
Missouri Division of Workforce Development Issued: November 7, 2016 
DWD Issuance 02-2016 Effective: November 7, 2016 

Subject: Missouri One-Stop Job Center Certification Evaluation and Criteria 

1. Purpose: This Issuance communicates Missouri’s process and criteria for evaluating and 
certifying comprehensive (full-service) Missouri One-Stop Job Centers (OSJC) 
under the Workforce Innovation and Opportunity Act (WIOA).1 

2. Background: Title I of WIOA requires the State (Missouri) Workforce Development Board 
(MoWDB), in consultation with local Chief Elected Officials (CEO) and Local 
Workforce Development Boards (Local WDBs) in their Local Workforce 
Development Area (LWDAs), to establish criteria and procedures to evaluate and to 
certify OSJCs. This evaluation and certification examines effectiveness (including 
customer satisfaction), physical and programmatic accessibility, and continuous 
improvement. The Board must certify full-service OSJCs to be eligible for 
infrastructure-cost funding for that OSJC. 

3. Substance: I. OSJC Evaluation and Certification Criteria

OSJC certification is the responsibility of the Local WDB.2 The Local WDB
shall be responsible for conducting certification reviews for each full-service
OSJC in its LWDA. The Local WDB may review and certify affiliate/satellite
Job Centers at its own discretion. The Local WDB must use the Missouri Job
Center Certification Review Form (Attachment 1) and the criteria established by
MoWDB.3

The Division of Workforce Development (DWD), on behalf of MoWDB, is
responsible for oversight of the OSJC-certification process and shall review and
update the OSJC-certification criteria every two years as part of the review and
modification of the WIOA State Plan.4 The Local WDB may establish
additional criteria and set higher standards for service coordination beyond
those set by MoWDB.5 Any such additional criteria must be clearly identified in
addenda to the Missouri Job Center Certification Review Form. The Local WDB that
chooses to establish additional criteria may modify the certification form to
include additional expectations.

1 Pub. Law 113-128. [29 U.S.C. 3101 et seq.] 
2 20 CFR 678.800(a), WIOA, Joint Rule for Unified and Combined State Plans, Performance Accountability, and the One-Stop System 

Joint Provisions; Final Rule, ETA Docket 2015-0002, August 19, 2016. 
3 The criteria and procedures in this Issuance have been submitted to MoWDB and are pending approval. 
4 https://jobs.mo.gov/sites/jobs/files/mo_wioa_state_plan_10-2016.pdf WIOA Missouri Combined State Plan, Program 

Years 2016–2020 (July 1, 2016–June 30, 2020). 
5 20 CFR 678.800(d). 

https://www.gpo.gov/fdsys/pkg/PLAW-113publ128/pdf/PLAW-113publ128.pdf
http://uscode.house.gov/view.xhtml?path=/prelim@title29/chapter32&edition=prelim
http://www.ecfr.gov/cgi-bin/text-idx?SID=9c2a0f68908fc5cd0dd4f67bbc065a42&mc=true&node=20160819y1.65
https://jobs.mo.gov/sites/jobs/files/mo_wioa_state_plan_10-2016.pdf
http://www.ecfr.gov/cgi-bin/text-idx?SID=9c2a0f68908fc5cd0dd4f67bbc065a42&mc=true&node=20160819y1.65
https://jobs.mo.gov/
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II. OSJC Evaluation Process and Certification Frequency 
 

Local Certification Teams shall conduct staff interviews, using standard 
interview questions developed by the Local WDB. Interviewees shall include 
the OSJC Functional Leader, the DWD Supervisor, and a random sample of at 
least 20 percent of the frontline (State and partner) service staff at that OSJC to 
determine their level of knowledge pertaining to the following: 

• Programs and services, including WIOA core-partner programs/services; 
• The NGCC service model; 
• Local initiatives; 
• OSJC policies and procedures; 
• Staff roles and contributions to performance; and 
• Awareness of accessibility requirements and available assistive 

technologies. 
 

The Certification Team shall evaluate customer-satisfaction survey results from 
both the local and State level. The Local WDB is responsible for customer-
satisfaction surveys of Jobseekers. DWD shall be responsible for customer-
satisfaction surveys of Employers. 
 
The Local WDB shall develop a jobseeker survey broad enough to encompass 
all customers and, at a minimum, determine: 

• Why customers visited the OSJC; 
• Did customers receive the services they came in to get; 
• Did customers receive information about services of which they were 

not aware; 
• Were the services were easy to access; 
• Were the facilities easy to access, and were the customers able to easily 

move around inside the facility; and 
• How services could be improved. 

 
The Local WDB shall determine the timeframe for conducting surveys. 
Nevertheless, surveys must be conducted at least once per year. Surveys must 
be accessible, and the Local WDB may use any survey method it deems 
appropriate, including verbal interviews. 
 
To ensure adequate customer-satisfaction data is received, the Local WDB shall 
randomly survey no less than 10 percent of all customers associated with each 
OSJC. Surveys must yield a useable response rate of no less than 10 percent of the 
number polled. If a survey yields less than a 10 percent useable response rate, the 
Local WDB must conduct additional polling to get an adequate number of 
responses. 
 
The Local WDB shall submit jobseeker survey results electronically to the 
DWD Performance and Planning Unit at clint.flowers@ded.mo.gov by 
September 1 of each year. Aggregate statewide results will be used in the State 
WIOA Annual Report. 

 
DWD shall develop and disseminate customer-satisfaction surveys to employer 
customers throughout the year. Surveys may be conducted by program/service 
(i.e., Job Orders, Recruitment Services, On-the-Job Training, etc.) and, at a 
minimum, will determine whether or not: 

mailto:clint.flowers@ded.mo.gov?subject=OSJC%20certification%20jobseeker%20survey%20results
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• Employers received the services or information for which they 
contacted the OSJC; 

• Employers were informed of services of which they were not aware; 
• Services were perceived as beneficial by the employers; 
• Services received met employers’ expectations; and 
• Programs/services could be improved. 

 
To ensure that adequate customer-satisfaction data is received, DWD shall 
survey no less than 20 percent of all employer customers that have received a 
staff-assisted service from that OSJC during the survey period. Surveys must 
yield no less than a 10 percent useable response rate. DWD will disseminate 
aggregated results for the LWDA to the Local WDB at least twice a year. 
 
At a minimum, the Local WDB shall evaluate and certify OSJCs once every three 
years.6 The Local WDB may conduct additional site evaluations as they determine 
to be appropriate and warranted. OSJC certification requirements are effective as 
of the date of this Issuance. The Local WDB will have until June 30, 2017, to 
complete a first OSJC evaluation and to determine certification status. 
 
For quality-assurance purposes, DWD may choose to review OSJCs randomly 
for certification compliance. 
 

III. Certification Teams 
 

The Local WDB shall establish OSJC Certification Teams that will be 
responsible for completing independent and objective evaluations of OSJC 
sites. The teams will make certification recommendations to the Local WDB. 
 
The Board shall appoint the Certification Team and notify the CEO of the  
Certification Team selection. The Local WDB has the discretion to appoint 
members as it deems appropriate, and it may choose to include individuals from 
the state level or outside the LWDA to ensure objective evaluations. 
Certification Team members must be free of conflicts of interest. 

 
IV. Certification Determinations 
 

OSJC Certification Teams shall determine, as a group, whether an OSJC has 
sufficiently met the certification criteria. Certification Teams shall use the 
Missouri Job Center Certification Review Form (Attachment 1) and submit a written 
determination to DWD and the Board within 30 days of conducting OSJC 
evaluations. Written determinations shall include: 

• A determination of “Certified” or “Not Certified”; 
• Documentation that each criteria was reviewed; 
• Details regarding areas of deficiency; 
• An action plan to bring deficient OSJCs into compliance; and 
• Date for follow-up review, if necessary, within 90 days. 

 
The OSJC Certification Team must reevaluate OSJCs that fail to achieve 
certification within 90 days of the written determination. The Certification 

                                                           
6 20 CFR 678.800(d). 

http://www.ecfr.gov/cgi-bin/text-idx?SID=9c2a0f68908fc5cd0dd4f67bbc065a42&mc=true&node=20160819y1.65
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Team shall submit, to DWD and to the Local WDB, a follow-up, written 
determination within 30 days of the evaluation. 
 

V. Non-certification 
 

OSJCs that fail to achieve certification after the 90-day reevaluation review 
shall be deemed probationary, and DWD shall so notify the CEO. The Local 
WDB shall have one year to bring a probationary OSJC into compliance. If a 
Local WDB fails to certify any OSJC prior to the beginning of the ensuing 
Program Year (PY2017 and henceforth), that OSJC will not be eligible for 
infrastructure-cost funding for the ensuing Program Year. This applies to 
both the Local Funding Mechanism7 and the State Funding Mechanism8 for 
that purpose, by State policy in alignment with federal policy as prescribed in 
WIOA9 and the regulations.10 

 
4. Action: This Issuance is effective immediately. The Local WDB should review this Issuance 

with appropriate staff, establish their Certification Teams, proceed with evaluations, 
and determine certification status of all OSJCs in their LWDA by June 30, 2017. 

 
5. Contact: Direct questions or comments regarding this Issuance to Lisa Elrod, DWD Assistant 

Director for Programs and Services, (573) 526-8263, lisa.elrod@ded.mo.gov. 
 
6. References: • WIOA Sec. 121 [29 U.S.C. 3151]. 

• 20 CFR Part 678, sections 678.715, 678.730, and 678.800. 
• USDOL, Employment & Training Administration, Training and Employment 

Guidance Letter No. 04-15, “Vision for the One-Stop Delivery System under the 
Workforce Innovation and Opportunity Act (WIOA).” 

 
7. Rescissions: None. 
 
8. Attachments: Missouri One-Stop Job Center Certification Review Form (Click paperclip icon to 

open Attachment.). 
 

The Missouri Division of Workforce Development is an equal opportunity employer/program. 
Auxiliary aids and services are available upon request to individuals with disabilities. 

Missouri TTY Users can call (800) 735-2966 or dial 7-1-1. 

 
_____________________________ 
Amy Sublett 
Director 
Missouri Division of Workforce Development 
 

                                                           
7 20 CFR 678.715. 
8 20 CFR 678.730. 
9 WIOA Sec. 121(h)(1)(A)(i)(II) [29 U.S.C. 3151(h)(1)(A)(i)(II)] 
10 20 CFR 678.730 and 20 CFR 678.800(d). 

mailto:lisa.elrod@ded.mo.gov?subject=OSJC%20Certification
https://www.gpo.gov/fdsys/pkg/PLAW-113publ128/pdf/PLAW-113publ128.pdf
http://uscode.house.gov/view.xhtml?req=granuleid:USC-prelim-title29-section3151&num=0&edition=prelim
http://www.ecfr.gov/cgi-bin/text-idx?SID=9c2a0f68908fc5cd0dd4f67bbc065a42&mc=true&node=20160819y1.65
https://wdr.doleta.gov/directives/corr_doc.cfm?DOCN=6455
https://wdr.doleta.gov/directives/corr_doc.cfm?DOCN=6455
https://wdr.doleta.gov/directives/corr_doc.cfm?DOCN=6455
http://www.ecfr.gov/cgi-bin/text-idx?SID=9c2a0f68908fc5cd0dd4f67bbc065a42&mc=true&node=20160819y1.65
http://www.ecfr.gov/cgi-bin/text-idx?SID=9c2a0f68908fc5cd0dd4f67bbc065a42&mc=true&node=20160819y1.65
https://www.gpo.gov/fdsys/pkg/PLAW-113publ128/pdf/PLAW-113publ128.pdf
http://uscode.house.gov/view.xhtml?req=granuleid:USC-prelim-title29-section3151&num=0&edition=prelim
http://www.ecfr.gov/cgi-bin/text-idx?SID=9c2a0f68908fc5cd0dd4f67bbc065a42&mc=true&node=20160819y1.65




Missouri Department of Economic Development
Missouri Division of Workforce Development
Missouri Job Center 
Certification Review Form


Local Workforce Region:         Date:


Review Team Lead:


Phone:       E-mail:


Location Reviewed:   Address:


Location Type:  
Full-Service   Affiliate


Hours of Operation:


Review Team Members:


For additional information about Missouri Division of Workforce Development services, contact a Missouri Job Center near you. 
Locations and additional information are available at jobs.mo.gov or (888) 728-JOBS (5627).


Missouri Division of Workforce Development is an equal opportunity employer/program. Auxiliary aids and services are available 
upon request to individuals with disabilities. Missouri TTY Users can call (800) 735-2966 or dial 7-1-1.


This workforce product was funded by a grant awarded by the U.S. Department of Labor’s Employment and Training Administration. 
The product was created by the contracting agency and does not necessarily reflect the official position of the U.S. Department 
of Labor. The Department of Labor makes no guarantees, warranties, or assurances of any kind, express or implied, with respect 
to such information, including any information on linked sites and including, but not limited to, accuracy of the information or its 
completeness, timeliness, usefulness, adequacy, continued availability, or ownership. This product is copyrighted by the institution 
that created it. Internal use by an organization and/or personal use by an individual for non-commercial purposes is permissible. All 
other uses require the prior authorization of the copyright owner.
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I.  Introduction:
Missouri Job Centers are the entryway to the state’s workforce system and to access the resources and services 
designed to assist individuals in acquiring the skills needed for meaningful employment and self-sufficiency. Job Centers 
are also the portal for businesses to access the talent pipeline that meets their workforce needs and fuels economic 
growth.  Workforce system partners are required to collaborate to support a seamless, customer focused service 
delivery network.  


The Workforce Innovation and Opportunity Act (WIOA) requires state and local partners to collaborate in developing 
and implementing a one-stop delivery system where local service delivery is designed to meet the unique needs of 
the customer, resources are leveraged for maximum efficiency and high standards are maintained through continuous 
improvement.


The success of a Missouri Job Center depends on the principles Local Workforce Development Boards and their 
partners use to guide planning and operations.  Job Center effectiveness, customer satisfaction, accessibility and 
continuous improvement are all vital pieces to overall success.


II.  Missouri Job Center Certification:
20 CFR 678.300, requires at least one comprehensive physical center in each local workforce region, as defined in 20 
CFR 678.305.  A comprehensive center is one in which job seekers and employers can access the programs, services 
and activities of all required one-stop partners, including the Employment Service program authorized under the 
Wagner-Peyser Act. Access to partner programs and services can be achieved by:


• Having a program staff member physically present at the center; 
• Having staff from a different partner agency physically present at the center appropriately trained to provide 


information to customers about the programs, services and activities available through partner programs; or 
• Making available a direct linkage, through technology, to partner program staff who can provide meaningful 


information and services. 


A comprehensive center must have at least one Title I staff person physically present 100% of the time, during regular 
business hours.  Wagner Peyser (Title III) services requiring eligibility determinations (i.e. Trade Act) must be provided 
by State Merit staff.  


Comprehensive centers must provide the following:


• Basic Career Services
• Individualized Career Services
• Follow Up Services
• Career Services for Employers
• Access to Training Services
• Access to any Employment and Training Activity carried out under sec. 134(d) of WIOA 


o permissible local employment and training activities for Adult, Dislocated and Youth workers:
1. Supportive Services
2. Needs Related Payments   
3. Incumbent Worker Training
4. Transitional Jobs


• Access to programs and activities carried out by required one-stop partners; and
• Workforce Labor market information.


Affiliate sites are defined as those that offer the programs, services and activities of one or more of the one-stop 
partners.  An affiliate site does not need to provide access to every required one-stop partner program.


Comprehensive centers must be certified by the Local Certification Team, established by the Local Workforce 
Development Board (LWDB), utilizing this Missouri Job Center Certification Review Form.  Affiliate centers may also be 
certified by the Local Certification Team, at the discretion of the LWDB.
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III.  Review Process:
Local Certification Review Teams shall conduct an objective, comprehensive review of each center that includes:


• Staff Interviews that determines the knowledge base of all WIOA core partner programs and    
 services, the Next Generation Career Center (NGCC) model, State and local policies and procedures, 
 contribution to performance and awareness of accessibility requirements and available adaptive technologies;


o  LWDBs should determine specific staff interview questions; and
o  At a minimum, Review Teams must interview the Center Functional Leader, the DWD    
Supervisor and 20% of the front line staff, randomly selected to include a blend     
of state and WIOA partner staff.


• A Review of customer satisfaction survey data; and
• An Assessment of the Missouri Job Center Certification Criteria.  


As a group, the Review Team shall determine if a Center has sufficiently met the certification criteria.  Teams will utilize 
this document and it shall serve as the written determination.  Determinations must be submitted to the LWDB and 
DWD within 30 days of the review.  


The checklists below are to be used by Local Certification Teams to help determine the extent to which certification 
criteria is met.


IV.  Required Programs/Partners:


• Indicate in the column named “on-site” those programs/partners currently located on site in the facility   
 and note the average hours per week.
• Indicate in the column named “off-site electronic connection” those programs/partners that are off site,   
 but their career services are made available through an electronic connection.
• Indicate in the column named “off-site other” those programs/partners that are off-site, but an    
 agreement is in place to provide the basic career services via another manner. Indicate what manner is   
 utilized.


Required Program/Partner On-Site 
(average hours per week)


Off-Site Electronic 
Connection


Off-Site Other (describe)


WIOA Title I Adult


WIOA Title I Dislocated 
Worker


WIOA Title I Youth


Job Corps


YouthBuild


Adult Education and Literacy 
Title II
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Required Program/Partner On-Site 
(average hours per week)


Off-Site Electronic 
Connection


Off-Site Other (describe)


Temporary Assistance to 
Needy Families (TANF)


Career and Technical 
Education


Veterans Employment 
Services


Trade Adjustment 
Assistance


Housing and Urban 
Development Employment 


and Training


Unemployment 
Compensation


Community Development 
Block Grant Employment 


and Training


Second Chance Act


Wagner-Peyser 
Title III


Migrant Seasonal Farm 
Worker Program


Vocational Rehabilitation 
Title IV


Rehabilitative Services for 
the Blind Title IV


Senior Community Service 
Employment Program Title V
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V. Services Checklist:
Use the “on-site” column to indicate which basic career, individualized and training services that are 
currently available on-site for job seeking customers.


Basic Career Services Basic Career Services Basic Career ServicesOn-
site


On-
site


On-
site


Initial assessment of skill 
levels, aptitudes, abilities 


and supportive service 
needs


Orientation to the 
information and other 


services available through 
the one-stop system


Eligibility determinations


Labor Exchange services, 
including job search, 


placement and career 
counseling


Recruitment and other 
business services on behalf 


of employers, including 
referral to specialized 


business services other than 
those offered through the 


one-stop system


Referrals to and 
coordination of activities 


with other programs 
and services within the 


workforce system


Workforce and labor market 
information, including 


information related to local and 
regional labor market areas, 


job vacancy listings in the local 
area, skills necessary to obtain 


in-demand jobs, and non-
traditional employment


Performance information 
and program cost 


information on eligible 
providers of training 


services


Information, in usable and 
understandable formats 


and languages, about how 
the local area is performing 


on local performance 
accountability measures


Information, in usable and 
understandable formats and 


languages, relating to the 
availability of supportive 


services or assistance and 
appropriate referrals to 


those service, such as TANF, 
SNAP, etc.


Information and meaningful 
assistance regarding filing 
claims for unemployment 


compensation


Assistance in establishing 
eligibility for programs of 


financial aid for training and 
education


Interview Process workshop Basic Computer Skills 
workshop


Career Exploration 
workshop


Career Networking 
workshop


Resume Preparation workshop
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Individualized Career
Services


Individualized Career
Services


Individualized Career
Services


On-
site


On-
site


On-
site


Comprehensive and 
specialized assessments 


to identify barriers 
to employment and 
employment goals


Development of an 
Individual Employment Plan 


to identify employment 
goals, objectives and 


appropriate combination 
of services to achieve 


customer goals


Group Counseling


Individual Counseling Career / Vocational planning Short term pre-vocational 
services


Internships and Work 
Experience


Workforce preparation 
activities


Financial literacy services


Out of area job search and 
relocation assistance


English language acquisition 
and integrated education 


and training programs


Follow up services


Job readiness training Customized training 
with commitment by 
an employer or group 


of employers to employ 
participants upon 


completion


Adult education and literacy 
activities


Entrepreneurial training On-the-Job Training Transitional Jobs


Training Services Training Services Training ServicesOn-
site


On-
site


On-
site


Occupational skills training, 
including training for non-


traditional employment


Programs that combine 
workplace training with 


related instruction


Skills upgrading and 
retraining


Business Services 
(Indicate which Business Services are available to employers.)


Labor Exchange activities and labor market information


Implementation of sector partnerships


On-Site
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VI. Certification Criteria Checklist
Attainment of Job Center certification provides assurance to the public that Missouri Job Centers have 
achieved a high standard that is maintained and improved upon through continuous improvement. 
The following are the criteria by which LWDBs shall assess and certify Missouri Job Centers.


The Local Certification Review Team shall assess and determine if the Job Center has met each criteria 
below by indicating Yes or No. Comments are required for each area of deficiency denoted as “No.”


The selection of the Functional Leader (FL) was approved by  the LWDB in consultation 
with DWD.


Refer to DWD Issuance 18-2009.  Verify with the WDB Director and DWD Central Office.


Comments:


The FL’s performance is reviewed on a regular basis, no less than annually, by the 
employer of record.


Verify with the employer of record that reviews are being conducted per their policy or 
contract.  Are the WDB Director and partner agency leadership satisfied with the performance 
of the FL?  Have issues, brought to the attention of the WDB, been addressed by the employer 
of record?  


Comments:


Job Center Administration YES NO


There are no center-specific, unresolved Programmatic, Administrative or Equal 
Opportunity compliance findings.


Verify with the DWD Assistant Director of Administration.


Comments:
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There is regular and meaningful communication between the Functional leader, the DWD 
Supervisor and front line Job Center staff about center operations, including regularly 
scheduled meeting attended by all staff.


How often does the center hold all staff meetings? When was the last meeting? Do the 
Functional Leader and DWD Supervisor appear to communicate regularly and coordinate 
staffing? Do staff interviews indicate communication is occurring consistently?


Comments:


The Job Center staff supports the achievement of local levels of performance.


Do the Center management and staff know and understand the WIOA performance 
measures? Has training been provided? Does the Center management and staff understand 
their role in achieving performance?


Comments:


The Job Center adheres to all applicable issuances, guidance and Practices and Procedures 
Manuals.


Are staff aware of relevant issuances and practices and procedures manuals? Do they know 
where to access them? Does the center appear to be in compliance?  


Comments:


Does the Job Center adhere to branding and utilize the official Missouri Job Center logo?


Does the Job Center have appropriate signage outside the building? Does the Center utilize 
the proper logo on handouts, brochures, etc?


Comments:
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Job Center staff utilize the State Case Management system to document all customer 
activities, job seeker and employer.


Verify through observation and staff interviews. Review case management and employer 
contact summary reports.


Comments:


Staff are provided with on-going training to ensure they have the knowledge necessary 
to serve customers. The Functional Leader and DWD Supervisor ensure staff attend 
mandatory training sessions.


Review staff training calendar/schedule. What training have staff received in the past year?  
Do staff appear knowledgeable as they work with customers?  


Comments:


Partners have invested in the Job Center Operations, as outlined in the local 
Memorandum of Understanding.


Review MOU. Does the MOU appear to be followed?


Comments:


Emergency evacuation procedures are in place and those procedures address the needs of 
individuals with disabilities, including mobility and sensory impairments.


Review safety manual or other written safety guidelines. Does the center have a safety 
coordinator? Verify if staff understand emergency evacuation procedures, including assisting 
those with disabilities. Does the center hold evacuation or other safety drills? 


Comments:
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The Center abides by Veterans Preference and Priority of Service requirements.


Observe the Welcome/Membership process. Are customers always asked if they are a 
veteran? How does the center know which customers are veterans? What policies and 
procedures are followed? Do staff seem aware of priority of service? Talk to the Center’s 
Disabled Veteran Outreach Program representative (DVOP). 


Comments:


The Center ensures Priority of Service for Adult program participants.


How is the center ensuring priority for eligible adult program participants. Are staff aware of 
this requirement?  What procedures are in place to ensure priority for adult participants?


Comments:


An inventory of partner agency services is available to all Center staff.


Verify a written or electronic inventory listing is in place and readily available to all staff.


Comments:


Cost Sharing agreements in place with all Job Center Partners ensuring the Center is 
maximizing resources, both financially and in-kind, to provide the best possible services 
to customers.


The Job Center partners have a mutually agreed upon cost sharing process with procedures 
that ensure services are delivered efficiently and effectively. Verify cost sharing agreements 
are in place and they maximize resources. 
Comments:
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Job Center Effectiveness: YES NO


The Center has effectively integrated WIOA core partners and coordinated services among 
partner programs available to job seekers.


Are core partners co-located, at least on a part time basis? If not co-located, what procedure 
is in place to ensure all partner programs are accessible and available? Are partners working 
collaboratively to ensure customers receive the most appropriate services? Are there 
technology needs within the center that would foster continuous improvement?


Comments:


The Center has effectively integrated WIOA core partners and coordinated services among 
partner programs available to employers.


Review region’s Business Outreach Plan/Local Plan. Talk to Business Team Lead. Are all 
core partners represented on the region’s business services team? Are business outreach 
efforts coordinated amongst partners to ensure non duplication? Are partners documenting 
employer contacts in the case management system, to the extent possible?


Comments:


The Job Center effectively meets the needs of job seekers and of employers, measured by 
survey results and performance outcomes.


Do employer and job seeker survey results indicate satisfaction? Review business contact 
reports. Are employers accessing services on an ongoing basis? What is the retention rate of 
OJT placements? Are job orders being successfully filled?  


Comments:


The Job Center follows the NGCC model – staff identify themselves as part of the Job 
Center and not by employing agency.


Verify through observation within the center and staff interviews. Refer to DWD Issuance  
10-2014. Individual agencies are only identified when necessary.


Comments:
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The Center reflects partnership among one-stop partner agencies. Services are provided 
in a consistent, integrated and coordinated fashion.


Utilize observation and staff interviews, including core partner staff.  Review TEGL 4-2015.  
Is there an indication that services are provided consistently and coordinated amongst 
partners, to the extent possible?  Is there a local resource guide that includes each partner’s 
available services?


Comments:


All customers are treated equally and without labels. Job Center staff are courteous, 
polite, responsive and helpful to job seekers and employers that the visit the center.


Verify through observation within the center. Are customers being addressed by name? 
Are customers being publically labeled as anything other than a Job Center Customer? Are 
customers being treated with respect and are staff responsive to their needs?


Comments:


The Job Center utilizes all available statewide products.


Are customers informed of the various products during orientation sessions or individual 
sessions with staff? Do service reports indicate usage?  


Comments:


All staff have an awareness of the region’s Sector Strategies and Career Pathways.  Staff 
understand what that means in terms of providing services to customers.


Utilize staff interviews.   Verify with the Functional Leader and DWD Supervisor.  Do staff 
know what the targeted sectors are for the region?  Have center staff participated in sector 
strategies meetings?  Have they received information and/or training on sector strategies and 
career pathways?  Do staff appear to understand career pathways and how to use pathway 
information when assisting customers?  
Comments:
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Employment plans are specifically designed to meet the unique needs of the individual 
customer and jointly developed with partners, when appropriate.


Utilize staff interviews. Review a sampling of employment plans and service notes.


Comments:


Access to all partner programs is provided. Customer referrals to partner services are 
coordinated.


Refer to TEGL 4-2015. Verify through observation and staff interviews. Does the center have 
written policies or procedures to address referrals? Is it addressed in the local plan or partner 
MOUs? Do staff appear to adhere to the policy?


Comments:


Training is provided to all line and supervisory staff to ensure universal access to programs 
and services, including training to ensure staff are both courteous and welcoming to all 
customers, including those with disabilities.


Verify what training has been provided and when. Do staff interviews indicate they are 
knowledgeable of programs, services and resources? Observe staff interaction with 
customers, are they courteous and welcoming?


Comments:


Job Center staff are knowledgeable about the NGCC process and the programs and 
services available to assist customers. Staff are cross trained as much as possible.


Have all Job Center partner staff received training on the NGCC guidelines? Are they aware 
of the role their respective agency has to ensure the successful integration of programs? 
Is service delivery integrated? Is there evidence of unnecessary program silos? Do staff 
interviews indicate an acceptable level of knowledge? Any indication of cross training?


Comments:
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Staff clearly understand how to assess customer needs and provide the appropriate 
services to address that need.


Utilize Staff interviews and observation of customer/staff interaction. What kind of staff 
training has been provided? Do performance and customer surveys indicate needs are being 
met?


Comments:


The Job Center utilizes feedback from the statewide employer satisfaction surveys 
to determine policy or process changes necessary to effectively meet the needs of 
employers.
Is the business team and Center management utilizing survey data? Are any policies and 
procedures in place? Are business services staff aware of employer survey results? Have any 
changes been made, based on customer feedback? 


Comments:


The Center has a process to capture and respond to customer feedback and follows the 
Complaint and Grievance procedures. The Center documents customer concerns and 
complaints and uses that information to make any necessary changes within the Center or 
to identify training needs.
Verify the center’s process. Verify they are documenting complaints. Talk to the local 
EO officer and State EO officer, if needed. Do staff know how to assist a customer who 
has a complaint and do they know the difference between a program complaint and a 
discrimination complaint?  
Comments:


The Job Center utilizes feedback from the required regional job seeker surveys to 
determine policy or process changes necessary to effectively serve and meet the needs of 
job seeking customers.
Is Center management utilizing survey data? Are any policies and procedures in place? 
Are staff made aware of customer survey results? Have any changes been made, based on 
customer feedback?  


Comments:


Customer Satisfaction YES NO
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The Center is in compliance with all accessibility requirements under Federal Law. The 
Job Center meets the physical accessibility requirements of WIOA sec. 188, set forth in 
29 CFR part 38.


The Center demonstrates that requested and reasonable accommodations are provided for 
individuals with disabilities; Has made reasonable modifications to policies, practices and 
procedures to avoid discrimination and all staff have been trained and are aware of those 
policies, practices and procedures; Utilizes translation interpretive services and has adaptive 
equipment available or can access it, as needed.


Comments:


Physical Accessibility YES NO


Workshops are accessible to all customers. The Center has the ability to provide 
reasonable accommodations to ensure equal access.
Is there evidence that accommodations are being made? Are workshops held in a room/area 
that is accessible? Are staff aware of accommodations that can be made for individuals with 
disabilities or language barriers?
Comments:


The Center utilizes available resources, such as Rehabilitative Services for the Blind and 
Centers for Independent Living, to ensure accessibility.


Are Center staff aware of resources? Has the center outreached to area resources to assist 
with training and consultation with accommodations? Are they utilizing resources?


Comments:


The Center provides required orientations that inform customers of all programs 
and services and ensures all services are available and offered, based on eligibility.  
Orientations comply with the NGCC model and any locally determined standards.


Are individual and group orientations inclusive of all programs and services available?  Are 
customers being adequately informed? How are services being offered – is it a fair and equal 
process? Observe orientations and utilize staff interviews to determine compliance.  Review 
any written orientation policies or procedures.


Comments:
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The Center provides access to program information (flyers, brochures, etc.), including core 
partner programs.


Are program flyers and brochures readily available to customers? Is information available for 
customers to pick up or do staff provide specific information, based on customer need? Do 
staff know where to access partner program information?


Comments:


Programmatic Accessibility YES NO


The Center provides maximum access to partner agency programs, which may include 
providing services outside normal business hours if the LWDB determines there is a need 
for an extension of service hours.
Review local plan, MOUs with partner agencies, section 678-800 of WIOA Regulations and 
local policies/procedures. Is access reasonable and compliant with the region’s local plan 
and policies?
Comments:


The required Equal Opportunity tag line is included on all documents.


Review flyers, forms, brochures and handouts that are given to customers.


Comments:


The Center offers all customers, including those with disabilities, access to education and 
training, leading to industry recognized credentials.


Review the region’s training policy (outlined in local plan and/or other local policy 
documents). Utilize staff interviews. Review case management records. Are career 
pathways, apprenticeships or other strategies utilized to enable all customers to access 
training that enables them to compete in the workforce? Is labor market and job driven 
information provided to job seekers so they can make informed decisions?


Comments:


The Local Equal Opportunity Officer periodically reviews policies and procedures 
regarding accessibility and equal opportunity and provides staff training and updates.


Are local Equal Opportunity policies current and up to date? Verify the last time the Equal 
Opportunity Officer reviewed/updated policies and procedures. Have staff received training? 
If so, is training provided on a regular basis and how are new employees trained?
Comments:







DWD-GEN-10 (10-2016) Page 17


The Center evaluates the effectiveness of staff training through an internal evaluation 
process.


Is a review process in place? Review any written policies/procedures. Are pre and/or post tests 
utilized to gauge training effectiveness?   


Comments:


The Center has a plan to improve and maintain relationships with employers, particularly 
those in high demand occupations.


Review the business outreach plan and other practices and procedures. Has the Center 
participated in regional sector strategy efforts? Do staff appear to maintain effective working 
relationships with employers? Review employer contact reports.  


Comments:


The Center staff understands the link between performance and customer satisfaction.


Utilize staff interviews. Does Center management reinforce performance and customer 
satisfaction? Do staff appear to understand performance?


Comments:


Continuous Improvement YES NO


The effectiveness of partner integration is assessed on a regular basis.


Is there evidence the Center leadership assesses effectiveness? Are partners working 
together? Are Center meetings occurring that include all partner agencies?  


Comments:
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