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CaseBuilder Program  
 
CaseBuilder is a web-based program that will allow you to gather and submit documents and details in a fast, 
secure environment for all stages of the unemployment process.   
 
States are now requesting that all details and supporting documentation for an unemployment case be 
provided up front at the initial claims level. All states now require details and supporting documentation; 
failure to provide this information at the initial claim level will result in a loss of non-charging, appeal rights or 
financial penalties, depending on your state’s legislation.  
 
CaseBuilder is designed to make it easier to meet these rapidly changing state rules and practice but we also 
kept you in mind while designing the system to ensure that the system is easy to use and helps guide you 
through a sometimes-complicated process.  Our goal is to make it much easier to understand the information 
needed and provide a quick efficient way to supply the necessary details for a complete claim response.   
 

Review of CaseBuilder Features 
1. Access from anywhere you have an Internet connection:  As a web-based application, 

CaseBuilder is accessible from any device with an internet connection and a supported browser. The 

supported platforms are Microsoft Internet Explorer - 8, 9, and 10 as well as the most recent versions 

of Mozilla Firefox, Google Chrome, Apple Safari and any modern mobile web browser. 

 Go Mobile! You can access CaseBuilder from a mobile device and there is no need to 

download anything.  Just visit our website and the application will automatically optimize to 

your device’s screen size 

2. Who can use CaseBuilder:  Managers who are responsible for one or more locations will benefit 

from using CaseBuilder.   

 Corporate level employees will also benefit from CaseBuilder.  These corporate employees 

may not have unemployment activity to oversee on a daily basis but they can access their 

managers’ CaseBuilder records to view any pending or historical activity.  

3. Always accessible: You will have access to CaseBuilder 24 hours a day, 7 days a week.  

4. Set your own preferences: CaseBuilder allows you to select your own personal settings for certain 

actions such as e-mail notifications and reminder messages. 

5. Simplified Case management:  CaseBuilder allows you to respond, review and delegate pending 

unemployment cases from directly within the application.  

6. Direct upload: You can also upload softcopy documents into the claimant’s file from the same 

application. 



 

 

 

 

 Supported files formats include: DOC (Office 2003), DOCX (Office 2007/2010), XLS (Office 

2003), XLSX (Office 2007/2010), PDF, TIFF, TXT, RTF, JPG, BMP, GIF, PNG, JPEG, EML, 

MSG (Outlook message format), HTM, HTML, and CSV.   

 If you only have hardcopy documents for a case, a printable fax cover sheet with a barcode 

will be available to print. 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



 

 

 

 

Logging In 
CaseBuilder is a secure system that requires a login for each user.  There are two ways to access the 
system: 

 Directly through the WebManager Page at https://ucm.talx.com or 

 Through the link in the CaseBuilder e-mail notification message. 

In order to login through WebManager you will need three things: 
 

 Your Company Code (Included in the registration e-mail or can be obtained from your Account 

Manager) 

 Your User ID (Most User ID’s are set up to match your corporate email address) 

 Your PIN or password (you will receive a temporary PIN code when you are registered to use 

WebManager.  Use this PIN code to set up a PIN that is easily remembered by you)  

Your PIN must be between 4-16 characters in length.  It may only contain letters and/or numbers.  Special 
characters and spaces are not allowed.  If this PIN is shared with a Workforce Solutions application that uses 
an automated phone system, your PIN should be set up using only numbers.  If you currently use other 
webManager applications, such as Insight Reporting, your login credentials will be the same for CaseBuilder. 
. 
Step One 

If you select the link in the CaseBuilder e-mail notification, you will skip this step and move directly to 
Step 2.  CaseBuilder may be accessed by typing in the following link into your browser https://ucm.talx.com.  
This is the same link that you would use to access Insight reports or another webManager feature. You will 
be asked to provide your 5 digit company code on the first screen.  When you have entered the company 
code, click the Login button. 
 

 
 

https://ucm.talx.com/
https://ucm.talx.com/


 

 

 

 

 
Step Two 
Enter your User ID/E-mail address and click Continue 
 

 
 
Step Three 

If you have previously accessed webManager, you will next need to enter your PIN number to access the 
system. If you have not accessed webManager before, you will be provided with a one-time use temporary 
PIN.  
 

 
 
 
 
 
 
 



 

 

 

 

Step Four 
Using the link in the CaseBuilder email notification will also skip this step as we already know that 
you want to access CaseBuilder.  If you login from the WebManager URL, you have now successfully 
accessed the system and can select the CaseBuilder option.  You can use either the CaseBuilder quick links 
on the left or click on the CaseBuilder link in the middle of the menu page.  Using the quick links will bring you 
to a specific section of the CaseBuilder application.  
 

 
 

 
 
 
 
 
 
 
 
 
 
 
 
 



 

 

 

 

CaseBuilder Dashboard 
The first screen in CaseBuilder is the Dashboard.  On one simple screen, you will be able to: 

 View all of the pending requests in one spot 

 Search for a specific case by name, SSN or employee ID or by reference number 

 See all of the urgent items that need to be responded to 

 Contact your Service Team members with questions 

 Change the personal settings on your account 

 Return to the main WebManager screen 

 Enter Claimant Archive, access Help Links or return to any of your webManager applications 

 

User Settings 
 
From the Dashboard, you will have the ability to set the frequency and timing of communications sent from 
the application by clicking CaseBuilder Settings at the top of the screen.  



 

 

 

  

General  
In this section, you can control when you want an item to be marked as “urgent” and change the period for 
which your favorable decisions are displayed. 

 Urgent items are items that are nearing the due date and have a higher priority.  In this section, you 

can configure the numbers of days before the due date that an item becomes urgent.  The default 

setting is 3 days prior to the due date.  In some cases, this may not be enough time so you have the 

ability to change the notification from 1 through 7 days before the due date based on your needs. 

 It is always nice to get good news so we are showing all of the favorable decisions that we have 

received on your cases.  The default setting is to see the past 10 days of favorable decisions. You 

have the option to show the favorable decisions that received within the past 10, 30, 60 or 90 days.  

 You can select the default locations that appear on your dashboard.   

o Default  ALL which will display all of the locations which you are set up as a contact (most 

users will select this option) 

o “Last Filtered” which will display the locations that you last filtered using the “change” link  



 

 

 

 

o “Super User ALL”  which will display all locations which you are set up as a Super User (this 

option is only accessible if you are set up as  Super User) 

E-mail Notifications 
In this section, you have the option to decide how often and when you would like notified via e-mail about 
new cases, urgent items or items that are due today.  

 New Items are cases that we recently received from the state agency that require some action on 

your part.  You can choose how often you receive a notification based on what works best for you. 

o E-mails can be sent once daily and you can select the best time for notification based on 

your schedule. 

 E-mails can be sent after 8:00 AM, 10:30 AM, 6:30 PM or 9:30 PM Central Time  

o If you receive claims on an infrequent basis or you want to know right away when a new 

request is in CaseBuilder, you might want to set the notification to immediately.  CaseBuilder 

will send an e-mail notification for each request we receive and the notification will be real-

time.   

 Items Marked Urgent are cases that have been sent previously and are nearing the due date.  

You can decide if you want to be notified when the due date is drawing close with a separate email 

notification.  The timing of the email notifications is the same as listed above. 

o E-mails can be sent once daily until they are due or you can change the frequency of this 

email to just once.   

 Items Due Today are items that have reached the due date and you can elect to receive an email 

notice when these cases have reached the due date.   

o It is important to note that this notification is only sent once per day and will be generated for 

any items due the following day and is generated around midnight Central time daily.   

o If you have cases that come in that are due on the same date received, the application will 

bypass your settings and e-mail you regarding the case.  

 Items You Have Delegated are cases that you have delegated to another user for a response.  

CaseBuilder will give you the option to remove cases you have delegated from the automatic e-mail 

reminders that are sent to you.  

o If “Yes” is selected, CaseBuilder will continue to list cases you have delegated to other 

individuals in your e-mails; “No” will remove those cases from your e-mails reminders. 

o The default for this option is “Yes”. 

 Details on E-mail Notifications allow you to choose what will appear on your e-mails received from 

CaseBuilder. If you elect to receive details the e-mails show: the case reference number, the date 

and time the case is due,  the type of case that is pending and the first initial of the claimant’s first 

name and full last name. If you select no, CaseBuilder will simply prompt you to log into the system to 

check on any outstanding work.  

 Grouping and Ungrouping E-mail Notifications will grant you the option to receive individual e-

mail notifications for new, urgent and due today cases. If you elect to receive details on your 



 

 

 

 

notifications, you will be able to decide if you your notifications are sent as one e-mail or in separate 

e-mails. If each option is checked you will continue to receive your notifications from CaseBuilder as 

you do today. This means, if you have 15 items that are considered ‘urgent’ by CaseBuilder, you will 

receive one e-mail notification with a list of all of the cases that are urgent. If your ‘group reference 

number for urgent notifications’ is unchecked, you would receive 15 separate e-mail notifications for 

each case currently in urgent status. These notifications will continue be sent at the time you have 

selected in CaseBuilder. If you have decided not to receive details on your e-mail notifications from 

CaseBuilder, these options will not be displayed on your settings screen. 

 

Delegated Items   
CaseBuilder allows you to delegate items to another CaseBuilder user. In this section, you can check the box 

so you receive all work that you delegate to another user to review before it is submitted to Workforce 

Solutions. 

Out of Office Delegation  
This section allows you to indicate that you are going to be out of the office for a specific period of time and 
will delegate any work received during that period to the CaseBuilder user or company location that you 
select. CaseBuilder will not allow you to delegate to a user who also has an out of office delegation active.  
To search for a contact enter either their first name, last name, phone number or e-mail address to find them 
as a CaseBuilder user.  You can select more than one person to serve as your back up contact.  
 
 



 

 

 

 

To search by location, move your marker to the location option and search by location code, location name or 
state.    
 

 
CaseBuilder will also allow you to set up your out of office delegation by record type. Once you have selected 
your out of office delegate(s) you will be able to select which types of records are delegated to them by 
checking the box in the appropriate category. You will be able to delegate claim, decision and hearing 
documents to separate individuals, if need be. Please note that while you can delegate different categories 
and add multiple delegates, you may only set up one out of office delegation at a time. 
 
To save your selections, be sure to click save at the bottom of the settings screen. Your changes will go into 
effect immediately.   
 

Administrative User Settings  
In this section you are able to create a message will be displayed on the dashboard screen to all CaseBuilder 
users for your company. This message can be updated at any time and can be up to 1500 characters long. 



 

 

 

 

 

Billboard Message 
In this section you are able to create a message will be displayed on the dashboard screen to all CaseBuilder 
users for your company. This message can be updated at any time and can be up to 1500 characters long. 
 

 
 



 

 

 

 

You can add the following formatting to your billboard messages: 
 

Bold 

Italic 

Underline 

Strikethrough 

Center, right or left justification 

Bullet points / numbered list 

Indentation 

Hyperlink 

Font face, size and color 
 
To add any of these formatting options to your text, click on the appropriate icon and type your message. Or 
highlight existing text to apply these formatting options without creating a new message. 
 
When you are finished making changes to your billboard message, be sure to click save at the bottom of your 
administrative settings page. Your newly formatted message will display on the CaseBuilder dashboard for all 
users within your account. 

General  
Here you can set the minimum number of days that your users can set their cases as urgent. You can select 
from 2 to 7 business days. For example, if you select 3 days in this section, your users will not be able to see 
or select 2 business days in their setting screen.  
 
 
E-mail Notification 
From here you can choose your location users can set their e-mail notifications on a user-by-user basis or if 
the settings will be uniform across the company. If you select “Controlled by Admin” you will be able to select 
if that e-mail notification is received and the time the notification is sent to your users.  

Delegation 
Under this section you can decide if your users are able to delegate using CaseBuilder.  If you turn this 
feature off, the administrative user will still have the ability to delegate. 
 
State Form Entry  
Under this section you can decide if your users are able to upload state forms using the State Form Entry Tab 
in CaseBuilder.  If you turn this off, users will not have the tab available, but Administrative users will still have 
the ability to use that feature.   

Using CaseBuilder 
Your can use either the main dashboard boxes or the tabs across the top of the dashboard to access your 
unemployment requests.  Both options function the same way. 
 
 
 



 

 

 

 

There are 6 main categories that are managed in CaseBuilder: 

 Claims – This is where the requests for separation information are managed.  This can include 

requests for initial or additional information from a State Unemployment Agency. 

 Decisions – When an unfavorable response is received on a claim protest, the decision from the 

state will be provided in this section. These decisions can be from an initial claim level, as the result 

of a hearing or a decision rendered from a Board of Review or high level appeal. 

o The decisions in the Decision box and on the tab marked Decisions will only include those 

decisions that will allow you to appeal to the next stage of the unemployment process.    

 Hearings – When a case is scheduled for a hearing for a final decision, the notice of the hearing will 

be included in the hearing box/tab.   

o As with decisions, the hearing notices may be from an initial appeal or a higher level appeal.  

We will include both employer and claimant hearings in this section. 

 Favorable Decisions – All cases that are received in your company’s favor will appear in this section 

of the application.   

o There is no need to take any further action on these cases; however, you may want to review 

the notices to gain insight into why the case was ruled in our favor. 

 Separations – You can use the same smart wizard system for responding to unemployment claims 

to enter separation information in CaseBuilder as the separations occur.  This allows you to capture 

all of the essential information while the event is fresh in your mind and if a claim is filed, we should 

have all of the necessary information to respond to the claim on your behalf without further action on 

your part. 

 Reports - Under the reports tab, CaseBuilder will give you the option to run either the Compliance 

Detail or Pending Summary reports. 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



 

 

 

 

Common Functionality 

 
The functionality within CaseBuilder remains consistent regardless of the action that you are taking.  This 
section will cover some of the common functions within CaseBuilder. 
 

 

Contacting your Consultant  

If your contract includes consultation, you will be able to reach out to Workforce Solutions on any case you 
are working on by clicking on the Contact my Consultant link. This client appears on every screen within the 
application. There is also a link on the dashboard that allows you to review your entire service team. 

 
When using the either link, you will see the name of the Workforce Solutions consultant assigned to the case 
and their contact details. You can call or send them an e-mail from the application. If you choose to send 
them an e-mail from CaseBuilder, a copy of the e-mail will be sent to you for your records. CaseBuilder does 
not store the e-mails you send using the link anywhere in the application.  



 

 

 

 

 
 
 
Email Notifications 

 
One of the features of CaseBuilder is to set the email notifications to your own personal preferences (see 
settings for additional information). Each e-mail will contain a link to the application; clicking on the link in the 
message will allow you to sign into your CaseBuilder dashboard.

 
 
CaseBuilder is a real time system and new requests can be added throughout the day and evening.  It is not 
necessary to wait for a notification from CaseBuilder to review your pending cases; you can access 
CaseBuilder at any time by using the link in any email you received or logging in directly at 
https://ucm.talx.com. 

 
 

https://ucm.talx.com/


 

 

 

 

 
 

Status Icons 

 
As a visual clue, there is a status icon associated with each request that will let you know at a glance exactly 
what the current status is on that particular case.  The different status types are defined below. 

  New – These are new requests that have just been received and have not been viewed or acted 

upon. 

 In Progress – These items have been viewed or some information has been entered and saved. 

 Delegated – These items have been assigned to you or someone else to complete.   

o It is important to note that if you originally received the request and assigned it to someone 

else to handle, this request will remain in your casework AND will be seen in the casework of 

the person to whom it was assigned with the same status icon 

 Submitted – These are completed requests that have been submitted to Workforce Solutions for 

final processing.   

o It is possible that an item will remain visible in your casework until your consultant finalizes 

the response to the state agency. 

     Pending Review – These are for items that need to be validated before they are submitted to 

Workforce Solutions. 

o This validation is for items that you delegated to another CaseBuilder user and for which you 

requested to review the case prior to it being submitted to Workforce Solutions. 

   Out of Office Delegation – These are for items that have been assigned to you by another 

CaseBuilder user who is currently out of the office.  

 

 

 

 

 

 
 
 
 
 
 
 



 

 

 

 

 

Sorting Cases 

 
Depending on the volume of requests that you receive, it may be helpful to sort the requests into a different 

order for processing.  It is possible that you may also have more than one page worth of requests.  By default 

we only show 10 requests per page, but you have the option to change this based on your needs and the 

volume of requests that you receive.  With the exception of the Status Icon column, all columns can be 

sorted.  While each section may contain different information, the functionality remains the same. 

 

Column Description Claims Decisions Hearings 
Favorable 

Decisions 

Submitted 

Separations 

Name The first and last name of the claimant.  This column 

can be sorted by either first or last name. 

X X X X X 

SSN or 

Employee ID 

The Social Security number or Employee ID of 

the claimant.  We will either display the SSN or 

Employee ID based on the preferences set for 

your company. 

X X X X X 

Work Location The work location of the claimant.  This can be 

useful to sort the cases if different systems or 

contacts are used to gather separation 

information. 

X X X   

Type of Request Knowing the type or level of document that was 

received can be useful. 

X X X X  

Liability Understanding the potential amount that could be 

charged to your account for a claim can help you 

manage the cases. 

X     

Due date  Not only do we provide the date that a claim 

response is due; we will also include the time 

that we need a response.  When a state calls 

for additional information, we are often only 

granted 24-48 hours to provide the details back 

to the state. 

X X X   

Date of Claim This date defines the beginning of the benefit 

year for the claim.  

X     

Processed Date The date that a favorable decision was 

processed by Workforce Solutions or a 

separation was entered. 

   X X 

Reference  

 

At times, your consultant may provide you with 

a specific reference number to assist in 

identifying the claim.  Clicking on the reference 

number will open that specific case. 

X X X   

Venue See at a glance if the hearing is going to be 

held in-person or if you are able to participate 

via phone. 

  X   



 

 

 

 

Favorable Status You can sort by the reason that we won a 

particular case to view all like decisions at one 

time. 

   X  

Column Description  Claims  Decisions Hearings  Favorable 

Decisions 

Submitted 

Separations 

Account Number Display the state account number associated 

with the case.  

 

x x x   

Hearing Rep Indicates if a hearing representative has been 

assigned to the pending unemployment 

hearing. If a hearing representative is 

assigned, CaseBuilder will indicate “yes” in 

blue. By clicking on yes, CaseBuilder will bring 

up a message box which displays the 

representative’s contact information.  This is 

only available for hearings and this information 

will still be available in the hearing record if this 

option is not selected. 

  x   

Legal Entity Displays the name of the company associated 

by Federal Identification Number (FEIN).  

 

x x x   

 

Configuring Your Displayed Columns  

 
This feature will allow each CaseBuilder user to determine, from a list of choices, which categories should be 
displayed on their pending claim, decision and hearing screens. Once a selection is made the configurations 
will be saved in CaseBuilder until updated by the user.  
 
CaseBuilder will list your pending and historical cases in a grid format on the. From this screen you will have 
access to the Configure Columns link. 



 

 

 

 

 
 
Click on the Configure Columns link to view a new message box which will allow you to configure the last 
two columns displayed on your pending cases screen from a list of possible options.  
 

 
Once you have made your selections click save and CaseBuilder will update your displayed columns. Your 
selected columns will remain saved until the next time you click on the configure columns link to update your 
configurations.  You can make different selections for claims, decisions and hearings and your configurations 
will also carry over to your historical claims, decisions and hearings screens.  

Delegated Cases in the Pending List  
 
From your pending list view you can filter out any of the cases you have delegated to other individuals. You 
will have access to the Display Cases You Have Delegated option on the pending claim, decision and 
hearing screens. When this option is unchecked CaseBuilder will remove all cases you have delegated to 
other individuals from your pending list. If you need to go back into a case you have delegated you can check 



 

 

 

 

the option and CaseBuilder will refresh to include items you have delegated to other users in your pending 
list.  
 

 
Your delegated items will still appear in your historical records once the case is submitted by your delegate. 
Cases that have been delegated to you by another individual will continue to appear in your pending list if you 
have this option unchecked.  

Mark As New 
CaseBuilder will allow you to mark an item as “new” after you have clicked the reference number of a case 
and entered the detail screen. This option is available at the claim, decision and hearing pending screens.  
 
Using the Mark as New Button  
If a case is in the “in progress”, “saved” or “delegated” status, you can mark the case as “new” again from 
your pending list of cases. Select the case(s) you would like to update and click the Mark as New button 
located at the bottom of the screen next to the delegate items button.  
 

 
 
Once you have clicked the mark as new button, CaseBuilder will update the status icon to reflect the item as 
“new”. You will also receive a notification that your item has been successfully moved to the “new” status. 
When marking items as “new” you should be aware this change will be displayed for all CaseBuilder users 
who have access to the case(s).  
 



 

 

 

 

Cases that are already new, in the pending review status or that have already been submitted cannot be 
returned to the “new” status.  A note will also appear in the Case Activity log in CaseBuilder to display the 
date, time and name of the CaseBuilder user who returned the case to the “new” status.   
 

 

Searching for a Case 
CaseBuilder has search functionality that will allow you to search for cases based on information specific to 
an individual. 
 

 
You can search by the first or last name of the claimant, their social security number (complete or last four 
digits depending on your account set up) or reference number. You can also search for urgent cases. 
 
Your criteria will look for exact results if the default “Equal To” option is in place.  You pay change that option 
to starts with, ends with or contains a portion of your search criteria. 
 
Any case that matches your selection criteria will be returned including Claimant Archive and Separations 
results. Click on the tab for the type of record you wish you review. 
 



 

 

 

 

 
 
The number of total records for your account will appear next to the link label. If there are no records 
available, the link will be visible but inactive. 

Advanced Search 
There may be times when you will need to refine the search further or you only have partial information 
available to use in your search. To use this method, click on the Advanced Search link in the Search for 
Cases section of the Dashboard. 
 

 
 
You will be able to search on an SSN or employee ID, first name or last name or any combination of the 
three.  This is helpful when you have many claimants with similar names or if you are unsure of the exact 
spelling of a claimant’s name.  Each option will let you choose to search for the information that either: 

 Starts with the information in the field 

 Ends with information in the field 

 Contains some information anywhere in the field 



 

 

 

 

Urgent Items 
There may be times when you would prefer to focus on items approaching the deadline, which CaseBuilder 
marks as urgent. You can see all of these cases by clicking on View Urgent Items link on your dashboard. 
When you use this method for opening all urgent items, each document category will appear with the specific 
cases in list format.  
 

 
 

Basic Navigation 
If you have filtered your list of cases by using one of the search or sort options and you want to return to the 
same results set, you should click on the link at the top on the screen that that says the name of the category 
you are in.   
 



 

 

 

 

 
 
If you click on the Pending Claims (9) link at the top of the screen, you will be returned to the Decisions 
screen but any filters you have applied will be removed. The claim, decision, and hearing sections of the 
application all function the same way. 

Mobile Navigation  
When accessing CaseBuilder from a mobile device, you will not use the tabs to navigate through the 
application; instead you will use a menu that will appear on the right hand side of the screen. To access the 
menu features, tap on the icon. A list of sub options will be revealed. 

 
 



 

 

 

 

If you see a downward arrow, you must first make a selection before CaseBuilder will bring you to a new 
page. To make a selection, tap on the category you would like to review and then select the appropriate 
option. If you see an arrow pointing to the right, if you tap on that option you will be brought directly to that 
area of the tool. 
 

CaseBuilder Process Flow and History 
Every section of CaseBuilder also contains two separate categories of information: requests that are pending 
action and historical information.  Any documents that are pending before you begin using the CaseBuilder 
program will not be imported into CaseBuilder.   
 
Any new requests that are received after you are enrolled in CaseBuilder will be sent to the application. When 
a new case is added to CaseBuilder, the status will show as New.  Knowing which items have recently been 
added can be helpful in managing your cases on a daily basis.  Once you review an item, enter any 
information, or delegate a case and save the changes, the status will update to In Progress. As you complete 
a request in CaseBuilder and submit the case, the status of the item will change to Submitted.  You will still 
see submitted cases in your casework and you can view the information. Cases will remain in your casework 
in the submitted status until it is processed with the state agency. 
 
Once your case has been submitted to the state, the case will move to the history section of CaseBuilder.  In 
this section, you will be able to review the information that was provided on the original request and view any 
documentation that was submitted through CaseBuilder.  

 

Reviewing CaseBuilder History 
Once a case has been processed in CaseBuilder, it will remain a part of the CaseBuilder history under each 
section (claims, decisions and/or hearings).  Viewing the history of what was submitted and processed 
through CaseBuilder can give insight into information previously reported. 
 
As with all of the CaseBuilder screens, the information displayed is sortable by any of the column headings.   
 

 
 



 

 

 

 

You can also search for a specific item by using the drop down menu and entering a Last Name, First Name, 
Employee ID/SSN or Case Reference number.  If you are only interested in items that were received during a 
specific time period, you can enter a beginning and ending date range for the search. CaseBuilder will 
truncate to the last 1000 records.  
 
When you click on a call reference number, you will be able to view the information submitted by your 
company.   
 
Cases in the history section are no longer editable and no new information can be added to these records. 
 

Entering Dates 
Exact dates of employment are important in responding to requests for unemployment.  You may key the 
date into the any date field or you can select dates from the calendar. When entering dates in CaseBuilder, 
you can enter the date using the ddmmyy or ddmmyyyy format – there is no need to enter the ‘/’ between the 
dates.   
                                                                             

                                                                     

Case Notes  
Add notes to a CaseBuilder record for internal use.  Case Notes can be added to pending claim, decision or 
hearing case work. Notes that were added to a pending case will also be accessible in any historical record if 
they are not deleted prior to the case being submitted.  Once you are in a case record, scroll down past the 
“Case Summary” and any “Case Comments” to find the Case Notes section.  
 



 

 

 

 

 
 
Click on the Add a Note button and CaseBuilder will bring up a message box that will allow you to enter your 
note.  
 

 
 
The message box will allow 500 characters to be added to the note. CaseBuilder will include a reminder that 
these notes will not be used by Workforce Solutions or shared with any state agency. 
 

 If your contract includes consultation and you need to contact your service team to provide them 

with information, please use the Contact My Consultant link located in the top right of the record.   



 

 

 

 
 

 
Once you click save, CaseBuilder will update to reflect the note you have added, including the date and your 
name. If you need to delete this note, click on the red “x”. Notes can only be deleted in pending calls; once 
the call is completed the note will become a part of the historical record of the case. Notes can only be 
deleted by the CaseBuilder user that created the note. If you need to add an additional note, click on the Add 
a Note button.  
 

 
 
 
Additional Case Notes Features 
Case Notes can also be reviewed quickly when on the pending screen of your claims, decisions and 
hearings. The note will appear as a blue exclamation point next to the status icon. 
  



 

 

 

 

 
 
Hovering over the blue exclamation point will show you the most recent note added for that record.  

 
When you click on the blue exclamation point, a box will appear that will contain all of the notes associated 
with that reference number. From this screen you can also add a note.  
 
Case Notes will appear in exported PDF files and will be a part of the historical file if they are not deleted prior 
to completing the pending case. Notes cannot be added to any historical claim, decision or hearing record. 
 
Waiting for Information Flag 
You have the option to flag cases as “Waiting for Information”. This may be useful when you need to speak 
with another department within your organization or when you need to speak with the manager or supervisor 
of the claimant to gather additional details to include in your response. 
 
To mark a case with this flag, scroll to the bottom of the detail page to find the option “Flag This Record as 
Waiting for Information”. Place a check mark in the box provided if you would like the record to be flagged.  
 

 
 
When you are reviewing your pending cases, you will see a small blue flag next to the status icon that 
indicates the item is “Waiting for Information”.  
 



 

 

 

 

 
 
You can filter to your work that is “Waiting for Information” by selecting that option under the drop down menu 
marked Status.  
 

 
 
You can also mark a case as “Waiting for Information” when you are adding a Case Note.  
 

 
 
When you add a Case Note and the item is “Waiting for Information” you will see both the “Case Note” icon 
and the “Waiting for Information” icon on your list of pending cases.  
 



 

 

 

 

 
 
When you use the “Waiting for Information” flag, your action will also be recorded in the Case Activity 
section of CaseBuilder.  It will record when you mark and unmark the “Waiting for Information” boxes. 
 

 
 
This feature is available at the claim, decision and hearing level.  

 

Documenting a State Call 
Please note that the availability of this feature depends on the terms of your contract. Not all users will have 

access to this option. 
 
In some cases, the state may contact you directly to obtain additional information about a claimant’s 
separation. It is important to document these state calls so that you have a record of the transaction, as 
compliance to these requests this may come into play with UI Integrity laws. 
 
Under the Case Summary section, you will see the option to document a state call by clicking on the 
Document State Call Link. 
 



 

 

 

 

 
 
After clicking on the Document State Call link above, click on the Document State Call button that 
appears in the pop up box. 
 

 
 
 
The next screen will allow you to enter the caller’s information such as name, phone, fax and email. Under 
the email address you will be given 5000 characters to document the state call response you provided. The 
comments section is the only required field. 
 



 

 

 

 

 
 
After completing your documentation click the Save Button. 
 

 
 
You will be able to see an abbreviated version of the information you just entered and can expand the view 
by clicking on the downward arrow to the right. To exit this screen, click close. 
 
The option to document a state call will be available in all pending and historical categories of CaseBuilder 
(claims, decisions, and hearings). 
 
You will be also able to document a state call in Claimant Archive. This option can be used for documenting 
a state call at any time and may be necessary if a state call is received, but there is not a pending case to 
document it in. 



 

 

 

 

Submitting Documentation 
Documentation can greatly enhance an unemployment protest and can provide the proof necessary to win an 
unemployment case.  CaseBuilder allows you to upload documentation directly into the system ensuring that 
the vital information is received and tied to your response.  As you upload and submit documentation, it is 
automatically saved and stored.  You also have the ability to upload documentation at any time as long as 
you have not submitted the case.  
 
There are several ways to submit documentation:  
 

 If you have soft or electronic copies readily available on your computer, the documentation can be 

uploaded while using CaseBuilder. 

o Supported files formats include: DOC (Office 2003), DOCX (Office 2007/2010), XLS (Office 

2003), XLSX (Office 2007/2010), PDF, TIFF, TXT, RTF, JPG, BMP, GIF, PNG, JPEG, EML, 

MSG (Outlook message format), HTM, HTML, and CSV. The size limit is 10MB per file and 

50MB total per upload.  

 At times, you may only have hard copy documentation that may need to be faxed.  A printable fax 

coversheet, which includes a barcode, is available for you in the “Documentation” section. 

o A separate fax coversheet needs to be printed from CaseBuilder for each case.  Using the 

same fax coversheet for multiple cases will result in files be attached to an incorrect record. 

 If you have electronic versions of the documentation (generally, e-mail correspondence, etc.) that you 

do not want to or cannot save to your PC, you can always e-mail the documentation. 

o This may not be an option for your account if your contract does not include consultation. 

 We realize that there are times when documentation is not readily available (stored offsite or at a 

specific location).  You can mark in the file that additional documentation will become available after 

the deadline of the claim.    

o Some states may not accept documentation after the deadline.  

 In certain cases you may need to mark that documentation does not exist.  

 Multiple documents can be uploaded for a single case. Depending on the browser that you are using 

the functionality will differ slightly.  

Please note that any documents you upload to respond to a case, will be supplied to the state. We 
recommend that documents you include are not altered, but there may be instances when you may need to 
revise a document you are supplying. For example, if you would like to redact a name on a witness 
statement or would like to circle the specific portion of the policy that the claimant violated, please do so prior 
to uploading the documentation. 
 
 

Document Classification 
When uploading documents in CaseBuilder, you can classify the type of document you are attaching. Next to 
the upload button, you will see a link titled “Suggested Documentation” which will provide you with a list of 
documents typically requested based on the separation reason you have selected within the application. 



 

 

 

 

 

 
 
Once you have clicked on the upload documents button and selected the files you wish to upload you will 
have the option to indicate the type of form you are attaching. Clicking on the “Document Type” box will 
reveal a list of common document types. You can select more than one form for each type of document. 
 

 
When you click “upload” the documents will attach to the record in CaseBuilder. 
 
You will see a list suggested documents and the files you have uploaded appear next to the associated 
document type. You can delete a document by clicking on the red X next to the name of the file. 
 



 

 

 

 

 
Classification of documents is not required to be able to submit your document unless your organization 
requests the feature be marked as mandatory. Contact your Account Management team to have the 
mandatory requirement enabled. 

Uploading Multiple Documents 
To upload multiple documents using Internet Explorer, you will need to select each document separately.  
Select the Browse button and navigate to the location of the document you want to upload.  Click on the 
document to be uploaded and select Open. 
 

 
 

Repeat the process for the remaining documents that you would like to upload.  If multiple documents are 
uploaded for a particular case, all of the documentation will be saved into a single file called a “Master 
Document”.  If you need to view the individual items in the Master Document, click on the Master Document 
image. 
 
To upload documents using any other browser, you will be able to select multiple documents to upload and 
all of the documents will be uploaded at one time.  The single selection of documents is limited to Internet 
Explorer users. 
 
 



 

 

 

 

Key Witness Information 
For certain cases, having a firsthand witness who can testify to the separation events can add strength to the 
case.  CaseBuilder has an option for adding information about the first hand witnesses at every step of the 
process including separations.  To add the information, click the +Add a Witness button. 
 

 
 
A first and last name and phone number are required for each witness.  If you have other information, such 
as title, email address and fax number, you can also provide that information.  If you have any details about 
the witness such as their availability or their relationship/knowledge of the case you can add that information 
in the comment field. 
 
If there is more than one witness, additional witnesses can be added.  In the event that incorrect information 
was provided or a witness is no longer available, this information can also be edited or deleted.  This valuable 
witness information is now associated with the case when saved and will be available at the hearing and 
decision level without having to re-enter the information again.  
 
When reviewing decision and hearings in CaseBuilder, you should review the key witness information that 
was previously added to the case to ensure accuracy and availability of the witness. To edit key witness 
information that was previously submitted, click on the Edit icon next to the name of the witness you would 
like to update and make any necessary changes.  When you are finished, select the Save button. 
 

 
  
If a key witness is no longer available or able to testify, you can remove the witness from the case by 
selecting the red “x” next to the witness name to delete. You will be asked to confirm that you want to remove 



 

 

 

 

the witness.  If this is correct, select Delete and the witness will be removed.  Your consultant will be updated 
with new or changed information to key witnesses as you make the changes. 
 

 
 

If a key witness is associated with an assignment for hearing representation, it is possible that you may be 
unable to edit this witness information directly in CaseBuilder but can be changed by contacting the 
representative assigned to the case.  
 
 
Processing Tips using CaseBuilder 
 

 Due to the sensitive nature of the information that is being submitted, CaseBuilder will automatically 

log out after 30 minutes of inactivity (Industry Standard).  We suggest saving often in case you get 

interrupted while completing a request so you do not lose the information already provided. 

 

 Check your dates of employment carefully when entering information.  Since it is possible that a lay 

off can occur in the future, we do not validate the dates of employment. 

 

 Save for Later will commit the information you have entered to the CaseBuilder database.  

 

 Submit will save the information that you have entered and will notify Workforce Solutions that you 

have finished entering the information and the case is ready to process. 

 

 
 

 
 
 



 

 

 

 

Claims 
When a former employee files a claim for unemployment, the state agency will send a request for separation 
information. CaseBuilder will assist you in being certain that all information that is required has been 
requested and can be provided to the state in response to the unemployment claim. 
To access the claims that require a response, click on the claims box or tab on the main dashboard.  There is 
a slight difference in what you may see depending on where you click: 
 

 To view all items – both pending and urgent - click on either the Claims tab or select the link labeled 

Total Action Items from the Claims box on the Dashboard. 

 To isolate the items that are urgent, it is easiest to select the link labeled Urgent Items in the Claims 

Box.  You can alternately sort the claims into due date order using the previous methods to bring the 

most urgent items to the top of the listing. 

 

 

You can sort the data into a different order, filter the data or simply work the cases as they are displayed. 
 
 
 
 

 



 

 

 

 

Responding to a Claim Request 
 
Once you have identified the case that you would like to respond to, click on the reference link to enter the 
request and complete the response.  The top portion of the request contains the Case Summary which 
includes information about the claimant, the liability and if provided, a digital image of the claim document we 
received from the state. 
 
You will also notice that there is a section for Case Comments. Equifax Workforce Solutions may notify you 
of state holidays, state regulations or recommendations for a case in this section.   
 

 
 
 
Below Case Comments is another section called Case Notes. This section allows you to enter a person note 
to a case file for your reference which was addressed in the previous section of this guide.  
 
 
 
 
 
 
 
 
 



 

 

 

 

The next section is where you will enter the information relating to the separation for this request.  This smart 
wizard system will guide you through the process of entering the separation details starting with the category 
for the separation. 
 

 
As you answer each question, a new question will be asked based on the response provided.  For example, if 
the separation category was Voluntary, you will be asked for the reason for the voluntary separation. 
 

 
 
Based on the reason for the separation, you will be asked for additional information to further refine the 
reason for separation.  
 

 
If you are unsure of where a separation reason might fall in the categories click on the What’s this? link 
which will bring up all of the separation reasons available in CaseBuilder and their corresponding categories.   
 
Once the separation reason has been defined, a series of questions will be asked based on the reason for 
separation provided.   
 



 

 

 

 

 
 

As you progress through the smart wizard, a green progress bar will be displayed letting you know how far 
you have progressed through the questions.  Depending on the question being asked, a drop down box may 
appear for standardized responses (yes/no, verbal/written, etc.), a date field with the calendar may appear or 
a free form text box will be displayed. 
 
Most free form text boxes are limited to 300 characters and a counter is displayed identifying the remaining 
characters.  The exception is the text box for the final incident on discharge cases.  Since these are typically 
more complicated, the text box has been expanded to 900 characters. If you need additional space, use the 
additional comments field at the end of each claim, with 300 characters or you can upload a lengthier 
response as a document. 

 
Each question and answer will be displayed on the screen so that you can see the complete response as it is 
being entered.  If you do not have information or are unable to answer a specific question, you can skip the 
question by pressing the next question button.  The question will be displayed along with a notation in red 
that no answer was provided. 
 



 

 

 

 

 
 
Sometimes you may have information about a case that you would like to provide that was not asked as a 
part of the formal smart wizard process.  Every separation has an additional comment section where this 
information can be provided. 
 

  
 
During the process and before the response is submitted, you can edit any of the answers by clicking on the 
Edit icon to the right of each question.  If the new information provided during the editing process would 
change the path of the smart wizard, you may be asked to answer additional questions. 
 
 



 

 

 

 

 
 
If any separation information is supplied to Workforce Solutions before we receive a request for information or 
was received through CaseBuilder as a response to a previous request, we will populate as many answers to 
the questions as possible.  

 

Prior Incidents 
In certain discharge cases, you may be asked to provide information about prior incidents that led up to the 
discharge.  Providing a detailed history of the prior warning and incidents can strengthen your case.  If you 
need to provide information about a prior incident, click on the link titled Click to Add/View/Edit Prior 
Incident when the question appears on the screen. 
 

 
 

You will then have the ability to add information about prior incidents and warnings.  You can include the 
reason for the incident, the date of the infraction and if a warning was issued, you can provide details about 
the warning.   
 



 

 

 

 

 
 
You are able to add as many incidents as necessary to back up the reason for separation.  It makes a 
stronger case when you are able to show a pattern of behavior and this functionality makes it easier to show 
when filing a response. 
 

 
 



 

 

 

 

If you need to view or edit the prior incidents, click on the link in the question and answer section of your 
response.  The information that was entered will appear and to edit or view, pick the date of the prior incident 
that you want to work on. 

 
 

Special Pay 
In some states, any special pay that was awarded to a claimant may have an impact on the amount of 
benefits they are allowed to collect or the claimant may not be eligible for benefits during the time that the 
special payments were allocated.  You may have the opportunity to offer special pay when it can have an 
impact on eligibility.  If the state considers this information and special payments were made, click on the link 
next to the questions to enter the information. 
 

 
 



 

 

 

 

At a minimum you will need to enter the type of payment made and the amount.  The more information that 
you can provide about the payment, the easier it will be to determine if this payment will have an impact on 
benefits potentially collected. 
 
Add all of the various payment types that were made until you have provided the full picture of the wages that 
were paid at separation. You have the ability to go back into any record – by clicking on the pay type - and 
editing the information that you provided.  If you find that a payment was entered in error, you can delete the 
entry by selecting the red “x” on the payment row. 
 

  
When you have entered all of the information, simply close the special pay window and move to the next 
question. 
 
You have been given the chance to enter all of the separation information that you have available and you 
are almost finished.  Don’t forget that you can make your case stronger by uploading documentation for this 
case and providing key witness information. 
 
At this point, you have completed the process and you may save your progress or submit the case to 
Workforce Solutions for processing.   
 

 
 

Submit and Respond or Submit Only  
For clients contracted to submit their own protest letter, you will see different options when completing a 
claim.  When you have finished a case you have two options, you can: 
 

 Submit and Respond to create the verbiage that will be included in your response to the state  

 Submit Only which will send your details to Equifax without specific verbiage. This option should 

only be used when responding to lack of work cases.  



 

 

 

 

 

 
 
If you choose the Submit and Respond option, you will be given screen to write your letter to the state.  

 

 
 
Place a check in the option “include questions and answer information” to pull in the data you entered on the 
previous CaseBuilder screen, or write a free form letter.  

 

 
 
When you have finished typing your response, click on the continue button to review the letter. If you need to 
edit your response, click on the “Back to Edit”, or if you’re finished click on the “Finish and Submit” option. 
 
Congratulations!  You have successfully processed a request for separation information 
using CaseBuilder! 



 

 

 

 

Decisions 
When the state receives the response to the claim, they will review the information and make a determination 
on the eligibility of the claimant and the chargeability of the employer. In CaseBuilder, if a document appears 
under the Decisions category, the case was ruled in the favor of the claimant and your company has an 
opportunity to appeal. To access the decisions that require a response, click on the decision box or tab on the 
main dashboard.  There is a slight difference in what you may see depending on where you click: 
 

 To view all items – both pending and urgent - click on either the Decision tab or select the link labeled 

Total Action Items from the Decision box on the Dashboard. 

 To isolate the items that are urgent, it is easiest to select the link labeled Urgent Items in the 

Decision box.  You can alternately sort the claims into due date order using the previous methods to 

bring the most urgent items to the top of the listing. 

 

 

 
Remember that you can sort the data into a different order, filter the data or simply work the cases as they 

are displayed.  

 



 

 

 

 

 

Handling a Decision 
 
When you select a pending decision, you will be able to review the case.  The Case Summary provides 
information about the claimant; the liability associated with the case and will provide a link to the decision that 
we received from the state.  Reviewing the decision can be helpful in understanding why the state ruled the 
way they did and what information will need to be provided in order to reverse the state’s decision. 
 
It is possible to receive an unfavorable decision from a hearing or Board of Review on a case that was 
favorable at the initial claim level.  If a claimant appeals and wins the case, you will see those now 
unfavorable decisions in this section. 
 

 
 
While the basic functionality is the same on any screen in CaseBuilder (sorting, viewing images received from 
the state, delegation, case comments, etc.), the amount of information and the actions you may need to take 
differ on the decision records.   
 
You may or may not be asked to provide additional information to support the case or clarify points to assist 
in making a stronger appeal.  Any information provided will be saved and may be added to the file that is 
transmitted to the state with an appeal.   

 
 
 



 

 

 

 

Key Witness Information 
Any Key Witness Information that was previously supplied will be carried forward to this decision.  Please 
take a few minutes to review the information that was provided to ensure that the information is still accurate.  
If any changes need to be made, you can edit the information provided, delete the witness information if they 
are no longer available, or add new witness information.  If you were unable to supply witness information at 
a previous level but the information is now available, please enter the name and contact information into 
CaseBuilder by selecting the +Add a Witness button. For more information about Key Witnesses, please 
refer to the previous section of this user guide. 
 
If your contract allows hearing representation, you will have the option to request a Representative to 
assist/represent you in a hearing.  More details about requesting a Representative can be found in the 
Hearing section.  
 
After you have reviewed the case, answered any questions that may have been asked and verified the Key 
Witness information, you are ready to complete this case.  
 

 
 
You have several options for finishing this case. 
 

Appealing a Decision 
If you have reviewed the case and want to continue to pursue this case, select the Appeal option. 
Depending on your contract level, you will get one of the two options below: 
 

 If your contract includes consultation, you will be presented with an option to send additional information to be 

included in the appeal to the state. Your consultant may reach out to you to discuss this case in further detail 

and provide feedback on the merits of filing an appeal. 

 

 



 

 

 

 

 If your contract does not include consultation and you wish to appeal the case, click on the Appeal button to 

begin writing your letter. You will be taken to the screen below where you can write the appeal letter that would 

you like presented to the state. 

Upon completion of the letter you will click on Continue to advance to the preview screen or can go 
Back to exit. 
 

 
 

After clicking Continue you will see a preview of the full letter that will be sent to the state. If you find 
errors, you may click on the Back to Edit button. If everything appears the way you intended it to, click on 
the Finish & Submit button. 
 
 
 



 

 

 

 

 
 

North Carolina & South Carolina Appeals 
Due to state regulations, appeal letters written in North and South Carolina cannot be completed by a third 
party vendor. If you are appealing a decision in either state, you should receive a notification that tells you 
this after you click the Appeal button. 
 
The next screen will still allow you to write your appeal letter, but the verbiage above will note that this is a 
Prototype Letter. 
 

 



 

 

 

 

After writing your letter and clicking Continue, you will be taken to the Letter Preview Screen. This screen 
will now include prototype instructions telling you what to do with this appeal. 
 

 
 
After clicking on Finished, you will have a PDF appear containing the letter you just wrote. Please note 
that the placement of this PDF may vary based upon the browser you are using. The example below is 
shown in Google Chrome. 
 

 



 

 

 

 

 
Once you open the PDF, you will want to print this out on your letterhead and follow the instructions for 
responding to the state. The mailing instructions will print out on a separate page after your letter. 
 
Please provide a copy of your completed letter to your Workforce Solutions team, so the claimant’s file can 
be accurately reflected. 
 

Missouri & Delaware Appeals 
Similar to North and South Carolina, appeal letters written in Missouri and Delaware cannot be completed by 
a third party vendor. The legislation in MO and DE goes on further to state that third party administrations 
also cannot provide instruction on how to appeal a decision. 
 
A copy of the decision can be found in the Case Summary in the State Document line. 

 
If you are appealing a decision in either state you should receive a notification that tells you this after you 
click Appeal. Please ensure that you file an appeal separately and that a copy of that letter is sent to your 
Workforce Solutions team, so the claimant’s file can be accurately reflected. 
 

 



 

 

 

 

Reviewing a Submitted Appeal in Decisions 
After you submit an appeal you will have the ability to re-enter into the decision to view or edit the appeal, as 
long as it has not already been processed by Workforce Solutions. 
 
To see if this item is still pending, you can return to your decisions screen and filter by your Submitted items 
under the Status option. You may also Search for the case by first name, last name, SSN or Reference 
Number. To re-enter into the case, click on the blue reference number. 

 
You will now notice that your Case Summary contains two additional options. The first option is to “View the 
Protype/Appeal Letter” and the second is to “Edit the Prototype/Appeal Letter”.   
 
By clicking on View the Protype/Appeal Letter, you will be able to save or print the appeal that was 
previously written.  By clicking on Edit the Prototype/Appeal Letter, you will be able to edit your 
initial appeal letter.   
 
If your appeal has already been processed by Workforce Solutions, you will be able to view or export your 
letter in Claimant Archive. 
 

 



 

 

 

 

No Appeal 
If you have reviewed the facts of the case and you do not wish to appeal this any further, you can select No 
Appeal.  When this option is selected, you will be asked to provide additional information to Workforce 
Solutions why you do not wish to appeal that will become a part of the documentation on this case and will be 
used so the case is properly reflected in your reports.  

 

 
 

If the No Appeal option is selected and submitted, you will not be able to edit the case.   

 

Congratulations!  You have successfully processed a decision using CaseBuilder!  

 

 

 

 
 



 

 

 

 

Hearings 
When an appeal is filed on an unfavorable ruling, often a hearing will be held to hear both sides of the case to 
see if the initial decision should be reversed.  This section of CaseBuilder will assist you in keeping track of 
any pending hearings that you have and when and where those hearings will be held. 
 
CaseBuilder will show all hearings regardless of the venue, your level of participation or if the hearing is being 
held as a result of any level of appeal.   
 
To access the hearings to ensure that you are free on the date/time of the hearing, simply click on the 
Hearings box or tab on the main Dashboard.  There is a slight difference in what you may see depending on 
where you click: 

 To view all items – both pending and urgent - click on either the Hearings tab or select the link 

labeled Total Action Items from the Hearings box on the Dashboard. 

To isolate the items that are urgent, it is easiest to select the link labeled Urgent Items in the Hearings box.  
You can alternately sort the hearings into due date order using the previous methods to bring the most urgent 
items to the top of the listing. 
 

 
Don’t forget that you can sort the data into a different order, filter the data or simply work the cases as they 

are displayed. 



 

 

 

 

Reviewing a Hearing Notice 
When you select a pending hearing, you will be able to review the case.  The Case Summary provides 
information about the claimant; the liability associated with the case and will provide a link to the hearing 
notice that we received from the state.  Reviewing the actual hearing notice can be helpful in understanding 
the logistics of the hearing and any other information provided by the state agency. 
 

 
 
In the Case Summary section, you will have the option to request a postponement, request a venue change, 
add this hearing to your e-mail calendar or request a withdrawal from the hearing.  
 

Add to My Calendar 
Keeping track of unemployment hearings just got a lot easier with the addition of the Add to My Calendar 
link. By clicking on the link located in on the right hand corner of a hearing case CaseBuilder will create an   
e-mail calendar notification that will insert all of the Hearing Summary details into the body of the calendar 
reminder.  This calendar invite can be forwarded to individuals who are not set up with CaseBuilder access to 
remind them of an upcoming unemployment hearing.  
 
Add to my Calendar will work with Outlook, Lotus Notes, Google, Yahoo, Hotmail and iCal calendars. If you 
are unable to use the Add to my Calendar feature and you use Outlook 2003 or older, please contact 
Workforce Solutions and the version of the calendar feature can be simplified to work with that program.  

 

Hearing Prep Guides 
Hearing preparation guides are available within CaseBuilder. The guide will contain an overview of the 
unemployment hearing process. It will be located to the left of the “Add to my Calendar” link when viewing a 
hearing record in PDF format.  

 



 

 

 

 

Request a Postponement  
There may be times when you are unavailable for a hearing due to vacations, etc.  When a new hearing date 
is needed, click on the Request Postponement link next to the hearing date and time.   
 

 This option may not be available to you if your contract does not include consultation. 

 You will receive a copy of your request via e-mail and a copy will be sent to Workforce Solutions to 

handle.  

 
 
Hearings are governed by state regulations, which include guidelines for granting or denying postponement 
requests.  Please be advised that postponements are not guaranteed. 

Request a Venue Change 
Most hearings are held either as an in-person meeting or via a telephone conference call.  If the particular 
venue for this hearing does not work for you, you may request a change in venue by clicking on the link  
 
 
 



 

 

 

 

Request a Venue Change.   
 

 This option may not be available to you if your contract does not include consultation. 

 You will receive a copy of your request via e-mail and a copy will be sent to Workforce Solutions to 

handle. 

 
Hearings are governed by state regulations, which include guidelines for granting or denying requests to 
change venue.   Please be advised that venue changes are not guaranteed. 



 

 

 

 

Requesting Representation 
Depending on the complexity of the case or the terms of our agreement, you may request representation at 
the unemployment hearing.  When you want a representative to assist you during the hearing, click on the 
Request Representative button, CaseBuilder will provide you with a message box to make the request. 
Providing us with a reason that representation is being requested will assist us in making sure that we are 
connecting you with the right Hearing Representative for this case.   

 Depending on your contract, there may be an additional fee associated with a hearing representative. 

 
Once the request has been submitted, you will see the following message in the Hearing Representative 
Information section. 

 
Once a representative has been assigned, their contact information will appear where the request a 
representative button previously appeared. 

Hearing Referee / Judge Details  
Within a hearing record you will now be able to see the hearing officer’s name and telephone number as well 
as the street address for the hearing office. To access this information click on the reference number of the 
hearing record you need to review and scroll down past the Hearing Representative Information to see the 
Hearing Location Information section.  
 
While the judge’s address maybe listed in CaseBuilder, this does not mean the hearing is being held in 
person. Please check the Case Summary to verify if the venue is via telephone or in person.  

 
 
While the basic functionality is the same on any screen in CaseBuilder (sorting, viewing images received from 
the state, delegation, case comments, etc.), the amount of information and the actions you may need to take 
differ on the hearing records.   
 
 
 
 
 



 

 

 

 

Withdraw from Hearing 
In certain cases, you may no longer wish to pursue a case that has been scheduled for a hearing and you 
can withdraw from the hearing by clicking on the button at the bottom of your screen.  
 

 
 
After clicking this button, you will receive an alert to ensure this is what you intended to do: 
 

 
If you are certain that you wish to withdraw/not attend, then you can enter that reason and hit send e-mail.  
 

 This option may not be available to you if your contract does not include consultation. 

 You will receive a copy of your request via e-mail and a copy will be sent to Workforce Solutions to 

handle.  

 



 

 

 

 

Ready for Hearing 
Since this case is heading for a hearing, this is a good time to thoroughly review the key witness information 
to assure that the correct information is provided.   It is also a good time to review the documentation that has 
been provided.  As the states amend their laws, it may become less likely that new documentation can be 
introduced at the hearing, but if documentation hasn’t been provided, it can still be uploaded at this point. 
 
The hearing notice in CaseBuilder is more of a notification than a document that requires a response.  After 
you have reviewed the hearing information supplied in the Case Summary and – if necessary - any changes 
(key witnesses, venue, representation, etc.) have been made, you can select the Ready for Hearing button 
which will move the case from pending to submitted status in the application.  
 

 If your contract included consultation, your Workforce Solutions Consultant will reach out to you and / 

or your witnesses to ensure they are prepared to attend.  

o You may schedule specific time with your consultant by clicking on the Ready for Hearing 

button.  

 
 
When you select Ready for Hearing, you will receive a reminder that if you have not already provided 
documentation or witness information it needs to be done now. To go back click Cancel or to proceed click 
Ok. 
 

 
 
Hearing notices will remain in your casework until the date and time of the hearing have occurred. 
 
Congratulations!  You have successfully processed a Hearing using CaseBuilder!  

 
 



 

 

 

 

Favorable Decisions 
This tab will let you know how many favorable decisions you have received over a set timeframe.   
 

 
 
Clicking on the large number in the Favorable Decisions tab will display all of the favorable decisions received 
or select the Favorable Decisions tab to see the results of your efforts.  Remember that you can sort and filter 
the results or you can simply view the winning cases as they are displayed. 
 

 



 

 

 

 

Reviewing Favorable Decisions 
Once you have identified the favorable decision that you would like to review in more detail, simply click on 
the icon under the Details column.   
 
Under the Favorable Status section, a brief description of the winning decision will be provided as selected by 
your consultant.  Click on the State Documents link to see the decision from the state.  The state agency 
may provide additional insight into the actual decision and why we were able to work together to obtain a 
favorable decision. 
 

 
 
Please note that favorable decisions received in your dashboard will only contain decisions for the claimants 
that your have assigned responsibility for as the location contact.   
 
Users granted access to CaseBuilder as a delegate only user is not tied to a specific location/claimant group 
and will not be able to view favorable decisions on their dashboard.   If they would like to follow up on the 
results of a case they were assigned, the delegate should perform a historical search for that case and then 
click the Claimant Archive button that appears in the top right-hand corner. 
 
Super Users will have the ability to view all favorable decisions for their assigned responsibility if their Super 
User view is turned on.  For more information on Super User functionality, please contact your Account 
Manager.  
 
Congratulations!  You have successfully reviewed favorable decisions usin g CaseBuilder! 
 
 
 
 
 



 

 

 

 

Delegation 
Depending on the individual case, there may be certain times where you need assistance from someone else 
within your company to complete a request.  CaseBuilder gives you the option to reassign or “delegate” those 
cases to another registered CaseBuilder user.  You can delegate claims, decisions, and/or hearings 
documents. 

 
Depending on your company’s preferences, you may not have the ability to delegate cases. 
 
To reassign a case (or cases) open up any pending screen and select the case(s) that you wish to reassign 
by placing a check mark in the box before each case to be delegated.  When you have selected all of the 
cases to be moved to a particular user, select the Delegate Items box at the bottom of the screen. 
 

 
 
You may also delegate items on a case by case basis when you are reviewing the particulars of each case by 
clicking on the +Add Delegates button at the bottom of the Case Summary section. 



 

 

 

 

 
 
Regardless of the number of records you are moving, the remaining process is the same.  
 
You will see the items that you selected to reassign under the section Delegate Items.  You can sort through 
the listing by first or last name, SSN or Employee ID, or by work location.  If you inadvertently selected an 
item that you do not wish to delegate, simply click on the red “x” under “Remove” to take that item off the 
delegation list. From this screen you can also decide to review the information your delegate provides prior to 
it being submitted to Workforce Solutions. If you selected this option in your settings, this box will already be 
check marked.  
 
The contact list will show all of the contacts within your company that you have previously delegated work 
using CaseBuilder. You can scroll through the list of users or enter the name, phone or email address to 
search for a specific user if they are not on the list. Each time you delegate to a new user, your contact list 
will update to include that individual.  
 
From the delegation screen you can also send an e-mail to the delegate to let them know why you are 
assigning this work to them. Additionally, you can elect to receive an e-mail notification if this work becomes 
‘urgent’ prior to the work being submitted to Workforce Solutions.  



 

 

 

 

 
 

When you reassign a case (or cases) to another user, a note will be made in our system and in CaseBuilder 
for you to refer to later. 



 

 

 

 

When you click delegate, a message will appear that indicates “Your items have been successfully 
delegated” and the status icon will also change to “delegated”. 
 

 
 
If you look at the case detail screen for the record(s) you delegated you will notice that the + Add Delegate 
button changes to Delegation Details button.  
 

  



 

 

 

 

 
To see the details, simply click on Delegation Details button.  You will be able to view the date and time that 
a record was reassigned, who originally had the record (delegator) and who it is now assigned to (delegate).  
Anyone with access to this record can view the delegation details but only the Delegator has permission to 
cancel the delegation.   
 

 
 
Congratulations!  You have successfully delegated cases using CaseBuilder!  
 
 

 

 

 

 
 



 

 

 

 

Separations 
Another way that CaseBuilder can be used to streamline the process is to enter separation information as the 
separating event occurs.  By proactively supplying the separation details, if a claim is issued, Workforce 
Solutions should have all of the details necessary to reply to the state on your behalf without additional 
contact.  There are also times when you may receive the claim request at your location.  You can enter the 
information about the separation in the Separations tab and send the claim to Workforce Solutions to load.  
 
To enter a proactive separation, select the Separations tab from the menu across the top of the dashboard. 
The former employee’s First Name, Last Name, Employee ID or SSN and the state in which the former 
employee worked are required.  To ensure data quality, we have entered the In-house (client identification 
number) for you based on your login. 
 

 
 
Creating a new separation follows the same process as responding to a state request for separation 
information.  You will be given the opportunity to enter the reason for separation and any details using the 
smart wizard system, key witness information and supporting documentation can also be provided. 
 
To submit documentation, first enter all of the separation details and hit Submit.  You will be asked to upload 
the documentation after the data is validated. 
 
The complete set of questions that has been asked and answered is displayed on the proactive separation 
screen just the same as it does during the claim process.   
 



 

 

 

 

Once you are finished entering information and you click Submit, a window appears asking “Are you sure 
you want to submit? Y/N?”  If you choose No, you will be given the opportunity to go back to the separation to 
make any necessary changes.  
 

 

Uploading Documentation 
Once you are satisfied that all of the available information has been entered, simply select Yes to submit the 
information. At this time you will be given the option to upload or send any documentation that is available to 
strengthen your case.  

 
When you are done and have selected Finished, your separation information is immediately sent to 
Workforce Solutions and you will receive a message: “Your Separation has been successfully submitted”.   
 
To receive an e-mail confirmation of separation submission, click on the Submitted Separation link and 
select the separations that you would like a confirmation for.  You will have the ability to receive separate 
notices per separation or a combined notification of the separations selected. 
 



 

 

 

 

 
 
The email confirmation that is received will only provide basic details of the separation in order to protect the 
potentially sensitive information on a case. 
 

 
 
Separations are a client configurable option and may be turned on or off based on the preferences of your 

corporate offices. 
 
Congratulations!  You have successfully entered proactive separations using CaseBuilder!  
 
 



 

 

 

 

Reports 
CaseBuilder has two reports for users to run: Compliance Detail report and the Pending Summary report. 
Both are accessible from the Reports tab on the dashboard.  
 

 
 
CaseBuilder Application users are able to run reports for their location(s). Administrative level users are able 
to run reports by CaseBuilder user’s name. Super Users will be able to reports based on their account 
structure.  
 
Under the reports tab, CaseBuilder will give you the option to run either the Compliance Detail or Pending 
Summary reports. Click on the Report icon that corresponds to the description of the report you wish to run.  
 

 
 
 
 
 
 
 



 

 

 

 

Compliance Detail Report 
This report will provide you with a detailed analysis of your historical CaseBuilder activity.  
 
Once you have clicked on the report icon, your next screen will ask you to select your report parameters.  

 
 
You will be able to pull your report for a specific date range:  
 

 Last week (Sunday of the prior week through Saturday of the prior week) 

 Last month (Calendar Month) 

 Last quarter (Calendar Quarter) 

 Custom date range (can only pull data from the last 4 year of CaseBuilder activity and there is a 3 

month range per report) 

Select how you would like to have your reports filtered.  
 

 You can search for CaseBuilder contacts by first or last name, phone or e-mail address.  

Once you have made your selections, click Run Report. CaseBuilder will display the Compliance Summary 
page based on your search parameters.  
 

 



 

 

 

 

 
The option to export the displayed data to excel or PDF is available above the search results. If you click on 
the Create New Report your report parameters will be cleared and you will be able to run a new report or if 
you click on the Edit Parameters to change one (or more) of the parameters of your report. You will see 
these options on every screen of the Compliance Report.  
 
 
This page will display the following results: 
 

 Win percentage  

 Loss percentage  

 Overall compliance percentage for CaseBuilder separation questions (based on answers provided) 

 Number of non-protestable cases  

 Number of cases that do not have a decision on file  

 Number of requests for information sent to CaseBuilder by Workforce Solutions 

The “Total Submissions” will display the number of cases that were submitted by the location or CaseBuilder 
user for that time frame and the “Submission Compliance” will display the number of Total Submissions 
divided by the Total Requests sent through CaseBuilder for the same time frame.  
 
Click on any of the numbers highlighted in blue to review further information about those results.  
 
Compliance Details   
 
If you click on any of the percentages listed in the report results, the report will display a list of separation 
categories.  

 
 
You will see the overall compliance Q&A percentage by category as well as the total number of requests for 
information sent to CaseBuilder and the total number of submissions received within the application. 

 You will only see the categories that had activity during your report’s time frame. Categories with no 

activity will not be listed. 



 

 

 

 

 The possible separation categories are: 
 

 Protestable Involuntary  

 Voluntary 

 Still Working 

 Non Protestable 

 Other 

 Job Refusal  

 Labor Dispute 

 No Response (which indicates no response was received from your company via CaseBuilder on this 

request for information) 

If you wish to review additional details regarding compliance for a particular category click on the number 
listed for the total “Requests for Information” for the category you’re interested in reviewing.  

 This number represents the number of requests that were sent to CaseBuilder by Workforce 

Solutions for that separation category during the timeframe of your report.  

 

 

Each separation reason has been categorized. Those specific separation reasons will now be displayed 
along with the Q&A compliance percentage, the number of submissions from your company through 
CaseBuilder for that separation reason and number of requests for information sent to CaseBuilder by 
Workforce Solutions for each separation reason. 

 You will only see the specific separation reasons involved in requests for information during your 

report’s time frame listed on this screen. Separation reasons not used will not be displayed.   

Click on the number listed for the Total Submissions or Total Requests to see responses provided by your 
company for each specific case.  
 
 
 



 

 

 

 

 
For each case your report will now display:  
 

 Reference number  

 Claimant name  

 SSN / employee ID  

 Type of request 

 Due date of the document  

 Date the document was submitted by your company (Date Submitted)  

 The name of the individual who submitted the document (Submitted By) 

 Date the document was sent to CaseBuilder by Equifax Workforce Solutions (Date Received)  

 Percentage of questions answer (Question and Answer Compliance)   

 Length of time the case was in CaseBuilder before it was submitted (Response Time)  

 Current status of the case (Case Status) 

Click on the reference number to see the specific details provided on that claim. You will have access to the 
specific questions asked by CaseBuilder and answers provided by the CaseBuilder user as well as any 
documents uploaded on that case.  
 

 This screen does not have the export to PDF option.  



 

 

 

 

Pending Summary Report 
This report provides you with data regarding all cases in CaseBuilder that are currently pending that you have 
access to.  
 
Once you have clicked on the report icon that corresponds to this report type, you will be asked to select the 
CaseBuilder user you wish run this report for. CaseBuilder Application users will see only their own name 
listed.  

 Administrative users will be able to run this report for each CaseBuilder application user.  

 
Click on the icon listed under “View Report” to see specific details regarding all of the pending items available 
on that CaseBuilder user’s dashboard.  

 
 
That report will provide you with the pending items sorted by document type: claim, decision and hearing 
notice.  
 
The report will display basic claim data including: your company’s name, the work location of the claimant (if 
Workforce Solutions has that information on file), the CaseBuilder reference number, the claimant’s first and 
last name, the social security (or employee ID if Workforce Solutions has that information on file), the type of 
request, the date the document was received in CaseBuilder and the due date of the case.  
 



 

 

 

 

 
 
You will also be able to see delegation details including: if the record was delegated in CaseBuilder, who set 
up the delegation, who it was delegated to, if the item was submitted by the delegate and if the item was 
reviewed by the delegator.   
 

 
 
The last section of data will advise if the item was submitted, the date the document was submitted in 
CaseBuilder, the percentage of questions answered in CaseBuilder (claim section only), if documentation 
was provided and if witness information was provided.  
 

 
 
All sections of the report can be exported to excel by clicking on the link that says export to excel.  
 

Congratulations!  You have successfully viewed reports using CaseBuilder!  
 
 
 
 



 

 

 

 

State Form Entry 
As your third party administrator, Equifax Workforce Solutions generally receives all unemployment related 
documents directly. Several states have regulations in place that prevent direct mail to third party 
administrator or mail to the employer’s address as provided by the claimant rather than an address on file.  
 
As a CaseBuilder user, you will be able to upload unemployment related documents received directly into 
CaseBuilder so that Workforce Solutions can process and track the form. A new tab, State Form Entry, has 
been created and is available to all CaseBuilder users.   

 

 

Uploading a Document 
To enter a document received from a state agency, click on the tab labeled State Form Entry. You will be 
asked to select the type of document you will be uploading from a drop down menu. If you have a document 
that has a deadline of less than 48 hours, you should route this file directly to your service team for expedited 
processing.  
 



 

 

 

 

 
You can select: Claim, Fact Finder, Questionnaire, Determination, Hearing Notice or Decision. Make your 
selection to continue.  
 
You will then be asked to enter the name of the claimant, the state that issued the document and the 
claimant’s social security number. All fields are mandatory to continue.  
 

 
 
You will be asked to confirm that the state that issued the document is the same state where the claimant 
was paid. If it is different, you will be asked to indicate the state where the claimant earned money. If your 
organization provides Workforce Solutions with Work Locations via a data file you may be able to select the 
location where the claimant worked. If you do not see this option available to you, you can contact your 
Account Manager to have it enabled. Indicating the work location will help ensure accuracy of your Insight 
and CaseBuilder reports.  
 
CaseBuilder will prompt you to upload a copy of the document you received from the state agency. You can 
upload PDF or TIFF files. The file size limit is 50 MB.  
 



 

 

 

 

 
 
You should only attach one document per upload. Do not attach multiple state documents for the same 
claimant when using this process. You will also want to ensure that the first page of the document you are 
uploading is the details page of the state form.  The details page will vary from state to state, but should 
typically list the claimant’s name, social security number, state and form type.   
 

 
  
You will be able to browse through your saved files and find the state document you wish to attach. Before 
you upload the file, you will ask be asked to verify that you are attaching a single unemployment document.  
 
If there is an error in transmission you will be notified after you click upload. 
 
When you are done, click the continue button at the bottom.  
 

 
 
You will then be asked if you would like to add separation details or continue on without adding separation 
details.  
 



 

 

 

 

 
 
If you do not add separation details at this time and Workforce Solutions needs information, you will receive a 
request in CaseBuilder for those details at a later date. The state form will be sent to Workforce Solutions for 
review and processing.  
 

Adding Separation Details 

 
If you choose to add separation details and your organization sends Workforce Solutions separation reasons 
via a data file, you will be able to select the separation you would like to use. 
 

 
 
If none of the separation reasons we have on file for this claimant are correct, skip this step and add a 
completely new separation. 
 

 
 
You will then be asked to provide separation details, special pay and key witness information.  
 



 

 

 

 

 
 
If you click on the clear button, the document will transmit without separation details and you will be returned 
to the main page of the State Form Entry tab. If you have finished adding information, click on the continue 
button. 
 
You will then be given the option to upload supporting documentation.  

 

 
 
When you are done, click finished. Your state document and separation details will be transmitted to 
Workforce Solutions for review and processing. 

Reviewing Submitted Forms 
If you need to review the forms you have submitted, click on the link under the State Form Entry tab labeled 
Submitted State Forms.  
 



 

 

 

 

You will be able to see the claimant’s name, social security number, the state that issued the document, the 
time you entered the document and the file name. We will also show you if the file successfully uploaded or if 
there was an error in the upload process. Each file uploaded will purge 90 days after the date of upload.  
 
If you added separation information when uploading a state document, the details you added will be listed 
under the Submitted Separations section in the Separations tab. If you do not have the Separations tab, 
contact your service team so it can be added to your profile.  

 
 

Congratulations!  You have successfully uploaded a State Document!  


