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BackgroundBackground

 Agency had been reviewing and evaluating claims Agency had been reviewing and evaluating claims 
adjudication process during 2009 and early 2010adjudication process during 2009 and early 2010

 Introduction of HJ 23 brought additional momentum to Introduction of HJ 23 brought additional momentum to 
that reviewthat review

 Launched a comprehensive selfLaunched a comprehensive self‐‐studystudy
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Adjudication StudyAdjudication Study

 The agencyThe agency’’s study of its claims adjudication system s study of its claims adjudication system 
focuses on these areasfocuses on these areas
 Organizational designOrganizational design

 Business processes and workflowBusiness processes and workflow

 Staffing Staffing 

 TrainingTraining

 Best practices from other statesBest practices from other states
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Overview of Claims & Adjudication ProcessesOverview of Claims & Adjudication Processes

1. Manage Productivity 

2. Prep for FFI

3. Conduct FFI 

4. Render Decisions Based in Law 

5. Communicate to All Parties

No

1. Weekly Claims Filed

2. No Issue: Payment Made

3. Eligibility Issues Detected

4. A&A Deputy Adjudication

5. Payment or Decision Made

Benefit Payments

Claims

Field OfficesCall CenterInternet

PROCESSING

1. Monetary Eligibility

2. Liable Employer

3. Request Sep Report

4. Separation Eligibility 

5. Non-Sep Eligibility

Deputies

Yes

Issues Detected?

Issues 
Detected?

4



ReportReport

 Staff will be visiting the Maryland this week to observe Staff will be visiting the Maryland this week to observe 
their processestheir processes

 Preliminary report will be completed this summerPreliminary report will be completed this summer

 Final report will be completed by the FallFinal report will be completed by the Fall

 Final report will be shared with U. C. Commission and Final report will be shared with U. C. Commission and 
other stakeholdersother stakeholders
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