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May 28, 2020 
 
The Honorable Dereck E. Davis 
Chair, House Economic Matters Committee 
6 Bladen Street 
Annapolis, MD 21401 
 
The Honorable Kathleen M. Dumais 
Vice-Chair, House Economic Matters Committee 
6 Bladen Street 
Annapolis, MD 21401 
 
Dear Delegates Davis and Dumais: 
 

On behalf of the Maryland Department of Labor, thank you for the opportunity to 
provide a briefing and answer your unemployment insurance questions during the May 13, 
2020 House Economic Matters Committee meeting. 
 

Attached are the responses to the follow up questions from your committee. If you 
would like additional information, please feel free to reach out to me anytime. 

Sincerely,  

 

Tiffany P. Robinson 
Secretary 

 
 
 

 



 
 

Appendix 1. Follow-up Questions from May 13, 2020 Briefing  
 
Legislative and Policy Changes  

1. What steps can we take now to ensure that the State avoids these challenges  
in the event of a second surge or future issue?  

 
Since the beginning of the pandemic, the Maryland Department of Labor 
(Department) has relaxed eligibility requirements and expedited the 
processing of claims that have multiple issues. The new web-based 
application process and surge call center resources have positioned us well 
for a subsequent surge. Almost overnight, there has been a paradigm shift in 
how we deliver unemployment insurance (UI) program services. Hence, we 
are incorporating lessons learned from the current circumstances to improve 
customer service delivery in the future.  

2. Can you explain the issue that came up frequently during the Senate's public  
hearing surrounding a “return to work date?” The Secretary mentioned that some            
employers wanted the date to remain in the application, but can that requirement             
be relaxed, adjusted, or handled differently?  

When a claimant files a claim for UI benefits due to being temporarily laid off, 
their most recent employer often provides an expected date for when they want 
the employee to return to work. Due to the continued state of emergency and 
executive orders, many employers remain closed, and some of the expected return 
to work dates originally provided have now passed.  

Under normal circumstances when a return to work date has passed, claimants 
become ineligible to receive benefits because they have either returned to work or 
have refused an offer of work. If employers need to change the return to work 
date, they contact the Division of Unemployment Insurance (Division) to update 
the original date provided well before that date has lapsed. Employers typically 
notify the Division BEFORE the expiration of the return to work date to ensure 
that their employees continue to receive their benefits without interruption. 
However, due to the uncertainty of business reopenings, we understand that ample 
time and ability to report changes on return to work dates have evaporated. 

While we cannot fully waive the requirement for updating return to work dates 
per federal guidelines, (UIPL 23-20), we have instituted an iterative solution to 
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facilitate the quick resolution of the return to work issues. This solution allows us 
to clear these issues for claimants in batch and in an automated fashion. 

In order to make this process easier for employers, we are also working to 
enhance the separation notice tool so that employers can both update their return 
to work dates and/or report those claimants who have refused to return to work, 
without having to speak to a UI professional. A claimant must still return to work 
if recalled by their employer. If they do not return, or refuse to return, it may 
cause a delay or denial of benefits and result in an overpayment. 

Until the tool is implemented, we will continue to utilize the iterative solution to 
resolve these return to work issues, and employers can either email 
ui.bulkclaim@maryland.gov with updated information for all impacted employees 
or fax 410-543-6646. An employer’s email must include the company name, 
name, title, and phone number for contact at the company, full legal name of the 
employee(s), last four digits of the employee(s) social security number, and a new 
return to work date or statement that the return date is unknown. 

Claims Processing and Timeline for Receiving Benefits  

1. The Secretary mentioned there are 135,533 claims pending adjudication. How 
many of those types of claims are being processed daily/weekly? How long do 
you expect it will take to get through them all?  

The claims filed since the beginning of the pandemic have presented a total of 
931,772 individual issues that can only be resolved through adjudication. Through 
manual review and automated technical solutions, our department has resolved 
792,754 (85%) of these issues with 139,018 (15%) individual issues remaining in 
adjudication as of the week ending May 23, 2020. While we are resolving 
thousands of issues every day, this number fluctuates constantly as new issues 
present themselves on existing and new claims filed. It is important to note that 
one claim may have multiple issues, so the claims remaining in adjudication are a 
significant subset of the pending 139,018 issues.  

When a claimant files for benefits, it is not equivalent to being approved for 
benefits. It is the start of the process, just like any other type of insurance claim. 
We must verify the applicant's information, contact the employer for the reasons 
surrounding the separation and, in turn, make an eligibility determination with the 
information that has been gathered. Fortunately, most PUA and PEUC 
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applications will be processed much faster than this average time frame due to the 
streamlined eligibility verification process.  

Every individual’s claim can be very different, so some claims may take longer to 
process than others for numerous reasons. Claims may not include sufficient 
documentation, there may be disagreements between the employer and claimant 
about the reasons for separation, wage discrepancies or issues with incorrect 
information, which may then require feedback from the employer and/or claimant.  

All of these situations, and more, require manual review and adjudication before a 
claimant can be found eligible or ineligible for benefits, which can add to the 
complexity and timeline of a case. Also, many of the employers and claimants are 
not available when we contact them by telephone, which delays the process.  

As these claims are adjudicated, some may be denied. Of the claims that have 
already been denied, the large majority of them were denied because they were 
determined to be monetarily ineligible to receive unemployment insurance 
benefits. If you make over $430 a week, you are not eligible for regular 
unemployment insurance benefits. Claimants may also be denied benefits if they 
voluntarily separated from their employment (quit) or were fired for misconduct. 
 
The adjudication process takes on average three weeks, but the Department is 
diligently working through claims as quickly as possible to shorten that timeline. 
The Department is actively hiring 100 new employees to answer phones, emails, 
and adjudicate, in addition to creating new automated solutions every week. We 
are experiencing an unprecedented volume of claims and are working around the 
clock to service every Marylander.  

 
2. What is the average processing time for a UI claim right now?  

 
Addressed above in question 1. 

 
3. What is the main issue holding up the claims that are pending adjudication?  

 
Addressed above in question 1. 

 
4. What is the expected time from application to receipt of the debit card?  

Our Department created Bank of America Frequently Asked Questions to address 
the concerns and questions we have received from claimants regarding Bank of 
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America debit cards. After a claimant has applied for UI benefits and has been 
approved, the claimant will receive a notice from the Division entitled "Notice of 
First Benefit Payment Approval and Mailing of Your Bank of America Debit 
Card." After receiving this notice, claimants will then receive a Bank of America 
debit card in the mail within 7-10 business days, which is the timeline provided 
by Bank of America. We hear from customers that sometimes the debit cards are 
received in less than 7 days, and on occasion, they take longer than 10 days. 
 
It is important to note that if a claimant has received UI benefits in Maryland 
within the past three years, their new UI benefit payments will be automatically 
loaded onto their previously assigned card. Debit cards issued by Bank of 
America for benefit payments are valid for three years. If a claimant needs a 
replacement card or needs to reset their PIN number, claimants must contact Bank 
of America by calling 1-855-847-2029 or visiting their website located at 
www.bankofamerica.com/mduidebitcard. Claimants can also see status updates 
through this website and may opt for future benefit payments to be directly 
deposited into their bank account after they have received their initial debit card. 

It is also important to note that claimants will NOT receive a Bank of America 
debit card in the mail if they are determined to be ineligible for benefits, have 
requested to receive benefit payments through paper checks, or have already 
received a debit card within the past three years from the Department.  

 
5. What is the actual wait time to receive funds on a debit card once benefits have 

been approved?  

All benefit payments made prior to the claimant’s receipt of their debit card will 
be immediately available on the initial debit card received. To receive subsequent 
payments, claimants must file their weekly claim certifications in a timely 
manner. These required certifications also serve as a claimant’s weekly request 
for payment. After the weekly certification is filed, if the claimant is still eligible 
for UI benefits, their payment will be available to them on the day that they 
normally receive payment. 
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6. Many constituents have successfully filed their unemployment insurance claim 
weeks ago, but have not received any benefits. People are suffering for weeks with 
no income. What is the delay in administering benefits to approved applicants? 
What can be done about it?  

When a claimant files for benefits, it is not equivalent to being approved for 
benefits. It is the start of the process, just like any other type of insurance claim. 
The claims filed since the beginning of the pandemic have presented a total of 
931,772 individual issues that can only be resolved through adjudication. Through 
manual review and automated technical solutions, our department has resolved 
792,754 (85%) of these issues with 139,018 (15%) individual issues remaining in 
adjudication as of the week ending May 23, 2020. While we are resolving 
thousands of issues every day, this number fluctuates constantly as new issues 
present themselves on existing and new claims filed. It is important to note that 
one claim may have multiple issues, so the number of claims pending 
adjudication is always a significant subset of the number of total pending issues. 
It is also important to note that not all claimants who file for benefits are eligible 
for benefits.  Claims that are determined to be eligible and approved for benefits 
without any issues pending adjudication are processed for payment immediately. 

7. We have noticed an improvement in the BEACON system where individuals are 
able to file successfully and the system is not crashing. Once people begin to file 
their claim and run into an issue or have a question, they are unable to get any 
assistance. It takes weeks to get an answer by email or to connect by phone. What is 
being done to address this?  

Due to historic low unemployment and a continuous decline in claim volume over 
the past decade, the Department’s federal base grant funding for administration of 
the UI program has decreased. When claim volume began to increase in early 
March, the Department immediately began working to improve our phone 
capacity and quickly scale our call center team, but the sheer volume has made 
this very difficult. We have contracted with an outside vendor to provide 275 
additional UI professionals to answer the phones and assist claimants six days per 
week with additional hours planned for the coming weeks. We are also actively 
hiring 100 new staff for our claim centers to take claims and adjudicate, and we 
are utilizing a Virtual Agent available 24/7. The Virtual Agent is a chat box 
feature connected to our website that assists Marylanders with answering 
questions pertaining to UI benefits. This Virtual Agent service went live on May 
1, 2020.  
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As of May 21, 2020, the Virtual Agent has successfully handled 236,650 sessions 
and 1,210,395 messages. The Department is also expanding this functionality to 
our Interactive Voice Response (IVR) system to allow customers using 
smart-phones to engage in chat sessions with the Virtual Agent while they are 
awaiting assistance by telephone. We are currently in the testing phase and are 
planning to deploy this functionality by the end of the week.  

The Department is also in final testing stages for a new IVR system, which will 
add additional functionalities for filing weekly certifications and resetting PIN 
numbers. This new IVR system will also increase the capacity of our incoming 
phone lines to 540. This expansion, however, will not entirely address the issue of 
the overwhelming call volume.  

Our Department will continue to hire additional staff and to leverage technology, 
such as interfacing the Accenture IVR with the Virtual Agent and having the 
Accenture staff engage in human to human chat functions, until every Marylander 
can be assisted in a reasonable amount of time, without any dropped calls or busy 
signals. We are well aware of the frustrations felt by our customers in trying to get 
through to an agent on our phone lines, and we are working every single day to 
address these concerns. 
 

8. For many people, their account on BEACON shows they are current, they file their 
webcerts weekly and have done everything they are supposed to do, yet it has been 
8 to 10 weeks, and still haven't seen a dime. Alternatively, we have seen an account 
problem that was fixed, but still no money. Why?  
 

There are many issues that may trigger a hold on payments and require 
adjudication. The Division will need to research the individual claim in order to 
determine eligibility. Oftentimes one claim can have multiple issues that require 
adjudication, and new issues can sometimes be triggered after others are 
resolved. 
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9. Simplified application and webcerts are in order. Many of the questions on the 
applications are either confusing or don't apply and can't be translated from a W-2 
employee to an independent contractor. These forms should have been vetted with a 
select group of users before rolling out. What is the plan to simplify these questions 
and reduce the information on the weekly webcerts to streamline this system?  

In order to remain eligible to receive benefits each week, a claimant must certify 
that that they remain unemployed, and they must report any wages or income they 
earned in the week, if they were offered the opportunity to telework, if they 
received any paid leave benefits, and if they otherwise remain able for work and 
available to work. Weekly certifications are a necessary step in determining who 
is eligible to receive UI benefits.  

Federal CARES Act guidance required states to capture additional information 
from claimants as they complete their weekly claim certifications. Marylanders 
found these new required questions to be confusing, resulting in numerous 
claimants inactivating their eligibility for unemployment benefits. We acted 
quickly and utilized automated solutions to clear many of the issues that were 
inadvertently triggered to ensure that claimants’ payments were not interrupted 
due to any misunderstanding of the new required questions.  

In response to feedback from our customers, we have modified the number of 
questions on the certification and clarified the wording of some of the new 
questions. We have worked hard to balance the ease of completing the 
certification with the need to capture all required information.  

Since making these changes, we have noted a significant decrease in the number 
of errors and issues resulting from claimant certifications. Additionally, we have 
provided a video tutorial that walks claimants through the certification process 
and a written document that explains each question to assist claimants in properly 
answering the certification questions.  

In addition to the above solution, the Department has implemented a brand new 
system enhancement, effective May 20, 2020, that will allow regular UI claimants 
to see all past weekly certifications in their account portal and file for all available 
open weeks they may have missed. This feature was already available to 
PUA/PEUC claimants, but until now, regular UI claimants were limited to filing 
only one week at a time even if they had multiple weeks open. Now, these 
claimants can file for all available weeks that remain open within the last 60 days, 
and they can file them all at once. This enhancement has already resolved 
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thousands of issues for our claimants who experienced trouble with filing weekly 
certifications. 

 
10. Is it true that Sagitec is responsible for processing the Pandemic Unemployment 

Assistance (PUA) claims? According to several claimants who spoke to the 
department's representatives this week, they were told that the department cannot 
do anything to assist PUA claimants. If this is the case, how can claimants get 
assistance on their cases? Many have emailed the beacon.support@maryland.gov 
email with no response in two weeks.  

Sagitec’s technology, the BEACON One Stop, accepts all types of UI 
applications, including PUA and PEUC claims. The Department is responsible 
for processing and determining eligibility for benefits in all programs. All staff 
have been trained on the new BEACON One Stop system, and they now have a 
live chat feature available to them if specific questions arise related to Sagitec’s 
technology. The Department’s representatives are now fully equipped to assist all 
claimants on all issues. 
 

11. What happens if someone incorrectly answered a webcert question? Is there a way 
for them to correct the answer themselves? If not, who do they need to contact to 
make the correction?  

The claim certification that a claimant files every week in order to receive a 
benefit payment is a legal document that the claimant must certify is true before it 
is submitted. The Division uses the certification answers to determine the 
claimant’s eligibility and amount for that week, as required by the U.S 
Department of Labor (USDOL). If claimants were able to change their answers to 
the certification at will and without a reasonable basis, then it would complicate 
and confuse the benefit payment process. Claimants must speak with a Division 
representative to modify an answer to a claim certification in order to avoid these 
results. To help claimants better understand the questions, we have provided a 
video tutorial that walks claimants through the certification process and a written 
document that explains each question to assist claimants in properly answering 
the certification questions.  
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12. How can claimants go back and upload documents after their initial application 
was filed? Those who have received the PUA Eligibility notice are being told they 
have 21 days to upload documents, but there isn't anywhere for them to do so.  

 
As of May 27, the Department has implemented a feature in BEACON that 
allows claimants to upload these documents if they were unable to do so during 
the initial application process.  

 
13. If a claimant responded to the application questions incorrectly and was enrolled in 

the Regular UI program and not the PUA program, as they should have been, how 
can they get that corrected? We are seeing as of May 13 that some of these people's 
accounts are changing over to PUA with a status of Pending. What is the expected 
timeline for these claimants accounts to be moved to Active status?  
 

All claims must be determined ineligible for regular UI first, in order to be 
eligible for PUA benefits per federal CARES Act guidelines. There are many 
instances where someone who thought that they were eligible for PUA have 
sufficient work history that actually make them eligible for regular UI. If a 
claimant is not eligible for regular UI, the Beacon One Stop automatically 
switches them to PUA, preventing them from having to apply on multiple 
systems as other states require. Most PUA and PEUC applications will be 
processed much faster than this average time frame due to the streamlined 
eligibility verification process. 

 
14. Several claimants are reporting that one or more weeks that they filed a webcert 

still show as “Filed” while the rest of their payments are showing as “Pending” or 
“Processed.” Is there a reason for this? Does the claimant need to email support in 
order to determine what's wrong with those weeks?  
 

There are many reasons that a claimant's week is labeled as filed, pending, or 
processed. Many of these reasons are claim-specific and particular to their 
circumstances. We cannot provide a generalized reason that claimant weeks are 
in a particular status. The Department would need the claimant’s information so 
that we can research their claim filing and provide information on how to 
proceed. 
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15. How are claimant accounts being reviewed? Many claimants uploaded documents 
proving their income but they are only receiving the minimum $176/weekly benefit 
amount. How will they know if they are eligible for more? How long will a review 
take for the average claimant?  

 
After receiving additional guidance from the USDOL, the Division has updated 
the method by which PUA benefit amounts are calculated. When a self-employed 
individual files their initial claim, they report the amount of their net income in 
2019 on the application. The claimant has 21 days to provide documentation of 
their 2019 income. If the Division does not receive sufficient documentation 
within 21 days, the claimant will receive the minimum benefit amount of $176. If 
the claimant provides sufficient documentation before December 26, 2020, their 
benefit eligibility amount will be recalculated.  

 
16. How is the weekly benefit amount being determined for those self-employed 

individuals with PUA benefits? We understand the minimum benefit amount of 
$176, but we don't understand what the scale is for an adjusted amount. There is a 
public scale for how benefits are calculated for regular UI claimants. Will 
something like that be available for PUA claimants?  
 

The calculation of PUA claims is based on the claimant's 2019 net income. We 
proportionally attribute the claimant's 2019 annual income to the four quarters 
and calculate the claimant's benefit amount based on the same scale that is used 
for regular UI claims. However, for PUA claims, there is a minimum benefit 
amount of $176. 

 
17. Does a dollar cap per claim exist in spite of the federal CARES Act changes? If so,                 

what is the relevant cap? What happens when a claimant has exhausted his or her               
benefits?  
 

The maximum amount a claimant can receive is $430 from regular UI. On top of 
this, the CARES Act Federal Pandemic Unemployment Compensation (FPUC) 
program gives each claimant who is eligible for benefits, an additional $600 per 
week through July 31, 2020. This equals a maximum total benefit amount of 
$1030 per week for 26 weeks.  
 
 
 

11 



 
 

The CARES Act also included the Pandemic Employment Unemployment 
Compensation program (PEUC), which extended benefits for an additional 13 
week. Marylanders are therefore potentially eligible for a total of 39 weeks of UI 
up through December 31, 2020. 

Administrative Resources and Inability of Claimants to Receive Help  

1. To confirm, are 250 total employees currently answering claimant calls? How many 
are responding to e-mails? When will the additional employees be available to assist 
both functions?  

Before the pandemic, UI had approximately 400 employees. To handle the 
substantial surge in new claims our department has received, we have more than 
doubled our claims center staffing by partnering with an outside vendor to bring 
on new 275 call takers, hiring over 100 new employees, and reassigning state 
employees from other agencies. As a result, there are no fewer than 200 
individuals taking incoming calls from claimants at any given time. 

Each and every one of these employees plays an integral role in ensuring that 
claims are being processed as fast as possible. While some employees are 
answering phone calls and emails, others are proactively contacting claimants, 
working through adjudication issues, and more to ensure eligible Marylanders 
receive the benefits they need. We are also utilizing a Virtual Agent that is 
connected to the Department’s website and is available 24/7. The Department is 
continuing to add resources to better serve our customers.  

2. How many calls and emails are going unanswered?  

We are making every effort to respond to emails and telephone calls as 
quickly as possible. The challenge has been the sheer volume of emails and 
telephone inquiries, coupled with the unintended consequences of claimants 
sending numerous duplicate emails in an effort to receive responses. This 
creates confusion when responding to inquiries and the control processes put 
into place to serve customers have been compromised. However, we will 
ensure that every single customer who has filed a claim will receive 
responses. 
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3. Some constituents do not have access to the internet and are calling in, but are  
unable to get through due to the line being busy, no matter the time they are 
calling. What is the solution to this issue?  

 
The Department has and will continue to add IVR lines and staff to better serve 
our customers via phone.  

4. Is there an opportunity to extend hours of the phone-based claims unit for  
some period of time? One constituent was on hold for 10 hours on May 12 and                
others are reporting calling hundreds of times a day and not getting through. 

 
Since the beginning of the pandemic, the Department has continuously extended 
our call center hours. Our call centers are currently open from 7:00 a.m. to 6:00 
p.m., Monday through Friday and open on Saturdays from 8:00 a.m. to 12:00 
p.m. We plan to further expand call center hours to Sundays in the near future, so 
our claimants have the option of calling us all seven days per week. While the 
phones stop taking incoming calls once call center hours end, our claims agents 
do not leave, and we do not drop calls of anyone that is already in the queue and 
on hold. Claims agents stay for several hours afterward to handle all remaining 
calls in the queue and to perform other duties related to the processing of claims. 

5. Constituents relate that they email the ui.inquiry email address multiple times and 
do not receive a response. Is this true? If so, what is being done to respond in a 
more timely manner?  

The ui.inquiry email account receives an enormous number of emails each day. 
These emails are triaged daily and emails are assigned to staff based on the nature 
of the issues as described by claimants. The sheer volume of emails have 
presented a challenge because claimants are sending emails to multiple email 
accounts. This creates duplication and makes it extremely difficult to manage 
email responses as efficiently as we would like. When claimants email 
ui.inquiry@maryland.gov, they should include their full legal name, complete 
address, phone number, e-mail address, the last four digits of their Social Security 
number, claimant ID number, and/or a brief description of the issue they are 
experiencing. The most efficient way for our staff to respond to the highest 
number of claimants is to try and funnel them to our designated inboxes. 
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It is important to note that the Division experienced nearly a 5,000% increase in 
customers almost overnight. To put this in perspective, our Division received 
214,475 claims during the entire year of 2019. Since the beginning of March, we 
have received more than 660,000 UI claims. This is over triple the number of 
claims received in all of 2019, and these claims have been received in just a few 
months. What we are experiencing is a national phenomenon, and our team is 
working 7 days a week to respond to our customers. While not as quickly as we 
would like, the system is beginning to catch up to the increased demand, and 
many eligible UI claimants are receiving benefits with more to follow as time 
progresses.  

6. In both regular UI and Pandemic Unemployment Assistance cases, department staff 
and constituents have been trying to complete applications through BEACON, but 
have been unsuccessful at varying points in the process. Department staff have told 
some of these constituents that there is nothing more they can do to help. What can 
you do to address problems where a claimant is essentially being turned away?  

All staff have been trained on the new BEACON One Stop system, and they now 
have a live chat feature available to them if specific questions arise related to 
Sagitec’s technology. The Department’s representatives are now fully equipped 
to assist all claimants on all issues. However, there are times when a UI 
professional may need to elevate an issue with a claim to management for the 
proper answer. Once staff alert program management of issues they encounter 
while assisting claimants, we work to resolve those issues by changing our 
procedures and/or updating and enhancing features in the BEACON One Stop.  
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7. The system needs triage immediately. It is now apparent that many of the obstacles 
people have encountered to getting benefits are system problems, not the claimant's 
problem. Either benefits were stopped due to an auto generated letter caused by the 
switch to BEACON, or stopped due to a forced Return to Work Date or problems 
that arose when the questions changed for BEACON. They are either told they have 
to have an interview, or at the very least they need to talk to a person because it 
can't be corrected in the system. Has there been any attempt to identify the 
claimants that received automatic letters, or have been inaccurately flagged due to 
questions, and fix their accounts without them having to spend hours trying to 
make phone calls all day long? If not, why?  

Obstacles encountered by claimants are a combination of system issues, user 
errors, claimant overpayments from previous UI benefits received, employers 
providing arbitrary return to work dates, or disputed claims issues that need to be 
addressed through formal hearings.  

The Department emailed all claimants who provided an email address and 
clarified the “search for work” letter that had caused confusion early in the 
Pandemic. This information was also posted on the Department’s social media 
accounts. The Division removed all deadlines for claimants to provide additional 
information or deliver supporting documentation due to the high claim volume. 
Claims have not been negatively impacted by a claimant’s inability to meet any 
deadline date printed on a correspondence that they have received via mail. 

The vendor, Sagitec, has been addressing issues identified by claimants and staff, 
and the system has greatly improved since the April 24 launch date. We have 
modified the system to cancel all return to work date issues for the foreseeable 
future. Most overpayments can be offset by future benefits, or through payment 
arrangements. In addition to scheduling hearings with hearing dates, adjudicators 
are making “cold calls” to adjudicate issues, which will hasten the process in 
order to make final determinations on issues and/or disputed claims.  
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8. Some claimants are having unexplained issues, like not being able to create an 
application because the system thinks their Social Security Number is already in 
use or not being able to file weekly webcerts when they were previously able to do 
so. What is the best way to resolve these issues without having to repeatedly email a 
support email where they also do not receive a response? We have had a few 
hundred claimants tell us they have emailed 10-14 days ago, many more than once, 
with no response. Not even an auto acknowledgement of their email being received.  

Every time a claimant files any kind of claim, as the very first step, the system 
collects the SSN, First Name, Last Name, and Date of Birth and connects to 
Social Security Administration (SSA) in real time for verification. The SSA takes 
the data that was sent as input and cross matches the information with its 
databases. If all the information matches, it returns a flag that it is a valid SSN. If 
even one piece of information does not match, it returns an invalid SSN flag.  

What we have seen many times is that the last name does not match. This might 
be due to various reasons, including marriage, divorce, or they have used a 
different last name all along and never updated the SSA records. The other 
common error is that the date of birth (DOB) does not match.  

When this happens, the claim is flagged for review and the claimant gets a 
notification to upload proof in the BEACON One Stop. This is usually a copy of 
their SSN card. Then the staff has to review the claim, make the appropriate 
change, and then approve the claim. Until this action is completed, the claim 
cannot move forward because this is a critical component of preventing fraudulent 
claims.  

Glitches Between Systems and Across Benefit Weeks  

1. Is there a problem with the system that is misclassifying some PUA applicants as 
'Regular Unemployment' applicants?  
 

To be eligible for PUA, claimants must first be deemed ineligible for regular UI, 
per federal guidance. Some PUA claimants (independent contractors, gig works, 
etc) may have previous wages that actually qualify them for regular UI rather than 
PUA. 
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2. Why did existing UI Claimants lose their claims and have to start over when 
BEACON was implemented?  

The Department’s implementation of the BEACON One Stop system did not 
directly result in existing customers losing their claims. Existing customers were 
required to activate their BEACON account to continue to file webcerts, but all 
data from previous claims was integrated into the new system. 

3. Payments have randomly stopped for some constituents in between weeks when 
nothing has changed – all questions were answered the same way. Is there a reason 
for that?  

The Department would need to investigate each claimant’s claim to understand 
why payments have stopped. There could be many reasons that resulted in 
payments stopping, such as an employer following up with our Department 
providing any conflicting information or a return to work date. 

Constituent Support  

At the department's request, we began sending daily spreadsheets of unemployment 
complaints on May 3, 2020, with the pledge from the department that these 
constituents would receive a phone call.  

 

1. How many complaints by House and Senate district have you received?  

As of Monday, May 25, the department has received approximately 9,775 
constituent inquiries from legislators within the past four weeks.  

2. How many constituents have been called?  

On May 16, the department emailed every constituent that we have received from 
legislators acknowledging receipt of their issue and indicating that a claims 
specialist will reach out as soon as possible. We will continue to do this at least 
once a week with all new constituent inquiries received. Within the past four 
weeks, UI specialists assisting with constituent outreach have made contact with 
approximately 2,500 customers as of May 25. The Department has added an 
additional eight UI specialists to the taskforce of people who are answering these 
emails bringing the total number to 11. We have also added two additional people 
to the legislative team who receives these requests.  
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3. How many complaints have been resolved?  

When a claims specialist makes contact with a customer, every effort is made at 
that time to resolve their issues and ensure payments are issued. If their issue 
cannot be resolved on the call they are given a clear path forward of where their 
claim was sent and why so they know what to expect and when to be contacted 
next. Within the past four weeks, UI specialists assisting with constituent outreach 
have made contact with approximately 2,500 customers as of May 25.  
 
While our legislative team is helping to resolve a large number of constituent 
issues, the Division has adjudicated and resolved over 931,772 individual issues 
that claims have presented since the beginning of the pandemic. Issues may 
include insufficient documentation, disagreements between the employer and 
claimant about the reasons for separation, return to work dates submitted by the 
employer, and wage discrepancies. Through manual review and automated 
technical solutions, our department has resolved 792,754 (85%) of these issues.  
 

Claims-Specific Questions  

1. Secretary Robinson agreed to follow-up with us about this, but to ask again, how 
does someone cancel their PUA claim with the State if they no longer need benefits 
due to an employer receiving a Paycheck Protection Program loan?  

To discontinue receiving payment, a claimant may simply discontinue filing their 
weekly certification, which also serves as a claimant’s payment request. A 
claimant will not receive a benefit payment if they do not file a weekly claim 
certification and have their weekly eligibility approved by the Division. A 
claimant who is offered their salary or wages from an employer, must report that 
offer to the Division while filing their weekly claim certification. If the claimant 
does not file their weekly certification, or reports wages in excess of the 
maximum amount of $430, the claim becomes “inactive” for the duration of the 
39 weeks they could be eligible for. If the claimant’s situation changes and they 
make less than the maximum amount, they can reactivate their claim.  
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2. Are the department staff getting appropriate training and guidance to understand 
the complex and varied employment and income structures of musicians and other 
creative/gig/freelance workers, understanding that department employees may 
never have had to deal with any of these complexities before and will now be making 
eligibility determinations and evaluating documentation? Is the department working 
with representatives of workers in those industries to understand industry-specific 
concerns, particularly for fields like music where contracting is often relatively 
informal and documentation of both past income and cancelled future work may not 
be standard or typical?  

 
Yes. We are working with USDOL on guidance. We have been training our UI 
employees to handle different types of documentation, which they have never had 
to deal with before. There are several new income documents that staff must 
review to verify net income, including a Form 1099, Schedule K-1, Summary of 
Quarterly Payments, State agency wage records, pay check stubs, bank receipts, 
business records, ledgers, contracts, invoices, tax returns, and billing statements. 

3. Is there a paper application available? If not, can that be created and made  
public?  

 
Paper applications are not available at this time. This information would 
have to be entered manually by a UI staff member, creating a time intensive 
process. However, our claims agents can take claims by phone, and the 
BEACON One Stop is fully ADA compliant. Our staff is available to assist 
any claimant that needs technical assistance in the filing process. 

 
Disqualification  

1. What percentage of people applying are being denied or not receiving benefits  
due to disqualification/overpayment?  

There are multiple reasons why a claimant may be disqualified and each 
disqualification has requirements that must be met in order to have the 
disqualification lifted, if they are eligible. An overpayment can also happen for 
many reasons such as fraudulent activity, reporting incorrect wages on weekly 
certifications, and system or user errors. In most cases, overpayments can be 
offset by future benefits and must be collected per federal guidelines before 
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benefits can be paid to the claimant. This is a difficult number to process since it 
involves claims from before the pandemic.  

2. For folks with a disqualification on their record, does it come off automatically once 
they have satisfied the requirements of the disqualification or do they have to call and 
have someone correct it? We have had constituents call that should no longer have a 
disqualification yet they received a notice stating that they did and no benefits are 
being paid out.  
 

There are multiple reasons why a claimant may be disqualified and each 
disqualification has requirements that must be met in order to have the 
disqualification lifted, if they are eligible. The claimant’s disqualification is not 
automatically lifted after the claimant satisfies the requirement in the system 
because it is required to be adjudicated. Some claims may have multiple issues. 
We have implemented an automated IT solution to remove these disqualifications 
under certain circumstances within the current system. 

 
Reopening  

1. When businesses begin reopening, will employees have to accept any job  
offered by their employer or can they refuse a job offer if the employer doesn't offer 
personal protective equipment, or the same job at the same pay?  
 

Typically, an employee cannot refuse to return to a suitable job and collect 
unemployment benefits. The CARES Act does extend benefits for employees 
who lack child care because their provider is closed due to the pandemic. 
Claimants would enter these reasons for refusing to return to work on their 
weekly certification, and it would be adjudicated. Employees can work part time 
and receive partial benefits if the amount does not exceed the $430 maximum. 
Employers are encouraged to sign up for the workshare program, where 
employees can return to work at reduced hours up to 50% and receive partial 
benefits.  
 
All employers are encouraged to follow CDC guidelines in all work spaces. If the 
constituent has a complaint or concern, they can report this to Maryland 
Occupational Safety and Health (MOSH). 
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2. Currently, one member's office is working with approximately 110-120 constituents, 
roughly half are still trying to apply or restore their benefits and the other half, to the 
best of our knowledge, have not been contacted by the department as requested. In the 
past week, the member's office has spoken with a number of these constituents who 
are very concerned that Maryland is planning to open businesses in an effort to deny 
owed benefits. Will benefits be provided to everyone who is qualified and unemployed 
due to the mandated shutdown, regardless of when businesses reopen?  

All claimants will receive all benefits they are entitled to back through their date of 
eligibility. Governor Hogan’s decision to allow some businesses to reopen under 
certain guidelines is not influenced by the payment or denial of UI benefits, and no 
prior eligible payment amounts are affected by a business reopening.  

Employer Contributions and Trust Fund Solvency  

1. What is the health/status of UITF?  

As of May 19, 2020, the trust fund has a balance of $1,042,133,983.40. The health of 
the trust fund is addressed in question 3 of this section.  

2. How do we ensure that taxpayers' dollars are protected in this environment?  

The Department’s goal is to protect the integrity of Maryland’s UI trust fund. We 
have a fiduciary duty to be good stewards of the funds that employees rely on and 
that Maryland’s businesses have invested. As a Division, we are also responsible for 
the security of UI staff and state assets.  

To accomplish this, we work diligently to identify employer tax fraud schemes and 
misclassified workers. We also work to actively collect overpaid UI benefits. With 
the passage of the CARES Act, and the implementation of new programs, integrity 
of the system is critical to avoiding fraud. Maryland and all other states must ensure 
that eligible individuals receive benefits in accordance with the state and federal 
rules (i.e., laws, regulations, policies, federal guidance) governing all UI programs. 
These are guidelines that we must follow, and while we have relaxed as many 
federal requirements as we legally can, USDOL has put all states on notice that 
maintaining program integrity is paramount, and that the Office of Inspector General 
will be investigating states’ processes to ensure that we are avoiding fraudulent 
claims. If we were to violate federal law, we would risk losing funding and 
assistance from USDOL, and the system would be vulnerable to fraud. 
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The Division has mechanisms in place to detect and protect the system from waste, 
fraud, and abuse. The Benefit Payment Control Unit (BPC) investigates credible 
allegations of fraud and recovers overpayments and improper payments to 
claimants. This is a central function of all UI programs statewide. Additionally, the 
Benefits Accuracy Measurement (BAM) Unit has investigators that examine both 
paid cases and denied cases to ensure the accuracy in decisions. Claimants are 
randomly selected and interviewed to determine if decisions made regarding their 
claims, paid, or denied, are accurate. Results of BAM Investigations are submitted 
to USDOL on a quarterly basis.  

3. Can we get clarification on the anticipated impact on UITF? The Secretary 
mentioned requesting reimbursement from the federal government in terms of grants. 
What might that reimbursement look like (how much and when)?  

As of May 19, 2020, the trust fund has a balance of $1,042,133,983.40. However, 
due to the record number of applicants, UI anticipates that the trust fund will be 
significantly depleted. The Division has created a model to predict when and how 
much the Division will have to borrow from USDOL. The Division’s model has 
seven scenarios based on corresponding revenue and benefit factors. The best case 
scenario is that the Division only has to borrow $332,586,000 from USDOL in the 
fourth week of August. The worst case scenario is that the Division has to borrow 
$1,745,997,000 from USDOL in the third week of July. This model is subject to 
change depending on how much of an impact COVID-19 has on the economy once 
the state reopens. 

USDOL is offering interest free loans until December 31, 2020. States will be 
charged interest if they are unable to pay back the loan by December 31, 2020. 
Secretary Robinson is part of a delegation that is requesting USDOL to waive any 
interest, even if the loan is repaid after December 31, 2020, which would effectively 
turn the loan into a grant.  

BEACON One-Stop Application  

1. When was the contract to construct the BEACON website completed under 
Maryland Procurement Rules? 

The Division received a grant from USDOL to modernize its legacy mainframe 
system in 2014. The state went through an extensive formal procurement process 
and ultimately awarded the contract to Sagitec Solutions, LLC. The contract was 
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approved by the State of Maryland Board of Public Works on September 16, 
2015. Sagitec has been building the new modernized system over the past five 
years and is working towards full implementation to go live later this year.  

The Division’s legacy mainframe system could not handle the new PUA and 
PEUC programs under the CARES Act, as these programs grant benefits to 
claimants who normally would not qualify for regular UI benefits. As a result, the 
Department needed to create a new system to implement both the PUA and 
PEUC programs as soon as possible to both comply with USDOL guidelines and 
to ensure that Maryland workers received benefits as soon as possible.  

While we received a proposal from another company, the Division ultimately 
chose Sagitec to develop and implement the new program because of their 
knowledge of our systems gained through the modernization project and because 
of the technology that had already been developed for our state thus far. As 
proposed, Sagitec’s solution implemented a new system that provides a single 
interfacing point for all Maryland claimants to file UI, PUA, and PEUC claims in 
one application. This approach took advantage of the Azure infrastructure that 
was already in place for the UI modernization project to implement and complete 
the new PUA application. 

The application contract was executed on April 17, 2020 under an emergency 
procurement and terminates on September 30, 2020. The cost of the new PUA 
contract is $2,937,863.89. The application will be folded into the new UI 
modernization system, which is scheduled to go live later this year.  

2. How many bidders were there for this work?  

For the original UI Modernization Project, the Department received 4 bids. For 
the new application, the Department investigated developing the new application 
in-house, but this option was rejected due to a lack of resources and the strict 
implementation timeline.  

After extensive discussions with other states’ labor departments and NASWA, 
and after recognizing that a limited number of vendors could perform this task, 
the Department solicited proposals from two vendors. One vendor proposed a 
system that was based on a multistep process, but the proposed interface to the 
current mainframe system would have to be developed from scratch and would 
involve extensive development and testing, which would cause a severe delay in 
the implementation timeline.  

Alternatively, Sagitec’s proposed solution provided a seamless one stop solution 
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for all claimants. Sagitec also had the experience in interfacing with the current 
mainframe system and demonstrated that they could leverage their existing 
application and architecture that was already interfacing with the current 
mainframe system as part of the data conversion portion of the UI modernization 
project. Sagitec’s proposed solution also had the advantage of having the future 
functionality to transfer claimant data from the new application to the new 
modernized system with minimal expenditure of time and effort, since both 
systems would be based on the same architecture and framework. 

3. Did the Board of Public Works approve the contract to the BEACON vendor?  

The Board of Public Works (BPW) approved the initial modernization contract 
on September 16, 2015. Due to the emergency nature of the new application 
procurement, the contract will be submitted to BPW for approval in June 2020. 

4. What is the value of the contract and duration (e.g. 1 year, 5 years?)?  

The original modernization contract only terminates after the system goes live. 
As noted above, the UI modernization contract was executed on September 17, 
2015, and will be fully implemented and go live later this year. The new 
application contract was executed on April 17, 2020 and will terminate on 
September 30, 2020. The new application will be folded into the new UI 
modernization system, which is scheduled to go live later this year. 

5. What is the cost for the contract?  

The cost for the original UI modernization contract is $70,631,145.46. The 
Division received a grant from USDOL to fully cover the cost of UI 
modernization. The cost of the new application contract is $2,937,863.89. 

 

 

 

 

 

 

 

 

24 



 
 

Reimbursable Employers  

1.  Section 2103 of the CARES Act provides for federal reimbursement of 50% of 
COVID-19 driven unemployment costs to state and local governments, 
reimbursing nonprofit organizations, etc., yet guidance issued on April 27, 2020, 
by the US Department of Labor cuts against this by:  

(a) Requiring full payment up-front as a condition of eligibility, then reimbursing us 
for 50% of the cost at a later date; and (b) Potentially penalizing Maryland for 
providing additional relief (i.e. if the remaining 50% is forgiven). What can the State 
do to help reimbursers?  

USDOL is aware of the burden placed on reimbursable employers by requiring the 
reimbursable employers to pay 100% before being able to qualify for the 50% 
reimbursement. USDOL requires states to provide the same relief to contributory 
employers as provided to reimbursable employers. Maryland’s UI trust fund 
cannot handle the strain of non-charging both reimbursable and contributory 
employers, while continuing to provide benefits for the record number of 
Marylanders who have applied for unemployment insurance during the 
COVID-19 pandemic. The Department is actively requesting assistance from 
USDOL to allow flexibility on this requirement.  

2. The department told one employer that they were told to approve all claims, and 
that it was unlikely that the employer would be able to appeal the claim, due to staff 
pressures at the department. If the department cannot process all appeals, can 
employers that self-insure be given priority (or ideally a guarantee) for appeals? 

This is inaccurate. All claims are verified with the employer and will be 
adjudicated appropriately. Employers have an opportunity to respond to every 
claim filed by an employee, and if the employer provides any conflicting 
information, the claim will need to be adjudicated.  
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Miscellaneous  

1. The Federal $600: Why are Marylanders being told the $600 additional CARES Act 
money is provided from 4/4 through 7/25 when the Federal Government has 
provided for those funds to be given to the claimant for up to 39 weeks as long as 
they are eligible. That money is coming directly from the Federal Government to be 
given per their directions to the unemployed Marylander. Where is the rest of the 
money going?  

These are separate issues. The CARES Act created three new unemployment 
insurance (UI) programs, each with different qualifications and deadlines. These 
are detailed individually below: 

Pandemic Unemployment Assistance (PUA): provides up to 39 weeks of 
benefits, which are available retroactively starting with weeks of unemployment 
beginning on or after January 27, 2020, and ending on or before December 31, 
2020. The PUA program provides benefits to those who are not eligible for 
traditional UI benefits including the self-employed, independent contractors, gig 
economy workers, and those without sufficient work history.  

Federal Pandemic Unemployment Compensation (FPUC): provides an 
additional $600 per week for those who receive unemployment benefits from 
March 29, 2020 to July 31, 2020. 

Pandemic Emergency Unemployment Compensation (PEUC): provides an 
additional 13 weeks of benefits for those who have exhausted their regular UI 
benefits. This program is effective from March 29, 2020 through December 31, 
2020. 

2. Long-term impact from delayed UI payments: Delegate Walker mentioned the 
issues of mortgage payments coming due all at once. There are many other issues 
and long-term ramifications that will result from the delayed UI payments. We've 
heard from constituents that their insurance has been cancelled, some people can't 
get their medications, just to name a few. What kind of reparations will be made for 
them?  

The Office of the Commissioner of Financial Regulation ("OCFR") is working 
closely with its federal and state regulatory counterparts as well as the Maryland 
Office of the Attorney General to ensure that entities subject to its supervision 
provide consumers with the relief that is required by law and/or that they have 
committed to provide to consumers. Where there have been instances of industries 
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or particular companies failing to provide appropriate relief OCFR is committed 
to taking appropriate actions to seek consumer remedies. For example, when 
OCFR recently learned that a student loan company was improperly reporting 
student loans in deferral status as delinquent, OCFR promptly contacted the 
company, and the credit reporting agencies are now seeking the correction of the 
consumer reports and the correction of all reporting by the company.  

In terms of mortgages, the CARES Act requires servicers to offer payment 
forbearance to any impacted borrower with a federally-backed mortgage and 
many financial institutions operating in Maryland committed that they would also 
do so for the loans that they serviced. Both the Federal Housing Administration 
(FHA) and the Federal Housing Finance Agency (FHFA, which oversees Fannie 
Mae and Freddie Mac) have put into place plans that will allow some or all 
borrowers in forbearance to postpone the deferred payments until the loan matures 
or the home is sold and the OCFR believes such treatment is appropriate and 
encourages all institutions to handle post-forbearance approaches in a responsible 
and affordable manner.. 

Although not mandated by law, it is OCFR's understanding from discussions with 
mortgage servicers that similar relief may also be available to certain private 
mortgage loan borrowers. OCFR is monitoring industry practices with regard to 
mortgage forbearances and is prepared to coordinate with other state and federal 
regulators, and the Maryland Office of the Attorney General, if it determines that 
forbearances are not handled in a transparent manner that is in accordance with 
applicable laws and commitments. 

OCFR has created a Financial Relief Guide for consumers, which can be found 
here. Additional resources and contact information for OCFR can be found by 
visiting labor.maryland.gov/finance.  

3. Can this question and answer document be shared publicly?  

Yes 
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