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Use Case Specification: Requesting Information/Triage 

1. Use Case Name: Requesting Information/Triage 

1.1 Brief Description

This use case allows the claimant/employers/others to request information, such as payment history, eligibility status, special programs, employer charges, and form request. The scope includes UI and DDU.
2. Flow of Events

2.1 Basic Flow 

2.1.1  UC1589 Interested parties request information from the system 
The system will provide the interested party with a way to search through information and retrieve specific information. There will be the ability to communicate in English and Spanish, or optionally a language assisted line for an interpreter.  (Ref: BUC 2.1.1)
2.1.2 UC1590 The interested party will provide type of information requested 
The system will provide the interested party with an interface in order to enter their request. (Ref:  BUC 2.1.2)

2.1.3 UC1591 The system determines the type of information that the interested party has requested 
The system will determine whether the data requested is secure, non-secure, or statistical. The system will determine if the request is claim specific.  If the request (such as new regulations or extensions) is non-secure, the answer will be provided without requiring a log-on.  Non-secure requests without a log-on will not be tracked.  Statistical requests will be referred to Communications, who will interface with Labor, Planning and Analysis to provide the data.  Secure requests may be requested via a log-on, or if UI/DDU personnel verify the identity of the 3rd party caller.  Any requests that use a log-on (including non-secure requests) will be tracked via the Workload Tracker.  Information (including scanned images of documents) may only be provided for data that is relevant for the 3rd party. (Include Internal/External Controls).

Drivers License #, DOB, Mothers Maiden name, Employer PIN # will be used to verify the interested parties credentials. (Ref BUC 2.1.3). (Include Internal/External Controls).
2.1.4 UC1592 The system gathers information requested 
The system will retrieve the information requested and present the information back to the interested party in proper format of their entry point.  (i.e. Using IVR system, Internet, and etc.) (Ref: BUC 2.1.4-5)
2.1.5 UC1593 The system documents the interested parties request 
The system will document the interested party inquiry for future reference. The system will maintain an audit trail of all inquiries to the system. (Ref:  BUC 2.1.6)
2.2 Alternative Flows

2.2.1 UC1594 The interested party seeks basic information 
If the request is for basic UI information, then the interested party will not need to provide credentials, and the system will present the information back to the interested party. (Ref:  BUC 2.2.1)
2.2.2 UC1595 The system is unable to identify the interested party 
If the system is unable to identify the interested party, no specific information will be provided back to the interested party.  The interested party will be informed to contact a UI agent to obtain information.   (Ref: BUC 2.2.2)
2.2.3 UC1596 System determines requested information references other agency 
The system will notify interested party to contact the referenced agency in order to obtain the information.  There will be a database reference file of external contacts, this will include name of agency, address, phone number and email address.
(Ref: BUC 2.2.4)
2.2.4 UC1597 System determines that the information requested is non-retrievable 
The system will notify the interested party that the information is archived, or unobtainable through the system.  The request for information will be sent to an agent work queue and sent out to the interested party within a reasonable time frame. (Include:  Workload Tracker) (Ref:  BUC 2.2.4)
2.2.5 UC1598 The interested party request check tracer from system 
If the interested party inquires about receipt of UI check and sufficient time has lapsed, the system should allow for a check tracer to be processed and sent to treasury for investigation. Claimant will be provided a form for check tracing by Web, downloaded form. Data fields of claimant and address will be pre-filled on the form.  The claimant will be asked for approximate check date.  System will identify the check number that is to be replaced.  (Ref BUC 2.2.9-10)
2.2.6 UC1599 Written response requires formal approval 
The approval request is sent to a work queue of the approving internal party and signed with electronic signature.
3. Special Requirements

4. Preconditions   
5. Post Conditions

6. Extension Point

6.1 Tracking Workload

6.2 Distributing Workload
