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RE: Follow-up information for Informational Meeting on House Bill (HB) 5007 
 
Dear Co-Chair Woods and Co-Chair Gomberg, 
 
We appreciated the chance to share additional information about the Oregon Employment 
Department’s programs during the February 11 informational session on HB 5007.  We are 
following up here with more information about questions brought up in committee.  
 
Customer Service and Call Wait Times 
During the informational session, Co-Chair Woods asked Director Leahy about average call wait 
times for the Unemployment Insurance program. While we provided call wait time information 
in our follow-up letter on February 12, we have attached additional information on this in 
Exhibit A, which includes average call handling time.  

Co-Chair Woods also asked about data we have on dropped/abandoned calls. Dropped calls are 
calls where someone connects with an agent and the call is dropped. Abandoned calls are calls 
where someone connects, makes selections within the phone tree, enters the queue to wait, 
and then disconnects. While we track abandoned calls and know some of the reasons calls are 
abandoned, we do not have precise data on why they are happening (because the calls are 
abandoned). We do listen to what our customers have to say on this topic, and as Director 
Leahy discussed during the informational session, abandoned or dropped calls can be a sign of 
something wrong, as when a customer gets cut off by a phone provider, or they have had to 
wait too long for us to answer. They can also be a sign that customers were able to resolve their 
claim issue using Frances Online and no longer need to speak with OED staff.  
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As you can see, OED experienced a significant spike in abandoned calls during the peak of the 
pandemic, which was followed by a drop in late 2021 as we made enormous progress with the 
pandemic backlogs and customer service improvements. Our abandonment rates did increase 
after that. In the fall of 2022, we had our first major technology roll out for Oregon employers 
filing quarterly reports, and this was followed shortly after by the launch of Paid Leave Oregon 
employer reporting. In the fall of 2023, we lost about one half of our UI staff as the number of 
people seeking UI benefits increased. That adverse impact on our customer service levels is 
reflected in several metrics, including the increase in abandoned calls.  

Representative Nguyen asked if OED could provide data on the average duration of weeks for 
UI claims and how quickly claimants find work. The chart below shows the average number of 
weeks claimed from 2018 through the end of 2024. We have found that participation in the 
Reemployment Services and Eligibility Assessment (RESEA) program helps to reduce the 
duration of weeks claimed, and how long people claim benefits changes a lot based on overall 
economic conditions. 
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UI Navigator Grant and Community-Based Organizations 
Representative Watanabe asked us about the work we have done with Community-Based 
Organizations (CBOs) to share UI information with underserved Oregonians and improve access 
to the UI program. Through the American Rescue Plan Act (ARPA), Navigator grant, we have 
contracted with several CBOs to conduct outreach, training, and UI education, as well as 
provide general assistance with UI matters.  
 
OED’s focus was to partner with CBOs that had a racial equity focus and served economically 
disadvantaged communities throughout Oregon that lacked fundamental UI knowledge. 
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 Through a competitive request for grant proposal process, OED contracted with three CBOs: 
• Somali American Council of Oregon (SACOO) – serving the Somali communities of 

Washington and Multnomah counties; 
• Centro Cultural del Condado de Washington (Centro) – serving the Latino and Hispanic 

communities in Tillamook, Lincoln, Yamhill, Marion, Wasco, Umatilla, Klamath, 
Washington, and Multnomah counties; and 

• Oregon Human Development Corporation (OHDC) – serving Migrant and Seasonal Farm 
Workers throughout Oregon. 

These CBOs have provided Oregonians with in-person 1:1 UI services in at least 15 different 
languages, gathered data for the purpose of improving UI program performance and equitable 
access to UI services, and prepared and posted in-language videos and written resource 
materials about how to access UI. Unfortunately, this one-time federal grant funding will expire 
soon, and that lost revenue means we will not be able to maintain that same level of 
community engagement, even though we know how important it is. 

Our Paid Leave Oregon program and Workforce Operations program also work with dozens of 
diverse CBOs to improve access to our programs. 

Breakdown of Positions Across Departments 
During Director Humelbaugh’s presentation on Paid Leave, Senator Meek requested that we 
provide a breakdown of FTE across the division. Exhibit B is a chart that shows where positions 
are allocated across OED divisions. As you can see, the bulk of roles in UI and Paid Leave are in 
customer service. 
 
Small Business Utilization of Paid Leave 

Representative Gomberg asked Director Humelbaugh how many small businesses participate in 
the Paid Leave Oregon program. As Director Humelbaugh mentioned during her presentation, 
businesses with fewer than 25 employees are not required to make Paid Leave contributions. 
However, some small businesses that receive small employer assistance grants do make Paid 
Leave contributions. Below is a chart that shows how many small employer assistance grant 
applications we received since February 1st and the amount of grant money paid out. 
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Modernization Project Costs 

Co-Chair Woods requested information on the cost components, costs to date, and total 
estimated project cost for the Frances system and the UI Modernization project. The charts 
below show the amount spent on modernization efforts on various cost components and the 
funding sources supporting this project. As I mentioned during the hearing, we have stayed 
within the original budget and projected timeline for the UI modernization effort, even after we 
incorporated an entirely new program, Paid Leave Oregon, into the project’s scope. 

To date, the UI (and Paid Leave Oregon) Modernization project has spent $98,059,880 since 
officially becoming a project in the 2019-2021 biennium. This figure is current through 
December 31, 2024, the latest month of complete data available. With the project’s anticipated 
closure in March 2025, we expect to conclude project activities having spent approximately 
$106 million, which is under the baselined budget ($110.9 million) we have established for the 
project. Of the expenditures to date, $53,078,110, has been for OED’s contract with FAST 
Enterprises to implement and operate the Frances system. This project has been primarily 
funded through Other Funds, which include the Modernization Fund ($85.6 million received in 
2009 for the purposes of Modernization), Paid Leave Trust Fund, and additional non-general 
fund sources used by the agency; all federal funds are from the Trade Act. 
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Modernization Budget by Allocation and Funding Source 

 

 
We appreciated the opportunity to speak with your committee about the work we do at OED 
and receive constructive feedback about our work. We hope that your committee found our 
presentation useful, and we are always happy to discuss our work in more detail if you have any 
additional questions.  

 
 
 
 
David Gerstenfeld 
Director 
 
Cc:  Michelle Deister, Principal Legislative Analyst, Legislative Fiscal Office 
 Stacey Chase, Budget and Policy Analyst, Department of Administrative Services 
 
 
 
 
 
 
 
 
 
 

https://oedsign.na2.documents.adobe.com/verifier?tx=CBJCHBCAABAA4g26xDefw_kujSZSw4Cj-AU7FX8121as
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Exhibit A – UI Call Wait Times 
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Exhibit B – Breakdown of OED Positions Across Divisions 
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*As noted in the presentation, the Expanded 
Project Teams are made up of resources like 
subject matter experts in other areas of the 
agency that work closely with Modernization 
employees while remaining in their home 
division. 
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Note:  Total positions included in OED’s Governor’s Budget is 2,028. The division position details 
above equal 1,906.  The difference in these two amounts are the Office of Administrative 
Hearings positions (122 positions.) 
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