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NH Employment Security Administrative Offices
Tobey Building, 45 South Fruit Street, Concord, NH

The mission of New Hampshire Employment Security is to:

a. Operate a free public employment service through a statewide network of job and information centers, 
providing a broad range of assisted and self-directed employment and career related services, and labor 
market information to all customers;

b. Pay unemployment compensation benefi ts in a timely manner to eligible claimants, and collect the tax 
which funds these payments; and

c. Develop and disseminate labor market information, and provide measurements of labor market out-
comes to assist local and state offi cials, private employers, educators and trainers, and the public in 
making decisions that promote economic opportunity and the effi cient use of state labor resources.

New Hampshire Employment Security was established on November 15, 1938, in accordance with Chapter 
99 of the Laws of 1935.

Mission Statement
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Employment Service Bureau and Operations 

New Hampshire Employment Security’s (NHES) 
12 local offi ces and three satellite offi ces are 
strategically located throughout the state. Each 
local offi ce offers a full range of services to employers 
and job seekers, including access to state and 
nationwide job listings. These services include, but 
are not limited to, employer job orders, recruitment, 
intake, assessment, referral and placement services, 
and referrals to training and supportive services. In 
addition, NHES provides career exploration, labor 
market information, testing, job search workshops, 
foreign labor certifi cation, and unemployment 
insurance claims application assistance as a part of 
the Employment Security package. The NHWorks 
Job Match System is New Hampshire Employment 
Security’s web-based Employment Service data 
system which uses automated self-service as the 
primary means of connecting the state’s job seekers 
and employers.

Job & Resource Fairs

NHES conducted 20 job fairs in 2018. Job & 
Resource Fairs provide job seekers face-to-face 
access to multiple employers in one location. They 
also provide an employer the opportunity to talk 
with job seekers and schedule appointments with 
those they want to interview at the events. Job & 
Resource Fairs were conducted in some local offi ce 
areas and regionally in other areas of the state. 
Job & Resource Fair numbers, statewide, during 
calendar year 2018:

Veterans’ Services

In each of our local offi ces, veterans and eligible 
spouses receive access, on a priority of service 
basis, to the full range of public employment and 
training services, including job search assistance, 
workshops, resume assistance, labor market 
information, career guidance, job referral, and 
referral to other supportive and training resources.
This means that those veterans or eligible spouses 

who meet all the eligibility requirements for a 
program or service receive access to that program 
or service earlier than others who are not eligible 
for priority of service. If resources are limited, the 
veteran or eligible spouse receives access to the 
service or resource instead of or before others.

Jobs for Veterans State Grants 
Program

The Jobs for Veterans State Grants program 
(JVSG) is a non-competitive grant program 
administered by the U.S. Department of Labor, 
Veterans’ Employment and Training Service 
(VETS), offering employment and training services 
to eligible veterans. Under this grant program, 
funds are allocated to State Workforce Agencies 
in direct proportion to the number of veterans 
seeking employment within their state. The grant 
supports two principal staff positions: Disabled 
Veterans’ Outreach Program (DVOP) Specialists 
and Local Veterans’ Employment Representatives 
(LVER). This grant provides funds to exclusively 
serve veterans and eligible persons with signifi cant 
barriers to employment and to assist employers 
to fi ll their workforce needs with job-seeking 
veterans.  The grant also gives the State the 
fl exibility to determine the most effective and 
effi cient distribution of their staff resources based 
upon the distinct roles and responsibilities of the 
two positions. DVOP and LVER staff provide 
services to all veterans that Title 38 indicates are 
eligible. Their efforts are concentrated according 
to their respective roles and responsibilities. 
The primary function of DVOP specialists is 
providing individualized career services to eligible 
veterans and eligible spouses with signifi cant 
barriers to employment (SBE), with the maximum 
emphasis directed toward serving veterans who 
are economically or educationally disadvantaged, 
and other populations of veterans identifi ed 
by the Secretary of Labor. To meet the specifi c 
needs of veterans, particularly veterans with 
barriers to employment, the DVOP Specialists are 
thoroughly familiar with the full range of services 
and training programs available at the NHWorks 
AJC and through the Department of Veterans 
Affairs Vocational Rehabilitation and Employment 
Program. LVER staff, through outreach with 
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Employment Service Bureau and Operations continued

employers, develop increased hiring opportunities 
within the local work force by raising the awareness 
of employers of the availability and the benefi t of 
hiring veterans. LVER staff also concentrate their 
efforts on individualized job development services 
for veterans, especially veterans determined to 
be job ready after receipt of individualized career  
services from a DVOP Specialist. 

In an effort to reach the maximum number of SBE 
veterans, DVOP staff performed outreach to over 
330 organizations, including homeless shelters, 
veterans’ organizations and state partners. LVER 
staff, in their roll of advocating for the hiring 
of veterans with SBEs, reached out to over 500 
employers. This effort resulted in 457 veterans with 
signifi cant barriers to employment being provided 
employment services.

Employer Service Representative 
Program (ESR)

The ESR program focuses on the business 
community by informing employers of the array of 
services and solutions available to meet their specifi c 
needs. One key role of the ESR program is to bring 
together individuals who are seeking employment 
and employers who are seeking workers. ESRs 
contact employers to provide assistance posting 
job orders in the Job Match System (JMS), provide 
customized screening, referral of candidates, and 
to offer the use of a private interview space in our 
conference rooms. Information on available hiring 
incentives, employment and training programs, 
labor market and economic information, layoff 
process, and unemployment insurance is available 
to employers. The ESR also organizes Employer 
Seminars and recruitment events in coordination 
with employers.

Exclusive recruiting events are held when an 
employer exclusively hires through NHES. The 
majority of these recruiting events were conducted 
in one of our 12 offi ces in coordination with our 
group workshops. Employers were able to meet 
with potential applicants who were looking 
for work.

In 2018, the following Employer Services 
were provided:

Resource Centers

A Resource Center was available in the 12 
local offi ces across the state and three satellite 
offi ces. Each center is staffed with a coordinator 
who is responsible for ensuring that customers 
are aware of the full range of information and 
resources available. In 2018, NHES had 108,468 
customer visits. While the Resource Center 
concept emphasizes self-directed service delivery, 
coordinators are trained to assist customers in using 
the Internet and job search services. Customers 
have access to personal computers to apply for job 
opportunities via the Job Match System, utilize 
the Internet to search employment web sites, and 
fi le their unemployment insurance claim. Resource 
Centers have TTY, Optelec Magnifi er, trackballs, 
and adjustable workstations, webcams, scanners, 
hearing helpers, and Read & Write Software to 
ensure reasonable accommodation. The Resource 
Centers provide a resource library, fax machine, 
copy machine, local newspaper help wanted ads, 
and telephones to assist in customers’ job searches.
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Employment Service Bureau and Operations continued

NHWorks Job Match System 
(JMS)

JMS is a powerful online job seeker/workforce 
services system, accessed as a web site on the 
Internet or via an Intranet connection at an 
American Job Center. It was specifi cally designed 
for job seekers, students, employers, workforce 
professionals, and others seeking benefi ts and 
services. JMS provides fast access to a complete set 
of employment tools in one web site. Job seekers 
can use a professional format to create and send 
résumés and cover letters to employers, assess 
their job skills, review available jobs and apply 
online, set up a Virtual Recruiter search agent to 
automatically review job postings and be notifi ed 
of jobs that match their skills, and track their 
job search efforts and résumés sent in an online 
personal profi le folder. They can research regional 
labor market information, such as salaries and 
projected growth occupations, and use the email/ 
message center to contact employers or their case 
manager. Employers can defi ne skills and post job 
orders to fi nd potential candidates, and research 
labor market information on salaries and economic 
data. Employers can also set up a Virtual Recruiter 
search agent to automatically fi nd candidates 
within the system that match the job skills of 
the job order, and communicate with job seekers 
through the system’s email and message center.

BRI/ERI Workshop Program

NHES continued the mandatory workshops for 
individuals fi ling for unemployment benefi ts. The 
Benefi ts Rights Interview (BRI) is scheduled for 
the week following the initiation of an individual’s 
claim for benefi ts and is designed to provide 
the individual an overview of their rights and 
obligations and the services available for their 
reemployment. For calendar year 2018, 12,608 
individuals attended the workshop.

NHES also requires individuals fi ling for 
unemployment benefi ts to attend group workshops 
called Eligibility Reviews. These workshops are 
designed to provide individuals with an overview 
of all the services available through NHES and 
the NHWorks system. These workshops are 
entitled “Job Search, Resumes, Job Application 
Dos and Don’ts”, “Interviewing Workshop” and 
“Reenergizing Your Job Search” and are designed 
to assist individuals through the job search process.

Foreign Labor Certification

Before the U.S. Citizenship and Immigration Service 
(USCIS) issues visas to admit certain foreign 
workers as permanent or temporary residents of 
the United States, the Secretary of Labor must 
certify that (a) there are not suffi cient United States 
workers in the area where the foreign worker is to 
perform the work who are able, willing, qualifi ed 
and available at the time of the foreign worker’s 
application for a visa and (b) the employment 
of the foreign worker will not adversely affect 
the wages and working conditions of similarly 
employed U.S. workers. Many New Hampshire 
employers continue to request foreign workers to 
fi ll both permanent and temporary (seasonal and 
peak workload) positions when they are unable to 
fi nd enough local workers to fi ll these positions. 

The Foreign Labor Certifi cation Program Manager 
is responsible for fi ling temporary agricultural 
(H-2A) labor certifi cation applications, which 
begins at the state level, and reviewing  and 
approving all non-agricultural (H-2B) temporary 
labor, permanent and specialty occupation labor 
certifi cation application job orders prior to them 
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Employment Service Bureau and Operations continued

Trade Act

Trade Adjustment Assistance (TAA) is available 
to workers who lose their jobs or whose hours 
of work and wages are reduced as a result of 
foreign imports. Through the Trade Adjustment 
Assistance program, workers are helped by NHES 
to return to the workforce through skills training, 
job search and/or relocation allowance, and other 
reemployment services. Additionally, weekly 
Trade Readjustment Allowances may be payable 
to eligible workers when they exhaust their 
unemployment benefi ts. The Trade Adjustment 
Assistance Reauthorization Act of 2015 (TAARA 
2015) rescinded the Trade Reversion of 2014 and 
the Alternative Trade Adjustment Assistance 
(ATAA) reverted back to the 2011 RTAA guidelines. 
Four new companies were certifi ed for Trade 
Adjustment Assistance and for Reemployment 
Trade Adjustment Assistance in New Hampshire 
during calendar year 2018. Under the guidelines 
of the Trade Act, NHES contracted for, and 
entered into, 23 individual training programs. 
New Hampshire had 18 individuals participating 
in the RTAA program and there were eight 
new applicants. Two individuals reached their 
maximum benefi t amount and seven reached the 
two-year limit. Total benefi ts paid under RTAA for 
2018 were $29,793.69.

Reemployment Services and 
Eligibility Assessment

The Reemployment Services and Eligibility 
Assessment (RESEA) program is designed to 
ensure claimants are aware of, and have access to, 
the full array of reemployment services available 
at the American Job Centers, while also ensuring 
they are complying with the unemployment 
insurance requirements. Claimants selected for 
the RESEA program are profi led as more likely to 
exhaust their unemployment insurance benefi ts 
or not return to work within the average duration 
time frame. Reemployment services begin with a 
program orientation presented by an Employment 
Service staff person. The orientation provides 
an overview of the program and also serves as a 
gateway to all other reemployment services such 
as skills assessment, job search workshops, job 

being processed through the U.S. Department of 
Labor’s National Processing Centers. 

During the calendar year 2018, the temporary 
agricultural (H-2A) labor certifi cation applications 
received and processed by New Hampshire 
Employment Security were a total of 46 fi lings 
for 203 temporary workers and no requests for 
temporary logging workers.

During the calendar year 2018, the Non-agricultural 
(H-2B) temporary labor, permanent and specialty 
occupation labor job order applications received 
and reviewed by NH Employment Security were a 
total of 88 with a total of 1,169 workers requested.

Work Opportunity Tax Credit

The Work Opportunity Tax Credit (WOTC) 
has been designed with two major objectives: 
1) to address the employment and training needs 
of individuals who face signifi cant barriers to 
employment and 2) to provide tax credits to 
employers who hire from its target groups.

NHES is responsible for the administration of 
this federal program and issues all certifi cations.
Processing is done by the central offi ce in Concord 
beginning with a fax, scan/email and mail-in receipt 
system and ending with the mailing of fi nal results.

For the calendar year 2018, the WOTC program
results are as follows:

Career Exploration

Career Exploration is the basic Employment 
Service function which serves individuals who 
need assistance in the areas of occupational 
choice, change, or adjustment. Through their 
understanding of the labor market, and individual 
skills and needs, the reemployment staff person 
and customer work together to develop a realistic 
employment plan.
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Employment Service Bureau and Operations continued

referrals and job development. During calendar 
year 2018, 5,522 RESEA claimants reported for 
Reemployment Services and 7,440 RESEA sessions 
were completed.

Return to Work

The Return to Work initiative is a voluntary 
program that provides structured, supervised 
training opportunities by qualifi ed New Hampshire 
employers. Eligible unemployed individuals 
continue to collect their New Hampshire 
unemployment compensation benefi ts. Trainees 
learn about the program in one of several ways, 
either during a visit to one of our 12 NHWorks 
locations, from the NHES web site, or during a 
claimant’s Benefi ts Rights Interview (BRI). 

The Return to Work initiative is an opportunity 
for a trainee to get their foot in the door and learn 
new skills, and an opportunity for an employer to 
train without the accompanying costs. The training 
must be authorized through the Department of 
Employment Security prior to the beginning of 
the training.

Workers’ Compensation coverage is provided 
by New Hampshire Employment Security. The 
training program may be up to six weeks, and a 
maximum of 24 hours per week, during a claimant’s 
Benefi t Year. Claimants must continue to fi le 
weekly continued claims to receive benefi ts and 
conduct a work search during non-training time, 
unless otherwise exempted. 

Considering the continued low unemployment 
rate in 2018, the usage rate for the RTW program 
remained low due to employers hiring direct rather 
than going through the RTW program, so as not 
to lose the candidate. However, the Department 
continues to consider RTW to be an incredibly 
valuable program.

During calendar year 2018, the program produced 
the following results:

Pathway to Work

The Pathway to Work Program is an initiative 
to  assist claimants interested in self-employment  
assistance. The Pathway to Work Initiative is a 
voluntary program to assist unemployed claimants  
start their own businesses. Pathway to Work 
allows eligible unemployed claimants to continue to 
receive their unemployment benefi ts while working 
full time to start businesses in New Hampshire. 
The program provides fi nancial support while they 
access the resources, information, and training 
they need to get their businesses off the ground. 
In 2018, a total of 95 individuals were approved to 
participate in the program.
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Unemployment Compensation Bureau
The Unemployment Compensation Bureau (UCB) 
provides for the payment of unemployment 
compensation to workers who become unemployed 
through no fault of their own. All benefi t payments 
are made from a dedicated fund that is supported 
solely from employer taxes.  UCB is responsible for 
all activities associated with the payment of these 
benefi ts and the collection of the employer taxes. 

Contributions

The Contributions Section is responsible for the 
collection of the employer taxes, which maintain 
the Trust Fund. The functions of the section 
include the identifi cation and registration of 
employers newly subject to the law and those 
who change their status, collecting current and 
delinquent taxes, auditing employers to ensure 
compliance with the law, and maintaining 
accurate records of all accounts.  Employer 
taxes are based upon their Merit Rating. This 
measures their experience in the timely payment 
of taxes and experience with unemployment, 
refl ected by the amounts of benefi ts paid to their 
former employees. In 2018, the average tax rate 
for New Hampshire employers was estimated at 
0.8 percent. Because of a healthier Trust Fund, 
employers were allowed a 1.0 percent fund balance 
reduction for the fi rst three quarters of 2018 and a 
1.5 percent reduction for the fourth quarter. Fund 
balance reductions are discounts off tax rates for 
those employers who are positive rated or for new 
employers.  The Trust Fund balance at the end of 
December 2018 was $311,050,014.83. This was up 
from the December 2017 balance of $297,390,653. 
The number of registered employers increased 
from 43,118 in 2017 to 43,720.

New Hire Program
Every employing unit providing employment in 
New Hampshire is required to report to NHES all 
newly hired and rehired employees, and certain 
independent contractors. Program responsibility 
for the New Hire program falls under the authority 
of New Hampshire Department of Health and 
Human Services (NHDHHS) which contracts with 
NHES to administer the program. The new hire  
information reported to NHES is used to create a 
state directory of new hires. The information in the 

directory must be provided to NHDHHS which 
then matches the directory information against 
its child support records to locate non-custodial 
parents, establish child support orders, or enforce 
an existing order. In 2018, NHES reported 251,150 
new hires to NHDHHS, compared with 281,869 
in 2017.

Benefit Adjudication Units (BAU)

The Benefi t Adjudication Units (BAU) are 
committed to positive change and continual 
performance improvement of processes that 
expedite services and provide excellent customer 
service. The Units handle unemployment 
compensation benefi t applications and monetary 
and non-monetary eligibility determinations 
applicable to fi led claims. There are established 
BAU centers in Conway, Concord and Nashua, 
as well as individual adjudicators integrated 
into NHWorks Local Offi ces in Berlin, Salem, 
Somersworth, Laconia and Concord. Statistical 
tables are provided elsewhere in this report 
illustrating the volume of eligibility determinations 
and payments issued in 2018.

The average monthly seasonally adjusted 
unemployment rate for 2018 was 2.5 percent, 
down from 2.7 percent in 2017, and 2.9 percent in 
2016.  The total number of initial claims (excluding 
transitional claims) processed during 2018 was 
28,273, a decrease of 13.2 percent from the 32,564 
initial claims in 2017, and down 24.2% from the 
37,321 fi led in 2016. All initial, additional and 
reopened claims are fi led via the Internet. Assistance 
in fi ling is available in 12 NHWORKS local offi ces 
and three part time itinerant offi ces throughout 
the state. The number of continued weeks 
claimed in 2018 (including UCX and UCFE) was  
180,797, showing a continuing downward trend 
from 191,567 weeks claimed in 2017 and 214,594 
in 2016. 
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Unemployment Compensation Bureau continued

Wages and Special Programs Unit 
(WASP)

The Wages and Special Programs Unit (WASP) 
oversees the Combined Wage Program (CWC), 
a program that transfers the use of wage credits 
among states. WASP also works with the 
New Hampshire Department of Health and 
Human Services (NHDHHS) Child Support 
Division to oversee child support deductions 
from unemployment compensation benefi ts. As 
an agent of the Federal government, the unit 
also administers four federally funded benefi t 
programs: Unemployment Compensation for 
Federal Employers (UCFE), Unemployment 
Compensation for Ex-Service Members (UCX), 
Trade Readjustment Assistance (TRA), and 
Disaster Unemployment Assistance (DUA).

Workshare 

WorkShare (Short-Term Compensation) is a 
layoff aversion program that has been in place 
in New Hampshire since 2010. By utilizing this 
program, employers keep trained workers and 
employees keep their jobs. Eligible WorkShare 
participants receive a percentage of their 
unemployment weekly benefi t amount equal to the 
percentage of the reduction of work hours. In 2018, 
12 employers fi led a total of 68 different WorkShare 
plans involving 694 employees. It is estimated that 
867 jobs were saved.  

Systematic Alien Verification for 
Entitlement (SAVE)

If an applicant is not a U.S. citizen or national, 
he/she must provide the entitlement-issuing 
authority with documentation from U.S. Citizen 
and Immigration Services that contains his/her 
alien registration number, or other documents 
that provide reasonable evidence of current 
immigration status. 

The documentation is verifi ed by the Department 
of Homeland Security through automated 
primary, secondary and other manual methods as 
applicable. The system of verifi cation is known as 
the Systematic Alien Verifi cation for Entitlement 
(SAVE) Program. A total of 1,150 primary 
verifi cations were completed during the calendar 
year 2018. 

NH Unemployment Insurance 
System (NHUIS) Business Team

The computer system that accepts all applications, 
processes claims and generates payments for 
all unemployment compensation programs is 
supported by a business team of subject matter 
experts. This team is responsible for managing large 
and small scale improvement and enhancement 
projects from conception through development, 
as well as testing all new or improved processes 
for quality, accuracy and user-friendliness before 
items are released into production. They work with 
both the supporting vendor and the Department of 
Information Technology to meet State and Federal 
technical standards and ensure the integrity of 
unemployment compensation program data. 
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Economic and Labor Market Information Bureau

The Economic and Labor Market Information Bureau 
(ELMIB) develops and disseminates workforce 
information promoting economic opportunity and 
effi cient use of state labor resources. The Bureau 
analyzes employment and wage data from businesses 
in New Hampshire, as well as economic statistics 
from many other sources, to produce a variety of 
monthly, quarterly, and annual publications. These 
reports describe New Hampshire’s economic 
climate and provide analyses of the state’s labor 
markets and participants based on reliable data. The 
Bureau responds to inquiries from the public, the 
legislature and other state agencies. 

The ELMI Bureau maintains an e-mail subscription 
service and by the end of 2018 the number 
of subscribers had grown to 931, up 46 from 
2017. Subscribers can choose to receive e-mail 
notifi cations (E-lerts) when new information is 
available about the New Hampshire economy, labor 
markets, and workforce. When new information is 
posted, subscribers receive an e-mail with a brief 
description of the product and a link to the relevant 
page on the Bureau’s website. Users can choose 
to receive notices about information such as the 
monthly unemployment rate, updated economic and 
labor force statistics, and reports and publications, 
including wage survey data, community profi les, 
and economic analysis reports.

The Bureau of Labor Statistics (BLS) of the U.S. 
Department of Labor contracts with NHES to 
manage specifi c statistical programs. In addition, 
ELMIB is the designated entity responsible for the 
New Hampshire part of the nationwide employment 
statistics system originally established by the 
Workforce Investment Act, and supported by the 
Employment and Training Administration (ETA) of 
the U.S. Department of Labor. 

The ELMI Bureau supported workforce development 
efforts and the New Hampshire Workforce 
Board’s Sectors Strategy Initiative. This support 
included staff participation in the New Hampshire 
Sectors Strategy workgroup; and preparation and 
publication of reports related to targeted sectors 
and industries. 

ELMIB fulfi lls its obligations through the following 
programs:

Quarterly Census of Employment and 
Wages (QCEW) — tracks industry employment 
and wages for workers covered by unemployment 
insurance.

Current Employment Statistics (CES/BLS 
790) — calculates employment, hours, and 
earnings from a monthly employer establishment 
survey.

Local Area Unemployment Statistics 
(LAUS) —  produces estimates, by place of 
residence, for the civilian labor force, employment, 
unemployment, and the unemployment rate.

Occupational Employment Statistics (OES)
— determines occupational employment and 
wage estimates from a semi-annual survey of 
employers.

Research Unit — handles inquiries, conducts 
specialty surveys, produces publications based 
on the results of BLS programs, and serves as a 
clearinghouse for all labor market information.

Performance Accountability and 
Customer Information Agency (PACIA)
—  provides analysis of performance information 
and operates the training program performance 
accountability system under the Workforce 
Innovation and Opportunity Act.

Administrative Reporting — prepares federal 
and administrative reports on NHES claims and 
payment activity and workload items.

Labor Market Information (LMI) — delivers 
workforce information through NHetwork, an 
Internet-based LMI data system, and prepares 
workforce data and reports including employment 
projections, occupational licensing, and 
New Hampshire Community Profi les.
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Economic and Labor Market Information Bureau continued

Among the publications and information updates 
in 2018 were the following:

• New Hampshire Economic Data Dashboard 
(online only)

• LMI Chartroom (online only)

• Business Employment Dynamics – quarterly 
updates (online only)

• Economic Conditions in New Hampshire – 
monthly (online only)

• New Hampshire Community Profi les and 
County Profi les (online only)

• Labor Force and Unemployment Statistics

• Current Employment Statistics

• Covered Employment and Wages

• NHetwork – New Hampshire’s Online 
Economic and Labor Market Information 
Data System

• New Hampshire Employment Projections 
by Industry and Occupation– 2016-2026

• New Hampshire Job Outlook and Locator 
by Industry and Occupation – 2016-2026 

• New Hampshire Occupational Employment 
and Wages 2018

• Licensed, Certifi ed, and Registered 
Occupations

• Vital Signs

• New Hampshire Online Job Ads Summary 
(quarterly)

• Economic Analysis Report – 
New Hampshire’s Workforce Analysis in 
Review (November 2018)

• EB-5 Immigrant Investor Program – 
Targeted Employment Areas update

• LED/OnTheMap Analysis - Nashua Inter-
State Analysis (July 2018)

• Manufacturing in New Hampshire Fact 
Sheet (October 2018)
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Economic and Labor Market Information Bureau continued
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Economic and Labor Market Information Bureau continued
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Economic and Labor Market Information Bureau continued
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Administrative Services
Administrative Services provides internal support 
in several key areas, essentially keeping the 
department up and running so that staff in other 
bureaus are able to continue to provide services 
to the public. These areas of responsibility 
include: Purchasing, Printing, Maintenance, Mail 
Distribution, Warehouse Services and the Front 
Desk Coordinator for the administrative building.

Purchasing 

This section services the agency’s purchasing 
needs by processing service contracts, supply 
orders, and equipment orders. Purchasing is 
responsible for processing all agency requisitions 
and monitoring the purchase of these items. 
Purchasing works closely with Fiscal and Legal in 
establishing service contracts, from RFP to bidding 
to fi nal contract. Purchasing also works with 
State Purchasing regarding statewide service and 
component contracts.

Printing Center 
The Printing Center is an all-digital graphic 
arts facility, with a full-service bindery. The 
staff in the printing center produces all of the 
forms, publications, envelopes and documents 
used by New Hampshire Employment Security 
(NHES) and its partners. The center made 
2,946,337 impressions in 2018, a decrease of 21 
percent from 2017. This decrease is in part due 
to New Hampshire’s low unemployment rate, 
resulting in fewer forms and envelopes being 
requested by Local Offi ces and departments. The 
printing center maintains the inventory of forms 
and envelopes, and prepares requests for delivery. 
This makes for a cost effi cient, timely delivery 
operation in getting forms and material out to the 
Local Offi ces and all other locations. The printing 
center staff also helps maintain the agency website 
and provides the agency with a social media web 
presence by posting daily updates to the NHES 
Facebook and Twitter accounts. 

Purchasing, maintaining and tracking usage of 
multi-function copy machines also falls under the 
responsibilities of this section. During the year, 
one low-volume rental copy machine was acquired 
for the Somersworth BAU section, eliminating 

two high-cost machines. The printing center also 
purchased two new high-speed reproduction 
machines. A digital duplicator to replace the 
retired envelope printer which had over 7.5 
million envelope impressions and a digital multi-
functional color printer, which replaced a machine 
that had over 3.2 million color impressions. Both 
replacements will save money on overall operating 
and service costs while maintaining a low-cost, in-
house print solution for all agency envelopes and 
color copy requests.

Maintenance 
Maintenance continue to support, maintain, and 
improve owned and leased buildings by NHES.  
Some of the projects and support provided by the 
maintenance department are:

• Salem: LED lighting upgrade 

• Claremont: LED lighting upgrade 

• Laconia: LED lighting upgrade

• Berlin: replaced both HVAC units. The units 
both cool and heat the Berlin offi ce

• Maintenance continues to work with risk 
management on ergonomic evaluations

• Maintenance also continues to oversee all 
contractors that support, HVAC systems, UPS 
systems, Generators, Access control systems, 
sprinkler systems and Fire suppression systems.

Mail and Warehouse Services
The Mailing Service Center mailed 522,432 pieces 
in 2018 compared with 626,584 pieces in 2017. 
This decrease of 104,152 pieces over-the-year is a 
result of the continued low volume in claims, and 
increased automation. The Concord mailing center 
is also responsible for managing and/or monitoring 
all mailing equipment and expenses throughout 
the agency.

The Warehouse Center, which operates from 
its central location in Concord, is responsible 
for storing and distributing supplies and forms 
required by all agency operations and delivery of 
these supplies and documents. It also administers 
record storage, document shredding, and 
recycling programs.



New Hampshire Employment Security Annual Report 2018 www.nhes.nh.gov

15

Administration Building Front Desk 
Coordinator
The Administration Building Front Desk 
Coordinator directs incoming calls to appropriate 
individuals and units; assists guests upon arrival; 
answers customer questions; coordinates posting 
of directives on the Agency website; assists with 
the processing of benefi t verifi cation requests for 
energy assistance and affordable housing programs; 
and reviews agency vendors for government 
contract debarment status.

Administrative Services continued
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Appeal Tribunal
The Appeal Tribunal Unit primarily conducts 
administrative hearings from appeals of 
unemployment benefi t eligibility determinations 
fi led by claimants or employers. The Unit 
continues to meet federal core measures for 
case aging and quality as well as the Secretary’s 
Standards in Regulation for time lapse.

Case aging is the average age of pending cases. 
The Acceptable Level of Performance is 30 days 
or fewer. Using the quarterly averages reported 
to the US Department of Labor, New Hampshire 
averaged 11.4 days. Of the 53 jurisdictions (the 
50 states, DC, Puerto Rico, and the US Virgin 
Islands), New Hampshire ranked 10th best for 
the year. 

Time lapse measures the days between the appeal 
fi le date and the date the case is decided. The 
Acceptable Level of Performance is 60 percent 
of the cases decided in 30 or fewer days and 
80 percent decided in 45 or fewer days. During 
2018, 91.0 percent and 97.2 percent were decided 
in 30 days and 45 days, respectively. This compares 
with 89.7 percent and 96.2 percent, respectively, 
in 2017. Nationally, the averages were 68.1 percent 
and 87.3 percent in 30 and 45 days, respectively. 
These compare to 69.1 percent and 87.3 percent, 
respectively, in 2017.

Quality Review measures due process elements of 
a randomly-selected sample each quarter. Eighty 
cases are selected each year. The Acceptable Level 
of Performance is 80 percent of scored cases must 
pass. Cases must earn a quality review score of no 
less than 85 percent to pass. In 2018, 80 cases were 
scored, with 100 percent earning a passing score. 
This is equal to the 100 percent of the 78 scored 
cases in 2017.

The Unit’s overall benefi t appeal workload 
increased in 2018. Appeals fi led under the UI 
program (not including UCFE and UCX) in 
2018 involved 2,532 claimants, up 15.9 percent 
from 2017.

Cases decided by decision in 2018 totaled 2,316 
cases, up 1.3 percent from 2017. 

The percentage of cases with the claimant as the 
appellant increased. The appellant prevailed in 
the same percentage of cases, with the claimant 
prevailing slightly more than in 2017.
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For 2018 the plurality of State UI decisions with a 
specifi c issue type remain misconduct (discharge).

Administrative hearings address if work is 
in “employment,” if an employer is subject 
to New Hampshire unemployment law, and 
whether to grant claimant and employer requests 
for compromise or to forgive unemployment-
related debts owed to the State. While these are 
different from Appeal Tribunal hearings, these are 
also presided over by Appeal Tribunal Chairmen. 
The Chairmen decided 365 such cases, down 
9.9 percent from the 405 decided in 2017.

Special projects that Unit staff began or 
continued in 2018 included coordinating wellness 
activities, assisting with USDOL UI Benefi ts 
State Self-Assessment, leading LEAN process 
improvements, collecting overdue out-of-state 
employer accounts, and assessing and deciding 
cases of potential fraud. 
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Appellate Board
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The Appellate Board is an independent 
administrative board consisting of eight 
members who are and continue to be residents of 
New Hampshire, appointed by the Governor with 
the advice and consent of the Executive Council 
for 4-year terms and until their successors are 
appointed and qualifi ed. The function of the 
Appellate Board is to hear appeals from decisions 
of the Appeal Tribunal or fi nal decisions of 

the Commissioner under RSA 282-A:95. The 
Appellate Board is part of the Department of 
Employment Security for organizational purposes 
but operates independent of the Department.

The Appellate Board has the authority to 
uphold, reverse, or remand decisions regarding 
unemployment compensation.
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Benefit Payment Control

The Benefi t Payment Control Unit (BPC) is 
responsible for the detection, investigation, and 
disposition of Unemployment Compensation fraud. 
The activities of the BPC Unit help to ensure that 
New Hampshire Unemployment Laws & Rules 
are administered properly, that benefi ts are paid 
correctly, and that the Unemployment Insurance 
Trust Fund is protected from the ill effects of fraud. 

The department continues to work in partnership 
with the Department of Justice on fraud 
prosecutions. During the year 2018, 13 cases were 
referred for prosecution. As for convictions, four 

cases resulted in class A felony convictions for 
unemployment compensation fraud and three 
cases resulted in class A misdemeanor convictions 
for unemployment compensation fraud. These 
cases resulted in overpayments in the amount of 
$42,650 plus 20 percent penalties of $8,530 for 
total overpayments in the amount of $51,180. Four 
cases were returned for civil decisions.

For the year 2018, the BPC Unit completed 4,325 
cases. The results of BPC triage and investigative 
activities are as follows:
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Benefit Payment Control continued

Effective August 10, 2012, legislation was 
passed to apply a 20 percent penalty to all fraud 
overpayments. During 2018, the total fraud penalty 
amount assessed was $95,546.

The Unit also adjudicates identity verifi cation 
issues, which arise as a result of a crossmatch with 
the Social Security Administration when initial 
claims for unemployment compensation benefi ts 
are fi led.  During 2018, the BPC Unit adjudicated 
163 identity verifi cation issues.

Overpayments and Penalties Established by BPC in 2018Overpayments and Penalties Established by BPC in 2018Overpayments and Penalties Established by BPC in 2018Overpayments and Penalties Established by BPC in 2018
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To detect and prevent claimants from fi ling claims 
from outside of the contiguous United States, the 
BPC Unit implemented a new IP Block Program 
in 2013. During 2018, the BPC Unit handled 954 
potential hits. 

To be proactive and reduce improper payments, 
the BPC Unit implemented an enhancement to 
the New Hire Crossmatch on November 10, 2015. 
When a claimant fi les a claim and there has been 
a New Hire hit, they receive a message to contact 
BPC before the claim can be paid. During 2018, 
the BPC Unit reviewed 1,464 potential Return to 
Work hits.
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The Claim Representative Unit

The primary duty of the Claims Representative 
Unit per RSA 282-A:134 is to assist claimants in 
the presentation of their best case before an appeal 
tribunal, and also assist with their request to reopen 
the hearing.  Claimants are interviewed either in 
person or via telephone. In order to prepare for an 
appeal hearing, the case information is reviewed, 
along with New Hampshire Employment Security 
laws, rules, regulations and relevant Supreme 
Court rulings. After this assistance, the majority 
of claimants are prepared to present the case on 
their own. A Claims Representative will attend 
the hearing if their presence would benefi t 
the claimant. 

The Claims Representative Unit assisted 541 
claimants during 2018. The Unit represented seven 
claimants at their appeal hearing. Of the claimants 
represented, four were found payable and three 
were not payable. 

Of the total 541 claimants assisted, 111 resulted in 
the initial decision being reversed to pay benefi ts, 
with 13 resulting in the denial of benefi ts. 

In addition to assisting claimants in preparing for 
their appeal hearings, the Claims Representative 
Unit also assisted claimants with a broad 
range of questions and concerns before the 
adjudication process. 

9 : ; < = > ; ? @ A B B : C = ; D : C E F G H ; I F > J K = C F L 9 : B E : ; : G > C > F M : A ; ; F ; > C G > F G N O P Q



22

New Hampshire Employment Security Annual Report 2018 www.nhes.nh.gov

Executive Office

The offi ces of the Commissioner and Deputy 
Commissioner are responsible for overseeing 
and managing the day-to-day operation of the 
Department and ensuring conformity with the 
mission statement as well as law and rule. The 
offi ces promote and disseminate the services 
and information offered by the Department to 
job seekers, policy makers, and employers in a 
consistent, uniform way for the three main bureaus, 
12 local offi ces and three satellite offi ces. 

Highlights and activities for 2018 for Commissioner 
Copadis and Deputy Commissioner Lavers:

• Commissioner Copadis and Deputy 
Commissioner Lavers continued to actively 
communicate with the 12 local offi ces 
throughout the state in order to meet with staff; 
assess and evaluate any potential issues; answer 
questions; and receive feedback from frontline 
personnel to enhance and improve day-to-
day processes and everyday operations.  Both 
the Commissioner and Deputy Commissioner 
have a well-known “open door” policy for any 
and all staff to discuss new ideas, processes, 
and improvements or discuss any concerns or 
potential issues for the agency and personnel.  

• Reviewed and monitored local offi ce traffi c and 
calls, claims volume, and programs, to address 
resources necessary to best serve the public.

• Continued to promote the New Hampshire 
Working Programs: Ready to Work, Return to 
Work and Pathway to Work to job seekers and 
businesses.

• Assisted the Employment Services Bureau with 
regional job fairs around the state, as well as 
statewide job fairs and Veterans’ events. In 2018, 
the Department conducted 20 Job & Resource 
Fairs with 1,426 employers participating with 
18,740 job openings.  Over the 20 Job & Resource 
Fairs, 3,568 job seekers participated.

• Deputy Commissioner Lavers worked closely 
with the Employment Services Bureau and the 
Department of Health and Human Services to 
plan, coordinate, and implement the Granite 
Workforce Program. 

• Continued to work with staff from the 
Department of Information Technology as well 
as information technology vendors to enhance 
the technological capabilities of the agency and 
all of its offi ces.  

• Continued to implement statewide initiatives 
for charitable efforts and wellness programs for 
agency employees.

• Commissioner Copadis and Deputy 
Commissioner Lavers participated in the 
NHES Labor Management Committee (LMC) 
meetings.

• Commissioner Copadis and Deputy 
Commissioner Lavers attended various local 
chamber events throughout the state.

• Commissioner Copadis continued to serve as 
a member of the State Workforce Inovation 
Board, and Chaired the NH Consortium of 
Workforce Partners. 

• Commissioner Copadis and Deputy 
Commissioner Lavers participated in interviews 
with news media outlets on various employment 
related issues as well as economic and labor 
market information, they promoted the agency 
sponsored job and resource fairs and discussed 
New Hampshire’s low unemployment rate 
throughout the year.

• Continued to work with the U.S. Department of 
Labor to ensure New Hampshire’s compliance 
with rules, federal law, programs, regulations, 
guidelines, and audit fi ndings.

• Commissioner Copadis and Deputy 
Commissioner Lavers appeared before 
the Governor and Executive Council, the 
New Hampshire House of Representatives, and 
the New Hampshire Senate to discuss matters 
and items related to the agency.

• Commissioner Copadis and Deputy 
Commissioner Lavers worked with partners 
at the Department of Business and Economic 
Affairs and the Community College System to 
assist existing and new businesses with meeting 
their workforce needs.
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Executive Office continued

• The Department continued to participate 
in the United States Treasury Offset 
Program (USTOP) which has resulted in the 
collection of millions of dollars in fraudulent 
benefi t overpayments as well as delinquent 
unemployment taxes by offsetting individual 
Federal income tax refunds since the program 
began.  In 2018 the department recovered 
$44,311.44 from delinquent unemployment 
taxes and $532,174.40 in fraudulent benefi t 
overpayments for a total of $576,485.84.

• The department continued its aggressive efforts 
to prosecute individuals that fraudulently 
collect unemployment benefi ts.  In 2018, 20 cases 
were referred to the prosecutor by the Benefi t 
Payment Control (BPC) Investigators in which 
seven of the 20 cases resulted in convictions; 

• The department continued to implement the  
wage garnishment program to collect overpaid 
unemployment benefi ts resulting from fraud. 
In 2018, $233,193.47 was recovered through 
wage garnishment.

• Deputy Commissioner Lavers worked closely 
with the NHES Economic and Labor Market 
Information Bureau (ELMIB) to project 
and forecast future performance of the 
Unemployment Compensation Trust Fund.

• The New Hampshire business community 
experienced continued tax savings as a result of 
the Fund Balance Reductions.

• Commissioner Copadis and Deputy 
Commissioner Lavers represented the Agency 
in various panel discussions and presentations 
before a wide variety of groups, including 
various chambers of commerce, rotary clubs, 
non-profi t groups and the Business and 
Industry Association.

• Continued to participate with the State 
Commissioners Group in roundtable 
discussions on topics of interest to individuals 
and businesses around the state. 

• Conducted quarterly meetings with the 
Unemployment Compensation Advisory 
Council.

• Commissioner Copadis worked on the 2018 
SECC United Way Charitable Campaign for 
state employees.
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The Fiscal Management Section manages 
the administrative funds for NHES.  This 
includes budgetary, fi nancial accounting, cash 
management, and reporting requirements under 
both state and federal administrative accounting 

systems.  The section also maintains the cash 
management, fi nancial accounting, and reporting 
for the Unemployment Compensation Trust Fund, 
including benefi t payment and tax collection 
accounting and the Contingent Fund.
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Unemployment Compensation Trust Fund

The Treasury Unit within the Fiscal Management 
Section is responsible for the processing of 
monies received in payment of unemployment 
insurance taxes and maintaining the adequacy 
of bank balances for the payment of benefi ts to 
eligible unemployed claimants.  Cash management 
practices are of the highest priority for this 
Unit.  This function includes maximizing the 

earnings of the Trust Fund while minimizing the 
compensating bank balances.  Interest earned on 
the Trust Fund is credited to the Trust Fund.  The 
Trust Fund balance is critical in determining the 
employer contribution rate each year.  Therefore, 
maintaining the Trust Fund balance is a positive 
benefi t to all New Hampshire employers.

2
6
0
,7

0
4

2
5
3
,3

0
2

2
7
2
,7

6
5

2
7
8
,9

1
2

2
6
3
,0

1
6

2
0
0
,4

2
3

1
0
5
,9

3
3

4
7
,5

8
1

1
0
3
,9

6
5

1
8
8
,8

3
0

2
4
9
,1

6
2 2
8
4
,6

0
3

2
9
1
,0

8
3

2
9
4
,8

6
6

3
0
0
,3

7
9

3
1
0
,8

3
1

�
�
�
�
�
�
�
�
�
	�

	
�
�
��
�

�
	

������������	������������	����	����	�������

��	���	�
	������	���	� ����	���	����	� �� !



26

New Hampshire Employment Security Annual Report 2018 www.nhes.nh.gov

Fiscal Management continued

æ ç è ç é ê ë ì í ë ë î ï ð ë ñ ë ò ó ë ô õ ò ö é ë ÷ ø è õ ù ÷ ë é î ú õ ÷ ø ë é ñ ç î û õ é ü ò ý ñ î þ ý é ÿ � � � ý é ë � � � � � � �	 
 
 � � 
  � � � � � � � � � 
 � � � � � � � � � � � � � � 
� � � � � � � � � � � � � � � � � � � �  ! " # $ ! � � � % � & ' ( ) * + , ( - * � ( . / , . 0 � 1 0 2 * 0 3 ) � 4 - 5 ( . 6 � & ' ( ) * � 7 8 3 * � 9 : 0 � ; 0 9 0 * 0 ( � < � � � � � � $ = ! � > # ! > = "? ( 2 ( 0 5 � ; 9 ( � � � � � � � � � � $ @ !  A # !  = @ ? ( � ( . 5 ( B 3 . C ) ( ' 6 9 3 & ' ( ) * � 3 ' 6 ( ) � � * 0 3 ) D ( ) ( B 0 * � 7 E , ) 1 D � 9 � ) 2 ( < � � � � � � $ � ! > � $ ! A � #F G � � � 	 
 
 � � 
 H H H H H H H I J K L M K N O M K P O F G � � �  � � � � � � � � � 
 Q � � � � � � � � � � � 
 H H H H H H H H H H H H H H H H H H H H H H H H H H H H H I J K L M K N O M K P OR S T U V V W X Y X Z W Y [ \ ] Y ] ^ _ ^ X ] ` W X Z [ a b ^ \ ] Y ] ^ c V ^ b ^ d Y [ V a X b ` e Y f Y g [ ^ c h ^ Z ^ W i Y g [ ^ j _ k a X ] `

ö é ë ÷ ø è õ ù ÷ ë é î ú õ ÷ ø ë é ñ ç î û õ é ü ò ý ñ î þ ý é ÿ �ì î ç î ë ÷ ë é î õ ô ð ë ó ë é ý ë � l m ø ë é ÿ û î ý ò ë ñ ç é ÿ ú í ç é n ë û é þ ý é ÿ l o ý û î ùp q r s t u v w t x y z { w { | } z w ~ � � � � � �� � � � � 	  	 � � � M � � � � N M K � N � H H H H H H H H H H H H H H H H H H H H H H H H H H H H H H H H H H H H H H H H H H H H H H H H H H H H H H H H H H H H H H H I J � � M J � O M � O L� � � � � � � 
 �? ( 0 ' ; , . � 0 ) � � ' 6 9 3 & ( . � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � = ! $ @  ! # $  E ( 1 ( . � 9 � ' 6 9 3 & ( . � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � # @ > ! @ � =E ( ( � ! E 0 ) ( � ! � ) * ( . ( � * � ) 1 � 1 ' 0 ) 0 � * . � * 0 5 ( � 3 ) * . 0 ; , * 0 3 ) � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � $ � ! > $  ! A $ �� ' 6 9 3 & ( . � 3 ) * . 0 ; , * 0 3 ) � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � = = ! "   ! > # =� � 8 0 * 9 ( � � E , ) 1 � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � �� ) 5 ( � * ' ( ) * � ) 2 3 ' ( � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � @ ! # " > ! $ = >F G � � � � � � � � � � � � � � � � � � � 
 H H H H H H H H H H H H H H H H H H H H H H H H H H H H H H H H H H H H H H H H H H H H H H H H H H H H H H H H H H H H � N M � � P M � O �� � � � � � � � � � � 
 �? ( 0 ' ; , . � 0 ) � � ' 6 9 3 & ( . � D ( ) ( B 0 * % � & ' ( ) * � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � = ! $ @  ! # $  E ( 1 ( . � 9 D ( ) ( B 0 * % � & ' ( ) * � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � # @ > ! @ � =E ( ( � ! E 0 ) ( � ! � ) * ( . ( � * � ) 1 � 1 ' 0 ) 0 � * . � * 0 5 ( � 3 ) * . 0 ; , * 0 3 ) � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � $ � ! > $  ! A $ �C ) ( ' 6 9 3 & ' ( ) * � ) � , . � ) 2 ( D ( ) ( B 0 * % � & ' ( ) * � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � = $ ! > " $ ! @ = "% . 3 5 0 � 0 3 ) B 3 . + 3 , ; * B , 9 ? ( 2 ( 0 5 � ; 9 ( � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � 7 " A = !  � � <F G � � � � � � � � � � � � � � � � � � � � � � � 
 H H H H H H H H H H H H H H H H H H H H H H H H H H H H H H H H H H H H H H H H H H H H H H H H H H H H H H H H H � N M J J J M � � L� � � � � 	  	 � � � M � � � � J � M K � N � H H H H H H H H H H H H H H H H H H H H H H H H H H H H H H H H H H H H H H H H H H H H H H H H H H H H H H H H H H H H H I J N � M � J N M � � �� � � � � � � � � 
 � � � � � � � � � � � � � � � G � �   � ¡ � � � H H H H H H H H H H H H H H H H H H H H H H H H H H H H H H H H H H H H H H H H H H H H H H H H H H H H H I N � M � P K M J N NR S T U V V W X Y X Z W Y [ \ ] Y ] ^ _ ^ X ] ` W X Z [ a b ^ \ ] Y ] ^ c V ^ b ^ d Y [ V a X b ` e Y f Y g [ ^ c h ^ Z ^ W i Y g [ ^ j _ k a X ] `



New Hampshire Employment Security Annual Report 2018 www.nhes.nh.gov

27

Fiscal Management continued

¢ £ ¤ £ ¥ ¦ § ¨ © ª « ¬ ¥ ¨  ® ¯ ¨ £ ° £ ª § ¨ ± ² ³ § © § £ ´ ª £ ° ¦ µ ± ¶ ° £ ª § · ± ° ¦ £ ª ¨ © § ¥ ± ª ¸ ¯ ® ¨ § ¹ ® ª « ¬ ± µ µ © ¯ ¨º ¥ § » ¼ £ ¯ ¤ £ ª § ± ² ½ £ § ¾ £ ª £ ² ¥ § ¨ ¼ © ¥ « § ± ½ £ § ¢ £ ¤ £ ¥ ¦ § ¨¿ À Á Â Ã Ä Å Æ Á ÇÈ Å Ç Ç À É Æ Ê Å Ë Ì È Å Ë Æ Ê Ë Í À Ë ÆÎ Ï Ë ÐÄ Â Á Ë Ì Ñ À Â Ì Ò À Æ Ó À É À Ê Ô Æ Ì Õ Ò À Æ Ö À Ë À Ñ Ê Æ Ì× Á Ê Ð Õ Ó À À Ð Ø É Æ Ä Â Ï Ì Æ Î Ï Ë ÐÈ Á Ì Ù Ö Á Ç Á Ë É À Ú Å ÑÖ À Ë À Ñ Ê Æ Ì Æ ÅÓ À É À Ê Ô Æ ÌÛ Ü Ý Þ Þ ß Ý Þ ß ß à á â á Ý Þ Þ á Ý ã ß á à Þ Þ Û ß Ý ä ä å Ý ß ä å à Þ ß ß ß Ü Ý ß æ á Ý Û æ ã à ß ä ç â ä Þ Ý Ü Þ å à ã ã Þ Û ä Ý ß ä æ Ý â å å à á å Þ Þ â à á èÞ ã ã á ä ã Ý Þ ß Þ Ý Ü á ß à ß Û á Ý Ü Û å Ý Û ä á à å ß æ Û Ý Û Û Û Ý ã á Ü à á á ß ã á Ý æ Û ä Ý æ á ä à â ß ç á æ ä Ý â æ å à ã á Þ â ä Ý á ã á Ý ß æ å à Û Ü ß Þ Þ à Ü èÞ ã ã Û ß ã Ü Ý ä Ü æ Ý ä ß Û à ä ã á Ý ä Û ä Ý á ß ä à Ü ä ß ã Þ Ý ã ã ä Ý á ä Ü à Þ ã å ä Ý ß Ü Þ Ý Û ä Ü à å Ü ç Û Ý á Þ Û à á å Þ Ü Þ Ý Þ á Û Ý Ü Ü ß à Û á å å à Ü èÞ ã ã Ü æ Ü Ý ã Þ Þ Ý Û Þ Þ à â Þ á Ý æ Ü â Ý Þ ß æ à ã Þ æ ß Ý ß Û ä Ý â ã á à â ã å Þ Ý ä Ü ä Ý ã Û ä à Û å ç ß á â Ý Û å æ à â ã Þ å ã Ý Þ ä Þ Ý â Þ å à ä å æ ä à ä èÞ ã ã å å ä Ý ä å å Ý ä Ü ã à â æ á Ý æ å ä Ý æ á Û à ß ß å Û Ý ã ä æ Ý ß ß Û à Þ å æ Û Ý Û ã ß Ý å á ã à Ü ä ç å æ æ Ý Ü å Û à á æ Þ Û ä Ý ß ã ã Ý ã Þ å à ã å ß ß â à ä èÞ ã ã æ å Þ Ý á ß Ü Ý æ Ü ã à æ æ æ Ý å å å Ý ã á å à ß á Ü â Ý Ü â ä Ý æ ß â à å á ß ã ã Ý Ü Ü ß Ý ß ä Ü à ã æ ç á Ý å å Û Ý æ æ å à á ã Þ ß å Ý â ã Þ Ý å Û å à â â ß Û æ à Þ èÞ ã ã ä æ å Ý Ü å å Ý Þ æ Ü à â ã æ Ý å ä á Ý ä ã ã à Û â å æ Ý æ æ Þ Ý â æ Û à å å Þ ã æ Ý ä ä Þ Ý á Û â à ä á æ Ý ä Þ å Ý æ ä ß à ã ã ä Ü Ý ß Þ ã Ý Û æ ã à ß Ü Þ Ü á à ä èÞ ã ß ã ß Ü æ Ý å Þ á Ý â â Þ à Ü Þ ä Ý â ã æ Ý ß æ Þ à å ß ß Û ä Ý á ß Ü Ý ß á ä à ä ß Þ ß Þ Ý ß ã Ü Ý å â Þ à Þ â ç Þ á Ý Ü ã Û Ý å á â à á Þ é ß æ Ý æ Þ á Ý Þ Û á à á Þ ß á Û à Ü èÞ ã ß ß Þ ã á Ý ã ß á Ý á Ü Û à ß â ß ß Ý â ä á Ý Û ß ä à å Ü ß ä Þ Ý Ü ß ä Ý ä á Û à â å ß á å Ý â æ Û Ý â Þ ä à á Þ ã à ã ã Ü á Ý ã Û æ Ý æ å ã à â å å Ü à Û èÞ ã ß Þ Þ â Þ Ý æ ä Ü Ý â Ü æ à ß æ ß â Ý â æ á Ý å å Þ à ã Þ Þ ß ä Ý Û ß ß Ý Û ä Ü à ß Ü ß â á Ý Þ ã â Ý â æ ã à ä ã ã à ã ã ß á ä Ý â Ü å Ý ã æ Û à Ü â Ü ß à ß èÞ ã ß â Þ ã å Ý ã Û ã Ý Û å Û à â Ü ß á Ý å ß ä Ý æ æ â à ã ß ß ä Þ Ý â â ã Ý Ü ä Þ à â Û ß ß Ü Ý ß á ß Ý ã â Ü à Þ á ã à ã ã Þ Þ Û Ý Û Û Ü Ý å á ß à å á Ü ã à á èÞ ã ß á ß Û å Ý á å æ Ý ã ä å à â ä ß á Ý æ æ â Ý ß Þ ã à æ æ ß á Þ Ý Û ä á Ý ä å Ü à Û ß ä Û Ý Ü ä á Ý Û â æ à ß å ã à ã ã Þ å Þ Ý á Û å Ý ß æ ã à ã æ Ü å à ß èÞ ã ß Û ß ã Û Ý æ á ß Ý ã æ ß à Ü ã ß â Ý â á Û Ý â Þ ã à á ä ä Þ Ý á ä Û Ý å Ü ß à ß ß å æ Ý ã Ü á Ý ß Û ã à Þ â Þ æ Ý ã á æ à á æ Þ æ Ü Ý ä ß Ü Ý æ â ä à á á æ á à á èÞ ã ß Ü æ Ü Ý á æ ã Ý å æ á à Þ æ ß â Ý á Ü ä Ý á á æ à â å å â Ý ã ß ß Ý â â Û à ä ß Ü Û Ý æ Ü Ü Ý â ß ã à ã á ã à ã ã Þ ä á Ý ã Ü ß Ý æ Ü Û à â ß ä ã à Þ èÞ ã ß å å å Ý ß ã æ Ý ä ã æ à á Û ß â Ý Þ ä Ü Ý ß ä æ à Þ â Ü â Ý æ ß Þ Ý å ß ã à Þ Þ Û ä Ý Þ ß ß Ý á â ä à Ü ä ã à ã ã Þ ä æ Ý Ü Ü â Ý ß â Û à æ á ß ã å à æ èÞ ã ß æ å ä Ý Ü å æ Ý â Ü Ü à â Þ ß â Ý æ ã á Ý Ü å ä à â å Ü Û Ý æ å â Ý Ü æ Ü à ä Û Û Û Ý á ß ã Ý â æ á à ã á ã à ã ã â ã ä Ý ß Þ Ü Ý á â æ à å Û æ á à ß èê ë ì í î ì ï ð ñ ï ò ó ô õ ö ÷ ø ï ù ú û ð ì ü î ì ñ ý þ û î ü ñ ï ò ì ý ÿ ú � � ì î í ù ù � û ï � ü � � � � � � � ó 	 � 
 
 	 � õ � �  ì ì ð � ù � û ü ì ð � � ÿ í � � ì ï ì � ñ � ü

· ± ° ¦ © ¯ © § ¥ � £ ³ § © § £ ° £ ª § ± ² ³ § © § £ ¢ £ � £ ª ® £ ¨ � ´ ª £ ° ¦ µ ± ¶ ° £ ª § · ± ° ¦ £ ª ¨ © § ¥ ± ª ¸ ¯ ® ¨ § ¹ ® ª «¿ À Á Â Ã È Å Ë Æ Â Ê � Ï Æ Ê Å Ë Ì Õ Î Ê Ë À Ì � × À Ë Á Ç Æ Ê À Ì � � Ë Æ À Â À Ì Æ Ä Â Ï Ì Æ Î Ï Ë Ð � Ë Æ À Â À Ì Æ Ä Å Æ Á Ç È Å Ç Ç À É Æ Ê Å Ë ÌÞ ã ã â â á Ý Û ß Þ Ý â ã â à â â á Ý Þ Þ ß Ý Û ä â à Ü Þ ß å Ý á æ å Ý â ß á à á æ Û Ü Ý Þ Þ ß Ý Þ ß ß à á âÞ ã ã á å ß Ý æ å Û Ý ß Þ â à â ã á Ý Ü Û Þ Ý å â æ à Û Ü ß â Ý Ü æ á Ý å å ä à Þ ä ä ã Ý Þ ß Þ Ý Ü á ß à ß ÛÞ ã ã Û æ æ Ý Ü Ü å Ý Û ã Û à Ü Þ á Ý ä å Þ Ý ä Ü ß à ä æ ß â Ý â Þ æ Ý á á æ à â ã ß ã Ü Ý ä Ü æ Ý ä ß Û à ä ãÞ ã ã Ü Ü æ Ý æ Ü á Ý ã á Û à æ á á Ý æ á Û Ý Û Þ Ü à Û å ß Þ Ý â ß Þ Ý ä á ä à ä ß æ Ü Ý ã Þ Þ Ý Û Þ Þ à â ÞÞ ã ã å Ü Þ Ý Ü Ü â Ý ä ß ã à ä ã á Ý ä ã ã Ý ä Þ ã à â ß ß Þ Ý á ß â Ý ß Þ ä à ß å å ä Ý ä å å Ý ä Ü ã à â æÞ ã ã æ Û Þ Ý ß Ü ß Ý Ü å ß à Þ Þ æ Ý å Û Ü Ý å Þ ä à å æ ß ß Ý á ä æ Ý á Û ä à æ æ å Þ Ý á ß Ü Ý æ Ü ã à æ æÞ ã ã ä å ß Ý ä Û ã Ý Þ æ á à â Þ æ Ý å ä ä Ý â Ü Þ à æ á Ü Ý ä Þ å Ý Ü â ä à ß á æ å Ý Ü å å Ý Þ æ Ü à â ãÞ ã ß ã ß Û å Ý æ Þ ã Ý Þ ä Û à á Û ä Ý â ã ß Ý ä ä å à ä Ü ß Ý Ü ã Þ Ý ã â ä à Þ ß ß Ü æ Ý å Þ á Ý â â Þ à Ü Þ éÞ ã ß ß ß ä ß Ý ä Û ß Ý Þ ä ä à æ Û ß ß Ý â á å Ý â å â à Þ ã å ß Û Ý å ä Þ à ã æ Þ ã á Ý ã ß á Ý á Ü Û à ß âÞ ã ß Þ Þ ß Ü Ý ä ä á Ý ß â Þ à Û å ß â Ý â å Û Ý ã á ã à ã å Þ Ý Û Þ å Ý ß ä Û à Û á Þ â Þ Ý æ ä Ü Ý â Ü æ à ß æÞ ã ß â ß æ å Ý Ü ä æ Ý â æ ä à Û å ß á Ý å ß Û Ý á ß ã à ä ä á Ý Ü â Ü Ý å å á à æ ã Þ ã å Ý ã Û ã Ý Û å Û à â ÜÞ ã ß á ß â Ü Ý å ã æ Ý Û Ü Ü à Þ ä ß á Ý æ ä å Ý â Û Þ à æ Û Û Ý æ å Þ Ý ß å æ à Þ Û ß Û å Ý á å æ Ý ã ä å à â äÞ ã ß Û æ Û Ý æ å Ü Ý ä ã á à å ã ß â Ý â â Û Ý å Ü ß à æ ã Ü Ý Ü Þ æ Ý á ß Û à ß ã ß ã Û Ý æ á ß Ý ã æ ß à Ü ãÞ ã ß Ü Ü Ü Ý á ä å Ý á ß â à â ä ß â Ý á Ü ß Ý Ü á ä à Þ ß Ü Ý Û Þ ß Ý å Þ ß à Ü æ æ Ü Ý á æ ã Ý å æ á à Þ æÞ ã ß å Û å Ý Þ Ü â Ý â Þ å à æ â ß â Ý Þ ä â Ý æ å ß à Û á Ü Ý Û Û ß Ý å ã ä à ã æ å å Ý ß ã æ Ý ä ã æ à á ÛÞ ã ß æ Û ä Ý ß á Û Ý Û Û å à ß ß ß â Ý æ ã á Ý Ü Û ß à ã ä Ü Ý å Þ æ Ý ß Û æ à ß Þ å ä Ý Ü å æ Ý â Ü Ü à â Þê ë ì í î ì ï ð ñ ï ò ó ô õ ö ÷ ø ï ù ú û ð ì ü î ì ñ ý þ û î ü ñ ï ò ì ý ÿ ú � � ì î ü � ø ï ù ú û ð ì ü � ø � � ð ì î ï ñ � í � ñ � ï � ñ ü � î ñ þ û � ñ � ï � � � 
 ö � � õ � � � � � 	 ö ö



28

New Hampshire Employment Security Annual Report 2018 www.nhes.nh.gov

Fiscal Management continued� � � � �  ! " # $ % � &  ! ' ( )  � * + , � - . % $ + ), + � + � &  ! ' ( )  � * + , � - . % $ + ) / 0 � * - ) 1 , & , / 2 3 % ( 0 % �  "4 � + � 0 ( % $ 5 � 6 7 ) , ( . % - � ( 8 9 . * 6 ": ; < : = < = ; > : ? < @ : < = AB * �  ! ' ( )  � * + C * " . % � * - �
• D E F G H I J K G F E L M E N O P Q E R F S P Q E L NT % � 6 �
• U P Q V F W V X O N L G F E L W N N Y N L Q E R FZ � 0 * � % < 3 � ) " � %
• [ G H I J K G F E L \ F P ] Y R F S P Q E L N
• ^ F _ F G H I J K G F E L \ F P ] Y R F N Q E V [ I Y ` Y a Y I Y L KW N N F N N G F E L b ^ [ \ [ W c
• S J ] F P E J P d N e f g h Y N R P F L Y J E Q P K i O E V N
• W I Y F E j Q a J P k F P L Y l Y R Q L Y J E
• m J P n o H H J P L O E Y L Y F N U Q p k P F V Y L b m o U k c, + � + � < q ( - � ' q � 7 ( % r � % s � +
• m J P n l J P R F M E l J P G Q L Y J E S P Q E Lt . % � � . ( 8 q � 7 ( % , + � + $ " + $ - "
• k O P P F E L [ G H I J K G F E L \ L Q L Y N L Y R N
• j J R Q I W P F Q D E F G H I J K G F E L \ L Q L Y N L Y R N
• o R R O H Q L Y J E Q I [ G H I J K G F E L \ L Q L Y N L Y R N
• u O Q P L F P I K k F E N O N J l [ G H I J K G F E L Q E V m Q ` F Nv � - ( w � % ) / - +
• i F V F P Q I W V V Y L Y J E Q I D E F G H I J K G F E L k J G H F E N Q L Y J EW V G Y E Y N L P Q L Y J Ex � + � % � * "
• h Y N Q a I F V y F L F P Q E N d o O L P F Q R z { P J ` P Q G
• j J R Q I y F L F P Q E N d [ G H I J K G F E L ^ F H P F N F E L Q L Y ] F

Z ( % s 8 ( % - � C * * ( w � + $ ( * � * 6 | ! ! ( % + . * $ + ) / - + 1 Z C | / 2
• \ H Q R F N z Q P F { P J ` P Q G } k J G G O E Y L K W R L Y J EW N N J R Y Q L Y J E } ~ F � � Q G H N z Y P F h F H Q P L G F E LJ l [ V O R Q L Y J E � h Y ] Y N Y J E J l W V O I L j F Q P E Y E ` Q E V^ F z Q a Y I Y L Q L Y J E } ~ F � � Q G H N z Y P F h F H Q P L G F E L J l^ F N J O P R F N Q E V [ R J E J G Y R h F ] F I J H G F E L � o l l Y R F J lm J P n l J P R F o H H J P L O E Y L K
• { F P l J P G Q E R F W R R J O E L Q a Y I Y L K Q E V k O N L J G F PM E l J P G Q L Y J E W ` F E R K b { W k M W c { P J ` P Q G
• ^ F _ F G H I J K G F E L � \ K N L F G M E L F ` P Q L Y J E h Y N I J R Q L F Vm J P n F P S P Q E L N� � ! � % +  � * + ( 8 t . " $ * � " " � * 6& - ( * (  $ - / 8 8 � $ % " 1 � t & / 2
• M E R O G a F E L m J P n F P U P Q Y E Y E ` { P J ` P Q G� � � ' + # � � .  � * , � % w $ - � "
• k z Y I V \ O H H J P L M E L F P R F H L { P J ` P Q G
• m Q ` F Q E V � F E F l Y L M E � O Y P K
• ~ F � � F Y ` z L N k P J N N G Q L R z
• U Y L I F M y _ i o E _ U z F _ � J a U P Q Y E Y E `
• � J G F k Q P F m J P n F P o E _ U z F _ � J a U P Q Y E Y E `
• { Q P F E L j J R Q L J P M E � O Y P K
• ~ F � � Y P F b \ L Q L F � i F V F P Q I cr $ " - � ' ' � * � ( . "
• ^ Q Y I P J Q V ^ F L Y P F G F E L k P J N N G Q L R z
• � Y N R F I I Q E F J O N { P J ` P Q G M E R J G F
• � Q N N j Q K J l l \ L Q L Y N L Y R N _ \ L Q L F
• { Q L z � Q K L J m J P n
• h J M U _ \ F P ] F P ^ J J G W ` P F F G F E L
• k k \ ~ � � D \ ~ � m Q ` F ^ F R J P V h Q L Q � Q L R zW ` P F F G F E L



New Hampshire Employment Security Annual Report 2018 www.nhes.nh.gov

29���
���

���

��� ���
���

�� �� ��
�� �	 ��

� � � � � �

�	�� �	�� �	�� �	�� �	�� �	��

 ����������������!������"���������#����"$

%&���'��� (�"��'��� )����������*

Human Resources

NHES Employees by Classification, 2013-2018
(employees as of December 31st each year)

New Hampshire Employment Security’s Human 
Resource Offi ce processes and maintains records 
of all personnel transactions within the agency 
and handles the payroll and travel reimbursement 
program for the entire agency. The offi ce takes 
action on hiring, promotions, salary changes, leave 
(including FMLA, Worker’s Compensation, and 
supplemental sick), job classifi cations (including 
job reclassifi cations), terminations, retirements, 
employee orientation, all fringe benefi ts, and 
exit interviews.

Human Resources is responsible for upholding 
the Collective Bargaining Agreement and 
New Hampshire Division of Personnel Rules and 
Regulations involving grievances, discharges, 
letters of warning, and disciplinary action. This 
offi ce also administers training for its employees 
both internally as well as through vendors such 
as the Bureau of Education.  Agency staffi ng levels 
minimally decreased in 2018 due to state and 
federal budget reductions. 
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Legal
The Legal Department consists of a General 
Counsel, three staff Counsel, a Fraud Prosecutor, a 
Legal Coordinator, six Collections Staff members 
and one general staff member. 

General Counsel, Counsel and the Legal 
Coordinator advise the Commissioner, Deputy 
Commissioner, NHES Administrators, Members 
of the NHES Advisory Council and government 
offi cials in New Hampshire, as well as 
Employment Agencies in other States, regarding 
matters relating to Department’s laws, rules, 
programs and services.

Counsel and the Legal Coordinator represent 
the Department in higher level appeals of 
unemployment insurance decisions rendered by 
Administrative Tribunals under RSA 282-A:60.  
They assist the New Hampshire Department of 
Justice (Attorney General’s Offi ce) in defending 
appeals of Department decisions fi led with the 
New Hampshire Supreme Court and with other 
civil actions brought against the Department.

The Legal Collections staff and Counsel pursue 
collection of benefi t overpayments and delinquent 
employer tax contributions. They represent 
the Department in collection matters before 
the U.S. Bankruptcy Court for the District of 
New Hampshire and State Circuit and Superior 
Courts. In 2018, the Section’s collection activities 
resulted in the recovery of $858,939.94 in 
employer tax contributions due, and $1,979,172.49 
in overpayments and back-pay settlements for a 
total combined recovery of $2,838,112.43.

The Legal Coordinator, General Counsel and 
Counsel prepare, review and monitor proposed 
legislation on issues related to or stemming from 
the New Hampshire unemployment laws. They 
appear before the New Hampshire General Court 
and various legislative committees to provide 
testimony and information relative to the effects 
of proposed laws and rules. Their responsibilities 
include the promulgation of administrative rules 
as well as drafting new rules, amending existing 
rules, and removing expired rules.

Counsel participate and assist in the investigation 
of complaints received by the Administrative 
Offi ce in matters relating to the personnel 
functions and operations of the Department, as 
well as grievances fi led by employees pursuant 
to the Collective Bargaining Agreement and 
represent the Department in appeals fi led with 
the New Hampshire Division of Personnel.

Counsel assist in issuing requests for proposal 
and draft, negotiate and review contracts as 
necessary to enable and support the operations 
and functions of the Department. They handle 
real estate matters relating to the purchase and 
sale of real estate and also draft and review lease 
documents for the Department’s Local Offi ces.
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Office of Information Technology

The Department of Information Technology (DoIT) 
was created to manage and coordinate all technology 
resources in the executive branch of government. 
DoIT provides services that will endure, and create 
statewide effi ciencies through the use of information 
technologies energizing government and business. 
DoIT develops the IT strategic vision and provides 
planning and support, enterprise services, technical, 
operational, infrastructure, and security services, as 
well as web and software development services.

The Department of Information Technology (DoIT) 
staff located at New Hampshire Employment 
Security (NHES) is made up of three operational 
divisions: Agency Software Division (ASD), 
Operations Division (OPS) and Technical Support 
Services (TSS). The mission of the DoIT staff 
embedded within NHES is to provide technology 
support for the agencies business objectives via 
Custom Application Development and Support, 
Systems Administration, Data Base Administration, 
Computer Support, Network Support and Data 
Center Operations. DoIT will modernize and 
enhance systems that deliver innovative internet 
based solutions for New Hampshire Employment 
Security and its customers.

DoIT has 20 employees that are currently 
embedded within the NHES environment. In 
addition there are staff off-site that assist in 
supporting NHES programs. The staff work 
in the following divisions with the associated 
position responsibilities:

Agency Software Division (ASD)

The nine Agency Software Division positions 
located at NHES have a mission to create positive, 
collaborative and trusted business relationship 
with agency leaders and NHES employees while 
delivering technology solutions that meet the 
agency’s business requirements for delivering 
services to claimants, employers and citizens of 
New Hampshire.    

ASD staff embedded at NHES develop and 
support systems in all areas at NHES including: 
Unemployment Insurance, Employment Services, 
Economic and Labor Market Information, 
Human Resources, Administrative Services, 
Fiscal Management, Legal Counsel, Data Prep, 
Benefi t Payment Control, Commissioner’s Offi ce, 
Deputy Commissioner’s Offi ce and the agency 
Security Offi ce

ASD is responsible for over 34 existing computer 
applications utilized at NHES as well as designing 
and developing new applications required by the 
agency and/or federal agencies that NHES serves. 

Operations Division (OPS)
The nine Operations Division positions located at 
NHES have a mission to provide sustainable, scalable, 
effi cient, secure, and cost-effective IT infrastructure 
essential for state government programs so that 
NHES can deliver required services to the citizens 
and employers of New Hampshire. 

OPS staff responsibilities include: Maximize 
Enterprise Architecture opportunities for integration 
among all information resources at NHES, 
promote standardization and consolidation of IT 
infrastructure, provide reliable and secure access to 
all information systems and data, provide strategic 
leadership and innovative solutions to align with 
NHES in the delivery of services, establish standards 
and policies for effi cient, transparent, and consistent 
operations, provide technology expertise to improve 
NHES business, and to maintain and nurture a 
cohesive operating environment  within all areas of 
NHES and DoIT.

The NHES Operations Division (OPS) staff ensures 
that the NHES IT infrastructure is ready to “go” and 
ready to “grow” to support the needs of NHES and 
their customers.
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Office of Information Technology continued

Technical Support Services (TSS)
The three Technical Support Staff positions located 
at NHES are responsible to assist NHES customers 
in meeting their goals by providing superior end-
to-end IT services. Staff provides installation, 
maintenance and support of the IT hardware and 
software on the desktop utilized by the department 
end users and their customers.

These individuals perform these tasks in the 15 
NHES locations statewide, covering the 12 full 
service locations and the three satellite offi ces for 
all the NHES claimants, employers and citizens of 
New Hampshire. Additionally, these same services 
are provided to approximately 380 NHES end users 
on over 400 workstations. The accompaning graph 
shows the amount of work orders generated by 
NHES that onsite DoIT staff completed over the last 
16 months.

Cyber Security Responsibilities: 
The Department of Information Technology 
(DoIT) takes Cyber security very seriously. DoIT 
has a Cyber Security web page located at https://
www.nh.gov/doit/cybersecurity/index.htm. 
In addition, DoIT belongs to national security 
groups such as the Internet Storm Center and 
the Multi-State Information Sharing & Analysis 
Center. These groups share information to help 
combat cybercrimes.

Cyber Security at NHES and DoIT encompasses 
technologies such as broadband, local and wireless 
networks, as well as standards and processes 
which help protect networks, computers, 
systems and information from attack, damage 
or unauthorized access. With an unprecedented 
reliance on computers and the Internet, we all share 
in protecting our information and interconnected 
way of life. DoIT strives to promote cyber security 
awareness by providing this one-stop site for 
computer and Internet safety including security 
updates, alerts, and resources for New Hampshire 
citizens, businesses, academic institutions, 
and government.

NHES - Count of 5,805 Work Orders Received in 2018

���

���

���
���

���

��� ���
���

��� ���

���

��	

�
�
�
�
�

�������������	�
�������



New Hampshire Employment Security Annual Report 2018 www.nhes.nh.gov

33

Major Agency Projects Worked 
On Over The Past Year:
Over the past year in addition to the day-to-day IT 
support activities we have worked to develop new 
systems, improve the technology infrastructure, 
provide system code enhancements and increase 
user knowledge at NHES. Some of the projects 
completed or started over this past year were:

• Work Force Connect - common front door and 
dashboard for job seekers

• Cost Accounting (FCAS) – Conversion from 
mainframe to UNIX and Oracle

• Local Offi ce Call List Application
• Field Agent and Appeals Dashboard
• NH ACTS Web Based System
• New Hampshire Unemployment Insurance 

System (NHUIS) –Enhanced Software 
Modules

• New Hampshire Unemployment Insurance 
System (NHUIS) –Hardware and OS Upgrade

• New Hampshire Works Job Match System 
(JMS) – Upgrades

• NH Web Tax System Enhancements
• Replacement of all NHES Outdated 

Workstations (Over 200)
• Nashua Disaster Recovery Center
• Major DoIT Infrastructure – Windows 10, 

Exchange 2016 and MS Offi ce 2016
• Oracle to Linux Conversion of 8 NHES Systems
• LDAP Security Conversion
• Dollar Universe Upgrade
• AcuCobol Upgrade
• NH ACTS Upgrades
• Kardex System Conversion and Upgrade 
• SpendMap System Upgrade
• IRS, KPMG and Social Security Administration 

Audits
• Work Force Opportunity Tax Credit (WOTC) 

System Upgrade

Office of Information Technology continued

The Department of Information Technology 
organization and embedded staff located at 
New Hampshire Employment Security (NHES) 
will continue to work hand in hand with NHES 
staff and their Federal partners to take advantage 
of information technology to create effi ciencies and 
effectiveness of day to day operations at the agency.

The main contacts in the DoIT organization 
embedded at NHES are:

• IT Director – William Laycock

• IT Manager – Brett Krochmal

• Help Desk Supervisor – Larry Levy

• Computer Operations – Jaqueline Brissette
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Quality Control
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Quality Control programs are federally mandated 
as part of the U.S. Department of Labor’s 
Unemployment Insurance continuous quality 
improvement system, known as UI Performs.

Quality Control programs include:

Benefits Accuracy Measurement 
(BAM)

• PCA (Paid Claims Accuracy)
An in-depth review of a random sample of 
benefi t payments, selected weekly.

• DCA (Denied Claims Accuracy)
An in-depth review of a random sample of 
denied claims in three categories; monetary, 
separation issues and nonseparation issues, 
selected weekly.

Tax Performance 
System review (TPS)

Provides state agency administrators with 
information on the quality of existing 
Unemployment Insurance revenue operations.  
TPS critiques the following areas:

• Cashiering
• Report Delinquency
• Collections
• Status determinations
• Field audits
• Account maintenance

Benefits Timeliness and Quality 
(BTQ)

Quality Control conducts reviews of a selected 
sample of nonmonetary determinations each 
quarter.  The documentation in each case is 
examined and a number of required reporting 
elements are validated.  Each quarterly sample is 
divided into two categories – separation issues 
and nonseparation issues.  The results of each 
quarterly review are summarized and used for 
program improvement.

Unemployment Insurance Data 
Validation (UIDV)

UIDV is an automated program that is used to 
validate 15 benefi t and fi ve tax populations. There 
are populations in both the Benefi ts and Tax areas 
that must be validated every year due to Federal 
requirements. Also, any population that did not 
pass will be validated again in the current year.  
Once a population passes validation, it is moved to 
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Statistical Tables continued
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In 2018, Covered Employment in New Hampshire reached an annual average of 651,098 representing an 
increase of 2.0 percent from the 2017 level of 645,879.  Federal Government is not included in employment 
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Determinations of Eligibility

The number of determinations for eligibility for unemployment insurance decreased during the 2018 
Calendar Year. Those nonmonetary determinations are summarized in the table below.
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