽШƚŸũƨƣŔŸŰШĦċŰШƓƖŸƻŔĬĲШƚŔůŔũċƖШŸƖШŸƻĲƖũċƓƓŔŰŊШ
ŉƨŰĦƣŔŸŰċũŔƣǃЮШì§ШĲǂƓĲĦƣƚШƣŸШůŔŊƖċƣĲШƣŸШċШŰĲƽШƣĲũĲƓőŸŰǃШƓũċƣŉŸƖůШŔŰШƣőĲШƚƓƖŔŰŊШŸŉШΞΜΞΣЯШőŸƽĲƻĲƖШƣőċƣШ
ƣŔůĲũŔŰĲШŔƚШĬĲƓĲŰĬĲŰƣШŸŰШEŰƣĲƖƓƖŔƚĲШfŰŉŸƖůċƣŔŸŰШÉĲƖƻŔĦĲƚШċƓƓƖŸƻċũЮ   

9ŸƚƣаШ ŸШŰĲƽШĤƨĬŊĲƣШŔůƓċĦƣƚЮШfŉШċĬĬŔƣŔŸŰċũШ fШƣŸŸũƚШċƖĲШċƓƓƖŸƻĲĬШŉŸƖШƨƚĲЯШƣőŔƚШĦŸƨũĬШċĬĬШċĬĬŔƣŔŸŰċũШĦŸƚƣƚШ
ƣŸШƣőĲШƓƖŸŢĲĦƣЯШƽőŔĦőШƽŸƨũĬШŰŸƣШĲǂĦĲĲĬШҘΟΜΜЯΜΜΜШŸƻĲƖШǯƻĲШǃĲċƖƚЮ 
ÑŔůŔŰŊаШΜрΣШůŸŰƣőƚ 

(WO 3) Launch Live Chat and Statewide Customer Access to On-Demand 
Video Calls (prioritized/in progress) 

 

ìÉ§ШĦƨƚƣŸůĲƖƚШĦċŰШĦƨƖƖĲŰƣũǃШƚĦőĲĬƨũĲШċШƻŔƖƣƨċũШċƓƓŸŔŰƣůĲŰƣШƣőƖŸƨŊőШƣőĲШìÉ§ШƽĲĤƚŔƣĲШŸƖШĤǃШĦċũũŔŰŊШċШ
ĦĲŰƣĲƖЮШШƻŔƖƣƨċũШċƓƓŸŔŰƣůĲŰƣШŔƚШŸŉƣĲŰШƨƚĲĬШĤǃШĦƨƚƣŸůĲƖƚШƽőŸШŰĲĲĬШƣŸШĦŸůƓũĲƣĲШƣőĲШÖfШƖĲƕƨŔƖĲůĲŰƣШƣŸШ
ƖĲŊŔƚƣĲƖШƽŔƣőШƣőĲШƚƣċƣĲќƚШũċĤŸƖШĲǂĦőċŰŊĲШƚǃƚƣĲůШċŰĬШĦŸůƓũĲƣĲШċШƖĲрĲůƓũŸǃůĲŰƣШŸƖŔĲŰƣċƣŔŸŰЮШcŸƽĲƻĲƖЯШ
ƣőĲƖĲШċƖĲŰќƣШĲŰŸƨŊőШì§ШƚƣċǭШċƻċŔũċĤũĲШŉŸƖШƻŔƖƣƨċũШċƓƓŸŔŰƣůĲŰƣƚШƣŸШťĲĲƓШƨƓШƽŔƣőШĦƨƚƣŸůĲƖШĬĲůċŰĬЮШ
9ƨƚƣŸůĲƖШŉĲĲĬĤċĦťШŔŰĬŔĦċƣĲƚШĦŸŰŉƨƚŔŸŰШċĤŸƨƣШŔŉШċŰĬШƽőĲŰШċŰШċƓƓŸŔŰƣůĲŰƣШŔƚШƖĲƕƨŔƖĲĬШƣŸШƖĲĦĲŔƻĲШƚĲƖƻŔĦĲЯШ
ċŰĬШƣőċƣШċƓƓŸŔŰƣůĲŰƣШƚĦċƖĦŔƣǃШĦƖĲċƣĲƚШŉƖƨƚƣƖċƣŔŸŰШƽőĲŰШƚƣċǭШůƨƚƣШĦċŰĦĲũШŸƖШƖĲƚĦőĲĬƨũĲЮ   

ì§ќƚШƚƣċǭŔŰŊШůŸĬĲũƚШċƖĲŰќƣШƽĲũũШƚƨŔƣĲĬШƣŸШċƓƓŸŔŰƣůĲŰƣрĤċƚĲĬШƚĦőĲĬƨũŔŰŊШĤĲĦċƨƚĲШƚƣċǭШůƨƚƣШĤĲШ
ċƻċŔũċĤũĲШŉŸƖШĦƨƚƣŸůĲƖƚШƽőŸШƻŔƚŔƣШƣőĲШŸǭŔĦĲШŔŰШƓĲƖƚŸŰЮШ~ŸƚƣШŸǭŔĦĲƚШĬŸŰќƣШőċƻĲШĲŰŸƨŊőШƓĲŸƓũĲШƣŸШƚƣċǭШċШ
ƖĲƚŸƨƖĦĲШƖŸŸůЯШċŰƚƽĲƖШƓőŸŰĲШĦċũũƚЯШċĦĦŸůůŸĬċƣĲШǰƨĦƣƨċƣŔŰŊШŔŰрƓĲƖƚŸŰШƣƖċǭŔĦЯШċŰĬШĦŸůůŔƣƣŔŰŊШƚƣċǭШƣŸШ
ƚĦőĲĬƨũĲĬШċƓƓŸŔŰƣůĲŰƣƚЮШÉĦőĲĬƨũĲĬШċƓƓŸŔŰƣůĲŰƣƚЯШƽőŔũĲШĦŸŰƻĲŰŔĲŰƣШŉŸƖШƣőĲШĦƨƚƣŸůĲƖЯШċƖĲШŔŰĲǭŔĦŔĲŰƣШ
ŉƖŸůШċШƽŸƖťũŸċĬШůċŰċŊĲůĲŰƣШƓĲƖƚƓĲĦƣŔƻĲШċƚШƣőĲǃШŉƖĲƕƨĲŰƣũǃШƖĲƚƨũƣШŔŰШĬŸƽŰƣŔůĲШŔŰШĤĲƣƽĲĲŰШ
ċƓƓŸŔŰƣůĲŰƣƚШƽőĲŰШƣőĲШĲŰƣŔƖĲƣǃШŸŉШƣőĲШƚĦőĲĬƨũĲĬШƣŔůĲШŔƚШŰŸƣШŰĲĦĲƚƚċƖǃШƣŸШĦŸůƓũĲƣĲШƣőĲШƚĲƖƻŔĦĲЮШÉƣċǭШċƖĲШ
ċũƚŸШƖĲũƨĦƣċŰƣШƣŸШƚĲƖƻĲШċŰШŔŰрƓĲƖƚŸŰШĦƨƚƣŸůĲƖШĤĲƣƽĲĲŰШƻŔƖƣƨċũШċƓƓŸŔŰƣůĲŰƣƚШĤĲĦċƨƚĲШƣőĲǃШĦċŰќƣШĲŰƚƨƖĲШ
ƣőĲШŔŰрƓĲƖƚŸŰШĦƨƚƣŸůĲƖШċƓƓŸŔŰƣůĲŰƣШƽŔũũШĤĲШĦŸůƓũĲƣĲĬШĤĲŉŸƖĲШƣőĲŔƖШŰĲǂƣШƚĦőĲĬƨũĲĬШċƓƓŸŔŰƣůĲŰƣЮ    

ÑőĲШůŔŊƖċƣŔŸŰШŸŉШì§ШŸŰƣŸШƣőĲШ9fÉ9§ШƣĲũĲƓőŸŰǃШƓũċƣŉŸƖůШĦċůĲШƽŔƣőШƣőĲШŸƓƓŸƖƣƨŰŔƣǃШƣŸШŔŰĦŸƖƓŸƖċƣĲШċШƣŸŸũШ
ĦċũũĲĬШÖƓÉƣƖĲċůШìŸƖťƚЯШƽőŔĦőШƽŔũũШċũũŸƽШì§ШƣŸШŸǭĲƖШċШƚĦƖŔƓƣĲĬШĦőċƣĤŸƣЯШũŔƻĲШĦőċƣЯШċŰĬШŸŰрĬĲůċŰĬШƻŔĬĲŸШ
ĦċũũƚЮШÑőŔƚШŉƨŰĦƣŔŸŰċũŔƣǃШƽŔũũШċũũŸƽШì§ШƣŸШƣƖċŰƚŔƣŔŸŰШŉƖŸůШċƓƓŸŔŰƣůĲŰƣрĤċƚĲĬШƣŸШŸŰрĬĲůċŰĬШƻŔƖƣƨċũШ



 

ΞΜΞΣШ§E?Ш9ƨƚƣŸůĲƖШÉĲƖƻŔĦĲШѼШìŸƖťŉŸƖĦĲШÉƣƖċƣĲŊŔĲƚШĦƣŔŸŰШÂũċŰШШШ҇ШШШÂċŊĲШΥΠ 

ƚĲƖƻŔĦĲƚЮШ9ƨƚƣŸůĲƖƚШƽŔũũШĤĲШċĤũĲШƣŸШũŔƻĲШĦőċƣШƽŔƣőШì§ШƚƣċǭШċŰĬЯШŔŉШŰĲĲĬĲĬЯШƣƖċŰƚŔƣŔŸŰШŉƖŸůШċШĦőċƣШ
ŔŰƣĲƖċĦƣŔŸŰШƣŸШċШƻŔĬĲŸШŔŰƣĲƖċĦƣŔŸŰЮШÑőŔƚШƽŔũũШċũũŸƽШìÉ§ШƣŸШŔŰĦƖĲċƚĲШƣőĲШŰƨůĤĲƖШŸŉШĦƨƚƣŸůĲƖƚШƣőĲǃШĦċŰШ
ƚĲƖƻĲШƻŔƖƣƨċũũǃШƽőŔũĲШƚŔůƓũŔŉǃŔŰŊШƣőĲŔƖШƚƣċǭŔŰŊШůŸĬĲũШċŰĬШůċǂŔůŔǍŔŰŊШƚƣċǭШƣŔůĲЮШ 

xŔƻĲШĦőċƣШƽŔũũШċũƚŸШĲǂƓċŰĬШƣőĲШŰƨůĤĲƖШŸŉШƽċǃƚШƣőċƣШċШìÉ§ШĦƨƚƣŸůĲƖШĦċŰШŊĲƣШƣőĲŔƖШƕƨĲƚƣŔŸŰƚШċŰƚƽĲƖĲĬШ
ƽŔƣőŸƨƣШŰĲĲĬŔŰŊШƣŸШƻŔƚŔƣШċШĦĲŰƣĲƖШŔŰрƓĲƖƚŸŰШŸƖШƽċŔƣШŉŸƖШċШƓőŸŰĲШĦċũũЮШ§ŰрĬĲůċŰĬШƻŔĬĲŸШĦċũũƚШċũũŸƽШì§ШƣŸШ
ŸǭĲƖШƚĲƖƻŔĦĲƚШƣőċƣШĦċŰШŸŰũǃШĤĲШĦŸůƓũĲƣĲĬШљŉċĦĲШƣŸШŉċĦĲњШŉƖŸůШċŰǃƽőĲƖĲШŔŰШƣőĲШƚƣċƣĲЮШÑőŔƚШƣĲĦőŰŸũŸŊǃШƽŔũũШ
ċũũŸƽШì§ШƣŸШũĲƻĲƖċŊĲШŔƣƚШƚƣċƣĲƽŔĬĲШƽŸƖťŉŸƖĦĲШŔŉШċШĦĲƖƣċŔŰШċƖĲċШŔƚШŔůƓċĦƣĲĬШĤǃШĦőċŰŊŔŰŊШĲĦŸŰŸůŔĦШ
ĦŸŰĬŔƣŔŸŰƚШŸƖШċŰШĲůĲƖŊĲŰĦǃЮШ§ǭĲƖŔŰŊШůŸƖĲШŔůůĲĬŔċƣĲũǃШċĦĦĲƚƚŔĤũĲШƻŔƖƣƨċũШƚĲƖƻŔĦĲƚШċũƚŸШċũũŸƽƚШì§ШƣŸШƣċƓШ
ŔŰƣŸШċШĦƨƚƣŸůĲƖШĤċƚĲШƣőċƣШŔƚШƖĲũƨĦƣċŰƣШŸƖШƨŰċĤũĲШƣŸШĦŸůĲШŔŰШƓĲƖƚŸŰШƣŸШċШĦĲŰƣĲƖЯШƓŸƣĲŰƣŔċũũǃШĲǂƓċŰĬŔŰŊШ
ƚĲƖƻŔĦĲƚШċŰĬШůċƖťĲƣŔŰŊШŢŸĤƚШƣŸШċШŰĲƽШƣċũĲŰƣШƓŸŸũЮ   

9ŸƚƣаШ ŸŰĲЯШƓƖŸŢĲĦƣШċũƖĲċĬǃШŉƨŰĬĲĬ 
ÑŔůŔŰŊаШΜрΣШůŸŰƣőƚЮШì§ШŔƚШĲǂƓĲĦƣĲĬШƣŸШċĬŸƓƣШũŔƻĲШĦőċƣШċŰĬШŸŰрĬĲůċŰĬШƻŔĬĲŸШĦċƓċĤŔũŔƣǃШĬƨƖŔŰŊШŔƣƚШ
ůŔŊƖċƣŔŸŰШƣŸШċШŰĲƽШƣĲũĲƓőŸŰǃШƓũċƣŉŸƖůШŔŰШƣőĲШƚƓƖŔŰŊШŸŉШΞΜΞΣЮШ  

(WO 4) Create and Launch a Strategic Communications Plan (prioritized/in 
progress) 

 

 

ìÉ§ШƓƖŸƻŔĬĲƚШċŰШĲǂƣĲŰƚŔƻĲШůĲŰƨШŸŉШƖĲрĲůƓũŸǃůĲŰƣШƚĲƖƻŔĦĲƚЯШǃĲƣШũŸĦċũШĦĲŰƣĲƖƚШċƖĲШƓƖŔůċƖŔũǃШťŰŸƽŰШŔŰШ
ƣőĲŔƖШĦŸůůƨŰŔƣŔĲƚШċƚШċШÖfШƖĲƚŸƨƖĦĲЮШÑőŔƚШŔůƓƖĲƚƚŔŸŰШƣőċƣШìÉ§ШŔƚШŸŰũǃШŉŸƖШƨŰĲůƓũŸǃĲĬШŔŰĬŔƻŔĬƨċũƚШ
ƓƖĲĦũƨĬĲƚШ§ƖĲŊŸŰŔċŰƚШŉƖŸůШċĦĦĲƚƚŔŰŊШƣőĲШŉƨũũШƚĦŸƓĲШŸŉШċƻċŔũċĤũĲШƚĲƖƻŔĦĲƚЮ   

ÑőĲШŊŸċũШŸŉШƣőĲШƚƣƖċƣĲŊŔĦШĦŸůůƨŰŔĦċƣŔŸŰШƓũċŰШƽŔũũШĤĲШƣŸШƖċŔƚĲШƓƨĤũŔĦШċƽċƖĲŰĲƚƚШċĤŸƨƣШƣőĲШƻċƖŔĲƣǃШŸŉШìÉ§Ш
ƚĲƖƻŔĦĲƚШċƻċŔũċĤũĲШŉŸƖШĤŸƣőШĲůƓũŸǃĲƖƚШċŰĬШŢŸĤШƚĲĲťĲƖƚЯШŉŸĦƨƚŔŰŊШŸŰШƚőċƖŔŰŊШƚƨĦĦĲƚƚШƚƣŸƖŔĲƚШċŰĬШ
ƣĲƚƣŔůŸŰŔċũƚШŉƖŸůШĦƨƚƣŸůĲƖƚШċŰĬШőŸƽШìÉ§ШőĲũƓĲĬШƣőĲůШŸŰШƣőĲŔƖШĲůƓũŸǃůĲŰƣШŸƖШőŔƖŔŰŊШŢŸƨƖŰĲǃЮШÑőĲШ
ƚƣŸƖŔĲƚШƽŔũũШőŔŊőũŔŊőƣШƣőĲШƚĲƖƻŔĦĲƚШì§ШƓƖŸƻŔĬĲƚШċŰĬШĬĲůŸŰƚƣƖċƣĲШƣőċƣШƚĲƖƻŔĦĲƚШĲǂƣĲŰĬШƽĲũũШĤĲǃŸŰĬШÖfЮШ
ÑőĲƚĲШƚƣŸƖŔĲƚШуШĤŸƣőШŔŰШƽƖŔƣƣĲŰШċŰĬШƻŔĬĲŸШŉŸƖůċƣƚШуШƽŔũũ ƣőĲŰШĤĲШƓŸƚƣĲĬШŸŰШƣőĲШìÉ§ШƽĲĤƚŔƣĲЯШƚőċƖĲĬШ
ƣőƖŸƨŊőШƚŸĦŔċũШůĲĬŔċЯШƓŔƣĦőĲĬШƣŸШũŸĦċũШůĲĬŔċШŸƨƣũĲƣƚЯШċŰĬШƨƚĲĬШŔŰШƓƖĲƚĲŰƣċƣŔŸŰƚЯШĤƖŸĦőƨƖĲƚЯШċŰĬШǰǃĲƖƚШċƣШ
ƓƖŸůŸƣŔŸŰċũШĲƻĲŰƣƚШċŰĬШŸƣőĲƖШŸƨƣƖĲċĦőШċĦƣŔƻŔƣŔĲƚЮ 

§E?ќƚШ9ŸůůƨŰŔĦċƣŔŸŰШ§ǭŔĦĲШĦċŰШċũƚŸШũĲƻĲƖċŊĲШũŸĦċũШůĲĬŔċШƖĲũċƣŔŸŰƚőŔƓƚШŉŸƖШƓƖĲƚƚШƖĲũĲċƚĲƚШőŔŊőũŔŊőƣŔŰŊШ
ìÉ§ШĦŸůůƨŰŔƣǃШĲŰŊċŊĲůĲŰƣШĲƻĲŰƣƚЯШũŸĦċũШƚƨĦĦĲƚƚШƚƣŸƖŔĲƚЯШŸƖШƽŸƖťŉŸƖĦĲШĬĲƻĲũŸƓůĲŰƣШŔŰŔƣŔċƣŔƻĲƚЮШÉŸĦŔċũШ
ůĲĬŔċШƓũċƣŉŸƖůƚШċĦƖŸƚƚШƣőĲШƚƣċƣĲШĦŸƨũĬШĤĲШƨƚĲĬШƣŸШƓƖŸůŸƣĲШƚĲƖƻŔĦĲƚШċŰĬШŔůƓũĲůĲŰƣШĦƨƚƣŸůĲƖШ
ċƽċƖĲŰĲƚƚШĦċůƓċŔŊŰШƚƣƖċƣĲŊŔĲƚЮ  

9ŸƚƣаШ~ŔŰŔůċũЯШҘΣΜЯΜΜΜШƓĲƖШĤŔĲŰŰŔƨůШŉƖŸůШĲǂŔƚƣŔŰŊШĦŸůůƨŰŔĦċƣŔŸŰƚШƚƣċǭШƣŔůĲШŸƖШƖĲƚƨũƣШŔŰШĦŸŰƣƖċĦƣĲĬШ
ƽŸƖť 
ÑŔůŔŰŊаШΜрΣШůŸŰƣőƚШ 



 

ΞΜΞΣШ§E?Ш9ƨƚƣŸůĲƖШÉĲƖƻŔĦĲШѼШìŸƖťŉŸƖĦĲШÉƣƖċƣĲŊŔĲƚШĦƣŔŸŰШÂũċŰШШШ҇ШШШÂċŊĲШΥΡ 

Actions Regarding §ƖĲŊŸŰќƚШWorkforce Development and Support Missions  

(WO 5) Align Title I and Title III Administration and Funding Within OED 
(prioritized/in progress) 

EċĦőШũŸĦċũШĤŸċƖĬШƖĲĦĲŔƻĲƚШĬŔǭĲƖĲŰƣШċůŸƨŰƣƚШŸŉШƚƣċƣĲШċŰĬШŉĲĬĲƖċũШĬŔƚĦƖĲƣŔŸŰċƖǃШŉƨŰĬŔŰŊЯШőċƚШĬŔǭĲƖĲŰƣШ
ƓƖŔŸƖŔƣŔĲƚЯШċŰĬШƓũċĦĲƚШĬŔǭĲƖĲŰƣШƖĲƕƨŔƖĲůĲŰƣƚШŸŰШŔƣƚШŸŰĲрƚƣŸƓШŸƓĲƖċƣŸƖƚЮШÑőŔƚШŸŉƣĲŰШƖĲƚƨũƣƚШŔŰШĬŔǭĲƖĲŰƣШ
ũĲƻĲũƚШŸŉШƓċƖƣŰĲƖШŔŰƣĲŊƖċƣŔŸŰШƽŔƣőŔŰШìÉ§ШĦĲŰƣĲƖƚШƣőƖŸƨŊőŸƨƣШƣőĲШƚƣċƣĲШċŰĬШƖĲŉĲƖƖċũШƓƖŸĦĲƚƚĲƚШƣőċƣШƻċƖǃШ
ĤċƚĲĬШŸŰШƽőĲƖĲШċШĦƨƚƣŸůĲƖШũŔƻĲƚЮШ ĬůŔŰŔƚƣƖċƣŔŸŰШŸŉШÑŔƣũĲШfШċŰĬШÑŔƣũĲШfffШĤǃШƣőĲШƚċůĲШċŊĲŰĦǃШƽŸƨũĬШƓƖŸƻŔĬĲШ
§ƖĲŊŸŰШƽŔƣőШŸŰĲШƻŸŔĦĲШċŰĬШƻŔƚŔŸŰШƽŔƣőŔŰШƣőĲШƽŸƖťŉŸƖĦĲШƚǃƚƣĲůШċŰĬШƓƨƣШƣőĲШĦƨƚƣŸůĲƖШċƣШƣőĲШĦĲŰƣĲƖШŸŉШ
ƚĲƖƻŔĦĲШĬĲũŔƻĲƖǃЮ   

§E?ШƽŸƨũĬШĲŰƚƨƖĲШƣőċƣШŉƨŰĬƚШĬŔƚƣƖŔĤƨƣĲĬШƣŸШũŸĦċũШĤŸċƖĬƚШĦŸůĲШƽŔƣőШċĬĬŔƣŔŸŰċũШċĦĦŸƨŰƣċĤŔũŔƣǃШůĲċƚƨƖĲƚШ
ċŰĬШƖĲƕƨŔƖĲůĲŰƣƚШƣőċƣШƖĲƚƨũƣШŔŰШůŸƖĲШĦŸŰƚŔƚƣĲŰƣШċŰĬШŔůƓƖŸƻĲĬШĦƨƚƣŸůĲƖШƚĲƖƻŔĦĲШƚƣċƣĲƽŔĬĲЮШ 

§E?ШŔƚШŔŰШċШƨŰŔƕƨĲШƓŸƚŔƣŔŸŰШƣŸШĬĲƻĲũŸƓШċŰĬШċĬůŔŰŔƚƣĲƖШƣőĲƚĲШƣǃƓĲƚШŸŉШƖĲƕƨŔƖĲůĲŰƣƚЯШċƚШŔƣƚШŸŰрƣőĲрŊƖŸƨŰĬШ
ĲǂƓĲƖŔĲŰĦĲШƽŔƣőŔŰШċũũШìÉ§ШĦĲŰƣĲƖƚШĦċŰШőĲũƓШĬĲƣĲƖůŔŰĲШƽőŔĦőШƣǃƓĲƚШŸŉШƓċƖƣŰĲƖƚőŔƓƚШċŰĬШƚĲƖƻŔĦĲШĬĲũŔƻĲƖǃШ
ůĲƣőŸĬƚШƓƖŸƻŔĬĲШƣőĲШĤĲƚƣШŸƨƣĦŸůĲƚШŉŸƖШĦƨƚƣŸůĲƖƚЮШ ШƚŔŰŊũĲШċĬůŔŰŔƚƣƖċƣŸƖШƽŸƨũĬШċũƚŸШċũũŸƽШŉŸƖШĤĲƣƣĲƖШ
ĦŸŰŰĲĦƣŔŸŰШċĦƖŸƚƚШƓċƖƣŰĲƖƚőŔƓƚЯШċƚШŸŰĲШŉƨŰĬĲƖШĦŸƨũĬШůċŰĬċƣĲШĦĲƖƣċŔŰШƣǃƓĲƚШŸŉШĦŸũũċĤŸƖċƣŔŸŰШċŰĬШĲŰƚƨƖĲШ
ƣőċƣШƚĲƖƻŔĦĲƚШƽĲƖĲШŰŸƣШĬƨƓũŔĦċƣĲĬШċĦƖŸƚƚШŸƖŊċŰŔǍċƣŔŸŰƚЮШÉƓĲŰĬŔŰŊШũĲƚƚШŸŰШċĬůŔŰŔƚƣƖċƣŔƻĲШŸƻĲƖƚŔŊőƣШ
ƨũƣŔůċƣĲũǃШůŸƻĲƚШůŸƖĲШĬŸũũċƖƚШƣŸШƓċƖƣŔĦŔƓċŰƣƚЮ   

ÖƓŸŰШċĬŸƓƣŔŸŰШŸŉШƣőŔƚШƖĲĦŸůůĲŰĬċƣŔŸŰЯШƣőĲШŉŸũũŸƽŔŰŊШƓƖŸŊƖċůƚШƽŸƨũĬШůŸƻĲШƣŸШ§E?а  

¶ ìf§ ШÑŔƣũĲШfЯШƽőŔĦőШŔŰĦũƨĬĲƚШċĬƨũƣШċŰĬШĬŔƚũŸĦċƣĲĬШƽŸƖťĲƖƚЯШƣőĲШƖċƓŔĬШƖĲƚƓŸŰƚĲШƚǃƚƣĲůЯШċŰĬШ
ƚĲƖƻŔĦĲƚШƣŸШǃŸƨƣőШĦƨƚƣŸůĲƖƚ 

¶  ċƣŔŸŰċũШ?ŔƚũŸĦċƣĲĬШìŸƖťĲƖШ]ƖċŰƣƚШы?ì]ƚь 

¶ ìŸƖťŉŸƖĦĲШ]ĲŰĲƖċũШ[ƨŰĬШ]ƖċŰƣШÂƖŸŊƖċůƚЯШŔŰĦũƨĬŔŰŊШũŸĦċũШĦŸůƓĲƣŔƣŔƻĲŰĲƚƚШƚƣƖċƣĲŊŔĲƚЯШŔŰĬƨƚƣƖǃШ
ĲŰŊċŊĲůĲŰƣЯШċŰĬШƽŸƖťШĲǂƓĲƖŔĲŰĦĲ   

ÑőĲШŉŸũũŸƽŔŰŊШƓƖŸŊƖċůƚШƽŸƨũĬШƖĲůċŔŰШċƣШcE99а  

¶ §ƖĲŊŸŰШòŸƨƣőШìŸƖťƚЯШƽőŔĦőШŔŰĦũƨĬĲƚШƣőĲШ§ƖĲŊŸŰШ9ŸŰƚĲƖƻċƣŔŸŰШ9ŸƖƓƚЯШ§ƖĲŊŸŰШòŸƨƣőШ9ŸƖƓЯШ§ƖĲŊŸŰШ
òŸƨƣőШEůƓũŸǃůĲŰƣШƓƖŸŊƖċůЯШċŰĬШƣőĲШ§ƖĲŊŸŰШ?ĲƓċƖƣůĲŰƣШŸŉШcƨůċŰШÉĲƖƻŔĦĲƚШòŸƨƣőШEůƓũŸǃůĲŰƣШ
ÂƖŸŊƖċů  ыŰŸŰрìf§ ШǃŸƨƣőШƓƖŸŊƖċůƚь 

¶ §ƖĲŊŸŰÉĲƖƻĲƚ  

¶ [ƨƣƨƖĲШÅĲċĬǃШ§ƖĲŊŸŰ  

¶ ÑŔƣũĲШff 

ÑŔƣũĲШfШċŰĬШÑŔƣũĲШfffШƚĲƖƻĲШƣőĲШƚċůĲШĦƨƚƣŸůĲƖШĤċƚĲЯШċŰĬШ§ƖĲŊŸŰШŔƚШŸŰĲШŸŉШƣőĲШŉĲƽШƚƣċƣĲƚШƽőĲƖĲШĤŸƣőШƣŔƣũĲƚШċƖĲШ
ŰŸƣШċĬůŔŰŔƚƣĲƖĲĬШĤǃШƣőĲШƚċůĲШċŊĲŰĦǃЮШÑŔƣũĲШfШƓƖŸŊƖċůШƚƣċǭШŉƖŸůШcE99о§ǭŔĦĲШŸŉШìŸƖťŉŸƖĦĲШfŰƻĲƚƣůĲŰƣƚШ
ы§ìfьШċŰĬШ§E?ШƽŸƨũĬШƽŸƖťШƣŸŊĲƣőĲƖШƣŸШĬĲƻĲũŸƓШŰĲƽШƓƖŸĦĲƚƚĲƚШċŰĬШƣƖċŔŰŔŰŊШŉŸƖШĦĲŰƣĲƖШƚƣċǭШƣŸШƓƖŸƻŔĬĲШċШ
ĤƖċŔĬĲĬШƚĲƖƻŔĦĲШƚƣƖċƣĲŊǃШŉŸĦƨƚĲĬШŸŰШŔůƓƖŸƻŔŰŊШƣőĲШĦƨƚƣŸůĲƖШĲǂƓĲƖŔĲŰĦĲШċŰĬШŸƨƣĦŸůĲƚЮШ§E?ШőċƚШċШ
ŰċƣŔŸŰċũũǃШƖĲĦŸŊŰŔǍĲĬШÑƖċĬĲШ ĦƣШƣĲċůШĲǂƓĲƖŔĲŰĦĲĬШŔŰШƣőĲШċĬůŔŰŔƚƣƖċƣŔŸŰШŸŉШƣƖċŔŰŔŰŊШƓƖŸŊƖċůƚШƣőċƣШĦŸƨũĬШ
ċƚƚŔƚƣШƽŔƣőШƣőĲШƣƖċŰƚŔƣŔŸŰЯШċƚШƽĲũũШċƚШƚĲƣШƨƓШċŰĬШŸƻĲƖƚĲĲШƣőĲШƓƖŸŊƖċůШƽŔƣőŔŰШ§E?ЮШcE99ШċŰĬШì§Ш



 

ΞΜΞΣШ§E?Ш9ƨƚƣŸůĲƖШÉĲƖƻŔĦĲШѼШìŸƖťŉŸƖĦĲШÉƣƖċƣĲŊŔĲƚШĦƣŔŸŰШÂũċŰШШШ҇ШШШÂċŊĲШΥΣ 

ċĬůŔŰŔƚƣƖċƣŔƻĲШƚƣċǭШŉƖĲƕƨĲŰƣũǃШƽŸƖťШƣŸŊĲƣőĲƖШŸŰШŢŸŔŰƣШƓƖŸŢĲĦƣƚЯШċƖĲШŉċůŔũŔċƖШƽŔƣőШĲċĦőШŸƣőĲƖќƚШƽŸƖťШƚƣǃũĲƚЯШ
ċŰĬШĦŸƨũĬШċĦőŔĲƻĲШŸƓĲƖċƣŔŸŰċũШĲǭŔĦŔĲŰĦǃШƕƨŔĦťũǃЮ   

ŰШċĬĬŔƣŔŸŰċũШĤĲŰĲǯƣШŸŉШƣőŔƚШċũŔŊŰůĲŰƣШƽŸƨũĬШĤĲШƚƣƖĲŰŊƣőĲŰŔŰŊШƣőĲШƽŸƖťŉŸƖĦĲШƚǃƚƣĲůќƚШĤƨƚŔŰĲƚƚШƚĲƖƻŔĦĲƚЮШ
EůƓũŸǃĲƖƚШĦŸƨũĬШőċƻĲШċШƚŔŰŊũĲШƓŸŔŰƣШŸŉШĦŸŰƣċĦƣШыì§ьШŉŸƖШċũũШƖĲĦƖƨŔƣůĲŰƣШċŰĬШĲůƓũŸǃĲĲрƖĲũċƣĲĬШŰĲĲĬƚЮШ
ÑőŔƚШĦŸƨũĬШŔŰĦƖĲċƚĲШũŸĦċũШĤŸċƖĬШĤċŰĬƽŔĬƣőШƣŸШƽŸƖťШƽŔƣőШĲĬƨĦċƣŔŸŰċũШƓċƖƣŰĲƖƚШċŰĬШĤƨŔũĬШƣőĲШĦċƖĲĲƖШ
ƓċƣőƽċǃƚШŰĲĦĲƚƚċƖǃШƣŸШůĲĲƣШƣőĲШŰĲĲĬƚШŸŉШŔŰĬƨƚƣƖǃЮ    

ũŔŊŰŔŰŊШÑŔƣũĲШfШċŰĬШÑŔƣũĲШfffШƨŰĬĲƖШƣőĲШƚċůĲШċŊĲŰĦǃШůċǃШċũũŸƽШ§E?ШƣŸШƖĲĬƨĦĲШƣőĲШċĬůŔŰŔƚƣƖċƣŔƻĲШĦŸƚƣƚШ
ċƚƚŸĦŔċƣĲĬШƽŔƣőШƚĲƖƻŔĦĲШĬĲũŔƻĲƖǃШƽŔƣőŸƨƣШũċǃŔŰŊШŸǭШƚƣċǭЮШ§E?ШƽŸƨũĬШŰĲĲĬШƣŸШƽŸƖťШƽŔƣőШcE99ШƣŸШĤĲƣƣĲƖШ
ƨŰĬĲƖƚƣċŰĬШƽőŔĦőШƓŸƚŔƣŔŸŰƚШƽŸƨũĬШůŸƻĲШŸƻĲƖШƣŸШ§E?ШċŰĬШƽőŔĦőШƓŸƚŔƣŔŸŰƚШĦŸƨũĬШĤĲШċĤƚŸƖĤĲĬШĤǃШƣőĲШ
cE99ШƣŸШƚƨƓƓŸƖƣШƽŸƖťШŰŸƣШĦŸŰŰĲĦƣĲĬШƣŸШÑŔƣũĲШfШƚĲƖƻŔĦĲƚЮ 

9ŸƚƣаШ ŸШċĬĬŔƣŔŸŰċũШƚƣċƣĲШĦŸƚƣƚЯШĲǂŔƚƣŔŰŊШƓƖŸŊƖċůШŉƨŰĬƚШƽŸƨũĬШĤĲШƣƖċŰƚŉĲƖƖĲĬШŉƖŸůШcE99ШƣŸШ§E?ЮШ[ƨŰĬŔŰŊШ
ŔƚШƓƖŔůċƖŔũǃШŉĲĬĲƖċũШŉƨŰĬƚШыċĤŸƨƣШҘΣΥ~ьЯШƽŔƣőШƣőĲШƓŸƚƚŔĤŔũŔƣǃШŸŉШċШƚůċũũШƓŸƖƣŔŸŰШŸŉШŊĲŰĲƖċũШŉƨŰĬШƣŸШƚƨƓƓŸƖƣШ
ƽŸƖťŉŸƖĦĲШŔŰŔƣŔċƣŔƻĲƚШƣőċƣШċƖĲШĬĲũŔƻĲƖĲĬШŔŰШƓċƖƣŰĲƖƚőŔƓШƽŔƣőШÑŔƣũĲШfШŉƨŰĬŔŰŊЮШÑőĲШċŊĲŰĦŔĲƚШƽŸƨũĬШċũƚŸШŰĲĲĬШƣŸШ
ĬŔƚĦƨƚƚШƣőĲШůŸƻĲůĲŰƣШŸŉШĦĲŰƣƖċũШƚĲƖƻŔĦĲШƓŸƚŔƣŔŸŰƚШŰĲĲĬĲĬШƣŸШƚƨƓƓŸƖƣШƣőĲШċĬůŔŰŔƚƣƖċƣŔŸŰШŸŉШƣőĲШůŔŊƖċƣĲĬШ
ƓƖŸŊƖċůƚШыĲЮŊЮШĤƨĬŊĲƣШċŰċũǃƚƣƚШċŰĬШƓƖŸĦƨƖĲůĲŰƣШƚƓĲĦŔċũŔƚƣƚьЮШШ 
ÑŔůŔŰŊаШΝΞҼШůŸŰƣőƚ 

ÉƣċƣƨƣŸƖǃШ9őċŰŊĲШÅĲƕƨŔƖĲĬаШ ŸŰĲЮШfŉШƣőĲШ]ŸƻĲƖŰŸƖШĬĲĦŔĬĲƚШƣŸШƓƨƖƚƨĲШƣőŔƚШĬŔƖĲĦƣŔŸŰЯШƣőĲШƚƣċƣĲШƓũċŰШƽŸƨũĬШ
ĤĲШůŸĬŔǯĲĬШċĦĦŸƖĬŔŰŊũǃШċŰĬШƚĲŰƣШƣŸШƣőĲШÖЮÉЮШ?§xШƣŸШĲŰƚƨƖĲШƣőĲШƓũċŰШŔƚШŔŰШĦŸůƓũŔċŰĦĲШƽŔƣőШƣőĲШũċƽЮШÖƓŸŰШ
?§xШċƓƓƖŸƻċũЯШŉƨŰĬƚШƽŸƨũĬШĤĲШƣƖċŰƚŉĲƖƖĲĬЮ 

ыì§ШΣьШ7ĲƣƣĲƖШxĲƻĲƖċŊĲШƣőĲШìÑ?7ќƚШ9ŸůƓũŔċŰĦĲШċŰĬШÂŸũŔĦǃр§ƖŔĲŰƣĲĬШÅŸũĲШ
ìŔƣőŔŰШƣőĲШìŸƖťŉŸƖĦĲШÉǃƚƣĲůШыƓƖŔŸƖŔƣŔǍĲĬоŔŰШƓƖŸŊƖĲƚƚь  

ÑőĲШìÑ?7ќƚШůŔƚƚŔŸŰШŔƚШƣŸШĲůƓŸƽĲƖШ§ƖĲŊŸŰќƚШƽŸƖťŉŸƖĦĲШċŰĬШĲůƓũŸǃĲƖƚШĤǃШŔŰŉŸƖůŔŰŊШċŰĬШƚőċƓŔŰŊШċŰШ
ŔŰĦũƨƚŔƻĲЯШĦŸŸƖĬŔŰċƣĲĬШƣƖċŔŰŔŰŊШċŰĬШĲĬƨĦċƣŔŸŰШƚǃƚƣĲůШƖĲƚƓŸŰƚŔƻĲШƣŸШƣőĲŔƖШŰĲĲĬƚЮШ§ŰĲШŸŉШƣőĲШƽċǃƚШìÑ7?ШŔƚШ
ĦőċƖŊĲĬШƽŔƣőШĲŰċĤũŔŰŊШŔƣƚШůŔƚƚŔŸŰШŔƚШƣŸШċũŔŊŰШƽŸƖťŉŸƖĦĲШƓŸũŔĦǃЯШƖĲƚŸƨƖĦĲƚЯШċŰĬШƚĲƖƻŔĦĲƚШƽŔƣőШĲůƓũŸǃĲƖƚЯШ
ĲĬƨĦċƣŔŸŰЯШƣƖċŔŰŔŰŊЯШċŰĬШĲĦŸŰŸůŔĦШĬĲƻĲũŸƓůĲŰƣЯШċƚШƽĲũũШċƚШƣŸШƓƖŸƻŔĬĲШċĦĦŸƨŰƣċĤŔũŔƣǃШċůŸŰŊШƓƨĤũŔĦШ
ƽŸƖťŉŸƖĦĲШƓċƖƣŰĲƖƚЮ 

]ŸƻЮШuŸƣĲťќƚШ~ċǃШΝΟЯШΞΜΞΡЯШũĲƣƣĲƖШƣŸШƣőĲШìÑ?7ШĬŔƖĲĦƣĲĬШŔƣШƣŸШũĲċĬШƣőĲШĬĲƻĲũŸƓůĲŰƣШŸŉШċШƨŰŔǯĲĬЯШ
ĦŸŰƚŸũŔĬċƣĲĬШƖĲƓŸƖƣŔŰŊШƚǃƚƣĲůШŉŸƖШƽŸƖťŉŸƖĦĲШƓĲƖŉŸƖůċŰĦĲШůĲƣƖŔĦƚЯШƽŔƣőШċШŉŸĦƨƚШŸŰШŔůƓƖŸƻŔŰŊШĦƨƚƣŸůĲƖШ
ƚĲƖƻŔĦĲШċŰĬШċĦĦŸƨŰƣċĤŔũŔƣǃШŔŰШƓƨĤũŔĦũǃШŉƨŰĬĲĬШƽŸƖťŉŸƖĦĲШƓƖŸŊƖċůƚЮШÑőĲШìÑ?7ќƚШċƨƣőŸƖŔƣǃШƣŸШőŸũĬШƚƣċƣĲШ
ċŰĬШƽŸƖťŉŸƖĦĲШċŊĲŰĦŔĲƚШċŰĬШũŸĦċũШƽŸƖťŉŸƖĦĲШĤŸċƖĬƚШċĦĦŸƨŰƣċĤũĲШŔƚШŊƖŸƨŰĬĲĬШŔŰШ§ÅÉШΣΣΜЮΟΞΠШċŰĬШÉĲŰċƣĲШ
7ŔũũШΣΞΟШыΞΜΞΝьЮ   

ƣШƣőĲШ]ŸƻĲƖŰŸƖќƚШĬŔƖĲĦƣŔŸŰЯШƣőĲШƚǃƚƣĲůШůƨƚƣШŔŰĦũƨĬĲШċũũШìf§ ШÑŔƣũĲƚШыfШтШféьШċŰĬШƖĲũĲƻċŰƣШƚƣċƣĲрŉƨŰĬĲĬШ
ƓƖŸŊƖċůƚЯШƣƖċĦťŔŰŊШůĲƣƖŔĦƚШĤĲǃŸŰĬШĦŸůƓũŔċŰĦĲШċŰĬШƓċƖƣŔĦŔƓċƣŔŸŰШƽŔƣőШċŰШĲůƓőċƚŔƚШŸŰШƖĲċũрũŔŉĲШŸƨƣĦŸůĲƚШ
ŉŸƖШ§ƖĲŊŸŰŔċŰƚЯШƚƨĦőШċƚа   

¶ sŸĤШƓũċĦĲůĲŰƣ  

¶ sŸĤШƖĲƣĲŰƣŔŸŰ  

¶ ìċŊĲШŊċŔŰƚ  

¶ 9ƖĲĬĲŰƣŔċũШċƣƣċŔŰůĲŰƣ   



 

ΞΜΞΣШ§E?Ш9ƨƚƣŸůĲƖШÉĲƖƻŔĦĲШѼШìŸƖťŉŸƖĦĲШÉƣƖċƣĲŊŔĲƚШĦƣŔŸŰШÂũċŰШШШ҇ШШШÂċŊĲШΥΤ 

¶ 9ċƖĲĲƖШċĬƻċŰĦĲůĲŰƣШŔŰШőŔŊőрĬĲůċŰĬШƚĲĦƣŸƖƚ  

ÑőĲШ]ŸƻĲƖŰŸƖќƚШƻŔƚŔŸŰШŔƚШŉŸƖШƣőĲШƚǃƚƣĲůШƣŸШƚĲƖƻĲШċƚШċШŉŸƨŰĬċƣŔŸŰШŉŸƖШĦŸŰƣŔŰƨŸƨƚШŔůƓƖŸƻĲůĲŰƣШċŰĬШ
ƣƖċŰƚƓċƖĲŰĦǃШŔŰШƓƨĤũŔĦũǃШŉƨŰĬĲĬШƽŸƖťŉŸƖĦĲШƓƖŸŊƖċůƚШƽŔƣőШĬŔƚċŊŊƖĲŊċƣĲĬШĬċƣċШƽőĲƖĲШƓŸƚƚŔĤũĲЯШƣŸШƚƨƓƓŸƖƣШ
ĲƕƨŔƣǃШŊŸċũƚЮ    

ÑőĲШůŸĬĲƖŰŔǍċƣŔŸŰШŸŉШƣőĲШì§ШƚǃƚƣĲůƚШċƚШĬĲƚĦƖŔĤĲĬШċĤŸƻĲШƓƖĲƚĲŰƣƚШċШƻċũƨċĤũĲШŸƓƓŸƖƣƨŰŔƣǃШŉŸƖШ§E?ШƣŸШ
ŔŰƣĲŊƖċƣĲШĬċƣċШċŰĬШĬĲƻĲũŸƓШĬċƚőĤŸċƖĬƚШƣőċƣШċũŔŊŰШƽŔƣőШƣőĲШ]ŸƻĲƖŰŸƖќƚШƻŔƚŔŸŰЮШÑőĲƚĲШƣŸŸũƚШƽŔũũШĲƕƨŔƓШƣőĲШ
ìÑ?7ШƽŔƣőШƣőĲШŔŰƚŔŊőƣƚШŰĲĲĬĲĬШƣŸШĬƖŔƻĲШĦŸŰƣŔŰƨŸƨƚШŔůƓƖŸƻĲůĲŰƣШŔŰШĲĦŸŰŸůŔĦШƚƣƖċƣĲŊŔĲƚШċŰĬШ
ŔŰƻĲƚƣůĲŰƣƚЮШì§ШƽŔũũШĦŸũũċĤŸƖċƣĲШƽŔƣőШ§E?ќƚШÖfШƚǃƚƣĲůЯШƣőĲШìŸƖťŉŸƖĦĲШċŰĬШEĦŸŰŸůŔĦШÅĲƚĲċƖĦőШĬŔƻŔƚŔŸŰЯШ
ċŰĬШũĲƻĲƖċŊĲШÂĲƖŉŸƖůċŰĦĲШÅĲƓŸƖƣŔŰŊШċŰĬШfŰŉŸƖůċƣŔŸŰШÉǃƚƣĲůШыÂÅfÉ~ьШĬċƣċШƣŸШƓƖŸĬƨĦĲШƣƖċŰƚƓċƖĲŰƣЯШ
ĬŔƚċŊŊƖĲŊċƣĲĬШĬċƣċƚĲƣƚШƣőċƣШċĬƻċŰĦĲШĲƕƨŔƣǃШŊŸċũƚШŉŸƖШƚƣċƣĲШũĲċĬĲƖƚőŔƓШċŰĬШƣőĲШĦŸůůƨŰŔƣŔĲƚШƽĲШƚĲƖƻĲЮ  

fŉШƣőĲШċĬůŔŰŔƚƣƖċƣŔŸŰШŸŉШÑŔƣũĲШfШƽċƚШůŸƻĲĬШƣŸШ§E?ЯШƣőĲШƖĲƚƓŸŰƚŔĤŔũŔƣǃШŉŸƖШƚƣċǭŔŰŊШƣőĲШìÑ?7ШƽŸƨũĬШůŔŊƖċƣĲШ
ċƚШƽĲũũЮШÑőĲШìÑ?7ШĦŸƨũĬШĦŸŰƣŔŰƨĲШƣŸШĤĲШƚƣċǭĲĬШĤǃШƣőĲШ§E?ШũŔťĲШĦƨƖƖĲŰƣШƚƣċƣĲШċƣШcE99о§ìfЮШ 

ƚШƣőĲШċĬůŔŰŔƚƣƖċƣŸƖШŸŉШÑŔƣũĲШfШŉƨŰĬƚЯШ§E?ШƽŸƨũĬШĦŸŰƣŔŰƨĲШƣŸШƽŸƖťШƽŔƣőШũŸĦċũШĤŸċƖĬƚШƣŸШŔŰĦƖĲċƚĲШũŸĦċũШ
ŸƻĲƖƚŔŊőƣШŸŉШƣőĲШŊŸċũƚШċŰĬШĲǂƓĲĦƣċƣŔŸŰƚШƽŔƣőŔŰШƣőĲŔƖШĦŸŰƣƖċĦƣШƣŸШĲŰƚƨƖĲШċũŔŊŰůĲŰƣШƽŔƣőШƣőĲШ]ŸƻĲƖŰŸƖќƚШ
ĲǂƓĲĦƣċƣŔŸŰƚЮШfŰШƚƨƓƓŸƖƣШŸŉШƣőŔƚШƽŸƖťЯШì§ШĦŸƨũĬШŔŰǰƨĲŰĦĲШċŰĬШƚƨƓƓŸƖƣШƣőĲШìÑ?7ШƣŸШċũŔŊŰШƽŸƖťŉŸƖĦĲШ
ƚƣƖċƣĲŊŔĲƚШċĦƖŸƚƚШƣőĲШƚƣċƣĲШċŰĬШĬĲǯŰĲШĦũĲċƖШċĦĦŸƨŰƣċĤŔũŔƣǃШůĲċƚƨƖĲƚЮШ ƚШƣőĲШŸƽŰĲƖШċŰĬШŸƓĲƖċƣŸƖШŸŉШƣőĲШ
ƚƣċƣĲќƚШũċĤŸƖШĲǂĦőċŰŊĲШċŰĬШƚǃƚƣĲůШŸŉШƖĲĦŸƖĬЯШì§ШƽŸƨũĬШĤĲШċĤũĲШƣŸШƓƖŸƻŔĬĲШƣőĲШìÑ?7ШƽŸƖťŉŸƖĦĲШƚǃƚƣĲůШ
ĬċƣċЯШċŰĬШċŉƣĲƖШƣőĲШůŸĬĲƖŰŔǍċƣŔŸŰШƓƖŸŢĲĦƣШŔƚШĦŸůƓũĲƣĲЯШĦŸƨũĬШƓƖŸƻŔĬĲШƚǃƚƣĲůШƽŔĬĲШĬċƚőĤŸċƖĬƚШƣŸШőĲũƓШ
ƚƨƓƓŸƖƣШċĦĦŸƨŰƣċĤŔũŔƣǃШŉŸƖШƣőĲШĲŰƣŔƖĲШƽŸƖťŉŸƖĦĲШƚǃƚƣĲůЮ   

9ŸůƓũŔċŰĦĲШŔƚШċŰŸƣőĲƖШċƖĲċШŔŰШƽőŔĦőШ§E?ќƚШũċƖŊĲƖШċĬůŔŰŔƚƣƖċƣŔƻĲШċŰĬШƓƖŸŊƖċůШƣĲċůШĦċƓċĦŔƣǃШĦŸƨũĬШ
ŔůƓƖŸƻĲШƚƣċƣĲƽŔĬĲШĦŸŰƚŔƚƣĲŰĦǃЮШ§E?ќƚШůŸĬĲƖŰŔǍĲĬШƚǃƚƣĲůШƽŔũũШĤĲШċĤũĲШƣŸШƖĲƓŸƖƣШŸŰШċŰĬШƣƖċĦťШÑŔƣũĲШfШ
ƓċƖƣŔĦŔƓċŰƣƚШċŰĬШőŸƽШƣƖċŔŰŔŰŊШĬŸũũċƖƚШċƖĲШĤĲŔŰŊШƚƓĲŰƣШƽŔƣőШƣőĲШŊŸċũШŸŉШůŸƻŔŰŊШůŸƖĲШÑŔƣũĲШfШƣƖċŔŰŔŰŊШ
ƖĲƚŸƨƖĦĲƚШƣŸШĦƨƚƣŸůĲƖƚЮШÑőĲШìÑ?7ШĦŸƨũĬШƨƚĲШƣőŔƚШĬċƣċШƣŸШƚƣƖċƣĲŊŔĦċũũǃШĬƖŔƻĲШĤĲƣƣĲƖШŸƨƣĦŸůĲƚШċĦƖŸƚƚШƣőĲШ
ƚƣċƣĲШċŰĬШ§E?ШĦŸƨũĬШƨƚĲШŔƣƚШƓŸƚŔƣŔŸŰШƣŸШŔŰĦƖĲċƚĲШƣőĲШŉŸĦƨƚШŸŰШċĬĬŔƣŔŸŰċũШĬċƣċШƚƨƓƓŸƖƣŔŰŊШċũŔŊŰůĲŰƣШƽŔƣőШ
ƣőĲШ]ŸƻĲƖŰŸƖќƚШĲǂƓĲĦƣċƣŔŸŰƚЮШfŰĦƖĲċƚĲĬШċĦĦŸƨŰƣċĤŔũŔƣǃШŉŸƖШƽŸƖťŉŸƖĦĲШƚǃƚƣĲůШŔŰƻĲƚƣůĲŰƣƚШƚƣċƣĲƽŔĬĲШƽŔũũШ
őĲũƓШĬƖŔƻĲШĤĲƣƣĲƖШƚĲƖƻŔĦĲШĬĲũŔƻĲƖǃШƣŸШ§ƖĲŊŸŰŔċŰƚЮ   

?ƨƖŔŰŊШĲŰŊċŊĲůĲŰƣШƽŔƣőШƓċƖƣŰĲƖƚШċŰĬШŔŰƣĲƖĲƚƣĲĬШƓċƖƣŔĲƚЯШƣőĲƖĲШƽċƚШċũƚŸШċШĦŸůůŸŰШƣőĲůĲШƣőċƣШƣőĲШ
ĤƖŸċĬĲƖШƽŸƖťŉŸƖĦĲШƚǃƚƣĲůШĦŸƨũĬШĤĲŰĲǯƣШŉƖŸůШŊƖĲċƣĲƖШŸƻĲƖƚŔŊőƣЮШ§ŰĲШƓƖŸŢĲĦƣШƣŸШĦŸŰƚŔĬĲƖШŔƚШƣőĲШĦƖĲċƣŔŸŰШŸŉШ
ċŰШċĬƻŔƚŸƖǃШĦŸƨŰĦŔũШƣőċƣШŔƚШŢŸŔŰƣũǃШƚƨƓƓŸƖƣĲĬШĤǃШċŊĲŰĦǃШĬŔƖĲĦƣŸƖƚШŉƖŸůШcE99ЯШ§E?ЯШċŰĬШ7ƨƚŔŰĲƚƚШ§ƖĲŊŸŰЮШ
ÑőĲШĦŸƨŰĦŔũШŔƣƚĲũŉШƽŸƨũĬШĤĲШċШƚůċũũЯШĤƨƚŔŰĲƚƚрũĲĬШŊƖŸƨƓШƣőċƣШƽŸƨũĬШŉŸĦƨƚШŸŰШƣőĲШŔŰƣĲƖƚĲĦƣŔŸŰШŸŉШĲĦŸŰŸůŔĦШ
ĬĲƻĲũŸƓůĲŰƣШċŰĬШƽŸƖťŉŸƖĦĲЮШÑőĲШìÑ?7ШĦŸƨũĬШĤĲШċШƚƨĤĦŸůůŔƣƣĲĲШŸŉШƣőĲШĦŸƨŰĦŔũШċŰĬШŉŸĦƨƚШŸŰШƓƨĤũŔĦШ
ƽŸƖťŉŸƖĦĲШƚǃƚƣĲůШċĦĦŸƨŰƣċĤŔũŔƣǃЮ 

fŰШċĬĬŔƣŔŸŰШƣŸШőċƻŔŰŊШŊƖĲċƣĲƖШŸƻĲƖƚŔŊőƣЯШůċŰǃШƓċƖƣŰĲƖƚШĲǂƓƖĲƚƚĲĬШƣőĲШĬĲƚŔƖĲШƣŸШƖĲƻŔĲƽШƣőĲШŰƨůĤĲƖШŸŉШ
ƽŸƖťŉŸƖĦĲШċƖĲċƚШċŰĬШĬĲƣĲƖůŔŰĲШŔŉШƣőĲШŰƨůĤĲƖШŸŉШƖĲŊŔŸŰƚШċŰĬШŊĲŸŊƖċƓőŔĲƚШŔƚШƖĲǰĲĦƣŔƻĲШŸŉШƣőĲШƚƣċƣĲќƚШ
ƽŸƖťŉŸƖĦĲШŰĲĲĬƚЮШƚШƓċƖƣШŸŉШƣőŔƚШŰĲƽШŸƻĲƖƚŔŊőƣШƚƣƖƨĦƣƨƖĲЯШƣőĲШŰƨůĤĲƖШŸŉШƽŸƖťŉŸƖĦĲШċƖĲċƚШĦŸƨũĬШĤĲШ
ĲƻċũƨċƣĲĬЮ 

9ŸƚƣаШÉŔůŔũċƖШƣŸШì§ШΡЯШŰŸШċĬĬŔƣŔŸŰċũШƚƣċƣĲШĦŸƚƣƚШ 
ÑŔůŔŰŊаШΝΞҼůŸŰƣőƚЮШÂũċŰŰŔŰŊШĦŸƨũĬШĤĲŊŔŰШŔůůĲĬŔċƣĲũǃШċũŸŰŊШƽŔƣőШì§ΡЯШċŰĬШŔůƓũĲůĲŰƣċƣŔŸŰШĦŸƨũĬШƣċťĲШ
ƓũċĦĲШċũŸŰŊШƽŔƣőШì§ШΡЮШ 

ÉƣċƣƨƣŸƖǃШ9őċŰŊĲаШ ŸŰĲШƖĲƕƨŔƖĲĬ 



 

ΞΜΞΣШ§E?Ш9ƨƚƣŸůĲƖШÉĲƖƻŔĦĲШѼШìŸƖťŉŸƖĦĲШÉƣƖċƣĲŊŔĲƚШĦƣŔŸŰШÂũċŰШШШ҇ШШШÂċŊĲШΥΥ 

ыì§ШΤьаШEƻċũƨċƣĲШ~ċťŔŰŊШìŸƖťŉŸƖĦĲШ§ƓĲƖċƣŔŸŰƚШƣőĲШÂƖĲŉĲƖƖĲĬШÉƣċƣĲƽŔĬĲШÑŔƣũĲШfШ
ÉĲƖƻŔĦĲШÂƖŸƻŔĬĲƖ ыƓƖŔŸƖŔƣŔǍĲĬоŔŰШƓƖŸŊƖĲƚƚь 

ì§ШŔƚШƽĲũũШƓŸƚŔƣŔŸŰĲĬШƣŸШċũŔŊŰШÑŔƣũĲШfШċŰĬШÑŔƣũĲШfffШƚĲƖƻŔĦĲƚШƣŸШĬĲũŔƻĲƖШĤĲƣƣĲƖШŸƨƣĦŸůĲƚШŉŸƖШĦƨƚƣŸůĲƖƚЮШì§Ш
ĦŸƨũĬШőŔƖĲШƚƣċǭШƽŔƣőШÑŔƣũĲШfШĲǂƓĲƖŔĲŰĦĲШċŰĬШĤũĲŰĬШƽŔƣőШĦƨƖƖĲŰƣШĤƨƚŔŰĲƚƚШċŰĬШĲůƓũŸǃůĲŰƣШƚƓĲĦŔċũŔƚƣШÑŔƣũĲШfffШ
ƚƣċǭЯШƓƖŸƻŔĬŔŰŊШŸƓƓŸƖƣƨŰŔƣŔĲƚШŉŸƖШĦƖŸƚƚШƣƖċŔŰŔŰŊШċũũШƚƣċǭШċĦƖŸƚƚШƚĲƖƻŔĦĲШƓƖŸŊƖċůƚШŉŸƖШĦŸŰƣŔŰƨŔƣǃШŸŉШƚĲƖƻŔĦĲШ
ĬĲũŔƻĲƖǃЮШÑőŔƚШƓƖŸƻŔĬĲƚШċШƚĲċůũĲƚƚШĦƨƚƣŸůĲƖШĲǂƓĲƖŔĲŰĦĲЯШƽŔƣőШĦƨƚƣŸůĲƖƚШŊĲƣƣŔŰŊШůƨũƣŔƓũĲШŰĲĲĬƚШůĲƣШƽŔƣőШ
ċШĤũĲŰĬШŸŉШƚĲƖƻŔĦĲƚШƽőŔũĲШƖĲĬƨĦŔŰŊШƖĲŉĲƖƖċũƚШŸƖШőċŰĬрŸǭƚШĤĲƣƽĲĲŰШƓƖŸŊƖċůШƚƣċǭЮШÑőŔƚШőċƚШƚőŸƽŰШ
ƓƖŸůŔƚŔŰŊШƖĲƚƨũƣƚШŔŰШÅŸŊƨĲШéċũũĲǃШƽőĲƖĲШì§ШŔƚШĦƨƖƖĲŰƣũǃШċũƚŸШƣőĲШÑŔƣũĲШfШƚĲƖƻŔĦĲШƓƖŸƻŔĬĲƖЮШ?ċƣċШƚőŸƽƚШƣőċƣШ
ƚŔŰĦĲШÅŸŊƨĲШéċũũĲǃШĤĲŊċŰШĬĲũŔƻĲƖŔŰŊШÑŔƣũĲШfШƚĲƖƻŔĦĲƚЯШƣőĲƖĲШőċƚШĤĲĲŰШċŰШŔŰĦƖĲċƚĲШŔŰШƣőĲШŰƨůĤĲƖШŸŉШ
ƓċƖƣŔĦŔƓċŰƣƚШƚĲƖƻĲĬШĦŸůƓċƖĲĬШƣŸШƓƖŔŸƖШǃĲċƖƚЮШ 

ÂĲƖŉŸƖůċŰĦĲШůĲƣƖŔĦƚШŉŸƖШƣőĲШÅŸŊƨĲШìŸƖťŉŸƖĦĲШÂċƖƣŰĲƖƚőŔƓШыÅìÂьШĬƨũƣШċŰĬШ?ŔƚũŸĦċƣĲĬШìŸƖťĲƖШƓƖŸŊƖċůƚШ
ŔŰШÂƖŸŊƖċůШòĲċƖШΞΜΞΠШƽĲƖĲШċũƚŸШŔůƓƖĲƚƚŔƻĲЯШƽŔƣőШì§ШƚƣċǭШŸƨƣƓĲƖŉŸƖůŔŰŊШƚƣċƣĲƽŔĬĲШƖĲƚƨũƣƚШŔŰШƣőƖĲĲШŸŉШƣőĲШ
ǯƻĲШìf§ ШƓĲƖŉŸƖůċŰĦĲШċĦĦŸƨŰƣċĤŔũŔƣǃШŔŰĬŔĦċƣŸƖƚаШEůƓũŸǃůĲŰƣШÅċƣĲШΞŰĬШÄƨċƖƣĲƖШ ŉƣĲƖШEǂŔƣЯШEůƓũŸǃůĲŰƣШ
ÅċƣĲШΠƣőШÄƨċƖƣĲƖШ ŉƣĲƖШEǂŔƣЯШċŰĬШ~ĲċƚƨƖċĤũĲШÉťŔũũШ]ċŔŰƚЮШì§ШƚƣċǭШċũƚŸШŸƨƣƓċĦĲĬШƚƣċƣĲƽŔĬĲШůĲƣƖŔĦƚШŔŰШƣőĲШ
ƓĲƖĦĲŰƣċŊĲШŸŉШƓċƖƣŔĦŔƓċŰƣƚШĲŰƖŸũũŔŰŊШŔŰШċШƣƖċŔŰŔŰŊШƓƖŸŊƖċůЯШƣőĲШƓĲƖĦĲŰƣċŊĲШŸŉШƓċƖƣŔĦŔƓċŰƣƚШƓũċĦĲĬШŔŰƣŸШ
ĲůƓũŸǃůĲŰƣШƖĲũċƣĲĬШƣŸШƣőĲŔƖШƣƖċŔŰŔŰŊЯШċŰĬШƣőĲШƓĲƖĦĲŰƣċŊĲШŸŉШƓċƖƣŔĦŔƓċŰƣƚШĦŸрĲŰƖŸũũĲĬШŔŰШůŸƖĲШƣőċŰШŸŰĲШ
ìf§ ШĦŸƖĲШƓƖŸŊƖċůЮШÑőĲƚĲШŸƨƣĦŸůĲƚШĬĲůŸŰƚƣƖċƣĲШƣőĲШĲǭĲĦƣŔƻĲŰĲƚƚШŸŉШƣőĲШÅìÂШůŸĬĲũШŔŰШƖĲĬƨĦŔŰŊШ
ĤċƖƖŔĲƖƚШƣŸШƓƖŸŊƖċůШĲŰƣƖǃЯШċũũŸƽŔŰŊШĦƨƚƣŸůĲƖƚШƣŸШƕƨŔĦťũǃШĲŰŊċŊĲШƽŔƣőШƚƣċǭШƣŸШċĦĦĲƚƚШƖĲĲůƓũŸǃůĲŰƣЯШ
ƣƖċŔŰŔŰŊЯШċŰĬШƚƨƓƓŸƖƣШƚĲƖƻŔĦĲƚЮ  

fŉШì§ШĤĲĦċůĲШċШƚƣċƣĲƽŔĬĲШÑŔƣũĲШfШƓƖŸƻŔĬĲƖЯШŔƣШĦŸƨũĬШƨƚĲШŔƣƚШƣĲċůШŸŉШƓŸũŔĦǃШċŰċũǃƚƣƚШċŰĬШƣƖċŔŰĲƖƚШƣŸШĲŰƚƨƖĲШ
ƣőċƣШƚĲƖƻŔĦĲƚШċƖĲШĤƖċŔĬĲĬШƣŸШůċǂŔůŔǍĲШŉƨŰĬŔŰŊШƣŸШċƚƚŔƚƣШ§ƖĲŊŸŰŔċŰƚШŸƻĲƖĦŸůĲШĤċƖƖŔĲƖƚШƣŸШƖĲрĲůƓũŸǃůĲŰƣШ
ƣŸШůĲĲƣШƣőĲШŰĲĲĬƚШŸŉШĲůƓũŸǃĲƖƚЮШì§ШċũƖĲċĬǃШőċƚШċШƓőǃƚŔĦċũШƓƖĲƚĲŰĦĲШŔŰШċũũШìÉ§ШĦĲŰƣĲƖƚЯШċŰĬШĲǂŔƚƣŔŰŊШ
ƚƣċǭШƣőċƣШċƖĲШƣƖċŔŰĲĬШŸŰШůċŰǃШŉĲĬĲƖċũШƓƖŸŊƖċůƚЯШŔŰĦũƨĬŔŰŊШƓƖĲƻŔŸƨƚШĲǂƓĲƖŔĲŰĦĲШƽŸƖťŔŰŊШŔŰШƣőĲШÑŔƣũĲШfШ
ƓƖŸŊƖċůЮШì§ШƚƣċǭШŔŰШìÉ§ШĦĲŰƣĲƖƚШċũƖĲċĬǃШƚĲƖƻĲШÑŔƣũĲШfШƓċƖƣŔĦŔƓċŰƣƚШċƚШċШĦŸůůŸŰШĦƨƚƣŸůĲƖЮШ7ǃШůċťŔŰŊШ
ì§ШÑŔƣũĲШfШƓƖŸƻŔĬĲƖƚЯШƣőĲШĦƨƚƣŸůĲƖШƽŸƨũĬШĤĲШƚĲƖƻĲĬШőŸũŔƚƣŔĦċũũǃШċŰĬШĤǃШƣőĲШƚċůĲШƓĲƖƚŸŰШŸƖШƣĲċůЯШċũũШ
ƽŸƖťŔŰŊШƨŰĬĲƖШƣőĲШƚċůĲШũĲċĬĲƖƚőŔƓЮШÑőĲШĦƨƚƣŸůĲƖШƽŸƨũĬШƖĲĦĲŔƻĲШĤĲƣƣĲƖШƚĲƖƻŔĦĲЯШċŰĬШůŸƖĲШĬŸũũċƖƚШĦŸƨũĬШ
ŊŸШĬŔƖĲĦƣũǃШƣŸƽċƖĬƚШƣőĲŔƖШƣƖċŔŰŔŰŊШĦŸƚƣƚШĬƨĲШƣŸШƣőĲШƖĲĬƨĦƣŔŸŰШŔŰШċĬůŔŰŔƚƣƖċƣŔƻĲШĲǂƓĲŰƚĲƚШċƚƚŸĦŔċƣĲĬШƽŔƣőШ
őċƻŔŰŊШůƨũƣŔƓũĲШÑŔƣũĲШfШƚĲƖƻŔĦĲШƓƖŸƻŔĬĲƖƚЮ    

ÑőĲƖĲШċƖĲШċƣШũĲċƚƣШƣőƖĲĲШƓŸƣĲŰƣŔċũШƽċǃƚШƣŸШċĦĦŸůƓũŔƚőШƣőŔƚШĦőċŰŊĲа 

ыΝь ìf§ ШìċŔƻĲƖШŉŸƖШÉŔŰŊũĲШÉĲƖƻŔĦĲШÂƖŸƻŔĬĲƖШ 

[ŔƖƚƣЯШċШŉĲĬĲƖċũШìf§ ШƽċŔƻĲƖШůċǃШĤĲШƖĲƕƨŔƖĲĬШƣŸШƚƣƖĲċůũŔŰĲШƣőĲШĦŸůƓĲƣŔƣŔƻĲШƚĲũĲĦƣŔŸŰШƓƖŸĦĲƚƚШŉŸƖШ
ÑŔƣũĲШfШƚĲƖƻŔĦĲШƓƖŸƻŔĬĲƖƚШƣŸШċũũŸƽШƣőĲШƚĲũĲĦƣŔŸŰШŸŉШċШƚŔŰŊũĲШƚƣċƣĲƽŔĬĲШƓƖŸƻŔĬĲƖЮШìf§ ШƽċŔƻĲƖƚШůƨƚƣШĤĲШ
ƚƨĤůŔƣƣĲĬШƣŸШƣőĲШÖЮÉЮШ?ĲƓċƖƣůĲŰƣШŸŉШxċĤŸƖШċũŸŰŊШƽŔƣőШċШƚƣċƣĲШƓũċŰШƣőċƣШĬĲƣċŔũƚШőŸƽШƣőĲШ
ŔůƓũĲůĲŰƣċƣŔŸŰШŸŉШƣőĲШƽċŔƻĲƖШƽŔũũШĤĲШůŸŰŔƣŸƖĲĬШċŰĬШƚƨƓƓŸƖƣĲĬШŔŰШċĬĬŔƣŔŸŰШƣŸШőŸƽШŔƣШƽŔũũШŔůƓƖŸƻĲШ
ƣőĲШƽŸƖťŉŸƖĦĲШƚǃƚƣĲůШŔŰШċũŔŊŰůĲŰƣШƽŔƣőШÖÉ?§xШƓƖŔŸƖŔƣŔĲƚЮШÑőĲƖĲШċƖĲШĦĲƖƣċŔŰШƓƖŸƻŔƚŔŸŰƚШŸŉШìf§ Ш
ƣőċƣШƣőĲШÖÉ?§xШÉĲĦƖĲƣċƖǃШĦċŰŰŸƣШƽċŔƻĲЯШŔŰĦũƨĬŔŰŊШƣőĲШċũũŸĦċƣŔŸŰШŸŉШŉƨŰĬƚШƣŸШũŸĦċũШċƖĲċƚЮ   

ÑŔƣũĲШfШŉƨŰĬŔŰŊШĦċŰŰŸƣШĤǃƓċƚƚШũŸĦċũШĤŸċƖĬƚЯШőŸƽĲƻĲƖШĦĲƖƣċŔŰШƚƣċƣĲƚШőċƻĲШĦƖĲċƣĲĬШċШƚŔŰŊũĲШÉƣċƣĲƽŔĬĲШ
ìŸƖťŉŸƖĦĲШ7ŸċƖĬЮ  

 



 

ΞΜΞΣШ§E?Ш9ƨƚƣŸůĲƖШÉĲƖƻŔĦĲШѼШìŸƖťŉŸƖĦĲШÉƣƖċƣĲŊŔĲƚШĦƣŔŸŰШÂũċŰШШШ҇ШШШÂċŊĲШΥΦ 

ыΞь ÉŸũĲШÉŸƨƖĦĲШŊƖĲĲůĲŰƣШ 

ÉĲĦŸŰĬЯШũŸĦċũШĤŸċƖĬƚШċĦƖŸƚƚШƣőĲШƚƣċƣĲШĦŸƨũĬШċũƚŸШĬĲĦŔĬĲШƣŸШĲŰƣĲƖШŔŰƣŸШċШĬŔƖĲĦƣШċƽċƖĬШŸƖШƚŸũĲШƚŸƨƖĦĲШ
ċŊƖĲĲůĲŰƣШƽŔƣőШ§E?ШƣŸШĤĲĦŸůĲШƣőĲШÑŔƣũĲШfШƚĲƖƻŔĦĲШƓƖŸƻŔĬĲƖЯШċƚШŔƚШƣőĲШĦċƚĲШŔŰШÅŸŊƨĲШéċũũĲǃЮШ
cŸƽĲƻĲƖЯШƣőŔƚШĦċŰќƣШĤĲШůċŰĬċƣĲĬШċŰĬШĦċŰШŸŰũǃШĤĲШĬŸŰĲШŔŉШƣőĲШĲũĲĦƣĲĬШŸǭŔĦŔċũШċƓƓƖŸƻĲƚЯШŔŉШƣőĲШũŸĦċũШ
ƽŸƖťŉŸƖĦĲШĤŸċƖĬШĬĲůŸŰƚƣƖċƣĲƚШƣőċƣШŰŸШŸƣőĲƖШĲŰƣŔƣǃШĦċŰШƓƖŸƻŔĬĲШƣőĲШƚĲƖƻŔĦĲƚЯШċŰĬШƣőċƣШŔƣШŔƚШŔŰШƣőĲШ
ĤĲƚƣШŔŰƣĲƖĲƚƣШŸŉШƣőĲШũŸĦċũШċƖĲċЮ   

ыΟь ]ŸƻĲƖŰŸƖШEǂĲĦƨƣŔƻĲШ§ƖĬĲƖШŉŸƖШ§E?ШƣŸШĤĲШċШƚƣċƣĲƽŔĬĲШÑŔƣũĲШfШÉĲƖƻŔĦĲШÂƖŸƻŔĬĲƖ 

ÑőŔƖĬЯШƣőĲШ]ŸƻĲƖŰŸƖШĦŸƨũĬШƚƨƓƓŸƖƣШ§E?ШŔŰШĤĲĦŸůŔŰŊШċШƚƣċƣĲƽŔĬĲШÑŔƣũĲШfШƚĲƖƻŔĦĲШƓƖŸƻŔĬĲƖШĤǃШ
ĲŰĦŸƨƖċŊŔŰŊШũŸĦċũШĤŸċƖĬƚШƣŸШƓŸŸũШƣőĲŔƖШŉƨŰĬƚШċŰĬШĦŸŰƣƖċĦƣШŉŸƖШċШƚŔŰŊũĲШƚƣċƣĲƽŔĬĲШÑŔƣũĲШfШƚĲƖƻŔĦĲШ
ƓƖŸƻŔĬĲƖЮШШƚŔŰŊũĲШƚƣċƣĲƽŔĬĲШƓƖŸƻŔĬĲƖЯШƖĲŊċƖĬũĲƚƚШŸŉШƣőĲШĲŰƣŔƣǃШƓƖŸƻŔĬŔŰŊШƚĲƖƻŔĦĲЯШƽŸƨũĬШůċǂŔůŔǍĲШ
ŉĲĬĲƖċũШŉƨŰĬŔŰŊЯШƖĲĬƨĦĲШċĬůŔŰŔƚƣƖċƣŔƻĲШĦŸƚƣƚЯШċŰĬШċũũŸƽШůŸƖĲШŉƨŰĬƚШƣŸШŊŸШĬŔƖĲĦƣũǃШƣŸШ§ƖĲŊŸŰŔċŰƚЮШ
EŰĦŸƨƖċŊŔŰŊШċШƚŔŰŊũĲШƚƣċƣĲƽŔĬĲШƓƖŸƻŔĬĲƖШĦŸƨũĬШċũƚŸШċũũŸƽШŉŸƖШƣőĲШƚĲũĲĦƣŔŸŰШƓƖŸĦĲƚƚШƣŸШƖĲůċŔŰШŸƓĲŰШ
ċŰĬШĦŸůƓĲƣŔƣŔƻĲШŸƖШŔŰШƣőĲШĦċƚĲШƽőĲƖĲШŰŸШŸƣőĲƖШĲŰƣŔƣǃШĦċŰШƓƖŸƻŔĬĲШƚƣċƣĲƽŔĬĲШƚĲƖƻŔĦĲƚЯШċũũŸƽШŉŸƖШċШ
ƚŸũĲШƚŸƨƖĦĲШŢƨƚƣŔǯĦċƣŔŸŰШƣőċƣШŔƚШŔŰШĦŸůƓũŔċŰĦĲШƽŔƣőШŉĲĬĲƖċũШũċƽЮ   

9ŸƚƣаШ ŸШċĬĬŔƣŔŸŰċũШĤƨĬŊĲƣШŔůƓċĦƣƚШŸƣőĲƖШƣőċŰШƽőċƣШőċƚШĤĲĲŰШŸƨƣũŔŰĲĬШŔŰШì§ШΡ   
ÑŔůŔŰŊаШΝΞҼШůŸŰƣőƚШ 

ÉƣċƣƨƣŸƖǃШ9őċŰŊĲаШ ŸŰĲШƖĲƕƨŔƖĲĬ 

(WO 8) Evaluate Making OED the Administrator for WIOA Title II and Title IV 

ÑőĲШŉĲĬĲƖċũШċĬůŔŰŔƚƣƖċƣŔŸŰШŸŉШÑŔƣũĲШffШŔƚШƚőŔŉƣŔŰŊШŉƖŸůШƣőĲШÖЮÉЮШ?ĲƓċƖƣůĲŰƣШŸŉШEĬƨĦċƣŔŸŰШƣŸШƣőĲШÖЮÉЮШ
?ĲƓċƖƣůĲŰƣШŸŉШxċĤŸƖЮШÑőŔƚШƚőŔŉƣШŔŰШŉĲĬĲƖċũШċĬůŔŰŔƚƣƖċƣŔŸŰШĦƖĲċƣĲƚШċŰШŸƓƓŸƖƣƨŰŔƣǃШƣŸШĲƻċũƨċƣĲШƽőĲƣőĲƖШŔƣШ
ƽŸƨũĬШĤĲШċĬƻċŰƣċŊĲŸƨƚШƣŸШƚőŔŉƣШŔƣƚШċĬůŔŰŔƚƣƖċƣŔŸŰШċƣШƣőĲШƚƣċƣĲШũĲƻĲũШċƚШƽĲũũЮШ§E?ШĦŸƨũĬШĲƚƣċĤũŔƚőШċШƣĲċůШ
ƣŸШĲƻċũƨċƣĲШƽőĲƣőĲƖШìf§ ШŉƨŰĬŔŰŊШĦŸƨũĬШĤĲШĤĲƣƣĲƖШĤƖċŔĬĲĬШƣŸШƚĲƖƻĲШůŸƖĲШ§ƖĲŊŸŰŔċŰƚШŔŉШċũũШìf§ ШƣŔƣũĲƚШ
ƽĲƖĲШċĬůŔŰŔƚƣĲƖĲĬШĤǃШƣőĲШƚċůĲШċŊĲŰĦǃЮ   

9ŸƚƣаШÖŰťŰŸƽŰЯШƽŸƨũĬШĤĲШĲƻċũƨċƣĲĬ 
ÑŔůŔŰŊаШΝΞҼШůŸŰƣőƚ 

ÉƣċƣƨƣŸƖǃШ9őċŰŊĲаШ ŸŰĲЮШfŉШƣőĲШ]ŸƻĲƖŰŸƖШĬĲĦŔĬĲƚШƣŸШƓƨƖƚƨĲШƣőŔƚШĬŔƖĲĦƣŔŸŰЯШƣőĲШƚƣċƣĲШƓũċŰШƽŸƨũĬШĤĲШ
ůŸĬŔǯĲĬШċĦĦŸƖĬŔŰŊũǃШċŰĬШƚĲŰƣШƣŸШÖЮÉЮШ?§xШƣŸШĲŰƚƨƖĲШƣőĲШƓũċŰШŔƚШŔŰШĦŸůƓũŔċŰĦĲШƽŔƣőШƣőĲШũċƽЮШÖƓŸŰШ?§xШ
ċƓƓƖŸƻċũЯШŉƨŰĬƚШƽŸƨũĬШĤĲШƣƖċŰƚŉĲƖƖĲĬЮ 



 

ΞΜΞΣШ§E?Ш9ƨƚƣŸůĲƖШÉĲƖƻŔĦĲШѼШìŸƖťŉŸƖĦĲШÉƣƖċƣĲŊŔĲƚШĦƣŔŸŰШÂũċŰШШШ҇ШШШÂċŊĲШΦΜ 

ÂÅf§ÅfÑfüE?ШÂÅ§sE9ÑÉШxfÉÑ 
ìőŔũĲШĲċĦőШŸŉШƣőĲШċĦƣŔŸŰƚШŔŰШƣőŔƚШƓũċŰШƽŸƨũĬШĦŸŰƣƖŔĤƨƣĲШƣŸШŸƨƖШƚƨĦĦĲƚƚЯШƽĲШƖĲĦŸŊŰŔǍĲШƣőċƣШƽĲШĬŸШŰŸƣШőċƻĲШƣőĲШƖĲƚŸƨƖĦĲƚШƣŸШŔůůĲĬŔċƣĲũǃШ
ƓƨƖƚƨĲШċũũШŸŉШƣőĲůЯШċŰĬШƣőċƣШƚŸůĲШċƖĲШĬĲƓĲŰĬĲŰƣШŸŰШƣőĲШĦŸůƓũĲƣŔŸŰШŸŉШŸƣőĲƖƚЮШĦĦŸƖĬŔŰŊũǃЯШŸƨƖШĲǂĲĦƨƣŔƻĲШƣĲċůШĬĲƻĲũŸƓĲĬШƣőŔƚШÂƖŔŸƖŔƣŔǍĲĬШ
ÂƖŸŢĲĦƣƚШxŔƚƣШƣŸШƚĲƣШŸƨƣШƣőĲШőŔŊőĲƚƣрƓƖŔŸƖŔƣǃШƓƖŸŢĲĦƣƚШƽĲШĤĲũŔĲƻĲШƚőŸƨũĬШĤĲШƓƨƖƚƨĲĬШǯƖƚƣЮШ 

fƣШŔŰĦũƨĬĲƚШƚŔǂШŔŰŔƣŔċƣŔƻĲƚШŔĬĲŰƣŔǯĲĬШċƚШƣőĲШőŔŊőĲƚƣШƓƖŔŸƖŔƣǃШŔĬĲċƚШĬƨĲШƣŸШƣőĲШƓŸƚŔƣŔƻĲШŔůƓċĦƣШƣőĲǃШĦŸƨũĬШőċƻĲШŸŰШŸƨƖШĦƨƚƣŸůĲƖƚЮШfŰШċĬĬŔƣŔŸŰШƣŸШ
ƣőĲƚĲШƚŔǂШŔŰŔƣŔċƣŔƻĲƚЯШƣőĲШƣĲċůШŔĬĲŰƣŔǯĲĬШƓƖŸŢĲĦƣƚШƣőċƣШċƖĲШĦƨƖƖĲŰƣũǃШƨŰĬĲƖƽċǃЯШƖĲŔŰŉŸƖĦŔŰŊШƣőĲШċŊĲŰĦǃќƚШĦŸůůŔƣůĲŰƣШƣŸШŸŰŊŸŔŰŊШƽŸƖťЮШÑŸШ
ŉƨƖƣőĲƖШƚƨƓƓŸƖƣШƣőĲШĬĲƻĲũŸƓůĲŰƣШŸŉШ§E?ќƚШƓƖŸŢĲĦƣШƓŸƖƣŉŸũŔŸЯШƽĲШċũƚŸШƚĲũĲĦƣĲĬШƣőĲШƣŸƓШǯƻĲШƓƖŸŢĲĦƣƚШƽŔƣőŔŰШĲċĦőШŸŉШƣőƖĲĲШƓƖŸŢĲĦƣШĬƨƖċƣŔŸŰШ
ĦċƣĲŊŸƖŔĲƚаШƚőŸƖƣрƣĲƖůШыũĲƚƚШƣőċŰШΣШůŸŰƣőƚьЯШůŔĬрƣĲƖůШыΣрΝΞШůŸŰƣőƚьЯШċŰĬШũŸŰŊрƣĲƖůШыůŸƖĲШƣőċŰШΝΞШůŸŰƣőƚьЮШfŰĦũƨƚŔŸŰШŔŰШƣőŔƚШũŔƚƣШĬŸĲƚШŰŸƣШ
ŰĲĦĲƚƚċƖŔũǃШŔŰĬŔĦċƣĲШƽőŔĦőШƓƖŸŢĲĦƣƚШƽŔũũШĤĲŊŔŰШǯƖƚƣЯШĤƨƣШƖĲǰĲĦƣƚШƣőĲШċŊĲŰĦǃќƚШŔŰƣĲŰƣШƣŸШŔůƓũĲůĲŰƣШƣőĲШůŸƚƣШŔůƓċĦƣŉƨũШƓƖŸŢĲĦƣƚШĤĲŉŸƖĲШƓƨƖƚƨŔŰŊШ
ŸƣőĲƖƚЮШÉĲƻĲƖċũШìŸƖťŉŸƖĦĲШƓƖŸŢĲĦƣƚШċƖĲШċũƚŸШŔŰĦũƨĬĲĬШŔŰШƣőĲШŔŰŔƣŔċũШƓƖŔŸƖŔƣŔǍĲĬШũŔƚƣШĬƨĲШƣŸШƣőĲŔƖШƚŔŊŰŔǯĦċŰĦĲШċŰĬШċƚШƣőĲǃШĬŸШŰŸƣШĬƖċƽШŸŰШƣőĲШƚċůĲШ
ũŔůŔƣĲĬШƖĲƚŸƨƖĦĲƚШċƚШƣőĲШŸƣőĲƖƚЮШÑőĲƖĲШċƖĲШΝΜΝШƣŸƣċũШƓƖŸŢĲĦƣƚЯШƽŔƣőШΤΞШŔŰШƣőĲШŔŰŔƣŔċũШƓƖŔŸƖŔƣŔǍĲĬШũŔƚƣЮ 

§ƣőĲƖШƓƖŸŢĲĦƣƚШŔŰШƣőŔƚШƓũċŰШċƖĲШũŔƚƣĲĬШŔŰШƣőĲШƚƨĤƚĲƕƨĲŰƣШƣċĤũĲЮШÂƖŸŢĲĦƣƚШũŔƚƣĲĬШőĲƖĲШƖĲƓƖĲƚĲŰƣШƻċũƨċĤũĲШŔŰŔƣŔċƣŔƻĲƚШƣőċƣЯШƽőŔũĲШŰŸƣШƓƖŔŸƖŔƣŔǍĲĬШŔŰШ
ƣőĲШŔŰŔƣŔċũШƚĲũĲĦƣŔŸŰЯШƖĲůċŔŰШŔůƓŸƖƣċŰƣШƣŸШƣőĲШċŊĲŰĦǃќƚШĤƖŸċĬĲƖШƚƣƖċƣĲŊŔĦШŊŸċũƚЮШÑőĲƚĲШƓƖŸŢĲĦƣƚШƽŔũũШĦŸŰƣŔŰƨĲШƣŸШĤĲШůŸŰŔƣŸƖĲĬШċŰĬШċƚƚĲƚƚĲĬШŉŸƖШ
ċũŔŊŰůĲŰƣШƽŔƣőШĲůĲƖŊŔŰŊШƓƖŔŸƖŔƣŔĲƚЯШƖĲƚŸƨƖĦĲШċƻċŔũċĤŔũŔƣǃЯШċŰĬШƓŸƣĲŰƣŔċũШŔůƓċĦƣЮШ 

§E?ШƓũċŰƚШƣŸШƖĲƻŔƚŔƣШċŰĬШƖĲĲƻċũƨċƣĲШċũũШŸŉШƣőĲƚĲШƓƖŸŢĲĦƣƚШŸŰШċШƖĲŊƨũċƖШĤċƚŔƚЯШĲŰƚƨƖŔŰŊШƣőċƣШĲǭŸƖƣƚШċƖĲШŰŸƣШŸƻĲƖũŸŸťĲĬШċŰĬШůċǃШĤĲШċĬƻċŰĦĲĬШċƚШ
ĦċƓċĦŔƣǃШċũũŸƽƚШŸƖШċƚШŸƖŊċŰŔǍċƣŔŸŰċũШŰĲĲĬƚШĲƻŸũƻĲЯШƚŸШƣőĲǃШċƖĲШŔŰƣĲŊƖċƣĲĬШƣőŸƨŊőƣŉƨũũǃШŔŰШ§E?ѣƚШƓŸƖƣŉŸũŔŸЮ 

 



 

ΞΜΞΣШ§E?Ш9ƨƚƣŸůĲƖШÉĲƖƻŔĦĲШѼШìŸƖťŉŸƖĦĲШÉƣƖċƣĲŊŔĲƚШĦƣŔŸŰШÂũċŰШШШ҇ШШШÂċŊĲШΦΝ 

Prioritized Projects List 

Prioritization 
Category 

Project 
Duration  Project Name 

ÑŸƓШÂƖŔŸƖŔƣŔĲƚ ΝΞҼШůŸŰƣőƚ OEDШ2: Use AI to fmproveШ9ƨƚƣŸůĲƖ sourney and Employee ìorkflows т 6 total  projects , OED 2A т OED 
2F 

ÑŸƓШÂƖŔŸƖŔƣŔĲƚ ΝΞҼШůŸŰƣőƚ OEDШ3: Review and Update All 9ustomer-[acing 9ommunications  

ÑŸƓШÂƖŔŸƖŔƣŔĲƚ ΝΞҼШůŸŰƣőƚ OEDШ4: UI 9ustomers éisiting WorkSource Offices with UI Äuestions т 8 total projects,  OED 4A т OED 
4H 

ÑŸƓШÂƖŔŸƖŔƣŔĲƚ ΝΞҼШůŸŰƣőƚ OEDШ10: Data for ]oal Éetting, Ârocess fmprovement, and ccountability  т 5 total projects, OED 10A т 
OED 10E 

ÑŸƓШÂƖŔŸƖŔƣŔĲƚ ΝΞҼШůŸŰƣőƚ OED 13: Create a xive 9laim Étatus Ñracker 

ÑŸƓШÂƖŔŸƖŔƣŔĲƚ ΝΞҼШůŸŰƣőƚ WOШ5: Align Title I and Title III dministration and [unding ìithin OED 

In Progress ΜрΣШůŸŰƣőƚ OEDШ12: Update the Access Letter Process for Address Change 

In Progress ΜрΣШůŸŰƣőƚ ORG 1: ?ŔƖĲĦƣŸƖќƚШ§ŉŉŔĦĲШ9őċŰŊĲƚШ 

In Progress 9ŸůƓũĲƣĲШ ORG 2: Centralizing Data Analytics to Support Agency-Wide Performance 



 

ΞΜΞΣШ§E?Ш9ƨƚƣŸůĲƖШÉĲƖƻŔĦĲШѼШìŸƖťŉŸƖĦĲШÉƣƖċƣĲŊŔĲƚШĦƣŔŸŰШÂũċŰШШШ҇ШШШÂċŊĲШΦΞ 

In Progress ΣрΝΞШůŸŰƣőƚ ORG 3: Agency-Wide Strategy, Performance and Continuous Improvement 

In Progress ΝΞҼШůŸŰƣőƚШ ORG 4: §E?ќƚШxĲċƖŰŔŰŊЯШDevelopment, and Training  

In Progress ΝΞҼШůŸŰƣőƚ OEDШ1: RenewШÉƣƖċƣĲŊŔĦШ9ŸůůƨŰŔĦċƣŔŸŰƚШ[ŸĦƨƚ 

In Progress ΝΞҼШ~ŸŰƣőƚ §E?ШΤаШÖƓĬċƣĲШÖfШÉ§ÂƚШċŰĬШ ĬĬШÄƨŔĦťр]ƨŔĬĲƚ 

In Progress  ΝΞҼШ~ŸŰƣőƚ §E?ШΤ7аШfůƓƖŸƻĲШÂċŔĬШxĲċƻĲШÉƣċǭШÅĲƚŸƨƖĦĲƚШċŰĬШÑŸŸũƚ 

In Progress ΝΞҼШůŸŰƣőƚ OED 7C: Update C&R Process Maps and SOPs 

In Progress ΝΞҼШůŸŰƣőƚ UI 6: Improve Expired Task Communication 

In Progress ΝΞҼШůŸŰƣőƚ UI 8: Integrate UI and WO Modernized Systems 

In Progress ΝΞҼШůŸŰƣőƚ UI 9: Redesign the Claim Restart Process 

In Progress ΣрΝΞШůŸŰƣőƚ UI 12: Program Effectiveness Actions т 3 total project s, UI 12A т UI 12C 

In Progress ΝΞҼШůŸŰƣőƚ UIШ15: Review and Öpdate UI xċws and Åules  

In Progress ΣрΝΞШůŸŰƣőƚ PLШ2: Expand the Paid Leave §ƖĲŊŸŰШConnector Program 

In Progress ΝΞҼШůŸŰƣőƚ PL 5: Implement Trauma-Informed Care Strategy 



 

ΞΜΞΣШ§E?Ш9ƨƚƣŸůĲƖШÉĲƖƻŔĦĲШѼШìŸƖťŉŸƖĦĲШÉƣƖċƣĲŊŔĲƚШĦƣŔŸŰШÂũċŰШШШ҇ШШШÂċŊĲШΦΟ 

In Progress ΣрΝΞШůŸŰƣőƚ PL 7: Enhance Quality Assurance Processes 

In Progress ΝΞҼШůŸŰƣőƚ PL 9: Set Up Designated Representative Account Functionality  

In Progress ΝΞҼШůŸŰƣőƚ PL 11: Enhance Outreach Services, Accessibility, and Equitable Access  

In Progress ΜрΣШůŸŰƣőƚ CR 1: Amended Payroll Report Bulk Filing 

In Progress ΣрΝΞШůŸŰƣőƚ CRШ6: Update the OED Employer Webpage 

In Progress ΜрΣШůŸŰƣőƚ FRШ1: Restructure Frances Governance 

In Progress ΜрΣШůŸŰƣőƚ FR 6: Enhance the SQR Prioritization Process 

In Progress ΝΞҼШůŸŰƣőƚ WO 1: Finish WO Modernization Project 

In Progress ΜрΣШůŸŰƣőƚ WOШ2аШÖƓŊƖċĬĲШÑĲũĲƓőŸŰĲШÂũċƣŉŸƖůƚШċŰĬШÖƚĲШ fШƣŸШÂƖŸƻŔĬĲ Self-Serve Opportunities 

In Progress ΜрΣШůŸŰƣőƚ WOШ3: Launch Live Chat and On-Demand Video Calls 

In Progress ΝΞҼШůŸŰƣőƚ ì§ШΤаШEƻċũƨċƣĲШìŸƖťŉŸƖĦĲШ§ƓĲƖċƣŔŸŰƚШċƚШÂƖĲŉĲƖƖĲĬШÉƣċƣĲƽŔĬĲШÑŔƣũĲШfШÉĲƖƻŔĦĲШÂƖŸƻŔĬĲƖ 

In Progress ΜрΣШůŸŰƣőƚ ÖfШΤаШxċƨŰĦőШċШљ]ƖċĦĲШÂĲƖŔŸĬњШƣŸШ9ŸůƓũĲƣĲШÅĲƕƨŔƖĲůĲŰƣƚ 

In Progress ΝΞҼШůŸŰƣőƚ §E?ШΝΝ7аШxċƨŰĦőШ~ŸƖĲШcŸƽрÑŸШéŔĬĲŸƚ 



 

ΞΜΞΣШ§E?Ш9ƨƚƣŸůĲƖШÉĲƖƻŔĦĲШѼШìŸƖťŉŸƖĦĲШÉƣƖċƣĲŊŔĲƚШĦƣŔŸŰШÂũċŰШШШ҇ШШШÂċŊĲШΦΠ 

In Progress ΣрΝΞШůŸŰƣőƚ 9ÅШΞаШÖƓĬċƣĲШѢÉƣċƣƨƚѢШ9ċƣĲŊŸƖŔĲƚШŉŸƖШÄƨċƖƣĲƖũǃШÂċǃƖŸũũШÅĲƓŸƖƣƚ 

In Progress  ΝΞҼШ~ŸŰƣőƚ 9ÅШΟаШÑƖċŔŰШ~ċŰċŊĲƖƚШŸŰШ?ċƣċШxŔƣĲƖċĦǃШċŰĬШ9ŸŰƣŔŰƨŸƨƚШfůƓƖŸƻĲůĲŰƣШÑŸŸũƚШċŰĬШ~ĲƣőŸĬŸũŸŊŔĲƚ 

Workforce  ΜрΣШůŸŰƣőƚ WOШ4: Create and Launch a Strategic Communications Plan 

Workforce  ΝΞҼШůŸŰƣőƚ WOШ6:Ш7ĲƣƣĲƖШxĲƻĲƖċŊĲ the WTDBќs Compliance and Policy-Oriented Role Within the Workforce System 

Top 0-6 Months 0-6 Months OEDШ9C: Implement Customer Satisfaction Surveys 

Top 0-6 Months 0-6 Months OEDШ5B: 9ƖŸƚƚр?ŔƻŔƚŔŸŰШ9ŸŰŰĲĦƣŔƻŔƣǃШ]ƖŸƨƓ 

Top 0-6 Months 0-6 Months OED 8: Streamline Customer Escalation Platforms 

Top 0-6 Months 0-6 Months UI 4: Pilot an Appointment-Based Outbound Call System 

Top 0-6 Months 0-6 Months FRШ4: Conduct an Analysis of Aging SQRs 

ÑŸƓШΣр12 Months Σр12 Months OEDШ9A: Conduct Regular Staff Focus Groups 

ÑŸƓШΣр12 Months Σр12 Months UIШ13: First-Call Resolution Rate Tracking  

ÑŸƓШΣр12 Months Σр12 Months FRШ2: Conduct a Detailed Options Analysis for Improvement of Frances/Frances Online Support 

ÑŸƓШΣр12 Months Σр12 Months FRШ3:ШEƚƣċĤũŔƚő an Organizational Change Management (OCM) Project  



 

ΞΜΞΣШ§E?Ш9ƨƚƣŸůĲƖШÉĲƖƻŔĦĲШѼШìŸƖťŉŸƖĦĲШÉƣƖċƣĲŊŔĲƚШĦƣŔŸŰШÂũċŰШШШ҇ШШШÂċŊĲШΦΡ 

ÑŸƓШΣр12 Months Σр12 Months FRШ5: Increase SQR Completion Capacity  

ÑŸƓШΝΞ+ Months 12+ Months OEDШ5A: Cross-Trained Contact Center Team 

ÑŸƓШΝΞ+ Months 12+ Months §E?ШΝΝаШÅĲŉƖĲƚőШљcŸƽШÑŸњШ]ƨŔĬĲƚШŉŸƖШ9ƨƚƣŸůĲƖƚ 

ÑŸƓШΝΞ+ Months 12+ Months UIШ1: Estimated Wait Times   

ÑŸƓШΝΞ+ Months 12+ Months UIШΡ: Streamline Identity Verification Processes 

ÑŸƓШΝΞ+ Months 12+ Months PLШ1:ШEƚƣċĤũŔƚő an Interface with Health Care Providers 

 

ÂƖŸŢĲĦƣƚШ ŸƣШòĲƣШÂƖŔŸƖŔƣŔǍĲĬ 

ÂƖŸŢĲĦƣШ
?ƨƖċƣŔŸŰ ÂƖŸŢĲĦƣШ ċůĲ 

ΝΞҼШ~ŸŰƣőƚ §E?ШΣаШÑƖċŔŰŔŰŊШ ĲĲĬƚШт 2 total project s, §E?ШΣ ШċŰĬШ§E?ШΣ7 

ΜрΣШůŸŰƣőƚ §E?ШΦ7аШÉƨƖƻĲǃШÖfШċŰĬШì§ШÉƣċǭ 

ΜрΣШůŸŰƣőƚ §E?ШΦ?аШEƚƣċĤũŔƚőШċШ9ѼÅШ9ƨƚƣŸůĲƖШÉċƣŔƚŉċĦƣŔŸŰШ7ċƚĲũŔŰĲШÉĦŸƖĲ 



 

ΞΜΞΣШ§E?Ш9ƨƚƣŸůĲƖШÉĲƖƻŔĦĲШѼШìŸƖťŉŸƖĦĲШÉƣƖċƣĲŊŔĲƚШĦƣŔŸŰШÂũċŰШШШ҇ШШШÂċŊĲШΦΣ 

ΣрΝΞШůŸŰƣőƚ §E?ШΦEаШÅĲŊƨũċƖШ9ѼÅШEůƓũŸǃĲƖШ~ĲĲƣŔŰŊƚ 

ΝΞҼШ~ŸŰƣőƚ WOШ8: Evaluate Making OED the Administrator for WIOA Title II and Title IV 

ΝΞҼШ~ŸŰƣőƚ §E?ШΝΝ9аШfůƓƖŸƻĲШÂƖŸŊƖċůШfŰŉŸƖůċƣŔŸŰШŉŸƖШ9ƨƚƣŸůĲƖƚ 

ΝΞҼШ~ŸŰƣőƚ ÖfШΞаШÑƖċŔŰŔŰŊШŉŸƖШÖfШ9ƨƚƣŸůĲƖƚШ 

ΝΞҼШ~ŸŰƣőƚ ÖfШΟаШ9ƨƚƣŸůĲƖШ9őĲĦťũŔƚƣШċŰĬШ?ƨĲШ?ċƣĲШÅĲƚŸƨƖĦĲƚШ 

ΝΞҼШ~ŸŰƣőƚ ÖfШΝΜаШÖƓĬċƣĲШ[ċĦƣр[ŔŰĬŔŰŊШÄƨĲƚƣŔŸŰŰċŔƖĲƚШ 

ΝΞҼШ~ŸŰƣőƚ ÖfШΝΝаШÂŔũŸƣШ ƓƓŸŔŰƣůĲŰƣƚШŉŸƖШ ĬŢƨĬŔĦċƣŔŸŰШШ 

ΣрΝΞШůŸŰƣőƚ ÖfШΝΠаШÅĲĬĲǯŰĲШfŰŔƣŔċũШ?ċƣĲШŸŉШ?ĲƣĲĦƣŔŸŰ 

ΝΞҼШ~ŸŰƣőƚ ÂxШΟаШÉƣƖĲċůũŔŰĲШƣőĲШ ƓƓũŔĦċƣŔŸŰШÂƖŸĦĲƚƚШ 

ΝΞҼШ~ŸŰƣőƚ ÂxШΠаШEŰőċŰĦĲШ9ũċŔůШÉƣċƣƨƚĲƚШċŰĬШÅĲƚŸƨƖĦĲƚ 

ΝΞҼШ~ŸŰƣőƚ ÂxШΣаШEƻċũƨċƣĲШÖƚŔŰŊШ ĲƽШÑŸŸũƚШƣŸШfůƓƖŸƻĲШìŸƖťŉŸƖĦĲШ~ċŰċŊĲůĲŰƣШ 

ΝΞҼШ~ŸŰƣőƚ ÂxШΥаШfůƓƖŸƻĲШEůƓũŸǃĲƖШ§ŰũŔŰĲШÉĲƖƻŔĦĲШ 

ΝΞҼШ~ŸŰƣőƚ ÂxШΝΜаШEŰőċŰĦĲШ ƓƓĲċũƚШ[ƨŰĦƣŔŸŰċũŔƣǃШ 



 

ΞΜΞΣШ§E?Ш9ƨƚƣŸůĲƖШÉĲƖƻŔĦĲШѼШìŸƖťŉŸƖĦĲШÉƣƖċƣĲŊŔĲƚШĦƣŔŸŰШÂũċŰШШШ҇ШШШÂċŊĲШΦΤ 

ΝΞҼШ~ŸŰƣőƚ ÂxШΝΞаШfůƓƖŸƻĲШ9ũċŔůШ?ĲĦŔƚŔŸŰƚ 

ΝΞҼШ~ŸŰƣőƚ ÂxШΝΟаШfůƓƖŸƻĲШ9ũċŔůШ7ĲŰĲǯƣШfƚƚƨĲƚШ 

ΝΞҼШ~ŸŰƣőƚ ÂxШΝΠаШfůƓũĲůĲŰƣШ9ũċŔůШfƚƚƨĲШ ƨƣŸůċƣŔŸŰШ 

ΝΞҼШ~ŸŰƣőƚ ÂxШΝΡаШfůƓƖŸƻĲШ[ŔŰċŰĦŔċũƚШċŰĬШ§ƻĲƖƓċǃůĲŰƣШ[ƨŰĦƣŔŸŰċũŔƣǃШ 

ΝΞҼШ~ŸŰƣőƚ ÂxШΝΣаШEŰőċŰĦĲШ[ƖċƨĬШfŰƻĲƚƣŔŊċƣŔŸŰƚШċŰĬШf?ШéĲƖŔǯĦċƣŔŸŰ 

ΝΞҼШ~ŸŰƣőƚ ÂxШΝΤаШEƚƣċĤũŔƚőШ9ŸůƓũŔċŰĦĲШ[ƨŰĦƣŔŸŰċũŔƣǃШ 

ΝΞҼШ~ŸŰƣőƚ ÂxШΝΥаШfůƓƖŸƻĲШÉƣċǭШÑċƚťШ~ċŰċŊĲůĲŰƣШŔŰШ[ƖċŰĦĲƚ 

ΝΞҼШ~ŸŰƣőƚ ÂxШΝΦаШEŰőċŰĦĲШEƕƨŔƻċũĲŰƣШÂũċŰШÅĲƓŸƖƣŔŰŊ 

ΝΞҼШ~ŸŰƣőƚ ÂxШΞΜаШfůƓƖŸƻĲШыƓƖŸŊƖċůьШÉĲũŉрÉĲƖƻŔĦĲШ§ƓƣŔŸŰƚШŔŰШ[ƖċŰĦĲƚШ 

ΝΞҼШ~ŸŰƣőƚ ÂxШΞΝаШÑĲƚƣШxŔƻĲШ9őċƣШ[ƨŰĦƣŔŸŰċũŔƣǃШŔŰШ[ƖċŰĦĲƚ 

ΣрΝΞШůŸŰƣőƚ 9ÅШΠаШEǂƓũŸƖĲШ]ŸŔŰŊШÂċƓĲƖũĲƚƚШŸƖШÉƣƖċƣĲŊŔĲƚШŉŸƖШÅĲĬƨĦŔŰŊШÂċƓĲƖШŔŰШÂċƖƣŰĲƖƚőŔƓШƽŔƣőШƣőĲШÖfШċŰĬШÂċŔĬШxĲċƻĲШÂƖŸŊƖċůƚ 

ΣрΝΞШůŸŰƣőƚ 9ÅШΡаШ?ĲƻĲũŸƓШċŰĬШ?ĲũŔƻĲƖШsŸŔŰƣШ§ƨƣƖĲċĦőШƽŔƣőШ?§ÅШċŰĬШ?97ÉШƣŸШEĬƨĦċƣĲШEůƓũŸǃĲƖƚШċŰĬШÂċǃƖŸũũШÂƖŸƻŔĬĲƖƚ 



 

ΞΜΞΣШ§E?Ш9ƨƚƣŸůĲƖШÉĲƖƻŔĦĲШѼШìŸƖťŉŸƖĦĲШÉƣƖċƣĲŊŔĲƚШĦƣŔŸŰШÂũċŰШШШ҇ШШШÂċŊĲШΦΥ 

ÂÂE ?fñШаШE ] ]E~E ÑШÅEÉÖxÑÉ 
§E?Ш9ÖÉÑ§~EÅШE ] ]E~E ÑШÅEÉÖxÑÉ 
ÑőŔƚШċƓƓĲŰĬŔǂШƚƨůůċƖŔǍĲƚШǯŰĬŔŰŊƚШŉƖŸůШƚƨƖƻĲǃƚШŸŉШÂċŔĬШxĲċƻĲШ§ƖĲŊŸŰШыÂċŔĬШxĲċƻĲьЯШÖŰĲůƓũŸǃůĲŰƣШ
fŰƚƨƖċŰĦĲШыÖfьЯШ9ŸŰƣƖŔĤƨƣŔŸŰƚШċŰĬШÅĲĦŸƻĲƖǃШы9ѼÅьЯШċŰĬШìŸƖťÉŸƨƖĦĲШ§ƖĲŊŸŰШыìÉ§ьШĦƨƚƣŸůĲƖƚШĦŸŰĬƨĦƣĲĬШ
ŔŰШ ƨŊƨƚƣШċŰĬШÉĲƓƣĲůĤĲƖШΞΜΞΡЮ 
 

Unemployment Insurance Program Customers 

How satisfied are you with your experience?  

 

Paid Leave Oregon Program Customers 

cŸƽШƚċƣŔƚǯĲĬШċƖĲШǃŸƨШƽŔƣőШǃŸƨƖШĲǂƓĲƖŔĲŰĦĲе 

 

 

 

 

 

 

UI pain points:  
1. Phone wait time 
2. Claim processing and 

adjudication wait time 
3. Frances navigation 
4. Communication clarity 
5. ID verification 

 

Paid Leave Oregon pain 
points:  
1. Phone wait time 
2. Submitting 

documentation 
3. Claim processing time 
4. Frances navigation 
5. Inconsistent or unclear 

comms clarity 



 

ΞΜΞΣШ§E?Ш9ƨƚƣŸůĲƖШÉĲƖƻŔĦĲШѼШìŸƖťŉŸƖĦĲШÉƣƖċƣĲŊŔĲƚШĦƣŔŸŰШÂũċŰШШШ҇ШШШÂċŊĲШΦΦ 

Contributions and Recovery Customers 

¶ ΡΝӖШŸŉШĦƨƚƣŸůĲƖƚШљƚċƣŔƚǯĲĬњШŸƖШљƻĲƖǃШƚċƣŔƚǯĲĬњШƽŔƣőШƣőĲШƚĲƖƻŔĦĲШƣőĲǃШƖĲĦĲŔƻĲĬЮ 
¶ ΣΠӖШŸŉШĦƨƚƣŸůĲƖƚШƖĲƓŸƖƣĲĬШƣőċƣШƣőĲШċŊĲŰƣШũŔƚƣĲŰĲĬШƣŸШƣőĲůШċŰĬШƣƖĲċƣĲĬШƣőĲůШƽŔƣőШƖĲƚƓĲĦƣЮ 
¶ ΠΣӖШŸŉШĦƨƚƣŸůĲƖƚШƖĲƓŸƖƣĲĬШƣőċƣШƣőĲŔƖШŔƚƚƨĲШƽċƚШƖĲƚŸũƻĲĬШŔŰШŸŰĲШĦċũũЮ 

 

WorkSource Oregon Customers 

cŸƽШƽŸƨũĬШǃŸƨШƖċƣĲШƣőĲШŸƻĲƖċũũШƕƨċũŔƣǃШŸŉШƚĲƖƻŔĦĲƚеШ 

ΤΦӖШŸŉШŢŸĤШƚĲĲťĲƖƚШƚċŔĬШљĲǂĦĲũũĲŰƣњШŸƖШљŊŸŸĬњ 

ΤΝӖШŸŉШĤƨƚŔŰĲƚƚШĦƨƚƣŸůĲƖƚШƣőċƣШĦũŸƚĲĬШċШŢŸĤШũŔƚƣŔŰŊШ
ƖċƣĲĬШƚĲƖƻŔĦĲШċƚШљĲǂĦĲũũĲŰƣњШŸƖШљŊŸŸĬњ 

 

ìÉ§ШƓċŔŰШƓŸŔŰƣƚа 

ΝЮШ ƻċŔũċĤŔũŔƣǃШŸŉШƻŔƖƣƨċũШċƓƓŸŔŰƣůĲŰƣƚ 

ΞЮШ[ƖŸŰƣШĬĲƚťШċŰĬШĦőĲĦťрŔŰШƓƖŸĦĲƚƚ 

ΟЮШxċĦťШŸŉШťŰŸƽũĲĬŊĲШƖĲŊċƖĬŔŰŊШŰŔĦőĲШ
ŔŰĬƨƚƣƖŔĲƚШŸƖШőŔŊőрũĲƻĲũШŢŸĤƚ 

ΠЮШ§ƨƣĬċƣĲĬШŔ~ċƣĦőÉťŔũũƚШƚǃƚƣĲů 



 

ΞΜΞΣШ§E?Ш9ƨƚƣŸůĲƖШÉĲƖƻŔĦĲШѼШìŸƖťŉŸƖĦĲШÉƣƖċƣĲŊŔĲƚШĦƣŔŸŰШÂũċŰШШШ҇ШШШÂċŊĲШΝΜΜ 

§E?ШE~Âx§òEEШE ] ]E~E ÑШÅEÉÖxÑÉ 

ÑőŔƚШƚĲĦƣŔŸŰШƚƨůůċƖŔǍĲƚШŉĲĲĬĤċĦťШŉƖŸůШ§E?ШĲůƓũŸǃĲĲƚШƖĲŊċƖĬŔŰŊШĦƨƚƣŸůĲƖШƚĲƖƻŔĦĲШĬĲũŔƻĲƖǃШĦőċũũĲŰŊĲƚЯШ
ŔŰƣĲƖŰċũШƚǃƚƣĲůƚЯШċŰĬШĲůƓũŸǃĲĲШĬĲƻĲũŸƓůĲŰƣШċŰĬШƖĲƚŸƨƖĦĲШŰĲĲĬƚЮШÑőĲШǯŰĬŔŰŊƚШċƖĲШĤċƚĲĬШŸŰШċШƣőƖĲĲр
ƓőċƚĲШĲŰŊċŊĲůĲŰƣШƓƖŸĦĲƚƚШĦŸŰĬƨĦƣĲĬШĤĲƣƽĲĲŰШ ƨŊƨƚƣШċŰĬШÉĲƓƣĲůĤĲƖШΞΜΞΡЮ 

Engagement 

ÉƨƖƻĲǃ ы ƨŊШΝΞтΞΞьаШΝЯΜΡΥШƖĲƚƓŸŰƚĲƚШыΥΟΝШĦŸůƓũĲƣĲьЯШƖĲƓƖĲƚĲŰƣŔŰŊШΡΠӖШŸŉШċŊĲŰĦǃШƚƣċǭЮ 

[ŸĦƨƚШ]ƖŸƨƓƚ ыÉĲƓƣШΞтΝΞьаШΞΜΣШƓċƖƣŔĦŔƓċŰƣƚШċĦƖŸƚƚШΞΟШƚĲƚƚŔŸŰƚЮ 

EůƓŸƽĲƖůĲŰƣШ]ƖŸƨƓƚаШ§ƨƣƖĲċĦőШƣŸШċũũŔĲƚШċŰĬШůĲůĤĲƖƚШŸŉШƨŰĬĲƖƖĲƓƖĲƚĲŰƣĲĬШĲůƓũŸǃĲĲШĦŸůůƨŰŔƣŔĲƚЮШ
ÂċƖƣŔĦŔƓċŰƣƚШƽĲƖĲШċƚťĲĬШƚƓĲĦŔǯĦШƕƨĲƚƣŔŸŰƚШƖĲŊċƖĬŔŰŊШƣőĲŔƖШƽŸƖťШĲǂƓĲƖŔĲŰĦĲЮ 

Ш?ŔƻŔƚŔŸŰШÅĲƓƖĲƚĲŰƣċƣŔŸŰ 

 



 

ΞΜΞΣШ§E?Ш9ƨƚƣŸůĲƖШÉĲƖƻŔĦĲШѼШìŸƖťŉŸƖĦĲШÉƣƖċƣĲŊŔĲƚШĦƣŔŸŰШÂũċŰШШШ҇ШШШÂċŊĲШΝΜΝ 

ìőċƣШƖŸũĲШĤĲƚƣШĬĲƚĦƖŔĤĲƚШǃŸƨƖШƽŸƖťе 

 

 

 

 

 

 

 

ÉƨƖƻĲǃШÑċťĲċƽċǃƚ 
 

ůŸŰŊШÖfШċŰĬШÂċŔĬШxĲċƻĲШ§ƖĲŊŸŰШƚƣċǭШƽőŸШ
ƓƖŸƻŔĬĲШĬŔƖĲĦƣШĦƨƚƣŸůĲƖШƚĲƖƻŔĦĲШыΞΣΣШƣŸƣċũШ
ƖĲƚƓŸŰĬĲŰƣƚьЯШƣőĲШƖĲƚŸƨƖĦĲШƣőċƣШƚƣċǭШƚċŔĬШƽŸƨũĬШ
őĲũƓШƣőĲůШљċШũŸƣњШŔŰШƓƖŸƻŔĬŔŰŊШĲǂĦĲũũĲŰƣШĦƨƚƣŸůĲƖШ
ƚĲƖƻŔĦĲШŔƚаШ 
 

љÉůŸŸƣőĲƖШƓƖŸĦĲƚƚĲƚШŔŰШ[ƖċŰĦĲƚњШыΤΟЮΤӖь 

љÉůŸŸƣőĲƖШŔŰƣĲƖŰċũШƓƖŸĦĲƚƚĲƚњШыΣΣЮΡӖьШ 

Шљ9ũĲċƖĲƖШŸƖШƨƓĬċƣĲĬШƖĲƚŸƨƖĦĲƚШŸƖШŊƨŔĬĲƚњШыΣΜЮΞӖь 

ÅŸũĲШÑǃƓĲ ӖШÅĲƚƓŸŰƚĲ 

?ŔƖĲĦƣШĦƨƚƣŸůĲƖШƚĲƖƻŔĦĲ ΣΟЮΡӖ 

fŰƣĲƖŰċũШċĬůŔŰШƚƨƓƓŸƖƣ ΥЮΤӖ 

ÂŸũŔĦǃоƓƖŸŊƖċůШċŰċũǃƚƣ ΝΝЮΣӖ 

§ƣőĲƖШƽŸƖť ΝΣЮΞӖ 

 



 

ΞΜΞΣШ§E?Ш9ƨƚƣŸůĲƖШÉĲƖƻŔĦĲШѼШìŸƖťŉŸƖĦĲШÉƣƖċƣĲŊŔĲƚШĦƣŔŸŰШÂũċŰШШШ҇ШШШÂċŊĲШΝΜΞ 

§E?ШÂ ÅÑ EÅШE ] ]E~E ÑШÅEÉÖxÑÉ 

§E?ШƖĲĦĲŔƻĲĬШŔŰƚŔŊőƣƚШŉƖŸůШċШŰƨůĤĲƖШŸŉШƓċƖƣŰĲƖƚШċŰĬШŔŰƣĲƖĲƚƣĲĬШƓċƖƣŔĲƚЯШŔŰĦũƨĬŔŰŊШċĬƻŸĦċĦǃШŊƖŸƨƓƚЯШ
ƚƣċƣĲШċŊĲŰĦŔĲƚЯШċŰĬШìÉ§ШƓċƖƣŰĲƖƚШыƚĲĲШƣċĤũĲƚШĤĲũŸƽьЮ 

 

 

ĬƻŔƚŸƖǃШ9ŸƨŰĦŔũƚ 

§E?Ш ĬƻŔƚŸƖǃШ9ŸƨŰĦŔũ 

§ƖĲŊŸŰШìŸƖťŉŸƖĦĲШÂċƖƣŰĲƖƚ 

ìŸƖťŉŸƖĦĲШÑċũĲŰƣШ?ĲƻĲũŸƓůĲŰƣШ7ŸċƖĬ 
 

ÉƣċƣĲШ ŊĲŰĦŔĲƚ 

7ƨƖĲċƨШŸŉШxċĤŸƖШѼШfŰĬƨƚƣƖŔĲƚ 

7ƨƚŔŰĲƚƚШ§ƖĲŊŸŰ 

?ĲƓċƖƣůĲŰƣШŸŉШ9ŸŰƚƨůĲƖШѼШ7ƨƚŔŰĲƚƚШÉĲƖƻŔĦĲƚ 

cŔŊőĲƖШEĬƨĦċƣŔŸŰШ9ŸŸƖĬŔŰċƣŔŰŊШ9ŸůůŔƚƚŔŸŰ 

§ƖĲŊŸŰШ?ĲƓċƖƣůĲŰƣШŸŉШcƨůċŰШÉĲƖƻŔĦĲƚ 

§ƖĲŊŸŰШ9ŸůůŔƚƚŔŸŰШŉŸƖШƣőĲШ7ũŔŰĬ 

§ÅШ?ĲƓċƖƣůĲŰƣШŸŉШÅĲƻĲŰƨĲ 
 

 ŸƖƣőƽĲƚƣШ§ƖĲŊŸŰШìŸƖťƚ 

7ĲŰƣŸŰЯШ9ŸƖƻċũũŔƚбШ9ũċƣƚŸƓЯШÉĲċƚŔĬĲбШ9ŸũƨůĤŔċШ
ÉƣЮШcĲũĲŰƚбШxŔŰĦŸũŰЯШxŔŰĦŸũŰШ9ŔƣǃбШxŔŰĦŸũŰЯШ
 ĲƽƓŸƖƣбШÑŔũũċůŸŸťЯШÑŔũũċůŸŸť 

 

ìŸƖťƚǃƚƣĲůƚЯШfŰĦЮ 

~ƨũƣŰŸůċőЯШ]ƖĲƚőċůбШ~ƨũƣŰŸůċőЯШ~ĲƣƖŸШ
 о EбШ~ƨũƣŰŸůċőЯШ~ĲƣƖŸШÉEбШìċƚőŔŰŊƣŸŰЯШ
7ĲċƻĲƖƣŸŰрcŔũũƚĤŸƖŸбШìċƚőŔŰŊƣŸŰЯШÑƨċũċƣŔŰ 

 

9ũċĦťċůċƚШìŸƖťŉŸƖĦĲШÂċƖƣŰĲƖƚőŔƓ 

9ũċĦťċůċƚЯШ§ƖĲŊŸŰШ9Ŕƣǃ 
 

ìŔũũċůĲƣƣĲШìŸƖťŉŸƖĦĲШÂċƖƣŰĲƖƚőŔƓ 

xŔŰŰЯШ ũĤċŰǃбШxŔŰŰЯШxĲĤċŰŸŰбШ~ċƖŔŸŰЯШÉċũĲůбШ
~ċƖŔŸŰЯШìŸŸĬĤƨƖŰбШÂŸũťЯШ?ċũũċƚбШòċůőŔũũЯШ

~Ħ~ŔŰŰƻŔũũĲ 

 

xċŰĲШìŸƖťŉŸƖĦĲШÂċƖƣŰĲƖƚőŔƓ 

xċŰĲЯШEƨŊĲŰĲбШxċŰĲЯШ[ũŸƖĲŰĦĲ 

 

ĬƻŸĦċĦǃШ]ƖŸƨƓƚ 

 ìШÂƨĤũŔĦШ ǭċŔƖƚ 

§ƖĲŊŸŰШ7ƨƚŔŰĲƚƚШ9ŸƨŰĦŔũ 

§ƖĲŊŸŰШxċƽШ9ĲŰƣĲƖ 

 ìШsƨƚƣŔĦĲШÂƖŸŢĲĦƣ 

ůĲƖŔĦċŰШ[ĲĬĲƖċƣŔŸŰШŸŉШxċĤŸƖр9ŸŰŊƖĲƚƚШŸŉШ
fŰĬƨƚƣƖŔċũШ§ƖŊċŰŔǍċƣŔŸŰƚ 

 

9ŸůůƨŰŔƣǃШ7ċƚĲĬШ§ƖŊċŰŔǍċƣŔŸŰƚ 

9ĲŰƣƖŸШ9ƨũƣƨƖċũШĬĲШ9ŸŰĬċĬŸ 

§ƖĲŊŸŰШcƨůċŰШ?ĲƻĲũŸƓůĲŰƣШ9ŸƖƓŸƖċƣŔŸŰ 

ÉŸůċũŔШ ůĲƖŔĦċŰШ9ŸƨŰĦŔũШŸŉШ§ƖĲŊŸŰ 
 

§ƣőĲƖ 

ÑőĲШÉƣċŰĬċƖĬ 

 
ÉìШ§ƖĲŊŸŰШìŸƖťŉŸƖĦĲШfŰƻĲƚƣůĲŰƣШ7ŸċƖĬ 

9ŸŸƚЯШ9ŸŸƚШ7ċǃбШ9ƨƖƖǃЯШ7ƖŸŸťŔŰŊƚбШ?ŸƨŊũċƚЯШ
ÅŸƚĲĤƨƖŊ 

 
ÅŸŊƨĲШìŸƖťŉŸƖĦĲШÂċƖƣŰĲƖƚőŔƓ 

sċĦťƚŸŰЯШ~ĲĬŉŸƖĬбШsŸƚĲƓőŔŰĲЯШ]ƖċŰƣƚШÂċƚƚ 

 
EċƚƣШ9ċƚĦċĬĲƚШìŸƖťƚ 

9ƖŸŸťЯШÂƖŔŰĲƻŔũũĲбШ?ĲƚĦőƨƣĲƚЯШ7ĲŰĬбШ?ĲƚĦőƨƣĲƚЯШ
ÅĲĬůŸŰĬбШsĲǭĲƖƚŸŰЯШ~ċĬƖċƚбШuũċůċƣőЯШ
uũċůċƣőШ[ċũũƚбШìċƚĦŸЯШÑőĲШ?ċũũĲƚ 

 
EċƚƣĲƖŰШ§ƖĲŊŸŰШìŸƖťŉŸƖĦĲ 

7ċťĲƖЯШ7ċťĲƖШ9ŔƣǃбШcċƖŰĲǃЯШ7ƨƖŰƚбШ]ƖċŰƣЯШ
9ċŰǃŸŰШ9ŔƣǃбШ~ċũőĲƨƖЯШ§ŰƣċƖŔŸбШÖůċƣŔũũċЯШ
cĲƖůŔƚƣŸŰбШÖůċƣŔũũċЯШÂĲŰĬũĲƣŸŰбШÖŰŔŸŰЯШxċШ

]ƖċŰĬĲбШìċũũŸƽċЯШEŰƣĲƖƓƖŔƚĲ 

 



 

ΞΜΞΣШ§E?Ш9ƨƚƣŸůĲƖШÉĲƖƻŔĦĲШѼШìŸƖťŉŸƖĦĲШÉƣƖċƣĲŊŔĲƚШĦƣŔŸŰШÂũċŰШШШ҇ШШШÂċŊĲШΝΜΟ 

ÂÂE ?fñШ7аШ 
fШ9§рÂfx§ÑШxEÑÑEÅÉШÂÅ§sE9ÑШ 

 

 

9ŸƓŔũŸƣШÅĲƻŔƚŔŸŰ 
ÂċŔĬШxĲċƻĲШ§ƖĲŊŸŰШрШ7ĲŰĲǯƣШ ƓƓƖŸƻċũШ ŸƣŔĦĲШ 
 
?ċƣĲаШ§ĦƣŸĤĲƖШΤЯШΞΜΞΡШ 
[ƖŸůаШ§ƖĲŊŸŰШEůƓũŸǃůĲŰƣШ?ĲƓċƖƣůĲŰƣШ 
ìĲĤƚŔƣĲаШƓċŔĬũĲċƻĲЮŸƖĲŊŸŰЮŊŸƻШ 
ÂőŸŰĲаШΝрΥΟΟрΥΡΠрΜΝΣΣШыƣŸũũрŉƖĲĲьШ 
 
]ŸŸĬШŰĲƽƚгШòŸƨƖШƓċŔĬШũĲċƻĲШőċƚШĤĲĲŰШċƓƓƖŸƻĲĬЮШ 
cĲƖĲШċƖĲШƣőĲШĬĲƣċŔũƚШŸŉШǃŸƨƖШċƓƓƖŸƻĲĬШũĲċƻĲа 

xĲċƻĲШƣǃƓĲаШ~ĲĬŔĦċũШxĲċƻĲШ 
ìŸƖťШƚĦőĲĬƨũĲаШΡШƽŸƖťĬċǃƚШƓĲƖШƽĲĲťШ 
xĲċƻĲШċůŸƨŰƣаШÖƓШƣŸШΟΟШƽŸƖťĬċǃƚШ 
xĲċƻĲШĬċƣĲƚа 
¶ ÉƣċƖƣаШÉĲƓƣĲůĤĲƖШΝΦЯШΞΜΞΡ 
¶ EŰĬаШ ŸƻĲůĤĲƖШΞЯШΞΜΞΡ 

xĲċƻĲШƚĦőĲĬƨũĲаШ9ŸŰƚĲĦƨƣŔƻĲШыǃŸƨѣũũШƣċťĲШċũũШǃŸƨƖШũĲċƻĲШŔŰШŸŰĲШ
ĤũŸĦťШċŰĬШƽŸŰѣƣШƽŸƖťШĬƨƖŔŰŊШƣőŔƚШƣŔůĲь 

 
ÑőŔƚШċƓƓƖŸƻċũШŔƚШĤċƚĲĬШŸŰШ§ƖĲŊŸŰШũċƽШċŰĬШŸŰũǃШċƓƓũŔĲƚШƣŸШƣőĲШ
ŔŰŉŸƖůċƣŔŸŰШċŰĬШĲůƓũŸǃĲƖƚШũŔƚƣĲĬШŔŰШƣőŔƚШũĲƣƣĲƖЮ 
 
ìőĲŰШƽŔũũШfШŊĲƣШƓċŔĬе 
¶ fƣШůċǃШƣċťĲШƨƓШƣŸШΞШƽĲĲťƚШƣŸШƖĲĦĲŔƻĲШǃŸƨƖШǯƖƚƣШƓċǃůĲŰƣЮ 
¶ òŸƨШĦċŰШĦőĲĦťШǃŸƨƖШƓċǃůĲŰƣШƚƣċƣƨƚШċŰǃƣŔůĲШƨƚŔŰŊШ[ƖċŰĦĲƚШ
§ŰũŔŰĲЯШċƻċŔũċĤũĲШΞΠоΤ 

9ƨƖƖĲŰƣШxĲƣƣĲƖ 
ÂċŔĬШxĲċƻĲШ7ĲŰĲǯƣƚШ?ĲĦŔƚŔŸŰШ 

ìőǃШċůШfШƖĲĦĲŔƻŔŰŊШƣőŔƚШŰŸƣŔĦĲеШ 
ÂċŔĬШxĲċƻĲШ§ƖĲŊŸŰШőċƚШċƓƓƖŸƻĲĬШƣőĲШŉŸũũŸƽŔŰŊШĤĲŰĲǯƣƚШŉŸƖШǃŸƨа 
¶ xĲċƻĲШƣǃƓĲаШ~ĲĬŔĦċũШxĲċƻĲШ 
¶ ìŸƖťШƚĦőĲĬƨũĲаШìŸƖťĬċǃƚШƓĲƖШƽĲĲťаШΡШ 
¶ EůƓũŸǃĲƖыƚьШǃŸƨШƣċťĲШũĲċƻĲШŉƖŸůаШШ 
¶ xĲċƻĲШċůŸƨŰƣаШÖƓШƣŸШΟΟШƽŸƖťĬċǃƚШĤċƚĲĬШŸŰШƣőĲШċƓƓƖŸƻĲĬШƽŸƖťШ
ƚĦőĲĬƨũĲШũŔƚƣĲĬШċĤŸƻĲШ 

¶ xĲċƻĲШƚƣċƖƣШĬċƣĲаШÉĲƓƣĲůĤĲƖШΝΦЯШΞΜΞΡШ 
¶ xĲċƻĲШĲŰĬШĬċƣĲаШ ŸƻĲůĤĲƖШΞЯШΞΜΞΡШ 
¶ xĲċƻĲШƚĦőĲĬƨũĲаШ9ŸŰƚĲĦƨƣŔƻĲШũĲċƻĲШƚĦőĲĬƨũĲШ 
9ŸŰƚĲĦƨƣŔƻĲШũĲċƻĲШůĲċŰƚШǃŸƨШƣċťĲШċũũШƓċŔĬШũĲċƻĲШĤĲƣƽĲĲŰШƣőĲШ
ƚƣċƖƣШċŰĬШƣőĲШĲŰĬШŸŉШǃŸƨƖШũĲċƻĲШċŰĬШǃŸƨШĦċŰŰŸƣШƽŸƖťШƽőŔũĲШŸŰШ
ũĲċƻĲЮ 
 

ìĲШĤċƚĲĬШŸƨƖШĬĲĦŔƚŔŸŰШƣŸШċƓƓƖŸƻĲШǃŸƨƖШĤĲŰĲǯƣƚШċĦĦŸƖĬŔŰŊШƣŸШ§ƖĲŊŸŰШ
ũċƽЯШƚƓĲĦŔǯĦċũũǃШ§ÅÉШΣΡΤ7ЮΜΝΡЯШ§ÅÉШΣΡΤ7ЮΜΞΜЯШ§ÅÉШΣΡΤ7ЮΝΝШ§бШ§ ÅШ 
ΠΤΝрΜΤΜрΝΝΜΜЯШ§ ÅШΠΤΝрΜΤΜрΝΝΝΜЯШ§ ÅШΠΤΝрΜΤΜрΝΝΞΜЯШ§ Å 
ΠΤΝрΜΤΜрΝΝΟΜЯШ§ ÅШΠΤΝрΜΤΜрΝΞΟΜЮ 
 
ÑőŔƚШċƓƓƖŸƻċũШŸŰũǃШċƓƓũŔĲƚШƣŸШƣőĲШŔŰŉŸƖůċƣŔŸŰШċŰĬШĲůƓũŸǃĲƖƚШũŔƚƣĲĬШŸŰШ
ƣőŔƚШũĲƣƣĲƖЮШìĲШőċƻĲШċƓƓƖŸƻĲĬШǃŸƨƖШĤĲŰĲǯƣƚШũŔƚƣĲĬШŸŰШƣőŔƚШũĲƣƣĲƖШŔŉШƽĲШ
őċƻĲШŰŸƣ 



 

ΞΜΞΣШ§E?Ш9ƨƚƣŸůĲƖШÉĲƖƻŔĦĲШѼШìŸƖťŉŸƖĦĲШÉƣƖċƣĲŊŔĲƚШĦƣŔŸŰШÂũċŰШШШ҇ШШШÂċŊĲШΝΜΠ 

ÂÂE ?fñШ9аШì§Åu[§Å9EШÉòÉÑE~Ш
[Ö ?f ]Ш?EÑ fxÉ 

 



 

ΞΜΞΣШ§E?Ш9ƨƚƣŸůĲƖШÉĲƖƻŔĦĲШѼШìŸƖťŉŸƖĦĲШÉƣƖċƣĲŊŔĲƚШĦƣŔŸŰШÂũċŰШШШ҇ШШШÂċŊĲШΝΜΡ 

 


	Table of Contents
	Executive Summary
	Strengthening Customer Service and Oregon’s Workforce System
	How We Conducted the Review
	Key Themes from the Review
	Priority Actions
	Looking Ahead


	Introduction
	BACKGROUND
	METHODOLOGY
	Centering the Customer Experience
	Unemployment Insurance Customer Journey Map
	Paid Leave Oregon Customer Journey Map

	Agency Overview
	Contributions and Recovery
	Paid Leave Oregon
	Unemployment Insurance
	Workforce and Economic Research
	Workforce Operations
	Information Technology Services

	Current Performance Metrics
	What we heard – Summary of engagement findings
	Unemployment Insurance Challenges  UNEMPLOYMENT INSURANCE opportunities
	Paid Leave Oregon Challenges
	PAID LEAVE OREGON opportunities
	Organizational Challenges and Opportunities
	Challenges
	Opportunities

	WORKFORCE SYSTEM CHALLENGES AND OPPORTUNITIES
	Challenges
	Opportunities


	Action Items
	Part A: Organizational Changes
	(ORG 1) Director’s Office Changes (prioritized/in progress)
	(ORG 2) Centralizing Data Analytics to Support Agency-Wide Performance (prioritized/in progress)
	(ORG 3) Evaluate How to Integrate Modernization Division Capacity into Agency-Wide Strategy, Performance, and Continuous Improvement (prioritized/in progress)
	(ORG 4) OED’s Learning, Development, and Training (prioritized/in progress)

	Part B: Agency-Wide and  Cross-Division Actions
	(OED 1) Renew Strategic Communications Focus (prioritized/in progress)
	(OED 2) Use AI to Improve Customer Journey and Employee Workflows (prioritized/in progress)
	(OED 3) Review and Update All Customer-Facing Communications (letters, applications, e-screens, web notices and forms) to Ensure They are Clear and Easy for Customers to Understand (prioritized/in progress)
	(OED 4) Unemployment Insurance (UI) Customers Visiting WorkSource Oregon Offices with UI Questions (prioritized/in progress)
	(OED 5) Cross-Training and Closer Connecting Customer Service Representatives (prioritized/in progress)
	(OED 6) Training Needs
	(OED 7) Standard Operating Procedures, Employee Manuals, and Handbooks
	(OED 8) Streamline Customer Escalation Platforms (prioritized/in progress)
	(OED 9) Establish Ongoing Feedback Mechanisms for Customers and Employees
	(OED 10) Data for Goal Setting, Process Improvement, and Accountability (prioritized/in progress)
	(OED 11) Enhancing Self-Help Options for Customers
	(OED 12) Update the Access Letter Process for Address Change (prioritized/in progress)
	(OED 13) Create a Live Claim Status Tracker (prioritized/in progress)

	Part C: Unemployment Insurance
	Customer Service Actions
	(UI 1) Estimated Wait Times (prioritized/in progress)
	(UI 2) Training for UI Customers
	(UI 3) Customer Checklist and Due Date Resources
	(UI 4) Pilot an Appointment-Based Outbound Call System (prioritized/in progress)
	(UI 6) Improve Expired Task Communication (prioritized/in progress)
	(UI 7) Launch a “Grace Period” to Complete Requirements (prioritized/in progress)
	(UI 8) Integrate UI and WO Modernized Systems (prioritized/in progress)
	(UI 9) Redesign the Claim Restart Process (prioritized/in progress)
	(UI 10) Update Fact-Finding Questionnaires
	(UI 11) Pilot Appointments for Adjudication
	(UI 12) Program Effectiveness Projects (prioritized/in progress)
	(UI 13) First-Call Resolution Rate Tracking (prioritized/in progress)
	(UI 14) Redefine Frances Initial Date of Detection
	(UI 15) Review and Update UI Laws and Rules (prioritized/in progress)


	Part D: Paid Leave Oregon
	Summary
	Paid Leave Customer Service Actions
	(PL 1) Establish an Interface with Health Care Providers (prioritized/in progress)
	(PL 2) Expand the Paid Leave Connector Program (prioritized/in progress)
	(PL 3) Streamline the Application Process
	(PL 4) Enhance Claim Statuses and Resources
	(PL 5) Implement Trauma-Informed Care Strategy (prioritized/in progress)
	(PL 6) Evaluate Using New Tools to Improve Workforce Management
	(PL 7) Enhance Quality Assurance Processes (prioritized/in progress)
	(PL 8) Improve Employer Online Service
	(PL 9) Set Up Designated Representative Account Functionality (prioritized/in progress)
	(PL 10) Enhance Appeals Functionality
	(PL 11) Enhance Outreach Services, Accessibility, and Equitable Access (prioritized/in progress)
	(PL 12) Improve Claim Decisions
	(PL 13) Improve Claim Benefit Issues
	(PL 14) Implement Claim Issue Automation
	(PL 15) Improve Financials and Overpayment Functionality
	(PL 16) Enhance Fraud Investigations and ID Verification
	(PL 17) Establish Compliance Functionality
	(PL 18) Improve Staff Task Management in Frances
	(PL 19) Enhance Equivalent Plan Reporting
	(PL 20) Improve (program) Self-Service Options in Frances
	(PL 21) Test Live Chat Functionality in Frances


	Part E: Contributions and Recovery - OED’s business support services
	Summary
	Customer Service Actions
	(CR 2) Update “Status” Categories for Quarterly Payroll Reports (prioritized/in progress)
	(CR 3) Train Managers on Data Literacy and Continuous Improvement Tools and Methodologies (prioritized/in progress)
	(CR 4) Explore Going Paperless or Strategies for Reducing Paper in Partnership with the UI and Paid Leave Programs
	(CR 5) Develop and Deliver Joint Outreach with DOR and DCBS to Educate Employers and Payroll Providers
	(CR 6) Update the OED Employer Webpage (prioritized/in progress)


	Part F: Frances Integration and Optimization
	Summary
	Prioritization Process

	Actions
	(FR 1) Restructure Frances Governance (prioritized/in progress)
	(FR 2) Conduct a Detailed Options Analysis for Improvement of Frances/Frances Online Support (prioritized/in progress)
	(FR 3) Establish an Organizational Change Management (OCM) Project (prioritized/in progress)
	(FR 4) Conduct an Analysis of Aging SQRs (prioritized/in progress)
	(FR 5) Increase SQR Completion Capacity (prioritized/in progress)
	(FR 6) Enhance the SQR Prioritization Process (prioritized/in progress)


	Part G: Workforce Operations & the Workforce System
	Summary
	Background
	Workforce System Structure
	Workforce Operations within the Workforce System
	Oregon’s Workforce System - Past Assessments: Themes and Gaps

	Actions
	Actions Regarding OED’s WSO Program
	(WO 1) Finish WO Modernization Project (prioritized/in progress)
	(WO 2) Upgrade Telephone Platforms and Use AI to Provide Self-Serve Opportunities (prioritized/in progress)
	(WO 3) Launch Live Chat and Statewide Customer Access to On-Demand Video Calls (prioritized/in progress)
	(WO 4) Create and Launch a Strategic Communications Plan (prioritized/in progress)
	Actions Regarding Oregon’s Workforce Development and Support Missions
	(WO 5) Align Title I and Title III Administration and Funding Within OED (prioritized/in progress)
	(WO 8) Evaluate Making OED the Administrator for WIOA Title II and Title IV


	Prioritized Projects List
	Appendix A: Engagement Results
	OED Customer Engagement Results
	Unemployment Insurance Program Customers
	Paid Leave Oregon Program Customers
	Contributions and Recovery Customers
	WorkSource Oregon Customers

	OED Employee Engagement Results
	Engagement


	Appendix B:  AI Co-Pilot Letters Project
	Appendix C: Workforce system funding details

