PROGRAM YEAR 2013 MONITORING GUIDE – PARTICIPANT SERVICES

IDENTIFYING DATA
WDA
               
 
Date of Review



DET Staff Reviewer(s)



WDB Staff Interviewed



Purpose:  Oversight and monitoring of the Workforce Development Board services to Adult, Dislocated, and Youth participant services practices is to:  

· Ensure compliance with WIA and other applicable laws, administrative provisions, and local policies.

· Review the client flow infrastructures that support participant services.
· Identify successful methods and practices.
· Identify technical assistance needs.
CLIENT SERVICE FLOW 
1)  Please describe, step-by-step, client service flow from beginning to exit.  If written description available, please provide a copy.

	Indicator 
	WDB Response

	Comments:
	

	
	


2) What service do you administer or provide that places individual into being a participant?

	Indicator 
	WDB Response

	Comments:
	

	
	


3) How do individuals get assigned a case manager?

	Indicator 
	WDB Response

	Comments:
	

	
	


4) What is the content of the initial assessment?  How is it determined if additional assessment is needed?

	Indicator 
	WDB Response

	Comments:
	

	
	


5) What are the common assessment instruments?

	Indicator 
	WDB Response

	Comments:
	

	
	


6) How do you determine if client is appropriate for the WIA program and type of program?

	Indicator 
	WDB Response

	Comments:
	

	
	


7) How do you determine if client can be served at core service level, or if intensive service or training is needed?

	Indicator 
	WDB Response

	Comments:
	

	
	


8)  How do you decide to move a youth from design framework to youth program elements?

	Indicator 
	WDB Response

	Comments:
	

	
	


9) What is the process for developing an Employment Plan/Individual Service Strategy (ISS)?  Use of ASSET or other?  If another, please provide a copy.  What is the process for updating?

	Indicator 
	WDB Response

	Comments:
	

	
	


10) How do you follow up to ensure regular contact is made with client?
	Indicator 
	WDB Response

	Comments:
	

	
	


PARTICIPANT SERVICE QUESTIONS
1) What is the WDB’s overall approach to providing participant services?  How do you allocate your resources to support this strategy?  Is there written guidance available?  How is this approach and guidance disseminated to case managers?
	Indicator 
	WDB Response

	Comments:

	


2) How is program staff made aware of resources available from DWD?

	Indicator 
	WDB Response

	· WIA Policy Manual

· Technical Assistance Guides

· Policy Updates

· Administrator’s Memos

· Training

Comments:


	


3) How do you respond if there is an increase in job seeker volume?  Do you have waiting lists for any services?  How long is that waiting list?  What is your strategy for eliminating waiting periods?
	Indicator 
	WDB Response

	· Group sessions
· Designated specialists (i.e., case managers working with ex-offenders, homeless individuals, etc.)

Comments:


	


4)
What are the procedures for participant contact while active?  Are there required contact attempts?  How are these documented?  What are the procedures for unsuccessful attempts at contact?
	Indicator 
	WDB Response

	· Local policy

· In training 
· Specific to program (AD, DW, Youth)

· Successful contacts

Comments:


	


5) Please describe WDB's policy and/or procedure for out-of-area job search assistance and relocation assistance.

	Indicator 
	WDB Response

	Comments:

	



6)
Describe steps undertaken to prepare participants for program exit.
	Indicator 
	WDB Response

	· Administer post-tests

· Record pertinent information in ASSET

· Update contact information

· Establish follow-up routine

· Review for employment placement

Comments:

	



7)
How is the follow-up caseload managed?

	Indicator 
	WDB Response

	· Local policy

· Schedule

· Types of services provided

· Method of contact

Comments:


	



8)
What follow-up services are provided to ensure job retention?

	Indicator 
	WDB Response

	· Group functions/individual meetings
· Referrals to supportive services

· Update ASSET (youth performance measures)
· Collect documentation (education/employment status, degrees and credentials)

Comments:


	



9)
How is participant confidentiality ensured?  (Assuring the job seeker that his or her statements and information will be kept confidential is an important part of building trust and open communication). 
	Indicator 
	WDB Response

	· Private meeting areas

· Documentation protection

· Protecting SSN

· Shredding

· Maintain privacy/limiting the sharing of information

Comments:


	

	
	


10) How does the WDB ensure that case managers are aware of all workforce programs and supportive services available in the local area?  (Case managers play an important role in coordinating access to other services that a participant may need to achieve his or her employment objectives).  
	Indicator 
	WDB Response

	· Resource manual
· Cross-agency training

· Staff meetings

Comments:
	

	
	



11)
How is the case manager involved in job placement (including OJT)?  If the case manager is not responsible for job placement, how is the case management for the participant coordinated with job placement activities?
	Indicator 
	WDB Response

	· Business Services Team lead
· Case Manager lead

· Joint job placement

Comments:


	



12)
What types of social media are used to engage with participants?
	Indicator 
	WDB Response

	· Twitter or Facebook
· LinkedIn

· Web pages

· Blogs

Comments:


	



13)
Are email blasts used in communicating with customers?  If so, are they customized to the specific characteristics of the customer?
	Indicator 
	WDB Response

	· Generic emails to entire caseload
· Customized based on services

Comments:


	



14)
What is the process when there is a change in service providers and/or case managers?  How is a smooth transition ensured?
	Indicator 
	WDB Response

	· Contract language
· Joint training/transfer of clients

Comments:

	



15)
What is the process for ensuring that pseudo social security numbers are updated in ASSET with an actual/verified number?

	Indicator 
	WDB Response

	· Assist participant in obtaining duplicate

· Tickler system

Comments:


	



16)
What type of training is provided to case managers to properly prepare ASSET Correction Requests?  What process is in place to ensure timely review and approval of ASSET Correction Requests, including the “needs more information” requests?

	Indicator 
	WDB Response

	· Training/review WIA Policy Update 07-04

· Regular review of ASSET Staff Requests
· Tickler system

Comments:


	


17)  In managing your programs, who is responsible for reviewing these reports and how do you use them?  
a. ASSET Reports

b. Exit Warning

c. Literacy/Numeracy Warning

d. WEBi #100 Current out-of-school youth

e. WEBi #101 Pseudo SSN 

f. WEBi #106 Youth Registrants with no participation date (ie. design framework only) 

g. WEBi #107 WIA current participants length of service to date (ie. long-term cases) 

h. WEBi #83 Selective Service Registration Verification all active males.
	Indicator 
	WDB Response

	Comments:


	



18)
What procedures have been implemented to monitor and/or avoid “long-term” cases?

	Indicator 
	WDB Response

	· Review WEBI reports

· Other local system

· Review UI wage data

Comments:

	



19)
How many participants have been enrolled in OJT this program year?  How many participants have completed their OJT contracts?  How many have been retained by the OJT employers?

	Indicator 
	WDB Response

	Comments:

	


20) How are case managers made aware of career pathways?  How are participants made aware of career pathways?  What percentage of WIA participants in training are put on a career pathway?

	Indicator 
	WDB Response

	· Case Manager Awareness
· Participant Awareness
· Percentage on career pathway
Comments:
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Summary and Observations.  Summarize the strengths (including best practices) and weaknesses identified.

Follow Up Needed.

Technical Assistance Needs.  Identify technical assistance needs of the WDB or program provider.
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