
Claimant Customer Satisfaction

The Data

Common Themes

1. Wording in Uinteract is hard to understand
2. Call volumes are large
3. Cannot Respond to Correspondence in Uinteract
4. There are not enough help files for claimants to 

understand how to answer questions

The Problem Statement

To Decrease the total defects by determining where 
claimants feel there are problems in the 
Unemployment process over the last year

Proposed Solutions

What Defines Success?
A successful statistical analysis of defects in the claims process.
Recommendations to reduce defects that would improve claimant 
experience.
A process developed for regular analysis of claimant data
Claimant Satisfacti

Potential Timeline
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