Status Reporting Example


Employment Security Department


CALL CENTERS


December 23, 1998





I.	Budget Status:





Budget to date


Month-to-Date (November 30 , 1998)�
Project–to-Date  (July 1, 1997 –Nov 30, 1998)�
�
Budget�
Actual�
Variance�
Budget�
Actual�
Contingency�
�
$169,059�
$ 329,143�
($160,084)�
$2,144,285�
$1,970,744�
$173,541�
�
,


Performance against Project Agreement





Phase  Name�



Start�



Completion�
Cost�
Cum Cost�
Cum. Actual�
�
Project Agreement�
On-going�
Dec. 31, 1997�
$330,092�
$330,092�
$89,446�
�
�
�
�
�
�
�
�
Business Requirements�
Jan 1, 1998�
April 30, 1998�
$549,490�
$879,581�
$560,263�
�
�
�
�
�
�
�
�
Systems Requirements�
May 1, 1998�
Nov. 30, 1998�
$1,264,702�
$2,144,285�
$1,970,744�
�
�
�
�
�
�
�
�
Construct & Test �
Dec 1, 1998�
July 31, 1999�
$3,656,550�
$5,800,834�
�
�
�
�
�
�
�
�
�
Implementation�
August 1, 1999�
July 31, 2000�
$2,036,338�
$7,837,174�
�
�



Budget variance for October is caused primarily by overspending in:


Premises Rent (King Co. Call Center – early rent)


Telecommunications


Travel


Payments on Contracts





The overspend was somewhat mitigated by under-spending in salaries and benefits and capital purchases.





II.	Milestones and Deliverables 





Major Milestones and Deliverables for December





Periphonics IVR vocabulary loaded and tested – 11/13	.	Rescheduled to 01/07/99


IC handbook draft – text and graphics due 	       11/20		Completed.  In clearance


ESD user testing complete			       12/04		Completed 12/18/98


IC packet translated				       12/14		On Track


Complete COW Construction	 -		       12/28		Rescheduled to 01/05/99


Begin testing COWS				       12/28		Rescheduled to 01/06/99


Complete Train the Trainer			       12/30		On Track


King Co. LAN fully operational		       12/31		On Track


Pierce County Workstation Order 					Rescheduled to 2/22/99





�
Upcoming Major Milestones and Deliverables for January.





Demo staff begin training						01/04/99


Complete COW Construction	 -					Rescheduled to 01/05/99


Begin testing COWS							Rescheduled to 01/06/99


Y2K testing on telco completed					01/08/99


Periphonics IVR vocabulary loaded and tested – 11/13	.	Rescheduled to 01/07/99


IC Booklet due to printer						01/15/99


Spokane Workstation Order 			01/31/99		Rescheduled to 04/19/99





III.	Sub-Project Reports – Schedule status and work in process





Unemployment Insurance Division 





Initial Claims Handbook





Tasks for the initial claim handbook are back on track.  The text and graphics have been completed and the document is in final clearance.  The schedule is tight to complete this item on time, so we will continue to monitor this task closely





Actions to mitigate risk:  Contingency plans have been made to shorten the amount of time needed to complete the job with the state printer.  Also, if need be, we can mail the handbook separately a little later.





GUIDE construction and testing





Actions to mitigate risk identified during our last reporting period have been effective in reducing risk to GUIDE COW completion.  Additional resources were applied to specing the work.  Staff expect to complete coding the COWs by 01/05 – our current target date.  Slippage to 01/05 is due to staging/migration of code revisions, Y2K changes being ahead of TeleCenter code.





Actions to mitigate risk: We will continue to monitor progress carefully.





Periphonics IVRS





The date to complete loading and testing of the English and Spanish IVR vocabulary for the CCIVR application was missed on 11/13 and was rescheduled for 12/15.  This has been rescheduled a second time for 01/07/99.  The reason for the additional slippage was due to contention for the Spanish translation resource.  Staff report that there is still sufficient slack in the schedule to accommodate this slippage.





Actions to mitigate risk:  We will continue to monitor progress carefully.





�
Policy





UI Policy tasks are largely caught up.  A combination of overtime and reassigning work has helped catch these tasks up.  Staff are optimistic that policy tasks will be completed in time for demo training beginning 01/04/99.





Actions to mitigate risk: We will continue to monitor progress carefully.





UI and Local Employment Centers





Representatives of the UI Division, TeleCenter project and Employment and Training Division participated in four regional focus groups.  The purpose of the focus groups was to communicate the variety of ways that the TeleCenters would communicate with Labor exchange staff on such items such as Commissioner Approved Training, automatic registration into JobNet, etc.  The feedback was very informative and valuable.  The comments have been compiled and distributed to all Job Service Centers.  The team that conducted the meetings will be meeting with division leads in the very near future to see what is practicable and achievable.  





The leadership team of the Seattle TeleCenter Developmental model met together on Friday, December 18, 1998.  The team had an opportunity to try out their new workstations, view the new technology of a TeleCenter and hear, as well as express, their expectations. 





Transition Planning





Project staff, staff from E&T and HR met with the Sharnelle Moore, Puget Sound Regional Director, and the leadership staff from Lynnwood JSC and Renton JSC and CDC to work on transition planning for the demo offices.  The discussion covered an introduction to the point of service displays, the managers checklist, and ways to communicate procedural changes to staff in the demo offices.





Technical Training





TeleCenters are well into the Trainer the Trainer activity and have completed the run through of the training materials for Computer Skills, Telephone and Meridian voice mail systems, the Symposium ACD and the UI Intake and Adjustment training.  Revisions have been underway to the materials and simulation exercises. Trainer the trainer activity will be completed on 12/30/98.   


�
Human Resources


Recruitment


The following four recruitment bulletins were published and will be open on a continuous basis: Job Service Specialist 2, Open-Competitive; Job Service Specialist 3, Agency Promotional; Job Service Specialist 4 (Adjudication Leadworker), Agency Promotional; Job Service Specialist 4 (Counselor), Agency Promotional.


Filling Future Vacancies


The agency and the union have agreed that if positions become vacant after the bid, transition, and RIF process, if there is one, the positions will be filled through the agency’s normal hiring process.  The RIF register would be utilized first, if one exists.  If there is no RIF register, then through the other normal register processes, including the RIF Transition Pool, agency promotional, transfer, or open-competitive registers.  If necessary, recruitment would also be conducted.


Bid Process


A total of 907 bid packets were mailed.  All bid packets have been returned.  Processing of the bid results is on schedule and will be completed no later than January 29, 1999.


Start Dates and Interim Period Strategy


The TeleCenter Project Team, members of the E&T Division, and HRM are developing options to determine employee start dates for their new positions and strategies for the interim period prior to the start date.  These strategies will be developed in conjunction with the agency’s UI cutover plan.  A presentation will be made to the Senior Leadership Team within the next month.


Labor Exchange Transition Coordinators


The Labor Exchange Transition Coordinators met on December 9, 1998 and will continue to meet on a weekly basis.


Transition Support Services


The Senior Leadership Team met on December 15, 1998 and discussed the level of support that the agency will be able to provide for employee transitional support services.  A decision will be made and announced soon.  The agency’s Career Transition Support Policy is effective January 1, 1999.





Facilities





Pierce County 


Exterior “tilt-up” walls are scheduled to be in place by the end of  December.  Pierce County is ahead of schedule.





Spokane 


The building permit was applied for on December 4.  Groundbreaking for the Spokane TeleCenter occurred December 15th.  Commissioner Carver Gayton, Spokane Mayor John Talbott, Valley Chamber of Commerce President Loren Mitchell, and Mark Turner, president of the Spokane Area Economic Development Council attended.   Spokane is also ahead of schedule.








Communications





Marketing


The workgroup that was formed to develop a standard UI message for the department's automated telephone message systems has completed its work.  A memo from Assistant Commissioners Dale Ziegler and Nelson Meyers will go out this week to all JSC Administrators informing them of the new standardized greeting, the UI menu tree, and process/schedule for putting the new scripts in place.  A slice group with representatives from each region was involved in the effort.  





The department is also standardizing how its UI services are listed in the state's telephone directories. A matrix has been completed by city and region for when changes must be submitted to US West Dex and GTE, as well as the distribution dates.  The project team is working with Anne Northrup, Office Services, and Public Affairs to implement the changes.    





The design for the new TeleCenter kiosks that will provide access to UI in a local employment center has been completed and approved.  Five kiosks are in production for the TeleCenter demonstration. The project team is working with Office Services and the local JSC to implement the effort. 





The department sent out its first direct mail piece to claimants.  It was a letter to encouraging individuals still submitting paper claims to use the Weekly Claims Line.  It also marketed reemployment services available at our Job Service Centers and announced that TeleCenters would be coming in 1999. 





The department continues to use the Business Update newsletter to keep employers informed about TeleCenters and One-Stop.    





Media Relations


The department hosted a press conference on December 15 for the ground breaking for the Spokane Unemployment Claims TeleCenter.  Participants included the Spokane Mayor, Commissioner Carver Gayton, the Spokane Valley Chamber of Commerce President and the Spokane Economic Development Council President.  The department received good media coverage for the event.





Publications


The new Initial Claims Handbook is roughly 90 percent complete.  It moving though final clearance with stakeholders, and then will move on to printing.  We will print 20,000 for the TeleCenter demonstration. 





Outreach & Education


The department continues to use CallOne, Morning News, Dateline and In Focus to keep staff informed about TeleCenters and One-Stop.  A recent survey on communications, indicated over 90 percent of staff either agree that they are receiving the information they need about TeleCenters and One-Stop.   





�
Technology 





Testing of the telephone system and Symposium is complete at the King County TeleCenter.  All that remains is re-test of a few remaining incidents and validation of the new vocabulary load.  We had initially experienced significant problems with the voice recognition portion of the IVR.  As of December 18, most voice recognition problems have been fixed.  Very few incidents (failures) remain to be corrected.








IV. Change Requests





None to report or to approve.








V. Risks





None to review.





VI. Issues





None to report.








VII. Quality





The call center project has demonstrated quality in the workplan this reporting cycle by:





Using data to improve organizational performance.  UI Division staff have met with and will continue to meet with GTE staff to learn about the data available through the Symposium system that can be used to help evaluate performance of the call centers.





Developing the means to support employees’ well being.  HRM branch continues to support employees through the bid process by on-site visits, a “hotline” for questions, and via CallOne to provide needed information on the bid process. 








VIII. Recommendations





There are no recommendations or revisions to outcomes that require steering committee approval.








IX. Quality Assurance





Report by Sterling Associates.
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