


VI.

VIIL.

VIIL.

XI.

XIl.

UCWIBMEETING042(11/15/13)

COUNTY OF UNION

WORKFORCE INVESTMENT BOARD OF DIRECTORS MEETING

UNION COUNTY COLLEGE
KELLOGG BUILDING, 5™ FLOOR
9:00A.M. FRIDAY, NOVEMBER 15, 2013

AGENDA

CALL TO ORDER

OPEN PUBLIC MEETINGS ACT

ROLL CALL

APPROVAL OF THE SEPTEMBER 27™ MEETING MINUTES

WIB DIRECTOR’S REPORT

ONE STOP OPERATOR’S REPORT

SOCIAL SERVICES DIRECTOR’S REPORT

COMMITTEE REPORTS

ONE STOP COMMITTEE

BUSINESS & INDUSTRY COMMITTEE

OLD BUSINESS

NEW BUSINESS

Glenn Nacion

Gina Tuesta

Gina Tuesta

Glenn Nacion

Antonio Rivera

MaryAnn Anderson

Charles Gillon

Glenn Nacion
Erich Peter

NEXT WIB MEETING - FEBRUARY 28, 2014 AT 9:00 AM UCC-KELLOGG, ELIZABETH, NJ

ADJOURNMENT
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COUNTY OF UNION
WORKFORCE INVESTMENT BOARD
Union County College, Kellogg Building Room K-519, Elizabeth, NJ
September 27, 2013 Meeting
ATTENDANCE

Board Members Present:

Glenn Nacion, Trinitas Regional Medical Center (Chair)
Carlos Valdes, Comcast (Vice-Chair)

Erich Peter, Union County Economic Development Corp. (Secretary)
Gary Alessio, Print Tech

MaryAnn Anderson, One-Stop Operator

Elizabeth Bennett, Evergreen Partners, Inc.

James R. Brady, The Savor Group, LLC

Roberto Camacho, Investors Bank

Richard Capac, Leaf group, LLC

Pamela Capaci, HSAC Chair / Prevention Links

Monica Chenault-Kilgore, The Chenault Group, Inc.

Noel Christmas, Utilities Workers Union of America Local 601
Phiipl Connelly, Kean University

Juan Carlos Dominguez, J.J.J Distributors

Gloria Durham, Genesis Healthcare Solutions

Mark Flamendorf, The McConnell Leadership Group

Alberto Goncalves, AZAD Companies

Eugenia Hamlett, Hamlett Management. LLC

Jacques Howard, City of Plainfield-Dept. of Economic Development
Anadir Liranzo, Omega Maintenance Corp.

Kevin Lynott, AGL Resources/Elizabethtown Gas

Dr. Margaret McMenamin, Union County College

Myrna Pinckney, NJ Div. of Vocational Rehabilitation Services
Stan Robinson Jr., SHR Marketing, LLC

Board Members Absent:

Anna Belin-Pyles, Superintendent of Plainfield Public Schools
Mark Bocchieri, Verizon New Jersey

Peter Capodice, Union County Vocational Technical Schools
Donna Dedinsky, Wakefern Food Corporation

Pat Dobson, Plainfield One-Stop / Workforce New Jersey
Charles Gillon, Division of Social Services

Eileen Leahey, PSE&G

Sandra MclLachlan, Phillips66 Bayway Refinery

Christopher Morreale, FedEx

Gary Pfarr, IBEW

John Perry, Council for Airport Opportunities
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Dr. Kathleen Serafino, Union County Superintendent of Schools

Guests

Teresa Banks, B&M Consultants

David Brown, RCAO

Mary M. Chavez, Workforce Advantage
Harold Coral, Workforce Advantage
Karla Coral, Workforce Advantage

John Ehret, NJ Dept. of Labor

Jeffrey Jackson, County of Union

Yunia Labaut, Workforce Advantage
Colleen Mahr, Roselle

Kim McConnell, The McConnell Leadership Group
Emanuel G. Paige, Dept. of Labor
Fatimah Raymond, EDC

Jeanete Rodriguez, Workforce Advantage
Guillermo Rosado, Workforce Advantage
Julio Sabater, Workforce Advantage
Jenita Sutton, Workforce Advantage
Brandon Schoonover, NJ Dept of Labor
Lisa Tauscher, Union County Vo-Tech
Kajeeah Taylor, Workforce Advantage
Justeani Valdez, Workforce Advantage

County of Union:

Cherron Rountree, Deputy Director, Department of Parks & Community Renewal
Antonio Rivera, Director, Workforce Investment Board

Lisa Bonanno, Workforce Investment Board

Phil Kandl, Workforce Investment Board

Gina Tuesta, Workforce Investment Board

County of Union
Workforce Investment Board of Directors Meeting
Union County College
Kellogg Building, Room K-519, Elizabeth, NJ
September 27, 2013
Minutes

I.  CALLTO ORDER

The meeting was called to order by Workforce Investment Board (WIB) Chairman
Mr. Glenn Nacion at 9:11 am.
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OPEN PUBLIC MEETINGS ACT
Ms. Gina Tuesta read the Open Public Meetings Act Statement.

ROLL CALL

Ms. Gina Tuesta conducted the Roll Call. Mr. Nacion requested a brief
introduction of all attending WIB Board of Directors.

APPROVAL OF THE MARCH 22, 2013 MEETING MINUTES

MaryAnn Anderson made a motion to approve the March 22, 2013 Meeting
Minutes as presented. It was seconded by Mr. Carlos Valdes and carried unanimously.

WIB Director’s Report
Mr. Antonio Rivera, Director, Workforce Investment Board welcomed the newly
appointed WIB members to the meeting.

Mr. Rivera reported on the following topics:

A. WIB Recertification Update

Mr. Rivera explained that the federal government requires every state to certify
local Workforce Investment Boards as well as establish the evaluation criteria for
certification. This is the first year the New Jersey Department of Labor & Workforce
Development and the State Employment & Training Commission will have an
evaluation process. Mr. Rivera briefly went through the fifteen (15) elements of the
State evaluation. In order to be certified as a Local Workforce Investment Board, at
least twelve (12) of the elements have to be satisfactory in the evaluation. Mr.
Rivera went through each element, and noted which elements will need work in
order to reach an overall satisfactory evaluation.

B. Master Budget & Fiscal Review

Mr. Rivera went over the Program Year 2013-14 Workforce Investment Act (WIA)
Master Budget and Program Year 2012-13 carry-over funds. Mr. Rivera reported
that the Program Year 2012-13 WIA, WorkFirst NJ (WFNJ) and Workforce Learning
Link (WLL) funds will be 100% allocated for direct services training. There is a total
of S 3.7 million of Program Year 2013-14 WIA and WFNJ funds that will be allocated
for direct training services. The $ 3.7 million for training represents 50 percent of
the funds, which is the minimum under the state guidelines and the other 50
percent is for One-Stop operations.

Dr. Margaret McMenamin made a motion to approve the WIA/WFNJ budget that
reflects the requirements under the State guidelines. Mr. Kevin Lynott seconded the
motion. Mr. James Brady asked why we were allocating only the minimum funds for
training, why not raise the percentage of funding to be used for training programs.
Mr. Rivera responded that over the years funding has been decreasing thus making
it harder to raise the minimum budgeted amount for training. Ms. Pamela Capaci
asked who provided the training activities. Mr. Rivera responded that there was a



UCWIBMEETINGO046(11/15/13)

New Jersey State Eligible Training Providers List that evaluates and approves all
occupational training programs funded by WIA and WFNJ. Once the Providers are on
that list, the County goes out to bid to the vendors and depending on their proposal,
the WIB determines if they are eligible to provide services. Ms. Gloria Durham asked
does it have to be a statewide training program. Mr. Rivera answered no, it could be
a County program. Mr. Julio Sabater, CEO of Workforce Advantage and a prior WIB
member, announced to the Board and guests in attendance that he was there as a
citizen, and explained how these programs were very important to individuals in
need of workforce training. Mr. Sabater introduced individuals from his staff that
have benefitted from training programs and were enrolled in On-the-Job Training
(0JT) who were now fulltime successful employees helping others to succeed as
well. Mr. Sabater stated this was all possible with the leadership of the Workforce
Investment Board, One-Stop and the Service Providers. A WIB member asked if
there was an assessment process for those who were awarded training contracts.
Mr. Rivera responded that there was an assessment process: the Providers must
submit a proposal in response to the Request for Proposals that follow stated
guidelines, and are evaluated and approved. With that being said, the motion
carried unanimously.

Attachment on file.

C. WIB Policy Directive PY-2013-A.

Mr. Phil Kandl read the WIB Policy Directive PY-2013-A, out loud to the WIB
members and guests.

Mr. Jacques Howard made a motion to approve the WIB Policy Directive PY-
2013-A. It was second by Mr. Noel Christmas and carried unanimously.

Ms. Rountree suggested changing the wording on the last sentence of number
five of the WIB Policy Directive PY-2013-A to read “with an emphasis on the 7
growth sectors” not “within the 7 growths sectors” in case individuals would like to
be trained outside of the stated industry sectors. Ms. Anderson agreed , due to the
importance of WIA customer choice.

Dr. Margaret McMenamin made a motion to revise the resolution to read “with
an emphasis on” as opposed to “within”. Ms. Gloria Durham seconded the motion
and it carried unanimously.

D. WIA & WFNIJ Contracts Update

Mr. Rivera reported that the funding awarded for Program Year 2013 Workforce
Investment Act Youth Services for summer work experiences was $120,000. The
funding awarded for PY2013 WorkFirst New Jersey Direct Activity Services was
$1,576,270.
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Ms. Cherron Rountree announced to the WIB members and guests that October 2,
2013 at 10:00am is the due date for Program Year 2013 Workforce Investment Act
Youth Employment Program Request for Proposals.

E. Strategic Plan Implementation

Mr. Rivera reported that the State was asking the local WIBs to develop strategic
workforce plans. There were three (3) critical components:

* One-Stop Oversight Evaluation Tool.
* Annual report for 2012-2013
* Local Unified Investment Plan for Years 2014-2017

All are due by January 2014.

VI. One Stop Operator’s Report
Ms. MaryAnn Anderson reported on the Plainfield and Elizabeth Union County One-
Stop Career Centers.

Union County WIB Services Management Report for the period- July 1, 2012-
June 30, 2013 (Core, Intensive and Training services). Core services are free and
available to any individual that enters the One-Stop Career Centers. They can
use computers, fax, copy and the online job search. ITA training is more
advanced than core and intensive services. Intensive services include
workshops, case management and assessment. Individual Training Accounts
(ITAs) are to provide training options that include customer choice: the client
may have an occupation or career in mind. Non-ITA program services are
available for free to everyone. Individuals can return to the One-Stop for
additional services.

WIA Class-Size Enrollment Status Report

Patient Technician, Medical Office Assistant and Global Logistics were part of the
2013 Freeholder Initiatives. The Elizabeth Development Company was the
contractor for the On-the-Job Training Program for Union County. One-Stop was
partnering with Union County College to coordinate training services offered in
the Union County Choices Program.

Workforce Learning Link Summary Report

Union County College, Literacy Volunteers of America and Workforce Advantage
are partners.

Individuals that have gone to the One-Stop Career Centers and attended classes
in basic skills are able to go to the next level and attend a Union County College
or another program to receive their GED, ESL and computer skills.

Ms. Anderson read a letter to the Board and guests from a Workforce Learning
Link participant that had passed her GED exam. The participant was very
grateful and appreciated the support and help she received through the
Workforce Learning Link Program.
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Ms. Anderson encouraged WIB Members to take the time and tour the Plainfield
and Elizabeth One-Stop Career Centers, so that WIB members can get a better
understanding and see how the system operates.

Social Services Director’s Report
No report was given due to Mr. Charles Gillon’s absence.

Committee Assignments

Mr. Nacion reported that the State required that the WIB committees meet for
the required amount of time and that there were Meeting Minutes reflecting those
meetings. Mr. Nacion noted that Mr. Rivera assigned WIB members to the committees.
Mr. Nacion stated that if WIB members were unable to serve on their committee
assignments or would like to change to a different committee, to please call Mr. Rivera
by Friday October 4, 2013 for any changes.

Ms. Rountree mentioned to the WIB members that these committees were very
important. Committees develop policies which will help to direct and move forward the
WIB agenda.

Old Business.
No old business was reported at this meeting.

New Business

Ms. Cherron Rountree announced that The Union County Means Business
(UCMB) next event will be held on Oct. 1 from 8-10 a.m., at Overlook Medical Center
in Summit.

Dr. Margaret McMenamin invited the WIB Members and the public to check out
Union County College Means Business Resource Center, which is run by Jorge Rivera.

Discussion followed

Next WIB Meeting

November 15, 2013 at 9:00 am Union County College, Kellogg Building — Room K-
519, Elizabeth, NJ.

Adjournment

Mr. Richard Capac made a motioned to adjourn the September 27", 2013
meeting: it was seconded by Ms. MaryAnn Anderson and carried.

The meeting was adjourned at 10:08 am.
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UNION COUNTY WORKFORCE INVESTMENT BOARD
COMMITTEE MEETING DATES

YOUTH INVESTMENT COUNCIL

Margaret McMenamin, Union County College (Co-Chair)

Peter Capodice, Union County Vocational Technical Schools (Co-Chair)
Maryann Anderson, One-Stop, Housing Authority

Anna Belin-Pyles, Plainfield Board of Education

Pamela Capaci, Prevention Links

Noel Christmas, Utilities Workers Union of America, Local 601

Philip Connelly, Kean University

Charles Gillon, Division of Social Services

Daryl Hatchett, Youth Services Commission

Leila Hosseini, Division of Vocational Rehabilitation Services

Eileen Leahey, PSE&G

Kathleen Serafino, Office of the Union County Superintendent of Schools
Anadir Liranzo, Omega Maintenance Corp.

Meeting Dates:

Wednesday January 22, 2014 at10:30am

Wednesday March 26, 2014 at10:30am

Wednesday May 14, 2014 at10:30am

Location: Union County College Kellogg Building

BUSINESS & INDUSTRY COMMITTEE

Erich Peter, Union County Economic Development Corp. (Co-chair)
John Perry, Council for Airport Opportunities (Co-Chair)

Richard Capac, Leaf Group, LLC

Gary Allessio, Print Tech

James Brady, The Savor Group, LLC

Jacques Howard, City of Plainfield, Dept. of Economic Development
Anadir Liranzo, Omega Maintenance Corp.

Kevin Lynott, AGL Resources, Elizabethtown Gas

Gary Pfarr, International Brotherhood of Electrical Workers, Local 102
Pamela Capaci, Prevention Links

Stan Robinson, Jr., SHR Marketing

Meeting Dates:

Friday January 17,2014 at 92:00am

Location: Union County Economic Development Corporation

ADULT EDUCATION & LITERACY COMMITTEE

Mark Bocchieri, Verizon New Jersey (Co-Chair)

Roberto Camacho, Investors Bank (Co-Chair)

Kim McConnell, The McConnell Leadership Group, LLC

Juan Carlos Dominguez, J.J.J. Distributors

Gloria Durham, Genesis Healthcare Solutions

Elizabeth Gloeggler, Union County Literacy Volunteers of America
Jean Forstenhauser, Linden Adult School

Julio Sabater, Workforce Advantage

Marlene Loff, Union County College
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UNION COUNTY WORKFORCE INVESTMENT BOARD
COMMITTEE MEETING DATES

Lyle Moseley, Elizabeth Board of Education
Syreeta McClain, Union County Vocational Technical Schools
Stephen Nacco, Union County College

Meeting Dates:

Wednesday  January 08, 2014 at 2:00am
Wednesday  March 12, 2014 at 9:00am
Wednesday  May 07, 2014 at 9:00am

Location: Union County College Kellogg Building

ONE-STOP COMMITTEE

Glenn Nacion, Trinitas Regional Medical Center (Co-chair)
Carlos Valdes, COMCAST (Co-Chair)

Monica Chenault-Kilgore, The Chenault Group, Inc.
Alberto Concalves, AZAD Companies

Eugenia Hamlett, Hamlett Management LLC

Sandy McLachlan, Phillipsé66

Christopher Morreale, FedEx

Noel Christmas, Utilities Workers Union of America, Local 601
James Brady, The Savor Group, LLC

Meeting Dates:

Friday December 13, 2013 at 1:00pm

Wednesday January 08, 2014 at10:30am

Wednesday March 12,2014 at10:30 am

Wednesday May 07,2014 at10:30 am

Location: Union County College Kellogg Building

DISABILITIES ISSUES COMMITTEE

Donna Dedinsky, Wakefern Foods Corp. (Co-Chair)

Richard Capac, Leaf Group, LLC (Co-Chair)

Elizabeth Bennett, Evergreen Partners, Inc.

Frank Caragher, The ARC of Union County

Elaine Katz, Kessler Foundation

Fred Mangold, One-Stop

Charles Newman, Office of the Disabled

Myrna Pinckney, Division of Vocational Rehabilitation Services
Stephanie Soules, One-Stop

Cory Storch, Bridgeway Rehabilitation Services Inc, Bridgeway House
Pat Dobson, Plainfield Workforce New Jersey Office

Meeting Dates:

Wednesday January 22, 2014 at 9:00am

Wednesday March 26, 2014 at 9:00am

Wednesday May 14, 2014 at 9:00am

Location: Union County College Kellogg Building
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UNION COUNTY WORKFORCE INVESTMENT BOARD
BALANCED SCORECARD: ONE-STOP PERFORMANCE ACCOUNTABILITY

PROGRAM YEAR 2012
WORKFORCE SYSTEM EFFICIENCY
DISLOCATED
SERVICES FLOW YOUTH ADULT WORKER TOTAL
Individuals Accessed Core Services 0
Individuals Provided Intensive Services 0
Individuals Provided Individual Training Accounts (ITAs) 0
Individuals Provided Class Size Occupational Training 0
Individuals Provided On-the-Job Training 0
Youth Registered in AOSOS 0
Youth Enrolled in Post-Secondary Education 0
Workshops 0
Number of Individuals Waiting for Training 0
Average Wait Time for Occupational Training 0
Number of Individuals Referred to WIA Title Il Adult Literacy and
Civics Education Consortium (ABLE Plus) 0
Number of Clients Enrolled in Workforce Learning Link 0
Number of Clients Exited From Workforce Learning Link 0
Numberof Participants Exited 0
Number of Employers Served 0
DISLOCATED
FINANCIAL COMPLAINCE YOUTH ADULT WORKER TOTAL
Total Funds Obligated S0
Total Funds Expended S0
Cost per Exited Participant #DIV/0! #DIV/0! #DIV/0!
Cost per Job Placement #DIV/0! #DIV/0! #DIV/0!
Compliance with Funders' Requirements Y/N Y/N Y/N
Prepare One-Stop Budget Y/N Y/N Y/N
Develop Cost Sharing Agreement Y/N Y/N Y/N
Amount of Leveraged Resources S0
WORKFORCE SYSTEM EFFECTIVENESS
DISLOCATED
SKILLS OUTCOMES YOUTH ADULT WORKER TOTAL
Credential / Degree Attainment (Number of Participants) 0
Increase in Skill Levels (Number of Participants) 0
Literacy & Numeracy Gains (Number of Participants) 0
Number of WLL Participants Increased Literacy Levels 0
DISLOCATED
EMPLOYMENT OUTCOMES YOUTH ADULT WORKER TOTAL
Job Placements (Number of Participants) 0
Job Placements Directly Related to Training 0
Retention - 6 months (Number of Participants) 0
Average Earnings
DISLOCATED
CUSTOMER SATISFACTION YOUTH ADULT WORKER
Employer Satisfaction Surveyed (%)
Jobseeker Satisfaction Surveyed (%)
ONE-STOP SYSTEM PARTNERS ACTUAL REQUIRED % ACHIEVED
Number of Partners on MOU #DIV/0!




UCWIBMEETING052(11/15/13)

UNION COUNTY WORKFORCE INVESTMENT BOARD
BALANCED SCORECARD: ONE-STOP PERFORMANCE ACCOUNTABILITY

PROPGRAM YEAR 2012

WORKFORCE SYSTEM EFFICIENCY
KEY GROWTH SECTORS

OCCUPATIONAL TRAINING

SERVICE FLOW

YOUTH

ADULT

DISLOCATED
WORKER

TOTAL
PARTICIPANTS
TRAINED

EMPLOYER
OUTREACH

Health Care

Life Sciences

Financial Services

Advanced Manufacturing

Transportation, Logistics & Distribution

Technology & Entrepreneurship

Hospitality, Tourism & Retail

Other:

WORKFORCE SYSTEM EFFICIENCY
KEY GROWTH SECTORS

JOB PLACEMENTS

EMPLOYMENT OUTCOMES

YOUTH

ADULT

DISLOCATED
WORKER

TOTAL
PLACEMENTS

EMPLOYER
OUTREACH

Health Care

Life Sciences

Financial Services

Advanced Manufacturing

Transportation, Logistics & Distribution

Technology & Entrepreneurship

Hospitality, Tourism & Retail

Other:
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UNION COUNTY WORKFORCE INVESTMENT BOARD
BALANCE SCORECARD: ONE-STOP PERFORMANCE ACCOUNTABILITY

PROPGRAM YEAR 2012
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UNION COUNTY WORKFORCE INVESTMENT BOARD
BALANCED SCORECARD: ONE-STOP PERFORMANCE ACCOUNTABILITY

PROGRAM YEAR 2013 (YTD)
WORKFORCE SYSTEM EFFICIENCY
DISLOCATED
SERVICES FLOW YOUTH ADULT WORKER TOTAL
Individuals Accessed Core Services 0
Individuals Provided Intensive Services 0
Individuals Provided Individual Training Accounts (ITAs) 0
Individuals Provided Class Size Occupational Training 0
Individuals Provided On-the-Job Training 0
Youth Registered in AOSOS 0
Youth Enrolled in Post-Secondary Education 0
Workshops 0
Number of Individuals Waiting for Training 0
Average Wait Time for Occupational Training 0
Number of Individuals Referred to WIA Title Il Adult Literacy and
Civics Education Consortium (ABLE Plus) 0
Number of Clients Enrolled in Workforce Learning Link 0
Number of Clients Exited From Workforce Learning Link 0
Numberof Participants Exited 0
Number of Employers Served 0
DISLOCATED
FINANCIAL COMPLAINCE YOUTH ADULT WORKER TOTAL
Total Funds Obligated S0
Total Funds Expended S0
Cost per Exited Participant #DIV/0! #DIV/0! #DIV/0!
Cost per Job Placement #DIV/0! #DIV/0! #DIV/0!
Compliance with Funders' Requirements Y/N Y/N Y/N
Prepare One-Stop Budget Y/N Y/N Y/N
Develop Cost Sharing Agreement Y/N Y/N Y/N
Amount of Leveraged Resources S0
WORKFORCE SYSTEM EFFECTIVENESS
DISLOCATED
SKILLS OUTCOMES YOUTH ADULT WORKER TOTAL
Credential / Degree Attainment (Number of Participants) 0
Increase in Skill Levels (Number of Participants) 0
Literacy & Numeracy Gains (Number of Participants) 0
Number of WLL Participants Increased Literacy Levels 0
DISLOCATED
EMPLOYMENT OUTCOMES YOUTH ADULT WORKER TOTAL
Job Placements (Number of Participants) 0
Job Placements Directly Related to Training 0
Retention - 6 months (Number of Participants) 0
Average Earnings
DISLOCATED
CUSTOMER SATISFACTION YOUTH ADULT WORKER
Employer Satisfaction Surveyed (%)
Jobseeker Satisfaction Surveyed (%)
ONE-STOP SYSTEM PARTNERS ACTUAL REQUIRED % ACHIEVED
Number of Partners on MOU #DIV/0!
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UNION COUNTY WORKFORCE INVESTMENT BOARD
BALANCED SCORECARD: ONE-STOP PERFORMANCE ACCOUNTABILITY

PROPGRAM YEAR 2013 (YTD)

WORKFORCE SYSTEM EFFICIENCY

OCCUPATIONAL TRAINING

KEY GROWTH SECTORS
TOTAL
DISLOCATED EMPLOYER
SERVICE FLOW YOUTH ADULT PARTICIPANTS
WORKER TRAINED OUTREACH
Health Care
Life Sciences
Financial Services
Advanced Manufacturing
Transportation, Logistics & Distribution
Technology & Entrepreneurship
Hospitality, Tourism & Retail
Other:
WORKFORCE SYSTEM EFFICIENCY JOB PLACEMENTS
KEY GROWTH SECTORS
DISLOCATED TOTAL EMPLOYER
EMPLOYMENT OUTCOMES YOUTH ADULT WORKER PLACEMENTS OUTREACH
Health Care

Life Sciences

Financial Services

Advanced Manufacturing

Transportation, Logistics & Distribution

Technology & Entrepreneurship

Hospitality, Tourism & Retail

Other:
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UNION COUNTY WORKFORCE INVESTMENT BOARD
BALANCE SCORECARD: ONE-STOP PERFORMANCE ACCOUNTABILITY

PROPGRAM YEAR 2013
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UNION COUNTY WORKFORCE INVESTMENT BOARD
BALANCED SCORECARD: ONE-STOP PERFORMANCE ACCOUNTABILITY

WIA Common Performance Measures

Entered Employment

WIA Adult
WIA Dislocated Worker
Wagner Peyser

Employment Retention
WIA Adult
WIA Dislocated Worker
Wagner Peyser

Average Earnings
WIA Adult
WIA Dislocated Worker
Wagner Peyser
WIA Youth

Placement in Employment or Education
Attainment of Degree or Certificate
Literacy and Numeracy Gains

Program Year 2012 Program Year 2013 (YTD)
Outcomes Outcomes
Planned | Achieved | Percentage Planned | Achieved | Percentage
Planned | Achieved | Percentage Planned | Achieved | Percentage
Planned | Achieved | Percentage Planned | Achieved | Percentage
Planned | Achieved | Percentage Planned | Achieved | Percentage
1
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Introduction

T his guidebook provides Workforce Investment Boards (WIBs) with a practical framework
for overseeing the performance of the one-stop career centers and other program opera-
tors that make up their local workforce development systems.

The Workforce Investment Act (WIA) of 1998 gave local workforce boards far-reaching re-
sponsibility to ensure that employment and training programs in their communities operate at
a high level of quality and satisfy the expectations and needs of their customers. In practice, this
means that workforce boards will oversee the provision of services by many independent or-
ganizations, most of which have no direct reporting relationship to the board. In this situa-
tion, a board’s only means of assuring quality operations is to use its authority to “designate and
certify” the eligibility of agencies that wish to operate one-stop career centers, receive board-funded

training “vouchers” or provide specific training programs or other services under the aegis of the
board.

This guide recommends using the well-known Malcolm Baldrige Quality Award Criteria to help
your board perform the following tasks:

<> judge the capacity and operating philosophy of potential one-stop center operators and
service providers;

<> certify that these agencies meet minimum standards of quality set by the board;

<> provide subsequent oversight and performance evaluation;

<> encourage continuous improvement in program operations; and

<> build mutually supportive relationships between the board and its service “suppliers.”

This paper summarizes a longer, more technical publication, Performance Excellence in One-
Stop Career Center Operations—available from Department of Labor Regional Offices—which is
designed for workforce board staff who carry out the day-to-day implementation tasks of career
center certification and evaluation. It is one of a series of publications prepared by the National
Association of Workforce Boards (NAWB) to provide guidance, technical assistance and advice
to the members and staffs of workforce investment boards on topics of importance to their
successful governance of the nation’s new workforce development system. It was written by
Mr. Brian Tell under contract with NAWB.

NAWRB is a member of the Business Coalition for Workforce Development, a group of 35
national business organizations helping employers set up effective training and employment sys-
tems under the federal Workforce Investment Act. The Coalition is funded by grants from the
US Department of Labor. Opinions stated in this document do not necessarily represent the of-
ficial policy of USDOL.
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Why Quality Assurance
Is Important

uality can be defined as those features which give something a degree of excellence or su-
@ periority. Quality assurance, then, can be defined as the strategies, plans, and decisions
which we make in order to guarantee the continued characteristics of excellence or superiority
in our services and products. Quality assurance is important to workforce board members be-
cause:

<> Quality assurance is an important part of the role of a workforce board under WIA. A
workforce board’s central mission is to be the policy and oversight entity responsible for
organizing a comprehensive, community-wide response to the challenges of building a
highly skilled workforce. Compared with the role of the private industry councils (PICs),
this is a significant shift. PICs provided employment and training services primarily using
funds from one federal grant program, the Job Training Partnership Act. Their role was
primarily managerial. By contrast, workforce boards are expected to stay out of direct ser-
vice delivery altogether but to coordinate available resources—federal, state, local and pri-
vate sector—in a way that fosters the overall functioning of an entire workforce develop-
ment system. Their role is primarily one of governance, negotiation and quality control.

<> Uniform quality standards can help the board build an effective workforce investment
system. The board’s main task is to get heretofore independent agencies to work together.
But there is more to building a workforce development system than setting up a physical
location and calling it a career center. Signed partnership agreements or memoranda of un-
derstanding (MOUs) alone do not constitute evidence of a functioning system. These agree-
ments must be backed up by day-to-day policies, procedures, services, and products which
enhance the system as a whole and which do not favor certain agencies and programs over
others. Existing federal performance standards encourage local programs to behave like
stand-alone silos. The board needs to develop uniform, locally-based policies to counter-
act this tendency.

<> Quality assurance enables a workforce board to compare programmatic apples and
oranges. The workforce board’s role is made more difficult by the fact that the programs
being evaluated in local systems are often quite different from one another. They may have
traditionally enrolled different types of clients, provided different services to them, and
expected different levels of success. Others may consist of new and previously untried ser-
vice delivery strategies, such as fee-for-service, that are explicitly designed to serve a broad
population. A workforce board, therefore, is faced with the challenge of developing a sin-
gle, flexible yardstick with which to measure and compare these “apples” and “oranges.”
With the appropriate quality assurance tools in place, however, the focus of evaluation
shifts away from how well career center operators and service providers perform compared
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A WIB Member’s Guide to Quality Assurance

to other organizations. Instead, a set of neutral, customer-oriented criteria are established.
Each operator and service provider can then be evaluated according to how well its inter-
nal operations are prepared to carry out organizational self-improvement in order to bet-
ter serve its workforce development system customers.

<> Quality assurance is an effective way to satisfy customers and encourage continuous im-
provement. Customer satisfaction and continuous improvement have been important in
the private sector for many years. Firms which have focused on operating in ways that ex-
pressly satisfy their customers have experienced marked improvements in the quality of their
products and services and, subsequently, better business results and higher profits. But
many public programs are still used to a top-down, command-and-control operating style.
Local boards can help overcome these bad habits by insisting that their own local evalua-
tion systems will be firmly based on how well each agency meets the needs of its local
job-seeker and employer customers (who are, after all, otherwise known as the taxpayers.)

<> A quality assurance framework will support the board’s use of individual training ac-
counts and community report cards. The supplier certification process presented in this
guide can be used by a board to gather information and evaluate all the training and ser-
vice providers in the community. It can be used as a basis for awarding certification for
providers to receive training vouchers. Ongoing data-gathering mechanisms can also be cre-
ated to produce consumer report cards to inform potential customers about the strengths
(and weaknesses) of local workforce development programs.
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Using Supplier Certification to
Ensure Quality

ne quality assurance strategy that has been used successfully in the private sector is called
@ supplier certification. Certification is a formalized process through which an oversight body
or authority determines that some person or organization has met a set of standards which
have been previously defined as constituting a minimum level of quality. Essentially, certification
is a formal guarantee of quality.

In the private sector, the term “supplier” is frequently used in conjunction with certification.
A supplier is a person or organization that provides products or services to another person or
organization in support of their business. A local workforce board’s suppliers can include one-
stop center operators, agencies applying to receive training vouchers, youth service providers or
just about any other member of a local workforce development system.

The concept of supplier certification grew out of the manufacturing sector but has evolved sig-
nificantly over the past few decades and is now used in many different fields. A workforce de-
velopment board can use a supplier certification process to ensure that only those organiza-
tions able to meet the board’s locally-defined standards for quality—that is, those organizations
which can demonstrate commitment to the board’s vision—are allowed to enter and operate in
the local workforce development system.

Moreover, a well-thought out supplier certification process can facilitate a two-way street of
communication, checks and balances and mutual assistance between the board and its suppli-
ers. It can serve as both a planning and an implementation tool, promoting healthy inter-
agency relationships and overall system quality by providing a solid framework to:

<> Establish minimum organizational and performance standards which can be used to eval-
uate the capability of organizations seeking to provide services as part of the local workforce
system.

<> Use these same standards as a basis for evaluating the performance of certified suppliers,
services and products, and other elements in the system.

<> Encourage and promote a structured, continuous improvement methodology under which
suppliers and program operators use the established standards as a basis for organizational
self-assessment and improvement.

<> Provide one-stop centers, program operators, affiliates, and service providers with the over-
sight, ongoing support and technical assistance they need in order to identify problems, take
corrective actions, and meet performance expectations.
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The Malcolm Baldrige Quality
Certification Framework

he Malcolm Baldrige Quality Award was established in 1987 to recognize companies
T which demonstrate the highest possible level of excellence in their overall performance and
capabilities. Only a handful of companies actually win the award each year. But so many com-
panies have obtained successful results just by going through the award'’s rigorous application
process that now organizations of all kinds—including numerous federal, state and local agen-
cies—use it as a basis for quality assurance and continuous improvement efforts. NAWB rec-
ommends using the Baldrige framework for quality assurance in local workforce development
systems because:

<> It grew up in the private-sector. It will be understood both by workforce board members
and employer customers.

<> It is widely known and accepted, not just in the private-sector, but in the non-profit and pub-
lic sectors as well.

<> It is not prescriptive. It does not require the use of any one continuous improvement or
change-management tool or product.

<> It is universal. It creates a common language and a common standard for quality, while en-
abling each agency to adapt the framework’s main principles to its unique culture and to
benchmark itself against the best practices of “world class” organizations.

The core of the Baldrige Award framework is an intensive assessment of an organization'’s
operational strengths and weaknesses. The goal is to identify opportunities for continuous im-
provement which will yield positive business results. The framework examines seven main cat-
egories of organizational behavior: 1) Leadership, 2) Strategic Planning, 3) Customer and Mar-
ket Focus, 4) Information and Analysis, 5) Human Resources Focus, 6) Process Management,
7) Business Results.

The table on the next two pages shows the seven categories and gives some examples of how
they might be applied to a local workforce development system. Local WIBs can and should come
up with definitions applicable to their own local systems.
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Baldrige Category

Application in Workforce Investment Systems

Category 1—Leadership

The Leadership Category examines how
the organization’s senior leaders ad-
dress values, performance expectations,
a focus on customers and other stake-
holders, empowerment, innovation,
learning, and organizational direction.
Included is a look at how the organi-
zation addresses its responsibilities to
the public and supports its key com-
munities.

v Require leaders from workforce boards, career center
operators, and service providers to demonstrate commitment
to continuous improvement in day-to-day business decisions.

v Position the workforce board as a leader in the local
community by articulating short- and long-term goals for the
workforce investment system and linking those goals to the
broader economic and political goals of the community.

v Educate the community about the new workforce investment
system and the various models of managing One-Stop career
centers; ensure that a wide range of community
representatives participate in decision-making about which
model will be implemented.

Category 2—Strategic Planning

The Strategic Planning Category ex-
amines the organization’s process of de-
veloping strategic objectives, as well as
creating action plans and related hu-
man resource plans to support organi-
zational direction. Also examined is the
deployment of those plans, and how
performance is tracked.

v Ensure that all required programs and partners are involved in
the strategy development process, are represented on the
board, and are present in full service career centers.

v Understand expectations of job-seekers, employers, elected
officials, and workforce board members; determine how each
set of expectations will be measured and reported back to
stakeholders.

v Utilize business plans as a condition for operators and
affiliates to become certified, and as strategic planning
documents which enable the workforce board to fully enrich
the local system based on partner input.

Category 3—Customer and
Market Focus

The Customer and Market Focus Cat-
egory examines how the organization
determines customer/market require-
ments, expectations, and preferences.
Also examined is how the organization
builds relationships with customers and
determines their satisfaction.

v Hold focus groups and public hearings to attain customer
input prior to planning services, products, and how service
delivery will be coordinated and managed.

v Develop a single point of contact for both employers and job-
seekers.
v Require the use of marketing and customer satisfaction data

(surveys, etc.) to justify all services and products and to
support continuous improvement.

Category 4—Information and
Analysis

The Information and Analysis Cate-
gory examines the performance mea-
surement system and how the organi-
zation analyzes performance data and
information.

v Require operators to demonstrate how the use of information
and information technologies will support and enhance both
customer service and staff effectiveness.

v Conduct a situational audit of your local system to identify
areas of opportunity for developing new or improved services
and products.

v Train all system stakeholders in how to analyze the impact of
changes in quality and customer satisfaction on financial
performance.
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Baldrige Category

Application in Workforce Investment Systems

Category 5—Human Resource
Focus

The Human Resource Focus Category
examines how the organization enables
employees to develop and utilize their
full potential in alignment with the or-
ganization's objectives. Also examined
are the organization’s efforts to build
and maintain a work environment and
an employee support climate conducive
to performance excellence, full partici-
pation, and personal and organizational
growth.

v Set guidelines for ongoing capacity building to ensure that
staff at all levels of the system are trained and expert in
providing services in a customer-oriented enterprise.

v Identify and conduct necessary training sessions for top
managers, line staff, and supplier staff.

v Ensure that all your information systems and work processes
promote collaboration and information sharing across
multiple agencies, partners, and work units. Modify
performance reviews and bonus systems to provide incentives
for employee excellence.

Category 6—Process Management

The Process Management Category ex-
amines the key aspects of process man-
agement, including customer-focused
design of products and service delivery,
as well as support, supplier and part-
nering processes involving all work
units. Also examined are how key
processes are designed, implemented,
managed, and improved to achieve bet-
ter performance.

v Establish a supplier certification process driven by a Baldrige-
based system of performance measures and quality assurance
standards.

v Identify the flow of services in each full service and affiliate
career center; determine how Individual Training Accounts
(ITAs) and eligible service provider /consumer report
information will be managed within that flow.

v Determine how poor performance of an operator, career
center partner, or service provider will be handled.

Category 7—Business Results

The Business Results Category exam-
ines the organization’s performance and
improvement in key business areas -
customer satisfaction, financial and
marketplace performance, product and
service performance, human resource
results, supplier and partner results,
and operational performance. Also ex-
amined are performance levels relative
to competitors, and other organizations
within the system providing similar ser-
vices.

v Link the renewal of operator or training provider certification
and the receipt of incentive funds to meeting specifically
defined performance standards.

v Define business results in terms of improved service quality to
an increasing number of customers, both per career center
and throughout the entire system; avoid relying solely on
narrow measures such as placement rates.

v Measure support systems successes (such as for information
and human resource systems), and include them in overall
business results analysis to ensure integrity of analysis and
reporting.
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Setting up a Quality
Assurance Process for Your
Local Workforce System

he quality assurance model presented here is built on the practice of supplier certification

T and is founded on the principles underlying the Baldrige Award criteria. The model has

three phases: 1) Initial Certification; 2) Ongoing Performance Assessment and Continuous Im-

provement; and 3) Recertification. The publication, Performance Excellence in One-Stop Career Cen-

ter Operations, describes each of these three phases in greater detail. It also includes an appen-

dix of tools and templates that can be easily adapted by a workforce board to fit the particular
circumstances of any local system.

Before looking at the three phases, here are some general guidelines about the role of the
workforce board in certification:

<> It is important to remember that the workforce board is responsible for defining and eval-
uating goals, policies and standards for the whole local workforce system. The day-to-day
management of the system is the responsibility of the staff of the workforce board and the
service provider agencies involved.

<> The workforce board must structure certification as an interactive and iterative process if it
is to be more than a pro forma designation. The process should be integrated into the cul-
ture of the workforce development system, but it must never become fossilized or stag-
nant; it must remain flexible.

<> The workforce board must ensure that an atmosphere exists which will support both the
letter and the spirit of quality assurance, including:

e A full understanding of the certification concept and tools by workforce board mem-
bers, operators, affiliates, and other local parties;

¢ Widespread knowledge of the local and regional workforce investment environment;

¢ A board-level strategy for deployment of the certification process;

e A sufficient infrastructure, including a management information system, to support ad-
ministration of the certification process.

To increase its understanding of quality assurance principles, a workforce board might con-
sider taking the following preparatory steps:

<> Invite quality assurance experts to board meetings.

<> Recruit board members from companies, universities, and industry associations who have
a background in quality assurance.
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<> Find out about your state’s performance management and one-stop center policies and
guidelines. Negotiate with the state to ensure that the WIB's discretion to set local policies
for its own community is not compromised.

<> Contact a local or state Quality Council to receive mentoring and guidance. Check the
American Society for Quality’s website (www.asq.org) to find a council near your com-
munity.

<> Establish a certification process review team and a workforce board certification commit-
tee empowered to create an initial framework of Baldrige-based quality standards for your
system.

Initial Certification

The steps leading to initial certification of Career Center operators and their affiliates are crit-
ical to ensuring that all parties agree to performance outcomes and expectations prior to actual
certification. In fact, all memoranda of understanding (MOUs) between the workforce board,
program operators and service providers should clearly state and define the workforce board’s
right to evaluate each operator and service provider according to an established quality assur-
ance process. There are seven key steps which should be followed in the initial certification
phase in order to reach the necessary level of agreement between the workforce board and the
certification applicant.

1. Establish quality standards based on the seven Baldrige categories. There are several
good Baldrige-based quality frameworks that can be used as a template for establishing stan-
dards which are applicable to the requirements of local workforce development systems.
Examples of these can be found in the Performance Excellence in One-Stop Career Center Op-
erations guidebook.

2. Require an organizational self-assessment and the development of a business plan
from all one-stop certification applicants. The purpose of a self-assessment is to identify
organizational (or partnership) strengths, areas in need of improvement, and priority is-
sues to be addressed in an on-site review. Once completed, the self-assessment can form
the basis of a detailed business or strategic plan describing how a prospective operator en-
visions sustaining and growing its career center(s).

3. Completion of a formal application by one-stop certification applicants. The applica-
tion for certification should be based on, and include parallel sections from, the self-as-
sessment guidelines (which are in turn based on the quality standards the board has de-
veloped). It should allow the applicant to easily provide a detailed response in a format that
enables the board’s review team to compare the applicants’ responses in a standard, unbiased
manner. This model strongly encourages requiring the submission of a prospective opera-
tor’s business plan as part of the application package.

4. On-site review of the one-stop operator applicants. An on-site review gives the review team
an opportunity to confirm that the applicant’s quality systems, as described in the appli-
cation, are indeed in place, and to further determine the applicant’s level of readiness to be
certified. It is important, however, that the on-site review be a two-way street. For the ap-
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plicant, the on-site review is an opportunity to ask additional questions and to clarify de-
finitions and levels of expected performance outcomes for certified operators or affiliates.

. Feedback report from the workforce board to the applicant. This report can take many

forms, but should include feedback about the application document, including the orga-
nization's self-assessment and business plan; the on-site review; and the status of the cer-
tification, including the applicant’s overall score and the review team’s specific recom-
mendations for improvement to meet the criteria of the board’s quality standards.

. Certification decision. The self-assessment, the application, and the on-site review results

must all be considered and weighed against the board’s established quality standards
framework, as well as the board’s overall vision for its one-stop system.

7. Technical assistance, training, support. It is the workforce board’s responsibility to iden-

tify operators’ and service providers’ technical assistance, training, and support needs related
to quality assurance in the local one-stop system, and to take the lead in coordinating lo-
cal, state, regional or federal resources in response to those needs.

Ongoing Performance Assessment and Continuous Improvement

Phase two begins as soon as a certification decision has been made. The primary steps to be
taken are similar to those taken during initial certification, except that the application process
and the certification decision are absent in this phase. What does change, however, is the focus.
Now that the applicant has become an operator—a fully vested partner in the local one-stop sys-
tem—the focus becomes one of supporting and developing that partnership to bring about a
shared vision.

1. Reconfirm, revise and expand your one-stop system vision and quality standards as

necessary. Information received from applicants during the initial certification phase may
result in a reconsideration of your one-stop vision as well as your quality standards.

. Require another self-assessment and revision of the operator’s business plan, if needed.

. Conduct post-certification audits of one-stop operators. Once an operator or affiliate

has been certified, post-certification audits should be conducted according to a periodic
schedule outlined in the certification agreement. The purpose of these audits is to provide
formal and regular opportunities for the board and the operator to discuss the operator’s
performance with regard to specific goals and outcomes. The audits are also an opportu-
nity to discuss any technical assistance needed to help the supplier quickly and efficiently
address any areas of concern.

. Feedback report.

. Ongoing technical assistance, training, support.
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Recertification

The recertification phase can begin about eight months prior to the end of the certification pe-
riod. Again, there is very close overlap between the steps to be taken in this phase and those taken
during the first two phases. However, the recertification process could also entail a decision to
decertify an operator—to revoke its license to operate and deny further public funds to operate
an official one-stop career center. It also could include the decision to seek out new operators
to become workforce investment partners. Recertification steps include:

[y

. Update the board’s quality standards.

2. Require a self-assessment and business plan revision by applicant.
3. Completion of application.

4. On-site review/audit.

5. Feedback report.

6. Recertification decision.

7. Ongoing technical assistance, training, support.

The table below shows one example of how a board can demand different levels of quality
from its suppliers. This example assumes that the board will demand higher and higher levels
of quality over time, thus requiring local agencies and service providers to “continuously improve”
their operations and strive for higher and higher levels of customer satisfaction.

Certification Measures

Criteria

Initial Certification 2nd Year 3rd Year

I. LEADERSHIP

1) Clear sense of
mission

2) Agency leadership

3) Community leader
commitment

4) Identifiable
management structure

1) Written mission
statement displayed and
endorsed by partners

2) Signed partnership
agreement

3) Advisory body of key
community leaders

4) Defined management
structure, organizational
chart available

1) Employees know and
understand mission

2) Increased level of
commitment by agency
partners and/or
increased number of
partners

3) Tangible evidence of
community leadership
commitment

4) Evidence of
functional integration
(e.g., joint ventures)

1) Community understands
the mission

2) Partners reflect the
workforce development
community

3) Extraordinary evidence of
community leadership
commitment (e.g.,
diversification of funds)

4) Leadership support of
extensive functional
integration is evident

II.  STRATEGIC PLANNING

1) Strategic plan

1) Business plan has been
developed

1) Three-year strategic
plan has been
developed

1) Decisions are made
based on strategic plan

Continued on next page
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Certification
Criteria

Measures

Initial Certification

2nd Year

3rd Year

III. CUSTOMER AND MARKET FOCUS

1) Internal and external
customer satisfaction
measurement

2) Widely and freely
shared customer
satisfaction results

3) Customer satisfaction
with vendors/suppliers

1) Satisfaction
information is collected
from internal and
external customers

2) Process for sharing
customer satisfaction
results internally and
externally

3) Information on
satisfaction with
vendors/suppliers is
collected to support
customer (employer and
individual) choice

1) Customer
satisfaction
information is used to
continuously improve

2) Customer
satisfaction results are
shared in multiple
mediums

3) Information on
satisfaction with
vendors/suppliers is
used to improve
referrals to and
performance of
vendors/suppliers

1) Customer satisfaction
information drives change

2) Customer satisfaction
information is analyzed
over time

3) Demonstrated
improvement in customer
satisfaction with
vendors/suppliers

Iv. INFORMATION AND ANALYSIS

1) Functional Resource
Center

2) Management
information system
(MIS)

1) Resource Center offers:
information in multiple
mediums; self-service;
Internet access; and
trained staff

2) Strategy for meeting
state and local MIS needs
(management and
reporting needs)

1) Resource Center has
comprehensive current
local information

2) MIS feeds state and
local systems and is
capable of producing
customized reports for
the local workforce
development
community

1) Service offerings are
linked to continuous
improvement efforts

2) Information is used for
decision making

V. HUMAN RESOURCE FOCUS

1) Staff competencies

2) Employee friendly
environment

3) Team building

4) Rewards and
recognition

1) Competency assessment
needed; demonstration
of commitment to
training (dedicated
training time and budget)

2) Effective labor relations
structure

3) Cross-training of staff

4) Plan for employee
rewards and recognition

1) Funded employee
career development
plans

2) Process for
measuring employee
satisfaction

3) Cross functional
work teams

4) Evidence that
employee rewards
and recognition are
granted

1) Significant on-going
investment in staff training

2) Employee feedback used
for continuous
improvement

3) Staff empowerment (e.g.,
decision making is
de-layered, staff authorized
to make decisions)

4) Rewards and recognition
are tied to external quality
systems
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Certification
Criteria

Measures

Initial Certification

2nd Year

3rd Year

VI. PROCESS MANAGEMENT

1) Policies and
procedures

2) Accessible services
and resources based on
customer choice

3) Service integration

4) Service recovery

1) Evidence of staff
involvement in
developing policies and
procedures

2) Basic customer flow is
documented; ADA
compliance; available
parking and public
transportation; effective
signage; safe environment

3) Core service look and
feel integrated

4) Strategy for recovery
process

1) Integrated policies
and procedures;
established process for
changing policies and
procedures

2) Feedback mechanism
to improve customer
flow and access

3) Evidence of service
integration

4) Staff has authority
and tools to address
issues/problems

1) Process to make changes
is functional (e.g., policies
and procedures have been
changed)

2) Feedback mechanism is
generating change

3) Evidence of extensive
integration

4) Recovery is part of
routine business

VII.  BUSINESS RESULTS

1) Customer outcomes
2) Sustainability
3) Market presence

4) Customer satisfaction

1) Customer outcomes
baseline established
based on center
performance measures

2) Process for considering
cost and revenue

3) Market presence
baseline established

4) Established customer
satisfaction baseline (tied
to markets)

1) Improvement in
customer outcomes

2) Financial strategy for
Center sustainability
exists

3) Market niche
identification

4) Improvement in
customer satisfaction

1) Maximize and sustain
customer outcomes

2) Implementation of
financial strategy

3) Community-wide
recognition of Center as a
valuable resource

4) Maximize and compare
to best in class enterprises
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Conclusion

Ideally the concepts and examples in this paper will give workforce boards good ideas
I] on how to start creating a supplier certification process for their local workforce development
systems. Enforcement of minimum quality standards is a powerful tool to drive positive change
in any system, and implementing an effective quality assurance framework is one of the most
important tasks facing the new workforce boards.

As the new WIBs carry out this work, they should remember to focus on keeping dialogue open
and moving forward, and to utilize the talents, input, time, and energy of as many people as pos-
sible in order to build deep and ongoing support for the board’s vision. Most important, boards
should remember that along the way they are guaranteed to experience setbacks along with
successes. But as long as boards are committed to imbuing their local systems with an ever-in-
creasing awareness of the value of quality operations, then setbacks will be seen for what they
really are: synonyms for opportunity.
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For More Information

he following organizations can provide more information on the subjects of quality as-

T surance, supplier certification and the Baldrige Award Framework and how these con-

cepts can be applied to local workforce development programs. Also see the longer version of

this paper, Performance Excellence in One-Stop Career Center Operations, available through DOL
Regional Offices or online at www.workforce-excellence.net.

<> American Society for Quality. www.asq.org

<> Baldrige Award. www.quality.nist.gov

<> DOL/ETA Workforce Excellence Network. www.workforce-excellence.net

<> National Leadership Institute for Workforce Excellence. www.WIBLeadership.com

<> Business Coalition for Workforce Development. www.workforceinfo.net

<> Corporation for a Skilled Workforce. www.skilledwork.org

<> National Association of Workforce Boards. www.nawb.org.

National Association of Workforce Boards
August 2000
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