I . J U.s. DEPARTMENT OF LABOR

Office of Workers' Compensation Programs (OWCP)

DEEOIC Customer
Experience Program

Division of Energy Employees Occupational lllness Compensation

JOTG Webinar Series
October 26, 2022




¥ U.S. DEPARTMENT OF LABOR

Office of Workers' Compensation Programs (OWCP)

Objectives

e Discuss what customer experience (CX) is

* Provide an overview of the DEEOIC Customer Experience
Program
o High Impact Service Provider (HISP)
o Roles and responsibilities of the CX team
o Completed initiatives/projects

* Future initiatives/projects
o Website updates/improvements
o Focus groups




Allison Spencer —
Stakeholder Engagement
Analyst, Branch of
Outreach and Technical
Assistance (BOTA)




= B U.S. DEPARTMENT OF LABOR

Office of Workers' Compensation Programs (OWCP)

Presenter Introductions

Lizzie Ackerman —
Customer Experience
Strategist, Branch of
Outreach and Technical
Assistance (BOTA)




; U.S. DEPARTMENT OF LABOR

Office of Workers' Compensation Programs (OWCP)

What is Customer Experience?

The sum of all the interactions that a
customer has with an organization over
the life of the relationship with that
customer.
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Isn’t that Customer Service?

e Customer service is....

Assistance and advice provided by a company to those people who buy
or use its products or services (Oxford English Dictionary)

* Customer service is just one element of customer experience

-
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Why Customer Experience?

“Our Government must recommit to being “of the people, by the people, [and] for
the people” in order to solve the complex 21st century challenges our Nation
faces. Government must be held accountable for designing and delivering
services with a focus on the actual experience of the people whom it is meant to
serve. Government must also work to deliver services more equitably and
effectively, especially for those who have been historically underserved.
Strengthening the democratic process requires providing direct lines of feedback
and mechanisms for engaging the American people in the design and
improvement of Federal Government programs, processes, and services.”

Executive Order 14058 - Transforming Federal Customer Experience and Service
Delivery To Rebuild Trust in Government
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High Impact Service Provider Designation

* |n Fiscal Year 2019, the Office of Management and Budget identified the Office
of Workers' Compensation Programs (OWCP) as a High Impact Service Provider
(HISP) due to the importance of the services provided.

e All High Impact Service Providers are required to implement the guidance
in OMB Circular A-11 Section 280 (Managing Customer Experience and
Improving Service Delivery)

e Quarterly reporting on customer feedback/surveys

e Action plans

» Capacity assessments
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OMB CIRCULAR A-11 PART 6 SECTION 280

Designated High Impact Service Providers

FALL 2021/ FY2022
I

Farm Services
Agency

USDA
|
Department
of Agriculture

Forest Service

Food and Nutrition
Service

Natural Resource
Conservation Service

Rural Development

Census

United States
Patents and
Trademarks Office

Department
of Commerce

Federal
Student Aid

Department
of Education

o USA.gov

General Services
Administration

Department
of Health and
Human Services

Centers for Medicaid
and Medicare
Services

ZSEART)

2
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Department
of Homeland
Security

Ly

Citizenship and
Immigration Services

Customs and Border
Protection

Federal Emergency
Management Agency

Transportation
Security
Administration

Department of
Housing & Urban
Development

Housing and
Urban Development

Agency for
International
Development

Agency for
International
Development

Department
of Labor

@ 6 6 6

Employment
and Training
Administration

Employee
Benefits Security
Administration

Occupational
Safety and Health
Administration

Office of Workers’
Compensation
Programs

Office of

S
i

S5,

Department
of the Interior

0000

Bureau of Indian
Affairs

Bureau of Trust
Funds Administration

Fish and Wildlife
Service

National Park
Service

()

Federal Employment
Services

Retirement Services
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:
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Social Security
Administration

Social Security
Administration

Veterans Benefits
Administration

Veterans Health
Administration

Department of
Veterans Affairs

Department
of State

Passport
Services

_
e

Department of
Transportation

Build America
Bureau

Personnel
1 @ Small Business Breastiry .
S A Administration epartmen
[— Internal Revenue

Small Business
Administration

Department
of the Treasury

Service

Cross-Agency
Coordination

The included entities are identified as High Impact
Service Providers (HISPs) and are subject to OMB
Circular A-11 Section 280 activities including an
annual enterprise-wide CX capacity assessment
and action planning, designation of at least two
high impact services, improved performance
management for designated services, customer
feedback collection and public reporting.

https://performance.gov/cx/

BY THE PEOPLE
FOR THE PEOPLE
WITH THE PEOPLE



U.S. DEPARTMENT OF LABOR

Office of Workers' Compensation Programs (OWCP)

What We Measure

Customer Experience Drivers

Service Quality

Driver Sub-Categories
Service Effectiveness / Perception of Value

My need was addressed / My issue was resolved. /
I found what I needed. / My question was answered.

Process

Ease / Simplicity

It was easy to complete what [ needed to do. /
It was easy to find what I needed.

Efficiency / Speed

It took a reasonable amount of time to do what I needed to do. /
found what I needed on the site quickly.

Equity / Transparency

[ was treated fairly / I understand what was being asked of me
throughout the process.

People
(If applicable for a transaction)

Employee Interaction / Warmth / Helpfulness / Competence

Employees I interacted with were helpful. / The Call Center
Representative was committed to solving my problem.

10
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CX at DEEOIC — What We Do

e Collect and analyze customer feedback gathered through a variety of
methods

* Paper surveys at different points in the customer journey
* Paper survey available at Resource Centers

* Paper survey available after in-person outreach events

* Electronic survey after webinars

* Ongoing web survey in Energy Document Portal (EDP)

* Ongoing automated phone survey

* 1-1 phone interviews

11
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CX at DEEOIC — What We Do

* Develop strategies and make recommendations to achieve the desired
customer experience

e Collaborate with DEEOIC Branches to ensure all public facing material is
concise, informative, and written in plain language

12
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CUSTOMER EXPERIENCE SURVEY

Please indicate your answers to the statements below by
circling a response.

Please rate your experience with DEEOIC as an 5 4 3
Authorized Representative.

Above

Outstanding Average

Average

Strongly Agree Neutral

Agree
I trust DEEOIC to fulfill our country’s commitment to nuclear 5 3
workers and their families.
! d my role and ibilities as an 5 g
Authorized Representative.
5

It took a reasonable amount of time for the claimant to
receive a final decision.

It was easy to complete what | needed to do for the 4 3
claimant to receive a final decision.

I have been able to get my questions answered. 4 3
In my role as an Authorized Representative, 4 3

I have been treated fairly.

The DEEOIC employees | have interacted with werg helpful. 5 4 3

| have been informed of/have access to resources indi 5 4 3
the length of time each step in the claims process tal

DEEOIC provides the appropriate information and tools 5 4 3
necessary to do my job as an Authorized Representative.

I have been informed about DEEQIC outreach events Yes No nfa
(webinars, in-person events, AR workshops, etc).

DEEOIC events | have participated in have been helpful. 5 4 3
What resources have you found most useful in helping DEEQIC Resource Center Claims.
understand the program and assisting your claimant? Website Employees Examiners

Below
Average

2

Disagree

2

Outreach
Events

over mm

Poor N/A
1 n/a
OMAL T
1 nfa

1 nfa

1 nfa

1 nfa

1 n/a

1 n/a

1 nfa

1 nfa

1 nfa

1 n/a

Other:

OMB Control Number: 12250093

Office of Workers' Compensation Programs
Division of Energy Employees Occupational liness Compensation
200 Constitution Ave, NW, Room C-3321

Washington, D.C. 20210

U.S. Department of Labor

How can the Energy Program help you better assist the claimant that you represent?

Do you have additional feedback related to your experience as an Authoriged Repre ve?
Would you like to speak with our Customer ienge Team? If yes, please provide your name and telephone number:
Yes O No [ Name:

Phone:

If you would like to be added to our Program and Policy Updates email distribution list, please provide your email address:

The OMB control number for this collection is 1225-0093 and expires on 02/29/2024. According to the Paperwork Reduction Act of 1995, no person is required to respond to a collection of
information unless such collection displays a valid OMB control number. The obligation to respond to this collection is voluntary. We estimate it takes about 5 minutes 1o complete this
collection of information, including ume for reviewing instructions, searching existing data sources, gathening and maintaining the data needed, and completing the collection of infor-
matian. Please send comments regarding the burden estimate or any other aspeet of this collection of information to the U.S. Department of Labor, DEEOIC, 200 Constitution Ave., NW,
Room €-3321, Washington, D.C. 20210 and reference OMB Control Number 1225-0093.

Note: Please do not return the compleied form to this address, OMB Control Number. 12250093
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Example Report
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Survey Results (cont’d) HELPFUL RESOURCES

Other, 10% oeeoic
Additionally, there was a multiple-chaice outssch weste, 11%
question that asked respondents what vt 8%
resources they have found mast useful to
understand the program and assist claimants
The results are shown below. A total of 75%
respondents indicated that employees are the
most valued resource, including Resource Claims —
. Examiners, 12%
Center Employees (contractors) and Claims Conter
employees,
e

Examiners (DEEOIC employees).

Finally, one guestion was a yes-or-no response related to whether Authorized Representatives were
informed of DEEOIC outreach events {webinars, in person events, AR workshops, etc). 62% of respondents
answered yes to this question and 38% answered no.

Comment Analysis

There were two optional open-response questions on this survey. The first question was “How can the
Energy Program help you better assist the claimant that you represent?.” Almost half (45%) of survey
respondents left this section blank. 245 respondents provided a written comment. Of these, 39% indicated N/
Ao none, or expressed satisfaction or gratitude. Of the 445 survey respondents, 67% either left the question
blank or otherwise indicated that they had have no feedback for this question. The CX Team analyzed the
remaining comments and grouped them together by theme. Some comments were categorized inta more
than one theme if they mentioned several different topics.

The table below shows the frequency and number of commenters by category. The highlighted categories
below show the three most common suggestions. Lines 1 and 3 are not highlighted because they include
comments that did not have suggestions, or the commenter ated that the claimant is now deceased.

Count % Commenters

‘Comment Tag Theme
N/A of none / gratitude / satisfactory resources 96 39%
Increase timeliness 26 11%
Deceased claimant 20 8%
Improve communication and/or request for more fraquent updates. 17 7%
Request for more instructional resources, materials, and/or training 17 7%
Unhappy with decision o program policy 15 6%
Easier to understand / more explanation of program 12 5%
improve phone accessibility / callbacks 1 a%
General dsaistacion B a%
increase el 8 3%
Use more plain language 6 2%
Provide more compensation 5 2%
Request for more in-person assistance 4 2%
Help with emplayment verification and /or medical records 3 1%
Simplify forms 3 1%
2 1%

Make process easier to navigate
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Example of Recommendation

Recommendations

There are three Customer Experience Drivers outlined in OMB Circular A11 Section 280, each of which have
associated sub-drivers, shown below. The 2 areas in which DEEOIC received the lowest average ratings are sub-
drivers of the “Process” driver.

CX Driver Sub-drivers
Service Quality + Service Effectiveness/Perception of Value
Process « Ease/Simplicity « Efficiency/Speed « Equity/Transparency
People « Employee Interaction/Warmth/Helpfulness/Competence

1. Timeliness/Efficiency

The guestion with the lowest average rating was related to timeliness/efficiency. 17% of written comments also
mentioned issues with timeliness and 13% indicated a lack of communication between DEEOIC and the
claimant. The claims process can be lengthy and that is often outside of the control of DEEOIC employees,
driven by regulation and/or the amount of time it takes for claimants to gather documentation and evidence
and move through each step of the process. Therefore we recommend increasing transparency and access to
information about the process in order to mitigate complaints about timeliness.

1a. Update Claim Acknowledgement Letter/Welcome Packet

Currently new claimants receive a claim acknowledgement letter with several pieces of information/
handouts. We recommend a revision of this packet by the Branch of Outreach and Technical
Assistance to include more information about the forthcoming process and information about the
claimant status portal (ECOMP) and its new functions. Additionally, in response to the previous
survey, the CX Team developed an infographic outlining the general claims process and estimated
timeframes for each step. We recommend including this document in the welcome packet and
making it accessible on the website, especially in areas where first-time claimants might be seeking
information.

15
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P.0. Box 8306

London, KY 40742-8305

Date Case [D Number:

Claimant ID Numbar:

Office of Workers' Compensation Programs

Division of Energy Employzes Occupational
sation
DOL DEEQIC Centra! Mil Room

R

Energy Empl
Last 4 of Enel

Dear

Thank you for submitting your claim under the Enef
Compensation Program Act (EEOICPA). We enter
the Case ID number that is identified above. Please
call our office. When submitting correspondence or
claim, write the Case ID number on the top right-hal

Our office is also assigning 2 claims examiner (CE)
from your CE in the next few weeks. The CE evaly
navigate the adjudication process. If additional infd
CE will request it through separate correspondence.
another CE may be assigned to your case due to und
the new CE will review your file and handle your ¢

If you are unfamiliar with our program and want to
hitps://www.dol goviowep/energy. Here you will fj
our various processes. Additionally, you can view if
questions, latest news, our internal procedures for af
resources. You can also access our website via the

When you are ready to submit additional document{
those documents to us:

*  The quickest way to submit a docwnent is t
In the enclosed EDP document, you can see
system that allows you to submit a documen]
submitted within EDP are available to DEE(
upload is complete, Lhus eliminating any mal
web address: hitp./

v.dol Pr

= Ifyou prefer to send correspondence or do
following address:

U.S. Department of L

0B

yﬂ

at one of our eleven Rescurce Center (RC)
ormation aboul our RCs can be found here:

To give vou an idea of the estimated timeframes and key milestones m the adjudication process,
see the enclosed ‘Claime Adjudication Timeframe” document. The document describes how the
tvpical claim moves from initial review and development to Recommended Decision and Final
Decision.

Enclosed vou will alse find & description of our Employees’ Compensation Operations &
Mznagement Portal (ECOMP). This is a secure website for claimants to view the status of and
basic information about their claims. Instructions for accessing this website are alse included on
the enclosed information sheet

Every effort will be made to process your claim in a timely manner. If you have any questions,
please feel free to contact our office, toll free, at (388) 839-7211.

Sincerely,

Claims Assistant

NNNNNNN District Office

CC:

Enclosures: Claims Adjudication Timeframes
Energy Document Portal
Using ECOMP

To scan the QR Code and access the DEEQIC webszite:
Open the camera application on your mobile device, bring the QR code into
view, then tap the notificationlink on your device screen

FICE OF
UNITED STATES DEPARTMENT OF LABOR

| Division cf Energy linss ¢

FILE CLAIM

Complete Occupational
Heaith Questionnaire

Provide additional
evidence

Once you file a claim (through a Resource Center or directly
to a district office), the district office will assign you a claim
number and a Claims Examiner (CE).

The Resource Center will then interview you to ask questions
about the 5 OCC { history (Occ {
History Gumlonnaire (OHQ), part E filing only).

During tha review process, the CE may write to you
asking for infi h ‘s work,

lical d ian, or other i You will
be given 30 days from the date of thase lettars to
submit this information.

Recommended
Decislons are
typically Issued
within 145 days
of clalm receipt.

If you disagree, submit a
written statement within 60
days explaining why you object,
or request a hearing.

Final Decisions
are typically Issued
within 75 days of a) the
recommended decision, or
b) request for review of written
record. They are issued within
150 days if a hearing is
requested.

RECOMMENDED DE

The CE will issua a written
recommendation to accept
or deny your claim. The case
then proceeds to the Final
Adjudication Branch (FAB).

3
RECEIVE

If you agree, submit a waiver
to indicate that you forego any
challenges and wish for FAB to
procead with its review of the
recommended decision,

Final decisions
are typically issued
within 30 days of
receipt of waiver.
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CX Project — Journey Maps

e Survey results indicated that many customers were confused about the claims
process and/or wanted more resources to show the steps in the process

e Journey maps are visual representations of the process an individual goes
through to complete a goal

e Help both the customer to understand the process, and the agency to
understand the customer and their journey

e Additional journey maps are planned and will be available once completed
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DivISION OF ENERGY EMPLOYEES OCCUPATIONAL ILLNESS COMPENSATION
Customer Journey Map — Part B Lump-Sum Compensation

Customer Meomaniad
St a ges Fibe and Develop Claim Decision

Customer C otives Case trassterved 1o Fnal I mecmptad For lump surs
Recormesdad Dcisses Adjudication Branch [FAB) compensation, damant
st e ps from cE Claimust saigned FAR suibimits docusmnt ation e
Hearing Rapresentstive W danied, cladmant may [E—
et rmconsidenation
Cluimast has the wlikin 30 days
Acksawled pormant Lether . appstunity 1o U bmit naw
sead Walcoma Fackst o X " wulilwace aaring or 1t reconsiderution
reviaw of written record] danlad, dlaimant may
veuasi smopening sl any

W acoaptid for madical
Banaft slighdity, clamant
wacalvas DEEDIC Madical
Bema®ns bdentiScation Card
w0l cas sy b hessfy
Poaetsts bisch b thalr
R lhnant pasticipat 3 origindd st of ling

hearing 1 reconsliaratien s
danled, may file whh L5
i Olsisict Court whan o8

ha prograem ani
bl tha prosgram and [FT———— Hima with e evidunce
Banahi d conbats

coregans aties s svnilable

wtl] addisensd clmims bar
Il rmest wndfor

Wign Lok em scoapted

Swans Final Daciian b

socept ar dany e remmands

aaia e CE far furthar
developmen

Customer @ Obtain literature from varlous community groups @ @ Phone interaction with Resour
TOLICh pﬂi nts 2 d by Authorized Rep ar In-person visit to Resource Cente

advocacy group

enter @ @ @ @ @ Accoss tooks and infarmation on DEEOIC website

Recelve correspondence from DEEOIC by mail

Attend DEEOIC outreach svent Phone b

raction with CE/FAB Representative
Accass Energy Document Portal [EDP)

Acemss Employees' Campensation
Operations & Management Partal (ECOMP)

Bright Spots o
& Pain Points | Jiii:

| am grateful ta

ece e at

“Surprised and plessed at

s

this tiree i my life.”

waas a valuahle emplayes and

hés saerific e was nated by others.”

“The meain problem |
have is proving
emnplayment

e pracess is too slaw,

| cumberseme and
*| disagree with the final dectsion.* L compheated.”

“1 thinik § deserve more [
compensation”

UNITED STATES DEPARTMENT OF LABOR—OFFICE OF WORKERS' COMPENSATION PROGRAMS

DiviSION OF ENERGY EMPLOYEES OCCUPATIONAL ILLNESS COMPENSATION HTTPS:/ /WWW.DOL.G OV/AGENCIES/OWCP/ENERGY


https://www.dol.gov/sites/dolgov/files/OWCP/energy/regs/compliance/claimant_medprovider_resources/journey_map_lump_sum_compensation.pdf
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Future Projects/Initiatives -
Focus Groups

Conversations between DEEOIC CX Team and customers

AT
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Future Projects/Initiatives -
Web

* Increased focus on website usability
* New team member to start early 2023

* Collaboration with the Performance Management Branch (PMB) on changes
to existing systems that stakeholders utilize

20
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Future Projects/Initiatives -
Other

Additional surveys covering different topics/points throughout the claims
process

* Updating Authorized Representative (AR) welcome letters

Research and analyze ways to gather information on the DEEOIC employee
experience

21
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More Information

* Customer Experience Surveys, and corresponding reports, are posted in the
Customer Experience section of the DEEOIC Public Reading Room

* https://www.dol.gov/agencies/owcp/energy/regs/compliance/customer
experience survey

22



https://www.dol.gov/agencies/owcp/energy/regs/compliance/customer_experience_survey
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Questions

Questions can also be submitted to DEEOIC-Outreach@dol.gov

Thank you for attending the DEEOIC Webinar
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