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Department of Labor and Industrial Relations  
 Leonard Agor, Director 
 Audrey Hidano, Deputy Director 
 
Mission and Vision 
 
The Department of Labor and Industrial Relations (DLIR) promotes the economic 
security and safety of Hawaii=s workers and works to strengthen economic workforce 
development in Hawaii.  DLIR seeks to facilitate and develop high quality skills and 
productivity in the work life of Hawaii=s people.  Hawaii=s workers need quality skills to 
complete successfully in a global economy and thereby maintain a secure work life.  A 
strong Hawaii workforce can promote and maintain a diverse and prosperous economy 
as well as preserve our special quality of life.  This vision can be accomplished by 
developing a highly skilled workforce, enhancing workplace productivity, and increasing 
opportunities for employment.  DLIR is the principal department responsible to policies 
and programs relating to workforce and workplace issues.  Its employees service the 
interests of Hawaii=s workforce and impact over one-half million workers and nearly 
27,200 employers. 
 
Goals and Objectives 
 
The primary functions of the department are: 
 

! Promote access to employment and fulfill employers= workforce needs. 
! Alleviate the economic hardship of workers during periods of disability or 

temporary unemployment. 
! Protect the employment rights of workers and assure a safe and healthy 

workplace. 
! Develop, deliver, and coordinate information to meet labor market supply 

and demand. 
! Promote harmonious industrial relations. 

 
Accomplishments 
 
DLIR builds collaborative partnerships with private sector employers and with public 
sector agencies to implement and reinforce the critical link between economic and 
workforce development.  Opportunities for high skill, high wage, and high performance 
jobs are planned in conjunction with developing capacities of the workforce to deliver 
needed skills to the workplace. 
 
Workforce development needs are identified through these partnerships aided by a cost 
effective labor market and occupational information system.  DLIR seeks to improve the 
employment and job training system to be responsive to and meet the changing needs 
of businesses and employers in Hawaii.  Strategies for workforce development include 
assistance to employers to develop high performance workplaces, and skills 
improvement of current employees.  Our One Stop Career system makes workforce 
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employment and job training resources universally accessible to the existing workforce, 
new workforce entrants, and employers. 
 
Collaboration between DLIR and the community colleges and public schools expands 
the articulations of programs between high schools, community colleges, and work.  
Career based learning, including work experience, internships, job shadowing, 
structured youth apprenticeship training, and mentoring is built through partnerships 
between educators, job trainers, employers, and unions. 
 
In its Quality of Work Life programs, DLIR assures that its standards remain high 
through a partnership of prevention, education, and enforcement.  DLIR is committed to 
consult with and provide compliance assistance to employers rather than punish and 
impose enforcement penalties.  DLIR educates employers regarding compliance with 
labor laws.  The Department also encourages employers to consider that safety and 
prevention are a regular part of doing business because it is in the best interest of 
workplace productivity, efficiency, and cost reduction in the long term. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

http://www.dlir.state.hi.us 
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Administrative Services Office 
 

Roy Umehira, Business Management Officer 
 
 
Goals & Objectives 
 
• Ensure that the integrity of financial information reported complies with federal 

and state regulations and audit requirements. 
• Facilitate and expedite the processing of transactions that benefit our 

customers’ programs and services through improved work processes and 
procedures. 

• Ensure that the services that we render assist and benefit our programs in the 
delivery of services they provide to the public. 

• Educate the users of our reports so that they can better serve the public. 
 
Action Plans 2003-2008 
 
• Evaluate and improve our work processes to benefit our customers. 
• Provide training and workshops for DLIR programs throughout the year on 

proper procedures and processes to initiate required goods/services. 
• Develop data collection procedures to measure performance. 
• Develop performance outcomes to ensure customer satisfaction. 
• Procure new cost accounting and purchase order systems, and a new 

disability compensation benefit payment system to remedy timeliness 
compliance issues. 

• Apply Information Technology (IT) to the fullest extent possible. 
 
Performance Monitoring Process 
 
• Work processes are reviewed and measured to improve processing time. 
• Customer satisfaction is measured to insure continuous improvement. 
 
Accomplishments 
 
• Customer Service 

 
The Administrative Services Office (ASO) work teams meet to evaluate and 
improve work processes to benefit our customers.  ASO meets with our 
customers to find ways to expedite and improve services.  After the work 
processes are improved, training for Department of Labor and Industrial 
Relations (DLIR) employees is provided on the revised procedures. 
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• Information Technology 
 

ASO continues to serve as the lead for the Department’s IT Strategic Plan to 
ensure that DLIR maximizes the use of our IT resources to the fullest extent 
possible and to provide timely, reliable, and accessible services to the public.  
The Department’s IT Executive Steering Committee was established to 
develop strategies to enable the department to achieve departmental 
objectives such as a comprehensive security policy, equipment and 
infrastructure standardization, standard disaster recovery functions, and use 
of the most effective information technology by all divisions.  The EDPSO 
serves as staff to the IT Steering Committee. 
 
ASO is working toward developing state-of-the-art applications to expedite 
and facilitate the purchasing of goods and services for all programs 
throughout the department. 
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Disability Compensation Division
Gary Hamada, Administrator

Goals and Objectives

! Ensure efficient processing of claims, to include timely provision of medical
services and timely payment of benefits to injured workers.

! Ensure employer compliance with worker’s compensation, temporary disability
insurance, and prepaid health care insurance coverage requirements.

! Ensure that health plans provide benefits required under the prepaid health care
law.

Action Plans: 2003-2007

! Improve Disability Compensation Division’s (DCD) information systems to
facilitate timely quality customer service.

! Improve programs by clarifying objectives and eliminating ineffective and
unnecessary bureaucracies.

! Empower employees to participate in creation of the division’s vision and
improvements.

! Provide employees with tools and training to enable optimal performance.
! Provide customers with information to facilitate their positive participation in DCD

program activities.

Performance Monitoring Process

! Measures of effectiveness and standards of performance are established and
monitored.

Accomplishments

The DCD continues to upgrade its information system to position itself to eventual
migration from a mainframe to data warehouse, client server environment.  This upgrade
will result in greater office efficiencies, better service to our customers and a more
accessible database.  The DCD will establish and utilize a DCD Website to enable
easier public access to information.  Finally DCD hopes to obtain funding to enable
electronic filings in our continuing efforts towards a paperless office.

The Facilitator’s Office, created to assist injured workers, insurance carriers, health care
providers, and the general public is an important contributor to the DCD’s efforts to
reduce adversity through providing useful information and facilitating positive
communication and cooperation between parties of interest.

The DCD recognizes the value of empowered and motivated employees. DCD will
continue to work towards establishing an office environment and culture which enables
its employees to actively participate in making the DCD the most sought after office in
State government.



Page 2

Benefit programs governed by DCD provide health care and economic relief to workers
for on or off the job injuries or illnesses.  DCD’s goal is to ensure timely processing of
claims and provision of medical benefits, ensuring employer compliance with insurance
coverage requirements, conducting administrative hearings, and reviewing health benefit
plans.

Extensive initiatives are continuing to reduce adversities and to encourage all parties to
work together to reach this goal.  DCD is committed to ensuring timely and fair
compensation to Hawaii’s workforce.  DCD has also increased its efforts to educate the
customers we serve by participating in workshops and public speaking engagements.

! Workers’ Compensation

An employer paid insurance program, Workers’ Compensation (WC) provides
economic relief for employees injured on the job.  WC benefits include medical
and hospital expenses, lost wages, permanent disability, disfigurement, and
vocational rehabilitation.  Workers’ compensation costs stabilized and increased
by $21 million during the year 2001.  Safety and prevention emphasis continue to
be a high priority.  Aggressive administrative measures continue to reduce
adversity through promotion of positive communications and cooperation and
elimination of ineffective bureaucracies.  The Facilitator’s Office, created to assist
injured workers, insurance carriers, health care providers, and the general public
continues to be an important new contributor to this effort.

! Temporary Disability Insurance

This employer provided program provides partial wage loss benefits to
employees who suffer off-the-job injuries or illnesses.

! Prepaid Health Care

As an employer requirement, Prepaid Health Care (PHC) provides health care
benefits to workers for off-the-job injuries or illnesses.  Coverage includes
hospitalization, surgery, medicine, diagnostic test, and maternity benefits.  Hawaii
is the first state to adopt a prepaid health care law and continues to be a leader
in providing universal health care coverage.

DCD Activities FY 2002

Investigations  10,557
Audits      870
WC Claims 30,225
WC Hearings   2,582
Voc Rehab Referrals      643
New employer registrations   4,481
WC Decisions   9,752



Employment Security Appeals Referees’ Office

Joyce Pang, Appeals Officer

Goals & Objectives

! In conjunction with the DLIR mission to provide benefits to workers who are unemployed
through no fault of their own, the Employment Security Appeals Referees’ Office
(ESARO) mission is to conduct fair and impartial hearings and render timely decisions
within federal standards with improved efficiency, better service, and increase customer
satisfaction.

Action Plans: 2003-2007

! Provide better service through more informational by the creation of a website, and
prompt notifications to appellees simultaneous with notice to appellant.

! Increase customer satisfaction through staff courtesy training, quality control, and a
suggestion box.

! Bring work to current status through full automation conversion to improve production,
intake, disposition, scheduling, and communication.

Performance Monitoring Process

! Measure and review the following work processes for efficiency and customer satisfaction:

EMPLOYMENT SECURITY APPEALS REFEREES’ ACTIVITIES
Fiscal Year 2001-2002

2001 2002 % Change

Appeals outstanding, start of fiscal year   477   356 -25.4%

Appeals filed             2,917             3,265 11.9%

Appeals disposed             3,038             3,233   6.4%

Appeals outstanding, end of fiscal year   356   388   9.0%

Percent of Decisions issued 
from date of appeal:

0-30 days     74%     76%
0-45 days     86%     90%

Percent of decisions favorable 
to appellant:

Total     23%     25%
Claimant     22%     23%
Employer     30%     36%
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Hawaii Occupational Safety & Health Division
Jennifer Shishido, Administrator

Goals & Objectives

! Improve workplace safety and health for all workers.
! Change workplace culture.
! Secure public confidence.

Action Plans 2003-2007

! Prioritize High Risk Inspections.  Focus statewide attention and division
resources on the most hazardous industries, the most prevalent types of
workplace injuries and illnesses, and the most hazardous workplaces.

! Information Outreach.  Promote programmatic/systematic approaches to
occupational safety and health in the workplace; make occupational safety
and health information readily accessible to employers, workers, and the
general public; involve workers in all aspects of occupational safety and
health in the workplace.

! Improved Service.  Respond effectively to legal mandates to provide
workers with full protection under the Hawaii Occupational Safety and
Health (HIOSH) law; reduce response time for accidents and complaints
to effectuate prompt worker protection; provide the review process to
reduce cost and time lapse for HIOSH, employers, and workers.

Performance Monitoring Process

! HIOSH is partnering with the Occupational Safety and Health
Administration (OSHA) to develop new or enhanced measurement
systems to establish baseline data and track program effectiveness. 
HIOSH will also be correlating this data with the Workers’ Compensation
incidence rates and with the Bureau of Labor Statistics’ (BLS) injury and
illness incidence rates for specific industries because HIOSH uses the
Workers’ Compensation data to select establishments for inspection or
cooperative compliance options.  Meanwhile, HIOSH will  use as many
data systems as necessary to evaluate program effectiveness.

Action Steps

! Inspections

P Reduce hazards injuries and illnesses by 15% in construction, local
government, and nursing homes.
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P Reduce ergonomic disorders in grocery stores and nursing homes
and upper extremity disorders in local government by 15%.

P Reduce ergonomic disorder, fall from heights struck, by and struck
against injuries by 15% in the construction industry.

! Information Dissemination

P 50% of establishments that receive a major HIOSH intervention
implement an effective safety and health program or significantly
improve their existing program by FY 2003.

P Increase familiarity with significant HIOSH standards through
outreach activities.

P Increase worker involvement in safety and health.

! Partnerships
P Increase involvement of HIOSH stakeholders and partners in

HIOSH activities, processes, and programs.
P Reduce the contest case lapse time by 50% by FY 2003.
P Respond to fatality and catastrophes within one working day for

95% of occurrences in order to identify the cause of the accident(s).
P Initiate investigations of 80% of complaints and referrals within five

days of notification to eliminate or correct existing hazards.
P Improve customer service to HIOSH’s external and internal

customers.

In fiscal year 2001-2002, HIOSH conducted 793 inspections and uncovered
1,490 violations, of which 681 violations were determined to be serious. 
Employers were assessed $687,754 in penalties for these violations.  These
inspections had a broad impact, as more than 25,762 people worked at the
businesses that were inspected.

HIOSH also conducted 7,000 boiler and elevator inspections and cited 2
violations.  State inspectors inspected 75% of all heating, boiler, and pressure
vessels.  State-certified insurance company inspectors inspected the remainder.
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Personnel Office  
 Edwin Goto, Personnel Officer 
 
Goals & Objectives 
 

! Improve direct services to our customers: the employees, supervisors, and 
managers of the department. 

! Increase utilization of information technology to enhance and improve 
productivity. 

 
Action Plans: 2002-2007 
 

! Conduct customer survey. 
! Develop methods and procedures for collecting and responding to ongoing 

customer feedback and responses. 
! Increase staff training for personal and professional growth. 
! Continuous improvement in use of new automated State Human Resource 

Management System (HRMS). 
 
Performance Monitoring Process 
 

! Natural work teams within the office meet on an ongoing basis to discuss, 
evaluate, and develop improvements in responses to customer input.  

! Workload fluctuations cannot be controlled and measures of effectiveness 
are based on timeliness and accuracy.  Logs and records of activities are 
maintained and reviewed on a periodic basis. 

 
Accomplishments 
 
 ● Civil Service Reform 
 

The Civil Service Reform Act, SLH 2000, led to the repeal of the large 
majority of Personnel Administrative Rules.  While these rules will 
eventually be replaced by policies and procedures (P&P), challenges 
arose in ensuring that any actions taken now would be supported by the 
yet to be promulgated P&P. 

 
A significant shift in the status designations of employees, both permanent 
and temporary, to be implemented July 1, 2002 involved a new concept of 
“civil service membership.”   Preparing for this change created an 
unanticipated surge in transactions processing workload.   

 
 ● Automation 
 

An indication that staff has become accustomed to the new automated 
Human Resource Management System (HRMS) for transactions  
 


