l. Project Identification

Project Title

Internet Initial Claims Enhancements

Agency

Department of Labor

Name

Phone

Email

Proposal Submitter

John Matteis

(860) 263-6394

john.matteis@ct.gov

Agency Head

Scott Jackson

(860) 263-6505

scott.jackson@ct.gov

Agency IT Director

Tracey Jackson

(860) 263-6145

tracey.jackson@ct.gov

Agency CFO

Carl Schuh

(860) 263-6048

carl.schuh@ct.gov

OPM Budget Analyst

Jessica Cabanillas

(860) 418-6337

jessica.cabanillas@ct.gov

Project Manager

Brian Batalis

(860) 263-6253

brian.batalis@ct.gov

Executive Sponsor

Daryle Dudzinski

(860) 263-6571

daryle.dudzinski@ct.gov

Agency LEAN
Coordinator

Steve Dombrowski

(860) 263-6051

stephen.dombrowski@ct.gov

Il. Project Details

A. Project Dates

Proposed Start Date

Expected Completion Date

Project Duration (months)

10/01/2016

02/28/2017

5

B. Project Description - Provide a brief high level summary of the project in plain English without technical jargon

that also includes the purpose and importance of the project. This information will be used for reporting the

project to the Governor, General Assembly and Connecticut Open Data website.

claims benefits.

Internet Initial Claims Project enhancements are needed to complete Phase One of the on-line processing of unemployment
Internet Initial Claims (IIC) is an on-line system developed to allow claimants to file unemployment claims via
the Internet. Phase Il of this project will allow the electronic transfer of data to mainframe systems to enhance efficiency of claims
processing. At the present time all Phase | claims data must be manually entered into the mainframe and Department of Labor
Telephone Initial Claims (TICS) systems. Phase Il will allow for greater automation of claims processing, increased efficiency,
lower Call Center wait times and enhanced utilization of limited resources.

The project is currently in the Business Requirement and Design Phase. We expect to complete Design in November, followed
by a two-month Development Phase and a one-month Test effort. Implementation is expected in February 2017.




C. Summary

Summary - Describe the high level summary of what needs to be implemented to complete the project

In order to complete Phase | of the 1IC system, enhancements are needed to so that current on-line claims data will be
electronically transfered to the mainframe to complete the unemployment benefits process. At the current time, all data collected
through the Internet Initial Claims System (IIC) must now be manually entered into the DOL IBM main frame which is inefficient,
time consuming and is a needless allocation of scarce resources. Phase Two of the Internet Initial Claims System will greatly
enhance claims processing efficiencies and will allow our staff to improve customer service delivery.

D. Business Goals. List up to 5 key business goals you have for this project, when (FY) the goal is

expected to be achieved, and how you will measure achievement, Must have at least one.

Please use action phrases beginning with a verb to state each goal. Example: "Reduce the

Permitting process by 50%". In the Expected Result column, please explain what data you will use to

demonstrate the goal is being achieved and any current metrics.

Business Goal (Action Phase) Target FY for Goal Current Condition Expected Result
Improved customer service and wait |FY17 Excessive wait times currently Phase Two will free up staff for
times phone and on-line inquiries.
Reduction of errors FY17 Manual transfer of data to Automated system will prevent

mainframe human error with transfer of
data.
Improved efficiency and quality for  |FY17 Currently have the ability to Automatic transfer of data will
claims processing process up to 1000 claims per significantly increase efficiency
day via lIC and free up staff to answer
phones, on-line inquiries and
provide other critical services
such as hearings.
Reduction of costs staff time FY17 High wait times, diminished Increased efficiency of
(reduced processing time) staffing levels and manual of processing of claims will enable
transfer of data slow the staff to do more with less.
processing of claims.
Faster response time and payments |FY17

for claimants.




E. Technology Goals. From a technical perspective, following the above example, list up to 3 key technology goals

you have for this project and in which Fiscal Year (FY) the goal is expected to be achieved. Please use action

phrases beginning with a verb to state each goal. Example: “Improve transaction response time by 10%".

Technology Goal Target FY for Goal Current Condition Expected Result
Leverage enterprise SFTP solution EY17 Currently a manual process to SFTP standardization and
and existing in-house batch transfer data minimize workload on CTDOL
processes utilize automated on-line IT and Business resources
claims process.

Reduce customer wait times through | py17 Currently processing is a manual | Automated system will

automation effort increase claims production
and free up staff to answer
customer inquiries.

Reduce errors EY17 Currently manual process Automated system will reduce

creates opportunities for errors

errors associated with manual
transmission of data.

Select

Select




F. Priority Alignment. The criteria in this table, in concert with other factors, will be used to determine project

priorities in the capital funding approval process. Briefly describe how the proposed projects will align with each

criterion.

Priority Criterion

Y/N

Explanation

Is this project aligned with business

Yes IIC Phase Two will deliver key customer

and IT goals of your agency? services through the use of up-to-date
technology.
Does this project reduce or prevent Yes It is expected that the 1IC Phase Two project
future increases to the agency’s will reduce agency expenditures through
operating budget? staff savings and efficiencies.
Will this project result in shared No
capabilities?
Has the agency performed due Yes The agency follows DAS BEST'’s System
diligence to determine if a Development Methodology (SDM) when
solution that is currently being manage implementing IT projects, per
. Executive Order 19.

used by other state agencies or
other states can be leveraged?
Is this project being Co-developed No

through participation of multiple
agencies?




G. Organizational Preparedness. The criteria in this table will be used to determine project implementation capabilities,

governance and commitment.

Preparedness Criterion

Explanation

Describe the project
management methodology,
framework or process be used
to assure successful delivery
of the project?

In following the System Development Methodology, the agency has put in place a Project
Steering Committee (PSC) attended by agency Directors, which will govern the project.
The PSC has appointed a project team, in accordance to SDM.

The State encourages agencies to
consider using an incremental
value approach for project delivery.
Please indicate if this approach will
be utilized and how or why it will
not be utilized.

The incremental approach is being utilized in the various phases of the project.

1. Phase | is completed - Online Internet Initial Claims System, not integrated with DOL
systems- delivered June of 2016.

2. Phase IlIA- automated shutdown claims processing - to be delivered December of 2016
3. Phase IIB - all claims data from IIC will be transferred to Tele-Benefits Initial Claims
System for processing by DOL customer service staff - February of 2017

The State requires an experienced
project manager be assigned to the
project. Please explain how the
agency will meet this requirement.

PMO has assigned a project manager to this endeavor.

Explain the key milestones or
activities that need to be
completed as part of the project.

UAT of Phase IIA and B in process
Shutdown automation to be completed in December of 2016

All claims automation data transfer completed in February of 2017

Describe the level of
commitment that senior
management will provide to
the project.

Executive and senior management is fully committed to this project.

Will, or has, the agency gone
through a Lean process
improvement initiative related to
this project?

Yes - Lean process was authorized and completed prior to project procurement.

How Is the agency prepared for and
experienced in Vendor
Management?

Agency has vast experience with vendor management. DOL has experience with this
vendor in the past with Phase One of the Initial Internet Claims (IIC) system.

Please indicate if the agency has
provided up to date information on
the Information Technology Project
Portfolio and the Information
Technology Application Portfolio
SharePoint sites?

Yes - all updates have been made to the various SharePoint and Information Technology
Project Portfolio sites.




Describe what procurement
vehicles are expected for this
project such as RFP, use of existing
state contract, ITB, etc.

DOL is utilizing an existing State contract with this vendor.

How is the agency prepared to
support this system once
implemented (post-production
support)? Who will host the
solution?

The vendor will host the solution to this project and agency staff will support and maintain
the system post production.

H. Project Ramp Up. If capital funds are awarded for this project, how long will it take to ramp up? What are the
key ramp-up requirements and have any off these already been started? For example, has a project manager
been identified? Has an RFI been issued? Is a major procurement required such as an RFP?

The agency’s Project Steering Committee approved the project and appointed the project team in 2016. The project has been actively
underway since October 2016. The agency is contracting the vendor who developed the original Internet Initial Claim application
Bluewolf Consulting via our existing contract with Carahsoft.

I.  Post Production Support. Do you have the experienced staff with the proper training to sustain this initiative
once it’s a production system? Do you anticipate having to hire additional staff to sustain this? What training

efforts are expected to be needed to maintain this system?

Routine system maintenance will be overseen by qualified Call Center staff and Salesforce personnel.
Minimal training is needed for [IC Phase Two.
No additional staff is needed to sustain this enhancement.




J.  Financial Estimates. From IT Capital Investment Fund Financial Spreadsheet

Estimated Total Estimated total Estimated Annual One Time Financial Recurring Annual
Development Cost Capital Funding Operating Cost Benefit Financial Benefit
Request
$ 894,020.00 $280,100.00 $180,781.00 $423,150.00

Explanation of Estimates

Total development cost includes both CTDOL project staffing and vendor development cost of $280,100.

Bond request only reflects the total vendor development cost.

Recurring annual benefits derived from increased revenue from more staff available to conduct non-monetary hearings. In addition,
efficiency gains from automation estimated at 4.65 FTE's

Assumptions: Please list key assumptions you are using to estimate project development and implementation costs




lIl. Expanded Business Case

A. Statutory/Regulatory Mandates. 1) Cite and describe federal and state mandates that this project in intended
to address. 2) What would be the impact of non-compliance?

Statutory / Regulatory Mandates:

N/A

Impact of non-compliance:

B. Primary Beneficiaries. Who will benefit from this project (citizens, businesses, municipalities, other
state agencies, staff in your agency, other stakeholders) and in what way? Please be specific.

Claimants will be the immediate beneficiary of the implementation of this project, as they will be able to file for benefits in a more efficient
manner an experience increased customer service. Staff will be able to process claims quickly and efficiently. The ability to process
claims efficiently and more accurately will help reduce wait times and will increase customer satisfaction.

Important:

- If you have any questions or need assistance completing the form please contact Jim Hadfield or John Vittner
- Once you have completed the form and the IT Capital Investment Fund Financial Spreadsheet please e-mail
them to Jim Hadfield and John Vittner.

John Vittner, (860) 418-6432; John.Vittner@ct.gov
Jim Hadfield, (860) 418-6438; Jim.Hadfield@ct.gov
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