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Structure of Kentucky's UI Technology System: 
KEWES

• KEWES: Kentucky’s        
Electronic Workplace for 
Employment Services 

• Forward facing (claimants and 
employers) and internal facing 
(staff) system

• Siebel programs with Oracle 
databases

• Built in early 2000s by vendor 
acquired via RFP

• Supported by Office of 
Technology Services (OTS) 
Development Team (10+ FTEs)



Structure of Kentucky's UI Technology System: 
MAINFRAME

• COBOL programs with IMS databases

• Built in the 1970s

• Supported by Commonwealth Office of Technology (COT) Mainframe 
Team (6 FTEs)

• All batch processing of claims and payments

• Considered the system of record



Functional Components of the UI Systems

• Employer Contributions
• quarterly wage filing

• contribution liability and rates

• field audits
• employer protests 

• hearing requests

• Benefit Claims
• process requests for benefits

• determine monetary entitlement 
• employer benefit charges, 

penalties, and continue eligibility

• adjudication (fact-finding of issues)

• process payments
• UI integrity (identification and 

recovery of overpayments)

• federal reporting

• Appeals
• appeals process for claimants and 

employers for benefits and 
chargeability

• Interactive Voice Response 
(IVR)

• used by the claimants to file their 
claim over the phone and then get 
transferred to an agent to complete 
additional information

• Voice Response Unit (VRU)
• automated system used by the 

claimants to request benefits bi-
weekly



Functional Components of the UI Systems



UI System Updates Pre-COVID-19

• Implemented Lexis Nexis for 
Fraud Prevention

• Identity Proofing in 3 locations within 
KEWES – claims filing; payment 
method change (direct deposit or 
debit card); forgot PIN functionality

• Questionnaire consists of three 
questions with 5 potential answers; 
must answer 3 questions correctly or 
will fail the quiz, 

• To resolve Failed Identity Proofing, 
claimant must upload two forms of 
identification (driver’s license, Social 
Security card, passport, mail with 
home address on it)

• Which of the following addresses 
have you resided?

• What color was your truck you 
drove in 2014?

Sample Identity 
Verification Questions

• Implemented Olark Live Chat 
Software

• Allows claimants to engage agents for 
assistance in real-time; ability to 
capture transcript of chat for audits



2008 Recession & COVID-19 Comparison



Challenges Created by COVID-19

• Timeline for Programming 
Changes, Including Testing

• Most system changes for the new 
programs were required in days

• Limited time for developers and 
business users to test changes

• Removal of normal processes (waiting 
week and work search requirements)

• Auto-payment of first payments for 
claimants

• US DOL requirements changed 
quickly regarding new programs

• Reuse of the Disaster Unemployment 
Assistance (DUA) from previous years

• KEWES System Availability 
Limitations

• System availability

• Does not scale well on mobile devices

• Limited browser compatibility: 
functions best with Internet Explorer 
versions; not compatible with Apple 
products

• Self-Certification of Weeks Paid 
and Earnings Verification

• After PUA implementation, USDOL 
required self-certification of weeks 
beginning in January 2020 forward

• Earnings verification documentation 
had to be uploaded by PUA claimants 
and required reconsideration of 
Maximum Benefit Amount & Weekly 
Benefit Amount

• Volume of Claimants
• Average weekly claims

• Pre-COVID-19: 3,000

• Post-COVID-19: 80,000

• Limited server capacity

• Limited database size

• Archiving of records had not been 
recently completed



COVID-19 Unemployment Programs Added

Pandemic 
Unemployment 

Assistance (PUA)

• 39 weeks of benefits for 
workers not otherwise 
eligible: self-employed 
individuals, contract 
workers, and business 
owners

Pandemic Emergency 
Unemployment 

Compensation (PEUC)  

• additional 13 weeks of 
benefits for unemployed 
workers who have 
exhausted regular UI 
benefits and whose 
benefit year expires on or 
after July 1, 2019

Pandemic 
Unemployment 

Compensation (PUC) 

• additional $600 of benefits 
per week to all 
unemployed workers 
receiving unemployment 
compensation, through 
week ending July 25, 
2020.

Transitioned from one UI program (traditional UI) to 

four, by adding the following programs:



Addressing Challenges Due to COVID-19

• Retooled the Disaster 
Unemployment Assistance 
(DUA) from previous years for 
PUA

• Partnered with COT and 
Oracle for 5 day engagement 
to assess system for any fine 
tuning and/or changes to 
improve functionality

• Increased server capacity from 
14 servers to 27 servers

• Increased database size by 
1.32 Terabytes

• Archived claimant database of  
54,681,884 to allow for 
additional claim filing

• Archived voice response unit 
database of 22,306,383 
records to allow for additional 
claiming of benefits bi-weekly

• Extended KEWES system 
availability to 9:00 p.m.

• Deployed Microsoft Forms for 
PUA and emailed forms 
directly to claimants to gather 
the wage certification 
information more quickly 

• Implemented Salesforce 
ChatBot

• As of July 27: over 21,000 
chats have been initiated



Ongoing UI System Improvements

• Upgrading Siebel to 2015
• Decrease batch processing time 

• Enhance security functionality

• Implementing New Citizen-Facing Web Pages

• Replacing VRU and IVR with Amazon Web 
Service

• Replacing FileNet (used for imaging and 
scanning) with OnBase by Xerox



UI Technology System’s Future Needs

• Stabilizing funding sources for current Request 
for Proposal (RFP)

• Expanding use of Salesforce for citizen friendly 
interface to the system

• Expanding ChatBot functionality to include 
adjudication of issues



Questions


