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Initial Claims for BenefitsIn FY 2013-14:
 18.3 percent of 106,300 initial claims started through the automated telephone system were completed by that method; and
 55.4 percent of 125,900 initial claims started online were completed online.
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Blocked Telephone Calls



4

Efforts to Reduce the Likelihood of 
Blocked Telephone CallsDWD indicated it was taking steps to reduce the likelihood that large numbers of telephone calls are blocked in the future, including by: 

 implementing a new computer system to process initial claims filed online; and
 tasking additional staff to help answer calls to the call centers.
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Appeals of DWD’s Unemployment 
Benefits DecisionsThrough June 2014, 68,900 appeals had been filed and decided from FY 2011-12 through FY 2013-14. 

The appeals process upheld 64.9 percent of DWD’s unemployment benefits decisions.
DWD’s administrative law judges generally issued appeals decisions faster than required by federal law.
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Overpayments
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Recouping Overpayments
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RecommendationsWe included recommendations for DWD to:
 report to the Joint Legislative Audit Committee on the numbers of answered, abandoned, and blocked calls to its call centers from November 2014 through February 2015; and
 specify in its annual reports to the Unemployment Insurance Advisory Council the years in which recouped overpayments were identified.
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