
Advisory Committee Meeting
August 15, 2019



Presentation overview

Introductions

Approve meeting minutes

Customer Experience with Reporting | Call Statistics

Benefit Focus Group Findings

Open comment

Paid Family and Medical Leave | Employment Security Department 2



Introductions

• Advisory Committee
• In-person attendees

(Note: We will use the conference call feature to identify who is on 
the phone rather than announcing during meeting)
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Approve July minutes

• Discussion
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LAUNCH STATS (JULY 1- AUG 9)
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a. b.

Week 1 Week 2 Week 3 Week 4 Week 5 Week 6

Total Calls: 3,307 4,396 4,284 4,686 3,925 2,269

# calls handled 2,586 78% 3,481 79% 3,120 73% 3,179 68% 2,703 69% 2,039 90%
# calls abandoned 721 22% 915 21% 1,164 27% 1,506 32% 1,222 31% 230 10%

Avg abandon time (min) 4:42 4:22 6:02 7:09 5:40 3:49
Avg wait time (min) 6:22 6:20 9:35 11:37 8:44 4:15

Total attempts to file: 9,662 18,105 23,283 27,464 24,282 9,397
# wage reports filed  (a) 8,396 15,286 19,676 23,068 20,693 7,803

# unsuccessful filings (b) 1,266 13% 2,837 16% 3,607 15% 4,396 16% 3,589 15% 1,594 17%



LAUNCH STATS (JULY 1- AUG 9)
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LAUNCH STATS (JULY 1- AUG 9)
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LAUNCH:  CUSTOMER EXPERIENCE
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Customer Care  Team Calls:

Reporting 
Questions

52%

Portal Assistance
18%

General 
Questions

18%

Premiums 
Assistance

7%

SAW Issues
3%

Other
2% Breakdown of Reporting 

Questions here:
• Does my business need 

to report?
• Wage Report Uploads
• Report Formatting
• TPA Access
• Reporting Amounts
• Power of Attorney Status



LAUNCH:  CUSTOMER EXPERIENCE
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Customer Care  Team Calls:

Reporting 
Questions

52%

Portal Assistance
18%

General 
Questions

18%

Premiums 
Assistance

7%

SAW Issues
3%

Other
2% Examples:

1. (-) SAW, Portal, Reporting

2. (+) SAW, Portal, Reporting

3. (-) Power of Attorney 
Status



ALL EMPLOYER EMAIL (8/13/2019)
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630,000+ sent to:

• All Employers
• Employer Agents
• Independent Contractors



Beta Focus Group Findings
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Brink | Marian Hammond
FM3 Research | Dave Metz



12



13



14



15



16



17



18



19



20



21



22



23



24



25



26



27



28



29



30



31



32



33



34



For the good of the order: 
open comment
Next meeting Wednesday, September 11, 2019
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Carla Reyes

Director, Paid Family & Medical Leave

Employment Security Department

360-485-2349

creyes@esd.wa.gov

Visit us online at
www.paidleave.wa.gov

Join our listserv at 
bit.ly/PaidLeaveList

Ask questions and make 
comments on our public forum 
at bit.ly/CommentForum
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Continue the 
conversation
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