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Chapter 1 - Introduction and Overview

Overview
The Southeast Regional Leadership Team worked to bring integration to the region. The

team enthusiastically embraced the Next Generation Career Center Model. The team
designed the customer flow to develop a lean principle that reduces time and cost, which is
customer centered.

The model allows us to design a regional support team that provides administration and
subject matters support functions. This would include leadership capacity, administrative
support, fiscal processing, research, business services and outreach, quality assurance,
customer tracking, trainers and other subject matter experts. The WIB, one-stop operator
and DWD would share staffing functions for this team.

Southeast Region has developed an integrated service delivery model which will provide
quality integrated services and products to each customer who uses the system. In order
to achieve this system, all services and products are integrated into functional units as
opposed to program and/or funding streams. All policy issued by the Missouri Division of
Workforce Development that is in conflict with this plan will overrule this plan and become a
part of this plan. In turn, those same policies will affect and overrule the procedures
outlined below.

The model Southeast Region has chosen for integration is unique. The plan’s focus is
about services to customers and defining staff functions with little or no emphasis on
geography. Southeast’'s Region model will unite all staff into one region. The purpose of
this document is to outline the procedures to be used to deliver those services.

A. Veteran Priority

Veterans that come through the Missouri Career Center System are eligible for “priority
rights of service”, that is, they are entitled to certain preferences within the job searching
and job referral process.

All Missouri Career Center staff will be trained on Veteran’s “priority rights of service” and
where Veterans can receive other needed services. All staff must become familiar with and
comply with DWD Issuance 09-2008 “Priority of Service to Veterans”.

1. Priority of Service Defined: Priority of Service is defined as the right of eligible
covered persons to take precedence over eligible non-covered persons in obtaining
DOL-funded services. This means:

e The covered person receives access to the service or resource earlier in time
than the non-covered person; or

e If the service or resource is limited, the covered person receives access to the
service or resource instead of or before the non-covered person.
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It is important to understand that Priority of Service does not change the intended function
of a program or service. Covered persons must meet all statutory eligibility and program
requirements for participation in order to receive priority for a program or service.

2. Implementing Priority of Service: The regulations provide that priority of service
mean the right of eligible covered persons to take precedence over eligible non-
covered persons in obtaining services. They further specify that taking precedence
may mean:

e The covered person receives access to the service or resource earlier in time
than the non-covered person; or

< If the service or resource is limited, the covered person receives access to the
service or resource instead of or before the non-covered person.

e The regulations specify how priority of service is to be applied across three
different types of qualified job training programs:

B. ADA Compliance

In compliance with Federal requirements of the Americans with Disabilities Act (ADA),
Missouri Career Center team members must not directly or indirectly deny a qualified
individual with a disability the opportunity to participate in or benefit from the aid, benefits,
services, or training on the basis of disability.

Reasonable accommodations will be made in services and procedures when necessary.
Programs will be operated so that they are readily accessible to and usable by the
individuals with disabilities in the most integrated setting. Communications with persons
with disabilities must be as effective as communications with others.

Reasonable accommodations will be made in policies, practices, or procedures when
modifications are necessary to avoid discrimination on the basis of disability, unless making
the modifications would fundamentally alter the nature of the service, program or activity.

In the event of a grievance complaint, procedures, forms, and any other necessary
information will be made available to individuals with disabilities.

C. New Customer Definition

In converting to this new model a new customer is defined as:

1. A customer who has never used the Missouri Career Center Services.

2. A customer who has not used Missouri Career Center Services in the last 12

months.

Exited out of Toolbox 2.0 and not enrolled in a program

4. Has not successfully completed a Missouri Career Source registration and Toolbox
records do not verify scores for WIN or Workkeys within the last year.

w
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However, all returning customers should be notified of the new procedures and will be
encouraged to go through the new Welcome Team procedures.

D. Confidentiality Statement

The Southeast Region complies with DWDs Confidentiality Policy DWD Issuance 01-2008
“Division of Workforce Development (DWD) Confidentiality and Information Security Plan”.
It is required that all Missouri Career Center staff observe an on-line PowerPoint tutorial
presentation and associated test which will be made available through Alchemy, attain a
score of 100% on the Confidentiality Test, and complete the User Attestation Form. All
authorized users must complete this process before they can access confidential
information. Training is designed to familiarize all employees with privacy issues and
guidelines for the use of confidential data maintained by DWD, Workforce Investment
Board of Southeast Missouri, all Career Center staff and partner agencies.

When customers access MissouriCareerSource.com the information submitted is “only
used for the specific purpose for which it is intended. We do not disclose, give, sell or
transfer any personal information about Career Center visitors, unless required for law
enforcement or statute. Customers registering with Career Center staff should be reminded
of this.
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Chapter 2 - Functional Leadership Policies

Overview

In the Southeast Region Missouri Career Center system integrated model, functional
leadership will play a key role within the operations. To implement this supervisory
approach, each full-service Career Center will have a Functional Leader who is directly
responsible for day-to-day operational activities. The Functional Leader will make
operational decisions concerning customer flow, deploy staff as necessary to manage the
customer flow, and be responsible for the overall quality and effectiveness of Missouri
Career Center services. The Functional Leader will also be an active participant in the
delivery of customer service as needed. The functional supervision model recognizes that
the contracting organization is considered the employer of record and has internal human
resource functions that must be managed within their organization. Such functions would
include final hiring and firing decisions, benefits administration, and time and attendance
reporting. However, it should be noted that even in these critical human resource areas,
the Functional Leader will have input and the opportunity to influence decisions.

Southeast Region consists of Bollinger, Cape Girardeau, Dunklin, Iron, Madison,
Mississippi, New Madrid, Pemiscot, Perry, Scott, St. Francois, Ste. Genevieve, and
Stoddard counties. There is a full-service Missouri Career Center in St. Francois County. It
is expected that a contractor ensure staffing of a Functional Leader at this location. There
are satellite Missouri Career Center sites in Cape Girardeau, Scott, Pemiscot, and Dunklin
counties. Interested organizations should understand that the SE WIB is looking for a
contractor that can ensure staffing of a shared Functional Leader to be coordinated
between Cape Girardeau and Scott County satellite centers and a shared Functional
Leader to be coordinated between Pemiscot and Dunklin County satellite centers.

 Park Hills Missouri Career Center, 1 Functional Leader

e Cape Girardeau Missouri Career Center, 1 Functional Leader shared with
Sikeston Missouri Career Center.

e Sikeston Missouri Career Center, 1 Functional Leader shared with Cape
Girardeau Missouri Career Center

 Kennett Missouri Career Center, 1 Functional Leader shared with
Caruthersville Missouri Career Center

e Caruthersville Missouri Career Center, 1 Functional Leader shared with
Kennett Missouri Career Center
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A. General Customer Flow

Each comprehensive and non-comprehensive site in the Southeast Region will utilize a
common customer flow model. This model has been developed based on customer need.
Customers will enter the Missouri Career Center office based on choice, not county of
residence. All customers will be greeted upon arrival and given prompt service using the
triage process outlined in this policy guide. For first time customers age 18 or older, staff
will determine if the customer is interested in employment. Customers seeking employment
will complete an application in Missouri Career Source (MCS) and a brief yet
comprehensive Needs Assessment. The Welcome Team staff will conduct a Structured
Interview with the customer and based on the results of the Needs Assessment and
Structured Interview, will refer the customer either to the Skills Team or the Employment
Team for additional services or products.

Team leaders will be responsible for ensuring that there is an interrelationship to all the
teams/functions. All team leaders will need to work together to answer questions regarding
flow of customers. All teams need to solve customer service questions together. A strong
team to team relationship will be developed.

The plan for Southeast Region refers to teams; however, it should be noted that the use of
the word team refers to the function of the services/product delivered and not to the staff
located in the team.

B. Policy’'s and Procedures

It is the Functional Leader’s responsibility that all staff must comply with the following policy
and procedures when working with specific programs:

DWD Missouri Employment Training Program (METP) Manual
DWD Trade Readjustment Act (TRA) Policy Manual

DWD Worker Profiling Desk Aide

DWD Labor Exchange Policy Manual

Workforce Investment Act of 1998

C. Role of the Functional Leader

Each Functional Leader must have the authority to organize staff by function, designate
team leads, and establish the duties of each team. The Functional Leader will focus on the
day-to-day supervision of service delivery. The formal supervision (hiring, firing, and
appraisal) is done by the employer of record such as state merit staff or service provider
agency staff.
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1. The Functional Leader will:

Schedule daily team assignments and work flow.

Arrange daily work schedules to ensure proper coverage.

Coordinate vacations/unscheduled absences with employer of record to ensure
center coverage.

Ensure staff is properly trained, and provide technical assistance as needed.
Provide constructive feedback to Career Center staff regarding their duties.
Provide input regarding employee performance to formal supervisors.

Notify formal supervisor immediately of any leave requests or unexcused
absences, disciplinary needs, changes in employee status (resignations, etc.).
Identify career center staffing needs to One-Stop Operator.

Responsible for distribution of WIA funds and any other funding pools.

2. The Functional Leader will not be responsible for:

The interview process of Career Center staff (unless designated to do so).
Disciplinary action of staff.

Completing performance appraisals, except for staff in their direct employ.
FMLA.

The Functional Leader will not have access to personnel information or disciplinary actions
for staff unless under their direct employment.

The Functional Leader must be housed in the One-Stop Career Center. In non-
comprehensive Career Centers, Functional Leaders are not required to be on-site full time,
provided that the Functional Leader spends at least one day a week at the non-
comprehensive site and the management strategies are outlined in the Business Plan.

Revised
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Chapter 3 - The Welcome Team Process Overview

Welcome Team Mission

The Southeast Region Welcome Team will greet customers; begin the assessment of
customer skill levels consistent with employer needs, and direct customers by marketing
the services and opportunities of Missouri Career Centers in a manner that captures the
customer’s interest, while maintaining integrity of data.
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Job Descriptions

Job Description: Switchboard Operator

Functional Responsibilities

Answer all incoming calls, routing calls promptly and correctly to proper Missouri
Career Center staff

Take and relay urgent messages to Missouri Career Center staff

when necessary

Serve as back up receptionist for the Welcome Team and manage the duties
assigned to this position

Other clerical duties as assigned

Greet customers in a friendly, welcoming, and professional manner

Determine the purpose of each customer’s visit and direct them accordingly
Schedule appointments for customers as needed

Answer questions about the Missouri Career Center’s services and resources, as
well as other community resources when necessary

Provide clerical and administrative support to the Welcome Team in a confidential
and professional manner

Assist with data entry and special projects as needed

Other clerical duties as assigned

Qualifications

Must possess high school diploma or GED

Basic knowledge of Microsoft Office and familiarity with common office equipment
Strong customer service and organizational skills

Must have one year of experience working with a multi-line phone system

Must have one year of reception experience and/or customer service experience
Excellent verbal and written communication skills

Sensitivity to customers with diverse backgrounds and in stressful situations
Ability to maintain confidentiality of customer information and records in accordance
with the Division or Workforce Development (DWD) Information Security Policy.
Ability to work both independently and as a part of a team

Ability to multi-task and work under pressure

Versed and skilled in telephone etiquette

Adaptable and flexible to respond to customer concerns and needs

Job Description: Receptionist

Functional Responsibilities

Greet customers in a friendly, welcoming, and professional manner
Determine the purpose of each customer’s visit and direct them accordingly
Schedule appointments for customers as needed
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Answer questions about the Missouri Career Center’s services and resources, as
well as other community resources when necessary

Provide clerical and administrative support to the Welcome Team in a confidential
and professional manner

Assist with data entry and special projects as needed

Answer phone when necessary and serve as backup to switchboard operator
Other clerical duties as assigned

Qualifications

Must possess high school diploma or GED

Must have one year of reception experience and/or customer service experience
Must have one year of experience working with a multi-line phone system

Basic knowledge of Microsoft Office and familiarity with common office equipment
Strong customer service and organizational skills

Excellent verbal and written communication skills

Sensitivity to customers with diverse backgrounds and in stressful situations
Ability to work both independently and as a part of a team

Ability to maintain confidentiality of customer information and records in accordance
with the Division or Workforce Development (DWD) Information Security Policy.
Ability to multi-task and work under pressure

Versed and skilled in telephone etiquette

Adaptable and flexible to respond to customer concerns and needs

Job Description: Employment and Training Advisor

Functional Responsibilities

Decide what team will perform enrollments in TRA, METP, or Worker profile/RES.
For example, if METP participant is interested in training they would be referred to
the skills team for enroliment, if not they would be referred to the employment team
for enroliment.

Conduct a one-on-one interview to assess the skill levels, aptitudes and abilities of
Career Center customers and concurrently enter required application information
into the Toolbox system

Evaluate the service needs and barriers to employment of Career Center's
customers

Enter 10 demographics into Toolbox for each customer, opening their electronic
Toolbox file

Set up and facilitate WIN assessment activities and analyze assessment results
Record assessment and other services provided in Toolbox, including entry of
service notes to document customer interactions

Based on assessment information, refer customers as appropriate to the Skills
Team of the Employment Team

Begin development of the Individual Employment Plan (IEP)

Assist customers through each step of the Welcome Team process

Schedule appointments when necessary for customers to return

Other duties as assigned
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Qualifications

Bachelor’'s degree or substitute work experience year for year.

Ability to work as a member of a functional team that provides employment and
skills development services to job seekers

Knowledge of skills and aptitude assessment tests and ability to interpret and
analyze test results. Ability to conduct customer interviews seeking information
that will assist in the identifying service needs

Ability to accurately and efficiently enter records into a management information
system

Ability to maintain confidentiality of customer information and records in
accordance with the Division or Workforce Development (DWD) Information
Security Policy.

Ability to work with diverse populations with diverse backgrounds

Strong customer service and interpersonal skills

Excellent verbal and written communication skills

Skills in multi-tasking and ability to efficiently produce accurate work under
pressure

Ability to work both independently and as a part of a team

Revised
9/30/2010
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Chapter 4 - Switchboard Process

The main function of this position is to route customer calls to the appropriate destination
within the Missouri Career center. This is done in a professional and friendly manner at all
times, regardless of any circumstances. There must be someone in this function at all times
during hours of operation. The phone should be answered by the third ring unless assigned
staff are presently assisting another customer. In the rare event that a call goes to voice
mail, voice mail will be checked at least once in the morning and once in the afternoon and
calls will be returned as appropriate.

A. All calls should be answered as follows: “Thank you for calling The Missouri Career
Center, how may | help you?”

B. The Missouri Career Center will receive many calls from customers requesting
information and assistance on a wide range of topics. The following table highlights the
most frequent phone calls that are expected and a suggested response.

Questions or concerns Call should be routed to the appropriate staff.
regarding Unemployment
Insurance (Ul) Issues

General questions about Requested information should be provided to the
hours of operation or caller as appropriate. Callers should be informed
Career Center services of what documentation they should bring when

they visit the Missouri Career center (valid
Driver’s License or other acceptable
documentation of age such as a Birth Certificate).
Callers should also be advised about light traffic
days and times for planning a future visit.

Wanting to speak to a Call should be transferred to the individual
specific Advisor Advisor at the appropriate extension.
Employer inquiring about Call should be transferred to the Employer
the Center and our Services Team Member stationed at the
services Missouri Career Center. If this person is not

available, the call should be directed to a team
leader or their designee.
Customer inquiring about Customer is encouraged to visit the Missouri

attending training or Career Center on a light traffic day to complete
obtaining Financial Aid for | the Welcome Team process. Customer should
training. be informed of what documentation they should

bring when they come (valid Driver’s License or
other acceptable documentation of age such as a
Birth Certificate). If the customer identifies
themselves as a Veteran, they should also be
advised to bring their DD-214.

Worker Profiling Call should be transferred to a designated staff
person that is prepared to answer questions
about Worker Profiling services.
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WorkKeys Assessment

Customers should be referred to the Employment
or Skills Team Advisor.

Customers who are directly referred by their
employer for a WorkKeys assessment will be
directly scheduled for an assessment. These
customers will, however, be encouraged to make
an appointment with the Welcome Team to
complete the Welcome Team process.

Questions about Resume
Assistance

Call should be transferred to the available
Employment Team Advisor.

Questions or requests
about Job Leads/Job Fairs

Call should be transferred to any available
Employment Team Advisor.

TAA Questions

Call should be transferred to any Skills Team
Advisor

All other calls such as
Major Opportunities, Youth
programs, veterans
services

Call should be transferred to the appropriate staff
person with the expertise to assist the customer

DDY calls for the hearing
impaired

Direct these calls to the appropriate DDY
equipment in the Missouri Career Center facility
(if available).
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Chapter 5 — Greeting the Customer

Overview

In this process, the customer is informed of the amount of time that is required for the first
visit. If a barrier exists that will prevent the customer from completing the Welcome Team
process on the day of their visit (for example, they have children with them or have a
transportation issue), an appointment time will be offered. In this greeting process, staff will
collect 10 demographics from each customer to initiate the Toolbox electronic file. If the
customer has visited the Missouri Career Center for assistance with Unemployment
Insurance questions/issues, the customer will be routed to Ul telephone bank and
encouraged to participate in Missouri Career Center services that will lead to skills
enhancement and employment.

A. Greet the Customer: The first point of contact for all customers of the Missouri Career
Center happens in the reception area or at front desk. Welcome Team Staff will greet
the customer in a friendly manner asking the customer “How may we help you today?”
Staff will also determine if the customer is a first time customer, a returning customer, or
a customer that has already exited from Missouri Career Center services. This
determination will be made through a quick review of Toolbox records to determine a
customer’s status, by them entering their SSN on the keypad.

If the customer is a returning customer, proceed to step B.

If the customer is a first time visitor to the Missouri Career Center (or was exited
from Missouri Career services over a year ago), proceed to step C.

If the customer has been exited from Missouri Career services within the past year,
proceed to step D.

B. Returning Customers - Identify Purpose of Customer Visit: If a customer is a
returning customer, likely scenarios for their return visit are going to be:

Unemployment Information, filing or resolving an issue — If the customer is seeking
additional Ul services or assistance, Welcome Team staff should refer the customer
to the telephone for Ul support.

Registering for Work in Missouri Career Source (MCS) or seeking other job search
assistance and support — Welcome Team Staff should first check in Toolbox to see
if the customer has completed Welcome Team process. If so, the appropriate
advisor should be informed that their customer is in the Missouri Career Center and
is seeking MCS or job search assistance. If the customer is not fully registered in
Toolbox (has only completed the required 10 demographics), it should be
determined whether or not the customer has the appropriate documentation to
move forward with the Welcome Team process. If the customer has the
documentation, the customer should be referred to an Advisor who will complete the
Welcome Team process with the customer. If the customer does not have the
documentation, the customer should be referred to the resource room where they
can access MCS and other self service information.

Coming in for an appointment to register with the “Welcome Team” — Welcome
Team Staff should first check in Toolbox to see if the customer has been fully
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registered. If not, it should be determined whether or not the customer has the
appropriate documentation to move forward with the Welcome Team process. If the
customer has the documentation, they will be referred to an Advisor who will
complete the Welcome Team process with the customer. If the customer does not
have the documentation, they will be referred to the resource room where they can
access MCS and other self service information.

e Coming in for an appointment to see a member of the “Employment or Skills Team”
— Welcome Team Staff should route the customer to the team and advisor with
whom the customer has the appointment.

e Coming in to attend a workshop or group activity — Welcome Team Staff should
route the customer to the location where the workshop or group activity is going to
take place.

e Coming in for TAA services and assistance -- If the customer is visiting the Missouri
Career Center to attend a TAA orientation, the customer should immediately be
referred to the scheduled orientation. If the customer has already attended a TAA
orientation, Welcome Team staff should first check in Toolbox to see if the customer
has been fully registered. If they are, the customer should be routed to the
appropriate employment or skills team advisor who will then assist the customer and
provide needed services. If the customer has not been fully registered, it should be
determined whether or not the customer has the appropriate documentation to
move forward with the Welcome Team process. If the customer has the
documentation, they will be referred to an Advisor who will complete the Welcome
Team process with the customer. If the customer does not have the documentation,
they will be referred to the resource room where they can access MCS and other
self service information.

Welcome Team staff will direct these returning customers to their appropriate destination,
using internal calendars and schedules that all staff keep up-to-date.

C. New Customers - Complete Initial Toolbox Entry of 10 Demographics and
Record Core Service: If the customer is a first time customer who has come in seeking
Missouri Career Center services, Welcome Team member will direct these customers as
follows:

1. If the reason for the customer’s first visit is to participate in the services of the
Missouri Career Center, the Welcome Screen will be completed. Then the 10
demographics will be collected from the customer and entered into Toolbox on a
real-time basis. Additionally, a service entry will also be recorded in Toolbox for the
customer. A service note will be entered into Toolbox at this point (refer to service
note policy in Part 7).

2. If the reason for the customer’s first visit is to seek Ul (and only Ul) assistance
from the Missouri Career Center, the Welcome Screen will be completed. Then the
10 demographics will still be collected. The 10 demographics will be entered in
Toolbox on a real time basis and a service (Ul Referral) will also be recorded in
Toolbox. A service note will be entered into Toolbox at this point (refer to service
note policy in Part 7).
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3. If the customer has come to the Missouri Career Center to receive Missouri
Career job search or skill development services, Welcome Team staff will ask the
customer if they have the required documentation to begin the Welcome Team
process. Staff will verify the documentation to ensure that it meets eligibility
requirements for core enroliment purposes. The specific documentation that will be
reviewed is in DWD Issuance 29-2009 (change 1)), but should include:

Date of Birth is the one data element that always requires staff validation. The ideal
validation involves staff seeing a Driver License or State ID card (any state) and
recording the “Date of Birth”, checking the “DOB Verified” box, and recording the
License/ID number on the text box labeled “Vrfy Birth Date” on the Seeker Screen’s
Other tab (see DWD Issuance 29-2009 (change 1))

4. If the customer is age appropriate (between the ages of 18 and 25) and has not
registered with the selective service, the Advisor should register them at this time
(with the client’s permission).

D. Exited Customer — Connect the Customer with an Advisor: If, after looking in
Toolbox, it is determined that the customer has been exited from Toolbox within the past
year, the customer will be referred to the Employment or Skills Team.

1. Welcome Team staff will review Toolbox records to identify Advisors that were
working with the customer prior to exit. The appropriate Advisor will be contacted
so that the customer may be referred to them for needed services and support.

2. As advisors work with these customers and provide them with additional assistance
and Missouri Career support, these services must be recorded in Toolbox as a
follow up service. Examples of follow-up services include job search support, job
referrals and job leads, referral to and patrticipation in workshops, MCS assistance,
employment counseling, the provision of support services, and other similar
services. If the customer needs additional training services, the customer would
have to be re-enrolled to provide these training services. However, all other services
should be recorded as follow-up services.

E. Refer Customer to One of Four Next Steps: Following completion of this initial
Toolbox activity, the customer will be referred to one of four activities.

REMINDER: Customers are not to begin the Welcome Team process without visual
confirmation that they have the required documentation to support their core registration
into Missouri Career services.

1. If the reason for the customer’s first visit is Ul, the receptionist will direct the
customer to the Employment Team for assistance.

2. If the customer does not have the required documentation (or time) to complete the
Welcome Team process, the customer will be referred to the resource room for self
service and resource room support.
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a) In this Welcome Team Area, customers will have access to computers for MCS
access, job search activities, fax machines, copy machines, and information
necessary to prepare for and conduct an effective job search.

b) Staff in the Welcome Team Area will also make an appointment for the customer
to come back and complete the Welcome Team process at a later date.
Customers will be informed of exactly what documentation they must bring back
(valid driver’s license or other acceptable documentation of age such as a Birth
Certificate) to fully complete the process. The customer will be issued an
appointment card with this information on it.

3. If the customer has the required documentation (and time) to complete the
Welcome Team process, the customer will be referred to an Advisor who will then
guide the customer through the remaining portion of the Welcome Team process.
Advisors will be available on a rotating basis to see customers. If the next person
on the rotation is unavailable (still with a customer), the next Advisor on the rotation
will be called upon. If customers are waiting more than a reasonable amount of
time, Welcome Team staff will contact their center manager or team leader who will
identify staff from the Employment and Skills Teams to assist customers with the
Welcome Team process.

4. If the reason for the customer’s first visit is to complete required TAA they will be
referred to the Skills Team or Worker Profiling activities will be referred to the
Employment Team for assistance.
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Chapter 6 — One-on-One Activities

Overview

The One-on-One process is an opportunity for the customer to begin receiving services in
the Missouri Career Center. In this process, a customer completes all enroliment activities
which will enable them to access the full range of services being offered in the Center.
During the one-on-one process, the customer will take the WIN basic skills assessment and
sit one-on-one with a Welcome Team Advisor to discuss service needs as well as to
complete all of the information that is required for enroliment.

A. Initial Contact: Upon referral from the front desk, the Advisor will introduce themselves
and briefly explain the Welcome Team process to the customer in a friendly and
professional manner.

1.

1.

After introductions, the customer will then be informed of the amount of time that is
required for their first visit. Customers will also be informed of the following:

a. The amount of time actually participating in Welcome Team activities should be
approximately 45-60 minutes.

b. During the Welcome Team process, the customer’s skills will be quickly
reviewed and they will complete a short interview process. Customers will be
told that everything discussed in this process will be used to help Missouri
Career Center serve them better.

c. Customers will be informed that they will complete a quick skills assessment.
The initial skills assessment will take approximately 15-20 minutes. It will be
explained that this assessment will be used to develop an initial indication of
their skill level but that this assessment will not be used to determine whether
services are received.

If a barrier exists that will prevent the customer from completing the Welcome Team
process on the day of their visit (they have children with them or have a
transportation issue for example), an appointment time will be offered.

If the customer cannot complete the Welcome Team process in the allotted time, the
Advisor will schedule an appointment with that customer for a later date.
Appointments should be scheduled for days when traffic in the Center is lighter.

In making the appointment, the Advisor will provide the customer with an appointment
card that also reminds the customer of the documentation (valid Driver’s License or
other acceptable documentation of age such as a Birth Certificate) they will need to
bring to the appointment to complete the process.

B. WIN Assessment: After this initial conversation, the Welcome Team Advisor will
proceed with the WIN assessment. The only exceptions to this requirement will be as
follows: (1) customers with a valid WorkKeys assessment will not be required to
complete this WIN assessment and WorkKeys scores may be used by the Advisor in
place of the WIN assessment and (2) If customers are being enrolled as part of an
incumbent worker training project, then the employer will do the assessment and WIN
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testing will not be required. All other customers coming through the Missouri Career
Center must complete the WIN assessment as part of the Welcome Team process as
follows: (refer to DWD Issuance 32-2009)

1. The customer is escorted to a WIN computer by the Advisor. The Advisor will set
up the WIN assessment and provide quick instructions to the customer on how to
complete the assessment.

2. When the customer completes the WIN assessment, the Advisor will review the
assessment. After reviewing the initial assessment data collected from the WIN
assessment, the results will then be shared with the customer.

The following is a sample narrative to be discussed with the customer:

Your WIN assessment shows you scored above or below 3 on the math and
above or below 3 on the language. At this time, Missouri Career services should
be promoted that relate to the customers assessment results (for example, if the
customer has low math scores then WIN assistance could be described).

3. The Advisor will then escort the customer to a location where the structured
interview and Toolbox application will be completed.

C. Structured Interview and Toolbox Application: The Welcome Team Advisor
will conduct a one-on-one interview with the customer and concurrently enter the
required application information into Toolbox.

1. The Advisor will ask all required questions to collect the necessary Toolbox
application information. This will include questions designed to elicit information
about wages earned from relevant jobs over the past 18 months (to be included in
the Work History section of the Toolbox application). The Advisor will also review
the eligibility documentation of the customer and enter this documentation into
Toolbox.

a. If the customer had self-identified themselves as a veteran and they have
their DD-214 with them, enter veterans status.

b. If the customer is age appropriate and male, proof of the customer’s selective
service registration must also be collected and input into the Toolbox system
(this documentation does not have to be scanned).

« If the male customer is registered with the Selective Service, Welcome
Team staff will indicate this compliance in Toolbox and record the Selective
Service registration number for the customer.

« If the male customer is 26 years of age or older and never registered with
the Selective Service (or their registration status cannot be verified), the
Advisor must request that the customer sign a statement indicating that they
did not willingly or deliberately avoid registration. This statement must be
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retained in case file and information must be included in the customer’s
service note indicating that this has occurred. If, however, the customer did
willingly and deliberately they cannot be registered and will only be eligible
to receive core services that are self service and informational in nature
(use the resource room).

« If the male customer is between the ages of 18 and 25 and has still not
registered with the Selective Service, the Advisor will register the customer to
the Selective Service website (SSS.gov) to complete the registration process.
Once the customer has completed the registration process, the Advisor will
indicate this compliance in Toolbox and record the Selective Service
registration.

2. Specific questions will be asked of the customer in order to gain a better
understanding of the customer’s skill levels and goals and to assist in making the
appropriate referral to the Employment or Skills Team. Questions should focus,
however, on the following five issues that will help make a quality referral to these
teams. These five issues include:

* What brought the customer in the office? What is their perceived need for
employment and skills development services?

e What job goal does the customer have?

e What is the customer’s work history?

e What are the customer’s barriers to skill development or employment
activities?

e What is the customer’s educational history (current diplomas and
certifications as well as those certifications that may be needed or desired)?

These questions will be asked in an order that coincides with the information as it
is entered into the Toolbox system.

3. Once the welcome process is complete, the Welcome Team Advisor will then report
an initial service in Toolbox, enter an enrollment service note in Toolbox, and assign
the Welcome Team as case manager for the customer in Toolbox. This service note
is critical as it triggers and justifies enrollment into Missouri Career Center activities.
This initial service note establishes the need for “staff assisted services” and must
have two components as follows: (1) Describe the initial assessment services that
were provided to the customer; and (2) indicate whether the customer is being
referred to the skills or employment team for further services and why this referral is
being made.
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D. Referral to Employment or Skills Team: Once the WIN assessment and the
interview/application have been completed, the Advisor is now ready to make a
decision on whether the customer should be referred to the Employment Team or the
Skills Team. This decision should be based on the Advisors’ evaluation of the
following factors:

e The customer’'s need for additional assessment and career exploration
activities to define an appropriate employment goal

e The customer’s need for additional certifications to acquire employment

e The customer’s need to acquire additional skills to secure employment

e The customer’s financial needs and circumstances

e The customer’s assessed need based on their work history, educational
background, WIN assessment scores, and identified barriers to employment

e Whether the customer has been issued a TAA waiver for marketable skills or
for future training activities

Once a decision is reached on which team the customer is to be referred to, the
Welcome Team Advisor will use one of the following four referral strategies to
immediately engage the customer in Missouri Career Center activities.

1.

If an Employment or Skills Team Member is available, the Advisor can walk the

customer back and introduce the customer to the team member. This will constitute

immediate engagement with the customer because the team member can
immediately connect the customer to appropriate services.

If an Employment or Skills Team Member is not available (or if the customer is out
of time), the Advisor can make an appointment for the customer to return and meet
with an individual on the Employment or Skills Team and schedule the customer for
an appropriate workshop.

If an Employment or Skills Team Member is not available (or if the customer is out
of time), the Welcome Team Advisor can make an appointment for the customer to
return and meet with a individual on the Employment or Skills Team and provide the
customer with appropriate information about MCS and other job search topics. This
information will provide the customer with important information about such topics
as using MCS, planning a good job search, job interviews, internet job search,
resumes, employment tests, financial aid information, and other information related
to skills building and job getting activities.
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Chapter 7 — Serving Returning Computer Area
Customers

Overview

Many customers that are fully enrolled in Missouri Career Center services will continue to
visit the Missouri Career Center to take advantage of Welcome Team services. These
services are one important aspect of continuous engagement because they provide the
customer with critical access to ongoing and important services and support. These
services will be available to all Missouri Career Center customers and, when provided,
must be documented in the Toolbox system.

A. Enrolled Customers Returning for Computer Room Services: When a customer
that is already enrolled visits a Missouri Career Center to utilize computer area
services, Computer Area/Welcome Team Advisors will identify these customers and
record this service in the Toolbox system.

1.

To accomplish this, Computer Area/Welcome Team Advisors will check with each
computer room customer to see if they have completed the full Welcome Team
process. If they have completed the process (or if they are not sure if they have
completed the process), the Computer Area/Welcome Team Advisor will check in
Toolbox to ensure that the customer is fully enrolled.

If the customer is fully enrolled, the Advisor will record a service in Toolbox. The
Advisor will also enter a service note in Toolbox that describes the self-help and/or
informational services that the customer accessed while in the computer room.
The service note will include the following information

< Indicate that the customer was in the computer area and used the
resources that were available.

< Indicate the type of resources that the customer used while working in
the computer room.

If the customer is not enrolled, Advisors in the computer area will make an
appointment for the customer to come back and complete the Welcome Team
process at a later date. Customers will be informed of exactly what
documentation they must bring back (valid driver’s license or other acceptable
documentation of age such as a Birth Certificate) to fully complete the process.
The customer will be issued an appointment card with this information on it.
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Chapter 8 — Unemployment Assistance

Overview

Assistance with Unemployment Insurance 4 week check in and issues is an important
Missouri Career Center service to many of the visitors that come to a Missouri Career
Center.

A. Welcome Process Verification: When a customer that is coming to the career center
for a 4 week check in the following will be checked:

1. Advisors will check to see if they have completed the full Welcome Team
process. If they have completed the process then they will be referred to the
Employment Team.

2. If the customer is a first time customer then they will need to go through the
welcome team process.

B. Ul Questions: When a customer has questions about their unemployment they will be
referred to the Ul telephone bank to talk to a phone center staff person.
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Chapter 9 — Skills Team Overview

Skills Team Mission

The Southeast Region Skills Team will assist motivated customers to become self-sufficient. This
will be accomplished by facilitating skill development activities in a friendly and professional
environment. Our customers will have opportunities to learn about their current skills and improve
or gain new skills that are in demand with area employers.

Skills Team Guiding Principles

All staff must comply with the following policy and procedures when working with specific
programs:

DWD Missouri Employment Training Program (METP) Manual
DWD Trade Readjustment Act (TRA) Policy Manual
DWD Worker Profiling Desk Aide

DWD Labor Exchange Policy Manual

Workforce Investment Act of 1998
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Skills Team

Function

Review
Customer
Status

New Customer

Y

Returning L
Customer

One-on-One Meeting/Consultation

Review basic assessment from Welcome Team,
Develop full IER, Gather income eligibility for
Intensive or Training services (as needed)

r

Update IEP

If necessary

h
In-Depth
Assessment
Administered if

necessary
WIN, etc.

Typically required by
TRA and WIA bafore
fraining

¥

Products Box
»  Workshops, Basic Skills Training, [
OJT, ITAs, Supportive Service, elc.

r

Tracking
Track for continsous engagement
as needad untl career outcomes
are achieved

Job Placement

MOTE: Customers may start at this function if they have completed the Welcoming Function protocol
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Job Description:

Employment & Training Advisor

Summary:

To assist customers lacking sufficient training and skills to meet their employment goals by
providing a comprehensive skills assessment, assist with supportive services, identify individual
training needs and create opportunities to gain the skills necessary to meet the customer’s
employment goals.

Functional Responsibilities:

Accurately enter customer specific information, service levels, service notes, activities and
supportive services into Toolbox 2.0.

Conduct verification of a customer’s basic Individual Employment Plan (IEP) and establish
Employment Goals.

Assist customer with completion of a Career Goals Worksheet outlining pathway to
achieving their employment goals.

Establish a detailed Individual Employment Plan.

Determine eligibility for Workforce Investment Act (WIA) Adult, Dislocated Worker and
Trade Act programs using customer provided documentation.

Determine eligibility for Workforce Investment Act (WIA) intensive services, priority of
service status and self-sufficiency.

Recognize and determine customer’s need in relation to their Employment Goals and
identify products from the product box that would assist in attaining those goals.

Facilitate and document a comprehensive assessment in order to determine the need for
Intensive Skills Training or Non-Occupational Skills Training.

Complete necessary documentation in order to receive approval for funding required for the
individual’s specific training needs.

Work closely with the Employment Team to assist customer’s involved in the On-The-Job
Training program.

Re-evaluate customer’s realistic goals when referred back to the Skills Team function.
Attend staff meetings, submit required reports, interpret program information, and make
policy and procedural recommendations.

Contribute in their team role(s) to ensure the Next Generation Career Center (NGCC)
performance standards are met and/or exceeded, while ensuring compliance with local,
state and federal guidelines and regulations.

Performs other duties as assigned.

Qualifications:

Bachelor’'s degree or substitute work experience year for year.
Ability to work as a member of a functional team that provides employment and skills
development services to job seekers.
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 Knowledge of skills and assessment tests and the ability to interpret and analyze tests
results.

» Utilize information received during customer interviews to assist in determining customer
needs.

« Knowledge of local labor market, including jobs in demand, employer skill expectations,
wages and the ability to present this information to customers.

< Ability to maintain accurate and organized records in an automated case management
system.

< Ability to compile, analyze, evaluate data, make determinations and present findings in oral
and written form.

» Ability to maintain confidentiality of customer information and records in accordance with
the Division or Workforce Development (DWD) Information Security Policy.

< Ability to work alone, or in a team in environment, with minimum supervision.

e Ability to work long periods and multi-task.

« Ability to communicate effectively with customers, co-workers, career center staff,
partnering agencies, training providers and employers.

< Ability to serve customers with respect, including encounters with difficult customers.
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Chapter 10 — Transition from Welcome Team and Immediate Engagement in
Missouri Career Center Services

A. Greet the Customer: Customers may be walked back by the Welcome Team or they may be
coming into the Missouri Career Center for a scheduled appointment. In either case, when the
customer arrives in the Skills Team, they will be greeted in a professional and friendly manner.

B. Handling Customers that are New: If the customer is new to the Missouri Career Center the
following activities will occur with each customer:

1.

If the customer is a veteran and has a significant barrier to training or employment, the
customer will be referred to a Veterans Staff person. If a Veterans Staff person is not
available or if the customer does not have significant barriers to training or employment, the
customer will be served by any available Skills Team Advisor.

An initial interview will occur with the customer. As part of this interview, the customer will
be given an explanation of the services and support that can be expected from the Skills
Team. From this interview, the Advisor will identify any immediate service(s) that the
customer may require and desire. Additionally, the Advisor will assign the Skills Team Lead
as “primary counselor” for the customer in the Toolbox system and make “inactive” the
Welcome Team Advisor that was assigned as the primary counselor in Toolbox.

If the customer has not completed their registration in the MCS job matching system, the
customer will be directed to complete this activity at this point.

a. The Advisor should review the customer’s MCS registration to ensure that it is properly
completed. Assistance in ensuring that the registration and MCS resume are done
appropriately should be provided by the Advisor.

b. If the customer completes the MCS registration process and needs to schedule a time
to come back, a follow up appointment should be scheduled to start the second one-on-
one meeting.

c. If the customer requires extensive assistance to complete the MCS registration
process, the customer should be scheduled to attend an internal MCS workshop to
ensure that the MCS registration and resume process are completed.

In an attempt to immediately engage the customer in Missouri Career Center activities, the
Advisor will provide the customer with an immediate service consistent with the information
learned in the initial interview. Examples of services that can be offered to customers on an
immediate basis would include:

e Creation of a WIN account and a brief overview of how to use the WIN system

» Schedule the customer for a workshop or an in-house training activity consistent with
their stated needs or desires

e Connect the customer to an e-learning or tutorial based activity
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e Provide a resume builder to help the customer begin thinking through information that

will be needed to build an effective resume

e Provide job leads consistent with the customer’s abilities as measured in initial
assessment activities using MCS Quick Search.

< Provide information about an upcoming customized recruitment event and suggestions

to the customer for preparing for this event

e Familiarize the customer with the Skills Team lab and encourage them to begin
exploring internet job search sites.

e Provide information (as appropriate) on a range of topics including job search issues,
job interview tips, tips for conducting an internet job search, resume tips and
suggestions, employment testing, financial aid information, job fairs, and other topics

The Advisor will schedule the customer for an appointment as necessary in order to further

pursue desired skills development services. An appointment card will be provided to the
customer to remind them of the appointment date.

Individuals determined to be in need of Intensive and/or Training services are subject to a
higher level of eligibility documentation than at the core level. (see DWD Issuance 30-2009)

Once initial services have been provided to the customer, these activities must be recorded

in Toolbox to report the service that the customer receives. Additionally, a service note
must also be entered into Toolbox to describe the service that was provided.

C. Handling Customers that are Returning: If the customer is returning the following activities
will occur with each customer:

1.

If the customer is a veteran and has a significant barrier to training or employment, the
customer will be seen by a Veterans Staff person. If a Veterans Staff person is not

available for the appointment or if the customer does not have significant barriers to training

or employment, the customer will be seen by any available Skills Team Advisor.

A structured interview will occur with every customer. The purpose of this interview will be

to learn the detailed work history of the customer and to clarify skills, educational, and/or
personal issues which could affect customer success. This interview will focus on issues
that help identify a need for skills development services, employment services, support
services, and/or counseling support to assist the customer in making progress towards
defining and achieving their specific job/career goals. Specific questions and issues that
should be addressed in this interview process include:

e What kind of work does the customer want to do? What kind of work do they believe
their skills are a match for?

« Are there specific employers that the customer would like to apply to?
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e What are the customer’s job and wage goals?

e How soon does the customer need to secure work? If the customer has been
dislocated, what resources does the customer have to survive while looking for work
(Ul, severance, vacation, pension, other)?

 What previous work experience does the customer have and what is their work history?
» Does the customer have dependable transportation and child care (if needed)?

e What is the educational background of the customer and what transferrable skills and
credentials do they currently possess?

e Does the customer have a current resume and cover letter? If yes, the Advisor should
request a copy of these items and review their overall quality.

e Has the customer registered and completed their resume in MCS? If yes, the Advisor
should quickly review the quality of the MCS resume and review any need for additional
MCS support.

e If the customer has been laid off, where have they been dislocated from? Is this a TAA
certified company?

« What level of computer knowledge does the customer possess? Does the customer
have access to the internet for job search purposes? Does the customer understand the
basics of using the internet to support a job search?

» Has the customer been convicted of a felony or have any other issue in their
background that would interfere with their ability to secure employment or training?

= Based on the insight gained from the previous questions, what kind of services does the
customer need?

3. The Advisor will assign the Skills Team Lead as “primary counselor” for the customer in the
Toolbox system and make “inactive” the Welcome Team Advisor that was assigned as the
primary counselor in Toolbox.

4. If the customer has not completed their registration in the MCS job matching system, the
customer will be directed to complete this activity at this time. Assistance in ensuring that
the MCS registration and resume are done appropriately should be provided by the
Advisor. If the customer completes the MCS registration process and needs to schedule a
time to come back and work on their MCS resume, a follow up appointment should be
scheduled for the customer to return and complete the MCS process. If the customer
requires extensive assistance to complete the MCS registration process, the customer
should be scheduled to attend an internal MCS workshop to ensure that the MCS
registration and resume process are completed
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5. In an attempt to immediately engage the customer in Missouri Career Center activities, the
Advisor will provide the customer with an immediate service consistent with the information
learned in this interview. Examples of services that can be offered to customers on an
immediate basis have been identified in section B.4.above. The customer should also be
scheduled for further services and one-on-one meetings as appropriate.

6. The appropriate activity must be recorded in Toolbox to report the service that the customer
receives. Additionally, a service note must also be entered into Toolbox to describe the

service that was provided.
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Chapter 11 — Additional Assessment Activities

A. Completing Additional Assessment Activities with the Customer: Once the customer has
been immediately engaged in Missouri Career Center services, additional and more
comprehensive assessments may be needed. Each customer assigned to the Skills Team will
participate in additional assessment activities as appropriate, based on the knowledge,
expertise, and judgment of the Employment and Training Advisor. These assessment
strategies will fall into three broad categories as follows.

1. Certain assessments are required for any customer that is to participate in occupational
skills training, on-the-job training, or customized training with an employer. The required
assessment for these customers will be the one of the three following assessments:

a. The TABE Survey assessment can be used to assess customer basic skills. The
TABE measures the customers’ grade level functioning in the areas of reading and
math and will help ensure that the customer has the foundational basic skills to be
successful in planned training activities.

b. WorkKeys/WIN assessments can be used to assess customer foundation skills as
they relate to the world of work.

c. If a post-secondary training institution has administered an assessment to the
customer within the past year, results of these assessments may also be utilized to
evaluate a customer’s readiness for occupational skills training activities.

d. Personal Assessment Form can be used to assess customer foundation skills as
they relate to the world of work.

2. Areview of the customer’s financial circumstances (their budget) is required when that
customer is to receive occupational skills training, on-the-job training, customized training,
and/or support services. This budget is necessary to help identify the need and level of
Missouri Career Center financial support that may be required for training and/or supportive
services.

3. The following assessment strategies may be administered by staff as appropriate to help
identify customer aptitudes and skills, learning styles, and service needs. These additional
assessments will also help the Advisor identify specific skill development needs of
customers. Examples of additional assessment strategies that can be used include:
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Assessment Strategy Purpose of Strategy

WIN Assessment(s) Additional WIN assessments can be
used to assess job specific aptitudes
and readiness. Specific WIN
assessments may be needed to
evaluate customer computer skills or
other skills before entering a job training
activity.

KeyTrain Assessments KeyTrain assessments can be used to
determine specific academic
remediation needs of customers. They

can also be used to assess the customer’s
readiness to complete an
employment test.

Career Interest Inventory These assessments are used to help
customer’s explore their interests and
aptitudes and to help determine career
goals.

Required Training Provider Assessments Many post secondary schools require
that assessments be completed as part
of their registration and enrollment
process. These assessments are
effective at helping to identify a
customer’s readiness for occupational
skills training as well as any remediation
needs that may exist.

DMV records review This review of DMV records establishes
a customer’s driving record in relation to any
planned training activity that
requires a driver’s license or CDL.
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Previous college/high school
transcripts

Aptitude/skills tests, including
WorkKeys

Physical performed by licensed
physician

Personal Assessment Form

Past school performance can help

predict future performance in planned
training activities.

These assessments measure specific
career aptitudes and/or employer skill
expectations. They may also measure
technical or social skills.

A medical physical establishes the
customer’s physical ability to perform a
job, particularly when the job is labor-
intensive.

These assessments are used to help

customer’s explore their interests and
aptitudes and to help determine career

goals.

4. Each time that a customer participates in a more comprehensive assessment activity, this
service must be reported in Toolbox. A service note must also be recorded in Toolbox that
summarizes the assessment services the customer received. This service note must

provide the following information:

a. Describe the assessment activity in which the customer participated; and,

b. Describe any additional and/or critical information learned from the assessment

activity.

B. Optional Staffing: Based on the results of the comprehensive assessment, the Advisor may
choose to schedule a meeting with other team members to discuss individual customer
assessment results and the implications of these results on planned services. Additionally, the
Advisor may also share these results with Skills Team staff to seek input on what skill development
and placement services may be most appropriate for the customer.
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Chapter 12 — Referral to Pre-Vocational Training Activities

Overview

Many Missouri Career Center services are delivered in group training or workshop settings. This
will include customer service training activities, time management classes, computer classes, basic
guality classes, and various academic training activities such as WIN or math brush up classes.
Many of these pre-vocational activities will be delivered by Missouri Career Center staff, while
other more specialized pre-vocational activities may be delivered by outside vendors. However, it
is clear that these pre-vocational activities will be the backbone of the Missouri Career Center
continuous engagement strategy since customers will be provided with many opportunities to
participate in these on-site skill building activities.

A. Identify Customer Need for Service(s): The Advisor will meet (or talk) with the customer to
identify specific pre-vocational activities that the customer may need. The Advisor will use
available assessment results to help guide this discussion, ensuring that any barriers identified in
the assessment process are addressed.

B. Schedule the Customer: As the need for pre-vocational services is identified, the Advisor will
immediately work with the customer to identify an appropriate date and time for the activity to
begin.

1. If the customer is being referred to an in-house training or workshop activity, the Advisor
will directly schedule the customer for the activity using the Toolbox internal scheduling
system. When scheduling the customer for an activity, the Advisor should enter the
customer’s name on the workshop schedule as well as their own name or initials (this will
help in communicating attendance information on the day of the activity).

2. If the customer is being referred to a training or workshop activity that is being delivered by
an outside vendor, the Advisor will need to make arrangements with the vendor for the
customer to attend the planned activity. This will include the following steps.

a. The vendor will be contacted directly by the Advisor and the customer will be
scheduled for the planned activity.

b. A Individual Request for Training Assistance (P-208) will be issued to the vendor,
confirming Missouri Career Center plans to pay the fees associated with the
planned pre-vocational training activity. To do this, the Advisor will first create an
account and obligation for the customer in the customer’s electronic Toolbox file.
Once the account and obligation have been created, the Advisor will then complete
the Toolbox voucher and issue the completed voucher to the training facility.

C. Ensure Customer Attendance: In order to report the service as being provided, customer
attendance at these workshops and pre-vocational training activities must be documented. Plans
for tracking customer attendance will include the following.

1. If the workshop or pre-vocational training activity is delivered by Missouri Career Center
staff, the classroom facilitator will communicate attendance with all Skills Team members
by updating Toolbox. An Advisor will make an attempt (through email or phone) to contact
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any customer that did not attend and get them scheduled back to the Missouri Career
Center for services.

If the workshop or pre-vocational training activity is delivered by an outside vendor, the
vendor will be asked to submit attendance information to the team leader, who will then
ensure that all staff are provided the information. An Advisor will make an attempt (through
email or phone) to contact any customer that did not attend and get them scheduled back
to the Missouri Career Center for services. If the customer cannot be reached, advisors will
provide the names of these customers to the designated staff who will make further
attempts to reengage the customer in Missouri Career Center services.

D. Enter Toolbox Information: Once it has been confirmed that the customer has participated in
the pre-vocational training activity, this service (along with a service note) must be entered into the
Toolbox system.

1.

If the pre-vocational training activity is delivered by Missouri Career Center staff, the
classroom facilitator will enter each customer into the appropriate activity in the Toolbox
system and include a service note (which is dated the same as the activity record) that
includes the following information:

a. ldentify the specific pre-vocational training activity in which the customer has
participated; and,

b. Briefly describe the content and purpose of the pre-vocational training activity.

If the pre-vocational training activity is delivered by an outside vendor, each Advisor will be
provided attendance information and will use this information to enter the customer into the
appropriate activity in the Toolbox system. Each Advisor will also enter a service note
(which is dated the same as the activity record) that includes the information noted above.

E. Customer’s Resume is Updated: Once the customer has completed the prevocational training
activity, the Advisor will need to determine if the customer’s resume needs to be updated. For
example, if the customer just completed a Microsoft Word class, this fact should be added to the
customer’s resume. The Advisor will ensure that the customer’s resume reflects any new skills
attained through these activities.
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Chapter 13 — Referral for Veterans Specific Support

Overview

Many veterans will access employment and training services through the Missouri Career Center
system, including the full line of job training and job search services that are offered. Additionally,
customers that are veterans are also entitled to certain preferences in the job searching and job
referral process. To ensure that veterans have access to all needed services and that veterans
preference is applied as required, the following procedures have been put into place.

A. ldentify Customers that are Veterans: Most customers that are veterans will be identified by
the Welcome Team during their one-on-one time with the customer. Moreover, the fact that these
customers are veterans will be shared by the Welcome Team when the customer is referred to the
Skills Team for services. The process for engaging customers that are also veterans will be as
follows.

1. As veterans come into the Skills Team with significant barriers to training or employment,
they will be seen by available Veterans Staff who will then provide the full range of services
available in the Missouri Career Center to the veteran.

2. If Veterans Staff are unavailable (or of the veteran does not have significant barriers to
training or employment), the veteran should be seen by the next available Skills Team
Advisor. This will ensure that veterans receive quick and efficient services and that they
can get the service(s) they require during their visit.

B. Refer Customers that are Veterans to Veterans Staff as Needed: As Advisors see veterans
and provide the full range of Missouri Career Center services to them, some veterans will have
issues or questions that are specific to veterans preference, veterans benefits, or veterans
programs. When this occurs, the Advisor must arrange for the veteran to meet with a Veterans
Staff person to address the issue or question.

1. If a Veterans Staff person is available to see the veteran on an immediate basis, the
veteran will be referred for immediate assistance with their issue or question.

2. If a Veterans Staff person is not available, the veteran will be scheduled for an appointment
with the Veterans Staff using the internal scheduling system. The veteran will be provided
with all other services that the Advisor can provide and be given an appointment card as a
reminder of the day and time of their return visit.

C. Enter Toolbox Information: When veterans are provided with services (either by Veterans
Staff or a Skills Team Advisor), these services must be reported in the Toolbox system along with
a service note that is dated the same date as the service in Toolbox. Service note for veterans
services should include the following information:

1. Describe the service being provided to the veteran (for example, working on a resume,
preparing for an interview, or dealing with a VA or GI Bill question); and,
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2. Describe two details that show the depth of service being provided to the veteran (for
example, two jobs/employers to which resumes were mailed, two details about the
interview preparation activity, or two suggestions for addressing VA or Gl Bill questions that

were raised).
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Chapter 14 — Basic Skills Training Activities

Overview

Following the completion of basic and more detailed assessments of Missouri Career Center
customers, some customers may be identified that require basic skills training. While some of
these customers may need a basic math brush up course, others may need remediation in specific
areas, and still others may need help getting their GED. For many customers, this basic skills
service may make the difference between getting and not getting a good job.

A. ldentify Customer Need for Service(s): The Advisor will meet with the customer to review
assessment results and identify any specific basic skills training activities that will enhance the
customer’s employability. The Advisor will use available assessment results to help guide this

discussion, ensuring that any basic skills issues are addressed.

B. Schedule the Customer: As the need for basic skills services is identified, the Advisor will
immediately work with the customer to identify an appropriate date and time for the activity to
begin.

1. If the customer is being referred to an in-house basic skills activity (a WIN workshop for
example), the Advisor will directly schedule the customer for the activity using the Missouri
Career Center internal scheduling system. When scheduling the customer for an activity,
the Advisor should enter both the customer’s name on the schedule as well as their own
name or initial (this will help in communicating attendance information to the Advisor).

2. If the customer is being referred to a basic skills activity that is being delivered by another
provider (such as ABE, GED, or ESL training), the Advisor will need to make arrangements
with the provider for the customer to attend the planned activity.

a. The Advisor will provide information about provider’s in the area.

b. The customer will be provided with the schedule (dates and times) of the planned
basic skills activity. The importance of good attendance will be emphasized with the
customer and expectations for attendance will be established.

c. Ifthere is a fee for the customer to attend the basic skills training activity, an P-208
will be issued to the vendor, confirming Missouri Career Center plans to pay the
fees associated with the activity. To do this, the Advisor will first create an account
and obligation for the customer in the customer’s electronic Toolbox file. Once the
account and obligation have been created, the Advisor will then complete the P-208
and issue the completed voucher to the vendor.

d. The Advisor will enter a service note in Toolbox indicating that a referral has been
made to a basic skills activity.

C. Ensure Customer Attendance: In order to report the service as being provided, customer
attendance at the basic skills training activity must be documented. Plans for tracking customer
attendance will include the following.
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1.

If the basic skills activity is delivered by Missouri Career Center staff, the classroom
facilitator will communicate attendance with all Skills Team members. An Advisor will make
an attempt (through email or phone) to contact any customer that did not attend and get
them scheduled back to the Missouri Career Center for services. If the customer cannot be
reached, advisors will provide the names of these customers to the designated staff who
will make further attempts to reengage the customer in Missouri Career Center services.

If the basic skills activity is delivered by another provider, the provider will be asked to
submit attendance information to the team leader, who will then ensure that all staff are
provided the information. An Advisor will make an attempt (through email or phone) to
contact any customer that did not attend and get them scheduled back to the Missouri
Career Center for services. If the customer cannot be reached, advisors will provide the
names of these customers to the designated staff who will make further attempts to
reengage the customer in Missouri Career Center services.

D. Enter Toolbox Information: Once it has been confirmed that the customer has participated in
the basic skills activity, this service (along with a service note) must be entered into the Toolbox
system.

1.

If the basic skills training activity is delivered by Missouri Career Center staff, the classroom
facilitator will enter each customer into the appropriate activity in the Toolbox system and
include a service note (which is dated the same as the activity) that includes the following
information:

a. ldentify the specific basic skills activity in which the customer has participated; and,
b. Briefly describe the content and purpose of the basic skills activity.
If the basic skills activity is delivered by another provider, an Advisor will be provided
attendance information and will use this information to enter the customer into the

appropriate activity in the Toolbox system. An Advisor will also enter a service note (which
is dated the same as the activity record) that includes the information noted above.

E. Customer’s Resume is Updated: Once the customer has completed the basic skills training
activity, the Advisor will need to determine if the customer’s resume needs to be updated. For
example, if the customer just attained their GED, this fact would need to be added to the
customer’s resume. The Advisor will ensure that the customer’s resume reflects any new skills
attained through these activities.
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Chapter 15 — Referral to Workshops and Products

Overview

In the Missouri Career Center system, the workshop will offer a number of workshops and products
that many Skills Team customers will need to access. This will include a wide array of job search
workshops, including sessions on MCS resume writing, interview preparation, and internet job
search. One of the foundational principles of an integrated system is that all customers can access
all available services and products in the Missouri Career Center system. To that end and to
ensure customer access to specific job search and job placement activities, customers connected
to the Skills Team will be referred to and scheduled to participate in workshop activities as needed.

A. ldentify Customer Need for Service(s): The Advisor will meet (or talk) with the customer to
identify specific Workshop Team activities that the customer may need to facilitate their job search
process. The Advisor will review the customer’s resume and assess the customer’s overall job
search knowledge to help guide this discussion, ensuring that any barriers identified in the job
search process are addressed.

B. Schedule the Customer: As the need for workshop activities is identified, the Advisor will
immediately work with the customer to identify an appropriate date and time for the activity to
begin.

1. The Advisor will directly schedule the customer for the workshop activity using the Toolbox
internal scheduling system.

2. The customer will be informed of the date and time of the planned activity and Toolbox
printout will be given to the customer if appropriate.

C. Ensure Customer Attendance: In order to report the service as being provided, customer
attendance at these workshop activities must be documented. To ensure that this occurs, the
classroom facilitator will communicate attendance with all Skills Team members. An Advisor will
make an attempt (through email or phone) to contact any customer that did not attend and get
them scheduled back to the Missouri Career Center for services. If the customer cannot be
reached, advisors will provide the names of these customers to the designated staff who will make
further attempts to reengage the customer in Missouri Career Center services.

D. Enter Toolbox Information: Once it has been confirmed that the customer has participated in
the workshop activity, this service (along with a service note) must be entered into the Toolbox
system. Specifically, the classroom facilitator will enter each customer into the appropriate activity
in the Toolbox system and include a service note (which is dated the same as the activity record)
that includes the following information:

1. Identify the specific Skills Team activity in which the customer is participating; and,

2. Briefly describe the content and purpose of the activity.
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Chapter 16 — IEP Planning and Development

Overview

The development of an Individual Employment Plan (IEP) is critical and required for all Missouri
Career Center customers that will be attending any kind of training activity (occupational skills
training, on-the-job training, and customized training). The focus of this plan is to ensure that the
customer has a plan for successfully completing the training activity and for achieving their job
search and employment goals. Further, as customers participate in various training activities and
services, their progress in attaining needed skills and in securing employment must be constantly
evaluated. As this on-going evaluation occurs, many times a customer will need additional services
to further improve their skills and/or to enhance their job placement prospects. When this occurs,
the IEP must be adjusted to reflect any additional activities and services that are planned.

A. Initial Customer Discussion: The IEP development process will actually begin in the one-on-
one interview with each individual customer. As part of this interview, if training activities are being
discussed, the Advisor will explain to the customer the need for an IEP and what to expect from
the service planning process.

B. Develop IEP with Customer: After appropriate discussions with the Advisor, the customer
should be prepared to commit their training, job, and wage goals to writing (if not, additional
exploratory meetings may be necessary). The Advisor and the customer will work together to plan
the customer’s service strategy based on the results of these discussions and all prior assessment
activities. For customers that will be attending training activities, the Toolbox IEP format will be
used to capture all service strategies and plans. Additional information about the IEP will be
collected in the service note supporting the IEP activity.

C. Report the IEP Service in Toolbox: To document the service that has been provided, the
Advisor will update the Toolbox system for the IEP planning activity.

D. Record a Service note in Toolbox: The Advisor must also enter a service note in the Toolbox
system on the same date that the IEP is developed. This service note should include a narrative
containing the following information:

1. Describe the specific IEP planning activities in which the customer participated, indicating
specifically that the IEP has been developed jointly with the customer; and,

2. Describe the customer’s employment goal, a training schedule with a beginning and end
date, the planned provider for each training activity, a rationale for referring the customer to
training services, and any planned investments that are expected.

E. Remind the Customer of Next Activity: As part of the IEP process, the Advisor will work with
the customer to identify specific service needs, including specific training and training-related
activities designed to move the customer to full time, self-sufficient employment. At the conclusion
of this initial IEP process, the Advisor will make sure that the customer knows when they are
expected to be at their appointment. If appropriate, an appointment card will be provided to the
customers with this information.
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F. Ongoing Communication with the Customer: The Advisor will review the customer’s
progress in planned training activities and will schedule customer meetings as appropriate to
ensure customer success in these activities and make adjustments to the IEP as needed. Upon
completion of every planned training activity and at appropriate times during the course of activities
(for example, when mid-term grades are released), the Advisor will evaluate the progress of the
customer in their skill development and job placement efforts. Key issues that must be addressed
in this evaluation would include:

1. Was (or is) the customer successful in the training activity? For example, did the customer
gather the skills that are required by employers? Or does the customer need additional skill
building activities to make them marketable to employers?

2. Have any barriers been identified that are interfering with the customer’s ability to be
successful in the training activity?

3. Is there feedback from the customer or another source (employers, training providers, staff,
and/or partner organizations) that indicates a need for additional service(s)?

4. Has the customer been able to secure employment with the skills they have?

G. Updating the IEP as Needed: As additional activities are planned and scheduled, it may be
necessary to update the customers IEP from time to time.

1. There is no need to update a customer’s IEP if a simple schedule change has been made,
but the goal remains the same and the customer remains on track. These minor changes
can be documented in a service note with a simple explanation that would enable another
Advisor to understand what has happened.

2. The IEP will be updated if there are significant changes in planned training activities for the
customer. The process for updating an IEP will be the same as the IEP development
process detailed in this section of the manual. To report this service, the Advisor will enter
an activity in the Toolbox system on the same date that the activity is provided. The Advisor
will also enter a service note on this same date. This service note must include the
following information:

a. Describe the additional IEP planning activities in which the customer participated,
indicating specifically that the changes to the IEP have been developed jointly with
the customer; and,

b. Describe any planned changes to the customer’s employment goal, their training
schedule, the planned provider for their planned training activity(ies), a rationale for
making the change, and any change to the planned investments that are expected.

H. Customers that have Found Employment: If the customer has been successful in their effort
to secure employment, the IEP planning process will shift to focusing on the customer’s need for
assistance in ensuring job retention.

1. As part of this evaluation process, key issues to be addressed by the Advisor will include:
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a. Does the customer have all of the skills necessary to be successful on the job? If
not, what additional services can be provided to develop these skills?

b. Does the customer have the opportunity to earn a higher wage or move into a
higher-level position with the employer? If not, does the customer need additional
skills development efforts to move into these higher paying positions?

c. Does the customer have all of the items (work clothing, for example) that the
employer requires on the job? If not, does the customer need assistance in securing
these items?

d. Does the customer have all of the support systems in place to ensure job retention
(child care, transportation, others)? If not, does the customer need assistance in
developing these support systems?

e. Does the customer have any fears or concerns about their ability to be successful
on the job? If so, how can these fears or concerns be addressed?

2. If additional skill building services are provided to help ensure job retention, the customer’s
IEP must be updated in Toolbox. Whenever this occurs, the Advisor should record this
service in Toolbox. Also, a service note must be entered into Toolbox that contains the
following information:

a. Describe the additional IEP planning activities in which the customer participated,
indicating specifically that the changes to the IEP have been developed jointly with
the customer; and,

b. Describe any planned changes to the customer’s employment goal, their training
schedule, the planned provider for their planned training activity(ies), a rationale for
making the change, and any change to the planned investments that are expected.
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Chapter 17 — Occupational Skills Training Activities

Overview

Many Missouri Career Center customers will participate in skill building activities; however, some
of these customers will participate in formal skills training that leads to certifications, degrees, and
other industry recognized credentials. Typically, these customers will have job/career goals that
require a formal certification or formal skills training. For customers that are assessed as
appropriate and ready for occupational skills training, the following procedures will be utilized.

A. Requirements to Access Occupational Skills Training Programs: Depending upon the
funding stream that is being used to pay for needed skills training activities, the following
requirements exist for a customer to be considered for this activity.

1.

If the WIA funding stream is being used and the customer is unemployed, the customer
must have participated in a formal assessment activity and be determined to be in need of
skills training activities to earn a self-sufficient wage (see Chapter 40).

If the WIA funding stream is being used and the customer is considered to be
underemployed, the customer must have participated in a formal assessment activity and
must not be earning a self-sufficient wage. For purposes of this process, refer to Chapter
40.

If the TAA funding stream is being considered, the customer must have participated in a
formal assessment activity, must have worked for a TAA-certified employer, and must have
been displaced from this employer during the time period of the approved TAA certification.
Additionally, TAA customers must meet the following six criteria:

< No suitable employment is available for the customer;

e The customer would benefit from participation in an appropriate training activity;

e There is a reasonable expectation of employment following completion of the training
activity;

e The training to be approved is reasonably available to the customer and first
consideration has been given to opportunities within a normal commuting area;

e The customer is qualified to undertake and complete the training activity; and,

e The planned training is suitable and available at a reasonable cost.

All customers participating in skills training activities will apply for financial aid (Pell Grants)
unless it is determined that the specific school that is being considered does not accept Pell
Grants.

All customers participating in skills training activities must complete an Individual

Employment Plan prior to the beginning of training activities. For customers being
supported with WIA funds, the IEP will be developed in Toolbox and maintained
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electronically. For customers being supported with TAA funds, the Toolbox IEP will be
completed; however, the Advisor will also complete the TAA Training Plan addendum
which contains planning information required by the TAA program. This addendum will be
completed, forwarded to the Program Operator in Jefferson City for approval.

6. In all cases, customers will only participate in training activities that develop the skills
necessary to enter a career path in an occupation that is projected to be in demand in the
Southeast region. If using TAA funds, customer has the option to train in occupations that
are in demand in other locations as long as they are willing to relocate. This must be
documented in the file. Demand occupations for the Southeast Region are determined by
MERIC and must have a Career Outlook grade of B- or above. Customers receiving
training paid under TAA funds will have the Career Outlook grade waived.

B. Identify Specific Customer Need for Training: Once it has been determined that the
customer meets the required criteria to participate in occupational skills training activities, the
Advisor will meet with the customer to review the need for specific credentials or degrees that can
be earned through occupational skills training. As part of this conversation, the Advisor will also
address specific skills that must be acquired through the formal training activity. The Advisor will
use available assessment results to help guide this discussion, ensuring that all certification and
skill issues are addressed. Questions that the Advisor will explore with the customer include:

e Are the certifications and skills in demand by employers in the Southeast Region labor
market?

« What credential is required by employers in the customer’s desired career field?

e What are the current skill levels of the customer and what level of training is needed to
build upon and enhance these skills?

* How does the customer plan to use these skills and what job will result from the
training?

e What are the customer’s testing and assessment scores and do these scores indicate
that the customer could be successful in the planned training activity?

« Does the customer have any barriers (transportation, child care, support service needs)
that will need to be addressed to ensure success in a training activity? Complete
financial management worksheet.

» How will the customer meet current financial obligations while they are attending formal
training activities?

e What training vendors can provide the needed training/credential and what are the
schedules and costs of their training programs?

e Criminal issues that will keep customer from finding job in certain areas.
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C. Informational Interviewing (if appropriate): If the customer would benefit by exploring several
training options, the customer may be asked to participate in a brief job shadowing exercise or in
informational interviewing activities. In the informational interviewing activity, the customer could be
asked to talk with employers about skill and training expectations and/or with various training
vendors to discuss specific training options. The results of this process will help the customer to
determine if the training program they want is required by employers and is realistic for them. It
should also help identify the specific occupational skills training program that is to be pursued.

D. Schedule the Customer: After these initial discussions, the Advisor and customer should have
reached an agreement that occupational skills training is needed to improve skills that will result in
employment. At this point, the Advisor will immediately begin working with the customer to begin
the process of identifying the specific training activity(ies) that the customer will attend. This
process will include the following steps.

1. A specific occupational skills training program and vendor will be selected.

2. The customer will contact the vendor and get registered for the training program.
Registration may also occur electronically for many local training vendors. However, in all
cases, the Advisor will request a confirmation statement from the vendor and give a copy to
the customer for their information.

3. The Advisor will issue an P-208 to the selected training vendor. To do this, the Advisor will
first create an account and obligation for the customer in the customer’s electronic Toolbox
file. Once the account and obligation have been created, the Advisor will then complete the
P-208 and issue the completed voucher to the training vendor. The P-208 will identify the
specific training program by name as well as all expenses that Missouri Career Center will
cover for the customer.

a. If WIA funds are being used to pay for the training, the Advisor will check the P-208
for the appropriate program.

b. If TAA funds are being used to pay for the training, the training voucher may only be
issued if a TAA Training Plan addendum has been developed and approved by the
TRA Program Manager in Jefferson City.

4. If TAA funds are being used to pay for the training, prior to start of training the Advisor will
conduct a brief school orientation explaining the requirements for attendance, schedules
and grades/midterm reports. Attendance forms will also be provided to the customer along
with an explanation on how to complete and submit them.

E. Enter Toolbox Information: Once it has been confirmed that the customer is participating in
the training activity, this service (along with a service note) must be entered into the Toolbox
system. Toolbox expectations at this point will require that two items be entered into Toolbox (both
on the same date): At this point the Advisor will update progress tab in Toolbox.

1. In Toolbox, the Advisor will record a service for the occupational skills training activity. The
date of the service will be the first date of class and the planned exit date will be the
published last date of the class.
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2. In Toolbox, the Advisor will enter a service note for this activity that includes the following
four pieces of information.

a. Summarize why the customer is unable to obtain/retain employment with the

services that have been provided (e.g. a review of the customer’s skills gap that is
to be addressed through the training activity). Other barriers to employment should
also be noted and could include a sentence addressing the customer’s financial
need;

Describe the specific training program the customer will be attending and the
training institution that will deliver the training. If WIA funds are being used, describe
the amount of funding and time frame in the service note;

Detail the status of any PELL grants and/or other sources of financial aid that are
available to the customer. If the customer has selected a training program that is not
PELL eligible, this fact should be noted in the service note; and,

Describe the skills that the customer is to acquire as a result of the training activity
and how these skills will assist the customer in attaining their employment goal.

F. Monitor Customer Progress: Throughout the training activity, the Advisor will stay in contact
with the customer and make changes or adjustments to the planned training activity/schedule as

needed.

1. All customers in occupational skills training activities should be contacted as required to
ensure their attendance and progress in the activity. These contacts can be made over the
phone, through email, or in-person (whichever is the best manner for the contact to be

made).

2. If the customer is a TAA customer, the Advisor will interact with the customer as required
by TAA rules and collect monthly attendance sheet and grades as appropriate.

a.

To ensure customer awareness of the need to contact their Advisor, the Advisor will
notify the customer to report their progress to their Advisor.

The Advisor will request submission of mid-term grade reports to assess customer
progress in training activities.

The Advisor will request grades from the customer at the end of the scheduled class
period.

If the customer is also receiving TRA remedial benefits, the customer must
demonstrate that they are making academic progress.

G. Monitor Critical TAA Information and Dates: Advisors will monitor critical TAA dates and
information for customers to ensure that these customers do not lose access to TAA and TRA
benefits. Of specific concern to the Skills Team are those customers that are on a waiver from TAA
training because they have marketable skills and are engaged in a job search effort. TAA
customers that have been issued these waivers are required to visit the Missouri Career Center
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every 28 days to determine if the conditions for the waiver still exist and if they are fulfilling the
work search requirement. The Advisor will assist in monitoring these 28 day check-ins using the
following process.

1. All customers will be informed of the need to check-in and fulfill the 28 day requirement.

2. As TAA customers check in, they will be encouraged to review training options. If the
customer expresses an interest in training services, the Advisor will have a discussion with
the customer on what kind(s) of training may be needed and appropriate.

3. The Advisor will encourage customers to participate in Missouri Career Center workshops
such as job search, interviewing skills, resume writing, internet job search, and others in
order to assist with their job search.

H. Closing the Training Activity: When the customer completes planned training activities, there
are specific steps that must be followed to close this activity in Toolbox. These steps include:

1. The Advisor should review copies of the customer’s certificates of completion as well as
copies of any credentials, certifications, or degrees to verify successful completion of
training activities. The Advisor will note these credentials in a service note in the customer’s
electronic Toolbox file.

2. The Advisor will close the occupational skills training activity in Toolbox at the completion of
the training program, using the published semester end as the date of completion. As
appropriate, other activities may also need to be closed as well.

3. The Advisor will enter a service note in Toolbox that indicates the customer has completed
the training program. If a degree or credential has been earned, this will also be noted in
the service note. At this point the Advisor will update progress tab and Exit Snapshot in
Toolbox.

4. If TRA, the Advisor will ensure that the TRA-18 determination report is completed by the
training facility, prior to closing out any activities.

|. Update Customer’s Resume: Once the customer has completed the occupational skills training
activity, the Advisor will work with the customer to update the customer’s resume. For example, if
the customer just attained their LPN or CDL license, this fact would need to be added to the
customer’s resume. The Advisor will ensure that the customer’s resume reflects any new skills
attained through training activities.

J. Report Employment Outcome if Known: If, in conversation with the customer, it becomes
known that the customer has obtained employment, the Advisor will enter the job and wage
information into the Work History section of Toolbox to report this outcome and complete Toolbox
Exit Snapshot.
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Chapter 18 — On-The-Job Training Activities

Overview

On-the-job training (OJT) is intended to train customers in full time jobs for which they cannot
receive training in a classroom setting due to the nature of job functions and activities. OJT may
also be used with customers for whom classroom training has been determined to be an
inappropriate way to learn new skills. In short, OJT enables customers to develop skills and
progress to a higher performance level during a period of subsidized employment. OJT is also
viewed as an employer service and, therefore, the Business Services Team will play a critical role
in the OJT process.

A. ldentification of OJT Opportunities: OJT opportunities will be identified in two primary ways.
First, the Business Services Team will be constantly marketing a wide range of employer services,
including OJT activities as appropriate. When the Business Services Team identifies an OJT
opportunity, at this point the Skills Team will enter the job order including the following:

< Name and location of employer with the OJT opportunity;

e Job title, hours per week (full time or part time), and the scheduled daily hours of the
position;

e Wage information for the position the OJT will train for;
e Job description or tasks list that details the critical functions of the job;

e Employer requirements for customers to be considered for the OJT opportunity
(experience, education, skills, others); and

« Any specific training expectations that the employer may have. Another approach would
be for an Advisor to identify a customer for whom OJT is believed to be the best training
approach. When this occurs, the Advisor will get with a representative of the Business
Services Team and discuss the specific customer in question. The Advisor will provide
the following specific to the Business Services Team:

 Name and Appid of the customer so the Business Services Team can review the
customer’s Toolbox file;

e Information about the customer’s work history;

< Information about the customer’s education background, certifications, and skill sets
that have been acquired through their work history; and,

« Information about the customer’s skills that has been learned through the assessment
process (WorkKeys scores, mechanical aptitude, other results).
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B. Identification of Customers for the OJT: If the OJT opportunity has been identified by the
Business Services Team, the next step is to identify customers that would be appropriate for the

OJT.

1.

Using the information that has been provided, Advisors will review their customer roster (in
Toolbox) to identify customers that match up with these requirements and expectations. As
Advisors identify customers they believe would be appropriate for the OJT, they will forward
these resumes and any other required information to the Business Services Team for
review.

The Business Services Team will work with the employer through whatever process the
employer requires (interviews, WorkKeys assessments, others) to identify the specific
customers to be selected for the OJT opportunity.

When a customer is selected for the OJT opportunity, the job order will be updated and the
Skills and Employment Team Leads will be informed of the selection.

C. Execution of OJT Contract: The Skills Team Lead will develop and prepare an OJT contract
with the employer detailing the terms of the OJT and the training plans and expectations for the
customer. A start and end date for the OJT will be identified in this contract and these dates will
be communicated to the appropriate Advisor. The Functional Leader will be required to sign all
OJT contracts (Refer to DWD Issuance 15-2009).

1.

2.

E Verify

State Business Cetrtification

D. Enter Toolbox Information: Once it has been confirmed that the customer is participating in
the OJT activity, this service (along with a service note) must be entered into the Toolbox system.
Toolbox expectations at this point will require that three items be entered into Toolbox (all on the
same date):

1.

In Toolbox, the Advisor will record a service for the OJT activity. The date of the service will
be the first date of work for the customer and the planned exit date will be the end date of
the OJT contract.

In Toolbox, the Advisor will obligate funds that are required to support the planned OJT
activity. To do this, the Advisor will first create an account for the customer in the
customer’s electronic Toolbox file.

In Toolbox, the Advisor will enter a service note for this activity that includes the following
three pieces of information.

a. Summarize why the customer is unable to obtain/retain employment with the
services that have been provided (e.g. a review of the customer’s skills gap that is
to be addressed through the OJT activity). Other barriers to employment should
also be noted;
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b. Describe the OJT training activity in which the customer is participating and identify
the specific employer that will provide the OJT training; and,

c. Describe the skills that the customer is to acquire as a result of the OJT activity and
how these skills will assist the customer in attaining their employment goal.

E. Monitor Customer Progress in the OJT: To ensure success for both the customer and the
employer, OJT training activities will be evaluated in two primary ways.

1. The Business Services Team will evaluate the OJT by reviewing customer progress in the
activity with the employer. Any information that is learned from this employer review will be
shared with the appropriate Advisor. If the employer identifies that the customer needs to
improve their performance on the OJT, the Advisor and a representative from the Business
Services Team will work with the customer to develop the improvement plan. This plan will
be communicated directly to the employer by the Business Services Team.

2. The Advisor will evaluate the OJT by contacting the customer to collect their assessment of
OJT progress. Any information that is learned from this customer review will be shared with
the appropriate Business Services Team person, who can share this information with the
employer if appropriate.

F. Closing the OJT Activity: When the customer completes planned OJT activities, there are
specific steps that must be followed to close this activity in Toolbox. These steps include:

1. The Advisor should review copies of any credentials, certifications, or certificates that may
have been earned while on the OJT. The Advisor will note these credentials in a service
note in the customer’s electronic Toolbox file.

2. The Advisor will close the OJT training activity in Toolbox at the completion of the OJT
activity, using the last day the customer worked on the OJT as the closure date. As
appropriate, other activities may also need to be closed as well.

3. The Advisor will enter a service note in Toolbox that indicates the customer has completed
the OJT training program.

4. If the customer is to remain employed with the OJT employer, the Advisor will enter the job
and wage information into the Work History section of Toolbox to report this outcome and
complete Toolbox Exit Snapshot.
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Chapter 19 — Support Services

Overview

On occasion, customers will need assistance with specific financial issues to ensure success in:
(1) a Missouri Career Center training activity, (2) their own job search process, and/or (3) job
retention. To ensure customer success in all three of these ways, support services may be
provided as appropriate to customers who require them. Examples of support services would
include uniforms/work clothes for a training program or a new job or limited transportation
assistance.

A. ldentify Customer Need for Support Services: The Advisor will meet (or talk) with the
customer to identify specific support service needs that may exist. As part of this discussion, the
Advisor will review the following information:

1. The Advisor will review the customer’s budget to assess their financial circumstances as
well as their overall need for assistance with specific financial issues. This budget is
required to help identify the need and level of Missouri Career Center financial support that
may be required for supportive services.

2. The Advisor will review any specific support service issue that is identified that will interfere
with the customer’s success in training activities, the job search process, or with job
retention. The specific impact of this issue on the customer’s success will be identified
through this review.

3. To the extent that issues are identified which will interfere with customer success, the
Advisor will review other community-based options to which the customer could be referred
for the needed assistance. These community based resources will always be the first
option for addressing the support service needs of customers.

B. Refer to Community-Based Organizations (as appropriate): Once a support service need
has been identified, the customer should be referred to appropriate community based
organizations that can provide the needed service. Customers should be given specific information
on the organization, its location, and the process for accessing the needed support service. An
appropriate referral will be entered through the Toolbox. If there are no community based
organizations that can provide the needed support service, the Advisor will move to the next step
in this process.

C. Provide Needed Support Services: If the needed support service cannot be provided through
a community based organization, the Advisor may provide the service directly to the customer.
This will be done in one of two ways.

1. To provide any support service other than transportation assistance, the Advisor will
complete and issue a Supportive Service Request Form. To do this, the Advisor will first
create an account and obligation for the customer in the customer’s electronic Toolbox file.
Once the account and obligation have been created, the Advisor will then complete the
Supportive Service Request Form and issue the completed voucher to the customer. The
voucher should be written to a specific vendor, for a specific amount, and for a specific item
(and quantity if appropriate).
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2.

If a customer is being provided with transportation assistance, the Advisor will issue the
customer a mileage log and request that the customer turn in the log on a monthly basis for
Advisor approval. As these logs are completed, they will be turned into the WIB fiscal
department who will issue a mileage reimbursement check to the customer based on the
information submitted on the mileage log.

If the customer is receiving transportation assistance through TAA they will submit weekly
TRA-22 forms in place of mileage logs. The TRA-22 forms are submitted to Benefits
Division in Jefferson City on a weekly basis.

D. Enter Toolbox Information: The Advisor will enter the specific support service that has been
provided to the customer (along with a service note) into Toolbox. The following specific Toolbox
entries will be made.

1.

If the customer has been referred to a community based organization for the support
service, the Advisor will record the support services referral in the Toolbox system. The
Advisor will also enter a service note in the Toolbox system (on the same date as the
referral) that includes the following information.

a. ldentify the specific community based organization to which the customer is being
referred; and,

b. Describe the specific support service the customer is to receive from this community
based organization.

If the Advisor has issued a Supportive Service Request Form and provided the support
service directly to the customer, the Advisor will record the support service in the Toolbox
system. The Advisor will also enter a service note in the Toolbox system (on the same date
as the referral) that includes the following information.

a. Describe the customer’s need for the support service to be provided, including the
specific barrier that the support service is addressing;

b. Describe the efforts made to secure the needed support service from other
community organizations; and,

c. Describe the specific support service that is to be provided.

3. The Advisor will enter the obligation into Toolbox, committing appropriate resources to

cover expenses associated with the planned support services.

E. Collecting Information for Fiscal: While Advisors are not expected to maintain any paper
files on their customers; the WIB fiscal department may require hard-copy information that is
needed to support the payment of invoices for supportive service expenses. This could include
attendance sheets, mileage logs, and other hard copy items. All information required by the
WIB fiscal department will be collected and forwarded to the department.
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Chapter 20 — The Worker Profile Process

Overview
The Worker Profile activity focuses on identifying customers receiving Ul benefits that may be
expected to exhaust these benefits without skill development and job search assistance. This

activity also has several direct linkages to Ul services, since participation for identified customers is
mandatory and Ul benefits can be jeopardized if participation does not occur. As such, this activity

will be managed within the Employment Team to ensure that these critical Ul linkages are
maintained. Refer to DWD Worker Profiling Desk Aide for step by step procedures.

A. Request Worker Profiling Selection: Each week, The Ul automated system will select

worker profilers to be scheduled through the Missouri Career Center. In this letter, these
customers will be informed of the specific services that they will receive from Missouri Career
Center as part of the Worker Profiling activity as well as the specific date and time that they
must attend an information session at the Missouri Career Center.

. Worker Profile Information Sessions: Each week, a Worker Profiling information session will
be held at the Missouri Career Center. All customers that participate in this session will have
the following information entered into the Toolbox system (if it is not already entered): (1) their
10 demographics, and (2) a core service — self help community resources. In this session,
customers will be given information that is required by the Worker Profiling program as well as
job search advice and direction. Of critical importance, however, these customers will also be
highly encouraged to participate in the services offered within the Missouri Career Center and

these services will be described in some detail.
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Chapter 21 Employment Team Overview

Employment Team Mission

The Southeast Region Employment Team will assist customers with securing employment and
accessing skill development services to meet the needs of area employers.

Employment Team Guiding Principles

All staff must comply with the following policy and procedures when working with specific
programs:

DWD Missouri Employment Training Program (METP) Manual
DWD Trade Readjustment Act (TRA) Policy Manual

DWD Worker Profiling Desk Aide

DWD Labor Exchange Policy Manual

Workforce Investment Act of 1998
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The Employment Team Process - Job Description:

Employment & Training Advisor

Job description:

e Should meet one on one with client to determine the type of services needed and to identify
barriers client has interfering with finding employment.

e Identify needs such as job search, employment, OJT, formal training, supportive services
needs and assessment.

e Should arrange testing for clients to assess the skills clients have or need to be successful
in a working environment and then develop an accurate Employment Plan to fit that specific
client.

e Should be able to inform client of all work readiness classes and any other available skills
testing and Workshops.

e Assist with self help and informational resources available to the client in the resource area.
And developing a job search plan and explain the process to client.

e Explain and assist a client with core services, referrals and job development.

e Maintain documentation, service notes and update toolbox with current information and
changes that may occur in computer database ensuring proper documents are available for
program eligibility for services received. Ensuring compliance with Federal and State center
rules and regulations.

< Maintain knowledge of other agencies, programs, and training that they offer. Maintain case
management and refer to appropriate agency for additional services.

e Set customer follow ups and provide any additional help or guidance that maybe needed.

e Perform various job duties as assigned

Qualifications :

e Bachelor’'s degree or substitute work experience year for year.

< Ability to work as a member of a team that provides employment and skills development
services to job seekers.

< Ability to conduct client interviews seeking information that will assist in clients needs.

< Ability to assist in on-line job search activity, resume preparation and interviewing skills.

« Knowledge of local job market, jobs in demand, employer skills expectations and wages.
And the ability to organized and present information to groups of clients or individually.

< Ability to maintain accurate and organized records in an automated case management
system. Compile and analyze data make determinations and present findings in oral or
written form.

e Maintain confidentiality of client information and records according to Federal and State
policy requirements.

< Ability to work alone in an unsupervised or minimum supervision and work with others and
multi task and meet certain deadline requirements.

® Must have excellent communication skills, and working knowledge of Standard English
grammar.
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Chapter 22 — Transition from Welcome Team and Immediate
Engagement in Missouri Career Center Services

A. Greet the Customer: Customers may be walked back by the Welcome Team or they may
be coming into the Missouri Career Center for a scheduled appointment. In either case,
when the customer arrives in the Employment Team, they will be greeted in a professional
and friendly manner.

B. Handling Customers that are Walked Back: If the customer is walked back by the
Welcome Team, the following activities will occur with each customer:

1.

If the customer that is walked back is an eligible Veteran and has a significant barrier to
training or employment, the customer will be referred to a Veterans staff member. If a
Veterans staff person is not available or if the customer does not have significant
barriers to training or employment, the customer can be served by any available
Employment Team staff member. All staff should give priority of service to Veterans.

An initial interview will occur with the customer. As part of this initial interview, the
customer will be given an explanation of the services and support that can be expected
from the Employment Team. From this interview, the Advisor will identify any immediate
service(s) that the customer may require and desire. Additionally, the Advisor will
assign the Employment Team Advisor as “primary counselor” for the customer in the
Toolbox system and make “inactive” the Welcome Team Advisor that was assigned as
the primary counselor in Toolbox.

If the customer has not completed their registration in the MCS job matching system,
the customer will be directed to complete this activity at this point.

a. The Advisor should review the customer’'s MCS registration to ensure that it is
properly completed. Assistance in ensuring that the registration and MCS resume
are done appropriately should be provided by the Advisor.

b. If the customer completes the MCS registration process and needs to schedule a
time to come back, a follow up appointment should be scheduled to start the second
one-on-one meeting.

In an attempt to immediately engage the customer in Missouri Career Center activities,
the Advisor will provide the customer with an immediate service consistent with the
information learned in the initial interview. Examples of services that can be offered to
customers on an immediate basis would include:

» Schedule the customer for a workshop or an in-house training activity consistent
with their stated needs or desires

« Connect the customer to an e-learning or tutorial based activity
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» Provision of a resume builder to help the customer begin thinking through
information that will be needed to build an effective resume

» Provision of job leads consistent with the customer’s abilities as measured in initial
assessment activities (using MCS Quick Search to identify these job leads)

 Provision of information about an upcoming customized recruitment event and
suggestions to the customer for preparing for this event

= Familiarizing the customer with the Missouri Career Center computer lab and
encouraging them to begin exploring internet job search sites

 Provision of information (as appropriate) on a range of topics including job search
issues, job interview tips, tips for conducting an internet job search, resume tips and
suggestions, employment testing, financial aid information, job fairs, and other
topics

5.  The Advisor will schedule the customer for an appointment as necessary in order to
further pursue desired employment services. An appointment card will be provided
to the customer to remind them of the appointment date.

6. Once initial services have been provided to the customer, these activities must be
recorded in Toolbox to report the services that the customer receives. Additionally,
a service note must also be entered into Toolbox to describe the services that were
provided.

C. Handling Customers that come for an Appointment: If the customer is coming for an
appointment the following process will occur with each customer:

1. If the customer coming for the appointment is a Veteran and has a significant barrier to
training or employment, the customer will be seen by a Veterans staff member. If a
Veterans staff member is not available for the appointment or if the customer does not
have significant barriers to training or employment, the customer will be seen by any
available Employment Team staff person.

2. A structured interview will occur with every customer. The purpose of this interview will
be to learn the detailed work history of the customer and to clarify skills, educational,
and/or personal issues which could affect customer success. This interview will focus
on issues that help identify a need for skills development services, employment
services, support services, and/or counseling support to assist the customer in making
progress towards defining and achieving their specific job/career goals. Specific
guestions and issues that should be addressed in this interview process include:

e What kind of work does the customer want to do? What kind of work do they believe
their skills are a match for?

« Are there specific employers that the customer would like to apply to?
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e What are the customer’s job and wage goals?

» How soon does the customer need to secure work? If the customer has been
dislocated, what resources does the customer have to survive while looking for work
(Ul, severance, vacation, pension, other)?

* What previous work experience does the customer have and what is their work
history?

* Does the customer have dependable transportation and child care (if needed)?

e What is the educational background of the customer and what transferrable skills
and credentials do they currently possess?

« Does the customer have a current resume, appropriate references and cover letter?
If yes, the Advisor should request a copy of these items, review their overall quality,
and provide suggestions for improvement if needed.

e Has the customer registered and completed their resume in MCS? If yes, the
Advisor should quickly review the quality of the MCS resume, review any need for
additional MCS support, and provide a copy of MCS resume to customer.

< If the customer has been laid off, where have they been dislocated from? Is this a
TAA certified company?

 What level of computer knowledge does the customer possess? Does the customer
have access to the internet for job search purposes? Does the customer understand
the basics of using the internet to support a job search?

e Has the customer been convicted of a felony or have any other issue in their
background that would interfere with their ability to secure employment?

e Based on the insight gained from the previous questions, what kind of services does
the customer need?

3. The Advisor will assign the Employment Team Lead as “primary counselor” for the
customer in the Toolbox system and make “inactive” the Welcome Team Advisor that
was assigned as the case manager in Toolbox.

4. If the customer has not completed their registration in the MCS, the customer will be
supported in completing this activity at this time. Assistance in ensuring that the MCS
registration and resume are done appropriately should be provided by the Advisor. If
the customer completes the MCS registration process and needs to schedule a time to
come back and work on their MCS resume, a follow up appointment should be
scheduled for the customer to return and complete the MCS process
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5.

In an attempt to immediately engage the customer in Missouri Career Center activities
the Advisor will provide the customer with an immediate service consistent with the
information learned in this interview. Examples of services that can be offered to
customers on an immediate basis have been identified in section B.4.above. The
customer should be scheduled for further services and one-on-one meetings as
appropriate.

The appropriate activity must be recorded in Toolbox to report the service that the
customer receives. Additionally, a service note must also be entered into Toolbox to
describe the service that was provided.
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Chapter 23 — Serving Returning Computer Area and Ul Customers

Overview

Many customers that are fully enrolled in Missouri Career Center services will continue to visit
the Missouri Career Center to take advantage of Computer room services and/or to secure
additional Ul services. These services are one important aspect of continuous engagement
because they provide the customer with critical access to ongoing and important services and
support. These services will be available to all Missouri Career customers and, when provided,
must be documented in the Toolbox system when possible.

A. Enrolled Customers Returning for Computer Area Services: When a customer that is
already enrolled visits a Missouri Career Center to utilize computer area services, Advisors
will identify these customers and record this service in the Toolbox system.

1. To accomplish this, Advisors will check with each computer room customer to see if they
have completed the full Welcome Team process. If they have completed the process (or
if they are not sure if they have completed the process), the Advisor will check in Toolbox
to ensure that the customer is fully enrolled.

2. If the customer is fully enrolled, the Advisor will record a service in Toolbox using the Self
Help Community Computers service title to record the service. The Advisor will also enter
a service note in Toolbox that describes the self-help and/or informational services that
the customer accessed while in the Computer area. The service note will include the
following information
< Indicate that the customer was in the computer area and used the computers
that were available.
e Indicate the type of resources that the customer used while working in the
resource area.

3. If the customer is not enrolled, Advisors will walk them to complete the Welcome Team
process.

B. Enrolled Customers Returning for Ul Services/Assistance: When a customer that is
already enrolled visits a Missouri Career Center to access important Ul services, Advisors
will identify these customers and record this service in the Toolbox system.

1. To accomplish this, Advisors will check with Ul customers to see if they have completed the
full Welcome Team process. If they have completed the process (or if they are not sure if
they have completed the process), Advisors will check in Toolbox to ensure that the
customer is fully enrolled.

2. If the customer is fully enrolled, Advisors will record a service in Toolbox using the Ul
Referral service title to record the service. Advisors will also enter a service note in
Toolbox that describes the fact that Ul assistance was provided to the customer.

3. If the customer is not enrolled, Advisors will walk them to the Welcome Team to complete
the Welcome Team process.
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Chapter 24 — Additional Assessment Activities

A. Completing Additional Assessment Activities with the Customer: Once the customer

has been immediately engaged in Missouri Career Center services, additional and more

comprehensive assessments may be needed. Each customer assigned to the Employment

Team will participate in additional assessment activities as appropriate, based on the

knowledge, expertise, and judgment of the Employment and Training Advisor. Assessment

strategies that can be used by the Advisor would include:

1. Areview of the customer’s financial circumstances (their budget) is required when that

customer is to receive support services. This budget is necessary to help identify the
need and level of Missouri Career Center financial support that may be required.

2. The following assessment strategies may be administered by staff as appropriate to
help identify customer aptitudes and skills, learning styles, and service needs.
Examples of additional assessment strategies that can be used include:

Assessment Strategy Purpose of Strategy

WIN Assessment(s) Additional WIN assessments can be

used to assess job specific aptitudes and
readiness. Specific WIN assessments
may be needed to evaluate customer
computer skills or other skills before
entering a job training activity.

Aptitude/skills tests, including WorkKeys These assessments measure specific
career aptitudes and/or employer skill
expectations. They may also measure
technical or social skills.

DMV records review This review of DMV records establishes a
customer’s driving record in relation to any
planned activity that requires a driver's
license or CDL.

Career Interest Inventory These assessments are used to help
customer’s explore their interests and
aptitudes and to help determine career
goals.
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3. Each time that a customer participates in a more comprehensive assessment activity, this
service must be reported in Toolbox. A service note must also be recorded in Toolbox that
summarizes the assessment services the customer received. This service note must
provide the following information:

a. Describe the assessment activity in which the customer participated; and,

b. Describe any additional and/or critical information learned from the assessment
activity.

B. Optional Staffing: Based on the results of the comprehensive assessment, the Advisor
may choose to schedule a meeting with other team members to discuss individual
customer assessment results and the implications of these results on planned services.
Additionally, the Advisor may also share these results with Skills Team staff to seek input
on what skills development services may be most appropriate for the customer.
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Chapter 25 — Computer Area Activities

Overview

Many Missouri Career Center customers will be working with the Employment Team on their job
search by using the resources made available in the job search lab. This will include technology
resources (computers, internet access, printers, fax machines) as well as informational

resources on resume development, interviewing, and other related topics. Missouri Career Center
customers will have access to the job search lab (also known as the computer area) to ensure they
have access to the needed technology and information to conduct an effective job search. As
customers need this kind of support, they should be shown the job search lab and all of the
technology and information that is available. Customers should be encouraged to make extensive
use of the resources in the job search lab. Customers that use the job search lab should also be
provided with appropriate staff support.

A. Orient Customers to Job Search Lab and Resources: The Advisor will review the resources
available in the job search lab with their customer and provide the customer with a quick
overview of the lab. As part of this conversation, the Advisor will work with the customer to
identify specific resources in the job search lab which may need to be accessed in order to
improve customer skills and facilitate their job search process. The Advisor will review the
customer’s work history and job search plans to help guide this discussion, ensuring that any
problems or concerns are addressed.

B. Schedule Customers for Time in the Lab: The job search lab will be staffed as needed by
the Employment Team. As such, if the customer has a specific job search issue that must be
addressed (such as resume development), the Advisor will schedule the customer to work in
the lab and will communicate this fact to lab staff.

1. Customers should be scheduled to spend time in the job search lab whenever it is
needed to further their job search plan.

2. If the customer does not keep a scheduled appointment to work in the lab, staff working
in the lab must notify the appropriate Advisor.

3. The Advisor will make an attempt to contact the customer and reschedule them for
services in the job search lab. If the customer does not respond to this contact attempt,
the Advisor will provide the name of the customer to the Tracker who will attempt to
follow-up and reschedule the customer.

C. Enter Toolbox Information: Once it has been confirmed that the customer has worked in the
job search lab, this service (along with a service note) must be entered into the Toolbox
system. To ensure that this happens, staff working in the lab will enter each customer they
work with into the appropriate activity in the Toolbox system and include a service note (which
is dated the same as the activity record) that includes the following information:

1. Describe services being provided in the job search lab (for example, to work on a
customized resume, to search for work on the internet, or to research specific
companies for job application purposes); and,
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Describe two details that show the depth of service being provided (for example, the
names of two employers that resumes were mailed to, two specific internet sites that
were visited during the work search activity, or two specific companies that were
researched).
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Chapter 26 — One-On-One or Small Group Job Search Support

Overview

Although customers will have full and complete access to the job search lab, there will be
customers that need personalized support and attention to ensure their job search success. Staff
from the Employment Team will work with these customers in a one-on-one or small group setting
to review issues specific to each customer. This will include one-on-one or small group sessions to
work on customized resumes, to prepare for specific job interviews, or to prepare for a customized
recruitment event (job fair).

A. ldentify Customer Need for Service(s): As Advisors work with a customer, there will be
unique and specific job search issues that must be addressed to ensure their success in the
job search effort. These issues will be identified through many sources, including:

1. Conversations with the customer about how their job search is progressing;
2. Areview of the customer’s job search materials (resumes, cover letters, other items);
3. A review of the customer’s familiarity and comfort with using the MCS system;

4. A review of how successful the customer has been in getting interviews and
opportunities to talk with employers;

5. Feedback from the Business services team on how well prepared the customer is for
scheduled activities;

6. Specific conversations with the customer about workshops they attended and what they
have learned and applied from these workshops; and,

B. Schedule the Customer for Service(s): As these issues are identified, the Advisor will work to
address these issues immediately with the customer. However, if necessary to ensure a quality
service, the Advisor will schedule the customer for a one-on-one or small group session to
address the specific job search issue. The customer will be given an appointment card, if this
occurs, to remind them of the appointment time with the Advisor.

C. Provide the Needed Service(s): The Advisor will work with the customer to ensure that the
specific job search issue is fully addressed. This means, for example, that if the customer is
preparing for a job interview with a specific employer, the customer will leave with a solid
understanding of how to interview with this employer. Similarly, if the customer needs a
customized resume to apply for a specific job, the customer will leave with copies of their
customized resume. The goal, however, is to work with the customer to ensure that the specific
job search issue has been fully addressed.

D. Enter Toolbox Information: After the one-on-one or small group job search support has been
provided to the customer, this service (along with a service note) must be entered into the
Toolbox system. To ensure that this happens, the Advisor will enter the customer into the
appropriate activity in the Toolbox system and include a service note (which is dated the same
as the activity record) that includes the following information:
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1. Describe the service being provided in the one-on-one or small group session (for
example, to work on a customized resume or to prepare for an interview); and,

2. Describe details that show the depth of service being provided in the one-on-one or
small group session (for example, two jobs/employers for which a customized resume
was developed, two details about the interview preparation activity, or two suggestions
for preparing for a job fair).

Revised | Southeast Missouri Next Generation Career Center Procedure Manual
9/30/2010

76



Chapter 27 — Referrals to Jobs and Customized Recruitment Events

Overview

One of the primary job placement strategies to be used by the Employment Team is the referral of
qualified customers to job openings. Some of these openings may be identified through the
traditional processes of want ad reviews and internet job search activities (including Missouri’s
MCS job matching system, CareerBuilder, Monster, and others). However, other job openings
(including customized recruitment events) will be identified by the Employment Team and specific
processes will be established for customers to apply for these positions. It is a primary role,
however, of every Employment Team Advisor to assist their customers in preparing and applying
for any identified job opportunity for which the customer is qualified.

A. Assist Customer with Identifying Job Leads: Every Advisor will work with their customers to
identify job leads that represent realistic opportunities for job placement. The Advisor will work with
each customer to review hiring advertisements in the paper, jobs that have been posted on the
internet and in MCS, and jobs that have been identified by the Business Services Team. The
Advisor will work with the customer to review their qualifications against the criteria established in
these job postings to identify job leads that are most appropriate for the customer.

B. Assist Customers in Pursuing Job Leads: As job opportunities are identified for which the
customer appears to have the required skills and abilities, the Advisor will work with the customer
to develop resumes and complete other tasks required to pursue these opportunities.

1. For job opportunities that are identified through MCS or more traditional source, the
Advisor will help the customer identify those opportunities that are the best match for
the customer’s skills and abilities. As these opportunities are identified, the Advisor will
advise and assist the customer in developing customized resumes (if necessary),
developing appropriate cover letters, and submitting the resumes and cover letters
through the appropriate mechanism (fax, email, MCS, regular mail). The Advisor will
also help the customer improve their resume in the MCS system if the job lead came
from that system.

2. For job opportunities that are identified by the Employment Team, Advisors will be given
a specific set of criteria against which to assess their customers.

a. The Business Services Team will communicate these criteria each time that they
develop a job lead for the Missouri Career Center system and each time that they
plan a customized recruitment event. These hiring criteria will be communicated in
writing to all Employment and Skill Team members. If the employer is making a
large number of hires, the Employment Team will develop a formal customized
recruitment plan that details the hiring criteria and process that must be followed.
However, in all cases, the Employment Team will communicate that at least four
specific pieces of information to Advisors:

A checklist of specific skills that the employer requires in successful job applicants;

e The specific dates by which the Business Services Team must receive these
referrals in order to get them to the employer at the desired time; and,
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e The specific referral instructions for the available job (resumes, applications,
WorkKeys scores, other referral instructions); and

e The specific number of referrals that the Business Team needs to receive from
each appropriate team, along with the total number of referrals that will be
accepted.

e If they are a Show-Me Hero Employer

b. The Employment Team will enter the job order into the MCS system. The team
leader will assign new job orders to employment team staff members to perform
appropriate seeker job search. All information about the job will be entered into
MCS exactly as provided by the employer. Once the job order is entered, the
following process will be used to identify appropriate candidates for the open job(s).

1. Veteran’s staff on the Employment Team will utilize the MCS system to identify
veterans that meet the hiring criteria as communicated by the Employment
Team and reflected in the job order. Once these veterans customers have been
identified, Veterans staff will contact these customers (by phone and email) to
invite them to the Missouri Career Center to participate in the Welcome Team
process and receive consideration for the open position. As these contacts are
made, veterans customers will be informed of the documentation they need to
bring with them to complete the Welcome Team process. All invitations to
veterans customers must be extended within 24 hours of the job order being
entered into the job matching system.

2. Once veteran’s customers have been invited, the Recruiter (or the designated
Employment Team Advisor) will run a match in the MCS system to identify all
other customers that may be appropriate for the open position(s). As these
customers are identified, the Recruiter and/or Employment Team staff will
contact these customers (by phone and email) to invite them to the Missouri
Career Center to participate in the Welcome Team process and receive
consideration for the open position. As these contacts are made, these
customers will be informed of the documentation they need to bring with them to
complete the Welcome Team process. Invitations to all other customers must be
extended within 48 hours of the job order being entered into the job matching
system.

3. All customers (including veterans) that have been identified through this
process, will complete the Welcome Team process (WIN assessment, Toolbox
application, and referral to Employment Team). Once referred, Employment
Team Advisors will review the job openings with these customers (in small
groups if possible) to further assess their appropriateness based on the hiring
criteria communicated by the Employment Team.
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c. As job orders are posted in the MCS system, Advisors will also review their
customer pool in Toolbox to identify active customers that best meet the established
hiring criteria as provided by the Employment Team. These customers will be
contacted by e-mail, automated call in system, in person or by phone to review the
job opportunity and requirements in detail (this should be done in group settings).
As these customers are identified, Invitations to customers active in Toolbox must
be extended within 48 hours of the job order being entered into the job matching
system.

d. If required by the employer (and communicated by the Employment Team),
gualified customers need to be scheduled for additional assessment or pre-
employment training activities. This could include such items as WorkKeys testing,
additional WIN assessments, and a range of pre-employment training activities. As
appropriate and interested customers are identified, Advisors will immediately
schedule these customers for any additional assessments/activities required by the
employer. Additionally, as Advisors identify the need, customers should also be
scheduled to participate in interview training to ensure their readiness to interview
with the employer.

e. Once all required assessments and other activities have been successfully
completed, Advisors will send resumes/applications for the most qualified
customers. The Employment Team will directly forward all appropriate resumes to
the employer and follow up with the employer on their hiring activities.

1. The Advisor will record the referral of these customers in Toolbox, ensuring that
a formal record of these referrals is maintained and documented for all staff to
see. This will also ensure that only the desired number of referrals is made to
the employer.

2. If additional applicants are needed by the employer, the Employment Team will
inform center-based teams of this fact and this process will be repeated.

3. Ifitis believed that very few additional applicants can be secured through a
search of the state’s job matching system and Toolbox, the Employment Team
Advisor will contact employer and make recommendation to generate additional
applicants.

C. Enter Toolbox Information: When an Advisor assists a customer in pursuing appropriate job
leads, this service (along with a service note) must be entered into the Toolbox. The service note
for these job referrals would include the following information:

1. Identify the specific employer to whom the customer’s resume was forwarded;
and,

2. Describe any preparation activities that occurred with the customer to ready
them for the job opportunity (e.g. customized a resume, developed a specific
cover letter, completed an on-line application).

Revised | Southeast Missouri Next Generation Career Center Procedure Manual
9/30/2010

79



Chapter 28 — Referral to Workshops and Products

Overview

In the Missouri Career Center there will be a number of workshops and products that many
Employment Team customers will need. This will include job search workshops, MCS resume
workshops, interview preparation sessions, computer classes, and many other similar activities.
This will also include a wide array of in-house skill development activities such as computer
training, customer service training, WIN and other basic skills development activities, and many
others. One of the foundational principles of an integrated system is that all customers can access
all available services and products in the Missouri Career Center system. To that end and to
ensure customer access to specific skill development activities, customers connected to the
Employment Team will be referred to and scheduled for participation in workshop Team activities
as needed.

A. Identify Customer Need for Service(s): The Advisor will meet (or talk) with the customer to
identify specific workshops in which the customer may need to participate in order to improve their
skills and facilitate their job search process. The Advisor will review the customer’s work history
and existing skill levels to help guide this discussion, ensuring that any skill issues identified are
addressed.

B. Schedule the Customer: As the need for workshop activities is identified, the Advisor will
immediately work with the customer to identify an appropriate date and time for the activity to
begin.

1. The Advisor will schedule the customer for the workshop activity using the Toolbox
internal scheduling system.

2. The customer will be informed of the date and time of the planned activity and an
appointment card will be given to the customer with this information on it.

C. Ensure Customer Attendance: In order to report the service as being provided, customer
attendance at these workshop activities must be documented. To ensure that this occurs, the
classroom facilitator will communicate attendance with all Employment Team members. An
Advisor will make an attempt (through email or phone) to contact any customer that did not attend
and get them scheduled back to the Missouri Career Center for services. If the customer cannot be
reached, advisors will record this in Toolbox.

D. Enter Toolbox Information: Once it has been confirmed that the customer has participated in
the workshop activity, this service (along with a service note) must be entered into the Toolbox
system. Specifically, the classroom facilitator will enter each customer into the appropriate activity
in the Toolbox system and include a service note (which is dated the same date as the activity
record) that includes the following information:

1. Identify the specific workshop in which the customer is participating; and,

2. Briefly describe the content and purpose of the workshop.
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E. Customer’s Resume is Updated: Once the customer has completed the workshop, the Advisor
will need to determine if the customer’s resume needs to be updated. For example, if the customer
just completed a Customer Service training program, this fact should be added to the customer’s
resume. The Advisor will ensure that the customer’s resume reflects any new skills attained
through these activities.
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Chapter 29 — Referral for Veterans Specific Support

Overview

Many veterans will access employment and training services through the Missouri Career Center
system, including the full line of job search and job training services that are offered. Additionally,
customers that are veterans are also entitled to certain preferences in the job searching and job
referral process. To ensure that veterans have access to all needed services and that veteran’s
preference is applied as required, the following procedures have been put into place.

A. ldentify Customers that are Veterans: Most customers that are veterans will be identified by
the Welcome Team during their one-on-one time with the customer. Moreover, the fact that these
customers are veterans will be shared by the Welcome Team when the customer is referred to the
Employment Team for services. The process for engaging customers that are also veterans will be
as follows.

1. As veterans with significant barriers to training or employment are referred to the
Employment Team, they will be seen by available Veterans Staff or other Career Center
staff, who will then provide the full range of services available in the Missouri Career
Center to the veteran.

2. If Veterans Staff are unavailable (or of the veteran does not have significant barriers to
training or employment), the veteran should be seen by the next available Employment
Team Advisor. This will ensure that veterans receive quick and efficient services and
that they can get the service(s) they require during their Missouri Career Center visit.

B. Refer Customers that are Veterans to Veterans Staff as Needed: As Advisors see veterans
and provide them with services, some of these veterans will most certainly have issues or
guestions that are specific to veterans preference, veterans benefits, or veterans programs. When
this occurs, the Advisor must arrange for the veteran to meet with a Veterans Staff person to
address the issue or question.

1. If a Veterans Staff person is available to see the veteran on an immediate basis, the
veteran will be referred for immediate assistance with their issue or question.

2. If a Veterans Staff person is not available, the veteran will be scheduled for an
appointment with the Veterans Staff using the internal scheduling system. The veteran
will be provided with all other services that the Advisor can provide and be given an
appointment card as a reminder of the day and time of their return visit.

C. Enter Toolbox Information: When veterans are provided with services (either by Veterans
Staff or an Employment Team Advisor), these services must be reported in the Toolbox system
along with a service note that is dated the same date as the service in Toolbox. Service note for
veterans services should include the following information:

1. Describe the service being provided to the veteran (for example, working on a resume,
preparing for an interview, or dealing with a VA or Gl Bill question); and,
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2. Describe two details that show the depth of service being provided to the veteran (for
example, two jobs/employers to which resumes were mailed, two details about the
interview preparation activity, or two suggestions for addressing the VA or Gl Bill
guestions that were raised).
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Chapter 30 — Support Services

Overview

On occasion, customers will need assistance with specific financial issues to ensure success in
their job search process and/or with job retention. To ensure customer success, support services
will be provided as appropriate to customers who require them. Examples of support services
include uniforms/work clothes for a training program or a new job and limited transportation
assistance.

A. ldentify Customer Need for Support Services: The Advisor will meet (or talk) with the
customer to identify specific support service needs that may exist. As part of this discussion, the
Advisor will review the following information:

1. The Advisor will review the customer’s budget to assess their financial circumstances
as well as their overall need for assistance with a specific financial issue. This budget is
required to help identify the need and level of Missouri Career Center financial support
that may be required for supportive services.

2. The Advisor will review, in detail, any specific support service issue that is identified that
will interfere with the customer’s success in their job search or job retention efforts. The
specific impact of this issue on the customer’s success will be identified through this
review.

3. To the extent that issues are identified which will interfere with customer success, the
Advisor will review other community-based options to which the customer could be
referred for the needed assistance. These community based resources will always be
the first option for addressing the support service needs of customers.

B. Refer to Community-Based Organizations (as appropriate): Once a support service need
has been identified, the customer should be referred to appropriate community based
organizations that can provide the needed service. Customers should be given specific information
on the organization, its location, and the process for accessing the needed support service. If this
information is not known, the Advisor will contact the community based organization and get this
information for the customer. If there are no community based organizations that can provide the
needed support service, the Advisor will move to the next step in this process.

C. Provide Needed Support Services: If the needed support service cannot be provided through
a community based organization, the Advisor will provide the service directly to the customer. This
will be done in one of two ways.

1. To provide any support service other than transportation assistance, the Advisor will
complete and issue a voucher for the needed service through the Toolbox system. To
do this, the Advisor will first create an account and obligation for the customer in the
customer’s electronic Toolbox file. Once the account and obligation have been created,
the Advisor will then complete the Toolbox voucher and issue the completed voucher to
the customer. The voucher should be written to a specific vendor, for a specific amount,
and for a specific item (and quantity if appropriate).
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2. If a customer is being provided with transportation assistance, the Advisor will issue the
customer a mileage log and request that the customer turn in the log on as needed
basis not to exceed 30 days for Advisor approval. As these logs are completed, they will
be turned into a member of the staff who will forward to the WIB fiscal department who
will issue a mileage reimbursement check to the customer based on the information
submitted on the mileage log.

D. Enter Toolbox Information: The Advisor will enter the specific support service that has been
provided to the customer (along with a service note) into Toolbox. The following specific Toolbox
entries will be made.

1. If the customer has been referred to a community based organization for the support
service, the Advisor will record the support services referral in the Toolbox system. The
Advisor will also enter a service note in the Toolbox system (on the same date as the
referral) that includes the following information.

a. ldentify the specific community based organization to which the customer is being
referred; and,

b. Describe the specific support service the customer is to receive from this community
based organization.

2. If the Advisor has issued a Toolbox voucher and provided the support service directly to the
customer, the Advisor will record the support service in the Toolbox system. The Advisor
will also enter a service note in the Toolbox system (on the same date as the service) that
includes the following information.

a. Describe the customer’s need for the support service to be provided, including the
specific barrier that the support service is addressing;

b. Describe the efforts made to secure the needed support service from other
community organizations; and,

c. Describe the specific support service that is to be provided.

E. Collecting Information for Fiscal: While Advisors are not expected to maintain any paper files
on their customers, the WIB fiscal department may require hard-copy information that is needed to
support the payment of invoices for supportive service expenses. This could include attendance
sheets, mileage logs, and other hard copy items. All information required by the WIB fiscal
department will be collected and forwarded to the department.
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Chapter 31 — IEP Planning and Development

Overview

The development of an Individual Employment Plan (IEP) is critical and required for all Missouri
Career Center customers that will be attending any kind of training activity (occupational skills
training, on-the-job training, and customized training). The focus of this plan is to ensure that the
customer has a plan for successfully completing the training activity and for achieving their job
search and employment goals. Further, as customers participate in various training activities and
services, their progress in attaining needed skills and in securing employment must be constantly
evaluated. As this on-going evaluation occurs, many times a customer will need additional services
to further improve skills and/or to enhance job placement prospects. When this occurs, the IEP
must be adjusted to reflect any additional activities and services that are planned.

A. Initial Customer Discussion: The IEP development process will actually begin in the one-on-
one interview with each individual customer. As part of this interview, if training activities are being
discussed, the Advisor will explain to the customer the need for an IEP and what to expect from
the service planning process.

B. Develop IEP with Customer: After appropriate discussions with the Advisor, the customer
should be prepared to commit their training, job, and wage goals to writing (if not, additional
exploratory meetings may be necessary). The Advisor and the customer will work together to plan
the customer’s service strategy based on the results of these discussions and all prior assessment
activities. For customers that will be attending training activities, the Toolbox IEP format will be
used to capture all service strategies and plans. Additional information about the IEP will be
collected in the service note supporting the IEP activity.

C. Report the IEP Service in Toolbox: To document the service that has been provided, the
Advisor will complete an enter/exit into the Toolbox system for the IEP planning activity (using the
service title “Initial ISS/IEP Development Session”).

D. Record a Service note in Toolbox: The Advisor must also enter a service note in the Toolbox
system on the same date that the IEP is developed. The service note should be titled “Enter/Exit
customer into IEP Activity.” This service note should include a narrative containing the following
information:

1. Describe the specific IEP planning activities in which the customer participated, indicating
specifically that the IEP has been developed jointly with the customer; and,

2. Describe the customer’s employment goal, a training schedule with a beginning and end
date, the planned provider for each training activity, a rationale for referring the customer to
training services, and any planned investments that are expected.

E. Remind the Customer of Next Activity: As part of the IEP process, the Advisor will work with
the customer to identify specific service needs, including specific training and training related
activities designed to move the customer to full time, self-sufficient employment. At the conclusion
of this initial IEP process, the Advisor will make sure that the customer knows when they are
expected to be at their next activity. If appropriate, an appointment card will be provided to the
customers with this information.
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F. Ongoing Communication with the Customer: The Advisor will review the customer’s
progress in planned activities, will schedule customer meetings as appropriate to ensure customer
success in these activities, and will make adjustments to the IEP as needed. Upon completion of
every planned activity and at appropriate times during the course of activities, the Advisor will
evaluate the progress of the customer in their skill development and job placement efforts. Key
issues that must be addressed in this evaluation would include:

1. Was (or is) the customer successful in the activity? For example, did the customer gather
the skills that are required by employers? Or does the customer need additional skill
building activities to make them marketable to employers?

2. Have any barriers been identified that are interfering with the customer’s ability to be
successful in the training activity?

3. Is there feedback from the customer or another source (employers, staff, and/or partner
organizations) that indicates a need for additional service(s)?

4. Has the customer been able to secure employment with the skills they have?

G. Updating the IEP as Needed: As additional activities are planned and scheduled, it may be
necessary to update the customers IEP from time to time.

1. There is no need to update a customer’s IEP if a simple schedule change has been made,
but the goal remains the same and the customer remains on track. These minor changes
can be documented in a service note with a simple explanation that would enable another
Advisor to understand what has happened.

2. The IEP will be updated if there are significant changes in planned training activities for the
customer. The process for updating an IEP will be the same as the IEP development
process detailed in this section of the manual. To report this service, the Advisor will enter
an activity in the Toolbox system on the same date that the activity is provided. The Advisor
will also enter a service note on this same date that is titled “Enter/Exit Customer into IEP
Review Activity.” This service note must include the following information:

a. Describe the additional IEP planning activities in which the customer participated,
indicating specifically that the changes to the IEP have been developed jointly with
the customer; and,

b. Describe any planned changes to the customer’s employment goal, their training
schedule, the planned provider for their planned training activity(ies), a rationale for
making the change, and any change to the planned investments that are expected.

H. Customers that have Found Employment: If the customer has been successful in their effort
to secure employment, the IEP planning process will shift to focusing on the customer’s need for
assistance in ensuring job retention.

1. As part of this evaluation process, key issues to be addressed by the Advisor will include:
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a. Does the customer have all of the skills necessary to be successful on the job? If
not, what additional services can be provided to develop these skills?

b. Does the customer have the opportunity to earn a higher wage or move into a
higher-level position with the employer? If not, does the customer need additional
skills development efforts to move into these higher paying positions?

c. Does the customer have all of the items (work clothing, for example) that the
employer requires on the job? If not, does the customer need assistance in securing
these items?

d. Does the customer have all of the support systems in place to ensure job retention
(child care, transportation, others)? If not, does the customer need assistance in
developing these support systems?

e. Does the customer have any fears or concerns about their ability to be successful
on the job? If so, how can these fears or concerns be addressed?

2. If additional skill building services are provided to help ensure job retention, the customer’s
IEP must be updated in Toolbox. Whenever this occurs, the Advisor should record this
service in Toolbox using the service title “ISS/IEP Review & Update Session.” Also, a
service note must be entered into Toolbox that contains the following information:

a. Describe the additional IEP planning activities in which the customer participated,
indicating specifically that the changes to the IEP have been developed jointly with
the customer; and,

b. Describe any planned changes to the customer’s employment goal, their training
schedule, the planned provider for their planned training activity(ies), a rationale for
making the change, and any change to the planned investments that are expected.
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Chapter 32 — The Worker Profile Process

Overview
The Worker Profiling activity focuses on identifying customers receiving Ul benefits that may be
expected to exhaust these benefits without skill development and job search assistance. This

activity also has several direct linkages to Ul services, since participation for identified customers is

mandatory and Ul benefits can be jeopardized if participation does not occur. Refer to DWD
Worker Profiling Desk Aide for step by step procedures.

A. Request Worker Profiling Selection: Each week, The Ul automated system will select
worker profilers to be scheduled through the Missouri Career Center. In this letter, these

customers will be informed of the specific services that they will receive from Missouri Career

Center as part of the Worker Profiling activity as well as the specific date and time that they
must attend an information session at the Missouri Career Center.

B. Worker Profile Information Sessions: Each week, a Worker Profiling information session will

be held at the Missouri Career Center. All customers that participate in this session will have

the following information entered into the Toolbox system (if it is not already entered): (1) their

10 demographics, and (2) a core service — self help community resources. In this session,

customers will be given information that is required by the Worker Profiling program as well as

job search advice and direction. Of critical importance, however, these customers will also be
highly encouraged to participate in the services offered within the Missouri Career Center and

these services will be described in some detail.
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Chapter 33 - Introduction and Overview

Business Team Mission

The mission of the Southeast Regional Team is to develop a seamless service delivery
system for business. Partners will coordinate efforts to ensure a point of contact to deliver
training and employment services.

Business Team Organization Chart

Regional Business
Qutreach Team

[ 1

: Rapid Response DWD Business
LYERs Coordinator Rep

The Regional Business Outreach Team will be staffed with the WIB Rapid Response
Coordinator, DWD Business Representative and the 4 LVER’s. The team will provide
outreach to employers and promote career center services (i.e. OJT, customized training,
job orders, etc...) to continually update the product box.

Business Team Functional Responsibility

Business Services

Gather business intelligence and compile data

Provide information about workforce related topics and services to companies and
make appropriate referrals

Promote participation in MCC business and employer services and provide
assistance in accessing those services

Serve as an intermediary to other economic development activities and entities —
Provide feedback to MCC about regional skills gaps, product development, and
evaluation of companies for services

Work with local and regional economic development professionals in business
retention, and expansion activities as needed.

Support other Teams as needed
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Employer Services

Advance the MCC primary goal of transition to a business driven system by
providing research, development, coordination and implementation of business and
employer services

Promote employer services products and monitors the implementation of those
products for specific employers.

Manage job orders from participating employers in job matching computer system,
subject to changes in job matching system.

Work collaboratively with Skills Development Team with implementation and
management of On the Job Training

Assist employers on job matching system

Assures adequate job opportunities and products to meet the needs of the MCC job
applicant pool

Makes arrangements for employer services related products such as customized
recruitment events

Support other Teams as needed (e.g. rapid response)

Economic & Workforce Development

Overview: Work with other economic development partners to support the attraction,
growth, and retention of businesses that bring wealth and provide jobs to the region

Utilize business intelligence to identify the current economic life cycle of regional
businesses.

Provide information to and work with Local Economic Development Organizations
(LEDO) and others working on attraction and retention projects concerning skills of
the workforce in the region and potential recruitment and training services available.
Make presentations to business and trade organizations regarding the workforce
related topics and services.

Lend support to employers in developing regional networks.

Develop relationships with other economic development organizations such as
LEDO organizations, Chambers of Commerce, Human Resources Organizations,
etc.

Encourage entrepreneurship by working with Small Business Development Center
(SBDC), Innovation Center’s, and similar organizations

Attend programs or meetings and maintain relationships with related state agencies.

Qutreach Elements

Overview: Promotes MCS employer services products to meet needs of targeted
companies and provide job opportunities for applicants screened through MCC

Make available a Resource Kit outlining the products and services available to
employers.

Ensure that all staff are knowledgeable of all services available to employers.
Electronically communicate any updates in a timely manner.

Every employer receiving any level of service from the MCC will receive
information about ALL services available to them.

Communication Elements

Overview: Communication from BES Team to MCC

Job Orders will also serve as communication regarding jobs posted through
Toolbox and other systems. Job Orders will contain specific instructions to aid
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Employment and Skills Team Members in referring qualified applicants for that
position. It will give details about any additional requirements (e.g. WorkKeyse).

e Information about employers hiring through a Hiring Plan programs will be
communicated to the Careers and Skills Team for possible referrals. Referrals to
employers for these programs must meet all employer-mandated criteria and will
be subject to further screening by BES TEAM members.

e Toolbox will be the communication tool for entered employment. When BES
TEAM are advised of any hires by the employer they will indicate that
information in Toolbox.

e Master Scheduling — All scheduling will occur on the scheduling system. All new
products will be posted on the master schedule. All WorkKeyse assessment
sessions will be scheduled through the Master Schedule. All Team members will
be able to access the master schedule and will schedule qualified clients to
products available.

Business Team Outreach Strategy

Overview

The Southeast Regional Business Team Plan provides the overall frame work to build a
single point of contact system, that defines each partners role and responsibilities as well
as the menu of services to be delivered and the model for the delivery of the services.

The Southeast Region has a long history of integrating business services. We have been
highly successful in bringing together economic development, education, workforce
development and employers. This has been demonstrated by several projects that we have
initiated in the region over the last several years.

A. Business Outcomes

The outreach and marketing plan is designed to increase the awareness of available
services and increase the number of businesses that use One-Stop products and services.
This plan was developed on the local level in the 13 counties, which form the Southeast
Region Workforce Investment Area. The services to local businesses will be improved in
the following ways:

1. Access to a comprehensive enhanced menu of services from all partners’ programs
at every contact with the system

2. Coordinated single point of contact system for the delivery of products and services,
to eliminate duplication of employer contacts.

3. Improved customer service from trained staff based on an analysis of what
businesses want and need to be successful

4. Measurable enhanced customer satisfaction due to improvements in service
delivery (e.g., streamlined services, multiple service delivery options)
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B. Description of the outreach /marketing strategy.

1. Needs of local business
a. Southeast regions business needs that we identified are:

Skilled workforce to include soft skills

Expanded prescreening to include collecting applications, posting job
orders, matching services, etc.

On the Job Training

Retention strategies

Educate business on the use of tools. (MCS)

b. The needs were validated by using the following sources:

WIB focus groups

Missouri Employer Committee

Regional Chamber of Commerce studies
Economic Developers

Labor Market Information

Consortium group inputs

Experience of Business Representatives
Regional Planning Commissions

Past Surveys

2. Responsibilities of the business outreach/marketing representatives. All individuals
participating in business outreach activities have certain responsibilities to the
Career Center System. We have identified these responsibilities as:

Acting as a single point of contact

Building and maintaining long-term relationships

Promoting all of the system’s business services

Gathering business customer’s complaints and suggestions.

The Workforce Investment Boards Manager of Business and Industry will be responsible for
the over site of the Regional Business Teams effort. The manager will coordinate the
meetings, training and ensure the board receives quarterly reports.

C. Description of how the services will be delivered. The Southeast Region’s point of
contact system incorporates these key principles:

Contacting local businesses is a shared, system-wide activity

All partners will sell the full range of the system’s services

All business representatives will use standardized procedures when
contacting businesses.

All business representatives will use a standard packet of material, with
regional literature.

All business representatives will share information about business
contacts by recording contact information in Toolbox.

All business representatives will review Toolbox for prior contact before
they schedule an appointment with a business.

Business representatives will continually educate the business outreach
teams through quarterly meetings.
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e Targeted outreach to business customers will be coordinated
geographically. The WIB Manager of Business and Industry will respond
to requests for services and will assign the requests to the proper
Business Representative in a geographical area.

D. Description of standardized practices.
1. Marketing Material Folder will include:
e MCS handout
e Tri-fold on Business Services
e WOTC handout
e Business Card
e Missouri Career Center Job Order fax sheet

2. Workforce Investment Board and DWD will fund collateral material. Distribution of
materials.
e Core clients will receive marketing materials folder.
 Enhanced clients will receive collateral material.
e Return on Investment will be determined by:
0 Business market penetration rate through Toolbox
0 Businesses that move from core to enhanced services.

3. Information Sharing in Toolbox system.

E. Description of the services the local area will provide to meet specific needs of
businesses.

1. All partners that currently do business outreach, as a part of providing services to
their customers, will continue to do so. They will provide their services in three
ways.

e In person
e By telephone
e By distributing marketing materials

2. We will offer workshops and seminars on current human resources issues.

3. All Business Representatives will be active in Chamber of Commerce and
Personnel Associations in their local areas.

4. All one stop’s will have a Business Service Center with materials specific for
business clients.
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Chapter 34 - Referral to Customized Training Activities

Overview

The Business Services Team will, through its work with employers, be developing
customized training activities for specific employers in the region. Customized training
involves the development of training activities that instruct customers in the specific skills
required by a specific employer or group of employers (such as specific software or
manufacturing skills). And, since the training has been designed to teach the specific skills
required by an employer, the employer typically makes a commitment to hire from the pool
of graduates that result from the training activity. As these customized training activities are
developed, the Business Services Team will be requesting assistance in identifying and
enrolling appropriate customers into these activities to meet employer needs.

A. ldentification of Customized Training Opportunities: The Business Services Team
will be constantly marketing a wide range of employer services, including customized
training activities as appropriate. When the Business Services Team identifies a
customized training opportunity, it will inform both the Skills and the Employment Team of
this opportunity and communicate the following specific information to the teams:

 Name and location of employer for whom the customized training activity is
being designed;

e Job title, hours per week (full time or part time), and the scheduled daily hours of
the position being trained for;

 Wage information for the position being trained for;

e Job description or tasks list that details the critical functions of the job being
trained for;

 Employer requirements for customers to be considered for the customized
training opportunity (experience, education, skills, others); and

e Any specific training expectations that the employer may have.

B. Identification of Customers for the Customized Training Activity: Once the job
requirements and expectations are known, the next step is to identify customers that would
be appropriate to participate in the customized training activity.

1. Using the information that has been provided, Advisors will review their customer
roster (in Toolbox) to identify customers that match up with these requirements and
expectations. As Advisors identify customers they believe would be appropriate for
the training activity, they will forward these resumes to the Business Services Team
for review.

2. The Business Services Team will work with the employer through whatever process
the employer requires (interviews, WorkKeys assessments, others) to identify the
specific customers to be selected for the customized training activity.
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3. When a customer is selected to participate in the training activity, the Business
Services Team will inform all Advisors of the selection.

a. The Business Services Team will inform the Advisor that referred the
customer that their customer has been selected. If there are specific items
the customer must have before the training begins, this will be
communicated to the Advisor who will work with the customer to get
prepared for the training activity.

b. The Business Services Team will also inform all other Advisors that their
customers were not selected. If there is any specific feedback on a customer
that is not selected (for example, they failed a drug test), the Business
Services Team would communicate that information to the appropriate
Advisor.

C. Enter Toolbox Information: Once it has been confirmed that the customer is
participating in the customized training activity, this service (along with a service note) must
be entered into the Toolbox system. Toolbox expectations at this point will require that
three items be entered into Toolbox (all on the same date):

1. In Toolbox, the Advisor will record a service for the customized training activity. The
date of the service will be the first date the customer participates in the training
activity. The planned exit date will be the planned end date of the training program.

2. In Toolbox, the Advisor will obligate funds that are required to support the planned
customized training activity. To do this, the Advisor will first create an account and
obligation for the customer in the customer’s electronic Toolbox file.

3. In Toolbox, the Advisor will enter a service note for this activity that includes the
following three pieces of information.

a. Summarize why the customer is unable to obtain/retain employment with the
services that have been provided (e.g. a review of the customer’s skills gap
that is to be addressed through the OJT activity). Other barriers to
employment should also be noted,;

b. Describe the training activity in which the customer is participating and
identify the specific employer that the training has been designed for; and,

c. Describe the skills that the customer is to acquire as a result of the training
activity and how these skills will assist the customer in attaining their
employment goal.

D. Customer Progress in the Customized Training Activity: To ensure success for both
the customer and the employer, customized training activities will be evaluated in two
primary ways.

1. The Business Services Team will evaluate the training activity by reviewing
customer progress in the activity with the employer (or the training vendor that is
providing the training for the employer). Any information that is learned from this
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review will be shared with the appropriate Advisor. If it is identified that the customer
needs to improve their performance in the training activity, the Advisor will work with
the customer to develop the improvement plan.

2. The Advisor will evaluate the training activity by contacting the customer to collect
their assessment of training progress. Any information that is learned from this
customer review will be shared with the appropriate Business Services Team
person, who can share this information with the employer (or training vendor) if
appropriate.

E. Close the Training Activity: When the customer completes planned customized
training activities, there are specific steps that must be followed to close this activity in
Toolbox. These steps include:

1. The Advisor should review copies of any credentials, certifications, or certificates
that may have been earned while in the training activity. The Advisor will note these
credentials in a service note in the customer’s electronic Toolbox file.

2. The Advisor will close the training activity in Toolbox at the completion of the
activity, using the last day the customer participated in training activities as the
closure date. As appropriate, other activities may also need to be closed as well.

3. The Advisor will enter a service note in Toolbox that indicates the customer has
completed the customized training program.

4. If the customer is to begin employment with the employer for whom the training was
developed, the Advisor will enter the job and wage information into the Work History
section of Toolbox to report this outcome and complete Toolbox exit snapshot.

Revised | Southeast Missouri Next Generation Career Center Procedure Manual
9/30/2010

100



Chapter 35 - On-The-Job Training Activities

Overview

On-the-job training (OJT) is intended to train customers in full time jobs for which they
cannot receive training in a classroom setting due to the nature of job functions and
activities. OJT may also be used with customers for whom classroom training has been
determined to be an inappropriate way to learn new skills. In short, OJT enables customers
to develop skills and progress to a higher performance level during a period of subsidized
employment. OJT is also viewed as an employer service and, therefore, the Business
Services Team will play a critical role in the OJT process.

A. ldentification of OJT Opportunities: OJT opportunities will be identified in two primary
ways. First, the Business Services Team will be constantly marketing a wide range of
employer services, including OJT activities as appropriate. When the Business Services
Team identifies an OJT opportunity, at this point the Skills Team will enter the job order
including the following:

 Name and location of employer with the OJT opportunity;

e Job title, hours per week (full time or part time), and the scheduled daily hours of
the position;

* Wage information for the position the OJT will train for;
e Job description or tasks list that details the critical functions of the job;

 Employer requirements for customers to be considered for the OJT opportunity
(experience, education, skills, others); and

« Any specific training expectations that the employer may have. Another
approach would be for an Advisor to identify a customer for whom OJT is
believed to be the best training approach. When this occurs, the Advisor will get
with a representative of the Business Services Team and discuss the specific
customer in question. The Advisor will provide the following specific to the
Business Services Team:

 Name and Appid of the customer so the Business Services Team can review the
customer’s Toolbox file;

e Information about the customer’s work history;

e Information about the customer’s education background, certifications, and skill
sets that have been acquired through their work history; and,

« Information about the customer’s skills that has been learned through the
assessment process (WorkKeys scores, mechanical aptitude, other results).
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B. Identification of Customers for the OJT: If the OJT opportunity has been identified by
the Business Services Team, the next step is to identify customers that would be
appropriate for the OJT.

1. Using the information that has been provided, Advisors will review their customer
roster (in Toolbox) to identify customers that match up with these requirements and
expectations. As Advisors identify customers they believe would be appropriate for
the OJT, they will forward these resumes and any other required information to the
Business Services Team for review.

2. The Business Services Team will work with the employer through whatever process
the employer requires (interviews, WorkKeys assessments, others) to identify the
specific customers to be selected for the OJT opportunity.

3. When a customer is selected for the OJT opportunity, the job order will be updated
and the Skills and Employment Team Leads will be informed of the selection.

C. Execution of OJT Contract: The Skills Team Lead will develop and prepare an
OJT contract with the employer detailing the terms of the OJT and the training plans
and expectations for the customer. A start and end date for the OJT will be
identified in this contract and these dates will be communicated to the appropriate
Advisor. The Functional Leader will be required to sign all OJT contracts.
OJT contracts must include:
e OJT Program Contract DWD-PO-213 including the Business Entity
Certification
e OJT Training Outline and job description DWD-PO-214
= E-Verify certification

D. Enter Toolbox Information: Once it has been confirmed that the customer is
participating in the OJT activity, this service (along with a service note) must be entered into
the Toolbox system. Toolbox expectations at this point will require that three items be
entered into Toolbox (all on the same date):

1. In Toolbox, the Advisor will record a service for the OJT activity. The date of the
service will be the first date of work for the customer and the planned exit date will
be the end date of the OJT contract.

2. In Toolbox, the Advisor will obligate funds that are required to support the planned
OJT activity. To do this, the Advisor will first create an account for the customer in
the customer’s electronic Toolbox file.

3. In Toolbox, the Advisor will enter a service note for this activity that includes the
following three pieces of information.

a. Summarize why the customer is unable to obtain/retain employment with the
services that have been provided (e.g. a review of the customer’s skills gap
that is to be addressed through the OJT activity). Other barriers to
employment should also be noted,;
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b. Describe the OJT training activity in which the customer is participating and
identify the specific employer that will provide the OJT training; and,

c. Describe the skills that the customer is to acquire as a result of the OJT
activity and how these skills will assist the customer in attaining their
employment goal.

E. Monitor Customer Progress in the OJT: To ensure success for both the customer and
the employer, OJT training activities will be evaluated in two primary ways.

1. The Business Services Team will evaluate the OJT by reviewing customer progress
in the activity with the employer. Any information that is learned from this employer
review will be shared with the appropriate Advisor. If the employer identifies that the
customer needs to improve their performance on the OJT, the Advisor and a
representative from the Business Services Team will work with the customer to
develop the improvement plan. This plan will be communicated directly to the
employer by the Business Services Team.

2. The Advisor will evaluate the OJT by contacting the customer to collect their
assessment of OJT progress. Any information that is learned from this customer
review will be shared with the appropriate Business Services Team person, who can
share this information with the employer if appropriate.

F. Closing the OJT Activity: When the customer completes planned OJT activities, there
are specific steps that must be followed to close this activity in Toolbox. These steps
include:

1. The Advisor should review copies of any credentials, certifications, or certificates
that may have been earned while on the OJT. The Advisor will note these
credentials in a service note in the customer’s electronic Toolbox file.

2. The Advisor will close the OJT training activity in Toolbox at the completion of the
OJT activity, using the last day the customer worked on the OJT as the closure
date. As appropriate, other activities may also need to be closed as well.

3. The Advisor will enter a service note in Toolbox that indicates the customer has
completed the OJT training program.

4. If the customer is to remain employed with the OJT employer, the Advisor will enter
the job and wage information into the Work History section of Toolbox to report this
outcome and complete Toolbox Exit Snapshot.
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Chapter 36 — Job Order and Hiring Plan Process

Overview

Companies will be assisted in learning how to use the new job matching system. Further
assistance in job matching, recruitment, screening, and interviewing will be offered to
premier companies.

A. Evaluation of Service Level to Employer

Companies will be evaluated for different levels of service by business consultants in
collaboration with other BES Team members. Factors to be considered include business
sector, wage rate, and occupations. This evaluation will also take into account:

* business intelligence

e economic development information

* information about the Toolbox applicant pool

e labor market information

e participation in other Toolbox programs

B. Team determine premium Employers

All job order requests from companies will be referred to the BES Team. BES Team
members will take one or more of the following actions depending on the level of service
determination, which will occur in every case. Level of service will be determined within 24
hours for companies not previously listed. The actions include:

« refer to vet rep staff for handling as needed

e assist the company in learning how to use the job matching system on their own

- follow the Hiring Plan which includes additional services, or if not yet fully

developed, take steps to meet immediate hiring needs

C. Assists Employer with Job Orders and Hiring

Premium employers will be given assistance in learning how to use the job matching
system and will be given further assistance in actually placing the order and in recruitment
for the position, including services as selected by the employer within BES guidelines such
as who to contact

e interview assistance

e screening and referral

e WorkKeys® assessment

 employment verification

e additional assessments

e customized recruitment events

e information events

D. Hiring Plan

Services selected by premier employers will be incorporated into a written Hiring Plan. Full
plans will be developed over time in working with a company and are not necessary in
responding to initial hiring requests or job orders. Plans will incorporate specific criteria and
procedures set by the employer and may include the following:
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who to contact

interviewing procedures and preferences

any screening needed, including WorkKeys®

data for job orders including positions and rate of pay
job products needed or wanted

next steps

E. Job Orders Communicated through Toolbox

Any job orders facilitated by BES Team will be entered within 24-48 hours of the initial
contact by the company. To ensure that Veteran's Preference is observed, the job order will
be placed on hold for at least 24 hrs in order for a Veteran's Search to be run. After Veteran
preference is observed, the job order will be worked by the Employment Team and also will
be communicated to the other Teams through Toolbox.

F. BES Follow-up with Employers

BES Team members will periodically contact employers to check hiring status and
satisfaction with applicant referrals. Follow up should occur every two weeks.

1.

BES Team member will check to ensure the applicants referred have met the
employer’s qualifications and required skills.

Review the number of applicant referrals and inquire how many more (if any) should
be made.

Make changes in the job order as needed and if appropriate based on employers
request; i.e. referral instructions may change from 'Call employer to apply' to 'Mail,
fax or email resume to apply. No phone calls accepted.’

Enter any changes in the job order history and communicate through Toolbox if it
affects skill requirements, salary information, referral instructions or other changes
that will affect applicants.

Any information about hiring of specific clients gained in the course of this follow-up
should be entered into the Toolbox tracking system (could be service notes).
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Chapter 37 — Accounting Policy

A. Budgeting: Sub-contractor budgets will only consist of 3 line items with the following cost:

1. Administrative Expense
1. Cost for administrators
2. Bookkeeping
3. Rent, travel and supplies — of administrators/bookkeepers

2. Functional Leader Expense

Cost for Personnel
Applicable fringe benefits
FICA

Medicare

Workman’s Comp.
Unemployment Insurance
Retirement

Noo,rwhE

3. Staffing Expense

Cost for Personnel
Applicable fringe benefits
FICA

Medicare

Workman’s Comp.
Unemployment Insurance
Retirement

NoosrwNE

B. Staff Travel: All sub-contractor travel will be paid by Workforce Investment Board (WIB) using
the WIB Policies. Travel will consist of the following:

Travel between Career Centers
Meeting

Conferences

Supportive Service Purchases
Community Awareness Activities

arwdE

C. Audit: Sub-contractors will receive at their yearend an allocated cost breakdown between Adult
and Dislocated Worker monies with applicable CFDA numbers.

D. Payment of Participant Cost: All participant cost including supportive service, tuition, and travel
will be paid by the WIB.

E. Operating Cost: The Workforce Investment Board and the Division of Workforce Development
will be responsible for all operating cost with the exception of personnel, cost could include but not
limited to:

1. Rent
2. Utilities
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3. Equipment and repairs
4. Maintenance
5. Supplies
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Chapter 38 — Supportive Services Policy

Overview

The Functional Leader (FL) will be responsible for the budget and approval of all supportive
service payments. The WIB will issue two bank cards per Next Generation Career Center
(NGCC), one to the FL and one to the Skills Team Leader (STL). If the card is lost or stolen, the
FL or the STL must notify the Workforce Investment Board (WIB) and Montgomery Bank
immediately.

1.

It is the responsibility of FL and the STL to insure that the participant is enrolled in Toolbox
before the purchase can be made. If a purchase is made for a participant before the date of
toolbox enrollment, the purchase will be considered disallowed costs.

Once Toolbox verification has been made, the FL and\or STL can proceed with the
supportive service purchase.

The FL is required to submit an excel spreadsheet to the WIB every Monday of the following
week listing all supportive service purchases. This spreadsheet must be emailed to
david@job4you.org and carla@job4you.org. This Excel spreadsheet is required to contain
the following: APPID code, the participant name, program, county, place of purchase, item
purchased, dollar amount, card, and the date of purchase. Also attached to this email is a
scanned copy of all receipts and NGCC of the Southeast Region supportive service form.

The dollar value on the debit card will be $1,500.00, Please notify the WIB when you are
down to $500.00 so that we can replenish the account. .

Subcontractors can request additional monies on the card if necessary. The subcontractor
must email david@job4you.org and carla@job4you.org the amount of the additional monies
needed. Once the email is received, the money will be electronically transferred to the card
and the subcontractor will receive a verification email from David or Carla. Please do not
make the purchase until you receive the verification email.

The maximum amount of funding that can be used on Workforce Investment Act (WIA)
supportive service payments (childcare, travel, work clothes, etc.) is limited to $1000.00 per
year per person. This amount can be reduced by the contracting agency, but cannot exceed
the above amounts. This does not gquarantee any WIA client $1000.00, but is used to set a
maximum limit.

Adult and DW Training Services

a. Directly follows State and Local Guidelines. If additional parameters are needed in the
future to keep expenditure levels in line with funding, proposed policy changes will be
submitted to the WIB for approval.

1. In order to qualify, Adults and Dislocated Workers must have completed at least
one core and one intensive service as documented in the case record before
accessing training funds.

2. Must focus Demand Occupations as determined by MERIC
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Training has to be short-term — and clients must be able to complete in 2 years or
less.

All short-term training must result in a marketable skill. Stand-alone classes will
not be approved unless it can be tied to a specific skill that will enhance their
employability.

Clients in training will be eligible for a maximum of $5,000 for non-medical and
$7500 for medical per program year. Covered costs includes, tuition, books,
general fees, student access fees, technology fees and other required items.
Customers will generally be allowed to keep awards of Pell to cover the unmet
cost of training, the cost of transportation, childcare, and general living expenses.
Tuition payment requests may also be paid at the average rate. If an individual
chooses a training provider that the cost is in excess of the cost of similar training
provided by a state school (university, technology center) we reserve the right to
pay up to the amount they would have received if they had attended the lesser.
Before training will be approved, the IEP will be reviewed to ensure it is up to
date and reflects training plan.

b. OJT —new contracts cannot exceed the following: ($7.50 x 40 hours x 16 weeks =

4800.00).
1. Contracts will not be written for jobs paying less than $7.50 an hour.
2. Maximum training wage reimbursement not to exceed $7.50 an hour or not to

oukw

exceed 50% of training wage, whichever is less.

Minimum training time has to be equal to or in excess of 4 weeks.
Maximum training time payable is 16 weeks.

Position must be full-time — between 32 and 40 hours weekly.
Overtime is not payable.

c. Procedures

The Functional Leader or Skills Team Leader must submit the Obligations reports to the
WIB the last working day of every month.

B. Adult and DW Supportive Services

According to the WIB'’s policies effective 08/11/2008, “ Supportive services include items
such as transportation, child care, tools, uniforms, dependent care, housing and needs-related
payments that are necessary to enable an individual to participate in activities authorized under WIA
Title 1.” The WIB strongly encourages service providers to maintain a very strict interpretation of the
above supportive services. Expenses such as car repairs, taxes, medical expenses, and rent, must
have prior WIB approval.

Directly follows State and Local Guidelines. Additional parameters are outlined as
follows:

Supportive Services of all types will be generally limited to a maximum of $1000.00 per
program year. With WIB approval, participants may receive more than $1000.00 in
supportive services based on demonstrated need. Requests will be handled on a
case-by-case basis.
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e Travel —is an allowable expense for those who can demonstrate a clear need
(see below).

o Travel will be offered to those attending training/school/GED. Benefit for
training will be calculated at the following rates — FT students traveling 30
or more miles roundtrip and can be paid at the rate of $10 daily. Need for
travel assistance will be based on a demonstrated need and handled on a
case-by-case basis. Travel will be paid on a monthly basis based on
actual schedule and attendance. To capture actual miles, staff will use
“MapQuest” to determine the shortest route from their residence to their
primary training facility.

e Child Care —is an allowable expense for those who can demonstrate a clear
need.

0 Amounts are determined by unmet need. If they qualify for daycare
assistance with FSD, we will pay the difference between subsidy and the
actual cost. If they are not receiving subsidy, the reimbursement rate will
be based on individual need. Childcare will be paid on a monthly basis
based on attendance sheets and not generally exceed the $1000.00 limit.

e Supportive Services requiring prior WIB approval. Participant must have
clear demonstrated need and approval will be handled on a case-by-case basis.

Housing

Needs Based Payments
Car Repairs

Medical

O O0OO0O0

C. Procedures
a. Check Requests

The Functional Leader (FL) or Skills Team Leader (STL) must submit an excel spreadsheet with
participant name, APPID, dollar amount and a scanned copy of NGCC of the Southeast Region
Supportive Service form. Once the supportive service is approved by the functional leader, the
functional leader will enter a supportive service activity. The scanned Supportive Service Request
Forms and supporting documents should be submitted to the WIB by 10am every Thursday. The
scanned packet will have a coversheet. This coversheet must be emailed to the fiscal department
at the WIB and contain the following: APPID code, the participant name, dollar amount. Also
attached to this email is a scanned copy of all receipts and NGCC of the Southeast Region
supportive service form. Checks will be issued and mailed out on Friday. Checks can be issued on
an emergency basis but this practice needs to be limited to real emergencies.

If payment is for purchase the requires the check be sent with an original document (i.e. -
applications for testing, college admission, documents that are notarized), worker will need to make
a clear note that the payment is to be returned to the case manager and not mailed to the vendor.

b. Debit Card Purchases
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FL will be responsible for the budget and approval of all supportive service payments. The WIB will
issue two bank cards per NGCC, one to the FL and one to the STL. If the card is lost or stolen, the
FL or the STL must notify the WIB and Montgomery Bank immediately.

1.

It is the responsibility of FL and the STL to insure that the participant is enrolled in Toolbox
and the activity keyed before the purchase can be made. If a purchase is made for a
participant before the date of toolbox enrollment, the FL or STL employer will be liable and
have to reimburse the WIB with non WIB monies within 10 business days.

Once Toolbox verification has been made, the FL and/or STL can proceed with the
supportive service purchase.

The FL is required to submit a coversheet with the scanned documents to the WIB every
Monday of the following week listing all debit card supportive service purchases. This
coversheet must be emailed to the North or South participant mailbox and contain the
following: APPID code, the participant name, dollar amount. Also attached to this email is a
scanned copy of all receipts and NGCC of the Southeast Region supportive service form.
The dollar value of the debit card will be $1500.00, Please notify the WIB when you are
down to $500.00 so that we can replenish the account.

Subcontractors can request additional monies on the card if necessary. The subcontractor
must email david@job4you.org and Carla@job4you.org the amount of the additional monies
needed. Once the email is received, the money will be electronically transferred to the card
and the subcontractor will receive a verification email form David or Carla. Please do not
make the purchase until you receive the verification email.
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Chapter 39 — Service Notes

Overview

The Workforce Investment Act of 1998 (WIA) is designed around Career Center services
which are documented through the use of service notes. Service notes and file
documentation are critical foundations that provide evidence of services and activities
provided to participants while enrolled in Career Center services such as Wagner Peyser
and WIA as well as compliance with Federal, State, and Local regulations. The guidelines
in this policy are not intended to replace or supersede any legal or confidential policies.
This policy is intended to provide specific guidance to Missouri Career Center staff on the
requirements of the content and recording of service notes. Career Center Functional
Leaders are ultimately responsible for ensuring their staff is trained in writing service notes
to meet specific legal and confidentiality requirements.

Service notes are required to document details about the customer’s needs and services
throughout their participation in program services. The notes should document the story of
the customer from start to finish. Service notes can provide information on an individual‘s
strengths and needs that can provide a justification for specific services and activities. The
notes can also sometimes serve as documentation of factors affecting an individual’s
eligibility or other important information such as data validation, customer participation,
customer services, and outcomes. Service notes are critical when communicating the
customer’s needs and situation with the team of staff that will be helping them.

All participant Toolbox records must contain relevant and appropriate service notes but
should not contain details about confidential information or information that is not relevant
to the services being provided to the customer. Confidential information is information that
relates to the client’s health, domestic violence situation, substance abuse, custody
hearings, or specific information related to other family members. If needed the details of
confidential information can be kept in the customer’s hard copy file. The note should only
contain information about the customer that affects: the customer’s ability to participate in
employment or training activities, track their progress, lists their accomplishments, and
address employment outcomes.

A. Purpose of Service Notes

Service notes record the details of an individual’s participation and record their progress
toward their goals of employment and/or training. They are used as a tool to help career
center staff organize and analyze the information gathered on participants and to plan Next
Generation Career Center strategies.

Information such as, the type of activity or service(s) and placement in employment are
documented by entering the activities into a customer’s Toolbox record. Service notes are

Revised | Southeast Missouri Next Generation Career Center Procedure Manual
9/30/2010

117



a way to provide additional information needed to add detail and clarity to the customer’s
situation.

Purposes of service notes include:

 Document contact with customers

e Provide information relevant to the customer’s case

e Indicate when sensitive documentation/information is contained in a
paper file

» Facilitate seamless service delivery

e Provide information regarding topics and plans that have been
discussed

e Provide documentation to meet regulatory requirements

 Document information obtained from staff and career consultants not
using Toolbox

e Reduce duplication of effort

e Facilitate monitoring at local, regional, state, and federal levels

e Document information obtained from partners not using Toolbox

« Document information about the customer’s progress toward their
goals and plans

e Document all training and supportive service payments

« Document information about the customer’s needs

e Justify staff's request for changes to the data in Toolbox to correct
information on the customer’s record

B. Content of Service Notes

When writing service notes, care should be taken to list only the facts and avoid including
personal opinions. Staff's professional opinion is acceptable when assessing the
customer’s preparedness for skills such as job readiness.

Service notes must provide a complete, accurate and concise explanation of the type of

contact with customers as well as, the type of services provided. Toolbox contains the

following service notes topics: Assessment, Case Review, Case Staffing, Customer

Contact, Customer Information, Update, Employment Exchange, Employment Plan

Participation, Job Development, Problem Solving, Process Evaluation, Referral, Service

Closure, Skills Review, Support Services, Ul Four Week Report and Youth Follow-Up.
The two parts to recording service notes are:

- Data/Facts learned about the participant — Career Center staff
must sort out the information to include only the facts, observations
and information received that affect participation in employment and
training programs. Service notes should focus on information that is
most directly related to the participant.
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e Plan — Strategies to address needs and to support and enhance the
customer’s participation in the program and to guide them toward
attaining their goals of self sufficiency. When documenting problems,
also document solutions.

C. Types of Service Notes

Initial Services — Welcome Team should enter a service note on the
individuals going through the Welcome Process. Service notes should
include: customer’s reason for coming to the center, employment needs,
education status, services provided, and verification of driver license and/or
other eligibility documentation. In addition, the note should identify the team
they were directed to once completing Welcome Process.

Medical Information — Specific details of a medical situation should not be
entered into Toolbox. Service notes should state the individual has a medical
condition and determine if the condition affects their participation in
employment or training services. If applicable, the estimated time the
individual will not be able to participate should also be included. Specifics of
the medical condition can be placed in a service note and retained in the
hard copy file if needed.

Grades — Customers enrolled into training will be expected to provide and
report their grades at a minimum of every sixty days. Grades should be
service noted in Toolbox along with placing a hard copy in the customer’s
file. Students experiencing difficulties in their studies may need some kind
of intervention.

Legal Issues — It is important to document the customer’s barriers to
employment. Any conviction or involvement with the legal system can have
an impact on and individual’s ability to obtain employment and/or type of
employment. The details of conviction should not be included, and care
should be taken to ensure information is limited to that which is public.
Details of the legal situation can be placed in a service note and retained in
the hard copy file if needed.

Exit Service Notes — When a customer who was enrolled into intensive or
training level services has reached their goals and no further services are
planned, the career consultant should discuss exit strategies with the
customer to ensure the customer is knowledgeable of the services available
to them once they have exited. The exit strategy plan should be noted in the
service notes. The service note should reflect information about the
outcome of the individual such as place of employment, wages, current
needs, and expected services if any.
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Unable to Contact — Service notes should be entered on customers who
are enrolled into training level services that staff are unable to contact.
Information should include facts such as number called, alternate numbers
used, if a message was left, if the number was operational or has been
disconnected, and any other information that may aide in the future efforts to
contact the customer.

Follow-Up — Follow up services must be made available to customers, but
they are not a requirement. For those in follow-up services, the information
about each follow-up contact should be entered and the activity posted into
Toolbox. The following information should be included in service notes:
name of employer, current situation, needs or any other details measuring
the outcome and needs of the individual.

Violent Individual — If an individual comes into the center and displays
anger outburst or violent behavior, a service note should be entered into
Toolbox stating the customer displayed an anger outburst. The details of the
situation (he said, she said) are not necessary. The service note should
serve as an alert to staff allowing them to handle his person appropriately in
the future.

Complaint and Grievance Rights Notification — Customers with an
automatic enrollment based on a MCS registration created prior to July 1,
2010 must be directed to the Equal Opportunity link (found at the bottom of
ever page in MCS) and staff must write a service note to document the
notification.

Low income Status Food Stamps/TANF — If low income status is based on
the receipt of TANF for Food Stamps from the Missouri Family Support
Division, staff should enter a service note documenting the fact that they
have seen proof of such public assistance. The note should include the
DCN case number.

D. Do’s of Service Note Writing

e Do place all contact and attempts to contact in Toolbox

e Do get all of the main ideas

e Do record facts

e Record only key details

« Do record a service note in Toolbox indicating additional
documentation or information is located in the file

» Do record information that is pertinent to the customer’s
employment and/or training goals and needs

e Do record information that supports regulatory requirements or
documentation

» Do make sure information is accurate
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Do make sure information is being entered on the correct
customer’s record

E. Don’ts of Service Note Writing

- Don't rewrite entire conversation; limit information to the facts of
the conversation that affects the customer’s ability to participate
in employment and training service.

» Don’t make notes about what the customer should have said or
feel

e Don'tinclude your personal feelings or opinions

« Don't use abbreviations that may not commonly be understood by
anyone who may need to read the service note

e Don’t write in third party; use I, we, you

e Don't write in all CAPITAL letters

» Don't place specific details about medical conditions or treatment
in Toolbox

e Don't place details of the individuals convictions in Toolbox

« Don't place details about privileged or confidential information in
Toolbox

* Do not label your opinions and judgments as facts

= Do not use profanity in service notes

Staff must not allow anyone to access the Toolbox system using their user ID for the
purpose of entering data, service notes or for any other reason. Functional Leaders may
request Toolbox access for staff needing to access or enter data. All staff/volunteers
working in the career center that have access to confidential information (written or verbal)
must past the confidentiality test.

The purpose of using Toolbox is for all partners to enter service notes on their customers to
communicate the services and activities with all career consultants working with the
individual. When writing service notes, keep in mind these notes could be read by staff
providing services in other programs, other regions, central office staff, or other supervisory
personnel. Service notes can and have been used as evidence in court. Toolbox is an
integrated system with multiple partners who have access to the service notes. In addition,
customers have the right to request copies of their service notes at any time.

Functional Leaders and Team Leaders will be responsible for regularly reviewing the
service of their staff to ensure that they contain the required and appropriate content. When
a service note has been identified that is inappropriate, a Toolbox change request should
be submitted to the WIB asking for the service note to be deleted. Career Center staff will
enter a service note with appropriate details of the situation.
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Chapter 40 — WIA Poverty Guidelines

Issued May 19, 2010
Effective May 19, 2010

The following is the annual update that was
released by the Department of Health and Human Services along with the
Department of Labor's Lower Living Standard Income Levels (LLSIL). These
guidelines are to be used when determining eligibility status for the Workforce
Investment Act (WIA) programs.

Table - 70% LLSIL and HHS Poverty Guidelines

WIA Missouri - Southeast Region
Family Size
Each
1 2 3 4 5 6 7 8 Addl. Add
70% LLSIL

Annual $8,329  [$13,644 ($18,730 [$23,118 [$27,287 |$31,910 |$36,533 [$41,156 [$4,623

6 Months |$ 4,165 $ 6,822 |$ 9,365 |$11,559 ($13,644 [$15,955 [$18,267 |$20,578 [$2,312

HHS Poverty Guidelines

Annual $10,830 [$14,570 |$18,310 ($22,050 ($25,790 [$29,530 [$33,270 [$37,010 |$3,740

6 Months |$ 5,415 |$ 7,285 |$ 9,155 |$11,025 ($12,895 [$14,765 [$16,635 [$18,505 [$1,870

WIA defines the term “Low Income Individual” as one who qualifies under various criteria,
including an individual who received income for a six-month period that does not exceed
the higher of the poverty line (HHS guidelines) or 70% of the lower living standard income
level. The LLSIL figures are based on the HHS poverty guidelines and they are adjusted
for regional differences in economies.

This policy is effective immediately, and should be distributed to all WIA staff. If you have
any questions regarding this policy, please contact Gretchen Morse, Manager of WIA
Compliance, at 573-334-0990.
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Chapter 41 — IEP Barriers

Overview: This section will briefly identify the barrier and develop a plan to address or
overcome the identified barriers to employment.

Age: Address only when age is determined to be a barrier.

If the customer is at an age that is hindering their ability to obtain employment, this should
be identified as a barrier and a plan to address the situation should be identified.

Appearance: Address category for good or poor appearance.

If a customer’s appearance is hindering their ability to obtain their career goals, it should be
identified as a barrier and a plan developed to address or overcome the identified barrier.
Common problems: visible tattoos, customer seeking office job and does not have proper
clothing for specific job they are seeking. Hair or jewelry is extreme and found unsightly by
employers, hygiene (this is a delicate topic and should be handled with care as not to lower
the self esteem of the customer). Positive statements may also be stated in this section.
For example: Tim appeared very clean and proper while in the center.

Attitude: Address category for positive or poor attitude.

The Career Consultant should identify the customer’s attitude toward obtaining
employment.

e Did they attend work daily?

« Did they get along with co-workers/supervisors?

e Have they worked for a long period with past employers or does their work history
indicate short-term sporadic employment?

e If customer has held several short-term jobs, did they have a problem with job
retention if so, what?

e Did they enjoy working or did they work for financial reasons only?

Drugs/Alcohol: Address only when drugs or alcohol is determined to be a barrier.

If customer has had or has an issue with drugs or alcohol that has/is creating barriers to
employment it should be identified and addressed. If customer is attending or plans to
attend AA meetings or another type of counseling this should also be identified and
continued participation in the counseling programs placed in the plan. For example: Tim is
a recovering alcoholic. He has been sober for 6 months. He will continue to attend AA
meetings in Hannibal each Monday at 6:30 pm.

Educational Background: Address adequate or inadequate educational background.
The educational background should be summarized in this section whether it has been

determined to be a barrier to employment or not. The plan for educational goals is
identified in the short-term and/or long-term educational goal section.
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Identify barriers and develop a plan to address. If you are placing someone in an
educational training activity or supporting his or her decision to attend an educational
training program then “educational background” must be a barrier or there is no need for
educational training.

List the educational history of the customer.

e Do they have a HS diploma? If so, what year did they graduate and from where?

Do they have a GED? If so, what year did they receive it and from where?

« Have they completed any college courses? If so, what year did they attend, what
type of courses was taken and where did they attend?

e Include GPA, years attended, school attended?

Family/Childcare: Always address whether children are involved or not. Identify the
family situation. Identify the situation with the children and/or family. If there are no
children living in the home, indicate the children are grown and do not live at/in the home. If
the customer has no children, state that they do not have children. If children are school
age, state the children are school age and identify the childcare needs if any. If children
require day care, identify the needs and develop a plan. A referral to Family Support
Division (FSD) for childcare assistance should be made. Your plan should identify who will
be providing day care assistance and cost of day care. Plan should state: Day care will
only be reimbursed for actual days in attendance.

Health: Identify only if determined to be barrier.

List any physical or mental condition that may hinder the customer’s ability to obtain or
retain employment or attend training. Develop a plan to address or overcome the barrier.
This is important information to identify, as this may affect decisions on the type of
employment the customer is best suited for. If the customer is still under the care of a
physician and condition is under control you will also want to state that. Disabilities should
be identified in this section.

Homeless: Address only if this has been identified as a barrier.

If the customer is homeless or does not have proper housing this should be identified as a
barrier. ldentify the situation and develop a plan to address the situation.

Job seeking skills: Identify specific deficiencies, if no deficiencies state skills.

Identify deficiencies in job seeking skills: resume preparation, identifying transferable
work skills, cover letters, completing job application, interviewing skills, organizing a job
search or any skills necessary for job searching. Identify deficiencies as a barrier and
develop a plan to provide services so the customer can obtain those skills that will allow
them to conduct s successful and active job search.
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Job specific skills: Identify only if a barrier to employment.

Inadequate or insufficient job skills should be addressed any time the customer does not
possess the knowledge and/or skills that will allow them to reach their career goal. In this
instance this would be identified as a barrier to employment and a plan developed to assist
the customer in obtaining the skills necessary for them to be marketable in that field.

Language: Address only if identified as a barrier.

If the customer lacks adequate language skills that will hinder their ability to obtain
employment or participate in training, identify as a barrier and develop a plan to overcome.
This may be common with individuals who have limited English-speaking skills.

Legal offender: Address only if identified as a barrier.

An offender is identified as an individual (adult or juvenile) who is or has been subject to
any stage of the criminal justice process, for whom services under WIA may be beneficial
or who requires assistance in overcoming artificial barriers to employment resulting from a
record of arrest or convictions. Any person who has been subject to any stage of the
criminal justice process that feels this may hinder their ability to obtain their career goals
should be identified as a barrier and a plan developed to address the issue. Any person
convicted of a felony offense should be addressed as a barrier, as this may, (depending
upon the conviction) by law, limit their opportunities for some jobs. Example: Depending
upon the conviction the customer may not be able to work in a bank, school, nursing home,
etc. This information will allow the Career Consultant to provide the guidance as to what
may be an appropriate type of employment and the customer is not encouraged to apply for
jobs that they cannot possibly obtain due to their conviction.

Transportation: Always address transportation.

Transportation should always be addressed as this affects the customer’s ability to
participate in activities. If the customer possesses good dependable transportation and this
is not a barrier, identify as such in the IEP/ISS. If the Career Consultant and/or the
customer should identify any issues relating to difficulty meeting their transportation needs,
this should be identified as a barrier and a plan developed to address their needs. If the
person is in need of transportation assistance because they cannot afford gas, identify the
specific barrier and create a plan to address the barrier.

Information to be considered for identifying dependable transportation:

e Does the customer possess a vehicle? If so, is it dependable to get them to and
from training? If not, how do they plan to get to and from work, school, etc.

e Do they possess a valid driver’s license?

e Isthere car dependable or do they have needs for automotive repair?

e Do they have liability insurance?

e Do they have sufficient fund to buy gas?

 How many miles will the customer be traveling to and from work or school?

* Where will they be traveling?

» Do they have a need for transportation assistance while in training and/or distance
from work or training site?

 Who will be assisting with travel expenses and how much will be provided?
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Setting Goals

The IEP/ISS should state the short-term and long-term occupational and educational goals.
The goal should be specific to an occupation and not generic. The statement “To obtain full
time employment” should not be the primary goal. If this were true, this would indicate this
person is suitable for any type of employment and willing to work at any job.

Many customers do not know what they want to do therefore when we are discussing
employment opportunities the customer will state they are looking for a job, any full time
job. This is not usually the case. Our goal is to assist them with obtaining employment in a
field that they are interested in and where they posses the ability, knowledge and skills to
be successful. Any job does not fall into that category. If this were true we would be able
to place many people in jobs at nursing homes, convenience stores, and fast food
restaurants. The customer may not know what type of job they want but most of the time
they know what they don’t want. If at first you are unsuccessful in obtaining information
about the type of job the customer would be interested in you may begin asking questions
about the type of jobs they do not want.

The short-term educational goal may be the first step before being able to pursue the long-
term educational goal. For example: The customer would like to become an LPN. She
does not have her GED. The short-term educational goal is to obtain the GED and the
long-term goal may be to obtain LPN.

Short Term Occupational Goals: Always address, as this is the goal of the program.

Enter the customers stated entry level or short-range occupational goal. This should be a
goal, which can be attained, either with the customer’s current skills or upon completion of
program participation. If the customer is undecided about their immediate occupational
goal, “To be determined” should be entered on this line. When this is the case, the lack of
an occupation ional goal constitutes a barrier to employment and a plan for determining the
goal must be devised. Once a goal is established, update the IEP/ISS. A plan may
include, but is not limited to: career counseling, CHOICES, research occupations,
administer interest inventories, short-term job shadowing or other activities. Once a short-
term occupational goal has been determined, list the plan to obtain the goal and identify
how the goal will be obtained such as through a job search, OJT, training, etc. Will the goal
allow the customer to be self-sufficient once they have obtained the goal? If yes, this is the
goal of the program and the plan is good. If no, this will not lead them to self sufficiency,
you will need to continue to work towards a plan that will lead them to self sufficiency and
indicate how that will happen. If other agencies are assisting with funding identify the
services the agency has agreed to provide.

Long Term Occupational Goals

The long-term occupational goal allows the customer and the Career Consultant to think
long-term. This may be for example an LPN who eventually wants to return to school to
become a RN. If the customer does not have a long-term goal, the Career Consultant
should assist them in determining one. It may be that the immediate occupational goal is to
obtain an entry-level employment while attending school and the long-term goal may be the
desired occupation once they complete the training. List the plan to obtain the goal and
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identify how the goal will be obtained, such as through a job search, OJT, training, etc. Will
the goal allow the customer to be self-sufficient once they have obtained the goal? If other
agencies are assisting with funding identify the services the agency has agreed to provide.

Short Term Educational Goals

Enter the customers’ short-range educational goal. This goal should be attainable through
or in conjunction with program participation. It should be a specific area of training relating
to the customers immediate

occupational goal. If they do not have an educational goal enter “None at this time”, or
other verbiage that will identify the situation.

Information included in this section should include some or all of the below:

e What is the educational goal?

e What educational institution does the customer plan to attend?

e Upon completion type of degree or certification attained?

* Who will be assisting the customer with educational expenses?

e Have they applied for a Pell grant?

e Do they qualify for a Pell grant or other scholarships, if so, how much?

+ Does customer possess the ability to successfully complete the training program?

« Are other agencies assisting with funding, if so, who?

= If other agencies are assisting with funding identify the items the agencies agreed to
contribute to educational program (one year, one semester, books, supplies etc).

< List conditions of funding such as: “Funding is dependent upon Joe’s average to
above average grades and participation in training. Funding will be reviewed each
semester. Joe must maintain good attendance, 2.5 GPA or funding may be
withheld.

< List dollar amount that the other agencies have committed to if known, etc.

For example: WIA will assist Joe with two years of RN training at MACC. Pell grant will be
applied first and WIA will provide financial assistance for the remainder of her educational
expenses. Joe's academic record will be reviewed each semester to ensure she has met
minimum requirements before funding will be committed to the next semester.

Long Term Educational Goal

As with the short-term occupational goal this allows the Career Consultant and the
customer to work toward long-range objectives. The goal should be attainable through or in
conjunction with the program participation. The goal should list a specific occupation or
target occupation such as: RN training, RN degree, Micro soft certification, GED, Heating &
Air Certification, etc.

If the customer does not have an educational goal state: “None at this time”.
Information included in this section should include some or all of the below:

e What is the educational goal?

e What educational institution does the customer plan to attend?
« Upon completion type of degree of certification?

 Who will be assisting the customer with education expenses?
e Have they applied for a Pell grant?
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e Do they qualify for a Pell grant or other scholarships, if so, how much?

e Does customer posses the ability to successfully complete the training program?

« Are other agencies assisting with funding, if so, who?

e If other agencies are assisting with funding identify the items the agencies agreed to
contribute to educational program (one year, one semester, books, supplies etc).

e List conditions of funding such as: “Funding is dependent upon Joe’s average to
above average grades and participation in training. Funding will be reviewed each
semester. Joe must maintain good attendance, 2.5 GPA or funding may be
withheld

e List dollar amount that the other agencies have committed to if known, etc.

e Customer contacts:

0 Who will be contacting the customer?
o0 How often will contact be made?
e What are the plans to help them find employment when they have completed the
training or activities?

0 Who (what agencies) will be assisting with job search?

o When will job search assistance be provided, during the training or after
training is completed or both?

0 Resume will be updated by what agency?

o0 Career Center will assist with job search efforts once training has been
completed.

o Will the school be assisting with placement assistance?

e Labor Market information

o0 Estimated starting salary expected upon successful completion of training
and entry into unsubsidized training related employment.

o0 Will the training allow the customer to become self-sufficient?

e Was the customer provided with an assessment and if so what were the results?

e Will the customer incur personal indebtedness for educational expenses? Was
counseling provided to the customer as to the financial needs of the customer while
in training? If so explain customer’s needs
and identify the means in which they will be able to financially provide for their
expenses during training. If customer must incur personal indebtedness to attend
training have they been counseled on loan repayments? This service does not
necessarily pertain to WIA staff providing the counseling but the customer must be
counseled on loan repayments if they incur personal indebtedness.

When you have completed the initial IEP have the customer sign at that time. When you
are updating the IEP you will always need to keep the original IEP with the original
signature, but you may include a copy of the changes and place on top of original.
Whenever possible obtain a signature from the customer when changes are made. If the
customer is not available to sign the IEP when changes are made you may indicate on the
revised copy of the IEP/ISS the signature is on file. The original IEP MUST have the
customers’ signature. The customer should be provided a copy of the revised IEP any time
that barriers or the goals of the plan are revised.
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Chapter 42 - THE WORKFORCE INVESTMENT ACT OF
1998 At-A-Glance

Introduction

Congress passed the Workforce Investment Act (WIA) in July of 1998 and President
Clinton signed the measure into law on August 7, 1998. WIA represents the first major
reform and restructuring of the nation’s federal job training programs in 15 years.

The Act was built around five key principles:

Streamline services

Empower job seekers

Universal access to the workforce system
Strengthen accountability

Ensure a strong leadership role for businesses

aOrwNE

Purpose

The purpose of the legislation is to enable each state and locality to develop a unified
training system that will:

* Increase employment, retention of employment, and earnings of participants
* Improve the quality of the workforce

* Reduce welfare dependency

e Enhance the productivity and competitiveness of the nation

The cornerstone of the Act is its one-stop customer service delivery system. The one-stop
system assures coordination between the activities authorized in and linked to the Act. The
one-stop delivery system will allow for a central point of entry to job training programs.

WIA provides the overall framework and authorizes the basic funding for the system of
services to be developed under the Act. It sets forth the parameters of the local workforce
system and provides the funding streams for services to youth, adults, and dislocated
workers.

Federal Guidelines and Eligibility

WIA funded services are not guaranteed and by Federal law is not an entitlement program.
All participants served under the Act must be determined eligible with supporting
documentation prior to services being provided. The eligibility criterion for WIA is as
follows:

Adults age 18 and older

« United States Citizen
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e Economically Disadvantaged (Based on local Workforce Investment Board
two year plan)

Dislocated Workers

e United States Citizen
e Layoff/Plant Closure

Services Available

The Act provides three levels of services for adults and dislocated workers: core, intensive,
and training with service at one level being a prerequisite to moving to the next level.

e Core Services-assessments, job search, placement assistance, job referrals,
job development, workshops, job clubs, employment statistics, labor market
information (local, regional, state, and national)

e Intensive Services-development of employment plan, counseling, case
management, short-term pre-vocational services, internships, short-term
work experience

e Training Services-occupational skills training, on-the-job training, workplace
training, skills upgrading and retraining, entrepreneurial training, job
readiness training, adult education and literacy, customized training

The Act provides local Workforce Investment Boards the ability to use funds for eligible
youth participants to support activities such as:

e Linkage between academic and occupational learning

e Assessments of academic and skill levels

e Postsecondary education preparation

e Connecting activities to the job market

e Tutoring, study skills training, and instruction

e Work experience, occupational skill training, adult mentoring, counseling
e Supportive services

WIA Performance Accountability

Performance measures were developed by the Department of Labor for the Workforce
Investment Act in order to evaluate the effectiveness of the program.

The performance system is known as Common Measures. Common Measures are meant
to streamline the reporting process and to clearly identify performance goals.

Common Measure Reporting

e For WIA Adults, WIA Dislocated Workers, Veterans, Labor Exchange (Wagner
Peyser) and Trade Act:

Revised | Southeast Missouri Next Generation Career Center Procedure Manual
9/30/2010

130



1. Entered Employment
2. Employment Retention
3. Average Earnings
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Chapter 43 - COMMON MEASURES AT-A-GLANCE

WIA Adult/Dislocated Worker

Entered Employment

e Of those who are not employed at the date of participation:
The number of AD/DW participants who are employed in the first quarter

after the exit quarter divided by the number of AD/DW patrticipants who exit
during the quarter

Employment Retention

e Of those who are employed in the first quarter after the exit quarter:
The number of AD/DW participants who are employed in both the second

and third quarters after the exit quarter divided by the number AD/DW
participants who exit during the quarter

Average Earnings

e Of those AD/DW participants who are employed in the first, second, and third
quarters after the exit quarter:
Total earnings in the second quarter plus total earnings in the third quarter

after the exit quarter divided by the number of AD/DW participants who exit
during the quarter
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Chapter 44 — Forms
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Workforce

of Southeast Missouri

Investment Board

o=

MISSOURI

Career Center

inritivs meet

MissouriCarcerSource com 2 f

Workforce Investment Board / NGCC

Supportive Service Form

Justification
STL/ETL ] AD
[cape Girardeau [ICaruthersville T
[IKennett [lParkHils [JSikeston
[other
Participant Payee
Name Company
APPID Address
Address
Participant payment  [] Amount
County
[lBank Card Clcheck (Number)
Supportive Service
Participant Signature O Travel/Transportation Date Range for Travel
Tools/Uniforms
STL/ETL Signature
[1other
FL Signature _
WIB USE ONLY
Session ID Date
Vendor ID Invoice #
Fund GL Segment 3 Segment 4 Segment & Debit Credit
8205
2000
Date of Entry Approved
Initials Date Approved
Checks [ Toolbox Entry
Check Date Dt
Arount -
Initials
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NGCC Travel Reimbursement Service Policy Statement

By Signing this form, I acknowledge that I have been informed of the following
regarding my Travel Payments.

= Travel will be paid on a monthly basis.

= Your round trip commute must be 30 or more miles round trip.

= Travel is paid for those attending school, training or Adult Ed.

= The maximum benefit allowed for the program year is $1,000.00.

= Rate of reimbursement depends on what type of training or schooling you are
attending, whether you are a full-time or part-time student, and how many days
you attend you are scheduled to attend. Your worker will explain the type of
travel you will receive, the amounts you are eligible to receive and what type of
documentation vou need to provide to claim your travel.

= The amount payable is determined, by distance traveled, days of attendance, and
duration of training.

= You are required to report within 3 working days if you add or drop a class, if
your seal hours are reduced, or if you are not making satisfactory progress
(making less than a “C”, 2.5 or 7(%).

=  Monthly Timesheets/Monthly Attendance & Satisfactory Progress Statements
must be completed in pen (not pencil). Timesheets must be signed by the
training/educational provider.

= Payments for Monthly Timesheets received on or before the 10 of the following
month will be mailed by the 20" of the month.

=  Monthly Timesheets/Monthly Attendance not submitted by the 15" of the month
for the previous month, may result in non-payment all together and I may forfeit
my ability to receive such assistance.

= Ifthe 10" or 15" falls on a weekend or holiday, documents are due by end of the
next working day.

* If submitted documents are incomplete or have errors, you may not receive
payment in a timely fashion. Incomplete includes items like, missing signatures,
not completed fully, conflicting information.

Client Signature Date

07/01/2010
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NGCC Case File Checklist

Case Name

A, PLANNING
NGCC Case File Checklist Always top document
Assessments — Incl. Personal Assessment and Staff review sections, TABE or other assessment
materials

B. SUPPORTING DOCUMENTS
Correspondence, copies of any credentials, forms or information not assigned to another section is
to be filed here, most recent item on top

C. EMPTY

D. WIB

Income verification, other eligibility documents, applicant statements

E. TRAINING/OTHER ACTIVITIES

P-208 Initial Requests
WIA Approved Program Verification (DESE)
Pell/Access Missouri Award Letter or venification from School
Tuition cost backup

P-201 ITAs

Copy Class Schedules

Copies of Grades

F. SUPPORTIVE SERVICES
Travel Policy Statement (as applicable)
NGCC Supportive Services Form
P-304 Request for Travel Assistance
Original Timesheets
Original Supportive Service Backup

07/01/2010
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and math in a workplace context. These skills include strategies and attitudes
necessary to find, keep and thrive in a job.

e Basic Grammar and Reading Skills:
o National Institute for Literacy: http://www.literacydirectory.org The National
Institute for Literacy provides a directory of literacy programs nationwide.

e English as a Second Language:

o0 Missouri Department of Elementary and Secondary Education (DESE):
http://www.dese.mo.gov DESE is responsible for early childhood to adult
education services in Missouri. English as a Second Language resources are
available on the DESE website.

0 About.com: http://www.esl.about.com About.com allows you to build your
vocabulary with free English courses, building vocabulary, English lesson plans and
basic English Grammar

e Financial Education:

0 Money Smart:
http://www.fdic.gov/consumers/consumer/moneysmart/mscbi/mschi.html

Money Smart is a national financial education campaign launched in 2001. Itisa
comprehensive financial education curriculum designed to help individuals outside
the financial mainstream develop financial skills and positive banking relationships.

o0 My Money: http://www.mymoney.gov My Money is a U.S. government website
dedicated to teaching all Americans the basics about financial education.

Other Training Resources

e Missouri Education and Career Hotlink: http://www.missouricareersource.com/mech/
Missouri Career Education and Career Hotlink provides information on approved
educational institutions offering post-secondary education.

= Missouri Division of Vocational Rehabilitation: http://www.dese.mo.gov/vr/vocrehab.htm
Missouri Division of Vocational Rehabilitation assists eligible persons with disabilities in
obtaining and maintaining quality employment.

e Missouri Registered Apprenticeship: http://www.missouriapprenticeship.com An
Apprenticeship combines classroom studies with on-the-job training supervised by a
mentor skilled in the profession. As an apprentice, your career will start with one to six
years of paid classroom and on-the-job training. Once training is complete you will receive
a credential from the U.S. Dept. of Labor, Office of Apprenticeship. This certificate can be
worth college credit hours towards an Associate’s Degree.
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Agricultural Services

National Farmworker Jobs Program: http://www.doleta.qov/MSFW/NFJP.cfm The

National Farmworker Jobs Program provides job training and employment assistance for
migrant and seasonal farmworkers.

Migrant Seasonal Farmworker Protection Act Compliance Assistance:

http://www.dol.gov/whd/ Access information regarding the Migrant Seasonal

Farmworker Protection Act (MSPA) through the US Department of Labor website.

Missouri Department of Agriculture: http://www.mda.mo.gov The Missouri Department

of Agriculture’s website provides information, resources and assistance for agricultural
employers, including certification and licensing and business services.

United States Department of Agriculture: http://usda.gov The US Department of
Agriculture website provides information and resources, including laws and regulations,
marketing and trade, and disaster assistance.

Resources for Basic Living Needs

SHARE Network: http://www.sharenetworkmo.org/ SHARE Network is a unique resource
consisting of committed service providers of over 100 services in Missouri. The on-line
resource directory is searchable by county, city, or service.

Missouri Association for Community Action (MACA): http://www.communityaction.org
Community action agencies provide critical services to strengthen families and
communities by providing advocacy, training, awareness, technical assistance, and resource
development. This website provides links to the 19 community action agencies throughout
Missouri.

United Way Missouri: http://www.211missouri.org United Way 2-1-1 is a fast, free and
confidential way to get help 24 hours a day, 7 days a week for basic human needs, physical
and mental health resources, work assistance and support for special groups of people.

Missouri Primary Care Association: http://www.mo-pca.org/ The Missouri Primary Care
Association Website provides assistance to locate community health centers.

Revised | Southeast Missouri Next Generation Career Center Procedure Manual
9/30/2010

155


http://www.doleta.gov/MSFW/NFJP.cfm
http://www.dol.gov/whd/
http://www.mda.mo.gov/
http://usda.gov/
http://www.sharenetworkmo.org/
http://www.communityaction.org/
http://www.211missouri.org/
http://www.mo-pca.org/

Disability Resources

e Missouri Assistive Technology: http://at.mo.gov/index.html Missouri Assistive
Technology (MAT) offers a variety of services to Missourians with all types of disabilities, of
all ages. Services include: device demonstration and loan, recycling, financial loans and
more. Contact MAT at MoAT1501@att.net or (816) 655-6700 (voice) / (816) 655-6711
(TTY) for more information.

e Job Accommodation Network: http://askjan.org/ The Job Accommodation Network
provides information on the Americans with Disabilities Act (ADA) and information on job
accommodations, productivity enhancements, self-employment and small business
opportunities. Information available Toll Free at 1-800-526-7234.

e Missouri Disability Portal: http://www.disabilityinfo.mo.gov The Missouri Disability Portal
connects the public with national, state, and local disability resources.

e US Department of Labor Office of Disability Employment:
http://www.dol.gov/odep/pubs/publicat.ntm#options An on-line resource on disability
accommodations and the Schedule A federal hiring system.

= Missouri Rehabilitation Services for the Blind: http://www.dss.mo.gov/fsd/rsb/
Missouri Rehabilitation Services for the Blind provides services and training to people with

varying degrees of vision loss.

e Missouri Division of Vocational Rehabilitation: http://www.dese.mo.gov/vr/
The Division of Vocational Rehabilitation provides employment and training-related

services for persons with disabilities.

e Disability.gov: www.disability.gov Disability.gov is an on-line resource for information on
career counseling, finding a job and job preparation. People with disabilities, veterans,
family members and others can access materials on transitioning to the workforce,
employment predictions, one-stop career centers, small business development and
entrepreneurship.

Financial Assistance

e PELL Grants: http://www?2.ed.gov/programs/fpg/index.html The Federal Pell Grant
Program provides need-based grants to low-income undergraduate and certain post
baccalaureate students to promote access to postsecondary education.
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Free Application for Federal Student Aid (FAFSA): http://www.fafsa.ed.gov/ To receive
student financial aid, students need to fill out a Free Application for Federal Student Aid
(FAFSA) every school year. FAFSA on the Web allows students to complete and submit
their financial aid application electronically.

Missouri Division of Vocational Rehabilitation: http://www.dese.mo.gov/vr/vocrehab.htm
The Missouri Division of Vocational Rehabilitation assists eligible persons with disabilities in
obtaining and maintaining quality employment.

Missouri Rehabilitation Services for the Blind: http://www.dss.mo.gov/fsd/rsb/index.htm
Missouri Rehabilitation Services for the Blind (RSB) offers a wide range of services to
eligible persons.

Veteran’s Assistance: http://www.qgibill.va.gov/ The Home for All Educational Benefits
Provided by the Department of Veterans Affairs

Hero At Home: https://worksmart.ded.mo.gov/bulletinboard/files5193/DWD-24 (6-
08).pdf Missouri wants to prevent our deployed Guard and Reserve members and their
families from facing hardship while the family's primary income is unavailable.

Information and Resources for Entrepreneurs

Kauffman Institute: http://www.kauffman.org/section.aspx?id=entrepreneurship
The Kauffman Institute provides knowledge, training and networks from practical hands-on

lessons in business development to a vast array of reliable on-line resources.

Missouri Business Development Program: http://www.missouribusiness.net/ The
University of Missouri Extension's Business Development Program exists to help Missouri's
entrepreneurs succeed in private enterprise and to promote the economic development of
the state of Missouri.

FastTrac™: http://www.missouribusiness.net/career/training.ap#fasttrac FastTrac™ is a
practical, hands-on business development program designed to help entrepreneurs hone
the skills needed to create, manage and grow a successful business.

Regulatory and Compliance Information:

Workers’ Compensation: www.labor.mo.gov/wc/index.asp The Missouri Department of
Labor website provides information to businesses and workers regarding compliance with
disability compensation programs that provide wage replacement to workers who
experience work-related injury or disease. The Missouri Division of Workers’
Compensation makes sure that an injured worker receives benefits that he/she is entitled
to under the Missouri Workers’ Compensation law. For additional information contact the
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Division of Workers’ Compensation by phone at 573-751-4231, by e-mail at
workerscomp@dolir.mo.gov.

Uniformed Services Employment and Reemployment Rights Act (USERRA):
http://www.dol.gov/elaws.userra.htm The Uniformed Services Employment and
Reemployment Rights Act (USERRA) Advisor helps Veterans understand employee eligibility
and job entitlements, employer obligations, benefits and remedies under the Act.

Missouri Department of Labor: http://www.labor.mo.gov Access information on a variety
of labor related subjects important to business and individuals, such as Worker’s
Compensation, mandatory workplace posters, minimum wage, unemployment, workplace
safety, youth employment and other work related topics.

Federal Contract Compliance: http://www.dol.gov/odep Access information and resources
regarding the employment of persons with disabilities.

Wage and Hour Information: http://www.dol.gov/whd Access information for businesses
and individuals regarding federal labor laws including wages, overtime pay, record keeping,
youth employment, family and medical leave, migrant workers, prevailing wage and worker
protections.

Youth Services

Job Corps: http://recruiting.jobcorps.gov/en/home.aspx  Job Corps is a free education
and training program that helps young people learn a career, earn a high school diploma or
GED, and find and keep a good job. For eligible youth at least 16 years of age, Job Corps
provides the all-around skills needed to succeed in a career and in life.
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