State of Oregon
Employment
Department

Nc EWUWE§ AE] § WE~AX 8
? EA AN~E Nk EW9 OE I
EEAéf 9OEWCW §Au[ §/
ENA NE] 9 NfESU LA x

WEql ¢cqUUNRAWAYCT G¢c GllgqY Wf & Gl
EU6cURRURNDLWS2]1 W72t RUWJt Yt WE2 G
AL YDI Ittt RUNDWST WINYUKkt Wi YI tnY

~Cl| IBEM=ZX



O

[ JAl 2¢ 1 ! WUINOAW=M=X

UT 1 Us WEqYO3AW?RI UDHqVYI
§1 UNYUWEGGGY! alU0Uqw?2Ge!l qadlq
YTPWOURYUWEq! WWqW E
EcCONOAWSAWLOPTONN

?210¢1 W?RI UHqVY! WEqYO34

Né6¢Ut W YelWnY!l Wt eAGRqaqRUNWa6 WE!I WNYUWEG G

¢cUOl Wi YI tnYIl H#IJWE dlqdRey BRI EIAIR Y §F OREG @130t R2 1J LW
Jt GYUt UWgVYWa! WREC!I NWWqYW! Ye WgYWRGGI Y21JW
| ¢ URNE AWIU6¢ URIPDW! Yel WHRY!I DWGRt + RYUWY LWt 2
NUUWI ¢qlWo RARIUHARIYH IHRIUNW G 6 IGWEdCH T RHE LWs Y |

NESAUWEWRHY GG J0T ¢ qRYUY Ws ROGWRAEG!I Y21 LWs 6¢ q WIS E
AYGOGRqGUUqUWqYWGWIWqRUNWG! WIFGUHAgEe qRY Ut OWNRN
GRNGRN6qWe Ul WGI RYI RqRAWLWE qlagdé Rt WaqRG IO

SE?2 W I 213t W8I WNYURc Ut We aqt Y4 13ty UReUGDIUR| LILTGY
cWGel WO0qaWwyY!l wee2RUNWe UWe UN+FGUHqUT WRGG U
Uc2RNEqRUNWSESE?kt WGYOGRARIIN We UT WG YHIJE  1J% 0Q
RGGI Y2UWaWUqt AWRUAG2T RUNW6 JWI R2JWHG e RAt W
0T+ WqYWHzt qYaDlt Wt 6Ye ol WHWDWE WqYGWGI RY

EDRYUTI aWw! Yel W I3aYa a0l ¢cqRYUY Waéc¢ aqlle qRORA
DG GOY! DUt Ws RS W6 IRI Ws YI t] Yst W6¢20Waé6 WG
Het ROt oWwf wWOHEYel ¢nNW! Ye WqgqVYWHY UqRUe [1lFqld
Eql ¢cqUNRt qWaVYWwt #YGUIWe UT WRAGHEWGWUqWa6 I3t 1JLW
cNUUARRVY WRcUWet YW f W enda! WeUT WIQUHQR2 I

f OWl U2 RIGHAMRY!UNRS [WHEGIc ] Wadcéqlls JW 6 ¢l JWe WH
3211 ! q6 RUNWs Wl YUt YWagSecqWI21I3l ! W qc¢caqlldWl Y
| DAYGAG WUl ¢cqRYUt W YeWYeqtiRUWDWNnYHet WYUWWJOR
JO RARIJAIAERNM W6 JWGe HORHLWs YI tnYIl #IW 't qlJa KO

SMIEBR qYa U WEWI 2 RAVWAOWLH§ R ¥ il fusAREd ¢ qlI DRIt |



oYel W WEYGAGUWUT ¢ qRWOLMNIREL IR § R W IR qLE 1 LR
S§E? WRY WYUNWRAGGWT REqUWYGGY! qa URaq! Wa VY W Y Waq
Hlgqaqldl WedaRNOWE UOT WaW201 ¢NUWYel WGe HORHAWSs Y

RUcOO! AWgé IWs YI t WHAHORUNDWI YUWWE qWISE? &kt Wi Y
JeT RUNW@6!I YenNS6WS! INYUkt WAL Y GUI Ra! WAYel
> Ul WRqWRY W2RactWao6e qlI§E? kY WA Rt + RA WLy & I 1J1L
0T W 2GGY!l qWYel WHet RUJYt WAYGGa URq! WRY We #
§GUI ¢cqRYUt We UT WRAGGI Y2RUNDWY I 2RANY WeE qWRat
' Yel Ws Yl t OWUNSRY WRUHG 2T 13t WIUE ¢ UAMIGEN LD IIYLLEE A
¢UT WUt el RUNDWTYALW 2 GGY!l gt WeadRNULWs Ra6 Waé 1
oYel WUOY! qt WagYWt ql UNgq6WUWs 6¢aqllgédW q¢aqll
§1 INYUKkt WGI Y GUI Rqa! We UT Wt e #HIY + WRU LW 6 1JWn

oYaW6¢2WWRT WUqR3WIT We Wt RDUR3HcUqWUea G AL WY
q6 Rt Ws YI t Ws RGGWAHIIWI Whe RI IJT HOWf qlls RG 0 WHIWR
q6 VYt Wl WAYGAWUT ¢ qRYUYt Wf WE¢2WE RNE Y KRING 6 RU
G6C20Waq6 NWGYt qWRGGEeHqUWYUWSE! INYURC¢ @R UalmoYY ella
| 3AEYGAWUOT ¢qRYUY OWT YI ¢t WHeUOWe UT Wt 6Yedl WAHEN

f qWRt WU2RT WUqWa6cqlUEE?2WHYAGGI R It WERNGT! LW

HYUt Rt qUUqad! W 3aYUt ql ¢qlWe Wt ql YURWHEY GG Rq
qYlW 2GGY!l qu! Yewec Ul W6WGGWaY2UWaq6RY Ws YI t Wn

ERUHII Ja!

7»—-—21:1

] Y211 UYIlI WNRU¢ WuYaqldt

SMIEBR qYa U WEWI 2 RAVWAOWLH§ R ¥ il AsRAREI ¢ qlI DRIt |



20gI1Ylg1 OY! WuYqlt aw

i 610W! Ye We GORIRIIi@IN qUsGIILs | 190 Y U WE G G &g 'EPU! U\ d A MG 10 Loydd 10010
I RI DAqR2JaWRGGI Y2 1JWa 6dd LRIl dirRIm YV ciliFie 6 Ny L | I0E 0no0n0a (26 R
Yel WHYI WG Rt + RY U LWY@hYLE 1HGIE YY LRt Ut i e opREBRILII 6 LR LI J apregikaiii 111 |
HIdgqaldl We 6 & 4k o des8l 6t cRyCUDs LD LU+ CHRDUWLLT VY 1AL e i\ LER G06 MSlE @ el o) Y
ROGI Y2 UWrezt &NOd MUCUH 2181 U2HRIHIY &G0 Y R)tgte ARYOU HoLa Nitte Re 40 & R R LY it
Y 2 q GNRNINOA o IR (UGS D0 GWE E? WA g alJk RIGIEY R 21 RI10 D RIE e MR R &R & R Wl
BGGayY! G1UqtoW

f GG ool AFOUIM WD ¢ H6 1IT WY 2 q Wdre Wandyaddt ¢ GATLLH b R (Boj WS ¢1d + apflDd | LK ¢
qYWnNne RUWRBP RN HIH GMR OG@aEinI 1Jd b RIGR IDHI T A ¢ H 11 W= D6 RN IR 2 1J7T |
HYOGO VYU LLGEE DGac! + We UWRGGY! q¢ UGAUUY ¢ i 10LH R (TR R rEIE GHicapt VLI |
b ooqétmUl WYel Wt qé¢oWe!l YW T RAC &R ilgWide DWE KU GEE B1 Hile 6 B
COt YWYl UT Wrae WrEIIEG R RAR & 6 diE diR RYIG G IOWHA 2 ts RIW 10t ¢ L0 #H
2U¢ s ¢l 1JeYanldl a0l WR U Ws 6 R 6 LlselifIoe | Yop RT 1J LW

Aune! T RUNIBY &) ILLdHHdidpdRes fEFMAdE My UR! Wne 00 WY n WHY Gsh Ra LU UG
FEYI qenNPWY nWae a3U0q A WGd RE dUSILY T 00 B YUID 10 B T (066 G0N LIcUGh | LT G
b ¢ o We H#I1 Y Hf LG N0 AL 1Y 0 H!aps 00 dI0 1012 1310 LY n YIRS O HRAVSEE O oy Ll Y L
C NG IEN W q RO G LW 1JHYS 213510 RWMWH LN Cn Ul @15 NG E g U a REIA W B 1
AcRT Wx We20Ws!l yNnYUaWe U1 Widd 1DdaLng dlPANRy YEUIRI of iy L] U HE6UE

NS WWRT ¢t we U7 Wt Y o R RE @B WS WiIR 13106 o IR Wad RY UWY n Wa 6 |
HYGOGRqOGWUqWqVYWRG Gl 2 R GaRilIWs DMLY GR 3 BEG6 RN HHEdG &0 @il 6 + L
t D@y | ¢ WHIIUqI! BT WY U Wa GOILBHY 22t LU 6 i LIkISGE3I) LRAROHH0JY G 131 L
q6l YenNno@ealim@ IRWRG Wl JWYea| WOMA:2t Ws RaaWwl WaeRU

NSl Dwe U mwaudic RWOY 2 ¢ qR2 VWRG e K d aiid A amue: a 18 10 1R Sl Ly i d= &) 1l
ql ! RUDN WE\iss Lat{YSORI Nk sLIRIdY & W12 RN ¢IK0c + W & 2 1JWe O R WMKERID V10 1) O ¥ ¢
b e HAUUT WRaWRY WOY & Wé @'h SRenilkbclzUR Hid 10 dUMLNGTRID dp@RUILIB LWIJ G + 13 oW |
AYUqRUeYe 6§ ldly Wa 1313 cpilly BIR hiH=d) WermIdmme | Wi 1) AR ARR EYELLMIVOcR
t U YRstUILE & aol 6 IOTLLLE 6! YHR D Wil IR & i LWiqy | ! WS 1D 1T 'AdLd B decldsiiH R Wa Y U
b 2 AAEIWOt | 1O

Néc¢ Ut W Y@wa V1 Wt YR GLUIERFRLWIIDYILE Rl & & U R ¢ WO 1) skl dlbji6YLIN G alli
qYWHRYUqRUz2 RUNLWaq 6 RH dlBlJl aylill &h LRy kB @ LG dy 12 [LOW Ws 13 LW

AUt GURgqnedGa! AW

UT | Us WAKOWE qVY T 3
2RI DHEqY! AW DNYUWEGGOY! alUqW?213Ge!l qalllq

SMIEBR qYa U WEWI 2 RAVWAWLH§ R ¥ il EAMRAREI ¢ qlINDRIJt |



N 7xEWIS[ W98 NE NE

EFIHE QR2 IE. 20061 s e et ee s e ete e ae e P
I I A TN - /= 304 OO Y
OvwnaGcuyY! GWUquWf Ut el ¢ URIIWY. 2.1.q.Y.0.101. Ws.Y.2.L.0LL W~c.GNM

ACRT Wx Wec20Wg!l INYUW9.2.4.q.Y.0.100. . Ws Ye.l. Ul W=¢c.GU......... NN

AN RO S AT N B = 3 N RSOSSN N

3

921 1 DUqWA! n Y L0 URIW= 100l REL .o e e, N
i 6¢aqlls dA&EIdalel W WY nwWJone.ni gz UlL.RUNDL ..o e N

M

8§l DcURA¢CqRYUCTOW9 G¢ 00000 We. 0T Ws.GGY.l.q2.URaR.IIL.

HORY ULf @Il s e ettt et te e e as eeteeteeaeesesaeeeeetesaeanns en 2 =

Acl quw awWsgl Ne URACGRY.U.L.GIAE.C.UNIE ..ot ot e =0

>

¢l qW7 a@UR TNIMEAD @ IRARE RIVIULL...H.aRY. O s e, =3

¢l quwoaWOUWE GO Y.L.aLUa . b, 2.1 0B s e e ns

>

>
(@]

c 1l qW? alAC RTLXIIG.2MIILE.L JDY. U e e P

c 1l qWEa W9 YUq! RHAasRYAIM WK a0H RUAIHHYLENIE. G EY.1..g.W 1112 REIX

>
(@)

(o]

2t qYO Ul WENL2RENW. .BGRY.Uh i e e, ST

Acl qu[ awW[ ! ¢ UVt Wf Uqunl.c.qRY.0WeUL.WS.GqRIRACQRY.UTM

oO-

Acl quWw] alWhi YI t nY!l HIOWS GWI ¢ q.RY.OL. WAL SIWi. Y.L £.n Y.L HIIME! t

Al RYI RORADIL.WAL. Y. T IR QL WX RE . Qi e e, ® M
GGUUT R+l aWEUNGNUANUqUA LY 2.0.0 s e e DY
GGUUT R+pNRa Wiy LLifx W@ L1 4 LA LY. T E.Q s e NMO

GGUUIT R+fW9alli YI tnY!l #UWL.LL . qUl W2 ULRODW.ILg.c. RAINMM

SMIEBR qYa U WEWI 2 RAVWAOWLH§ R ¥ il fus#ABREd ¢ qlINDRIJt |



O ONHOE&E Ao

E
AE 1] NcE f ]J]WO9OOENS~EABRIEE AE 1
Aul SA9EWEOENE~

GIUWsI DNYUWEGGTOY! A lU0qW?213Ge!l qaVUqUuEE?b WGGCE! t We WH
2| RUDWG ¢ T VY WG Bih HREERRYE R UDIDHATY 10 81 vy O & + HRIGHY 0N GV a 19Y 019 L
CWTYAAWs DaHEYGUE We WHSRAGT AWOUUIT + WqRAG WMWY LWHE! YWn Yl W
Gl Y2RT JUW 2 GGY | q UEhikel cUic il dld20R5alén§YHI @p Ma tl 8 eHYLIIL CGREDE T FRIND D& LA NIT0I
Hzt RUIJE + 13t WE BIWY {GHIHGRE |0 L dlb oyl d$IiRnE ARG YR Unldit 13 H2UR #1131 A We +
¢ U1 W6 Vi G ulpckdgiiue B IRKIDEHG @t 13 Wa 6 1R 0 GIE&EH &UA Ic dd W 10 i G @ Wil 2 |
Foal 3+ ne iy80 MDY WeRcUD t WORPT WHG el WRUN Y g BYI0 Ailg B d 4

o —¢ Zz

qWaé W] Y2131 UYIl kt W RI DAqRYUAWSE?2WHRYUT e HaqlJT We W 132
f Ut 2l ¢ URVWHOf b AlA & R LSV eoB ERUFS2| g RYVYO WAAWA IIHY 2 131 W We 9 C
bii EGIT Wa6 W[ 1 ¢ URDE WE UVnRUDGJIELR ! Idj 36IR T HRmENopiRIAL DI = @i dlby LR LU
Hel | RUJI Y WI+RY qAWe U7 Ws 6¢ qWRAGGI Y230 WU0qt Ws RGO WG ¢t 1JW
5 1J LUt HOW 2 1J

How We Conducted the Review

NYWe OT 31+ q¢ Ul W6 Ys WEE? Kt W 3B RGN0 IS WRIE Fd d IRUINYLIRIIEK
b oo GEUIR O & eWRAUNGNAWI G GG Y! It AWGe | q U IHE sARUe WD R DaG 100 al

T ~VYI 1JWaMMNiem Ry @ROIAGR T RUNDWOf WHGcRAGcUqt AWAE RT Wx J¢ :

JaGay! 3+ w

T ~YI 1JuMrmiOcmn Y ByicGo g U1 WeERDGd g0 B UG W

f ~YI UDWgé6cUW=NME:| §BHEREBOGLT RO Wn YHat WNI Ye Gt W

 ~cUAdl qMUORNIq ! B¢ loy AT 2 MHRINDRt GcaqVYl t AWHat RO+ WNI
YI DcURA¢cqRYUt dWGdYRcOWs YI tnY!l AIJWAY¢!I T+ Awe 0T Wt q

NEUWnIWUIT He Bt W B2 ¢a 3T WRGPWe!l WY Ut Rt qUUaqllg 613613t WE
Key Themedrom the Review

T 9et aqvYaldl i LIJUIJIJT WHG el ul FlLIJnCI~G¢IJ]'FIJLMI1IWG£UHIIHJHHI?€FUJ]D§UFI£I

a ¢t 1) L YWEDEDR q W RG It We U7 wWe UG el WRUOY qdleYHLmLRH(aUHﬂMlLIrﬁﬁLMI
T UIRBWYRItGeROAWEE OT WRHIOHRUNDWGe! a 13U q

f Eqcollc! WWAYAGGRqaqUT WH2 qWU T WH IEa@l YU ajMI Ll 5 Lid Ol LlidiEYD
Het qYa Ul t WHeqWne HUWRUARYUt Rt qUUqWGI YRIJT 21 Ut AWGRG
cOsc!t WJct ! WaVYWet 1JoW

SMIEBR qYa U WEWI 2 RAVWAOWLH§ R ¥ il AsRAREI ¢ qlI DRIt |



T i E8U0ql t Wel YW IHEIIR2 RUND WO L& ladY @ RIH W dUsY 1% o WH) LY Y dp L
6100 GRAIfkgeplH We | JWUYqWal ¢ RUPDT WY Weeq6VY!l RAIDT Wa VY W3 + |
HC GEeHRq! WnVYIlI WYGGOY! aUqWt 31 2RAENIE OW

f EGGOY! Wl t WseUqWt RAGGHII WG Y IO LI {E A ¢UE Tc A ¢ IRIGIIMWD &
¢l WWe UT Ul eqRIORANT AWt GlEERRIC R W10 HLLHIFID WA @ T8 Wi Eiddle I RIS
| DGY! qRUNDWqYYat AWRGUIe! 31 WRUOY ql 2 wduR Y UL 16 d WTLL R Y 1318
FIJ210 ¢ 0WGH YNUDd &vie IR Y I @GHE W ddR) SRID MMt ¢ U! Ws 1 Wwe Ué s ¢
b 31 2 RAENE 1O

Priority Actions

Némquﬁﬂm@mﬂlﬁmu WYUWGI ¢ HaqRHC G W qlGt Wadbc¢aqllds RUGLWGEt 1
ql ¢ Ut Gel WUqAWwe Odf YA d HIdUY Goid end Gipogixial = 1J U dild Gilo GRIOLHARD q Y
5 Y1 t Wci@iWRUq Y Wn Y e it e RIGRUAR aoRIY N | CiRIARE OdE AP RIS IGIICRPRFa I L1
ROGI Y208 WUqt Wa VY W[R GUFEAI CLLE EaiRAE B en Ol Hmwt '+ qlda ko

NKEI D¢ URAcqRYUc¢ tlally § s VA GUBEHMal DWYel WeNWUH! We UT
t RDUR3HcUqUWRGOGGEe HaqWYULWY e | ficGH R @ Rd!IRidah YR L3R HilVagiiM.
Fal JUNq6 JURUNLWG6 W Y 2 Ul Gl quRRYEDREGGUIVIG I ¢ q RY Ut WY n W
¢ Ot RUNDWE I qRIARCOWRUqUIGEGRNIDURIDWgYWRGAGG!I Y2IJWIIORHA
1 2102 IRATE qlgddg ¢ We U7 Wé 0 qiIGRBR AL I Wa 6 IWe PIYUR! Wa Y Wa 1
cHA21 ¢cqlla! 10

9 AVDURHEYY UWn ige t i O R WRAC qRY UL Wt YWSs ! WNYUR¢ Ut Wt |
¢cUT W6 Ys WaVYWeHAIL T Wa61Ja 1O

1 OGIRWMUN ¢gc UTRUWIM KRBT ¢ 1 T WYGWI ¢qRUNWGI YHRHIT 21 1t AWT

f 7YORGAR | Wal ¢ RUMUIN ALIAIZAIGVREEMI Uq WY o 31 RUNDY WaY WG
AYUqRUzDWaqVYWaWe!l UWYUWg6 WWTYALWE W3 WWREGHE WA WUq

SOt qYOa Ul WEWI 2 RADUFUWCS VIZHIZOGUXtRUND W 6 I WHz1t qYaJl U
Gl YHIJE L 13t Ws 6 131 13 Ws HJIarid o E IRy NESHG 2 R+ RURD t 2 13t WHe UW
ql ¢ RIGIBRG] Y2 1J6 IRGE IR WambYRA Al qdYI@BWNWI 6 Y2 RUNDWHAE T | RIJI
sPOdWet Wiet RUNDWRUNY! Gc¢cqRY U WI@EHUR WIRIHEHMWIEY (I AWe U1
 ARR Wy ¢ q R Yo IR ULION 1A8H 10 § qURIVHLLLY Y WH 2 tps ¥V 1a1IY O Wik 2 6 @

UuuaT ouw
f ERO GRIUAT 6 WHaH afRWND WHY G G2 URAEcqRY Ut Wet RUNWGG ¢ RU
UYqRHIDt AWe UT wYUa RO Waget t1t 1O
 xc¢ce BRI R2IIWATCEROW qcaqet Wl ¢HE U WnyY!l WO we UT W
f Eql DRINXRWWG! YR L Ut WnY!l WerHARY2UqW2ll R3IHC qRY U4
LUl LU

SMIEBR qYa U WEWI 2 RAVWAWLH§ R ¥ il ASRAREI ¢ qlINDRIJt |



O GGl Y2IW6 Y5 Ws JWaecUeNWaHUUE UE0HWRWEIE Y R U LW E WG |
nYl WHIOU3 qt AW ¢ ¢ WGI YHIIE + WHGC RO AWe O WG GayY! 13
RUN Y1 Ofclo@R YR JUqt Ws Rq 6 RO WA GifR6t I 6 13 CojlJILD rilMIFR 2V i LR VI
cUT Wl Ut GYUT Wa YI Ve RAT G !'slg Vv WR &Gy G 1J1 wWe OT Wt qc¢ o
g 9YUt YR@MUG dqut qR B ccald®2 131 Uc¢ U I1JWn Y | pllld € BIGRIR |6 |R WIS
¢ f URIRIBI2 JaGYGGWUqWe UT We U¢ G! t R BIHHEIGEHRIG Wy TUE dl

RO GIIY2UK@WI LW LW
f EU6 RUBDBGILY H1Jt + WnY! W WART RUNWs 6 R diaud Y e ¢ Il W1 R ¢
Gect W Gcaall AWgRAGUIG! W !+ qUAWRGGI Y2I3GWUqt oW

N GG Y20 B UN WG #FLIW Y1 t K BHIUAWED 1 qubcdUT W q¢ q s RT UL
UWUT We GT ¢qlT WaVYVYat wWe O WHII g qUDip metil &1 ¥V RIO¢ G 8 o 10 Llls K
q6 8 RIUG WS NG GWTYHY 13Ut 131+ we U7 WIa ;oo ! LR & Hildes #3J+ + LY
f GRONRqGUWf We UT WNRaGUWF f f RIEE O BRI did R GCGEME Gl

s RagéWal ¢ RURWNDWI Wt Yel HIJY
O ~YI DRERA JWa ¢ Uc¢ NG IgdHar6ccOd NUTikg NN & g apid | We o RN U Wt |
t 2GGYIl qWs RS RUWaHID Ws YI t nY | HIJW !+ qlJd
T EfGRUARI qeacdalt I 2RAI W eH#SGWEt WIR2WJWHGC qe UT W
 OGNIREMB WG YULRW '+ quaWet RUNWE I qRIMRE @ WRIY @Ig RY

Looking Ahead

NS ULWe RYRBOEO W2 RT UWe WHGUCE! WGE qéWnY! WRAGGI Y2RUNDLWHe2 ¢
Faql JUNq6 URUNDWS!T WNYUkY Ws YI tnYIl HIJW !+ qUGOW7! WnY+He
YT U ORAVUT WaqWHGEUY O YN!EARIG AR U g E ¥ OINWE | LINAELIRGEIN QULBHG T LI+ 1.
méet ql AWaY! W JdReHGUAWE U7 WayY! YWe #81IHF RAG W 1 2 R

cYs U201 AlqdJWe NIIUA! WH & 0 (e YR W 116 8 E 8D 10 iy G s 6 R & B LWL
Ct WGYtt RAGIJWE + Lsbl2 LIRGAR B019 (log R JUE YiSd RIFAID A dUGH oy T I Hqt We Ul
cNUUA!D ( WHYD O RGO U GRNE Ry R d RIZ 101 W RDALREI IRIDIRERIERTY T 'RLG R
q6 I WRa @At RUWRGGY! q¢ Uq g Y Wa 6 13 Wati0d Q! R&dit GUILAA 1IIVUER G1E YLl
qVY Wl | ¢s @b Y& s dics al¥iss ¥ of R el Mdite 10 LWHEB 19 1IGOUSIE 2 WGa ¢ U
| U2 Rt Rq W¢ Wi@mm WHI2WHG 2T gt WY OWe Wl WNedc¢l WAHet Rt AW Ut
CO0Ys tHHY qUidissilg 2 Yo 2 IO

NS WU qRI N1JAUE TR iRbp RIGGR AT ¢138015 06 @ IRfUdR Y 2 | BIR R Gl Ray LU Rldy & 13 b L
qYIRM YTUHO G AUERY § RE W 2 |RIJUR bW Hép B lODRANA LU o | Lkiaky U N

SMIEBR qYa U WEWI 2 RAVWAOWLH§ R ¥ il AsRAREI ¢ qlI DRIt |



f NAg§?2O9 Nf §

7 9u] AgO 2

GGYRUqUT WH! L] VAR VGO i) M1Vl oY IOAELL DN Y UWEG GG V! G Uaq L
YUWszUWW=zo0oaW=M=PoOWE Ullqg 6 ¢ aq Wt ¢ Ykl dcR URRHEHELB X o i ) Yo
¢cNUUH! We UT 131 W6 RN LG 111 ok XEIT H ki aaRRyCRD 2 IoWllu YY2qlddit eX it &f R1Y U
nYret WYULWHe: S0 10 YU mw 1wz RilM@IR H e q RY Uc¢ & WIHs H#dddN a8
YEH?28YI JWARt RYUWY n Ul @ICIBF I YqRYMRUFBIIRUEET Y! G 13U q

] Y2IOUlIG IR 3 He G 0! W AR e B iRIEg 1E1? hodruy | n¢ ORAc qRYW ¢ G U
sRagéW IAYAGUWUT ¢cqRYUL We UT WeHgqRYUWGH e Ut WYUWnYel Wt 1

f WGac¢ Utln§ e Wiguslioraiw) | ¢ 0

f WGH RUGLGH VidR Uy & 131 Wt 131 2 RE I WerAlc IRA AR EANE2 AIELE Y I
f Ut 2 ILEQFHLI

T ADHYGAGUUOT ¢ qRYUY WnY! WGE Y s Wa Yolli REIGE YWRI IELG + YUl et (B Y2t | 1H

¢ Ul wYqéll W yayadwuol ¢qRYUL WnY!l W6Ys WaqYWREGGI Y21
b1 2 RAED

~ENc§?8x8] 0

fOowl Wt YUt Uiq Y Wa 8§ B @E@e 20 Ey@Umvi okat + LaEYsacld | IUEAI 2 RAE I We U1 Wi
Al Y TR Ws @F R I aqY | q Ws Ra 6 We U WRDOGYY Ldfai YWy DM = R ap LG
cAHqRYUcHOWAWe UT WG RYI RqRADT W WHEYAG WUl ¢ qRYUt WqY WR
sYlL tnYlI #OW W200YGaWUqWa Rt RYUIO

NSWWGI YTWUHqWs ¢t W RSRMHNIIMERUqY Was YW Rt qRUHQq W

NIOWARYAGI WE6LWUt R21IWYI Ne¢ URABIBY & G Wl WARVEHS 6 LLGH U
RUqUI Dt qUT WGel qRIJE WnY! Wn1dWIT AHe A#t WY UWs 6 ¢ q Ws 1JWT

SOt RUMWGE 1@d # Rl 8 R IIRIAINAEHIE 1J1 RIJt WY nwWl WEYAGGWUT ¢ q
Gi ¢ Ut Ubpdd Oenl MR 10 o Rgsldd wpAv 200 1 0 Y |

f Uw#Y Ol62XH6YR UXEWeR A cAalBNIDE Il 186 RIGE 01201 W Wn Y1 Wl Ro 11 U
AYUT eBH@llt R2IWnYHet WNI Ye GWe UID KRG IR IR G I Hicylia 0|8 DL E |
JOo VY1l gt We#HI Y WWg6! JIJWNI Ye Gt a

f 92t qVAMIEY GG WHqUT WRUGz qWn!| YO WHG ¢ R A ghealdl o Ga VY !
o NERGYI RUNDWN+ rOIFAdUR 0 IR ILALLEINE:SE 217 ik 9 GUc RG ¢ Uqt AWT YT
cUT WO @RI Rg&WEe T WldTWY ditnite 3t qRY UL 1O
o A2 UUR(@auHIgTawt a1 213!+ Wn VYl WHecOGaW! + WaqYWoYUql RHe
o xceURSGRUNDWE W YRRCOGWGWT Re WHE G GE RING R ERAJIZ LRI (
RUqUI 2RIUst AWY!I WnYHet WNI Ye Gt 1O
o Ot RUDWAAWRYT W 21 213!+ WeaquAzt ROWH Y WIUONeENIG

SMIEBR qYa U WEWI 2 RAVWAOWLH§ R ¥ il nfusdABEd ¢ qlINDRIJE |



O Acl daduiil wf Uqdl 1JHnXY WA & Ha R D IWR Wadd) R RilXsa Yl st RAoUssUY | ¢
Gel qUUIt WY qé6dl W qcqlwWe nWURRPYE AWe UT wWNY21W1 Uc UH

f EGGIWRIAWHAYUT 2 #giglc @eud k¢ 2W! Wagécaqllt ¢ 5 WGYI JWade UL
nY#Het WNI Ye Gt WsRag6WaY!I DWgécec UW=nMW gqecoWl 3G 13t 130
nY#faet WYOWNeEqd6dl RUNWGUI + GURqR2Jt Wnl YaWn!l YUqGRU

GGUUIf R # LW¢ LWGIRY e L +n Lisald LB B ¢ RAIT Lild) 6 Rdj AAE @ @it 1J19Yie WE I ¢ N |
[ RUTIRO @Y ! WR UHM G @Re RIONWIISY U gy 2 131 2 RI1II5 WYinllLit6 dJsiH didIR HHIE Gtd d
1t 1Mo RIG D R 15 WY@ | Wl DEY GG D0 WY qRYWRWGI0IG JT WH! Ws ¢
¢ U7l WGel quUI + Ws ¢ADdiléaay LG of ¥ Wi ¥ @R Ue 1IJWa ¢ U! WY n Waq ¢
Het RO W 131 2 RAIY WH 2 HEmOY GULE | afldt O¢ LidjinEvLiEh&d CHISIRYY NS R s R0MAR ¢
| YeqRUODO! WHYGOGWHEqWNWIT Ae At We UT WHYUqRUe2 Yet 6! WRGGI

9E NEAf ] WNcEW9OENS~EALWERAEACT

f D2 10l CRUMBIR U q 13 U grRYYREC Guib S B § ORIV URIAWYF Ga Yl RO
¢cWHzt qiUWe ROWIUaqWwe UT WR Unpeld) W FAgURRE G sHRapis M SIBLIRFGo5 100 WT R 11
RUT RDBiY RO Gl Y2 UWEE?2kt WecHRIORq! WqYWG!I Y2RT JWq6 1J WA

b We Wt VI UG 10 1qRW N Wa & 1@ H el seiyY Gt 137 LRI 12 136 Y & IGH Wik &1 DG
ACRT WANB&2 DIAWMY q WY Ua ! sUESIN GG YYUINRYCHE a2 té) L% 2RI GLUIDIIWEN ¥ 11 ditlliq 6 13 LW
Gl Y TALHR 1J10 ldj R M 10 &R il TR &) I Widic | DWHea | g Uquilp e LR Y iy ot
g ¢ GO

SMIEBR qYa U WEWI 2 RA VWAL R ¥ il AsHeAREd ¢ qld DRIt |



O E~Ax8§80~E NLWfAEENRS -BOEA Ho A
« |feligible, customers can claim up to 26 weeks of benefits during a
52-week period.

* Toreceive benefits, customers must meet both eligibility
requirements for their original application, as well as weekly

eligibility requirements.
3A. Verify Wages

* Tobeeligible on an initial application, one must:

o Be unemployed through no fault of their own: and

o Have earned enough wages.
* Tobe eligible each week, customers must be able to, available for, and actively seeking work.
* Customers only get paid benefits when they file weekly claims.

®

PREPARE

@

Customer collects work history for past

VERIFY ELIGIBILITY FILE WEEKLY CLAIMS

Gather Documents

5A. File Weekly Claims

18 months.

APPLY

2A. Create Frances Online Account

Customer sets up account to access
OED’s benefits system.
» About 10 minutes in Frances Online.
» Some customers with previous
claims may need to request an
access code through the U.S. Mail
(3-7 business days) to protect
account information.

2B. Submit Initial Application

Customer answers questions and
enters recent work history.
« About 10 minutes in Frances Online.

2C. Verify Personal Information

OED screens all applications before
they can move forward.
Some customers may need to
complete extra steps within 10 days.
« CheckU.S. Mail for instructions.
. 4-
\ 4-10 days

J/

*Customer may be required to provide more
information, which could delay this step.

SMIEBRL qY Gl WEWI 2 RA WAL R Vi HAENEEI ¢ qJNDRIJE LW

OED checks if customer earned enough wages to
be eligible and sends Wage and Potential Benefit
Report through Frances and the U.S. mail.

» 3-5business days*

3B. Verify Job Separation

OED confirms customer is unemployed through
no fault of their own.
« 11-30 days*
Employers respond to OED questionnaires.
\. Up to 10 days to respond

@ FILE FIRST WEEKLY CLAIM

4A. File First Weekly Claim

Customer submits work-search information
and confirms they met all eligibility
requirements for the previous week.

» About 10 minutes in Frances Online.
OED verifies eligibility.

* 2business days*

4B. Waiting Week

Customer must serve a one-time waiting
period where they:

* File aweekly claim;

« Meet all weekly eligibility requirements; but

+ Do notreceive payment for that week.
Most customers will receive their first

payment for their second weekly claim.
o /

Customer must file a claim every week.
Each week, customer submits work-search
information and confirms they met all
eligibility requirements for the previous
week.

« About 10 minutes in Frances Online.

5B. OED Verifies and Issues Payment

OED verifies eligibility and issues payment.
* 2 business days*
OED sends weekly benefits via:
+ Direct Deposit (0-2 business days)
\* Prepaid Debit Card (1-2 business days) )

®

FOLLOW-UP TASKS

6A. In-person ldentity Verification (IDV)

Customer must provide identity documents
at:

« USPS Post Office; or

« WorkSource Oregon.

Required for ALL customers.

6B. WorkSource Oregon Orientation

Customer attends job-search consultation.
« 30-45 minutes
» Step 6 can be completed at the same
time.

Required for MOST customers.
. J
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@ PREPARE * Customers must have a qualifying life event to take leave (such as welcoming a new child or
managing a serious health condition).
Gather documents * Payments are issued weekly for the prior week based on how much leave the customer took that
Customer collects documents and forms week — including intermittent schedules or single-day absences.
for Medical and Family leave. ¢ Customers must stay eligible throughout their leave period, including remaining employed during
¢ Plan for at least 2 weeks to work with the weeks they claim benefits.
doctors and adoption agencies * Average times are for customers using Frances Online to apply for benefits.

@ APPLY @ VERIFY ELIGIBILITY @ PAYMENT

2A. Create Frances Online Account

3A. Verify Wages Issue Payment

E:r::g:;:;:w accountto access OED's OED checks if customer earned enough wages to OED sends benefit amount via:
¢ iunb Bty Eramsse i, be eligible and sends Wage and Potential Benefit . Dlrect. DepOélt (1-2 business days)
« Some claimants may need to request an Report through Frances and the U.S. Mail. * Prepaid Debit Card (Up to 10 days)
access code through the U.S. Mail (3-7 ¢ 3-5business days* ¢ First payment depends on when the

business days). 3B. Verify Employment L customer’s leave starts. y
2B. Submit Paid Leave Application Employer confirms that the customer is

Customer answers questions and enters employed.
leave information. * Employer has five days to respond.

* About 25 minutes in Frances Online 3C. Verify Need for Leave
2C. Verify Personal Information OED requests more information if needed.

OED screens all applications before they Customer uploads the requested forms and
can move forward. Some customers may

need to complete extra steps within 10

information to Frances.
e Customer has 14 days to respond *

days. k- 24
* Check U.S. Mail for instructions.
e 4-10days
) *Customer may need to provide more information, which could delay this step.
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Contributions and Recovery
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Paid Leave Oregon
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State of Oregon
Employment
Department

MONTHLY PERFORMANCE DASHBOARD

January 2026

PHONE:
Goal: 80% answered
within 30 minutes.

WEB MESSAGING:
Goal: 80% response rate
within 5 business days.

LIVE CHAT:
Goal: 80% answered
within 30 minutes.

CLAIM ELIGIBILITY:
Goal: 80% of
determinations issued
within 21 days

UNEMPLOYMENT
INSURANCE

64%

66%

48%

DEC
2005 68%

FIRST PAYMENT
DEC
2005 (6%
Goal: 80% first payments

are issued within 14 days
of 1st compensable week

PAID LEAVE
OREGON

34%

78%

NOT APPLICABLE

25%
CLAIM REVIEW

49%

Goal: 80% of claims are
approved or denied within
21 days

CONTRIBUTIONS
& RECOVERY

99%

78%

NOT APPLICABLE

NOT APPLICABLE

> Information Sheet

Published on February 03, 2026

Supporting Business | Promoting Employment
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Customers don’t know where to startin the
process, what happens next, or why delays occur.

Customers do not know how long they should expect to wait for updates or
decisions, which increases uncertainty and drives repeat contacts.

leads to incomplete or incorrect responses that slow eligibility decisions.

Fact-finding questionnaires are difficult for customers to understand, which

The “Action Center” is not aligned with letters and not

always accurate.

Customers don’t know how or when to
restart their claim.

!

v v v
PREPARE | [ APPLY 1 [  VERIFY FILEFIRST | [ FILEWEEKLYCLAIMS | [ FOLLOW-UPTASKS |
ELIGIBILITY WEEKLY CLAIM

Verify | Verify Job
Wages | Separation
N

1

Claim status updates don’t have enough detail and
often confuse customers.

)

Gather

Submit Initial | Verify Personal
Application Information

Create Frances
Online Account

Documents

A

File First
Weekly

QED Verifies
and Issues

File Weekly

Claim

Claims Payment

WorkSource
Oregon

In-person
Identity
Verification

Orientation

1

Identification verification is a major
pain point and source of confusion.

The personal information verification process causes

Customers cannot easily track the status of their claim, which
leaves them unsure about where they are in the process

confusion and results in discarded applications.

Customers lack clear training and guidance on how the Ul program works, which
leads to confusion about requirements and delays.

Customers face multiple, inconsistent escalation paths,
which leads to confusion and stalled issue resolution.
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Develop one-pagers, how-to videos, and clearer guidance for
how to use Frances Online so customers can help themselves.

Update fact-finding questionnaires to make the questions clearer.

Streamline the weekly claim restart process.

Redefine the initial date of detection in Frances so
adjudicators can address the oldest issues first.

Provide estimated wait times to set
clearer expectations for customers.

!

!

v v
PREPARE APPLY VERIFY FILE FIRST " FILE WEEKLY CLAIMS | [ FOLLOW-UPTASKS |
ELIGIBILITY WEEKLY CLAIM

()

Gather

Documents

Verify Job

Wages | Separation
A\

File First
Weekly Waiting
Claim Week

v’

1

1

OED Verifies
File Weekly § and Issues

Claims Payment

In-person | WorkSource
Identity Oregon

Verification | Orientation

timelines.

Provide more-detailed updates on processing

Offer scheduled adjudication appointments
to resolve issues faster.

Make the Action Center more clear and user-friendly.

Provide customers with “prepare to file” guidance that helps them organize
required materials and understand the tasks they need to complete.

Improve communication about the required WorkSource
Oregon orientation and in-person identity verification.

SMIEBRL qY Gl WEWI 2 RA WAL Y R ¥ iHAEMAREI ¢ q JNDRIJE LW



A

f 2 IUEAEHHIt xxE | EE

Customers don’t know where to start in the
process, what happens next, or why delays occur.

Taking leave from more than one job and filing for intermittent
leave causes confusion for customers and employers.

Customers have difficulty gathering and submitting
documentation from healthcare providers.

The personal information verification process causes
confusion and results in discarded applications.

v v

Customers experience long delays in
benefit processing.

! !

'

PREPARE

()

Gather

Verify Personal

Documents Information

r~

\

Verify
Wages

VERIFY ELIGIBILITY

f

PAYMENT

1

; :

Customers can’t easily see the status of their claim.

The employer online system is hard to use, and missing or late employer
information can hold up a customer’s claim.

Customers who are dealing with major life events can struggle to move through a
complex process when they’re already overwhelmed.

Communication gaps: unclear letters and
inconsistent guidance create confusion.

Customers struggle to understand or fix overpayment and

financial issues in their claims.
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Develop one-pagers, how-to videos, and clearer guidance for how to
use Frances Online so customers can help themselves.

f Nf EE

v

Create and communicate clear escalation paths for
resolving complicated claims or customer service issues.

Conduct a pilot for Paid Leave Oregon desk hours
at WorkSource Oregon centers.

Streamline the application process.

Review letters for clarity and train staff
to provide consistent guidance.

! l

[ PREPARE

()

Gather

Documents

Create Frances | Submit Paid Verify Personal
Online Account | Leave Application | Information

VERIFY ELIGIBILITY

Set up a direct portal for health care providers to submit documentation.

Upgrade employer online tools to make it easier for employers to provide
information.

Use guidance from Trauma experts to improve how the program supports
customers during difficult life events.

" PAYMENT |

Issue
Payment

Improve financial and overpayment tools.

Improve the appeals tools in Frances so customers can

submit and track appeals more easily.
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(ORG 3EvaluateHow to Integrate Modernization Division Capacity into
AgencyWide Strategy, Performance, and Continuous Improvement
(prioritized/in progress)
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(ORG 48 E ? Kehrhihg, Development, and Training (prioritized/in progress)
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[ This action supports the entire customer journey map ]
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(OED 1)Renew Strategic CommunicationsFocus (prioritized/in progress)
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[ This action supports the entire customer journey map ]
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[ This action supports the entire customer journey map ]
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[ This action supports the entire customer journey map ]
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This action supports the entire customer journey map ]
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This action supports employers and businesses

EMPLOYERS/BUSINESSES ]
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[ This action supports the entire customer journey map ]
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[ This action supports the entire customer journey map ]
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[ This action supports the entire customer journey map ]
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(OEDS3) Revew andUpdate All Customer-Facing Communications (letters,

applications, e-screens, web notices and forms) to Ensure They areClear and
Easy forCustomers to Understand (prioritized/in progress)
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(OED 4)Jnemployment Insurance (Ul) Customers Visiting WorkSource Oregon
Offices with Ul Questions (prioritized/in progress)
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[ This action supports the entire customer journey map ]
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[ This action supports the entire customer journey map ]
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[ This action supports the entire customer journey map ]
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[ This action supports the entire customer journey map ]
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Identity Verification, orientation

[ Ul Step 6: FOLLOW-UP TASKS ]
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[ This action supports the entire customer journey map ]
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[ This action supports the entire customer journey map ]
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This action supports the entire customer journey map
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EMPLOYERS/BUSINESSES
This action supports employers and businesses
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[ This action supports the entire customer journey map ]
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[ This action supports the entire customer journey map ]
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(OED 7)Standard OperatingProcedures, Employee Manuals and Handbooks
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[ This action supports the entire customer journey map ]
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[ This action supports the entire customer journey map ]
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This action supports employers and businesses
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(OED 8)Streamline Customer Escalation Platforms (prioritized/in progress)
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(OED 10)Data for Goal Setting, Process Improvement, and Accountability
(prioritized/in progress)
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[ This action supports the entire customer journey map ]
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[ This action supports the entire customer journey map ]

fOWRYUt ctiqcqRYUWs R Wt q¢c Q AWSE? Ws RGGWI W2100YGWRGAGI
FRYLUHEC!T T W YWARDqaldl Wal ¢HE W e AHIE WROWGWIWqRUNWHeE |
NM We Ul WagéWWe 2¢ R ¢ HRO R q ! BILEY I IE0YIE0 1D BN 6l i R ubap § 146
GuNceHE! W !t qudWwe Ul WRt WesecRqRUNWNe GOWEHHIW + Wa Y LW ¢ q

oYiRURG c o AWe HY YI AT Ws Rag6 W+ Rt qRUNWI W3t Yel HIIY
NRGRARNEaWaG YUq6t

B E NIMET D Ht q VYo DUMR qxY 6 DR AR Y (NG RY! RqRANDT o RUWGI YI

@’ All
[ This action supports the entire customer journey map ]

92t qYOWI t Ws6YWRYUqC HqlLU§E? WE | 1JLEYH BREIE fills R & W MIESEI Y Gq 1)
fUT R2 REl 20 0 ti/R 3 # ol oHmIY 0N 726t SRUCMIIDLIE qUR 3 # 60 oHRIY? ARIOH L g 6 1 LW @ELRI G I
| Whe RILIIEGIND Wa 6 WG E Y U 1J WOk &R 1AM ¢Ude) B 11 AL COTGGIIOUD 13+ WR U WA
Het qY 01l WHcEIM ROMRsOGRIOGYqRUNDWa6 IWE VI esaoRleI iy ¥ dug 01U E
¢ UT W6 Gicd Ul 13 B qld WoRR 31H ¢ gFRIYIE]Rcot FRIE BRI $1IR Nyld HRBHOLIR + ¢ O LU

SMIEBRI qYa Ul WEWI 2 REWOLH Y R ¥ lAMBEEENI ¢ q INRIJt U



I Rt A2t + RYUt LHCR qlBLEc UM ¢stcll Yih WG R @ YaJRIUIIE Lo LEERM | LR ORYHT 1J2t (LUEGLE R
tue ¢ | YapliDin Wi= M= = OLWU

9YitRRURG ¢
NRG RMENR YUq6Ht

(OED 11Enhancing SelfHelp Options for Customers

T 6RONWWET T RUNDWGY! WWHe t q BGECIH GUR 1J2I IHEHERIF 00 155 (C GHLLIG Ic 2 R LD Wil 16
cOt YWAYUqRUez UI0d¢ 2 IREQILS IR0 dla 11wl 3+ Ye | #1I+ Ws Jweel | 13U
He Tl NUqWUU2 RILRG GIY U a kptthdidilies & R Gl ¥ 100 1019 W cHCRT LdRGHGES | ViR @ LU

Y Gaq R GHH 110 e SERY e o YALD K Rq 6 Wa 6 88 O W B Y & SO R2 YIWLEAS 18 L
¢ Ui e AT Il a7 W RO WWY UL & ¢ @ IIRN &R IJP W@ QU WR Uq 1|

2

bl § E ? LWWNINN 161 gNYwelY]se RT Dt Wn MGWRY¥ BYRAVT clRUWGI YNNI 13t t b

( 3

All

This action supports the entire customer journey map
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This action supports employers and businesses
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[ This action supports the entire customer journey map ]
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[ This action supports the entire customer journey map ]
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(UI'1) Estimated Wait Times (prioritized/in progress)
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[ This action supports the entire customer journey map ]
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(U13) Customer Checklist and Due Date Resources
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[ This action supports the entire customer journey map ]
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(Ul 4) Pilot an Appointment-Based Outbound Call Systen{prioritized/in
progress)
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[ This action supports the entire customer journey map ]
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[ Ul Step 6: FOLLOW-UP TASKS ]

Identity Verification, orientation
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(Ul 8) Integrate Ul and WO Modernized System(@rioritized/in progress)

Identity Verification, orientation

[ Ul Step 6: FOLLOW-UP TASKS ]
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(UI9) Redesign theClaim Restart Process(prioritized/in progress)
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(Ul10) Update FactFinding Questionnaires

Ul Step 3: VERIFY ELIGIBILITY
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(UI'11) Pilot Appointments for Adjudication

Ul Step 3: VERIFY ELIGIBILITY
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(Ul 12) Program EffectivenesdProjects (prioritized/in progress)

WWME AT e HOWAWIT 2 U1 ¢ Uq WE @GR RYIWRYGBADIG R ROWGH YNNI It t b

All

This action supports the entire customer journey map
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[ Ul Step 6: FOLLOW-UP TASKS ]

Identity Verification, orientation
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[ Ul Step 6: FOLLOW-UP TASKS ]

Identity Verification, orientation
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(UI'13) First-Call Resolution Rate Trackindprioritized/in progress)
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This recommendation supports the entire customer journey map ]
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(Ul 14) RedefineFrancesinitial Date of Detection
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[ This action supports the entire customer journey map ]
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(PL1) Establish aninterface with Health Care Providers (prioritized/in
progress)

Paid Leave Step 3: VERIFY ELIGIBILITY
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(PL2) Expand thePaid LeaveConnector Program(prioritized/in progress)

@ All
[ This action supports the entire customer journey map ]
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(PL3) Streamline the Application Proces

2 Paid Leave Step 2: APPLY
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(PL4) Enhance Claim Statuses and Resources

@’ All
[ This action supports the entire customer journey map ]
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(PL5) Implement TraumalInformed Care Strategy(prioritized/in progress)

@ All
[ This action supports the entire customer journey map ]
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(PL6) Evaluate Using New Tools to Imprové/orkforce Management

@’ All
[ This action supports the entire customer journey map ]
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(PL7) EnhanceQuality Assurance Processes (prioritized/in progress)

Paid Leave Step 3: VERIFY ELIGIBILITY

[]
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(PL8) Improve Employer Online Servie

( 3

EMPLOYERS/BUSINESSES

This action supports employers and businesses
N o’

f Paid Leave Step 3: VERIFY ELIGIBILITY A
Verify wages, employment, and need for leave
N o’

Ul Step 3: VERIFY ELIGIBILITY
Verify wages and job separation

4
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(PL9) Set Up Designated Repesentative Account Functionality (prioritized/in
progress)

Paid Leave Step 3: VERIFY ELIGIBILITY

e e |
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(PL10) Enhance Appeals Functionality

Paid Leave Step 3: VERIFY ELIGIBILITY
e B o |
Né6IWWe GGUeiat WneURqRYUcORq! WO t+ WagYWHWWG!I YNRI ¢aG13T
I¢I RUNDWI Whe 3t gt WWNSRY WAREc UNWUWs Yedl WeaRNUWGIH YHIJE |
nmaUHqRYUc ORq! WY 2AUDGYIEE GrAYehIUHI TCEMBCRIO N a6 ¢ Ra ¢ Uqt Wa Y U
YOoRUDKOWf qe at YWIt q¢ AG Rt 6 10t We UWRUqUI n¢ #HUIWs Rq 6 Wa 6

SMIEBRY qY a1 WEWI 2 RAIWALH Y R ¥ EEASERABEG] ¢ qINDRIJE L



YnlWe GGUeE THAIGRYHEY & RUMG ¢t JWa &0 IR@IOY 10 Hbn MG YUHIS 18 R1G 18 1010
HYUneft RMUMOWRqRYUAWRqUWE ME G ROUN HG R WHIGWINIEe G GIFEs &l MI1I 0I5 N

9VYillpaENLWG! YNI cligRGBOUAIY a Ve UqWN7?2AWeT T RGQRYUC TG W q¢ ¢
N RO RNFllay Uq 61

(PL11) Enhance Outreach Services, Accessibility, and Equitable Access
(prioritized/in progress)

Paid Leave Step 1: PREPARE
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(PL12) Improve Claim Decisions

Paid Leave Step 3: VERIFY ELIGIBILITY
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(PL13) Improve Claim Benefit Issue

Paid Leave Step 3: VERIFY ELIGIBILITY
e e |
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(PL14) Implement Claim Issue Automatian
Paid Leave Step 3: VERIFY ELIGIBILITY
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(PL15) Improve Financials and Overpayment Functionalit

Paid Leave Step 4: PAYMENT
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(PL16) Enhance Fraud Investigations and ID Verification

2 Paid Leave Step 2: APPLY
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(PL17) Establish Compliance Functionality

Paid Leave Step 3: VERIFY ELIGIBILITY

Verify wages, employment, and need for leave
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(PL18) Improve Staff Task Management in Frances

All
[ This action supports the entire customer journey map ]
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(PL19) Enhance Equivalent Plan Reporting

o

[ @ Paid Leave Step 3: VERIFY ELIGIBILITY
Verify wages, employment, and need for leave
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r

EMPLOYERS/BUSINESSES
This action supports employers and businesses
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(PL20) Improve (program) SelService Options in France

Paid Leave Step 1: PREPARE
Gather Documents
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(PL21) TestLive Chat Functionality in Frances

All

This action supports the entire customer journey map
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The Contributions and Recovery (C&R) division was organized in 2022 to serve as a centralized team that
GeUcenNIt W8I ¥NYUWIGGOY! DIt RWGe! I YGawWw WGYI qt Allge 134
(Ul) and Paid Leav®regon (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 OBDResearch 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, andhe collection of debts. These activities safeguard

the integrity of the Ul and Paid Leayrograms by ensuring compliance, protecting trust funds, and
maintaining financial stability for Oregon employers and claimants alike.
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1 In2024,C&R

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

o Collected $2.29 billion in taxes and contributions in2024 andrecovered $56.9 million in
outstanding debt.
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C&R answers nearly 100% of calls within 30 minutes, well above the target of answering 80% of calls
within 30 minutes.NY gy ¢ O WUHC G 0 W2 Y 0 & &y IBUWIGOE L 1RBIHIDALI=Z 1M = LD
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Customer service improvements have been guided by feedback from customers, staff, and partner
agencies (DOR and DCBSPriority improvement areas include:
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[ EMPLOYERS/BUSINESSES ]

This action supports employers and businesses
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(CR2)O GI ¢ 8p&LdyBaltegolies forQuarterly Payroll Reports (prioritized/in
progress)

[ EMPLOYERS/BUSINESSES ]

This action supports employers and businesses
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(CR3) TrainManagers onData Literacy and Continuous Improvement Tools

and Methodologies (prioritized/in progress)

All
[ This action supports the entire customer journey map ]
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(CR4) Explore Going Paperless orStrategies for Reducing Paper inPartnership
with the Ul and Paid Leav®rograms

EMPLOYERS/BUSINESSES
This action supports employers and businesses
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(CR5) Develop andDeliver Joint Outreach with DOR and DCBS t&ducate
Employers andPayroll Providers

EMPLOYERS/BUSINESSES

This action supports employers and businesses
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(CR6) Update the OED EmployewWebpage (prioritized/in progress)

[ EMPLOYERS/BUSINESSES ]

This action supports employers and businesses

OED has & 1Jphige dedicated to employers that includes information and resourceg H Y Framces
Online, managing employer accounts, and filing quarterly payroll report® CAwill review all forms and
content to ensure they are up to date and align with the forms and content available tmistomers shared
by DOR and DCBS.

Cost: Moderate, absorbed by existing resources
Timing: 6-12 months. Work has already started anawill be completed during 2026
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N6 IJWGCHRT Ga @ldgrI1Jt We UT WestablishedithelidbfoitigRobinidiry goals to meet
business needs:

1 Enhance customerexperience
1 Transformbusiness processes
T Improve data security
1 Modernizetechnology

1 Provideexpandabletechnology
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[ &nces operates consistently and reliablyn | Y 0 W¢ WaqdHSUY TG YNRHC G WG + GUHQR
H 1 1J KBtahces assigns work so staff can complete much of their daily work in the system. Automation

has decreasedsomet gqg¢ nmkt Ws YI t GY¢Tl AWecadYs RUNWaS WG WaVY WnYHe
refunds to employers are now automatic and timely, with correct checks and balancestl Y 5 1J2 Wd 6 1J1 1J
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Claimant customers can manage their accounts and take advantage of a variety of selérve features,
such as applying for benefits, uploading necessary documentgequesting reasonable
accommodations, responding to eligibility questionnaires, and reviewing claim statuses online.
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Eteering 9ommittee ¢ Uthe Modernization director as the sponsorin January 2025QEDprepared fordl Ll
governance transition by chartering the Frances Online Collaboration Utility and Support Committee
(FOCUS) to provide longerm governance for Franceflll 6 YU 171 U RAA ¥ §iBg¥RyAIIR ¢ aa O w01
~¢l A6 WOMAW=M=ZPAWe UT Wal ¢ Ut RgqRY U ITNsMNLINeEdndeda R Y U ¢ O LU
membership to all programs and shared services that were interested in participating.

FOCUSisacrossl R2Rt RYUcawnyY211 UcURDWNI YeGUWa6¢ qWIUt a1 13t |
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 consenscanik be reached, the
co-chairs have discretion to decide whether to proceed with a majority decision or escalate the matter to
the OEDexecutive team for a finaldecision. Meeting minutes are shared weekly via email.
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responsible for maintaining the process,it decides what can andcannot be escalated out of the
¢cNUUAR! Kt WGI RYI RgRA¢ qRYUWGI YHIItL t 13t 1O

The Agency Prioritization Committee determines Frances' development priorities through the Solution
Request (SQR) process. The group is led the Frances Business Support Tearmanager, 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
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SQRs go through a prioritization process to ensure the most needed changes get implemented. SQRs
can be prioritized from 15, with /65 Nbeing the highest priority. Priority 1 SQRSs 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 25. Due to capacity constraints,the team istit 2 | | Brlyeydrking onpriority

1 and 2 SQRs. Prioiigs 3-5 are held for future work.

§ 2 DMEGHIUA WGI RYI RqRAc qRYUWG! YHIJE + W IRy Bl ddpdus IR
q Y G WU Sl twb broad areas of improvement can be made. Firstwe can improvestaff understanding

of how changesget prioritized and who makes that decisionSecond, we canimprove how partner needs

are raised and prioritized.
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The new team of developers is a mixture ¢fASTEnterprise 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.
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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 capaciliis experience
with the system grows, OERIeveloper production will increase, resulting in more overall SQRs getting
done, assuming FASTsupport remains the same.

The Frances Support Team continues to leverage leeost and no-cost resources to support the
development of the Frances system, including expanded training in Microsoft's Structured Query
Language (SQL)Theld] 1J ¢Rlso actively pursuing opportunities to shadow business units to increase

R aqhdéistanding of functional areas. Knowledge management documents are stored within the Frances
application and are readily accessible to staff. Additionally, IT Servicesis currently developing a
comprehensive Knowledge Inventory across all systems, including Francé identify and address
existing knowledge gaps.

Another limiting factor for contractor support is the number of hours availablainder our contract with
FAST, which is currenthget at 31,200hours per maintenance year.As FAST supporhours are limited, we
must focus on the most critical needs as determined by the Agency Prioritization Committee and
individual divisions.
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(FR1) Restructure Frances Governancégprioritized/in progress)

@’ All
[ This action supports the entire customer journey map ]
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(FR2) Conduct a Detailed Options Analysis forImprovement of
Frances/Frances Online Suppor{prioritized/in progress)

All
[ This action supports the entire customer journey map ]
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(FR3) Establish anOrganizational Change Management (OCMProject
(prioritized/in progress)

All
[ This action supports the entire customer journey map ]
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(FR4) Conduct an Analysis of Aging SQRgprioritized/in progress)

Al
[ This action supports the entire customer journey map ]
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(FR5) Increase SQRCompletion Capacity (prioritized/in progress)
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[ This action supports the entire customer journey map ]
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(FR6) Enhancethe SQR Prioritization Procesgprioritized/in progress)

@’ All
[ This action supports the entire customer journey map ]
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Workforce Operations within theWorkforce System
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(WO 1) FinishWO ModernizationProject (prioritized/in progress)

Identity Verification, orientation

[ Ul Step 6: FOLLOW-UP TASKS ]
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(WO 2) Upgrade Telephone Platforms and Use Alto Provide Self-Serve
Opportunities (prioritized/in progress)

@’ All
[ This action supports the entire customer journey map ]
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(WO 3) Launch Live Chat and Statewide Customer Access to On-Demand

Video Calls (prioritized/in progress)

Identity Verification, orientation

[ Ul Step 6: FOLLOW-UP TASKS ]
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(WO4) Create and Launcha Strategic Communications Plan (prioritized/in
progress)

[ @’Au )

This action supports the entire customer journey map

L o’

[ EMPLOYERS/BUSINESSES
This action supports employers and businesses
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Actions Regardingg | 1J D WorkfdrclDevelopment and Support Missions

(WO5) Align Title I and Titléll Administration and Funding Within OED
(prioritized/in progress)
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Prioritized Projects List

Prioritization Project .
Category Duration Project Name
NY GUWA I N = €WWd Y OED2 Use Al tofmprovel® e t q Ystuthéyand Employeei orkflows 16 total projects , OED 2At OED
2F
NY GLA I N = €W Y OEDR Review and UpdateAll 9 ustomer-[ acing9 ommunications
NY GUWA | N = €Ll Y| OEDd Ul9ustomers éisiting WorkSource Offices with UAuestions T 8 total projects, OED 4AT OED
4H
NY GUWA I N = €lWd Y OEDWO: Data for] oal Eetting, Arocess fmprovement, and ccountability 75 total projects, OED 10A T
OED 10E
NY GUWA I N = €L Y OED 13 Create axive 9laim Etatus Nacker
NY GLA I N = €W Y WOIR Align Title | and Title llldministration and [ undingi ithin OED
In Progress ME WG Y U OEDUR: Update the Access Letter Process for Address Change
In Progress ME WG YU ORG1L?2RI UHEqY! kKt WENMRHEWIWI 6 ¢ UNIIE LW
In Progress 9 Y 0 G il ORG 2:Centralizing Data Analytics to Support Agencyide Performance
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In Progress

In Progress

In Progress

In Progress

In Progress

In Progress

In Progress

In Progress

In Progress

In Progress

In Progress

In Progress

In Progress

SN = WG Y | ORG 3:AgencyWide Strategy,Performance and Continuous Improvement

NZ€eWd Y ORG48§ E? k t Wx IDeveldpiRedtNaAdITraining

N=-ewWa Y
NZeW-~Y
NZeLW-~Y
NZ-ewWay
N=-ewWas Y
N=Z-ewWay
N=-ewWsy
SN = LG Y
N=-ewWwsy
SN = LG Y

OEDItRenewl qj| ¢ qUNRAEWIYGGa URAEqRYUL W[ YHe
SEMAOGT ¢ qUWOf WES§ Atgue RN It 1T 1T WAz RHT

SE?2WTT@IY 2 JWAECRT Wx J¢2W0WEqe o WA Yel #1IJt WwWe OT WNY Y
OED 7C:Update C&R Process Maps and SOPs

Ul 6: Improve Expired Task Communication

Ul 8:Integrate Ul and WO Modernized Systems

Ul 9: Redesign the Claim Restart Process

Ul 12 Program EffectivenessActions T 3 total project s, Ul 12AT Ul 12C

Ullb: Review andOpdate Ulxéws and Aules

PLI2t Expand the Paid Leav& | 1J IT¥rinéttor Program

N =<€Wd Y PL5: Implement Traumalnformed Care Strategy
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In Progress

In Progress

In Progress

In Progress

In Progress

In Progress

In Progress

In Progress

In Progress

In Progress

In Progress

In Progress

In Progress

ME WG YO

ME WG YO

SN = WG Y | PL7: EnhanceQuality Assurance Processes

N =€l Y PL9: Set Up Designated Regesentative Account Functionality

N = € WWd Y| PL11: Enhance Outreach Services, Accessibility, and Equitable Access
ME WG Y U CR1: Amended PayrollReport Bulk Filing

SN = WG Y | CRIt Update the OED EmployeWebpage

ME WG Y U FRIL Restructure FrancesGovernance

FR6: Enhancethe SQR Prioritization Process

/ WO 1: Finish WO Modernization Project
) WOIRa WO G IND @@ 10 Gy dJap’n v 1 @ HIWLE A Y12 8elfiEkrveOpportunities
J| WOIR Launch Live Chat and OrDemand Video Calls

NZeWaVYismARciacqlWi YI tnYl HRIJWEGWUI ¢qRYUt Wet WAI Indl 1 JT W

Of Mtae UG We W] | ¢ HOWAWI RYT wllgY WO YO G Waq WA RI 1€

§ EM Naxl ¢ 2 (VA 1J LW e RT DY}
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In Progress | SINZ UG Y9 AHIBIGT ¢ qUWBEqc aqet BWOECqUINY!I RIJt WnY!l WAz2¢!l qll G! WAEe
In Progress NZelW~Y 9ADll|l ¢ RUW~¢UecnNUI+ WwyOWwW?2¢aqcéecWx RaqUI ¢#H! WeUT W9VYUqRUe
Workforce M= ALVD q) 6 WOUdE Create and Launcha Strategic Communications Plan
Workforce N=<€eWd Y WOIET 13 axiJi21JLticeMMIDBs Compliance and Policy-Oriented Role Within the Workforce System

Top 0-6 Months = 0-6 Months = OEDIQC: Implement Customer Satisfaction Surveys

Top 0-6 Months | 0-6 Months | OEDIEB: 9 | YPR2 Rt RYUW9 YUUWUHqR2Rq! W] | Ye G

Top 0-6 Months | 0-6 Months = OED8: Streamline Customer Escalation Platforms

Top 0-6 Months | 0-6 Months | Ul 4: Pilot an AppointmentBased Outbound Call System

Top 0-6 Months = 0-6 Months = FRU4 Conduct anAnalysis of Aging SQRs

NY GilB¥Months | Zpl2 Months | OEDI®IA: Conduct Regular Staff Focus Groups

NY Gl ®Months 2 Months = UIIB: First-Call Resolution Rate Tracking

NY GilA™Months | Zpl2 Months | FRE2t Conduct a Detailed Options Analysis for Improvement of Frances/Frances Online Support

NY Gl ¥Months = X2 Months FRRHH 1t q ¢ HiidRgarbzational Change Management (OCM)Project
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NY GilA™Months | Zpl2 Months | FRE Increase SQRCompletion Capacity

NY G #iMaBths 12+ Months OEDIBA: Cross-Trained Contact Center Team

NY G#iMaRths | 12+ Months | § Em NdA IIn 1 13t 6 Wbec Y5 WNY wll] e RT It Wn Yl W9zt qYG Il {

NY G #iMaBths 12+ Months = Ul Estimated Wait Times

NY G #IMaBths | 12+ Months | UIIR Streamline dentity Verification Processes

NY G#iMaRths = 12+ Months PLULIBt q ¢ HriiiRerfate with Health Care Providers

Al YTUHqt W YqWoWgqWAI RYI RqRAJI

Al YTUF

221 ¢qR Al YTUOHqW culd

NZelW-~YU§EmHNI ¢ RUR (2 Wtallpridjéct s, § E ? UETUIBLE ? WIS 7

ME WG YUq8E®VAB2 | 213! WO We UT Wi §WEqC O

ME WG YUq§EmMPAET q¢ ARt §We W9 CAW9 et qYa1ll WEEqRt nec HqRYUW7 ¢t WaRUWWE
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Unemployment Insurance Program Customers

How satisfied are you with your experience?

18% Completely

47% Mot at all

———  15% Mostly

Ul pain points:

1. Phone wait time

2. Claim processing and
adjudication wait time

3. Frances navigation

4. Communication clarity

5. ID verification

= 10% Somewhat

b

~ 11% A little

Paid Leave Oregon Program Customsr

cYs Wt ¢cqRY 3137 Wel W YelWs RgsW! Yel WGl RIJURADe

24% Mot at all

33% Completely

10% A little

P \
- 17% Mostly

16% Somewhat

Paid Leave Oregon pain

points:

1. Phone wait time

2. Submitting
documentation

3. Claim processing time

4. Francesnavigation

5. Inconsistent or unclear
comms clarity
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Contributions and RecoveryCustomers

f PNHEiMtat qVYdiie dqRE 30T wlUYI! W21 ! W ¢qRt 31 wlls Rq 6 |
f sNEMzt qYBIWGY g JT Wagdcqgd dwe nNIU0qWa Rt qUT Wa
f Nt qYOWGCY IWgq T Wadécqllgé JRI WRY + 2 1JWs ¢t W 13t Y

WorkSource Oregon Customers ) o

i E@¢ RUWGYRUqt a
cYsWsYedl W Yall ¢qliWgd 3wy 2 ] o |3 2RHA
NIOW 2¢RIECHRIRq! WY
TOEWY NWTYAHW KIE I+ W ¢RT Wn al
o A ) Ztow[ | YUqUW IR W 01 H
TNEWYNnWHzt ROt Wr2t qY Gl H LU
L ¢cqlT W W1 2RAEVWeY WwuD+FHIJGOI] OOWx ¢ At WY nwt UYs @1

RUT 2t ql RIJWAUYd W R
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Rt q

e}
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Engagement
Eel 2illle R3EANEa WINAMPY W 3 GYUtL Ut W YONWHY G GO WU AW DG |
[ YRzt Wbl EVI2&HE=A W=MZ WGe | qRARGe Uqt We HI Yt W=oW It + RY

EGGYs Wl GUU@luglaYd @Gic A6 WY We oG R We UT WaWGAHDI + WYnuwe U
Acl qRARG¢c Uqt Ws I PYWet t T Wt GUHRI AWe 3t qRY UL W INc !l T |

PR2Rt RYUWANUGI Ut JUgqeqRYU

4

10% Contributions and Recovery

4% Modernization, Workforce and
/ Economic Research, or Employment

r\%als Board
0% Office of Administrative

Hearings
16% Paid Leave Oregon

30% Workforce
Operations/WorkSource Oregon

11% Shared Services (includes
Administrative & Business Services,

28% Unemployment Insurance Communications, Director's Office,

(Adjudication, Analytics, Benefit Equity and Inclusion Office, Human
Payment Control, Benefit Services, Resources, Information Technology,
Claims, and Ul Operations) & Strategy Office)
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Other Federal and State Funding

Funding
Category

Funding
Source

State

Agency
Reciplents

Local/
Raglonal
Reciplents

Provider
of Services

Self Sufficlency
Programs

US0A -
Food &
Mutriticn

WS Dapt of
Hurmean Servicas

Thara are local subconiraciors
that alsa prowile sarvices (8.9

IRGLY)
QDHS stal DOHS staff
& contracts & cantracts
wiCBDs wi CB0s

3 23
23 e

TANF (HHS) -
Sell-sufficiency
ZMAP & Programs
OFSET {OOHSE}
(LISDA) -
BTEFP

=
mabch

] W? EN f

HECC-OW!
Workforce Programs

Slate Ganeral Fund

HECC

L¥WLHs
Local Semdce
Providars

Lo=zal Sardoa
Prosicars

Ciregan Yosith
Emplaymeant
Frosgram

Indushry
Engagarmsant

sas |

Local
Campatilvanass
Siratagas

stow |

Work
Experiance

soa |

Sirateqic
Innowation Grants

23

HECLD
Stalt

WTDBe
Stralagic Plan

WTDE Dparatians
Agancy Admin

Matianal Carser
Readinmss
Certificabe

st |

X E

QED
Workforce
Opearations

US Depl of Labor

Onhier Funds
[SEDAF, conlracts,
]

OED

QED
Statt

Businass
Sardicas

Warkar
Emplaymeant
and
Reamplaymant
Sarvices

Discretlonary
Grants
& Ona-time
Funding

Fadaral Agancias
(% varias)
State
General Fund
(% varies)
Orher Slate Funds
(& varies)

Slale Apancies,
LWDBs; Cibesr
Syslam Orgs

Vanas

WVaries

Wares
Examples: FubLirs
Ready Oragon
Prasperity 10,000

Waorkforca Banediis
Navigators

Workfarce Benefis
Mavigalors

sisocsaur |

US DOL Mat'l
Dislocaled Worksr
Granks

El

'mlnglﬁnlm:
wary from -8 yrs

S state Funding [ Focerst Funcing il Dincretionary or flaxivie funds

' Note: Although every effort was made o develop & comprehensive funding / resource map, we recognize
= that this initial map may nol caplure all funding / resource Nows due to the complexity of the system.
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Workforce Innovation and Opportunity Act (WIOA)

Federal U3 Dapt LI5S Dap = I:I-u|:|1 L DEDL LIS Dapt
Funding o EEan o Laber Edl.rr.-uh-:n Edu:a.uun of Labar - ETA
OED - OED - ir
Warklores  Workloroe DRHSVR Dﬂmﬁ:snnn
State HECC-OW HECC-CCWD Operations & Economic for the CDHS
Agency Division Research Blinvd
Recipients Diivisian m I
Fomuby
Frmroda detnminge hrding Easter
detarminas funding 15 af 17 Serdics Saals
Locall LwWihDEs Commurity Conlracions
Reglonal Colleges and DDC
Reciplents 83% of Lacal School
P
£31M 83% of Districts m
S6nd
Sardion
Comiraciomns
OED Stalf
a “"'I_:"'“P Lacal School
LEMETS
Lol Commurity D:E»1n¢1'5 OCE Sial Easter
Provider Service Colleges CIED Saals
of Services Prenidars Reseanch m
- m
ER oox
Rehab Siaf
+ Jab pErvica = Jab garvicas and
and fraining placeman assisiance
for Adults tor Adults - Jb B, SCEEP: l
e
= Jab  sarvice « Joh service = Jab sarvica for SArdCe mw —
and training tor and placamant lald-aff worksrs andt job F'a{imm
laid-oH warkers Sasltance o = Jab sarvics and placament = Job  placame:
* Emplaymart, Aduls placemeand assitancs i:mstanm :'-ﬂne for low
EI:I:'::%;UH T o sancs o etarans disablad pikacsment S
Programs calkaga ani ?;U|mu * E'Em"l x“‘::_:L h adufts azsglance wiults St
FITT&NarEar ou .
caraar for yauth wWarHars - . ' + Pra- fior SCSER
with ona ar REm@aymean amrgknymant sight- g
moe Barriars = Acull Insurancs Pragram: fransRon impaired e
Education Re- Emoloyrment adulls communiky
ta amploymant & Famey ploymen Sardces orvics
{eug, Yourth Wik T HET-F:n an {studarts activiges for
S ::ﬁpb]'l;l:m .::E'Em v Ineams
) E;&mﬂ insurance recipienis adults 55+
Aciiitias = Business Engagament

Tite | == focused an warkforos development actritiss and workfonos

Tithe Fv: DHE & Commission for the Blind, Saif suficiency, ViR: Assists

investment actvities and raning. people with desabilites to get and keep a job

Tithe Il: Adu® educaticn and lileracy {communiy colieges) Tithe W Older Amencans St

Tt lii: Employment servioes (Wagnen Peysor Sof)

SMIEBRL qY Gl WEWI 2 RAENWALHR Y R ¥ il ARG ¢ q DRIt LW



	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

