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Synopsis

The Tax, Appeals and Benefits Self-Service System is a project that the Kansas Department of Human Resources initiated to improve, reengineer, redesign and restructure their entire UI infrastructure, turning it from a low capacity patchwork of separate pieces offering basic services, to a high capacity integrated system that improved customer access and the agency’s ability to better serve its claimant and employer customers.

Some of the new services provided through TABS are:

· Online claims filing

· Seamless movement from online claims filing to job search

· Ability to route calls between call centers

· Self-service voice recognition for claimants

· Shared data for KDHR call center, Tax, Benefits, and/or Appeals staff

· Employer filing notice of protest, account change and Quarterly Wage Reports on-line

The Tax, Appeals and Benefits Self-Service (TABS) program allowed KDHR to double its productivity with the same number of staff - while radically improving customer service through greater speed, access and reliability.  Processing time for unemployment compensation claims has dropped by more than 75 percent. The effectiveness of the program can also be measured by Minutes Per Unit (MPU). The average number of minutes required to process a claim has been reduced from a high of 47 minutes in FY 1999 to an all-time low of 11 minutes in December 2001- a 76 percent reduction and have remained there.  This is a direct result of changing the service delivery model to take unemployment claims via self-service and improving call center operations.

For these accomplishments and more, TABS, has been awarded a Trailblazer Award by E-Gov 2002 and also won the Digital Government Award for the best State Government Innovation at E-Gov 2002.

A. Description of the Project

Kansasjoblink.com is the public and private labor exchange website of the state of Kansas, operated by the Kansas Department of Human Resources.  The new application being nominated for the 2002 NASCIO Awards is the Unemployment Insurance Tax, Appeals and Benefit Self-Service system (TABS). 

The Kansas Department of Human Resources tackled the challenge of improving, reengineering, redesigning and restructuring their entire UI infrastructure, turning it from a low capacity patchwork of separate pieces offering basic services, to a high capacity integrated system that improved customer access and the agency’s ability to better serve its claimant and employer customers.

The need for this aggressive action came as the state’s three call centers - designed in 1996 to handle an average of 2,100 new claims per week, became crippled when more than 7,500 claims were filed in December of 2000.   In addition, the call center technology became unstable, crashing an average of one of the three call centers at least once per week for an average length of 4 hours, further disrupting processing.  These situations were causing a backlog of frustrated unemployment claimants, department employees and legislators. 

This crisis, plus projections that claims in FY02 would increase 85% over FY00 while the budget would only increase 10% with a FTE decrease of 5, led the Kansas Department of Human Resources to take action to resolve the crisis situation.  The solution they determined was to implement a complete overhaul of their claims taking network by integrating their Unemployment Insurance system utilizing Internet functions for employers and claimants, self-service interactive voice recognition, intelligent call routing among call centers, and a customer relationship management desktop.

B.  Significance to the Improvement of the Operation of Government

Since its creation, Kansasjoblink has provided all of the traditional job and resume services expected of this type of site.  However, since November 2001, kansasjoblink.com has also provided unemployed workers with the ability to file Unemployment Insurance claims and link directly to job opportunities to jump start their job search process as part of an entire Unemployment Insurance system and operations  redesign to improve, reengineer and restructure their entire UI infrastructure, turning it from a low capacity patchwork of separate pieces offering basic phone services, to a high capacity integrated online system that improved customer access and the agency’s ability to better serve its claimant and employer customers.  This initiative including the website application was named TABS (Tax, Appeals and Benefits Self-Service System).  We believe TABS is a model in service improvement, integration, and expansion that goes far beyond Internet service to include  systematic process and infrastructure improvement.

TABS involved five releases:

Release 1: This release allowed Unemployment Insurance (UI) claimants to file UI Initial Claims over the Internet, immediately improving services to claimants by providing an alternative filing point.  It also reduced the number of claimants using the call centers, which improved wait times for those who prefer this method of filing. Claimants are now able to file UI Initial Claims from home, One-Stop Career Centers, or any location with Internet access.   Integration allows a claimant to move seamlessly from the claim filing process to a job search without leaving the application.  Claimants who do use the job search function, spend 0.75 weeks less time receiving UI benefits, on average.  This is estimated to save the UI trust fund nearly $9 million per year. 

Release 2: This release included call center skills-based routing using user defined business rules; virtual call center management by routing calls throughout all three Kansas call centers; management monitoring of call center operations; and self-service interactive voice recognition (IVR) functionality.  Implementing this release allows claimants calling the call centers to answer some questions prior to speaking with a Customer Service Representative resulting in some claimants being able to get their questions answered without having to hold and speak to a CRS.  For others it allows their calls to be routed to the CSR best equipped to assist them.  It also allows calls to be routed between call centers when there is a service interruption at one of the centers.  In addition, managers now have better tools to evaluate the workload of the centers and to make call routing adjustments when necessary.  This release has resulted in claimants getting faster, more accurate assistance from the call centers with less time on hold.

Releases 3 and 4: These releases provided a robust desktop application that allows KDHR associates from Tax, Benefits, and/or Appeals to see the customer’s information in a seamless manner and share information across business units. 

These releases gave tax associates the ability to use customer relationship management (CRM) as employer case management, service request and activity tracking. Associates can share electronic documents using scanning equipment and tying images to employers in the customer relationship management database. The customer relationship management functionality interfaces with online Internet filings and automates Internet based assignments to appropriate tax associates. Tax associates also use customer relationship management to access legal manuals quickly. 

Appeals associates have the ability to use customer relationship management to interface with other business unit information such as benefit claims taken through the call center. They also use customer relationship management to research and document benefit claim statements. Customer relationship management also interfaces with Internet Appeals filings. 

Call centers use customer relationship management as their front end for taking unemployment claims. The customer relationship management tool directly interfaces with legacy mainframe systems and gives the Customer Service Representative (CSR) the capability to track all activities and calls associated with the claimant or employer. Customer relationship management provides workflow automation based on management supplied business rules to schedule outbound adjudication calls. CRM also provides scripts for Customer Service Representatives to read unemployment related answers to claimant questions. 

Release 5: This release allows claimants and employers the ability to perform additional UI transactions via the Internet. In addition to filing an Initial claim on-line, a claimant can file Weekly Claims on-line. Unemployment claimants are automatically registered with Kansas’ job service system KansasJobLink.com. Employers are able to file a Notice of Protest, Account Change, and Quarterly Wage Reports on-line.

Many states have implemented call centers.  Some other states are taking claims on the Internet.  A couple of states have even linked the two.  But, no other state has implemented such a broad array of employer and claimant services linked together in a complete system that provides such in depth management tools and data integration to assist staff and improve service.

C.  Benefits Realized by KDHR, States and Service Recipients

Implementing the online claims system and its associated process improvements allowed KDHR to double its productivity with the same number of staff - while radically improving customer service through greater speed, access and reliability.  Processing time for unemployment compensation claims has dropped by more than 75 percent. The effectiveness of the program can also be measured by Minutes Per Unit (MPU). The average number of minutes required to process a claim has been reduced from a high of 47 minutes in FY 1999 to an all-time low of 11 minutes in December 2001- a 76 percent reduction where it remains today.  This is a direct result of changing the service delivery model to take unemployment claims via self-service and improving call center operations.

These efficiencies were accomplished by automating processes, reducing paper flow, increasing data sharing, allowing customers to serve themselves as much as possible, and increasing the reliability of call center technologies. 

Much of the agency's improved work flow, particularly in the scheduling, case management and file sharing operations, was made possible with a commercially available customer relationship management software package that was customized to meet the agency's needs. 

The program also released additional Internet-based options into the new self-serve system, including integration of the claims and job search processes by including a direct link into KansasJobLink. The ultimate aim of the employment link is to save taxpayer dollars by more quickly matching claimants with jobs for which they are qualified and reducing the time claimants receive benefits.

The beneficiaries of the new system are 100 staff in the Kansas call centers, 110 state staff in Assessments and Collections, and 10 in Appeals and 40,000 Unemployment Claimants and 12,000 employers using the system and each of the employers paying UI taxes in Kansas.

Call center customer service representatives (CSRs) have a reduced workload. Now, CSRs only take about 65% of the business.  The remaining 35% is taken via Internet, IVR and mass layoff processes.  CSRs also have an automated capability to route calls using CSR skills and availability between all three call centers creating a virtual call center. Finally, CSRs have a new CRM desktop that allows them to interface directly with Computer Telephony Integration, legacy mainframe systems, and Tax and Appeals users all while being able to track each contact made with claimants and employers.

Tax and Appeals staff have CRM desktop tools that interface with incoming Internet transactions and provide associates with case management.

D.  Return on Investment

By integrating the UI Claims process on Kansasjoblink.com, a claimant can move seamlessly from the claim filing process to a job search without leaving the application.  Claimants who use the job search function, spend 0.75 weeks less time receiving UI benefits, on average.  This is estimated to save the UI trust fund nearly $9 million per year. 

Additional beneficiaries will soon include other members of the America’s Job Link Alliance. Kansas is a member of America's Job Link Alliance and plans to share its development and lessons learned with other members of the Alliance.  One of the principle concepts behind the creation of the America’s Job Link Alliance was to create a framework to allow states to accept, modify and implement systems built and tested by others, thereby greatly reducing development risk.  In return, states agree to share modules and programs they have developed as well as any modifications and enhancements made to the core products. The Alliance has grown to include seven states, Kansas, Vermont, Nebraska, Oklahoma, Idaho, Missouri and New Mexico.
