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Policy Statement 
“DWD-DET requires career planners to attempt at least one qualifying contact every 30 calendar days.”

Questions & Comments
· Please clarify how the 30-day contact requirement will be monitored and tracked, and what consequences will apply if a case is found to be out of compliance.
DWD-DET response: DWD-DET Local Program Liaisons (LPLs) have monitored timeliness and effectiveness of participant contact since at least Program Year 2017-2018. DWD-DET has monitored a 30-calendar day contact metric since Program Year 2021-2022. DWD-DET reviews case notes to determine the length of time between attempted contacts and/or contacts with the participant.  A gap of attempted contact or contact of more than 30 calendar days will result in a Finding. 
· Is this requirement being implemented based on evidence or actual customer feedback? If so, what data or sources support the conclusion that a 30-calendar-day contact requirement will enhance program performance and outcomes? It is unclear how this policy change will improve performance metrics or overall service delivery.
DWD-DET response: The LPLs analyzed several years of data surrounding participant contact through the monitoring process.  They found a strong correlation between regular contact and participants achieving their WIOA goals.
1. Analysis of Program Year 2021–2025 Participant Surveys' data showed a strong correlation between participant success and regular, consistent contact.
· Notably participant surveys revealed that 30-day contact is the most common timeframe participants are contacted.
2. Participant interviews during annual monitoring consistently reflect a preference for regular contact and a strong working relationship with their Career Planner. In positive participant interviews, where individuals have achieved their employment or training goals, the most common observation noted by LPLs is that participants credit their success to the relationship they built with their career planner. As observed during monitoring, effective career planner/participant relationships are built on consistent interactions to address issues and celebrate successes, while moving toward the participant's goals. 
3. During Career Planner interviews a majority of the Career Planners stated they contact their participants every 30 days. Career Planners repeatedly state the relationship they build with their participants is one of the most important factors in predicting participants' success in WIOA.
4. LPLs have routinely observed that a 30-day contact timeframe is optimal for identifying emerging issues and supporting progress toward goals.
· WIOA serves a highly diverse population, with participants facing widely varying circumstances and support needs. In recognition of this diversity, WIOA explicitly empowers local workforce development boards to tailor services to community and participant needs, reflecting a shift from prescriptive mandates to outcome-focused, locally-driven strategies (WIOA §§107(d), 134(a)). A uniform 30-day contact requirement reverses this intent, standardizing service intensity across diverse populations and prioritizing procedural compliance over meaningful participant engagement.
DWD-DET response: Thank you for your feedback. The 30-day contact requirement is the maximum timeframe. Local areas are welcome to develop local policies with a shorter timeframe. Also, if participants and/or career planners feel more frequent contact would be beneficial that is also acceptable.

This policy was developed using several years of data that was gathered through the monitoring process. It was routinely noted that participants with higher needs or numerous barriers were the ones who most benefited from more frequent, consistent contact.

DWD-DET does not believe this is "prioritizing procedural compliance over meaningful participant engagement" as a 30-day contact policy is observed to increase meaningful participant engagement. See the second bullet above for further details.

Workforce Development Boards (WDBs) across the state have very different (or even nonexistent) contact policies. This leads to inconsistent service delivery and participant outcomes statewide. 
· Requiring Career Planners to contact every individual on their caseload every 30 calendar days presents a considerable challenge. Most Career Planners are hourly employees limited to 40 hours per week, providing an average of only 21.7 working days each month to complete all required duties. This is challenging because their time must also be divided among other responsibilities, such as documentation, follow-up services, meetings, and administrative tasks, leaving limited hours for direct client contact.
DWD-DET response: Thank you for your feedback. The role of the career planner is integral to participants' success, which includes numerous important tasks that need to be completed. The LPLs have observed career planners have more time to complete their tasks, rather than spending time tracking down participants, when they employ systems to maintain routine contact with participants every 30 days.
Several WDBs have an existing 30-day contact policy and have an effective tracking system to ensure they contact their participants every 30 days. LPLs are able to discuss best practices upon request.
Requiring contact every 30 days may lead to participant fatigue or frustration, as frequent check-ins can feel repetitive or unnecessary when there are no new updates. Participants may perceive these contacts as intrusive, particularly when balancing work, school, or family responsibilities, which can reduce engagement and make interactions feel more like compliance checks than meaningful support. Additionally, participants enrolled in multiple programs may work with several career planners, creating the potential for duplicate or missed outreach. 
DWD-DET response: Thank you for your feedback. See the above responses for the justification for a 30-day contact policy. 
The LPLs have routinely seen success when participants are co-enrolled in numerous programs. It is imperative career planners from these programs work together to reduce service duplication and increase participant engagement which results in participant success.
Several WDBs have an effective process when working with multiple programs. Ask your LPL for best practices they have observed. 
· The 30-calendar day contact requirement would take away local control from boards to implement contact policies that are designed to best serve the needs of their participants and the ability of staff to provide the appropriate level of case management. Some participants require more frequent contact and even less contact depending on what level of services they are engaging in. This contact may also ebb and flow depending on where the participant is in their career journey. We have found that most need more regular contact at the beginning of engagement with a Career Planner, and then it wanes to be less frequent once training has begun. 
DWD-DET response: Thank you for your feedback. See the above responses for the justification for a 30-day contact policy. The participant is not required to respond to 30-day contact attempts, thereby the participant is controlling the frequency in which they engage with their career planner.  

The 30-day contact requirement is the maximum timeframe. Local areas are welcome to develop local policies with a shorter timeframe. Also, if participants and/or career planners feel more frequent contact would be beneficial that is also acceptable.







Recommendations
· Update the contact requirement to ‘once per month’ rather than ‘once every 30 days.’ This change maintains consistent participant engagement while reducing the administrative burden of tracking the exact number of days since each contact.
· If the contact requirement remains unchanged, as mandatory every 30 calendar days, an alternate recommendation would be to implement a system warning to alert Career Planners when a participant is getting close to the end of the 30 day contact period. Maintaining the 30-day contact requirement will be extremely difficult to manage without some sort of contact alert being made available to keep track of who needs contact when. Depending on the date of contact, each participant's 30 day timeframe will start and end on a different date. With large caseloads and other responsibilities, it becomes nearly impossible to keep track accurately without automated alerts or reminders. Even small delays or oversights could quickly add up, leading to missed contacts or noncompliance.
DWD-DET response: Thank you for your feedback. See the above responses for the justification for a 30-day contact policy. 
Several WDBs have an existing 30-day contact policy and have an effective tracking system to ensure they contact their participants every 30 days. Ask your LPL for best practices they have observed. 
Thank you for the suggestion for an alert in DWD-DET's Management Information System (MIS). This will be relayed to the appropriate people. 
· Rather than imposing a uniform 30-day contact requirement, which is counterintuitive to the core mission of WIOA, DWD could implement guidance that maintains accountability while preserving flexibility:
“Local workforce boards should ensure regular, meaningful contact with participants that reflects individual circumstances, service strategies, and program requirements. The frequency and method of contact should be guided by participant needs, activity status, and the nature of any barriers they face. Documentation should demonstrate purposeful engagement that aligns with each participant’s employment plan and program goals.”
This alternative approach:
· Maintains accountability through clear documentation expectations
· Preserves local discretion to design effective service delivery models
· Focuses attention on contact quality and purpose rather than arbitrary frequency
· Allows appropriate variation across participant populations and service phases
· Aligns with WIOA's statutory emphasis on individualized, outcome-focused services
DWD-DET response: Thank you for your feedback. DWD-DET has monitored timeliness and effectiveness of participant contact since at least Program Year 2017-2018. DWD-DET has monitored a 30-day contact metric since Program Year 2021-2022. See the above responses for the justification for a 30-day contact policy. 

WDBs across the state have very different (or even nonexistent) contact policies. This leads to inconsistent service delivery and participant outcomes statewide. 

Policy Statement
“If a participant does not respond to a career planner's contact attempt during any 30-calendar-day period, DWD-DET requires the following progressive steps:
· In the subsequent 30-day period, career planners must make at least two contact attempts, using two different communication methods on two separate dates.
· In the final 30-day period, if contact remains unsuccessful, an exit letter must be sent to the participant.
Note: See Section 1.7.1 Resources for sample letters. Career planners should also refer to Section 1.7.2, as it may apply to certain situations encountered during this stage.”
Questions & Comments
· DWD-DET should clarify whether the exit letter may be sent electronically or if USPS mailing is required. Note: Requiring postal mail would increase administrative workload and costs, including staff time, postage, and paper.
DWD-DET response: Thank you for your feedback. DWD-DET updated the policy to state electronic letters are acceptable.
Participants indicate their preferred contact method at enrollment; requiring multiple methods on different dates may cause frustration and increase staff burden.
DWD-DET response: The LPLs have observed that sometimes the preferred method of contact may not be available (changes in address, phone number, e-mail address) and the career planners need to use a variety of methods to maintain contact with the participant. Using an alternative contact method is only required if the preferred contact method has not been successful.


Recommendations
· Suggested verbiage clarification of paragraph 2 under 1.7.1:  
· If a participant does not respond to a career planner’s contact attempt within any 30-calendar-day period, DWD-DET requires the following progressive steps:
· After 30 Days (Initial Period): If no response is received within the first 30 days, career planners must document the attempted contact and continue efforts to re-engage the participant.
· After 60 Days (Second 30-Day Period): During the next 30-day period, career planners must make at least two contact attempts, using two different communication methods (e.g., phone, email, text, mail) on two separate dates. An exit warning letter should also be issued at 60 days to the participant notifying them of exit at 90 days.
· After 90 Days (Final 30-Day Period): If contact remains unsuccessful after 90 days of no response, an exit letter using any of the acceptable communication methods must be sent to the participant, notifying them of program closure due to failed contact

DWD-DET response: Thank you for your feedback. DWD-DET has updated the policy language as requested.
Policy Statement
”DWD-DET requires all contact-whether attempted or successful-to be meaningful, individualized, and documented. Qualifying contact may be initiated by either the career planner or the participant.
For this section, DWD-DET defines qualifying contact as:
· Meaningful, when it allows for the direct advancement of a participant's goals; addresses specific barriers or service needs; provides essential program information for continued engagement; or addresses relevant questions or concerns.
· Individualized, when it allows for a tailored interaction that reflects a participant's specific circumstances and aligns with goals or service strategies, as applicable.
· Documented, when it is promptly and accurately recorded in ASSET, in accordance with the Documentation Standards.”









Questions & Comments
· As currently written, this statement is very subjective; please clarify the definitions of “meaningful contact” and “individualized contact”.
DWD-DET response: Examples of qualifying and nonqualifying contact/attempted contact:
	Case Comments
	Type of contact

	"Called Jane to see how school is going and ask her if she needs anything."
	Qualifying attempted contact

	"Jane came in and dropped off her transportation voucher."
	Non-qualifying contact

	"Jane came in to drop off her transportation voucher. I talked to her about how school is going and asked if she needed anything."
	Qualifying contact

	"Sent a flyer for the Job Fair this Wednesday."
	Non-qualifying attempted contact

	"Sent Jane the flyer for the Job Fair this Wednesday. I stated there will be an employer there with job openings in the field she is interested in. Asked her to call me to discuss."
	Qualifying attempted contact



Please reach out to your LPL for discussion, technical assistance, and/or training related to this policy.
Recommendations
· To ensure staff clearly understand requirements and expectations, DWD-DET should provide training and clarification on the definitions of ‘meaningful’ and ‘individualized,’ along with specific criteria for documenting contacts in case notes. Standardized examples, staff training, and a Contact Reference Guide that differentiates qualifying from non-qualifying contacts would promote consistency and reduce audit risks.

DWD-DET response: See above for examples of qualifying and non-qualifying contact/attempted contact. 

Please reach out to your LPL for discussion, technical assistance, and/or training related to this policy.

Policy Statement
“DWD-DET provides the following communication methods as acceptable forms of attempted contact, all of which must be documented in ASSET:
· In-person or virtual meetings with the participant, including telephone conversations.
· Voicemails or other recorded messages that allow for a reciprocal exchange.
· Electronic communications-including email, text messages, or direct messages via social media (e.g., Facebook, Instagram)-that allow for a reciprocal exchange.
· Postal mail initiated by or responded to by the participant.
· Participant contact that relays their goals, barriers, service needs, provides essential program information for continued engagement, or addresses relevant questions or concerns.
Note: Meaningful and Individualized contact documented by a career planner in a co-enrolled WIOA Title I or partner program is considered qualifying contact, provided it meets the Contact Documentation Standards outlined below.
Note: Mass communications are not considered qualifying contact unless the participant provides a direct response.”

Questions & Comments
· Will the 30-calendar-day contact policy be applied across all WIOA titles to ensure consistent policy adherence and compliance monitoring across programs or will it only be required of Title I-B?
DWD-DET response: This policy only applies to Title I-B.
· According to note 2, sending a job posting to multiple clients would not count as meaningful contact. However, if the information directly aligns with a client’s goals, it seems it should. Could clarification be provided on why this type of outreach would not meet the requirement?
DWD-DET response: The policy states, "DWD-DET requires all contact-whether attempted or successful-to be meaningful, individualized, and documented. Qualifying contact may be initiated by either the career planner or the participant."
In this section, DWD-DET defines qualifying contact as:
Meaningful, when it allows for the direct advancement of a participant's goals; addresses specific barriers or service needs; provides essential program information for continued engagement; or addresses relevant questions or concerns.
Individualized, when it allows for a tailored interaction that reflects a participant's specific circumstances and aligns with goals or service strategies, as applicable.
Documented, when it is promptly and accurately recorded in ASSET, in accordance with the Documentation Standards."
If the contact meets the qualifying contact standards, then it is allowable. Mass communications, such as a generic job posting sent to multiple participants, do not meet these criteria because they are neither individualized nor necessarily meaningful. 
However, if a job posting is selected specifically for a participant based on their individual goals or service plan, and this context is reflected in the case notes, it may qualify as a contact.
		See above for examples of qualifying and non-qualifying contact/attempted contact.
Recommendations
· Suggested revision for clarification:
· “Acceptable Communication Methods - DWD-DET provides the following communication methods as acceptable forms of attempted or successful contact, all of which must be documented in ASSET. 

DWD-DET response: Thank you for your feedback. DWD-DET has updated  the policy language to include this recommendation. 

Questions and Comments regarding Draft Policy WIOA Draft Policy: Chapter 1.7.2
Policy Statement
”In the event that a career planner will no longer be assigned to a participant (due to staff turnover, reassignment, or change of service provider, for example), DWD-DET requires that the participant be reassigned to another career planner. That reassignment and the first attempt to contact the participant by the newly assigned career planner must take place within 10 business days of the original career planner ceasing to be responsible for the participant's case.

If the initial contact attempt is not successful, the career planner must make at least two subsequent attempts within 30 calendar days of being assigned to the participant. In this case, DWD-DET strongly recommends using various methods of communication (for example, email, phone call, text message). Career planners must also adhere to their local Workforce Development Board's contact policies, if applicable.

The reassignment must be documented by changing the assigned career planner in the ASSET Programs screen and entering an ASSET customer note. All contact attempts, communication methods used, and their results must also be documented in ASSET customer notes.

This practice will ensure that participants receive consistent and continuous access to services in case of staff turnover or other instances of career planner transition.

Note: DWD-DET recognizes that there may be a need to assign participants to a temporary, or interim staff person while conducting recruitment and hiring activities for a full-time, permanent replacement, and considers such temporary/interim assignments to be aligned with the expectations of this policy. Such temporary/interim assignment should still be documented in ASSET, and the temporarily assigned staff person should document contact attempts as outlined in the policy.”

Questions & Comments
· Section 1.7.2 includes a ‘Comments and Responses to Draft Policy’ subsection. Can this section be dated to indicate when it was last updated, and then revised with new dates as additional comments and responses are received?
DWD-DET response: Thank you for your feedback. DWD-DET included dates on the Comments and Responses documents.
If a participant is in training and ‘meaningful contact’ has not occurred within 90 days, are we required to exit them before their training or semester is completed? If so, would they need to be re-enrolled if contact is made on day 91?
DWD-DET response: No, if they have an open participation-causing service, they will remain open. Participant exits are dependent on service delivery, see 8.7 Program Exit. If a participation-causing service was not provided within 90 days, they would have to be re-enrolled in the program. 
If re-enrollment is needed, assessments completed within the previous six (6) months can be used for re-enrollment. See 8.4.3 Individualized Career Services (Comprehensive and Specialized Assessment and Individual Employment Plan only) and 10.2.3 Objective Assessment. 
The purpose of regular contact is to ensure quality service delivery. DWD-DET encourages career planners to reach out to training providers to assess the participant's engagement in their training/education. 
Please reach out to your LPL for discussion, technical assistance, and/or training related to this policy.

· When staff turnover occurs, new team members may inherit caseloads mid-cycle without complete contact histories, creating gaps in documentation and compliance risks.
DWD-DET response: Thank you for the feedback.  LPLs observe through clear policies, training, and best practices a reduction of non-compliance is evident. 
Please see 1.7.2 Ensuring Continuity of Participant Services for specific requirements when there is a change in career planner. 
Recommendations
· Verbiage clarification recommendations:
· After three unsuccessful attempts within the first 30–40 days following reassignment, DWD-DET should clarify the next steps—specifically whether the Exit Warning Letter may count as one of the required attempts.
· The policy should specify that the Exit Final Letter corresponds to the 90-day notice.
DWD-DWD response: Thank you for your feedback. DWD-DET has updated 1.7.2 Ensuring Continuity of Participant Services to clarify steps to take when a participant is not responding  to a new career planner.
· Sample letters should be titled “Exit Warning Letter” and “Exit Final Letter” for consistency and ease of reference.
DWD-DET response: Thank you for your feedback. DWD-DET has updated the titles of the documents. 
· Participants sometimes reach out after an exit letter has been sent, creating confusion about their enrollment status and how to re-engage with services. This is further complicated when a participant is co-enrolled in multiple programs and is exited from one program but remains active in another. To prevent misunderstandings, staff should receive clear guidance and training from DWD on exit procedures. 
DWD-DET response: Thank you for the feedback. Please contact your LPL for further discussions on reducing participant confusion and exit procedures.
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