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Qualified Participants

Unemployment Services views itself as just
that, a service to our internal business. That
includes expediting claims stemming from
reductions in force.

Similar to layoffs, when we reduce someone’s
hours due to a change in position or due to
availability of work, we should expedite those
claims to support the associates.

Reduced Hours

If we have no history of good performance and
- - no misconduct, these are performance issues
J o b Pe rfo rm a n ce Wlt h o ut M I SCO n d u Ct typically no fault of the claimant and should
also be expedited to get through the
unemployment process quickly and hassle-
free.

° Given pandemic era increases, we established
TI m e Iy Res po n Se a process to at minimum provide responses

that verified if the claimant ever worked for us
and if they continue to work for us, if they
appear to have seen changes.
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Presenter Notes
Presentation Notes
Unemployment Services at Walmart is designed to help expedite the process for those who have been impacted by the company through no fault of their own while minimizing the tax exposure by protesting claims that raise questions about qualification for benefits.  Part of our duty to the company and to the larger community of employers is to try to protect the overall integrity of the Unemployment Process, including identifying, reporting, and mitigating fraudulent activity.

In order to efficiently identify fraud, we start by quickly and efficiently identifying qualified participants and issuing a timely response.  For instance, when we have layoffs or reductions in force, we want to identify those claimants for the state as well as for the benefit of our impacted associates so that they may receive the relief they need.  Additionally, should the company make the decision to alter a position that results in reduced hours, such as changing a full-time position to part-time, we move quickly to identify those before claims are filed using the job codes and job descriptions that may be impacted.  Another category that is not as easily identifiable are those claimants who were only with us for a short period of time but who failed to meet the performance expectations of the position they were hired into – those that could not do the job rather than those who would not do the job.  These types of claims are typically indicators of things we can improve in our recruiting, training, or onboarding and are not attributed to the fault of the claimant, so we move quickly to provide the information to the state while not protesting.

The last piece here is a timely response, which many of you know was a significant challenge during the pandemic.  Although volumes soared to 3-4X normal levels, there were no adjustments made to expectations related to UI Integrity requirements.  In many instances, our volumes exceeded our capacity to work claims despite our best efforts.  In order to meet UI Integrity standards, we established a process with our third-party partner to pull back those claims that our centralized internal team could not work and at least provide the basic information to identify if we have any history of employment pertaining to the claimant, or, if the claimant happened to be still employed, were there any recent wage or hour changes.  This helped to at least flag something as potentially fraudulent on the front end even when we could not provide full information to the regulatory agencies.


Unqualified Participants

Disqualified Discharges

Identified Fraud

Imposter Claims

Wage Audits
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Presenter Notes
Presentation Notes
While we want to work all claims, we typically have a lot more information to gather in terms of disqualified discharges.  In the process, however, we can often establish red flags to identify potentially fraudulent claims or those imposter claims (claims purportedly filed by active associates but which the associate says they did not file).  Additionally, I want to discuss later how wage audits and proactively providing wage information via SIDES can be an avenue for states to establish their own red flags earlier in the process.


Fraud Detection and Prevention

Fraudulent Claims

Centralized model of working claims accompanied by a centralized HR system allows for
you to quickly validate if no work history exists. Where it does not, these should be
presumed fraud but efficiently verify and report back to the state.

Claimants with No Work History lil

Imposter Claims
If not terminated, determine if the hours or wages have changed. If hours have

CU rrent Em ployees Wlth N O Wage Cha nges ll=n changed, determine if it is due to company or employee. If no changes, verify with

employee.

Timely Reporting

Report all fraud and imposter claims to the State Ul Agencies. Have the
employee report to credit bureaus, national agencies, and local authorities.
Many of the fraud rings move in and out but do tend to focus on one area
for a period of time. Local authorities can do more.

s
Reporting to State & Local Authorities [

Leverage Data

Based on regular reporting via SIDES, many states have access to
data provided by employers that allow states to see Work History
and Wage Changes without employer intervention. If states could
establish red flags based on the data, it would allow for additional
verification to be gathered from claimant before initiating payments.

Create Red Flag System "?:)
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Presenter Notes
Presentation Notes
So, how then do we detect and prevent fraud within the Unemployment space at Walmart.  As referenced, we employ a centralized model of working claims, leveraging a team of individuals trained to primarily work unemployment claims and leveraging centralized HR systems to validate and review relevant information.  When we receive claims where no work history exists, we do some baseline validations to ensure the legal name or preferred name in our system is not somehow different from that on the claim.  Where we find no matches at all, the claims are presumed to be fraudulent but we double-check in several locations to verify and report back to the state.

If we receive a claim for an associate who is not terminated, we first look at LOA information and then review hours worked and wages earned to determine if any recent changes have occurred.  If we see no changes, we reach out to verify with the associate.  However, there may be instances where that associate is not scheduled to work that day or may be scheduled for an overnight shift when a claim is due back earlier than their next shift.  In those instances, we then use our data and judgment to decide if the claim should be presumed as an imposter claim.

When an associate states that the claim filed in their name was not submitted by them, we want to take all of the appropriate steps to protect the associate, the company, and the overall integrity of the UI program.  In order to do this, in addition to reporting back fraudulent claims as such to state agencies, we utilize our TPA to maintain state-by-state reporting information so that we can pass along relevant information to our associates to make it easy to report to credit bureaus, national agencies, as well as local law enforcement.  Many fraud rings are not attempting to collect a full weekly benefit for the max weeks for a particular person and are instead filing many fraudulent claims at once in hopes of collecting as much as possible before transitioning to a new location.  Our internal data tracking for fraudulent claims allows us to look at hot spots and provide that information to local authorities in order to attempt to shut down fraud rings.

Additionally, Walmart participates in ongoing wage reporting to states via SIDES.  As we are not the only employer providing information in this manner, the states would have the ability to connect back to that data provided to identify if there are claimants identifying a work history for an employer participating in that program when the claimant has not been provided as a name with any history of employment.  If the name is identified as connected to the employer but there have been no changes to wages, it could potentially flag to require some additional information from the claimant BEFORE initiating payments.  This places the burden back on the potential fraudster rather than placing it on the employer (in the case of Michigan) or on the defrauded individual (in the case of Oklahoma).
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Ongoing Wage Reporting to States

01;: - 02; - - 03; -

Submit Earnings Data Identify Receivers of Benefits State Requests Week-by-Week
Submit earnings data for all employees in that state States can identify employees who received Where there are receivers of benefits who show
via SIDES on an ongoing monthly or quarterly basis. earning wages during that period that also show as receiving wages, it does not automatically

to have received unemployment benefits. mean there was an overpayment.

06; - - 05; - * 04; -

Stop Future Payment / Recoup Credit Previous Employer Provide Specific Earnings Data

When overpayments are identified, at minimum, a Where overpayments are identified, the state We have to collaborate with the state to

state is able to cut off ongoing or future payments will credit back charges to the previous provide a week-by-week view of the earnings in
to mitigate losses. Where allowed, the state can employer. In most instances, the previous order to match up. This does require us to

also see recoupment from the receiver of the employer is not Walmart. This practice is for adjust from our normal internal pay period but
benefits that was improperly overpaid. the benefit of the whole of the employer is a critical step to identify overpayment.

community and to protect the integrity of the
overall Ul Process.
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Presenter Notes
Presentation Notes
So how does the ongoing wage reporting work.

Walmart submits earnings data for all employees in that state via SIDES either on a monthly basis or a quarterly basis, depending on how the state prefers to receive and ingest the data.  The states can then use that information to compare to data related to claimants who received benefits during the same time period.  Where there are receivers of benefits who also show as receiving wages, there is a need to obtain more detailed information.  At this point, we cooperate with the state to provide week-by-week level detail of hours worked and wages earned which can be mapped to weekly benefits to identify if any overpayments may have occurred.  Where overpayments are identified, the state can credit back charges that may have been applied to the claimant’s previous employer.  I say again, this is to benefit the previous employer, not Walmart, but we do this in order to uphold the overall integrity of the UI program and to try to keep unemployment state dollars flowing to those individuals who rightfully qualify to receive.  States may also try to recoup payments that may have been above and beyond what a claimant was qualified to receive during a particular time period, but at minimum, it allows the state to cut off benefits that may be flowing to fully employed and no longer qualified individual.


Government-Industry Collaboration

Modernize Systems

Move away from mail delays and establish
more digital connections with employers to
speed up initial response.
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Collaborate Nationally

Identify fraud hotspots and coordinate
government and law enforcement efforts to
identify sources.

Uphold Integrity

When volumes become unmanageable,
address Integrity requirements to allow for
adequate time to respond or to identify
minimal fraud-related information.
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Increase Transparency

More employers participating in wage and
employment reporting.

Verify Applications

Grow collaboration with more verifications
related to applications submitted as part of
eligibility to receive benefits.
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Establish Red Flags

Jointly review the data submitted for
application verification and
wage/employment reporting to identify red
flag data elements to identify potential
fraud.
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Presenter Notes
Presentation Notes
The Wage Reporting process is just one example of how industry and government can work together to better the overall program.  How can we take that same process and principle a step further to detect and prevent fraudulent and imposter claims in Unemployment?  I believe it begins with increased transparency by employers.  If more employers participate in the wage reporting process via SIDES, it creates a database for states to identify potential overpayments and be notified when a claimant actively receiving benefits may have found new employment.  While that allows us to efficiently verify when a claimant receives a job, how could we better partner to verify applications for employment, which in many jurisdictions is a requirement to continue to receive benefits.  As more data flows to the states, the states could leverage that data to establish flags or warnings of potentially fraudulent claims.  We should be careful not to go too far to presume fraud but we can make efforts to slow down the receipt of benefits without additional verification provided by a claimant/claim that could be flagged as potentially fraudulent.

One learning from the pandemic is that while the UI Integrity aspects of state programs remained important, the practicality in the face of unprecedented volumes was near impossible.  Although none of us wish to experience a global pandemic again or any other impact to the unemployment program like we just saw, the fears of a recession require each of us to hope for the best, but prepare for the worst.

Also, how can we collaborate Nationally to identify fraud hotspots and crack down on fraud rings before they move on to a new location?  In February 2021, over 90 percent of the fraudulent or imposter claims seen at Walmart were in Arizona.  By March, it had shifted to Texas, and by April it was spread across the Midwest and parts of the Northeast.  I’m sure other large employers may have experienced the same thing but how can we establish reporting or tap into existing reporting in a way that nationally identifies fraud rings and mobilizes local law enforcement and state/federal partners to stop fraudsters before they move into new jurisdictions.  And of course, since I’ve mentioned timely responses many times in this presentation, a major roadblock to timely communications are the outdated methods of communication in the unemployment program.  Many states still leverage mail and fax systems that slow down the ability to identify fraud and pause or stop payments until the fraud issue can be resolved.
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