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February 7, 2022

Honorable Gerald Mullery, Democratic Chair
PA House Committee on Labor & Industry PA House Committee on Labor & Industry
213 Ryan Office Building
P.O. Box 202129
Harrisburg, PA 17120-2129

Honorable Jim Cox, Chair

114 Irvis Office Building
P.O. Box 202119
Harrisburg, PA 17120-2119

Chairman Cox, Chairman Mullery and members of the PA House Committee on Labor &
Industry:

The Pennsylvania Workforce Development Association (PWDA) represents the state’s 22 local
workforce development boards, the extensive systems that they support, and through them the
hundreds of thousands of Pennsylvanians looking for living wage and community-strengthening
jobs. All of the state’s 60+ PA CareerLink® centers are operated by PWDA members.

We write today to express our concern about the ID.me software rollout impacting PA
CareerLink® customers, staff, and operations. You are no doubt aware of the technical glitches
experienced in the ID.me software adoption. We are sure you have also heard about the steep
learning curve it presents to many older Pennsylvanians or people who do not own or have
access to digital technology and internet service.

We recognize that the Department has begun to address some of the most egregious issues, such
as the lack of help desk support. Providing an interactive form to the PA CareerLink® center
staff to use in helping Unemployment Compensation customers get in line for technical support
from ID.me “referees” has been a step in the right direction.

The concerns raised by ID.me run deeper than any hiccup in the rollout process, however.
Specifically, the problems experienced by both UC customers and PA CareerLink® center staff
with the identity verification software highlights the pressing need to shift the focus of the
workforce system-all people helping systems- to put Pennsylvanians first, prioritizing system
participants and meeting them where they are.

Recently we spoke with a number of frontline PA CareerLink® center employees across the
Commonwealth about the ID.me situation. We wanted to highlight for you a few of the things
that strike us as critical for the Department to understand and consider, from their perspective,
and ours.

First, both the way that ID verification (micro) and the bifurcation of the workforce and UC
systems have been structured (macro) combine to expose an alarming lack of knowledge about
our customers and even worse, a lack of empathy for them. Just because someone lost a job does
not mean they should be made to feel bad about not being digitally sophisticated or able to afford
the latest technology. We put these systems in place to help, not hurt, people in need.
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Each of the PA CareerLink® center staff person we spoke with said essentially the same thing as
Aimee, Site Administrator:

“Many participants don’t have the digital literacy skills they need to complete the ID.me. Most
don’t even understand or have what they need to get started. Many do not have email addresses
or smart phones, or even cell phones at all. They come in to see us to get one-on-one help from a
real, live person. They don’t know how to scan a document or take a selfie. Helping them can
take up to four hours. This has an especially big impact on the people who are always laid off in
the winter-bus drivers, manual laborers. These people know they’ll get called back to work;
they just need some money to tide them over.”

Greg, a Talent Engagement Specialist, said that even with the new interactive referral form,
customers are still not getting the support they need when they need it. While helping customers
with the ID.me verification process, he hears the ID.me referees on the video conferences.
“There has to be more consistency with support. Some seem to be trained. The ticket number is
now up to around 600,000, so goodness knows when customers will ever get a call back. We tell
people to keep calling. That’s where frustration comes from.”

The second point we want to make is that unemployed Pennsylvanians are suffering today as a
result of the barriers they face in getting verified, registered, and filing their UC claims. Their
frustration levels are high and many frontline PA CareerLink® center staff have security
concerns about the emotional state of many participants.

Korynna, a Talent Engagement Specialist, said that she is helping customers with ID.me
problems every hour of every day. “That’s all we get. Even worse, people with union jobs, bus
drivers, construction workers, they that have to do this, too, even though they still have jobs and
will be going back work. We see it all the time — people never get their benefits and are
struggling to makes ends meet. I try my hardest to deescalate the situation, but at any given time,
we could mess with the wrong person. We don’t do UC. UC knows this. But they send everyone
here and we have to try to help them, to calm them down.”

Tasha, a Job Developer / Adult & Dislocated Worker Career Advisor, said that currently 80 to
90% of her center’s appointments are to resolve ID.me problems. “The problems customers have
with ID.me change constantly, with the biggest issue how often the system won’t take photos
from their phones. We can spend up to four hours with them, but their bigger frustration is the
wait time for help from ID.me or the problems the system has along the way when it loops over
and over again. We bear the brunt of that frustration and even have a bodyguard now, for when
people get angry, which has happened. We feel bad for our customers. They are helpless. And
they are frustrated.”

Brittany, a Launch! Career Advisor said her biggest concern is the frustration that people come
in with. “Sometimes they say they are referred by UC to come in for help, but we don’t know
how to help them. Then they are frustrated with us. We have real safety concerns. The other day
we had someone show some frustration but ended up ok. People don’t like coming here and
being told we can’t help.”
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The third system failure we have identified is the lack of communication from the Department
around the ID.me launch, the ongoing problems with the system, and even the formulation of the
forms that were implemented recently.

This was another universal theme from the PA CareerLink® center staff with whom we spoke;
all of them said that communication between the UC system and the PA CareerLink® centers is
virtually nonexistent. This is despite the fact that many UC staff and significantly, the UC
website refer customers to PA CareerLink® centers. Many mentioned that state legislators told
their customers to stop by the PA CareerLink® center for help with ID.me.

Cheryl, a Talent Engagement Specialist, said that many of their customers report that a UC
person told them to come to the PA CareerLink® center. “A lot of times they come in and say a
UC person told them to come to CareerLinks® to get help filing their claims, but legally we
can’t do that. I believe that UC people are actually saying that. It feels like it’s being dumped on
us. There’s a lot of things we don’t know about UC and a lot we can’t do. We want to help our
customers, but this puts us in a bad position. And when they finally get into their UC account, if
there’s a problem or error, it says call your nearest PA CareerLinks®.”

Robin, a Talent Engagement Specialist said it more bluntly. “One day, we had a directive telling
us that this ID.me thing was coming our way. But there was no training and no support from UC.
It was sloughed on us.”

Today, the PA CareerLink® centers are the only statewide network for Pennsylvanians to go for
in-person help locally with losing and getting a job. Among the center staff, there is a universal
desire to help. But without advance notice, training, authority, and integration, it is proving more
and more difficult to provide the support today’s customers need.

Our last point is not a criticism but rather the simple observation that PA CareerLink® centers
and the Unemployment Compensation system share customers. If the process from
unemployment to employment, school to work, or from one job to a better job, is a ladder,
workforce development and unemployment compensation are two rungs among many.
Our two systems could and should work more closely together.

PA CareerLinks® are focused on the employment and re-employment needs of Pennsylvanians;
they are not allowed to, cannot and should not serve as pseudo-Unemployment Compensation
Call centers. Unemployment is a critical partner of the local workforce development system; but
proper staffing capacity, resources, and a revamped financial model are needed to support those
most in need of in-person services. Models and best practices to build this capacity exist across
the country and Pennsylvania should explore all avenues in collaboration with its local
workforce development boards.

Aimee understands that the customer should be our shared focus. She noted that many if not
most system participants simply need more assistance than going online. “If this is the UC
process, we need more UC staff involved. We want to help, but there are barriers for us. If we
are given more knowledge, we can resolve the problems. We used to have access to UC staff on
the phone. People want and miss the human contact with UC, especially those who are less
digitally literate. I’m not sure it matters who plays these roles, we just need more people with
more knowledge about the UC system and more power to take care of problems.”
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The Pennsylvania Workforce Development Association is the voice of Pennsylvania’s workforce
system, leading the workforce conversation, telling the workforce story, and serving as a
resource for workforce development stakeholders in the Commonwealth. There is no more
important story we can tell you than this one: Pennsylvania’s workforce system-all of its
systems-should center around its participants, reflect their lives, and lived experiences, and lift
them up from where they are to success as they define it. Today, the system is falling short.
PWDA and all of our members stand with you to bring our customers into sharper focus on their
journey to the only base solid enough to ensure true and lasting economic stability: a family-
sustaining job.

Sincerely,

Carrie Amann, MPA
Executive Director
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