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Use Case Specification: Request Information and Triage by Claimant 
1. Use Case Name - Request Information and Triage by Claimant Use Case 1 

1.1 Brief Description

This use case allows the claimant, or claimant's representative, to request claim information, such as payment history, eligibility status, special programs, and form requests.

2. Flow of Events

2.1 Basic Flow 

2.1.1 UC83 Claimant requests specific information 
This use case begins when the claimant seeks specific information about his/her claim through Web, IVR, or agent.  There will be the ability to communicate in English and Spanish, or optionally a language assisted line for an interpreter.
2.1.2 UC84 System or agent determines what information claimant is requesting 
System or agent prompts claimant to determine what information the claimant is requesting.

2.1.3 UC85 System or agent verifies claimant identity 
The claimant is asked to provide information stored on the claim record that only the claimant would know. System or agent verifies the identity of the claimant by comparing information such as SS# and PIN# entered with Unemployment Insurance Claim.

2.1.4 UC86 System or agent obtains information requested 
System or agent gathers the information requested by the claimant. 

2.1.5 UC87 System or agent provides information 
System or agent provides the information to the claimant.
2.1.6 UC1508 System prompts user to rate their experience with the application 
2.1.7 UC88 System or agent documents claimant's request 
System or agent documents action taken. Use case ends.

2.2 Alternative Flows
2.2.1 UC502 Claimant seeks basic UI program information 
In step 2.1.1 of basic flow, claimant, or potential claimant, requests basic UI or DDU program information, basic searches and FAQ'S.  System or agent provides this information to claimant.  Continue with step 2.1.4 in basic flow.

2.2.2 UC503 System or agent unable to identify claimant 
In step 2.1.3 of basic flow, system or agent is unable to verify the claimant’s identity after making multiple attempts. System or agent notifies the requestor that the information can not be provided because identity can not be verified. System or agent advises claimant on how to proceed.  This Use Case ends. Extend to Business and System Use Cases Implement Internal Controls
2.2.3 UC504 System or agent determines inquirer is not claimant 
In step 2.1.3 of basic flow, system or agent determines that the inquirer is not the claimant or claimant's designated representative.  System or agent notifies the inquirer that the information can only be provided to the claimant or designated representative.   This Use Case ends.

2.2.4 UC505 Claimant requests non-UI information 
In step 2.1.1 of basic flow, claimant seeks information that system or agent cannot provide. System or agent notifies the claimant to contact the appropriate agency. This Use Case ends.

2.2.5 UC506 Claimant requests information that is no longer available 
In step 2.1.4 of basic flow, claimant seeks information that has been purged. System performs the necessary action to retrieve the information. System instructs claimant when information will be available. This Use Case ends.

2.2.6 UC507 Claimant requests 1099 information 
In step 2.1.1 of basic flow, claimant requests 1099 information. System provides the amount of money stated on the 1099 form. Continue with step 2.1.2 of basic flow.
2.2.7 UC508 Claimant requests a duplicate form and claimant’s address changed 
In step 2.1.1 of basic flow, system or agent determines which form claimant is requesting. System or agent will verify claimant’s mailing address. System or agent will prompt claimant for new address prior to issuing the duplicate form. System will send form by claimant's preferred method or can be downloaded from WEB. Continue with step 2.1.2 in basic flow. Extend to Business and System Use Cases Manage Claimant Personal Profile.

2.2.8 UC509 Claimant requests information on how to change address 
In step 2.1.1 of basic flow, claimant requests instructions on how to change address. System or agent provides the claimant with the information on how to change address. This use case ends. Extend to Business and System Use Cases Manage Claimant Personal Profile.

2.2.9 UC510 Claimant inquires about non-receipt of non-cashed payment and insufficient time has elapsed to file a benefit tracer 
In step 2.1.4 of basic flow, system or agent reviews the payment record and informs claimant of the date the payment was issued. System or agent advises the claimant when to contact the agency to file a benefit tracer.  This Use Case ends.

2.2.10 UC512 Claimant inquires about non-receipt of non-cashed payment and sufficient time has elapsed to file a benefit tracer and claimant’s address has changed 
In step 2.1.4 of basic flow, system or agent reviews the payment record and informs claimant that the payment was paid.  System or agent verifies claimant’s address.  System or agent prompts claimant for new address.  System or agent updates address. Claimant will be provided with a form for payment tracing on the Web. If the agent is on the phone, agent can complete the benefit tracer.  Data fields of name and address will be pre-filled on form and claimant will be asked for approximate payment date. System will identify payment number to be replaced and will file a benefit tracer. Continue with step 2.1.5 in basic flow. Extend to Business and System Use Cases Manage Claimant Personal Profile.

2.2.11 UC513 Claimant inquires about non-receipt of non-cashed payment and payment has been re-deposited and no change of address 
In step 2.1.4 of basic flow, system or agent reviews the payment record and informs claimant that the payment was re-deposited into the UI account. System or agent verifies claimant's address. Extend to Business and System Use Cases Process Payments.  This Use Case ends.

3. Special Requirements – Business Rules
3.1 Claim’s specific information can only be given if claimant’s identity has been verified.
3.2 A benefit tracer can not be completed on a payment if 7 days has not elapsed since the date of mailing of the payment.
3.3 A stop payment can be placed on a payment by the Office of Budget and Accounting if the payment has not been cashed.

3.4 All benefit tracers are forwarded to the Check master's Unit.  

3.5 The amount of the 1099 represents the amount of benefits paid in the appropriate year.  If a week ending for one year is paid in the following year, the 1099 reflects the payment in the year it was paid.
3.6 If the system indicates a payment was cashed, the claimant must be sent a photocopy of the check and an affidavit of forgery must be completed by the claimant, not a benefit tracer.  
4. Preconditions

5. Post Conditions

6. Extension Points

6.1 System and Business Use Cases: Manage Claimant Profile
6.2 System and Business Use Cases: Process Payments
6.3 System and Business Use Cases: Internal Controls

