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EXECUTIVE SUMMARY

The design of the Ul Integrity Academsties on the rigorous work completeduring training needs
analysisthe first step in the mstructional SystemsDesign (ISD)process The ISDprocess includeghe
Analysis, Design, Developmermplementation, andEvaluation ADDIE) approaclio courseware
development.The purpose of theanalysis phasisto identify the followinginformation:

1 The attributes of the target audience(s)

1 The work goals and training needs of the target audience(s)
1 Existing trainin@vailable to the target audience(s)

1 Any gaps between the training needs and existing training

¢CKS Fylfteara LINRPOS&a FT2NJ GKS ! ySYLX 28YSyd LyadzNT )
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Insurance (Ulyubject matter experts (SMEs) from the Center of ExcelleGeaté), the Office of the
Inspector General (Ol@hd various statesA listing of SMEs is included in the Appendix.

Analysis tools and techniquédncluded focus groups, interviews, Ul agency site visits, conferences,

research anda review of documents and videos. The analysis process was iterasvieenabled Ul
experts to thoroughly scrutinizend finetune the training goals and contenincoveed during thiseffort.

The end producof the analysis phass themacrodesignfor the followingfour training certificateswith
each certificate representing a curriculum that addresses a distinct eleméiné &fl program

1 Program Leadership
9 Operations Integrity
9 Fraud Investigations
91 Data Analytic§Analysidor this certificateo be completedate 2016

The Ul Program Leadership certificatéll prepareUl program leaderso apply successful leadership

techniques and integrity strategies ttrategically lead and monitor integrity improvement efforihis
curriculum will be delivered througthe followingsixeLearningnodules:

Ul Integrity Fundamentals for Program Leadership
Ul Agency Tour

Strategic Leadership in Ul Operations

Assessing th&l Environment

Prioritizing Ul Integrity Strategies

Evaluating Ul Integrity Implementations

Ul Integrity Funding

=4 =4 =4 =4 -8 -8 -9

The Ul Operations Integrity certificatevill iY LINE S ! L hLISNI GA2ya adl¥fFfQa

overpayments, conduct fadinding, and recover fundsThis curriculum will be delivered throughe
followingfive eLearningnodules:

Ul Integrity Fundamentals for Operations
Front End Operations

Adjudication

Overpayments and Recovery

Key Skills

Ul Agency Tour

=A =4 =4 =4 -8 =9
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The Ul Fraud Investigationsetificate will prepare learners to condudraud investigatios using
successfuprocesses, concepts, principleand practices This curriculum will be delivered through a
blended approach using instructted training(ILT)andeLearning Learners will begin the certificate by
completing the Ul Integrity Fundamentals for Fraud Investigations eLearning module. Upon completion
of this module, learners will then proceed to a comprehensive instrdetdtrainingcourse. During the
three-day instructorled training, learners will employ critical thinking and successful strategies to
investigate singlelaimant Ul fraud casés the context of case studies and scenarios. This coursbewill
organized intahe followingfive modules:

1 Assess athPrioritize Cases

1 Collect and Weigh Evidence

1 Analyze Data and Test Theories

T Make and Document Final Determination
1 Support Appeals and Prosecution

After completing the instructeted training, learners will apply theldl fraud investigation skills and
knowledge to investigate complex Ul fraud schenrescenariebasedsimulations The simulations will
be delivered through threeLearningnodules:

9 ID Theft Schemes
1 Fictitious Employer Schemes
1 Employer Fraud Schemes

The Ul Data Analytics certificais not yet definedor the following reasons:

1 Requirements for theJl Integrity Data Hub (IDHire stillbeingdefined In addition to other
goals and objectives, this certificate viiltegrate thefeatures,benefitsand useof the IDHinto
the Ul Data Analytics trainin@nce @proved IDH requirements will be onaf the drivers of
content for this certificate

1 Ul Data Analytics experts thate ableto supportthis efforton the leveineeded are difficult to
find. Althoughthere isprogress in this regardhe Academyontinues to seek qualified| data
analyticsexperts for this curriculum.

The findings and recommendations ftire Ul Data Analyticsertificate will be presented in a future
document.

Improving andmaintaining Ul integty is no easy taskor state workforce agencieghe training and
professional developmenoffered through the Academy will beital componens for strengthening
integrity throughout thelJlsystem The robust curricula outlined in this documaenitl help buildintegrity-
related expertise witlin state Ul agencies, improve job performance of Ul staff, and foster a culture of
G9DPSNEO2RE hgya LYGSAINRGE d¢
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TRAINING OVERVIEW

Our mission is to develop a national training academy dedicated to providiogots and relevant
integrity-related training programs and materials to state administrative agencies. To assist in this mission,
the Academy will provide a series of interrelated certificates designed to support the needs of Ul staff
members who are seéhg to upgrade their skills, advance their career, or initiate a career path change.
For example, someone who completes the Fraud Investigation certificate may later chose to pursue career
options in data analytics or leadership positions such an insince, completing the appropriate
Academy certificate can help facilitate that career change.

The certificate program model is also designed to be flexible and scal8kédf. can pursue training based
on their interest and aptitude with multiple opti@nopen to them, and additional certificate programs
can be added as the needs of the system evolve.

Figure 1: The Academy can help facilitate multipleareer options within the Ul system.

Ul Operations Integrity Ul Data Analytics Ul Program Leadership
Certificate Certificate Certificate Certificate
- Fundamentals - Fundamentals - Fundamentals
- Course Modules - Course Modules

Certification Plan

The Academy will providedr certificates specific to Ul staff members:

1 Ul Program Leadership

9 Ul Operations Integrity

9 Ul Fraud Investigations

9 Ul Data Analytics
tFNOIAOALI GA2Y AY Fye 2F G(GKS ! OFLRSY&2Qa OSNIATFTAOLGS
members will lp motivated to complete certification to improve their skills, increase their knowledge, and
to help advance their position within their agency, especially since the certificates are aligned with
potential areerpathways. For details, see the descriptiminreach certificate within this document.
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Training Structure

Each certificate area is supported by comprehensive training modules developed with input from Ul SMEs
and informed by the/ Sy (i Salhdsessmensf current integrity efforts anddraft report titled:
Unemployment Insurance Integrity Assessment Report, October. Hath certificate represents a
curriculum addressing a specific component of Ul.

The curriculum within a certificate will be delivered by the most appropriate method, whettesirmng,
instructor-led training or a blended approach.

Each curriculum will be organized into modules and lessons. Modules are units focusing on a specific topic.
Each module will contain one or more lessons, which areusits of the module. FoeLearning
coursavare, each lesson i@ SCORMompliant shareable content object.

As an exampleFigure2 below illustrates how theUl Operations curriculum is divided into separate
modules with lessons inside each module.

Figure2: Sample Curriculum Showing Relatship between Modules and Lessons

Ul Operations Integrity

Ul Integrity Fundamentals for Operations

|
i | | |
:DH 23%"‘5 (] ‘ ’ Key skills [ ] Ul Agency Tour [ |

Integrity in Front End A || Integrity in I = v | ,iCUstomer ; || Claims
“Operatlons = Adjudication A — Overview A ‘ |Service A Processing VAN
Preventing Overpayments 4Due Process A l [ cross Matches A ‘ | linterviewing . — BPC A
During Claims Processing ~— L | & Fact Finding — |
ﬁ Elcegectigg Issues During ‘ 519 A | |!dentify Theft R ‘ | time g AN
aims Processin — Z = Management —
2 go?monetf_ry .‘gﬂglti—clalmant AN ‘ (| [Menagement Bl | Appeals A
Claimant’s Rights ; eterminations A | Schemes —| =TT
iliti A (from UI . Module
‘(and EEpo i | Learning Center) 7 Employer Schemes /. ‘ Assessment () — Tax A
ERI (Eligibility Review — ——— ‘
“{lnterview) A odule Assessment | Collection Xst;g:slr.;:ent O
| Techniques & Tools —

R .

eLearning Module []
Lesson A
Assessment O

Instructional Strategy

The Academynsures effective instruction by using instructional strategies that build skills, knowledge
and learner confidence in accordance with proviestructional design modeland theories These
strategies systematically build a sound cognitive base and then require trainees to apply what they have
learned insimulatedenvironments thaimimic realworld experience¢ K S | O ld&stgngild §ood

habits that readily transfer from simulateghvironments to reatvorld performanceThe following table
LINBaSyda I ¥S¢g 2F (KS Y2 RSvithexamiglesaf howthelyvdllde apilicsl | OF
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Table 1:Instructional Models Applied to Academy Curricula

Instructional Model/Theory

. £ 22Y 04 ddenkfidseantiig in
the cognitive domain as a progressive
process moving from concrete to
abstract through six taxonomic levels;
knowledge, comprehension, application
analysis, synthesis, and evaluatio

Application to Academy Curricul a

The first module in each certificatéJIl Integrity Fundamentals &
a contentrich, level 1 lessorthat focuseson the comprehension of
new knowledgeAs learnes progresslessondecomemore
challenging For example, &vel 2 lessonrequireslearners to apply
knowledge torealworld situations while giving thenimmediate
correctivefeedback on their performase. Alevel 3 lesson
simulategob performance Feedback is oftemlelayedto encourage
seltdirectedlearningthat requiresstudentsto analyze, synthesize
and evaluate information in order fprogress through aase study
driven simulation

Elaboration Theoryrganizes instruction
in increasing order of complexity, while
providing instructional support.

Recommended paths through eacértificatewill be providedo
encourage learners to move from simple to complestruction

Component Display Theory (CD@jlors
instruction to the particular type of
information to be learned such as,
procedures, principles, concepts and
rules.

For example, good interviewing techniquedl be demonstrated
via audio and video inthé . | & A O C NJ dzRnsttugtaBl&d
training beforelearners araequired toconduct aninterviewviaa
role-play activity.

Anchored Instructionencourages
designing activities around an "anchor"
case study or problenwhile Situated
Learningrequires knowledge to be
presented in an authentic context.

The Academis applying both Anchored Instruction and Situated
Learning throughout$ level 2 and leved lessonsFor examplethe
Program Leadership curriculuatiows learners tdest Drivanew
skillswithin sevendifferent case studies

Experiential Learning Theotig the

process of making meaning from direct
experience. Trainees learn by reflecting
on their actions and getting feedback or
their decisions.

Ul Rogram Leadergain experiencelirecting the implementation
of a new integrity strategyor practicereducing overall Ul agency
costsvia a simulation

Faud Investigatorsolvecasesyy collectingand weighing evidenge
developingand testingtheoriesand making final determinations
within a simulation

UINIA Training Needs Analysis Findings_FINAL DRAFT_v3
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Figure 3: Three levels ofearnerinteraction enable the Academy téancreasethe cognitivechallenge
aslearnerconfidence grows.

Level 3 -
Simulation Mode

2 - Complex, learner-driven
és' - Emulates job performance
Qb - Decision-making practice

Learninglanagement System

In partnership with the Information Technology Support Center (ITSC), the Academy wiBheeRoint
Learning Management System (LMS) to manage the administration, documentation, tracking, reporting
YR RSt AGBSNE 2 Fes.TksPlatfomiwi EndldeQtate siaff wezNF

AccesgLearningn their own schedule

Identify and participate in instructded training opportunities, including webinars, classroom
training, and asynchronous virtual classrooms

1 Access supplemental courseatarials

The LMSvill enablethe Academyto:

1
1

9 Track learning activities for adlarnersand issue certificates as appropriate
T 'aS YSONROa LINIEn@graRe alyiids todis &Ssisk imthe@daluation and
continuous improvement of training pvided by the Academy

As illustrated by Figuré below, eacHearnerwill be able to access the LMS througfk S | OlwebS Y& Qa
portal where the learnerselecs his or herrole, i.e.adjudicator,customer service representatiyéaud
investigator,Ul progran leader, etc Once the learnetogs in,the LMS automatically populates the

f SI NUSANDESIF NYAYyTE F NBF gAGK derfeQ@dzNRX Sdbf dzy G KI G | |
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Figure4: The Learning Management System Assigns Curriculums Based on User Roles

Learning

Management Curriculum matched

to learner’s Ul role

System

My Learning

e ——————
Ul Integrity Academy
E Apply to "
Academy LMY
£X ;r
\

Measuring Success

An important element to rigorous instruction and certification is verifying that the learners achieved the
instructional goals and objectives. Forellearningnodules, mastery of the learning objectives will be
verified througha moduk assessmentTo earn a certificate, a learner must complete all lessons in all
modules and also pass tlassessmenfior each module within a certificate. Learners who do not want to
get certified may complete the training modules without taking thesessients Each module
assessmentoversmaterial presented irall of the lessons in that moduldssessmertappear on the
LMS as separai@ptionsto make it easy folearners to opt out of the assessments

Figureb below illustrates how the@ssessmenis asociated with a specifiearningmodule and all of the
lesson content within that module.

Figure5: Relationship of @Module Assessment tahe eLearning Module and Lesson Content

Operations A

#Integrit_y in Front End

Preventing Overpayments
during claims processing <—

|| Detecting Issues during
claims processing —

Claimant’s Rights A
and Responsibilities —_—

Module [
Lesson A
Assessment O

ERI (Eligibility Review
{lnterviegw) B A

Theassessmemjuestions for each module are based on the learning objectorabat module For many
modules,assessmentuestions will have a multiplehoice format, with the results displayed to the
learner and communicated directly to the LMS.
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Eachmoduleassessmet will have a minimum of 10 questions and a maxinaffBO questionsThis range
provides flexibility to the instructional designers to select the appropriate number of questions for each
module.

To receive a passing score, the minimum percentage comeahdstassessmentwill be 80%; however,
the instructional designer has the discretion to increase the minimum percentage correct based on the
instructional goals and criticality of theaining.

The instructional designers will develop a pootjoéstions, 23 questions per learning objective, gt
if a learner must repeat an assessmetfiat individual will not get the same questiotéaving multiple
guestionsthat the system randomlgiraws from for each learning objectiveelps ensure assesamt
integrity.

Figure 6 Each assessment question draws from a pool 8 guestions toensure assessment integrity.

Question 1 Question 2 Next question
]
[ | | |
Question 1A Question 1B Question 1C Question 2A Question 2B Question 2C

For online simulations, such as lessons within the Complex Ul Fraud Investigations elLearning, the
assessment is embedded in the simulation. As the learner progresses through the simulation and responds

to questions, the results are displayed to the learaadfinal pass/fail results areommunicated to the

[a{® wSadzZ §a>x K2gSOSNE INB y20 YIWRE&gencyBluckebsfubt S G 2
completion of all modules in th€omplex Ul Fraud Investigations eLearragstitutesa passing grade

for certification purposes.

Participants of the Basic Ul Fraud Investigations instrdetbitraining who are seeking certification will
be required to complete the instructded course. Learners will demonstrate mastery of the learning
objectives througtactive participation in the class and completion ofithgarticipant workbook.
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Ul INTEGRIFUNDAMENTALS

Introduction

The! O R Sorigin@ ®larfor the Ul Integrity Fundamentalsertificatewas to provideone coursethat
would apply to all Ul staff nmbers. Further analysibowever revealed thathe differentUl staffgroups

and target audiencewould benefitfrom having separat®! Integrity Fundamentalmodulescustomized

to their needsand contextualized to the specific type of training being peds In resporse to these
findings the strategy was changed to modularize the fundamentals course content for specific target
audiences. Thiollowing versions othe Ul Integrity Fundamentalmodulesare being developed

1 Ullintegrity Fundamentals fdProgram Leadership

1 Ul Integrity Fundamentals for Operations

1 Ul Integrity Fundamentals for Fraud Investigations

1 Ul Integrity Fundamentals for Data Analytjts be developed late 2016)

Thismore targetedapproachenablesthe Ul Integrity Fundamentatsodules to focus onthe topicsthat
are most relevant teeach audience.

Target Audienceand Training Needs Analysis

The target audiences are quite ved, from customerearvice repsand adjudicators to fraud investigators
and Ul directors along with many othe roles. Each role has its own specific set of tasks and
responsibilities. Therefore, théraining needs for eacharget audienceare also quite varied.The
characteristics and training needsesch target audiencare discussed in detdilrther in thisdocument,
under the appropriate section.

Instructional Goals and Objectives

ForAll Audiences

Table2 below lists the instructional goals and learning objectives that are part ddwllUI Integrity
Fundamentals courses. These objectives are relevant to all target audiences regardiesis ailes
within a Ul agency and regardless of the certificate twélycomplete.

Ul Integrity Fundamental®lodule Goal:After completingthe Fundamatals of Ul Integrity
module learners will have the foundational knowledge necessaryupportintegrity improvement
efforts.
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Table2: ObjectivesPresent In All Ul Integrity FundamentalModules

Subject Area ‘ Obijectives

Definition and 1 Describe the attributes of a Ul agency that has integrity.
Importance of Ul

: Describe the importance of Ul program integrity.
Program Integrity

Explain how integrity is crucial for public trust and support.
Describe negative consequences of compromised integrity.
Explainthe Federalstatutory/regulatory basis fothe Integrity Initiative.

Provide examples of the positive results in states that have improved Ul
integrity.

= =4 4 -8 -4

{1 Find the estimated percentage of improper paymentsfoy” S@Qriistate
(BAM stats otdDOL site).

1 Summarizeéhe background and purpose tiie Ul Integrity Center of
Excellence, especiallige Data Hub, Ul National Integrity Academy and Ul
Digital Library.

1 Seltevaluate one's own contribution to Ul integrity.

Maintaining Integrity in| §  Describe standard safeguards that most states use to detect possible iss
the Ul Process during each step of the Ul process.

1 Identify the Initial responses to flagged cases.
1 Explain why early detection matters

1 Identify the course of action for neffaud issues and spected fraud or
identity theft.

1 Explain the importance of understandittge Ul operations and laws 2 NJ 2
own state

SelfS@F f dzty S GKS | L &F FS3dz2 NRa aLISC

Mechanics of
Overpayments

Describe the mechanics of improper payments

Identify the most common improper Ul payments issues nationwide.
Identify the most common causes of impepayments that involve fraud.
Define Ul fraud.

= =4 -4 -8 | -A

ForSpecific Audiences

Ul Program Leadership

Table 3 below lists the additional instructional goals and learning objectives the Ul Integrity
Fundamentals for Program Leadershimdule Thismodulewill contain these objectives as well dise
objectiveslistedin Table2.
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Table3: Additional Objectivesfor Integrity Fundamentaldor Program Leadership

Subject Area ‘ Obijectives

Maintaining Integrity in| §  Describe the adjudication process and possible outcomes.

the Ul Process { Describe common methods for collecting overpayments.

1 Describe the importance of strong relationships between Benefits, Tax, a

Appeals.
Mechanics otJI 1 Recognize the importance of being able to prove intent.
Overpaymens { Identify the main types of complex fraud schemes.
1 Define root cause.
1 Determine the oot cause(s) of an improper payment.
1 Describe purpose, value and process -af/By Analysis.
1 Interpret the BAM Overpayments by Cause report.
1 Explain the value of the idepth BAM Audit Report.
Performing the 1 Describe how each of the functions in Ul Operations contribute to reducin
Functions of Ul improper payments and improving integrity.
af[):;ﬁ:i;ns with {1 Identify the responsibilities of each Ul function in relation to integrity.
1 Describe how the activities performed in one department cdedafthe
activities in other departments throughout the entire claims process.
Ul Integrity Leadership| §  Explain the importance of strategic leadership to Ul integrity.
1 Describe the types of challenges that require strategic leadership.
1 Describe the charaetistics and roles of strategic Ul program leaders.
1 Differentiate roles of Executive Director, Ul Director, and
managers/supervisors related to Ul integrity.
Program Leadership |1 wSO023y Al S 9ESOdzi A @S 5ANBOG2NN& NF
Responsibilities 1 RecognizeU 5ANBOG2NDE NBALRYAAOGAT AGAS
f wSO023ayAlT S YIylF3ISNBRQ YR &dzZLISNIDA & 7
Model for Ul 1 Identify key components of a successful Ul Operational Integrity program
Operational Integrity 1 Describe the UINIA Integrity BlueprinFramework for a Successful Ul

Integrity Program.

Critical Relationships | § Describe critical relationships of the Exec Director, the Ul Director, and th
supervisors and managers.

1 Describe the 4 Cs of strong relationships: Commitment, Collaboration, Cé
and Communication.

1 Describe whait means to foster a culture of integrity.

Working the Legislative §  Identify types of Federal and state laws, statutes, and regulations that ap
Process to Ul operations.

1 Describe key relationships in the legislative process and their importance
Ul leadership.

1 Describe Ul involvement in potential legislation.

Resources 1 Describe resources available to Ul Program Leaders.
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Ul Operations Integrity

Table 4 below lists the additional instructional goals and learning objectives for thentegrity
Fundamentals forOperationsmodule This module will contain these objectives as well ahe
objectiveslistedin Table2.

Table4: Additional Objectives folUl Integrity Fundamentals for Operations

Subject Area ‘ Objectives

Mechanics of 1 Identify when a claim should be escalated.
Overpayments
Performingthe 1 Describe how each of the functions in Ul Operations contribute to reducin
Functions of Ul improper payments and improving integrity.
lO;t)era_:lons with { Identify the responsiilies of each Ul function in relation to integrity.
ntegri
grity 1 Describe how the activities performed in one department can affect the
activities in other departments throughout the entire claims process.

Ul Fraud Investigations

Table5 below lists the additional instructional goals and learning objectives forUhéntegrity
Fundamentals for Fraud Investigatianedule Thismodulewill contain these objectives as well dse
objectiveslistedin Table2.

Table5: Additional Objectivedor Ul Integrity Fundamentals for Fraud Investigations

Subject Area ‘ Objectives

Mechanics of 1 Recogniz¢he importance of being able to prove intent.
Overpayments Recognize the main types of complex fraud schemes.

1
Critical Relationships | 1  Describe the key roles associated with fraud investigation
1

for Fraudinvestigation Describe the critical relationships for an FI or their Supervisor/Director to
establish.

1 Given a case description, determine which agency, organization or perso
would be appropriatéo contact for help.

Critical Skills of a Fraud §  Identify the critical skills and knowledge of a good fraud investigator
Investigator 1 SeliS@t tdz2t 68 2y8Qa 26y 1y26t SRISS 3

Instructional Strategies

EachUl Integrity Fundamentalsiodulewill bedelivered in aseltpacedelLearningormat to givelearners
flexibility in scheduling and learning at their own pa8eltpacedelLearningalsoprovides opportunities
for learners to revisit individual lessons angbitcs for review and refresheFor stable contentwhichis

not expected to chnge significantly in fivgears, maintenance and delivery costs &lrearningare

expected to be relatively small comparedtte classroom alternative.

TheUl Integrity FundanmtalselLearningnodulewill include:

1 An automotive theme that draws a parallel between the structural integrity of a car and the
program integrity of Ul agencies
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1 Content screens with relevant imagery and progressive builds that enhance absorption of the
material

Mouseovers for supplementary information

Examples to support concept descriptions

Opportunities for the learner to apply content in selfaluation exercises and garike
interactions

GOy AAYS | K Stixl assesknnslédgeaPsfesat the end of each topic

Glossary and Resources

= =4 =

1
1
Training Delivery Schedule

Table6 below shows the dawhen theUl Fundamentalsnoduleswill be available

Table6: Training Delivery Schedule faH Integrity FundamentalsModule

Certificate Estimated Seafime Launch Date
Ul Integrity Fundamentals for Program Leadership 45 minutes April 2016
Ul Integrity Fundamentals for Operations 45 minutes April 2016
Ul Integrity Fundamentals for Fraud Investigations 45 minutes March 2016
Ul Integrity Fundamentals for Data Analytfts be TBD TBD
developed in 2017)
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Ul PROGRAM LEADERSHRTIFICATE

Target Audience

The Ul Program Leaderslaertificateis intended for:

1 New Uldirectors with less than ongear experience in that role
9 Ul supervisors and managers
1 Executive leadership who interface with Ul personnel

The other Ul Integritgertificatesmay be useful for Ul directors, although Ul directars not considered
the primary audience for those curricula.

Summary of Skills anchkwledge

Ul Program leaderbave varying backgrounds and skills.

MostUldirectors, particularly political appointeemay havdittle (or no) former Ul experience or working
knowledge of Ul operational integrity, but mdnave strong skillsin finance, accounting, budgeting,
executive management, oversight, leadership, grant writing, testifying, public speaking, legislative
procedure and protocols, data analytidd, modernization, innovation management, andfousiness
procesgeengineering.

At a minimum, Ul directors are familiszvith the! Yy SYLJX 2@ YSy (G Ly adz2N» yOS 5ANBO
Elements for the Unemployment Insurance (Ul) Directmmmpiled in the USDOL Employment and
Training Administration (ETA) Office of Unemployment Insuré@ts).

SomeUl directors, supervisors, or manager© | YS dzLJ (G KNP dza K {-asd kidivlgbiged ¢ | Y R
of agency/bueau organization and operatiorend frontline experience in one or more Ul functional
areas.

New Ul program leaders have a baselimglerstanding othe Ul organizational sucture, mission, and
functions;relationship of Beneft unit to Tax and Appeals uni@nd relationshipof Ulto other state
programs within their parent state agency.

Summary of Program Leader Roles and Respdities

Ul programleaderroles and responsibilities are summarized in Tabbelow. Note: The table is meant
to provide a sense of the program leader roles asyttedate to Ul integrity. This is NQftended to
representa complete list of program leker responsibilities.

Table7: Summary ofJl Program Leadershintegrity-related Roles and Responsibilities

Role Responsibilities

Executive Director 1 Provide leadership, support, and resources to establishing and implemer
all of the agencieprogram goals, vision, and strategic direction.

1 Create and implement policy.

1 Understand and influence state legislation as it pertains to Ul program
mission and goals.
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Role Responsibilities

Ul Director

il

= =4 -4 =9

'RYAYA&AGSNI GKS adlradsSQa 'L LINEINI
requirements, Federal and state laws, regulations, statutes and guideline
{21 LREAOASAZI YR (KS 9ESOdziA @S

- Oversee operational methods.

- Maintain staffing, operationigpolicies and procedures, and trust fund
levels sufficient to attain at least minimum service level requirement

- Monitor Ul program performance, including Ul integrity, employer
liability and contributions, and collections.

- Submit reports and data requid by USDOL.

- Annually review Ul policies; revise as needed to reflect changes in
agency policy and/or changes kederal and state laws and regulatiorn
and SWA policies

- Ensure staff receive required training.

Provide strategic planning and leadershigmgram innovation and
continuous improvement.

Represent the division with agency partners and in the community.
Develop and monitor the division's budget.
Identify and secure additional funding and grants.

Coordinate all internal and external financiatpgram, and security audits,
reviews and responses.

Ensure that staff and division accomplishments are appropriately reward
and recognized.

Review all operations to identify any cost saving strategies or customer
service improvements.

Identify areas neding IT automation, oversee development and ensure
platforms are compatible with other agency IT systems.

Attend local, state and national meetings as state Ul representative and
coordinate visits from other states to see demonstrations and share
information.

Coordinate information sharing agreements with other state &ederal
partners.

Ensure that claimant complaints are resolved in a timely manner.

Ul BPC Supervisor and
Manager

Administer distribution of Ul benefits in accordance with Ul Progpafities
and procedures

Establish and monitor key performance indicators.

Ensure that strategies for prevention, detection and collection of
overpayments are sufficient to me&t®DOLperformancerequirements and
agency goals

Ensure that staffing and o#in resources are sufficient tmeet UDOL
performance requirements and agency goals.

Ensure correct coding of hours for work performed.

Ensure that strategies for prevention and detection of internal fraud are
implemented.

Ensure thapolicies related toriternal fraudare enforced
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Role Responsibilities

Ul Integrity Task Force | 1 Oversee Ul Integrity strategic planning efforts.

Supervisor and Integrityl ¢ Ensure UI Integrity initiatives and corrective actions are carried out in
Program Manager accordance withintegrity Action Plan.

1 Measure impact of Ul Integrity initiatives.

Tax Supervisor 1 Administer employer contribution process in accordance with Federal
requirements as well as state laws, regulations, statutesl guidelinesand
agency policies.

- Determine employer liability
- Assess and collect contributions
9 Establish and monitor key performance indicators.

1 Ensure that strategies for prevention, detection, and collection of delinqu
taxes are sufficient to meet performance standards.

1 Ensure that staffing and other resourca® sufficient tomeetUDOL
performance requirements and agency goals.

9 Ensure that strategies for prevention and detection of internal fraud are
implemented.

1 Ensure that policies related to internal fraud are implemented.

Appeals Supervisor 1 Overseeappeals unit.

1 Ensure that appeals process conforms to Federal requiremastaell as
state laws, regulations, statutegiidelines and agency policies.

9 Establish and monitor key performance indicators.
1 Report outcomes.

1 Ensure that staffing and other resrces are sufficient toneet USDOL
performance requirements and agency goals.

Training Needs Analysis

Existing Training

There is no formal, comprehensive training program for newPtdigram leaderon Ul Operational
Integrity. New Uldirectors gainmuch of their knowledgeof Ul integrityfrom: briefings from their
management team and Executive Director, interviews with the outgoindirgttor, symposiums and
conferencesUPOL guidelineand publicationsresourcessuch as thedJl Community of Praatie, Ul
documents such as their State Quality Service Plan (SB¥Rfjts Accuracy Measurement (BAM) report,
and onthe-job experience.

The most comprehensive single source of information for new Ul directorsirgimployment Insurance

5 A NB O 2:NeEsentiaDEIBmBn® for the Unemployment Insurance (Ul) Directmpiled by the
USDOL Employment and Training Administration (ETA) Office of Unemployment Insurance (OUI). Other
trainingresourcedor Ul program leaders aummarized imMable31in the Appendix

Training Gap
Basedori KS | O [firfdiBg¥, &éwdUprogramleaders would benefit from:
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1 An overview of Ubperations Ulintegrity, the role of Uldirector and other program leadersools
and resources to assist states, and promising treards practices.

CALA FYR LINPYA&AAYT LINI OGAOEa T2NI F2aiSNAy3 |

1 A cohesive and comprehensive training program that covers the critical elemeatsuatessful
Ul Operational Integrity Program anhat provides strategies, techniquegxamples and
resources for improving each elemeiihese elements are illustrateéd Figure7 below.

Figure7: Critical Elements of a Successful Ul Integrity Program

Ul OPERATIONAL INTEGRITY

N——
INTEGRITY MISSION

< WORKFLOW | PREVENTION | DETECTION | DATA ANALYTICS|

INTEGRITY FUNDING! % RELATIONSHIPS

Curriculum Structure

The UIProgram Leadership certificat®nsists othe Ul Integriy Fundamentals for Program Leadership
module plus six other selpaced eLearningmodules Ul Agency Tour, Strategic Leadership in Ul
Operations, Assessing the Ul Environment, Prioritizing Ul Integrity Strategies, Evaluating Ul Integrity
Implementations, and Ul Integrity Fundingsee Figure ®elowX UldProgram Leadership Curriculum
Structure€ Since program leaders may have a wide range of operational experience, the Ul Agency Tour
module is optional for the UProgram Leadership certificate

The number of lessons per module ranges from one to six. The time required to complete a lesson will

v NBE ol a8R 2y GKS a02LI FyR O2YLX SEAGE 2F GKS YI

complete a lesson is expected to B8-45 minutes. Learners may take modules in any order, but the
order shown in the figure below is recommended.
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Figure8. Ul Program Leadership CurriculuBtructure

Ul Program Leadership
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Instructional Goals and Objectives

Ul Program Leadership Certificate Gobll program leaders will apply successful leadership techniques
and integrity strategies to strategically lead and monitaegrity improvement effortén accordance with

the processes, concepts, principles and practices put forth in the Ul National Integrity Academy (UINIA)
Program Leadershigertification training.

Table8: Learning Obijectives for Ul Agency Tour

Ul Agency Touk, Optional for Ul Program Leadership Certificate
The Academy anticipates that leaders who are new to Ul will benefit most from this training.

Terminal Objective Understand the basic functions of the varioudl units and their impact on Ul
integrity.

Claims Processing For each functional unit listed:

BPC 1 Describe the purpose of this functional unit.

BAM 1 Describe key roles and responsibilities of people who work in this

Appeals department.

Tax 1 Describe theactivities in this department.
1 Describe specific responsibilities the department uses to improve integrity
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Table9: Learning Objectives foBtrategic Leadership

Strategic Leadership

Terminal Objective

Subject Area ‘ Learning Objectives

Understandstrategicleadershiptools and techniques for Ubperations

Introduction to
Strategic Leadership

f

f
f
f

Describe the importance afrategicleadership in Ul Operations.
Recognize the attributes of a strategic leader.
Recognize the value of strategicallyproaching Ul Operational Integrity.

Recognize the role of the Ptogramleader (mission alignment, logistics, an
relationship building).

Distinguish betweesstrategic, administrative, and operational decision
making.

Strategic Management
Process

Identify the four steps in the Strategic Management Process: scan/assess
environment, formulate, implementnd evaluate.

Recognize the primary activities associated with each step.

Recognize practical methods and techniques for Strategic Management i
Operationsncluding:

0 Assessing environment and defining the problems to solve

o ldentifying primaryconsiderations when formulating strategies

0 Bvaluating and prioritizing ideas

o Bvaluating impact of initiatives, campaigns, IT enhancements, etc
Describepractical techniques for change management.

Leveraging SQSP, BAN
Audit Findings and
Integrity Acton Plan

= =4 =4 =2

Recognize the valypurpose and scopef the SQSP in Ul Integrity.
Describe the purpose or the BAM and BTQ core measures.

Explain how the SQSP camlbveraged by WRrogram leades to improve Ul
integrity.

Recognize the valy@urpose and scopef In-Depth BAM Report in Ul
Integrity.

Recognize the valypurpose and key components Integrity Action Plan in
Ul Integrity.

Evaluate strong vs weak geAhitiatives (Specific, Measurable, Achievable,
Realisticand Timebound).

UINIA Training Needs Analysis Findings_FINAL DRAFT_v3 Page?2 of 61



Strategic Leadership

Subject Area ‘ Learning Objectives

Workflow Management| § Recognize opportunities for improving integrity through Workflow
Management.
1 DifferentiatebetweenWorkflow Management, Business Process
Management, andBusiness Process fagineering.
1 Describe formal vs informal "analysis" ad@OL mandates and resources.
1 Recognize how staffing, processes and tools affect integrity.
1 Recognize the primary characteristics of a Gasatric Workflow.
1 Recognize examples of levost solutions: staffing, crogsaining, and role
definition/tasks reassignments.
1 Recognize examples higlst, high return solutions in Ul workflow
management.
1 Describe the purpose and value of the State Assessment Toop&yaftibnal
Practicesand the StatéAssessment Tool fdrax Performance System
Time Management 1 Define time management challenges for aRdbgram leader
1 Define time managemerdnd its purpose.
1 Debunk myths of multitasking (i.e., you can only do one #sktimec you
are either in thought, conversation, or activity).
1 Seltassess time management practices.
1 Identify practical ways to improve productivitycluding:planning,
prioritizing, scheduling, and staying focused.
1 Identify practical ways tonanage conflicting priorities.
1 Identify practical ways to balan@ open door policy without your schedule
being hijacked.
Emerging Trends in 1 Recognize the purpose of four types of data analytics: descriptive, diagng
Data Analytics predictive, and pescriptive analytics.
1 Describe how data analytics can be used to improve Ul Integrity.
1 Recognize data mining methods used in Ul Operations.
1 Recognize data analysis methods used iRildgram leadedashboards.
1 Describe emerging trends in data analytitdJi Operations.

Tablel0: Learning Objectives for Assessing Ul Environment: Ul Data

Subject Area

Terminal Objective

Assessing Ul Environment: Ul Data

Learning Objectives

Apply concepts from Step 1 in the Strategic Management Procass Ul
performance standardso identify and assess internal and external factors that
impact Ul Integrity and begin to identify strategic opportunities to improve Ul
integrity.
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Assessing Ul Environment: Ul Data

Subject Area ‘ Learning Objectives

Environment Scanning| § Describe the purpose and scope of Step fhe Strategic Management
and Assessment Process: Assess Ul Environment.
1 Recognize external factors and internal factirst make up the Ul
environment related to Ul integrity
1 Categorize factors as strengths, weaknesses, opportunities and threats.
1 Apply 5Why Analyis to determine root cause(s)
1 Recognizé¢he definition and importance of root causes of improper
payments.
1 Identify, assess, prioritize and document change drivers, opportunities, af
constraints.
1 Examine the discrepancies between internal proficiency extdrnal factors
to capture strategic value
Performance Standardy § Recognize the importance of understandid§OL mandates, state
mandates, SQSP and IAP gaatslunit and individual goals.
1 Identify Ul performance standards and mandates.
1 Describe purpse ofUDOL mandated performance measures: ETA 227, E
581.
1 Describe consequences of substandard performance.
1 Access Ul PERFORMS and recognize Core Measures and Acceptance L
Performance (ALPS).
1 Identify Ul PERFORMS Standards in Regulationsrmenfice criteria.
1 Describe the Federal Government Performance and Results Act Goals.
1 Identify state and agency integritglated goals and mandates.
1 Access current and past year SQSPs and IAPs and evaluate goals and

milestones.
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Assessing Ul Environment: Ul Data

Subject Area ‘ Learning Objectives

Agency Performance | Use statistics to represent increases, decreases, trends, expected returng
Metrics Differentiatebetweencausal and correlated events.
1 Interpret Ul performance metrics. Recognize the value of each to Ul inte
Recognize how to improve scores.
- UDOL Core Mesures Summary Report and Score Card
- Current and past year SQSPs
- ETA 227 and ETA 581 reports
- BAM, BAM Irdepth Audit Report / root cause8TQ
- Ul Benefit Operabnal Functional review results
- Tax Peiormance Systems review results
- Benefits Timelinessma Quality (BTQ) review results
- Lower AuthorityAppeals Quality review results
1 Understand the methodology and role of Data Validation in ensuring data
reporting quality.
1 Recognize the purpose, value and common uses of benchmarking.
1 Compare metrics witlother states or over time; show relative improvement
or makea case for change.
1 Select appropriate metrics to illustrate impact when implementing a new t
or process.
Custom Dashboards |  Recognize the purpose, importance and common usemshboards.
and Reports 1 Differentiatebetweendata, dashboards, scorecards, standard and ad hoc
reports.
1 Summarize how eaadlashboard or reporsupports Ul integrity.
1 Given fiveexamples, recognize the value of dashboards and reports at va

agency levels.
- Weeklyreports.
- Realtime customzable dashboard reporting tool

- Off-the-shelf tools for prevention, etection, recovery, case mgt
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Tablell: Learning Objectives for Assessing Ul Environment: GFagctional Team Collaboration

Termnal Objective

Assessing Ul EnvironmentrossFunctional Team Collaboration

Subject Area ‘ Learning Objectives

Apply concepts from Step 1 in the Strategic Management Procassinput from
the Ul teamto identify and assess internal and external factors that impact Ul
Integrity and begin to identify strategic opportunities to improve Ul integrity.

Input from Benefits, 1 Recognize the importance of getting input from and assessing strengths ¢
Tax and Appeals weaknesses of crodanctional teams.
1 Summarize the value of oth@erspectives.
1 Given a scenario (or problem definitioidentifyi KS & NRA I K G & 3
input from.
1 Summarize the type of input that is valuable from others.
- 2KFGQa FtNBIRR2QBANHAR2YSEK0E SK
- Who will be impacted™How will they be impacted?
1 GivenaProject Assessment Toalssess bl environment.
Formative Assessment| §  Given examples, identify and prioritize strengths and weaknesses related
the followingsituations.
- Assess performance, velocity, apedictability.
- Assess funding resources and funding needs: allocated/unallocated,
integrity/other, etc.
- Assess staffing readiness: staffing level, capacity, bench strength, sk
ramp-up time, contingency plans.
- Assess support tools and procesdeaining, process documentation,
just-in-time support.
- Assess systems: capacity, usability, complexity, propensity for user e
and impact on integrity.
- Assess incentives and disincentives related to integrity and other
performance measures.
1 Given exaples,assess potential impact on others (claimants, other units,
other agencies, etc.).
IT Considerations 1 Recognize theamportanceof early and regular communication with IT.
1 Recogniz¢he types of internalnd external factors to consider related to IT
Test Drive 1 ApplyAssessing Ul Environmergncepts and methods to various case

studies.What did the data reveal? What did the team input indicate?
- SIDES

- Predictive Modeling

- Data Minhg

- Workflow Reengineering

- Nudging Campaign
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Tablel2: PrioritizingUl Integrity Strategies

Terminal Objective

Prioritizing Ul Integrity Strategies

Subject Area ‘ Learning Objectives

Apply concepts from Step 2 in the Strategic Management Process to formulat
and prioritize strategies to improve Ul integrity.

FormulatingUl
Integrity Strategies

f

Describe the purpose and scope of Step 2 in the Strategic Management
Process: Formulate Strategies.

Identify types of integrity strategies in a Blogram leadés "quiver."
Describe typical considerations when formulating stragsgi
Recognize the importance of preventianddetection strategies.
Recognize the importance of considering impact on others.

Prevention Strategies

=4 =4 4 -8 -4 -8 A -8 - -

Recognize various strategies used to prevent improper payments.
Describe examples of claimant educationfreach and communication.
Recognize the contents and use of the ITSC messaging tool kit.
Describe examples of employer education, outreach and communication.
Recognize the purpose and scope of SIRESQL mandate].

Describe features, benefits and considtions when implementing cross
matches.

Recognize examples: Quarterly crosatch, NDNH, SAVE, BARTS, €ross
match with incarceration records, and so on.

Recognize IT and internal security considerations.

Describe features, benefits and considerationsewlimplementing data
analytics and predictive modeling (DAPM). Recognize examples.

Describe identity proofing as a strategy to prevent Identity Fraud.

Recognize the benefits of enforcement and prosecutions in deterring frau
Recognize potential ROI emforcement and prosecutions.

Describe examples of Ul staff education and communication to deter inte
Ul fraud.

Given an example (FIRRE), recognize methods and considerations when
formulating prevention strategies.

Operational Process
Improvement

Recognize various strategies used to improve integrity via operational prg
improvement.

Describe relationship between process improvement and Ul integrity.

Recognize the intention of various process improvement strategies
Retooling re-engineering, ad reorganization.

Given several process improvement strategies, identify considerations wk
formulating and evaluating those strategies.
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Prioritizing Ul Integrity Strategies

Subject Area ‘ Learning Objectives

Detection Strategies | { Recognize various strategies used to detect improper payments.

1 Recognize the purpose and scafeSIDESJDOL mandate].

1 Describe examples of common crasatches used to detect improper
payments.

1 Describe tools and methods for detecting complex fraud schemes.

1 Describe the features and benefits of Data Analytics Predictive Modeling
(DAPM) to flag gestionable payments, detect improper payments.

1 Describe the downstream process once an improper payment is detected

1 Describethe use of intervievg and work search documentation to detect
improper payments.

1 Describe the importance of fraud investigation to Ul integrity.

1 Describe the role ofraud Investigatorandthe types ofmetrics for
evaluatingthe impact of FI.

I Understand UIPL-16 guidance on due process safeguards.

1 Given an example, recognimgethods and considerations when formulating
detection strategies.

Recovery Strategies | { Understand the role and importance of improper payment recovery and
reconciliation.

1 Recognize the importance of collections in becoming a proactive unit in
recovering inproper payments and improving program integrity.

I Recognize various strategies used to recover Ul overpayments and/or
delinquent employer tax debts.

1 Describehe Treasury Offset Program [claimant and employer].

1 Describe examples of wage garnishment agatetyy.

1 Describe use of tax offset, property liens (personal/real) or reduction of ot
state benefits to recover improper payments.

1 Describe leveraging the issuance and/or renewal of any business or
professional licenses to recover Ul overpayments and&linquent employer
tax debts.

1 Describe methods for locating debtors.

1 Describe considerations regarding methods of repayment.

1 Describe use of predictive analytics in prioritizing cases for recovering
improper payments.

1 Seltassess prosecution practicé®ecognize various approaches used by
states [based on State Assessment].

The Pros and Cons of | §  ApplyStep 2Formulating Strategiesoncepts and methods to a Predictive
Integrity Strategies Modeling example.
1 ApplyStep 2Formulating Strategiesoncepts and methods to a Data Mining

example.
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Tablel3: Evaluating Ul Integrity Implementations

Evaluating Ul Integrity Implementations

Subject Area ‘ Learning Objectives

Terminal Objective Apply concepts from Steps 3 and 4 in the Strategic Management Process wh
implementing Ul integrity strategies and evaluating their impact.

CrossMatch 1 Recognize key elements in a successful emeastsh implementation.

Implementation f  Recognize th@mportance of anticipating the downstream impact of

detecting improper payments

Data Warehouse 1 Recognize key elements in a successful Data Warehouse implementatior|
Implementation f Recognize the importance of mujtéar phase rolbut plan.
1 Recognize imptance of ongoing evaluation and realignment of strategy td
an evolving Ul environment
Messaging 1 wSO23ayAl S 18& StSySyida Ay | OfF AN
Implementation 1 Recognize the importance of considering fomst alternatives.
1 Recognize the iportance of planning for failure in a triahd-error approach.
1 Recognize the importance of benchmarking.
1 Recognize importance of ongoing evaluation and realignment of strategy
an evolving Ul environment
SIDE&nhancement 1 Recognize key elements in a successful SéDEshcement

1 Recognize importance of ongoing evaluation and realignment of strategy
an evolving Ul environment.

Tablel14: Learning Objectives for Ul Integrity Funding: Sources of Ul Funding

Ul Integrity FundingSources of Ul Funding

Subject Area ‘ Learning Objectives

Terminal Objective Make strategic budget planning decisions.
General 1 Describe the sources and flow of Ul funding.
Types of Federal 1 Define the thregprimary typesof Federal Administrative FundinBase

Administrative Funding Above BasgContingency Funding

Allocation of 1 Describe how the National Office allocates base/administrative funding.
Easg{Admlnlstranve § Describe how base/administrative and abevasefunding are determined.
undin
g 1 Describe data reported on RIM
1 Describe the general 2Month timeline of RIM
1 Describe Ul agency best practices associated with RIM
Federal Supplemental | § Describe types of Federal Supplemental Funding.
Funding
SBR 1 Identify the pupose of Supplemental Budget Requests.

1 Describe the source of SBR funding.
1 Describe best practices for applying for SBR funds.
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Ul Integrity FundingSources of Ul Funding

Subject Area ‘ Learning Objectives

Reed Act 1 Identify the purpose of Reed Act funds.

1 Identify the source of Reed Act funds.

1 Describe how Reed Act funds alistributed.

1 Describe Reed Act best practices.

1 Given a scenario, determine best use of Reed Act funds.
1

State Supplemental Identify sources of state supplemental funding including: employer taxes,
Funding penalties, interest, set asides, and special funding from general state.

Describe how state supplemental funding can be used.
1 Describe best practices for state supplemental funding.

=

1 Recogniz¢he importance of knowing whether you have state funding and
so, how it is being used

1 Recogniz¢he importance of knowing state supplemental funding laws by
comparing laws from two or more states

 Recognizéil KS A YLI2 NI I yOS spratocdl igrseeking Additiona
state funding

Define FUTA and FUTA credits.
Describe the uses of FUTA

Federal Unemployment
Tax Act (FUTA)

Federal Unemployment
Trust Fund

Describe the purpose of the Federal Unemployment Trust Fund.
Describe theaccounts in the Federal Unemployment Trust Fund (UTF).
Describe the relationship of EUCA, FUA, and ESAA to the Reed Act

= |=4 =4 A |4 -8

State Trust Funds Describe the purpose of state trust funds.

Tablel5: Learning Objectives for Ul Integrity Funding: Cdsstifications for Proposed Changes

Ul Integrity FundingCost Justifications for Proposed Changes

Subject Area ‘ Learning Objectives

Terminal Objective Perform a cost justification for an integrityelated change in a departmental
budget

Budget Termand 1 Understand key terms and concepts related to departmental budgets.

Concepts

Analyzing 1 Given examples of departmental budgets and a scenario, analyze budget

Departmental Budgets components.

Cost Justification 1 Given a scenario that contains an integtielated change and a department

budget, perform a cost justification for the change.
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Tablel6: Learning Objectives for Ul Integrity Funding: Strategies for Budget Changes

Ul Integrity FundingStrategies for Budget Changes
Subject Area ‘ Learning Objectives
Terminal Objective Analyze budgetsand formulate effective strategies for addressing gaps
Budget Metrics 1 Identify importance of monitoring and evaluating budgets.
1 Given a sample state budget, analyze current and prior year buggets
projected workload.
1 Identify the importance of benchmarking budgets and workload between
states and against national metrics.
1 Given a scenario, compare budget vs workload between states to determ
how each state is performing
1 Given a scenari@nalyze current and prior year Integrity performance datq
1 DAGSY I aOSyIFINAR23 O2YLINB | adl a9
and against national metrics
Budget Gaps 1 Recognize, select and apply strategies to evaluate budget gaps.

Tablel7: Learning Objectives for Ul Integrifyunding Test Drive Budget Adjustments

Ul Integrity FundingTest Drive Budget Adjustments

Subject Area ‘ Learning Objectives

Terminal Objective Given a case study, formulate strategies to adjust a budget as needed to
accommodate changes

Case Study 1 1 Analyze, evaluate, and adjust a budget impacted by integeityted costs.
1 Given a case study, formulate strategies to adjust a budget where there is
extra funding but a mandate from upper management to recover 15%&m
improper payments
Case Study 2 1 Analyze, evaluate, and adjust budget variables to reduce overall costs.
I Given a case study, adjust a budget that requires-43% reduction in

spending. Case study will include Npersonal services.

InstructionalStrategies

Media Selection

The Ul Program Leaderslaprriculumwill be delivered as seffacedeLearningnodules andub-modules
calledlessons.H_earningvasidentified as the preferred delivery method for a number of reasdrisst,
program leaders h& rigorous schedules and coordinating offsite classroom trainiogild be
challenging. While facilitated discussiamd sharing of ideasere seen as valuabfer leaders much of

the Ul Program Leadershigertificatefocuses orfoundationalconcepts andnethods tha R 2 y Q (i
faceto-face interactions. As mentionedbefore, ®lf-paced eLearninggives learners flexibility in

scheduling and learning at their own paes well aopportunities for learners to revisit individual lessons
and topics for eview and refresherELearninglso providegonsistent delivery for practice exercises and
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information and then select from a set of viable options aackive feedback on their selgons.

After the Ul Program Leadershigertificate curriculum is launchedglivery of supplementakebinarsis
recommended Our SMEs indicated an interest in tailoring some topics to specific audiences to promote
collaborationand sharing of challenges and lessons learned that may not be appropriate for groups that
include managers and their subordinates.

Webinars arddealfor focusedtopics, small groupliscussions, questiorandanswersfeaktime surveys
and learner feedbdc Compared toelLearningand instructorled classroom training, webinars are
relatively easy to develop, maintgiarganize and deliver Unlike classroom training, webinars can be
costeffectiveeven if there are just a few attendee$Vebinars can alsbe recorded and played back as
a movie, thus etendng the shelflife of the trainingin the eventthat funding is ndongeravailable for
webinar facilitators.

InstructionalTechnigues

The instructional approach recommended for Ul Program Leadershipeniihgaging, challenging, and
relevant. Engaging and challenging tend to go hamttand for leaders.In the UIProgram Leadership
certificate, concepts will be presented graphically with options to drill down for additional information,
examples, and pis. Because the audiencensists olarying levels of skills, knowledge and experience,
the seltdirected, & R NRIR fgfyhpproach allows individuals to customize their learning experience,

GLIZE E Ay 3E F2NJ 1y26f SRIS  they RentySdiniSeastonme®R SoNtEoliDf y R A y 3

the pacingalsoallows learners to adapt the learning experience to their individual learning style.

Leaders tend to enjoy the process of learning while being challenged and they are typically open to
situationswith more than oneviableapproach or solution. In the Brogram Leadership certificatiiree

main instructional techniques are recommended for this audienkbeughtprovoking questionareused

to engagdearnersto think about a situation they may mndave encounterear a strategy they may not

have implementedand to speculat®n the approach and the possible impadlastery-based questions
(where questions are askdmkfore content is presentedare usedio engage learners who already have
familiarity or expertise in an area. For learners who are not familiar with a topic, we propiitens for

GKS tS8FNYSNI 2 dft221 dX¥ | yR f SI9eFassessmbrdsNihere 06 S F 2

learners are asked to assess their leadership style o@gh) are used taddress gaps as well as provide
tips and techniques for improvementearners tend to be more receptive ¢oaching andeedbackthat
acknowledges their strengths and proficiencies.

Relevance is critical @dult learning and retentio. Relevance isspeciallyimportant in the UIProgram
Leadership certificatavhere the goal ighat leaders develop critical skills for improving Ul integrity.
Relevance will bachievedin two ways the examples used and the skills practicégkamplesshall be

pulled fromactual agencygase studies that incorporate various challenges, agency sizes, and levels of
modernization. Weaving the multi-dimensional case studies through multiple lessons creates
opportunities to reinforce conceptndis particularlyimportant in the UIProgram Leadership certificate
where lessons may be taken in any ordBerformance or skibriented materialwill include more robust
scenarios or simulatiortbat require learners to apply knowledge, critical thinkiagd reasoning to make
decisions and answer questiorts.NJ O A OS SE SNDA & Stinblate®roiviéd§eRandsskillS &
transfer from the learning environment to the job.
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Instructional strategies recommended for the Acadeshgarningcurriculumarelisted inTable35in the
Appendix
Certification

Learners will achieve certification by completingoali one of theUl Program Leadershipodulesandby
passingthe module assessmentsThe Agency Tour module is optiona¢cause leaders who came up
through the ranks of a Ul agenmyaynot need it There will be onenodule assessmemter module.

Training Delivery Schedule

Tablel8 below shows thesixtraining elements within the Ul Program Leadership certificate, along with
GKS SadAYlFGdSR AyaidNHzO G asBnyateddataiwhen gne tadniagSmill be alialaBl& £ 0

Tablel8: Training Delivery Schedule for Ul Program Leadership Certdica

Module ‘ Estimated Seat Time EstimatedLaunch Date
Ul Agency TouiOptional) 60 minutes June 2017

Strategic Leadership in Ul Operations 45 minutes June 2016

Assessing the Ul Environment 45 minutes Sept. 2016

Prioritizing Ul Integrity Strategies 60 minutes Dec. 2016

Evaluating Ul Integrity Implementations 60 minutes July 2017

Ul Integrity Funding 60 minutes April 2017
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Ul OPERATIONS INTH®BERTIFICATE

Target Audience

The Ul Operations Integritgertificate is intended for individualsvho work in front line operations
including customer service reps or call center reps. Adjudicators, claims examiners, BPC specialists, office
specialists and techniciajand collections reps will also find select modules and lessons useful.

Much of the knavledge needed to perform these jobs is related to state specific policies, procedures, and
processesHowever, here are threads of knowledge related to integrity that span many if not most states.

Summary of Skills and Knowledge

Ul Operations staff hawa vaiety of skillsknowledge and responsibilities according to their role and how
Ul operations is structured in their state. The following are general descriptions; individual states may
vary.

Customer Service Representatives (CSRS)

CSRs are on thfeont lines of Ul operations. They are responsible for many of the tasks related to
claims processing for initial and continuing claims. They regularly answwér ¥l y Q& |j dzSa G A 2
educateclaimants on their rights and responsibilities. In some sta¥3Rs conduct auditgerform

initial investigations into overpayments, and handle some recovery tasks. In other states, this is
handled by associates in other departments.

CSRs needood customer service skills, thorough knowledge how to file a claimand a good
understanding of their benefits systems. They also need to know how to identify issues on a claim that
could lead to overpayments. When speaking to claimants, CSRs need to be able to recognize potential
red flags that may indicate eligibilitysiges. In some states, CSRs may be known as Call Center
Representatives.

Adjudicators

Since adjudicators make eligibility determinations on claims, they need to have a strong understanding

of benefits law and policy in their states and be able to applyldleand policy to specific situations.

They neecstrongNB I a2y Ay 3 YR ONRGAOIET GKAYlAy3a &aiAftaoc
determination, they need to know where to find it. Since they communicate directly with claimants

and employers ath often hold hearings, they need strong customer service sEilt&e adjudicators
handlemultiple cases, time management and case management skills are essential. In some states,
adjudicators may be known as claims examiners.

Associates

Associates workni either Front Line Operations or Benefit Payment Control (BPC) Operations. The
duties and tasks in this role vary greatly by state and may include some of the tasks performed by CSRs,
adjudicators, or BPC in other states. Associates may perform taskéareyim the Ul claims process.

For example, they may conduct claims intake, answer overpayment questions from claimants, provide
instructions on the appas process, followp on crosgnatches, track down wage verification
information, identify a potentiabverpayment, and explain the recovery process to claimants.
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need toknow the root causes and issues with claims that lead to overpayments. They neegd stron
interviewing and customer service skills to effectively communicate with clagnantl gather all

necessary faetinding information.In some states, associates may be known as technicians. However,
technicians may have fewer or less complex resportgsilihan associates.

Collections Representatie

One of the main tasks of the collections rep is to answer calls regarding why a person has an
2POSNLI 8YSyilizs K2g YdzOK (KSe& 2¢6S: |yR gK& (GKS | Yz2d
mainjobisi 2 Fyad6SN) GKSasS (eLlSa 2F ljdSaidiAazya | yR LINR
aAlGdzr GA2y® / 2ftftSOGA2ya wSLJA ySSR (2 KIF@S (KS 1y?2
able to interpret the information in their benefits systemelateiti 2 G KS Of FAYlFyiQa aaAi
explain it tothe claimant Since they interface with claimants, they need strong customer service skills
andmustbe able to effectively communicate with angry or upset customers.

Tablel9: Summary of Ul Operationsitegrity-related Roles and Responsibilities

Role ‘ Responsibilities

Customer Service 9 Initial claims intake and support
Rep/Call Center Rep - Complete the claim received from IVR.
- Provide Benefits Rights Information.
- Educate claimant on rights amdsponsibilities.
- Answer questions.
- Obtain and gocument additional information and clarifications on any
GAaadzSaoe
1 Continued claims intake and support
- 1 yagSNI Ot ILAYIYyGQa ljdzSadAazyao
- Communicate with claimants if an issue arises.
1 General support of incomingugstions from claimants or employers

- Answer questions and provide support received via phone, chat, or a
Help desk about the claims process or processing online claims
applications.

AssociateTechnician | 1  Provide followup oncrossy' | G OK G KA G & ¢

- Review hitgo determine if further actions or followp are required with
claimants or employers.

- Code the potential issue, which generates correspondence.
- Contact interested parties by telephone or secure email.
1 Eligibility Review Interviews (ERISs)
- Validateclaimart Q ¢SS{f& ¢2N] aSlI NOK NE
A holGl Ay R20dzYSydalrdAazy 2F +  Of t
A Verify contacts with employers.

A Educate the claimant on the requirements.
1 Process identity verification requests

- Ask claimant to provide additional acceptableifieation documents and
sometimes report irperson.
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Role ‘ Responsibilities

Adjudicator/Claims
Examiner

il

Interview and obtain pertinent facts relevant to the case from claimants,
employers, and other interested parties.

Reconcile conflicting or disputed information.

Issueformal written eligibility and employer benefit charging determination
Determine when additional or rebuttal fact finding is needed.

Obtain all necessary statements to identify and resolve issues.

Testify at contested benefit determination appeal heasng

Collections Rep

= =4 | =4 =4 =4 -4
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If payment is not received, file a lien on real property of debtor.
Educate the debtor on:

- Debt amount the person owes
- Legal consequences for ngayment (potential interest and penalties)

- How to obtain full amount due, partial paymeand/or payment
agreement to pay over specified time

LYAGAFGS LINRPOS&aa (2 3IIFNYAAK O06AGK

wages to satisfy the debt.

Use skip tracing tools to locate the debtor and the bank information.

Submit an electronic file withualified debtor information to be matched an

LRGSyGAlrftte AYyGdSNOSLGSR F3FrAayad

- TOP Program

Training Needs Analysis

Existing Training

Most states do not have a formal training program specifically on integritytdmits often associated
with integrity are integrated int@xisting operationairainingthe state provides

Training programs for Ul Operations staff range from formal to informal. The length, scapdepit of
these programs varpy state. New hireriining is delivered via instructéed or oneon-one training,

eLearning job-shadowing, or mentoring. Ongoing training is often less formal and delivered through

meetings or written communications.

Beloware examples of the kinds of trainitigat statesprovide to Ul Operations staff:

1 New CSRs receive training on how to handle confidential information, then tvegiweeks of
intensive trairing on Ul basics. If they afe@nt-line intakepersonne] they karn how to take an

applicationand all other jobrelated activities. They also learn about fraud and overpayments as
soon as they start.
1 CSRs work with a trainer who walks them through everything they need to know about Ul and

every aspect of the job. To learn how to take calls, listen to other CSRe @indh and practice
taking calls in a training room.

9 Training topics for CSRs include common trenkig, importance of not disclosingIl, email
tracking with claimant informatiorandlocking theirPC.
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1 New specialists without previous Ul experiencesest to the claims center to learn Ul processes
and procedures from when the claimant actually calls in to file their original unemployment claim
up until the time the specialist interviews them to determine eligibility.

1 Specialists sit in the claims ¢enfor several weeks and then come back into the BPC office for
job-specific training. Any policy changes or new information is discussed in team meetings.

9 Supervisors will share any new information that comes out, such as new legislation or operational
changes.

1 New hires sit with more experienced auditors or resource associates for a week and answer the
phone calls. Listening to phone calls teaches people where to look for information and gives them
an understanding of the position itself. Trainingistig2 y | i a42YS2ySQa RS&al o

9 Training modules educate associates on the type of overpayments they will be dealing with,
where to find information in the system, how to educate the individual on their appeal rights if
there is a dispute, and basic tedkf techniques. The training also discusses the collection life of
the account while it was still with the agencyfoee it leaves and goes to the State Attorney
GSYySNIfQa 2FFAOS FyR (KS YSGiK2Ra 2y YF{1{Ay3 NBL

1 There is no ongoing formal trairgnbut new information is received through pamphlets, emails,
reminders, and notifications.

Other trainingresourcedor Ul Operations stafare summarizedh Table32in the Appendix.

Training Gap

There is little formal training on integrielated topics for frordline Ul Operations staff. Individualo

do not work on the frordines, such thos&vho have more specialized roles in BPC ymitay be more
likelyto receive traininghrough their $ate workforce agenc This is not across the board. Some states
KIS AGZ 6KAES 20KSNA R2y Qi o

Training that focuses on the specific situations frbmé workers face in claims processing when a
potential overpayment existmay be helpful in improving inteigy. Also, improvingritical skills such as
customer service, time anagement, and case managemetdn contribute to improving integrity.

Here is a sampling of topics that were suggested in focus groups with state Ul staff and COE SMEs. This is
not acomprehensive list.

=

How overpayments are detected

How overpayments are prevented

How much it costs the state when an overpayment is not caught early when it should have bee
How to identify errors or inconsistencies olaims that may not be obvious

Holisic understanding of Ul Operatiofrtdm claims intake to appeals

Relationshig with others in Ul Operations

How the BAM unit works and how that fits in to the other areas of Ul Operations

Identify theft

Employer schemes

Combined wage claims

= =4 =4 =8 -8 -8 - - -9
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CurriculumStructure

As shown in Figur@below,the Ul Operationfntegrity certificateconsists osixeLearningnodules. These
modules ae: Ul Integrity Fundamentals of Operatigng-rontEnd Operations, Adjudication,
Overpayments and Recovery, Key Skallel Ul Agency Tour. Thember of lessons range from three to
sixper module. Since roles and responsibilities vary greatly among the states, learners can choose the
lessons that are most relevant to their jobs. Thé& y (il&hiBgimanagement system iiecommend
lessons but it is ultimately up to the learner to choose.

The time required to complete a lesson will vary based on the scope and complexity of the material and
GKS tSINYySNRa LI OSo ¢CKS | SN I30minkes.S G2 O2YLX SiGS

Each module will also include a companion discussion guide that states can use to reinforce concepts
learned in the eLearning lessoff$ie guides will include discussion topics and group exercises that states
can customize for their purposes.

Figue 9: Ul Operations Integrity Curriculum Structure

Ul Operations Integrity

Ul Integrity Fundamentals for Operations

l

| [ |

Integrity in Front End A Integrity in = : J-Customer | Claims
‘iOperat%ns A 41Adjl?dic§tion A‘ *{ Overview _‘ ["|service | ||| Processing a
Preventing Overpayments . <‘Due Process /N | f{ Cross Matches A ‘ | linterviewing . - BPC /\
During Claims Processing < | |& Fact Finding—
Detecting Issues During l iEe: A | 7‘ Identify Theft A ‘ | [ime e VA
SH e g = Nonmonetary Multi-claimant A | Mebsaement — Appeals A
AT OTS A ‘ Determinations | Schemes —‘ ‘ :
iliti A (from UI Module
ﬂland o | Learning Center) ,‘ Employer Schemes . ‘ Assessment () — Tax /N
ERI (Eligibility Review ‘
Interview) A Collection Module
7{ Techniques & Tools ~— ‘ Assessment O

eLearning Module []
Lesson A
Assessment O

The structure of théJl Operations Integrity is based on the concept that all operational functions have a
hand in ensuring program integritiflustrated in Figurd0 below.

FigurelO: Ul OperationaFunctions
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‘ Tax

Recovery

Instructional Goals and Objectives

Ul Operationsintegrity Certificate Goat L YLINE @S ' L hLISNI dA2ya aidl ¥¥Qa
overpayments, conduct fadinding, and recover funds in accordance with the processes, concepts,

principles, and practices put forth in the Ul National Integrity Academy (UINIA) Operalivegrity

certification training.

Table20: LearningObjectives for Front End Operations

Front End Operations

Integrity in Front End
Operations

Subject Area ‘ Learning Objectives

Describe the importance of the fronline operations staff in integrity.

Overpayments During
Claims Processing

1 Identify processing issues that affect integrity.

1 Describe the types of overpayments.

1 Identify the root causes leadirtg overpayments in claims processing.
Preventing Describe and apply strategies to prevent overpayments from occurring during

the processing of initial and continuing claims.

1

Given an example of a claim, describe strategies to gather the reasons fg
separation from dlnecessary employers.

Given an example of a claim, explain how to validate that a claimant has
all job registration requirements.

DAGSY | aO0OSyIFINAR2> ARSYGAFe K& ald
state wages on an interstate claim.

Givenai OSy I NA 23 ARSY(GATe GKS AaGNI GS
employment history by phone onternet.

Given a call center simulation example, identify techniques that were use
prevent an overpaymenduring claims intake or adjudication.
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Front End Operations

Detectinglssies uring
Claims Pocessing

Subject Area ‘ Learning Objectives

Detect possible issues that may lead to overpayments or fraud during the clai
intake and processing.

il

f
f
f

=
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Describe the most common issues detected during claims intake.
Describe items on claims that may indicate an overpaymenbhbasrred.
Describe the differencbetween fraud and noifraud overpayments.

Given documents associated with a claim, identify discrepancieseon th
documents that may indicataud oran overpayment.

Given several examples of wage histories, recogétterns that may be
consistent with a fraud scheme.

Identify patterns or triggers on claims that may indicate identity theft.
Describe how a claimamtho is actually sefemployed is detected.
Describe how a claimanmtho is actually a misclassified workes detected.
Describe how to handle Combined Wage Claims.

Identify issues with UCFE claims that may indicate overpayments.

Given a call center simulation, detect potential issues that could lead to
overpayments.

Claimant's Rights and
Responsibilities

Describe the claimant's rights and responsibilities and the importance of
educating the claimant on them.

1

Describe the importance of educating claimants on their rights and
responsibilities

Explain the ways claimants are educated on their rights and respitities as
Ul recipiens.

Identify specific messages states use to encourage claimants to abide by
responsibilities.

Eligibility Review

Describe the purpose of theligibility review and best practices for conducting
the interview.

f
f
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Describe thgurpose of the eligibility review

Identify the types of documents or information claimants should provide
during the ERI.

Describe the types of questions to ask during the ERI.
Describe factors to consider when determining eligibility.
Describe best praiates of the ERI.

Given a simulation of an eligibility review, validate that a claimant has me
work search requirements
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Table21: Learning Objectives fokdjudication

Adjudication

Integrity in
Adjudication

Subject Area ‘ Learning Objectives

Describe the importance of the fronline operations staff in integrity.

1 Identify processing issues that affect integrity.

1 Describe the types of overpayments.

1 Identify the root causes leadirtg overpayments in claims processing.

Due Process

Describe therole of due process in adjudication and how it can impact integrity
1 Describe the importance of due process in adjudication.

1 Describe how due process impacts integrity.

1 Identify ways adjudicators can ensure due process in claims examining.
1

Given a claimsx@mining scenario, determine if the adjudicator ensured du
process.

Benefits Timeliness
Quality (BTQ)

Describe the purpose of BTQ and why it is important to integrity.
1 Describe the purpose of BTQ.
1 Describe how BTQ reviews impact integrity.

1 Identify the citeria used to evaluate nonmonetary determinations as of the
BTQ process.

1 Describe the major steps to prepare for and conduct the BTQ.
1 Identify the impact BTQ has on making accurate determinations

Nonmonetary
Determinations

(This course was
developedby USDOL
and will be available to
Training Academy
participants as part of
the Ul Operations
Integrity Certificatg

Describethe adjudication proces and beable to utilize available Ul resources,
adjudicate claims more effectively, and make qualidgterminations.

Describe the Social Security Act which created the Ul program
Describe types of nonmonetary issues.

Describe the determination process.

Describe types of separation issues.

Describe types of neseparation issues.

= =4 -4 -4 -8 A

Describe the faefinding process and key elements of a written
determination.

1 Describe interviewing techniquessed in facffinding interviews

Table22: Learning Objectives fddverpayment and Recovery

Subject Area

Overview

Overpayment and Recovery

Learning Objectives

Describe the role and purpose of the specialists that work in the overpayment
prevention, detection, and recovery AKA BPC.

1 Describe the role of BPC specialigtintegrity issues.

1 Describe activities conducted during prevention, detectiamdrecovery.
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Overpayment and Recovery

Subject Area ‘ Learning Objectives

Crossmatches Explain what a crossnatch is and how it works, how states use crossmatch da
to prevent, detect, and recover improper payments, and how to interpret
crossmatch results.

1 Explain how crosmatches work to identify issues with Ul claims.

1 Identify the types of crosmatches states use.

91 Describe the purpose of each type of crosatch.

1 Describe the benefits and drawbacks of each type of enastsh.

1 Describe how data from crossatch resultsaare analyzed to determine "hits.'

1 Describe activies that are required after a claimant appears on a cross
match report.

Identify Theft Describe how identify theft happens in Ul, processes and tools used to stop

identify theft, and how CSRs should respond to identify theft issues.

Multi -claimant
Schemes

1 Define identity theft.

1 Describe how identify theft is used in Ul to commit fraud.

1 Describe the factors that contribute to identity theft.

1 Describe the impact identify theft has on the Ul agency and the individual
claimant.

1 Define PII (Personal Identifying Information) and expleow it is used to
commit identify theft.

1 Describe how states can prevent, detect, and correct identify theft in Ul
claims.

1 Describe strategies to educate claimanh steps they can take if they are
victims of identity theft.

1 Describe the documents thdaimant should provide if they say identity thef
occurred.

1 Describe how systems and software can help prevent identify theft.

1 Given a scenario, determine if a claimant is trying to commit identity theft,

Describe thecharacteristics of claims that might be part of mutiaimant

schemes.

1 Define multiclaimant schemes.

1 Describe patterns in claims that are apparent in mcléiimant scheme

9 Identify the characteristics of claims that might be part of a rrcliimant
scheme.

1 Describe steps investigators might take when investigating rolaimant

schemes.

Employer Schemes

Describe the characteristics of claims that might be part of employer schemes

f

f
f
f

Define employer schemes.
Describe patterns in claims that are appar@nemployer schemes.
Identify the characteristics of claims that might be part of employer schen

Describe steps investigators might take when investigating employer
schemes.
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Overpayment and Recovery

Collection Tools and |
Techniques q

Subject Area Learning Objectives

Identify collection toolghat states use taecover overpaid funds.
Identify collection techniquethat states use to recover overpaid funds.

Table23: Learning Objectives fdfey Skills

Key Skills

Subject Area ‘ Learning Objectives

Customer Service Describe how to have excellent customservice and explain how effective
customer service impacts integrity.

1 Define customer service in Ul and its impact on integrity.

1 Identify key components of excellent customer service in Ul.

1 Identify skills and competencies needed for excellent customesicein Ul.

1 55a0NRO6S || OftFAYIYydiQa olaArd ySSRZ

1 Describe how to manage a call.

1 Describe techniques for handling difficult phone conversations.

1 Demonstrate professionalism and project a positive image.

1 Given a scenario, use effectigemmunication skills during phone calls.

1 Describe how to improve customer service.
Interviewing and Faet | Describe effective fact finding and interviewing techniques to make accurate
Finding determinations.

1 Define fact finding.

1 Describe the purpose of fafihding.

9 Distinguish between evidence and fact.

1 Describe the types of facts.

1 Describe questions asked during féiciding interviews.

1 Determine when information is critical vs. nice to know.

1 Identify techniques for effective interviews.

1 Determine and devep issues uncovered during fact finding.

1 Explain how to clarify information and get more details during an interviey

1 Explain how to come to a decision by weighing the evidence and compar

information.
1 Given a scenario of a fafihding interview, recogize a separation issue.

UINIA Training Needs Analysis Findings_FINAL DRAFT_v3 Page43of 61



Key Skills

Time Management

Subject Area ‘ Learning Objectives

Implement time management strategies to improve claims processing times.

il
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Describe the importance of good time management in Ul.
Assess your own time management skills.

Identify ways to improve your time managemesiills.
Describe ways to manage time conflicts.

Identify tasks that are not required.

Describe ways to eliminate distractions.

Identify prioritization techniques.

Describe factors that affect time management.

Describe techniques to improve time management.
Describe best practices for case management.

Describe the importance of having good organizational skills when workin
claims.
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Table24: Learning Objectives fddl Agency Tour

Ul Agency Tour

Claims Processing
Center

Subject Area ‘ Objectives

Describe what it is like to work in the claims processing center and the specifi
responsibilities that affect integrity.

1 Describe the purpose of the claims processing center.
1 Describe key roles and responsibilities of people who work in this
department.
1 Describe the activities in this department.
1 Describe specific responsibilities the department uses to improve integrity
Benefit Payment Describe what it is like to work in BPC and the specific responsibilities that aff
Control (BPC) integrity.
1 Descrile the purpose of the BPC unit.
1 Describe key roles and responsibilities of people who work in this
department.
1 Describe the activities in this department.
1 Describe specific responsibilities the department uses to improve integrity
BAM Describe what it idike to work inthe BAMand the specific responsibilities that
affect integrity.
1 Describe the purpose of the BAM unit.
1 Describe key roles and responsibilities of people who work in this
department.
1 Describe the activities in this department.
1 Describespecific responsibilities the department uses to improve integrity.
1 Describe the BAM investigation process.
Appeals Describe what it is like to work iR\ppealsand the specific responsibilities that
affect integrity.
1 Describe the purpose of thepfieals uii.
1 Describe key roles and responsibilities of people who work in this
department.
1 Describe the activities in this department.
1 Describe specific responsibilities the department uses to improve integrity
1 Describe the appeals process.
Tax Describe what itis like to work inTaxand the specific responsibilities that affect
integrity.
1 Describe the purpose of the Tax unit.
1 Describe key roles and responsibilities of people who work in this
department.
1 Describe the activities in this department.
1 Describespecific responsibilities the department uses to improve integrity.
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Instructional Strategies

The Ul Operationktegrity certificatewill be aneLearningorogram organized into modules and lessons.
The content will be organized into smaller, distincslass to allow learners to choose the specific lessons
that are relevant to their role and job function in their agency. Also, smaller lessons allow learners to be
away from the call center floor for shorter periods of time. Learners will be provided enreeaded set

of lessons based on their projected role but also have access to all other lessons in the learning catalog.

The instructional strategies chosen for the curriculum will promote learner engagement and retention
tailored to the type of content tht is being taught. Informational lessons will follow a etlaough
presentation style lesson with knowledge checks along the @agtentwill be organized from simple to
complex so that more detailed information can be retained.

Performance or skilbriented lessons will include more robust scenarios or simulatibaswill require
learners to apply knowledge, critical thinkirend reasoning to make decisions and answer questions.
These strategies promote knowledge and skill transfer from the legmainvironment to the job.

Instructional strategies recommended for the Acadeshyarningcurriculum are listed iTable35in the
Appendix.

Certification

Learners will achieve certification by completing all Ul Operations Integrity modules and passing the

module assessments. There will be one module assessment per module.

Training Delivery Schedule

The table below shows the five training elements within the Ul Operations Integrity certificate, along with
GKS SadAYldSR Ayaid NHzO (exaefhen thé thaivitg wil Gezagilable. G A Y S € 0

Table25: TrainingDelivery Schedule for Ul Operations Integrity Certificate

Module/Course Estimated Seat Time EstimatedLaunch Date
Front End Operations 2.5 hours Ocibber2016
Adjudication 2 hours March 2017
Overpayments and Recovery 3 hours June 2017

Key Skills 1.5 hours Sepember2016

Ul Agency Tour 2 hours April 2017
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Ul FRAUD INVESTI@NICERTIFICATE

Target Audience
The learners for the Basic Ul Fraud Investigations instrdetbcourse are stathembers who have one
or more of the following characteristics:

1 Individuals who are new to fraud investigations but have previously worked in different roles
within their SWAs

Fraud investigators who have come from other industries

Individuals with no inv&tigation or UI/SWA experience and have been hired as fraud
investigators based on their education or other qualifications

9 Individuals who may benefit from formalized Ul fraud investigation training
The learners for the&Complex UlFraud InvestigationglLearningsimulations are staff members who
perform fraud investigations and who either:

1 Completed theJl Integrity Fundamental®r Fraud InvestigationsLearningcourseandthe
Basic Ul Fraud Investigations instruelied course, or

9 Are experienced witlfraud investigations and could benefit from working through simulations
focused on complex investigations

Specific roles, tasks, and scope of practice vary from state to state, but in general, leaeniedividuals
who will be assigned caseloads of potially fraudulent claims to investigate.

Summary of Skills and Knowledge

The learners have the following characteristics:

i They understand Ul operations, laws, policea®d legal proesses specific to their statem; will
obtain training from their SWAr elsewhere

They are computer proficient
Some, but not all, have college degrees
Few have had formal training in fraud investigation or Ul integrity, although some may have
received informal training througbn-the-job training andmentorship with a staffnember who
is experienced in fraud investigation

Training Needs Analysis

Existing Training

Thereisno comprehensive formal trainingustomizedor Ulfraud investigationsEach state has its own
integrity and fraud investigatiortiraining based on statepecific laws, proceduresnd policies, outside
agency relationshipsdatasharing, crossnatching tools and other integrity and investigative
technologiesMost of the training provided to Ul fraud investigations stafflone on the job and through
mentorship.

The Ul Community of Practice website provides documentation of successful praeticksraining
resources from different states.
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The Association of Certified Fraud Examiners (ACFE) and other outside organizations provide fraud
investigation traimg for a variety of industries; however, the training provided by these sources are not
specific to Ul.

Other training resources available include the Reid Institute, for traimmgterviewing techniquesThe
book ceauthored by John Reid, Fred Inbaoiselph Buckley, and Brian Jay@g&iminal Interrogation and
Confessiongdiscusses many of the principles and techniques addddrghe Reid Institute training. This
book has been a useful resource in the design of the lesson regarding interviewingjtesshni

Another resource was thd-raud Detection and Investigative Techniques and Strategies Training
developed by Mathematica Policy Research.

Training Gap
TheUl Fraud Investigatiorcertificate addresses the training gap for fraud investigators by:

1 Presating comprehensive, formalized instruction for those who have only received limited on
the-job training
9 Providing principles, tools and strategies that are specific to Ul

1 Sharing successful integrity practices and methodologies used in different #tatdsarners
might not know about

1 Challenging learners to practice investigating and learning from a variety of sample cases that
are relevant to the vast majority of states

1 Providing an opportunity to work with and learn from fellow investigators whdam states
with Ul programs of various sizes

Curriculum Structure

The following izecommendedor fraud investigations staff

1 Ul Integrity Fundamentals féiraud Investigationsiodule
9 BasidJlFraud InvestigationkstructorLed Course
1 Complex Fraudclvestigation Modules

As shown in Figurgl below,the Ul Fraud Investigations certificate consistslbintegrity Fundamentajls
the one instructorled course and threeleearning modules

The instructodled course is divided into five moduledssess an@rioritize Cases, Collect and Weigh
Evidence, Analyze Data and Test Theories, Make and Document Final Determination, and Support Appeals
and ProsecutionOver the three days of the coursesatners demonstrate mastery of the learning
objectives through acte participation in the class and completion of the participant workbook.

The three eLearning moduldall under the umbrella of Complex Ul Fraud Investigations eLearning
simulations.These modules address three specific schemes: Identity Theft Scheictémus Employer

Schemes, and Employer Fraud Schesdearners progress through each simulation, they are presented

with specific case information or evidence. Learners must make decisions and respond to questions based

on the information providedAsi S&aaYSyd 2F GKS fSINYySNRa LISNF2NX¥YIyYyO
The time required to complete each simulatwill vary based on the scope and complexity of the material

FYR GKS tSINYySNDRa LI OS o moddlisExpecdditid 43 Ginuied Ddedneis2 O2 Y L
may takethe eLearning simulatioria any order
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Figurell: Ul Fraud Investigation€urriaulum Structure

Ul Fraud Investigations

Ul Integrity Fund. Is for Fraud Investigati | ]

|

Prioritize Cases Weigh Evidence I and Test Theories

Complex Ul Fraud Investigations

Instructor-led Training &
eLearning Module []

The structure of the Basic Ul Fraud Investigations instreletbttraining is based oa highlevel fraud

investigation proess, illustrated in Figurg&2 below. This figureshowshow an investigation begins with
AYAGALFE AYF2NXYIFGAZ2YI YR (GKS Ay @S andisc@erédzhdonge 220 A
so that afinal determination can be madéeach islancepresensa part of the fraud investigation process.

The iterative manner of the investigative process is represented by the ariic@vscurrents,moving

between the islandsThre currents represenihow fraud investigatos adjust investigation activitielsased

on new evidence and changes to the cabee green island repreststhat Ul fraud investigators must
referencestate and Federal Ul operations, laws, and polittiesughoutthe process.

Figurel2: Ul Fraud Investigations Process
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