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Assistance with Unemployment Insurance
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Staff in the WorkSource office provide limited information about Unemployment Insurance (UI) to assist claimants with navigating the system. 
Important Facts About This Process:
1. [bookmark: OLE_LINK3][bookmark: OLE_LINK4]No specific UI claim information should be provided without first verifying the claimant’s identity. 
2. WorkSource staff assist claimants to access UI information and direct them to resources. 
3. The UI Claims Kit serves as a reference for answering questions and providing information. 
4. Whenever necessary refer claimants to the on-site WorkSource UI Liaison, if available. For example, questions that general staff can’t answer, claim specific information, or when an e-mail needs to be sent to the Claims Center (see Claims Center, Contacting Liaisons). 
5. Claimants should be referred to the Claims Center for in depth information.
Process Steps:
1. Determine the claimant’s need.
2. Provide system, process and resource information. 
a. To apply for UI, claimants need to call 1-800-318-6022 or go online www.esd.wa.gov.
i. For phone claims, the Claim Center’s scheduler restricts who can file an initial claim based on the last digit of their social security number. Mondays are for 0 though 3, Tuesdays for 4 through 7; Wednesday for 8 and 9. Claimants can call any day after their scheduled day to file a new claim. After their initial claim has been filed, claimants can call the 1-800 number or go on-line if they have additional questions.
ii. Online applications do not use the scheduler. Claimants can apply any day, 24/7. Not all claimants can apply online. See the online application site for details. 
iii. Staff may provide a sample application or phone questions to the claimant before they apply so that the claimant will know what is needed when applying. In addition, claimants can review the Applying for Unemployment Benefits video available on-line in English and Spanish.
b. To submit a weekly claim, have the claimant call 1-800-318-6022 or on-line at www.esd.wa.gov. Staff may also advise claimants to review the Submitting a weekly claim video available on-line in English and Spanish.
i. Weekly claims must be filed every week Sunday through the last business day of the week, usually Friday by 5:00 PM, by phone or online.
ii. If claimants forget to file their weekly claim they must call the Claims Center at 1-800-318-6022.
c. Claimants must respond by the date stated on any received correspondence or risk having their benefits denied, stopped and/or a possible overpayment.
i. Do not interpret any correspondence for claimants. Have claimants call the Claims Center at 1-800-318-6022 and choose option #7 for the question queue.
ii. Do not fill out forms for claimants.
iii. If claimants need additional assistance due to language barriers or other communication issues, direct them to call the Claims Center and request an interpreter or phone interview.  
iv. If claimants are unable to respond to correspondence in writing, they can request a telephone interview by notating the request on their correspondence and submitting it to the Claims Center.
v. Provide and assist with fax machine and/or copy machine for correspondence that needs to be returned to the Claims Center. 
d. If claimants disagree with a decision from UI, they have the right to appeal the decision. Inform them of the process to appeal but do not advise claimants what to say or whether to appeal, only that they have a right to appeal.
i. Instructions for filing an appeal are given on the decision letter received by claimants.
ii. There is also information on the ESD website, under Disagree with our decision?; in the brochure How do I file an appeal; and in the video, Appealing a benefits decision, available in English and Spanish. 
iii. Refer claimants to the UI liaison for advice on requesting a redetermination.
e. If claimants request information about their claim, staff must verify their identity first from a valid form of identity such as a valid driver’s license, state ID, passport or military ID.
i. Only provide information to claimants and not to anyone else directly without following the release of information procedures. 
ii. Refrain from providing claim specific information or answering questions as incorrect information could jeopardize claimant benefits.
iii. Certain staff have access to print claimants’ information for program eligibility use by non-ESD WIA staff or other social service agencies. Follow procedures in UIR Procedure-WIA 001 Report, the UIRM 5210 Release of Information and the WIA001 Report desk aid. 

Policy/Mandates informing this process:
1. UI claims-kit
2. WS-connections-desk aid  
3. UI Benefits Policy Update fridayupdate07152011 
4. UIRM 5210 Release of Information 
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