
 

 

                                     Summarized Questions and Answers 

1. We know there is a tremendous volume coming into the UI 

call center and the website. Can you start off by describing 

what TWC is doing to handle the volume of claims and 

extending the capacity of the website and call center?  

 

TWC is hiring a lot more people to field phone calls, expanded the website, 

increased hours, increased the number of days (7 days/week). TWC has brought on 

additional call centers in addition to the 4 centers. The highest number of calls that 

TWC received in one day was about 60,000 calls. About 200,000 claims were 

addressed and checks were sent out. TWC is responding in big ways so that 

individuals are not placed on hold. TWC is continuing to take any input or 

suggestions but their team is moving fast to make sure that they take care of 

business. 

 

2. How far behind is TWC on issuing checks to those who have applied? 

 

On Monday, several checks had already gone out. Things are in motion and moving, 

and TWC is issuing checks so that individuals impacted can receive funds. On the 

federal level, there are additional things that may kick in. But $140M was paid out just 

last week.  

 

3. When a company receives the PPP Loans and brings staff back on payroll, 

how long will it take TWC to cut off those benefits to those employees? Will this 

cause an undue circumstance for those employees if they are getting some 

payroll and also unemployment benefits. Would they have to pay back that 

unemployment benefit?  

 

Claimants should report all work and earnings while they’re in claim status. If they file 

a claim and they report their work and earnings, their benefits would be impacted if it 

were above the 125% of their weekly benefit amount. Then, they would not be 

eligible for partial unemployment benefits. If they failed to report work and earnings, 

that would also have to be investigated. It would cause serious disruption to their 



claim. If it was done with intent to conceal their work and earnings, then that is 

considered fraud.  

 

4. Will the stimulus checks have an impact on eligibility requirements for 
unemployment insurance?  
 
They’ll have a little bit of an impact from the standpoint that more people would be 

eligible for unemployment than traditionally qualified. An important part of the 

stimulus package allows pandemic unemployment assistance for people who are 

independent contractors, sole proprietors and those who don’t normally qualify for 

unemployment assistance. As far as others that traditionally qualify, then the CARES 

Act will add an =additional $600/week for every claim that they have.  

 

5. I used the Mass Claims program to help our employees that were laid off.  Are 
these claims handled differently than individual claims? 
 
Yes. They are handled through a special unit within our unemployment office. They 

work with the employer (the mass claims staff) before the layoff occurs. The 

instructions on the mass claims page suggests concluding the mass claim at least five 

days before the layoff occurs that way the claim filings can be coordinated and 

simplified for all of the affected employees. Basically, the decisions on all the claims 

would be standardized because they’re all similarly situated. Chargeback protection 

would apply, any work separation that is related to a pandemic-related circumstance 

is resulting in chargeback protection for taxed employers.  

 

6. Can you talk about the subsidized childcare for essential employees? 
Employees covered under the Families First Coronavirus Response Act for up to 
12 weeks will get 2/3 pay to stay home and care for their children due to 
school/daycare closure. Many essential employees are opting to stay home to 
care for children than risk possible exposure; cost of childcare is also an issue 
for employees whose job function does not permit teleworking. 
 
The TWC childcare division has put out several informational pages on the childcare 

section of our website, regarding subsidies and childcare arrangements—especially 

for first responders. TWC is doing everything possible to ensure that first responders 

have access to childcare even with all the closures, and alternative arrangements are 

being made. The FFCRA requirement may apply but childcare is also working with 

those requirements to ensure that childcare costs are covered. Full details are on the 

TWC website. https://twc.texas.gov/news/covid-19-resources-child-care 

 



7. Is TWC open to making their OEI grants more flexible to allow funds to be 

used for the hospitality industry or other industries that have been hit hard by 

COVID-19?  

 

TWC presented several options at the TWC meeting yesterday, including flexibility 

with some of the funds—skills development and small business fund—and the focus is 

on businesses that are impacted by COVID-19 and the workers of those businesses, 

some of whom have been furloughed or have reduced hours. TWC is coming up with 

a streamlined application process and will have more information on that very soon.  

 

8. Also, would TWC be open to allowing more institutions to apply for OEI 
funding, such as technical schools, which would help disburse the funding more 
quickly? 
 
Currently, only the public community colleges and local workforce development 

boards are eligible grantees under the skills development fund. Those entities can 

partner with any entity to do training, with a business third party. It is possible that 

they could partner with a non-public technical school to do work with the community 

college.  

 

9. Are there any other options to get someone live to talk to someone over the 
phone? Many people have had no luck reaching someone over the phone.  
 
Online opportunities are there, but the additional 4 call centers have increased 

capacity for phone calls. Many people were getting busy signals, but these additional 

call centers will help with call volume for individuals to talk to a live person. 

 

10.  What are the grants and loans available to small business, especially those 

most impacted by COVID-19 such as restaurants?  

 

TWC has had town hall conference calls with Texas Restaurant Association—a huge 

amount of their members were on the phone in order to include their input in the 

conversation. The SBA has promoted the EIDL and PPP loans. Businesses can apply to 

either of them.  

 

The Economic Injury Disaster Loan Program (EIDL): This program provides 

$10,000 in advance for businesses that can prove economic injury. That is a quick 

infusion of capital.  

 



The Paycheck Protection Program (PPP): This is the second, probably most utilized 

program. PPP helps you retain your staff and will support you to do so. A high portion 

of that loan is forgiven if you can keep staff on the books. Capacity has also been 

increased for PPP grant.  

 

Other Resources: Yesterday, Governor announced partnership with Goldman Sachs, 

Lift Fund, and others providing over $50M of loans for Texas small companies. The 

portion allocated to Lift Fund has already been spoken for ($25M). The remaining 

$25M is available for others. TWC has compiled resources and information for small 

businesses to use on the TWC website. That website is updated, and it is also 

translated in Spanish. TWC has an FAQ page and an email subscription list for 

COVID-19 resources.  

 

11. I am considered an essential employer, construction contractor, I have 
employees who are afraid to work closely with each other, I also can’t find any 
of the PPE to buy and give them. If they don’t want to work can they file for 
unemployment?  
 
Normally, if you’re an essential contractor with an essential worker and you as an 

employer are able to furnish a safe workplace with all of the CDC-recommended 

personal protective equipment, then there is no good reason that the employee 

cannot come to work unless they are under shelter in place order or taking care of a 

family member with COVID-19. Normally, this person would be disqualified from 

benefits. But if your workplace has close working conditions and you’re unable to 

furnish PPE, then that person may have a claim if they quit or they’re replaced—they 

may be able to draw benefits. If it’s clear that the evidence shows the separation is 

COVID-19 related, then the employer’s account will not be charged back for those 

benefits. 

 

12. Once the “stay at home” order is lifted and things get back to normal, what 
options will I have if my employees refuse to return to work and still claim 
benefits from my company? I am offering them their job back. Will I be 
penalized if they are making that choice not to work? 
 
If they refuse to return to work, despite safe working conditions (OSHA compliant 

workplace and CDC recommended precautions in place) then they would be subject 

to potential disqualification, depending upon the exact facts that go into each 

individual case. They would be subject to potential disqualification under the ‘refusal 

to work’ provision under the law. Under the law, if a claimant refuses a suitable offer 

for work—they are subject to disqualification. If your company reports that to TWC, it 

would be investigated. There will be no chargeback to the employer’s account if it’s 



COVID-19 related. If they make the choice not to return to work, they’d be 

disqualified, and no benefits would be charged back from employer’s account. 

 

13. Are businesses required to pay more for people to be working through this 

pandemic?  

 

No, that would be a matter of the wage agreement. That’s a matter of supply and 

demand. Whatever it takes to fully staff a work shift is what the rate would be for the 

employee. Whatever it takes to get them on the job. That’s dependent upon the 

individual agreement between the company and its employees. 

 
14. If I pay my contract employees with 1099, am I going to be charged a UI tax 
for my contract employees that receive UI benefits? 
 
No. Simply because you have independent contractors—that fact by itself will not 
cause any charge to your company, because any COVID-19 related unemployment 
claim will not be charged back to employer’s tax account. For independent 
contractors, if they’re getting the PUA benefits under CARES Act, those are fully 
federally-funded, and they are not charged back to any individual employers’ 
account. 
 

 
15. How does an employer that furloughed employees claim that they offered 
the employees their job back? 
 
Keep documentation of the job offer. Make a clear, unambiguous offer for the 

employee to return to work. Demonstrate that the pay and benefits and hours are still 

the same. Make that clear in the job offer, do it in writing. Follow up with an email or 

letter. It is also possible for an employer to ask for assistance from local Workforce 

Solutions offices in order to relay a job offer to a specific claimant. The more 

documentation you have—the better. Then, if they still refuse to come back to work, 

then you’d have evidence to send to TWC to support the investigation into whether 

the claimant refused an offer of suitable work without good cause. Finally, the local 

Workforce Solutions Borderplex office is here to support you through those 

questions. At our call centers, we can connect you with a business services consultant 

that can speak with you directly on how to navigate those issues. 

 

 
 



16. Can or should businesses terminate employment if employee is refusing to 
work with the public for fear of safety? 
 
It would depend upon the availability of reasonable, CDC recommended PPE. If the 

employer is complying with OSHA requirements and complying with CDC 

recommendations (e.g. gloves, social distancing, hand sanitizer), then fear of working 

with the public by itself is probably not going to be a good enough reason for that 

employee not to go to work or not do their job. You would want to document the fact 

that the company is compliant with the guidelines and that the employee is given 

reasonable notice that the employee understands the consequences for not doing 

their job. Employees who refuse to do their job might be subject to disqualification.  

 

17. Is there some ombudsman type person that can be contacted to ask 
questions per community on status of claim? 
 
Commissioner Demerson will bring this question to TWC to ask how TWC can have 

someone locally to take questions. However, TWC has regional representation across 

the state. Please do reach out to those individuals. TWC has a team in Austin and in 

our regional offices that are ready to assist you. 

 

Muriel Borders 

Regional Representative 

Muriel.Borders@twc.state.tx.us 

(915) 258-9298 

 

Chandra Eggemeyer 

West Texas Representative 

Chandra.Eggemeyer@gov.texas.gov 

 

18. Are there any other local resources available to assist?  

 

The local Small Business Development Center (SBDC) is another good resource in El 

Paso, as well as Workforce Solutions Borderplex. Both organizations can aid with any 

questions that you may have and direct you further for your claim. 

 

 
 

mailto:Muriel.Borders@twc.state.tx.us
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19. As an employer is there a different phone number when responding to an 
unemployment claim? 
 
Yes. Commissioner Aaron Demerson represents employers and Commissioner Julian 

Alvarez represents the labor side. Here is the hotline information: 

 

Employers: 1 800 832 9394 

Claimants or employees: 1 800 832 2829 

General office at agency: 1 800 628 5115 

 

20. Do you have any other advice? 

 

It is important that you communicate with stakeholders during this uncertain time—

those you owe money to and those who owe you money. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Equal Opportunity Employer/Program. Auxiliary aids and services are available upon request 

to individuals with disabilities.  Relay Texas: 711 (Voice) or 1-800-735-2989 (TTY)    


