
2003 Innovations Awards Program
Application Form

ID #:  ________________

Category: _____________

State: ________________

1. Program Name: Idaho Works
(http://www.IdahoWorks.org)
2. Administering Agency:  Idaho Department of Labor (IDOL)
3. Contact Person (Name & Title):  John A. McAllister, Deputy Director

4. Address:  317 W Main, Boise, Idaho 83735

5. Telephone Number:  208-332-3570 Extension 3101

6. FAX Number:  208-334-6300

7. E-mail Address:  jmcallis@labor.state.id.us

8. Please provide a two-sentence description of the program.

Idaho Works is a comprehensive information system used to deliver unemployment insurance and employment and training services throughout the State of Idaho.  The Idaho Works system includes initial and continued unemployment insurance claims, Internet unemployment insurance tax filing, labor exchange services, Workforce Investment Act one-stop operating system, labor market information, and more.
9. How long has this program been operational (month and year)?  

Initial components of Idaho Works were deployed in March of 2001.

10. Why was the program created? (What problem[s] or issue[s] was it designed to address?)  

Prior to Idaho Works, an Internet-based system, customers had to visit an Idaho Department of Labor Local Office for each program whose services they wished to receive.  They were required to answer many of the same questions multiple times in order to enroll in each program.  In some cases they were not made aware of other services because the staff with which they worked were not aware of these services, and automated systems were not smart enough to inform the customer about them.  The Department regularly received complaints from individual customers whose friends, relatives, or acquaintances were enrolled in the same program as the customer but also in other programs not offered to the customer that would have been very advantageous to them.  The impact of this on costumer satisfaction was substantial and adverse.  

In addition, these pre-Idaho Works automated systems were very old and difficult for inexperienced staff to use.  Staff training for each system had to be very detailed, comprehensive and frequent in order to overcome system shortcomings.  Maintenance of these systems was labor intensive and expensive, diverting resources from service delivery, and reductions in Department of Labor operating budgets made  continued operation of these systems doubtful.

11. Describe the specific activities and operations of the program in chronological order.

Idaho Works consists of the following components:

1. Unemployment Insurance Initial Claims:  This subsystem is used by citizens to file their initial claim for Unemployment Insurance benefits.

2. Unemployment Insurance Continued Claims:  This subsystem is used by claimants each week to inform the IDOL that they are still available and seeking work.  Use of Continued Claims is mandatory in order for the claimant to receive his/her weekly Unemployment Insurance check.

3. Job Seeker Registration/Job Search:  This subsystem is used by citizens seeking work.  This system enables applicants to register for work and thereby receive referrals to jobs for which they qualify.  It also has a job search component that allows the applicant to view available jobs.

4. Labor Market Information:  This subsystem is used by applicants to access local, state and national labor market information, which can be used to guide career decisions and to enhance the search for work.
5. Apply Online/Applicant Tracking:  This subsystem is Idaho’s human resource system, including online job announcements, online applications, online testing, and online hiring registers.

6. Unemployment Insurance Tax and Wage Reporting:  This subsystem is used by businesses to report wages and pay Unemployment Insurance taxes each quarter.  It also allows businesses to check the status of the Unemployment Insurance account, and to update such things as current contact information.
7. One Stop Operating System:  Idaho Works is the information system for the Workforce Investment Act in Idaho.  Idaho has six workforce investment areas, and all six areas as well as the state use Idaho Works for case management, program management, financial management, federal reporting, etc.  

8. Idaho Works has links to all the national level services operated by the United States Department of Labor including America’s Career One Stop, Career InfoNet, Job Bank, and Service Locator.  

The chronology of activities and operations in Idaho Works depends upon the customer.  If the customer is seeking Unemployment Insurance benefits, then he/she accesses the Initial Claims subsystem of Idaho Works and is provided an opportunity at the end of the process to complete a short online survey on his/her experience with the system.  When some claimants file their initial claim, they are also required to register for work.  The Initial Claims system accesses the online Idaho Works Job Seeker Registration System to do this.  Idaho Works enables the customer to access local, state and national labor market information in order to refine their job search, and to access the state’s human resource system to apply for job openings with the State of Idaho.  All of this can be done during one online session.  

The Initial Claims subsystem collects personal identification and demographic information needed to verify eligibility for benefits and needed for management information and state and federal reporting.  The system has numerous edits and extensive help mechanisms designed to facilitate use by customers.  Information entered through this subsystem is available to the other components of Idaho Works freeing the customer from having to enter the same data multiple times in order to access other services such as Job Search.

If the customer is a business and is seeking the Unemployment Insurance Tax and Wage Reporting subsystem, they must first complete an online registration process.  This process requires the business to complete and print a release form which the Department needs in order to make confidential business information available over the Internet.  This release is mailed to IDOL by the business customer, and verified against records on each business that are maintained by IDOL.  The business is then provided a Personal Identification Number needed for accessing the system.  The business can then report wages paid, calculate the amount of Unemployment Taxes due, and pay their taxes--all online.  They can also view wage and tax transactions on their account over the past three years.

If the customer is a local Workforce Investment Area service provider, Idaho Works is used to collect personal identification and demographic information on participants.  If the participant has used other Idaho Works services, this information will already be in the system and will not need to be reentered.  This customer can use Idaho Works to record actions taken in serving each participant such as enrollment in specific activities, requesting payments for wages, childcare, etc., counseling on career goals, etc.   The system also has a multitude of management reports that are used for case management, financial management, federal reporting, etc. 

12. Why is the program a new and creative approach or method?

Having a wide variety of functions integrated within Idaho Works facilitates sharing of information among programs as well as among agencies and thereby improves the quality of services received by the citizens of the state.  Building this integrated system so that the same system can be used both inside state government as well as over the Internet has created a powerful service delivery tool at a relatively modest cost.  Idaho Works has revolutionized the way the State of Idaho manages human resources, and has also revolutionized the way the Idaho Department of Labor delivers services.  It has managed to blend a disorganized array of services provided by multiple agencies and programs into a concise and highly effective example of electronic government in Idaho.

13. What were the program’s start-up costs? (Provide detail about specific purchases for this program, staffing needs and other financial expenditures, as well as existing materials, technology and staff already in place.)

Staffing cost and operating expenses of development were $2,347,563.31.  New information technology infrastructure cost was $500,000.  Some of the Information Technology infrastructure upon which Idaho Works runs was already in place when Idaho Works was deployed.  This infrastructure includes web servers, database servers, etc.

14. What are the program’s annual operational costs?  $376,000.

15. How is the program funded?  

This system is funded in part with federal grant funds from the United States Department of Labor, specifically Unemployment Insurance, the Employment Service, and the Workforce Investment Act.  State funds are also used to fund this system and include the Unemployment Insurance Special Administration Fund approved by the Idaho Workforce Development Council and the Unemployment Insurance Reed Act distribution appropriated by the Idaho Legislature.

16. Did this program require the passage of legislation, executive order or regulations?  If YES, please indicate the citation number.  NO
17. What equipment, technology and software are used to operate and administer this program?

Idaho Works utilizes Microsoft Windows 2000 servers, specifically Internet Information Server and SQL Server.  It is written in Active Server Pages (ASP) and ASP.Net.  Idaho Works runs on a web server farm consisting of ten servers and accesses a cluster of SQL Servers consisting of two servers with eight CPU’s each.  It also links to an IBM mainframe system running OS390.

18. To the best of your knowledge, did this program originate in your state?  If YES, please indicate the innovator’s name, present address and telephone number.  YES.
John McAllister (208-332-3570 Extension 3101)

Eric Beck (208-332-3570 Extension 3333)

Brett Richard (208-332-3570 Extension 3459)

Cory Isakson (208-332-3570 Extension 3171)

317 W Main Street, Boise, Idaho 83735

19. Are you aware of similar programs in other states?  If YES, which ones and how does this program differ?

Few states have fully integrated their unemployment, labor exchange, and workforce investment systems as Idaho has done with Idaho Works, and no other states have included their state’s human resource system in this integration as has Idaho.


An operating characteristic that distinguishes Idaho Works from systems used in most states is the use of the same technology both within IDOL local offices and over the Internet.  For example, the Internet Initial Claims subsystem is used by everyone filing an unemployment insurance initial claim in Idaho.  Some claimants use the system on one of the many customer workstations located in IDOL local office lobbies, while others use the same system over the Internet.  Although IDOL local office staff will input data for claimants who are unable to use computers, each claimant is asked to first try using the system before resorting to this staff intervention.  The vast majority of IDOL customers have been able to enter their claim themselves.  It is a common occurrence to hear expressions of pride and accomplishment from Idaho Works customers who have never used a computer before, but who were able, with a little help from IDOL staff, to make the system work.

20. Has the program been fully implemented?  If NO, what actions remain to be taken?

NO.  A number of minor components are still in development including online job order entry by businesses and the Trade Adjustment Act management information system.  The national version of online job order entry is available via America’s job bank.

21. Briefly evaluate (pro and con) the program’s effectiveness in addressing the defined problem[s] or issue[s].  Provide tangible examples.


Prior to Idaho Works, each program at the IDOL and at the State Division of Human Resources (DHR) had developed its own separate automated system.  Mechanisms to handle common elements among the programs were repeated in each system.  Each system had its own user interface and operating characteristics, which were often dramatically different from other IDOL/DHR systems.  User training had to be customized for each program’s system, and the various systems did not share information.  Customer service suffered as a consequence of this disjointed and inefficient approach to automation.


Idaho Works changed all this by combining the full array of unemployment insurance, labor exchange and workforce development programs within one system.  A claimant can use Idaho Works over the Internet or in an IDOL local office (Intranet) to file an initial claim for unemployment insurance, register for work, scan available jobs, and search through an extensive array of labor market information, all in one session.  The system also informs customers of other services for which they may be eligible, including the Workforce Investment Act (WIA).  Since Idaho Works is constructed using Internet technologies, it can be used both internally in IDOL local offices and externally over the Internet at a substantial savings when compared to more traditional approaches.  Idaho Works has dramatically improved customer service and is very popular with IDOL customers.

Idaho Works has been very successful at integrating Department systems to create an organized, effective and efficient interface with customers.  Proof of this is the huge increase in customer traffic at Department local offices.  Where a few dozen customers could be expected each day in a medium size local office prior to Idaho Works, several hundred are common today.  These customers use Idaho Works to file claims, search for jobs, refine career plans, etc.  Most of the Idaho Works components are designed for self-service.  Local Office staff is available to assist with problems, but the majority of customers navigate the system unaided.  To be successful, this widespread use of self-service demands systems finely tuned to customer needs.  A recent UI claimant at our Emmett Local Office stated:  “I can’t believe how easy it was.  It’s a great system and so easy to use.”

Widespread use of self-service also frees a lot of staff time to help customers with special needs and to improve the quality of staff work generally.  Idaho’s stellar performance improving the quality of non-monetary determinations in Unemployment Insurance is indicative of this.  Idaho was in the bottom ten states seven years ago, and is now in the top ten states.

The Internet Initial Claims component of Idaho Works was implemented on October 25, 2002.  Between October 25, 2002, and February 25, 2003, the system took approximately 61,000 Unemployment Insurance claims.  In the fiscal year ended June 30, 2002, the Department took 135,000 claims in total.  On a scale of 1 to 10 where 10 represents very satisfied and 1 represents very dissatisfied, overall customer satisfaction with the system as scored by customers in online surveys was rated 7.48 in the first two months, and 7.75 in the last two months.  During that period a steady stream of enhancements was being made to the system in response to customer feedback.  The initially high customer satisfaction scores and their gradual and substantive improvement are evidence not only that the system is tuned to customer needs, but also that it is providing the information required for continuous improvement.  Similar results exist with other subsystems in Idaho Works.  

In late February 2003, the largest private sector employer in Idaho, Micron Technology, Inc., laid off 1,100 people in Boise over a period of two days.  The Boise and Meridian Local Offices that handled the majority of the claims for these newly-unemployed citizens are staffed with approximately 20 people.  Most of the 1,100 claimants filed their claims on the first day.  Managing this event using pre-Idaho Works methods would have caused a lot of confusion, long lines and unhappy customers.  This would have been particularly unfortunate since these customers were already very unhappy as a consequence of losing their jobs.  Idaho Works allowed these claimants to file their claims in IDOL local offices and over the Internet with a minimum of complication.  The overall customer satisfaction rating during that two day period was 8.03.  Idaho Works not only enabled the Idaho Department of Labor to efficiently handle a large-scale layoff, but it also clearly met customer expectations.  


The Boise Local Office Manager described the impact of Idaho Works in an email to IDOL central office Unemployment Insurance staff as follows:  “I wanted to let you know that all week long I have heard UI staff talking about how well the Micron layoffs are going thanks to Internet Initial Claims.  Many times I have overheard staff commenting on how horribly busy and stressful it would have been if we had to do group claims and then individually process the paper claim on each of the Micron employees.  The lobby has been very busy and we’ve had a lot of phone calls, but we’ve never had a long line at the UI desk.  Thanks to the large number of claimants filing their claims from home, the Boise and Meridian offices were each able to upload 300+ claims last week and again this week.  Morale is very high as we end this 2nd week of Micron layoffs and staff is feeling very thankful for Internet Initial Claims.”


The online UI Wage and Tax reporting subsystem of Idaho Works went into production on January 6, 2003, for the fourth quarter of calendar year 2002.  Over 300 employers registered to use the system in its first quarter of operation, and we expect to have several thousand employers registered bv the end of 2003.  The system not only allows business to file their tax and wage reports, but it also allows them to view the status of their account and to make online changes to such things as their telephone numbers and mailing addresses.  Early business reaction to the system has been very enthusiastic, as evidenced by the large numbers of employers registering to use it in the very short period it has been available.


Idaho’s human resource system, a component of Idaho Works, was initially deployed in February of 2002.  In the following year, 31,000 people filed 72,000 applications for State jobs.  Many of these applications also involved online tests.  Although the system does not employ an online survey, it does have a feedback email link.  The emails received to date have been universally positive.  Both state agencies and job seekers have praised the system for its ease of use.  


The Unemployment Insurance Internet Claims System, the Job Seeker Registration System, and the State’s Human Resource System have all won Information Technology Achievement awards from Idaho’s Information Technology Resource Management Council (ITRMC).  ITRMC is responsible for guiding and advancing information technology in Idaho government, and its membership includes business executives, legislators, the State Controller, among others.  These awards are given annually in seven categories including “Information Architecture”, and “Service Applications”.  The Human Resource System won in Information Architecture, and the other two systems won in Service Applications.  The competitors for these awards include all state and local governments in Idaho.
22. How has the program grown and/or changed since its inception?


Initial design of Idaho Works components was done by teams of staff that included program experts, service delivery personnel, and information technology technical staff.  All components were piloted with cross sections of customers and with mandatory user surveys.  The results from these mandatory surveys were used to refine the initial design.  After statewide deployment, customer surveys were made optional.  With surveys optional, the majority of responses received are from customers who have had problems, focusing Department efforts on continuously improving the system.


For example, Internet Initial Claims was created by a team of local office staff experienced with the claims process, central office staff who provide training and technical assistance to local offices on the claims process, and information technology staff responsible for the development and maintenance of the automated claims system.  The Initial Claims system was first tested in our Interstate Claims Unit with claimants from all over the country.  Immediately prior to the test, training on the new system was provided to Interstate staff.  Customer and staff feedback from this initial testing resulted in a number of modifications and enhancements to both the automated system itself and to the staff training.  The system was then deployed over the IDOL Intranet in 4 of 24 local offices.  Once again, the test was preceded by staff training.  Again, modifications and enhancements were made to both the system and the training as a result of customer and staff feedback.  Finally, staff training was provided to all Unemployment Insurance staff and the system was made available to all local offices and all claimants over the Internet.  In the system’s first full week of operation a major layoff occurred in the region of Idaho served by our Mini-Cassia local office.  The new Internet Initial Claims system handled the load flawlessly.  For that week the Mini-Cassia local office handled more claims than any other local office in Idaho and managed to do it with less than half the staff of some of our larger offices.

Incorporated into many Idaho Works systems are point of service, online surveys that query the customer on the system they have been using.  Where online surveys are not used, telephone, mail or local office paper surveys are employed to get customer feedback.  Survey responses are used to identify problem areas or opportunities which system modifications are then designed to address.  

The results of these customer surveys are compiled by program and technical staff and used to identify areas where customers had difficulty with the system as well as areas where customers were very satisfied with the system.  Survey questions are continually refined when survey results do not provide a clear picture in specific areas.  Changes to components that customers rate highly, receive additional scrutiny before implementation.  If customer responses after the change are less favorable, the change is discarded.  The same process takes place with areas needing improvement.  Changes that do not improve customer ratings are generally not retained.  Idaho Works enhancements are made frequently so changes causing unforeseen problems for customers are removed quickly from production systems.  The primary goal in the design of Idaho Works is to maximize ease of use for customers.  This makes the customer experience more positive while also improving the self-service capabilities of the system.  The more successful the Department is with ease of use, the fewer staff members are required to help customers using the system.  It also minimizes staff training requirements.  Idaho Works initial design and subsequent evolution has been and continues to be determined by customer feedback except in instances where legal requirements conflict.

23. What limitations or obstacles might other states expect to encounter if they attempt to adopt this program?

The obstacles are relatively few.  Establishing the information technology infrastructure—both hardware and software—required by the system is one potential obstacle.  Training developers and other information technology staff in technologies used by the system, such as Active Server Pages, may be another obstacle.  Persuading separate agencies to collaborate on the construction of a common information system could possibly be the largest obstacle.

Add space as appropriate to this form.  When complete, return to: 

CSG Innovations Awards 2003
The Council of State Governments

2760 Research Park Drive, P.O. Box 11910

Lexington, KY 40578-1910

innovations@csg.org 

DEADLINE: All original applications must be postmarked or e-mailed by April 11, 2003, to be considered for an Innovations Award for 2003.
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