
EDDNext High Level Roadmap
(As-of December 2023)

Shared Customer Portal (SCP, 
aka myEDD)

Integrated Contact Center (ICC) 

UI Application Online 
Enhancements

Social Media and Voice of the 
Customer  (VotC) Tools

ID Proofing and Fraud/Data 
Analytics

Integrated Claims Management 
System/Integrated Data 
Management (ICMS/IDM)

Document  Management 
System (DMS)

FY 22-23 FY 23-24 FY 24-25 FY 25-26 FY 26-27

Multi-Factor and Enhanced Self-

Service

Additional 6 languages
Implementation of enhancements (e.g., 

Intake Navigator)*

Current Contact Center Platform 

Enhancements

DI/PFL Modernization 

Pilot

Application Intake Forms and Web 

Mock-ups for UI, DI and PFL

Reduced 

Questions

Workstreams

Complete Project Approval Lifecycle and Procurement for System Integrator

Completed

In Progress

Not Started

Complete Project Approval Lifecycle and Procurement for Vendor

Implementation of Minimum Viable 

Product* 

Implementation of DMS* 

Social Media Tool Procurement and 

Implementation

ID Proofing Market Research ID Proofing Procurement ID Proofing Implementation*

Planning and implementation of additional logging, data analytics, and reporting

Voice of the Customer Tool Market Research
VotC 

Procurement
VotC Implementation*

*Implementation timeline may vary based on procurement outcome

SCP Procurement

Simplified 

Language

UI Modernization Pilot

Incremental Delivery of DI/PFL, UI, Tax ICC Features

Tax Modernization Pilot

Ingest SCP 

logs
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