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An Unprecedented Year

$80M

34K

2019

$1.7B

172K

2020

People who 

received 

benefits

Amount of 

benefits paid

Source: ReEmployMe Data,
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Rapid and Dramatic Increase 

in Initial Claims and 

Weekly Certifications

▪ 634 applicants per week increased to 

75,000 in the first 3 weeks of the 

pandemic

▪ Implementation of PUA on May 1 resulted 

in another spike in claims filed

▪ Organized fraud schemes late May 

resulted in a spike – culminating in over 

250,000 weekly certifications filed

▪ Initial claims volume remains 3x higher 

than previous years (3,800 v. 1,200)

▪ Weekly certifications volume remains 5x 

higher than previous years                

(42,000 v. 8,000)
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Context and Actions Taken

Pandemic jolted the economy:

- 105,000 jobs lost within weeks

- New unemployment claims 

skyrocketed from 600 in 2nd

week of March to 21,000, 

22,500 and 31,000 in the three 

subsequent weeks

Unemployment program was 

underfunded and understaffed 

even pre-pandemic

- Federal grants only funded 2/3 

of operating budget 

- Legislature approved additional 

funding (February 2020 budget 

hearings)

Actions Taken

▪ Immediate response required 

contracted support

▪ Signed contract for ~100 call 

center staff on March 28 

(trained and taking calls on 

April 10 – ice storm day)

▪ Contracted for data entry and 

scanning support

▪ Employed law students as 

adjudicators

▪ Staff from other DOL bureaus and 

from other state departments 

(DOC, DHHS, WC) supplemented 

existing state staff

▪ State staff onboarding phase two

▪ Rec’d assistance from 

prominent Maine business to 

help hire and onboard

▪ Procured additional facilities 

and PPE for increased staff 

and social distancing

Systems designed for normal 

fluctuations

▪ Telecommunications 

infrastructure couldn’t support 

call volume (peaked at 400,000 

calls in one day)

▪ ReEmployME designed for the 

9 permanent unemployment 

programs

Actions Taken

▪ State telco system 

reconfigured – UI program 

segmented from rest of 

state network

▪ ReEmployME 

modifications developed

▪ New programs

▪ ID verification

6 new unemployment 

programs created

▪ UI programs don’t change often 

and are usually slight

▪ New programs designed to 

expand coverage and extend 

timeline of permanent programs

▪ States required to follow 

legislation and USDOL 

guidance (USDOL version of 

program rules)

Actions Taken

▪ Policies and procedures 

established

▪ ReEmployME 

modifications implemented

▪ Spec development

▪ Coding

▪ Testing

▪ Remediation

▪ Deployment
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Call volume and average wait times

Key drivers of reduction

Increased staff count and 

experience, and claims volume 

decrease has allowed for better 

response times than early in the 

pandemic

Significant reduction in backlog and 

payment delays to claimants 

Improved plain language 

messaging on unemployment 

website to address common 

questions

Redesigned online messaging 

portal to allow better triage to support 

user questions, enabling faster email 

resolution

Source: MDOL call center data 

108K 7K

Beginning of 

pandemic1 Current state

Performance improvements

94%

1. Based on avg. incoming calls in May

2. Based on September data

Avg. daily 

call volume

30-45min 47%
Avg. wait 

times 16min

significantly improved and will continue to improve with enhanced self service options
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An unprecedented series of events
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An unprecedented series of events
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Transitioning through Maine unemployment programs

State UI Benefits Recipients will automatically transition through PEUC and PUA until fully drawn or the programs end: 

PUA Benefits Recipients will remain on PUA until fully drawn or the program ends:

What do you need to do if 
you have a $0 balance?

Continue to file for your weekly certifications via ReEmployMe. 

Individuals receiving UI or PEUC will be asked additional questions on their 
next weekly certification. If eligible, they will be automatically enrolled in 
PEUC or PUA, as reflected above.

There are no additional unemployment programs after PUA.

Federal Pandemic Unemployment Assistance (PUA)

Up to 50 weeks through April 10, 2021

(No new applications after March 13, 2021)

PUA 

(only if you received less than 50 weeks of  benefits 
between state UI, EB and PEUC)

Any benefits received through state UI, EB and PEUC are subtracted                                                        
f        from the available 50 weeks of PUA. For example, someone who receives 26 

weeks of state UI and 24 weeks of PEUC would not qualify for PUA.

PEUC

Up to 24 weeks through April 10, 2021

(No new applications after March 13, 2021)

UI, TRA, UCX…

Up to 26 weeks

FPUC ($300) – Anyone receiving a 
payment in the above programs 

during the weeks ending January 2 
through March 13, 2021 will 
receive an additional $300
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MDOL 

Improvement 

Actions

Accelerated 

claims 

processing

❖ Data-driven decision-making for backlog visibility and management

❖ Streamlined operations to increase speed and improve access

❖ Targeted process redesign and automation to transition to next normal 
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Accelerated Claims Processing

Analytics dashboard enabled 

data-driven decision-making 

across MDOL

Enhances operational 

effectiveness by prioritizing 

claimants in most need 

Strengthens early identification 

and escalation of potential issues 

through data-driven decision-

making process 

Improves timeliness of resolution 

to issues faced by individual 

claimants 

Improves trust amongst external 

stakeholders

Example: Initial Claims status dashboard
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MDOL 

Improvement 

Actions

❖ Human centered design approaches rooted in claimant and employer viewpoint

❖ Simplified and modernized user interface to minimize burden on claimants 

❖ Enhanced communication to claimants in simple visual design and plain language

Meaningful 

claimant and 

employer 

engagement
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Human-Centered Design approaches launched

to simplify claimant and employer experiences

Quantitative Survey 

Survey with ~600 people to 

understand experience and 

challenges

1:1 Interviews 

~22 interviews with people 
to gather in-depth insights and 

brainstorm opportunities / ideas

Usability testing

Engaged ~42 constituents 
for user testing to obtain immediate 

reaction to proposed solutions

We used multiple sources of 

employers / claimants insight…

…..to quantify pain points across the entire journey from 

employment to re-employment

Efficacy of end to end claimant journey Quantified severity of challenges

Qualitative understanding of frustrations
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Simplified user interface

Example: improvements to online weekly claim forms 

20% expected reduction 

in fact finding cases due to 

user errors

25% expected decrease 

in daily call center volume for 

claimants who prefer online 

channels1

Operational benefits to 

MDOL

 Provide upfront overview of required activities

 Transparency into status of each eligible week

 Clear steps to set expectations

 Questionnaire is dynamic, showing only relevant questions

 Allows claimants to review answers, including bank account 

information, before submitting

Before

 Unclear guidelines or self-help

 Inflexible employment statuses 

now eligible for assistance

 Confusing interfaces leading to 

errors during submissions

 Not mobile friendly

1. Expected reduction from weekly claims, claims statuses and confirmation emails concepts based on common questions and errors

After
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Data gathered on most common communication 

documents

Notice of Contribution Rate

3%Final Notice / Demand for Payment

Notice of Estimated Wages

Request for separation (B1)

Notice of Fact Finding - Employer

E-Response Enrollment

Unemployment charges (B29)

58%

First Notice Direct Reimbursable

Wage Information Request (FD-4)

Tax- quarterly bill

11%

5%

5%

4%

4%

2%

2%

2%

Seperation decision and charge notice

Monetary determination Notice

First Payment Notice

BD-1 for PUA

Lack of Work Non-mon Decision

Notice of Fact Finding-Claimant

Non-mon Decision Letter

B1DP-E

Lost Wage Assurance - P1

Notice of Potential Benefits Assessment

29%

18%

11%

8%

6%

6%

4%

4%

2%

2%

Top 10 employer 

correspondences (total: 75)

% of total 

volume1 Process highlights

Diagnostic to review all 

system correspondence 

Criteria to prioritize 

correspondences for 

further improvement 

based on:

• Total volume

• Importance of 

communication

• Probability of creating 

confusion for 

constituents 

Prioritized 

correspondence were 

refined for plain language 

and tested with end users

Volume

(in thousands)

Top 10 claimant 

correspondences (total: 73)

Source: Cognos database, BUC, MDOL

284

52

25

22

19

17

13

12

10

8

464

178

132

94

93

64

59

38

34

33

1. In the period: October 2019 to October 2020

Volume

(in thousands)

% of total 

volume1
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Revised critical correspondence with simple, 

easy-to-understand language 

Before After Modifications

Clear sections in the 

letter explaining

 What the letter is

 Why they are 

receiving it

 What they need 

to know

 What they need 

to do

Improved readability 

with layout and  font 

updates

Example: weekly certification filing instructions for claimants

What we heard from users

“I actually had the same question this 

week and when I saw this form I didn't 

need to call and ask anybody … so 

having that laid out is actually nice and 

clear and clears up a lot of questions.” 

– 1st time claimant

Operational benefits to the DOL

• Reduction in call volume from 

both claimants and employers as 

communications are easier to 

understand

• Reduced burden on Mainers to 

figure out “what is needed from 

them” and next steps

Removed jargon 

and used plain 

language
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MDOL 

Improvement 

Actions

❖ Process changes to sustain and enhance new fraud prevention practices

❖ Analytics-driven approaches to proactively anticipate and detect fraud

Enhanced fraud 

detection and 

remediation
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Unemployment 

Fraud is a 

nationwide 

problem

• Organized fraudsters used identities stolen through outside data breaches or other 

illicit means to file imposter unemployment claims. 

• DOL immediately took action to stop fraudulent claims. Benefit payments were 

initially held in May so that claims could be reviewed. Other actions include:

• Reinstatement of the 10-day hold for separation verifications

• Requirement for identity verification on suspicious claims;                                   

67% of accounts flagged as suspicious are ultimately determined to be fraudulent

• Development of fraud prevention task force: members include: DOL staff; USDOL 

OIG; U.S. Secret Service; U.S. Attorney’s Office; FBI; Maine Attorney General’s 

Office; Maine Office of the State Treasurer; Maine State Police; and, Maine IT.

• Establishment of new fraud prevention tactics for ongoing detection 
$36B

USDOL OIG estimates 

10% of nationwide 

payments are to 

fraudsters1

1September 30, 2020 USDOL OIG Semiannual Report to 

Congress, page 9

What happened in Maine?

Note: The Continued Assistance Act now requires anyone receiving PUA benefits to 

submit ID verification documentation. DOL will notify people when it’s time to submit.
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New fraud prevention practices for ongoing detection

New processes 

2-day discovery

Rule creation and 

monitoring

Knowledge sharing 

and gathering

Description

Discovery process embeds 

comprehensive and regular review of 

all initial claimants and formalization 

of new fraud patterns 

Evidence-based decision making to 

add, amend, or remove rules, 

including testing and monitoring rule 

performance to improve fraud detection

Weekly touchpoints and monthly 

reports on fraud knowledge sharing 

and service provider management 

with other states and partners

Overview of process 

Conduct daily comprehensive manual review of all initial claimants

Determine claimants that are likely fraud given fraud patterns

Flag claimants that require additional verification 

Discover and document new fraud patterns for future automation

Form hypotheses of fraud pattern for potential rule from 2-day 

discovery patterns and external ideas

Test and monitor rules performance through weekly review 

Review rule performance with leadership to add, amend, or 

remove rules based on testing 

Hold weekly, monthly cadence of meetings with other states and 

partners

Share operational best practices
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MDOL 

Improvement 

Actions

Boosting          

reemployment in 

Maine

❖ Targeted programs to facilitate reemployment

❖ Design-led approach to improve access to reemployment services
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Targeted programs to facilitate re-employment

Target population

Services provided

Launch readiness

Details

Claimants selected based on information collected in unemployment application (no additional info)

Claimants at higher risk of exhausting their unemployment benefits are prioritized

Initial target is to serve ~100 claimants per week and then ramp up over time

Targeted career services by trained CareerCenter coaches at no cost to participants to get them back to work 

faster. Services, which can be virtual or in-person if necessary, include:

• Review and recommendations on an individual reemployment plan (IRP)

• Customized referral to jobs, job fairs, other agencies or training opportunities

• Orientation of all relevant CareerCenter resources, local labor market information etc.

• Unemployment compensation eligibility review including review of work search activities 

Target launch date of program is March 2021

To provide seamless experience to claimants, program is being integrated with current unemployment 

system (ReEmployMe)

Launch of enhanced Reemployment Services and Eligibility Assessment (RESEA) program in March 2021
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Design-led approach to improve access to reemployment services

New improved quick start guide Existing transition guide

One page summary 

with for overview of 

key resources

Resources grouped by 

common journeys

Clearly laid out steps 

based for specific 

constituent journeys

Improved structure 

and visuals for better 

readability

Example: CareerCenter quick start guide for users
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Your support is critical to MDOL continued 

progress over the coming months
Focus for next 120 days:

 Continue to ensure timely payment of benefits to eligible Mainers while 

ensuring program integrity

 Maintain healthy backlog levels with target initial payments within 10-20 

days

 Expedite fact-findings and administrative hearings

 Complete implementation of Continued Assistance Act changes and new 

Mixed Earners UC (MEUC) program 

 Ongoing technical enhancements to improve self-service and online 

options and reduce need to call the 800 line

 Continue to improve service levels at call centers by increasing state 

staffing and ongoing training

 Enhance the reemployment/rehiring experience for job-seekers and 

employers 

 Issue 1099-G tax documents for unemployment benefits and ensure 

expedient process for rectifying newly identified unemployment fraud

How we could use your support:

 Continue to provide valuable 

feedback based on your 

interactions with constituents

 Distribute newsletters and other 

key messages to constituents

 Support two-year extension of 

limited-period positions in the 

2022-23 biennial budget


