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Section A:
Policies

I.

Operating Policy

1. Complaints are responded to immediately, adjudicated in a fair and objective manner and recorded for continuous improvement analysis

2. Customer comments, suggestions and complements are recorded for continuous improvement analysis

3. Telephones are always answered after a maximum of three (3) rings

4. Voice mail messages are responded to immediately

5. Customers are never instructed to “call back,” but rather, their inquiry is immediately responded to, or a message is taken

6. Staff are always advised in advance when a customer is referred to their attention by a co-worker for services

7. Staff will advise the coordinator that they report to immediately, in cases where customers behave in a manner that endangers or creates a hostile environment for staff and other customers

8. Based upon the circumstances described under item g above, supervisory staff will investigate the circumstances and arrange for security to escort the customer from the center, if necessary

9. Resource room staff will walk through the area to assist customers

10. Staff who observe customers engaged in any inappropriate activity, such as: misusing telephones, copiers or faxes for personal purposes, using cell phones, browsing inappropriate web sites, etc. will immediately advise the customer that our policy prohibits the activity, and then, immediately inform the coordinator/team leader that they report to

11. Staff are always dressed in an appropriate and businesslike manner

12. Staff never eat at their desks and limit food consumption to the lunch room

13. Office equipment, desks and work areas are kept neat and in order

14. Staff do not tack papers on the walls or on the Venetian blinds

15. Books, videos and other reference material are available for staff and customers to use in the office only

16. Cell phones are not kept in the office in a ringing mode and are used only outside of public areas

17. Staff always notify coordinators and team leaders if they are going to be away from their work station or if they are leaving the premises

18. Staff does not conduct or participate in any solicitation, raffle sale, fund raising, or money collection activities that have not been sanctioned

19. No gratuities of any kind are accepted by staff

II.
Policy for Priority of Service
The current local process for priority of services is to prioritize services for residents of the Town of Hempstead/City of Long Beach, who are either public assistance recipients, veterans, economically disadvantaged individuals or dislocated workers.  A portion of any available training funds will be reserved to fund customized training programs for incumbent workers.  Residents of the Town of Hempstead/City of Long Beach will receive priority consideration for enrollment into training funded through Individual Training Accounts (ITAs).

III.
Self-Sufficiency Policy
The term "self-sufficiency" means that an individual is employed on an unsubsidized basis and has a family income for the last six months at or above 201% of the Poverty Level for a family of one and/or the Lower Living Standard for a family of two or greater, as defined by the United States Department of Health and Human Services.  If an individual is a dislocated worker, then "self-sufficiency" means that such an individual is employed at a wage that amounts to 60% or more of his/her pre-layoff wage. Wages will be measured in terms of weekly earnings.
The term “self-sufficient wage” for employed workers who participate in On-The-Job Training and Customized Training, means that the worker is paid a wage of $40.01 per hour or more.
IV.
Policy for Supportive Services

1.
Payments to Participants for Youth Work Experience
Youth participants will receive training-based payments in the amount of $7.15 per hour for time spent in work experience, academic and occupational learning and work readiness activities.  This time will be documented through a formal timekeeping system, which requires participants to sign in and out, and to account for all periods of absence.

2.
Financial Assistance

Supportive services will be provided by the WIB to participants enrolled in programs funded by Title I-B of the Workforce Investment Act (WIA) in amounts necessary for participation and in accordance with the WIB policy.  These payments will be provided as follows:

(a) Financial assistance for transportation, if needed, will be provided at a rate of $5.00 per day.  This rate will increase appropriately based upon WIA review of transportation costs which exceed this amount.

(b) Child care will be paid at a rate of $10.00 per day for one child, and $20.00 per day for two or more children.

3.
Out-of-Area Job Search Allowance/Relocation Allowance

Out-of Area Job Search Allowances and Relocation Allowance will be provided in accordance with the criteria and amounts indicated in matrix below entitled: Services/Criteria/Funding Allowance Per Customer.”
Services/Criteria/Funding Allowance Per Customer

	#
	Service
	Criteria
	Funding

Allowance Per Customer

	1.
	Job Referral/Placement
	Customer has marketable skills that match an available job opening
	N/A

	2.
	Career Workshop 
	Customer will benefit from group training in resume development, interviewing, etc.
	N/A

	3.
	Basic Education (Literacy Training, Remediation, GED, etc.)
	Test scores and or assessment information identifies related deficiency
	N/A

	4.
	Supportive Services
	See WIB Policy for Supportive Services
	N/A

	5.
	Out-of-Area Job Search Allowance


	All of the bulleted criteria below must be met:

· Customer provides documentation of interview appointment on prospective employer’s letterhead 

· Customer is totally separated from the adversely affected employment at the time of the job search;

· Customer is registered with and seeking employment through the HempsteadWorks System, including the NYS Job Bank;

· Customer has no reasonable expectation of securing suitable employment within the normal commuting distance, which is, as a general rule, travel by one hour by private transportation or one and one-half hours by public transportation;

· The job search will be completed within a reasonable period established at the time of request and not to exceed 30 days;
· The request for such allowance was made in a timely manner either before the later of the 365th day after the date 

      of the petition 

      certification or the   

      365th day after the 

      workers last total 

      separation or the 

      date that is the182nd 

      day after the date on 

      which the worker 

      concluded approved 

      training for Trade

      Act funds).
 
	$1,250*

* Ninety percent of the necessary covered expenses

may be reimbursed up to a maximum of $1,250 when

it is demonstrated that the interview was held.

The affected worker may request multiple allowances

however the total benefit may not exceed the

maximum reimbursement amount.

If worker requests allowances for Job Search

or Relocation.  When Trade Act funds are not available, the amount of $1,250 will be reduced to $100.

	6.
	Relocation Allowance


	All of the bulleted criteria below must be met:

· Customer provides documentation of a bonafide job offer on prospective employer’s letterhead and interview site is out of New York State

· Customer is totally separated from the adversely affected employment at the time of the job search;

· Customer has no reasonable expectation of securing suitable employment within a reasonable commuting distance; as a general rule, travel by one hour by private transportation or one and one-half hours by public transportation is considered reasonable;

· Relocation is within the United States;

· The applicant has obtained suitable employment of a long-term duration;

· The request for such allowance was made  in a timely manner either before the later of the 365th day after the date of the petition certification or the 365th day after the workers last total separation or the date that is the182nd

           day after the date on 

           which the worker 

           concluded approved

     training (for Trade

      Act funds).


	$1,250*

* Ninety percent of the necessary covered expenses

may be reimbursed up to a maximum of $1,250 when

it is demonstrated that the interview was held.

The affected worker may request multiple allowances;

However, the total benefit may not exceed the

maximum reimbursement amount.

If worker requests allowances for Job Search

or Relocation.  When Trade Act funds are not available, the amount of $1,250 will be reduced to $500.



V.
Individual Training Account (ITA) Policy

1.
Customer Choice

The Local Board will maximize customer choice in the selection of training activities through the following actions:

· A request for proposals (RFP), designed to recruit institutions to be included on the approved training vendor listing, will be conducted on a broad basis to ensure that as many qualified vendors as possible are available for customers to chose from;

· The HempsteadWorks List of Approved Vendors and the corresponding HempsteadWorks Consumer Report will be available at all One-Stop career centers and affiliate sites;

· Customers will be encouraged to visit at least three vendors before requesting a voucher for a particular provider;

· One-Stop system staff will be well informed and updated with regard to the full array of training opportunities available within the workforce investment area and also with regard to how those opportunities relate to the latest developments in the labor market.

2.
Process to Include Providers on the New York State Eligible Provider List 

for Training Services 

The Local Board will conduct the RFP process, described above, to select courses and include vendors on the New York State Eligible Training Provider List (ETPL).  The provider list will be revised as changes occur.  In addition, the RFP will be conducted periodically and any resulting revisions will be made at that time.  The process for making the list available is also cited in the above passage.  The NYSDOL Demand Occupation Listing will be part of the selection criteria.

3.
Consumer Reports on Eligible Providers for the Local Area

The information included in the consumer report is provided in a hard copy of the 

HempsteadWorks Consumer Report format.

4.
Identifying Eligible Providers of Training Services

Eligible providers of training services will be selected for the Adult/Older Youth and 

Dislocated Worker funding streams through a the RFP process described above.  

This RFP will be the basis by which the Local Board selects providers and courses to be

included on the statewide list.  Providers that are recommended by the Local Board and

subsequently included on the statewide lists will be considered eligible training 

providers.

5.
Occupational Skills Training

Training will be provided to participants in a classroom setting by institutions approved

by the New York State Education Department (NYSED), Health Department or other

state or federal authority and included on the state list of training vendors that provide the 

instruction and skills development necessary to perform demand occupations in 

unsubsidized jobs.  Training to Adults and Dislocated Workers will be funded through 

vouchers issued under Individual Training Accounts.  The amount of these vouchers may 

be increased, based upon funds available, by DOOR in its capacity as WIA Title I-B 

Grant Subrecipient.  DOOR will report any adjustment to the voucher limit at the first 

meeting of the Local Board following the date of the voucher adjustment.

6.
Individual Training Accounts (ITAs) (Locally developed ITA system 


including any limitation (dollar amount, duration, etc.)
ITAs will be awarded based upon individual assessment results.  Economically disadvantaged individuals and dislocated workers will receive priority consideration to receive training vouchers.  The duration of vouchers will be limited to the duration of each course. The dollar amount will be limited to a maximum of amount per participant determined by the Local Board.  Vouchers will be issued for courses approved by the Local Board and included on the state list.  Courses not recommended by the Local Board that are included on the state list will be evaluated on an individual basis for each enrollment.

7.
Payment arrangements between the Local Board and the eligible 


providers of training services for ITAs.

The payment arrangements between the Local Board and eligible providers of training 

services for ITAs will be documented through a financial agreement executed between 

DOOR, on behalf of the Local Board, and the training provider. A training voucher 

signed by the participant, will be included in the agreement.
8.
Subsequent Eligibility

In accordance with Workforce Development System Technical Advisory (TA) Number 06-7, dated May 25, 2006, providers must submit, via the web-based application, performance and program cost information for offerings that have been on the state list for at least 18 months.  In addition, on an annual basis, providers must submit via fax, e-mail, or by post the following information:

· Number of students were enrolled

· Number of students who completed

· Number of students placed into training-related unsubsidized employment by the institution

· Approximate average hourly starting salary per hour of those who were placed

· The minimum starting salary of those who were placed per hour

The Local Board will retain provider offerings on the ETPL that it determines to have met the levels of performance for the each of the above items as indicated in the provider’s locally approved proposal.

In addition, when recommending that a training provider and its offerings remain on the ETPL, the local Board will also consider the following factors:

· Specific economic, geographic and demographic factors in the local area and the characteristics of the population to be served

· Program-specific performance information and attainment submitted by the provider 

· Program-specific cost information per WIA Section 122

· Compliance with the license, certification, registration or approval required by the appropriate State and/or Federal oversight agency to provide the training 

· LWIB experience and customer satisfaction with provider 

· Training needs of the local area

· Evaluation criteria identified of TA #06-7 - Attachment C: “Subsequent Eligibility Evaluation Checklist”
· Any other information that may be relevant in determining subsequent eligibility status

Section B:

Procedures

I.
Career Center Customer/Work Flow

1.
RECEPTION
(a).  Greet

(b).  Packet:  i. ES 100 (4 page Workforce NY Registration Form)
 ii. EEO 
3. Grievance  
iii. Survey

Reception to check if customer is already in OSOS.  If yes, customer only needs to write name, phone #, cell #, & e-mail address on the ES 100.

Orientation/Basic Assessment/Placement Team:

2.
ORIENTATION
(on 1st & 4th floors continuously)

(a) Power Point Computer Monitor stays on All Day

(b) Copy of Power Point Presentation to Customer

(c) Orientation   →   Facility Tour

3.
CREATE FILE 
(a) EEO  (Signed & Dated Original to File , cc: Customer)
(b) Grievance   (Signed & Dated Original to File, cc: Customer)
(c) ES 100 (4 page Workforce NY Registration Form).  Information Used to fill in OSOS Customer Detail & Activities

(d) OSOS Post-A-Note in Customer Detail (Validate documents via a comment, see desk guide)

i. Proof of Age


ii. Legal to Work in USA
(Insert copy of documentation into file) 

iii. Selective Service (males born on or after 1/1/60)
(e).
Customers 18 –  21 years old, Schedule TABE Test on Blue Screen (Original Appointment Slip  to File, cc :Customer )

(f)
Completed File → Escort Customer for Photo ID → File to Eligibility Review Team

(g).
Incomplete File → Escort Customer with File to Eligibility Review Team

4.
ELIGIBILITY REVIEW 
(Receives All Files Completed & Incomplete)

(a).
Completed File 

i.
    Review Completed File 

ii.   Bring All Completed Files to Coordinator (Jackie Howard)

       (b).
Incomplete  File

i.    Meet and Inform Customers about documents required

ii..  Give Customer an Appointment to Return (Original Appointment Slip to File,

      cc  :Customer)

iii. Upon Return if Customer is 18 – 21 years old, Schedule for a TABE Test on Blue Screen

      (Original Appointment Slip  to File, cc :Customer )

iv.. When File is Completed Bring  File to Coordinator (Jackie Howard)
        (c).
Reviewed & Completed File given to Coordinator by Review Team Assignment
i. Career Counselor Initials Penciled on Upper Right Side of Folder

ii. Coordinator Forwards Folder to MIS (Fran Iaquinta)

iii. Coordinator will receive a printout of each career counselor’s caseload

Reception/Swipe/MIS Team

         5.
. MIS
(a).  Creates a Tracking System by Entering Career Counselor’s Initials to Customer’s Files

i.  Reports Designated by Career Counselor indicating new caseload Fowarded to Placement 

    Team Coordinator, Jackie Howard

ii.  Periodically, MIS will give Coordinator each Career Counselor’s total caseload list at the 

      beginning of each month or upon Coordinator’s Request

      (List Will Include Name/SS#/Address/Home Phone/Cell Phone/ E-Mail Address)

(b).  Create Scan Card

(c).   Label Folder with Customer Name/SS#

(d)   Folder to File Room

Career Counseling Team:

6.
CAREER COUNSELING
(a) OSOS Comprehensive Assessment

(b) IEP (Blue Screen)
(c) OSOS Post-A-Note in Customer Detail/Activities indicating services

(d) Workshop Enrollments

(e) Training (Activity Form  & Voucher Blue Screen)
II.
Intake Procedure
1. Outreach

HempsteadWorks will coordinate its activities with statewide rapid response initiatives. Rapid response activities will be augmented by comprehensive information about programs and services disseminated on our web site at www.hempsteadworks.com, which is linked to www.workforcenewyork.org and other helpful sites, as well as in collateral material.  In addition to the newspaper notices published by DoES, specifically pertaining to TAA customers, HempsteadWorks will publish additional recruitment advertisements, as appropriate.  One-Stop partner staff will be cross-trained to assist in the outreach process.  DoES staff are also co-located at the HempsteadWorks Career Center.  Mailings will be targeted to potential customers as appropriate.
2. Membership Application/Swipe Card

All customers who enter the HempsteadWorks One-Stop Career Center and receive services, beyond the point of “browsing,” will provide data to staff.  This data will be initially captured through the ES-100 Form.  Each customer will be issued a swipe card.

3. Reemployment Services and General Orientation Meetings

Reemployment Services will be provided according the procedure described in the Reemployment Services Map below:

Reemployment Services Map

	#
	Service
	Regional Office/

Career Center Functional Team
	Coordinator/

Designated Staff
	Forms/Letters/Operating System

	1.
	Customers designated in REOS as PD (permanently deferred union members) or selected TLOs * (Temporary Lay-Off with return- to- work date within eight weeks) will be mailed an enrollment package on the Friday of the REOS download.
	Assessment and Placement
	Lou Meister (LM)
	· Cover sheet (indicating the date/time the return forms must be postmarked)

· ES 101 (OSOS Registration form)

· Skills sheet

· Needs survey

· Request for verification of union and union status or return-to-work date as applicable

· Customized information sheet describing services available

	2.
	Upon timely return of mailed forms, documents will be reviewed by appropriate functional units.
	Assessment and Placement
	Jackie Howard (JH), Jim Jiran (JJ)
	· ES 101 (OSOS Registration form)

· Skills sheet

· Needs survey

· Request for verification of union and union status or return-to-work date as applicable



	3.
	(a) An individual initial assessment will be conducted for each PD and TLO customer by designated professional Workforce staff;

(b) The return – to – work date will be entered into REOS.


	(a) Assessment and Placement

(b) Assessment and Placement (NYSDOL staff)
	(a) JH, JJ

(b) Clerical staff
	· OSOS

· REOS

	4.
	Those indicating a need for or interest in additional services will be scheduled for an in-person appointment with the appropriate functional unit within two weeks.
	Assessment and Placement
	JH. JJ
	REOS



	5.
	Any TLO customer certifying to benefits beyond their posted return – to – work date will be scheduled by the functional unit/staff for an in-person work search assistance appointment, which may include the development of a signed work search agreement
	Assessment and Placement
	JJ
	ES 68



	6.
	Those PD and TLO customers who do not return the required paperwork will be scheduled for an interview.
	Assessment and Placement
	JJ
	REOS

	7.
	These customers will automatically be scheduled by appropriate functional unit/staff through REOS for an in-person enrollment and assessment within two weeks.


	Assessment and Placement
	JJ
	REOS



	8.
	All work search required UIB customers will be divided by profile score.  Those with a low profile score (below 70) will be sent the same enrollment by mail package on the Friday of the REOS download as the PDs and selected TLOs with instructions to either return the documents as previously described or report in person at a specified time and date (as scheduled through REOS) for an orientation and assessment.
	Assessment and Placement
	LM
	REOS



	9.
	(a) The decision to schedule in-person or to enroll/ assess by mail will depend on the demand for the customer’s occupation, as indicated by REOS.

(b) As previously discussed, this will vary seasonally, location by location. For those customers who receive and return the enrollment by mail documents, an individual initial assessment will be scheduled with the appropriate functional unit/professional Workforce staff using the information returned and a next-step, staff-assisted service appointment (within 90 days) will be generated through REOS.
	(a) Leadership Team

(b) Assessment and Placement
	(a) Leadership Team

(b) JJ
	REOS

	10.
	Additional follow- up appointments will be scheduled as needed.


	Assessment and Placement
	JH
	None



	11.
	Priority one will be the group of UIB customers profiled as likely to exhaust benefits (score of 70 plus) and those with barriers to employment.  These customers will be called in to the One-Stops and affiliate sites through REOS generated letters very early in their claims (within two weeks of the REOS download).
	Assessment and Placement
	LM
	REOS

	12.
	Customers identified as likely to exhaust UI benefits and those with barriers to employment will receive system orientations and comprehensive one-on-one assessments which will include Individual Employment Plans (IEPs), and intensive case management.
	Counseling
	Yvonne Morrissey (YM)
	Individualized Employment Plan/OSOS

	13.
	Those who fail to report for the scheduled interview appointment will have a first FTR entered into REOS and a second appointment letter automatically generated.
	Assessment and Placement
	JH
	REOS

	14.
	All high profiled UIB customers will be case managed by the appropriate functional unit and will be given follow-up appointment dates within sixty days.


	Assessment and Placement/Counseling
	JH/(YM
	OSOS



	15.
	PD and TLO UIB customers will receive initial appointments/ assessments as described in item 1 (above).
	Assessment and Placement
	JH, JJ, LM
	REOS

	16.
	Work search exemption for TLO customers who return the mailed forms on time will be verified by self attestation.  Work search exemption for PD customers who return the mailed forms on time will be verified by copies of union membership cards.  All return-to-work dates will be entered into REOS upon receipt of the completed forms.
	Assessment and Placement
	JJ
	REOS

	17.
	All PD and selected TLO UIB customers will receive complete written information on the full range of services available and instructions on how those services can be accessed as part of their mailed enrollment packages.
	Assessment and Placement
	LM
	Customized information sheet describing services available



	18.
	On a weekly basis, a query will be run on the REOS data base by designated DoES staff within each office. The resulting list will identify those customers who should receive additional value-added, staff-assisted services within the required time frame.


	Assessment and Placement
	JH
	REOS

	19.
	Those customers so identified will be scheduled through REOS generated letters for follow-up in-person work search assistance appointments.  These appointments may be conducted individually, or in groups.
	Assessment and Placement
	JH
	REOS

	20.
	These appointments may be conducted individually, or in groups.
	Leadership Team
	Leadership Team
	None

	21.
	Those PD customers who return their needs surveys requesting an additional service will, of course, be given an appointment to meet with the appropriate functional unit staff.
	Assessment and Placement
	JJ, LM
	REOS



	22.
	All work search required UIB customers will be divided into high and low profiled categories and will be mailed the enrollment package.
	Assessment and Placement
	JJ, LM
	· Cover sheet (indicating the date/time the return forms must be postmarked)

· ES 101 (OSOS Registration form)

· Skills sheet

· Needs survey

· Request for verification of union and union status or return-to-work date as applicable

· Customized information sheet describing services available

	23.
	Work search related responsibilities will also be included in the mailed enrollment package and will be reinforced at follow-up job search assistance interviews, (which will be scheduled through REOS within ninety days of the first staff- assisted service).


	Assessment and Placement
	LM
	REOS

	24.
	In each local area (office) one DoES staff (with one or two back-ups) will be designated as the point person(s) for inputting potential issues and FTRs into the REOS system.  Attendance at mandated appointments will be checked against REOS generated rosters, as will timely return of enrollment by mail documents.  First FTRs will be entered and a second appointment letter will be generated through REOS by the designated DoES point person.  A UI Potential Issue Identification form is being developed for use within the region.  This form is to be completed by any staff member (WP or WIA) who perceives a possible UI issue involving a claimant.  This form will be forwarded, by COB on the day the potential issue was discovered, to the local (DoES) REOS point person for data entry and transmittal to the TCC.


	Assessment and Placement/Counseling
	JH, JJ, YM
	


4. Customer Satisfaction Surveys

Customers are requested to complete the HempsteadWorks Front Door Survey to provide feedback after their initial visit to the Career Center.  The HempsteadWorks Customer Satisfaction Survey is completed after the customer receives their first service from a One-Stop counselor.

III.
Career Counseling for On-The-Job Training (OJT) and Customized

Training (CT)

OJT and CT interventions are selected only as appropriate in with the IEP/ISS.  The following is the procedure for referral to the OJT and CT interventions:

1. Once the career counselor and the participant agree on the most appropriate job order, the career counselor contacts the employer who listed the order to arrange an interview.  If the job is not open, then the career counselor continues this process until an interview is arranged;

2. If the participant is referred to an interview, this referral is recorded in the counseling notes, and or DOOR Referral Form, a copy of which is maintained in the participant file, with the original provided to the participant to submit to the employer;

3. After a participant is referred to a private sector interview, the career counselor contacts the employer to obtain the interview results;

4. If the participant is not hired by an employer, then the career counselor continues to provide him/her with referrals until placement is accomplished, the participant finds employment, or the IEP is amended

5. In addition to these procedures, it is the responsibility of the career counselor to follow up after placement and to resolve any problems, which occur during, and after the participant’s enrollment in the program.

6. In order to request to enroll a participant in OJT/CT, the career counselor must complete the Activity form, and complete in written narrative form the Enrollment Rationale for making the enrollment.  This documentation, along with any specific required under the enrollment procedure describe below for each activity, is submitted to the CIS Coordinator for review and approval.  The CIS Coordinator then submits the documentation to the coordinator of the appropriate activity for review, approval and recording.

7. Once an OJT/CT enrollment date is established, the participant is referred to report to the employer with a copy of the enrollment rationale from their IEP/ISS.

IV.
WIA Title I Follow-up Process
1. MIS distributes quarterly follow-up listing and surveys to Career Counseling Team (CCT) Coordinator.

2. CCT Coordinator assigns surveys to follow-up staff.

3. Staff makes initial telephone calls to obtain first or third quarter after exit quarter employment/retention information.

4. Staff submits completed surveys to CCT Coordinator.

5. CCT Coordinator submits surveys to MIS.

6. MIS pulls files of participants listed as employed on surveys.

7. MIS reviews files to determine if credentials are on file for participants who were employed in the first quarter after exit and who also received training services.

8. If credential is on file, MIS completes credential portion of survey.

9. If no credential is on file, MIS makes notation on follow-up listing and returns list of participants requiring verification of credential to Fiscal.

10. Fiscal obtains documentation of credential from training institution.

11. Fiscal forwards a copy of the credential documentation to MIS.

12. MIS completes the credential portion of the follow-up survey.

13. MIS enters surveys into database.

14. DOOR submits reports to NYSDOL on a quarterly basis.

15. NYSDOL verifies employment data against Unemployment Insurance Taxation and Finance Records.

16. NYSDOL forwards list of participant names reported by DOOR as employed, who do not appear in the Unemployment Insurance Tax and Finance Records.

17. MIS distributes list of participants in circumstance described under number 16, along with surveys and documentation requests to CIS Coordinator.

18. CCT Coordinator assigns surveys to follow-up staff.

19. Follow-up staff conducts surveys and mails documentation requests to participants.

20. Follow-up staff returns completed surveys to CCT Coordinator.

21. CIS Coordinator forwards completed surveys to MIS.

22. Documentation requests completed by participants and returned to DOOR are forwarded to MIS.

23. Based upon results of requests for documentation of employment for participants who are not included in Unemployment Insurance Tax and Finance Records, MIS makes entries and revises relevant quarterly report.

24. DOOR forwards revised report to NYSDOL.

25. Credential survey process described under steps 6 through 14 above is repeated based upon follow-up data obtained in first quarter after exit.

Note:  MIS and Fiscal will obtain credential attainment data during the first quarter follow-up process.  If no credential is identified at that time, follow-up staff will ask exiters the credential question as part of the third quarter follow-up process.  If an exiter indicates that a credential has been obtained, then follow-up staff must ask the exiter to provide the name of the school and the dates of attendance.  MIS or Fiscal will then verify the information provided by the exiter with the school.
Section V:
Definitions of Terms
1. The term “deficient in basic literacy skills” is defined for youth in our local area as a score at or below the eighth grade level on a standardized reading test.

2. The term "requires assistance to complete an educational program" means that a youth is either a dropout or at risk of dropping out of high school, an alternative school, an alternative program, or a post-secondary program.

3. The term "requires assistance to secure and hold employment" means that a WIA participant is unable to secure permanent unsubsidized employment that offers a reasonable expectation for long-term employment and career growth after participating in good faith in at least one core and/or intensive service activity.
Section VI.
HempsteadWorks One-Stop System Matrix
	program/funding source
	ONE-STOP

PARTNERS
	Affiliate Partners
	VENDORS

	WIA Title I: 
	
	
	

	(1) Adults and Dislocated Workers
	DOOR, CLB
	
	GWI

	(2) Youth
	DOOR, CLB
	
	GWI, LEA Network

	(3) Job Corps
	Job Corps


	
	

	(4) Native American Programs
	
	
	

	(5) Migrant and Seasonal Farmworker
	
	
	

	(6) Veterans' Workforce Programs 
	
	
	

	Wagner-Peyser Act
	NYSDOL/DOES
	
	

	Trade Adjustment Assistance and North American Free Trade Agreement (NAFTA) Transitional Adjustment Assistance 
	DOOR/CLB
	
	

	Activities Authorized under Chapter 41 of Title 38 Local Veterans Employment Representatives and Disabled Veterans Outreach Programs
	NYSDOL/DOES
	
	

	Programs Authorized under State Unemployment Compensation Laws
	NYSDOL/DOES
	
	

	WIA Title II Adult Education and Literacy Act
	NYSED WIA II Network
	
	

	Title I of the Rehabilitation Act of 1973
	VESID
	
	

	Balanced Budget Act Welfare-to-Work Block Grant Program
	DOOR, CLB 
	
	

	Title V of the Older Americans Act
	NCOA 
	NCDSCA
	

	Post Secondary Vocational Education Activities Authorized under the Carl D. Perkins Vocational and Applied Technology Education Act 
	NCC
	
	

	Employment and Training Activities under the Community Services Block Grant
	EOC of NC
	
	

	Employment and Training Activities Conducted by the U.S. Department of Housing and Urban Development
	
	TOH Housing Authority
	

	TANF Programs Authorized under Part A of Title IV of the Social Security Act
	
	NCDSS/

NYSOTDS
	

	Employment and Training Programs Authorized under Section 6(d)(4) of the Food Stamp Act of 1977
	
	NCDSS
	

	Work Programs Authorized under Section 6(o) of the Food Stamp Act of 1977
	
	NCDSS
	

	Programs authorized under the National and Community Service Act
	
	
	

	Consolidated Budget Appropriations Act Customized Employment Grant – Whatever It Takes (WIT) Project
	DOOR/VESID
	
	Abilities, Inc.

	Other Appropriate Programs, including Programs Relating to Transportation and Housing, Etc.
	
	
	


VII.
Hempsteadworks One-Stop System Organization Abbreviation Key
CLB = City of Long Beach Office of Youth and Family Services

DOOR = Town of Hempstead Department of Occupational Resources

EOC of NC = Economic Opportunity Commission of Nassau County

GWI = Goodwill Industries of Greater New York/New Jersey

LEA Network = Local Educational Agency Network

NCC = Nassau Community College

NCDSCA = Nassau County Department of Senior Citizens Affairs

NCDSS = Nassau County Department of Social Services

NCOA = National Council On The Aging, Inc.

NYSDOL = New York State Department of Labor, Division of Employment Services

WIA TITLE II Network = Workforce Investment Act Title II, Adult Education and 

                
                      Family Literacy Act Consortium

TOH Housing Authority = Town of Hempstead Housing Authority

VESID = New York State Education Department Vocational and Educational Services 

                 for Individuals with Disabilities
Section VIII.
One-Stop Partner Contacts
Christopher Simmons, Program Coordinator
City Of Long Beach

Office of Youth and Family Services

650 Magnolia Blvd

Long Beach, NY 11561

(516) 431-5577 Fax (516) 431-7547

 

Ms. Iris A. Johnson, Executive Director
Ms. Sondra Townsend-Browne, Director of Planning 
Economic Opportunity Commission

of Nassau County, Inc

134 Jackson Street

Hempstead, NY 11550

(516) 292-9710 Fax (516) 292-3176

Ms. Paula Setteducati

Director of Special Programs for Business
Nassau Community College

One Education Drive

Garden City, NY 11530

(516) 572-7503

Kevin Robbins

New York State Department of Labor

303 West Old Country Road

Hicksville, NY 11801

(516) 934-8547 Fax (516) 934-8553

 

Julie Jones

Office of Vocational And Educational Services

For Individuals With Disabilities

50 Clinton Street Suite 708

Hempstead, NY 11550

(516) 483-6510

Martin G. Murphy, Director
Long Island- Regional Adult Education Network 

Farmingdale SUNY
Conklin Hall, Room 103
Farmingdale, NY 11735
(631)-293-3150 (631)-293-4241 Fax

Carlos Santana

Career Preparation Counselor
Alutiiq Professional Services, Inc. (Job Corps)

Nassau Office - HempsteadWorks

c/o Department of Occupational Resources

Hempstead Executive Plaza

50 Clinton Street

Hempstead, NY 11550

(516) 485-5000, ext. 1115 Fax (516) 485-5009
Section IX:
HempsteadWorks WIA Adult and Dislocated Worker Eligibility Verification Comments Guide

	Data Element


	Comment

	Date of Birth (DOB)

(Customer Detail, General Info Tab)
	For NYS Active UI Claimants:

The DOB field in OSOS for NYS Active UI Claimants is considered valid.
Customer’s date of birth is ___/___/___.  Reviewed ___________________________________________

Insert appropriate item from the list below:

1. Copy of ID Match

2. Baptismal Record

3. Birth Certificate

4. DD-214, Report of Transfer or Discharge Paper

5. Driver’s License

6. Federal, State, or Local Government Identification Card

7. Hospital Record of birth

8. Passport

9. Public Assistance/Social Service Records

10. School Records/identification card

11. Work Permit

12. Cross-match with Department of Vital Statistics

13. Tribal records

	Employment Status at Participation


	Customer is currently (indicate one of the following Not Employed, Employed, Employed, but received notice of termination or transitioning service member) ___________________________________________.  

Reviewed __________________________________

Insert appropriate item from the list below:
1.            Pay Stub

2.            OSOS Work History, which is based upon 

               prior/current employment/unemployment 

                information obtained from the participant.  

                The work history should specify occupation, 

               employer, dates of employment, hours 

               worked, wages and reason for 

               unemployment   (if applicable).

3.            OSOS Comments



	Legal to Work
	Customer documented legal to work status.

Reviewed ___________________________________

Insert appropriate item from the list below:

1. Baptismal Record indicating place of birth within the U.S.

2. Birth Certificate in the U.S.

3. Hospital Record of birth in the U.S.

4. U.S. Passport

5. U.S. Naturalization Papers

6. Alien Registration Card

7. Work Permit



	Veteran Status 


	Customer is a service veteran.

Reviewed __________________________________

Insert appropriate item from the list below:
1. Self Identification

2. DD-214

3. Existing case notes 

	Date of Actual Qualifying Dislocation

(i.e., Last day of employment)
	Customer last date of employment was ___________________________________________.  

Reviewed __________________________________

Insert appropriate item from the list below:
1. Self-Attestation

2. Certified TAA petition

3. Verification from Employer

4. Notice of Layoff

5. Rapid Response List

6. Public Announcement (WARN Notice, etc.)w/ follow-up with TCC.

7. Statement from the employer or union representative.

	Displaced Homemaker


	Customer is a displaced homemaker.

Reviewed___________________________________ 

Insert appropriate item from the list below:

1. Self Attestation

2. Public Assistance Records

3. Divorce Papers

4. Court Records

5. Bank Records

6. Spouses Layoff Notice

7. Spouses Death Record

	Low Income


	Customer is a low income individual.

Reviewed ___________________________________

Insert appropriate item from the list below:

1. Applicant Statement

2. Alimony Agreement 

3. Award Letter from Veterans

4. Administration

5. Bank Statements

6. Compensation Award Letter Employer Statement/Contact

7. Family or Business Financial Records

8. Housing Authority Verification

9. Pay stubs

10. Pension Statement

11. Public Assistance Records

12. Quarterly Estimated Tax for Self-Employed Persons

13. Social Security Benefits

14. UI Documents and/or Printout

	Temporary Assistance to Needy Families (TANF)


	Customer is a TANF recipient.

Reviewed ___________________________________ 

Insert appropriate item from the list below:

1. Cross-Match with TANF 

2. Public Assistance Records



	General Assistance (GA) (State Safety Net); Refugee Cash Assistance (RCA); and/or Supplemental Security Income (SSI-SSA Title XVI))
	Customer is a recipient of __________________________________________

Insert appropriate category (i.e. General Assistance 

(GA) (State Safety Net); Refugee Cash Assistance (RCA); and/or Supplemental Security Income (SSI-SSA Title XVI).
Reviewed ___________________________________ 

Insert appropriate item from the list below:

1. Copy of Authorization to Receive Cash Public Assistance

2. Copy of Public Assistance Check

3. Medical Card Showing Cash Grant Status

4. Public Assistance Records/Printout

5. Refugee Assistance Records

6. Cross-match with public assistance database

	Most Recent Qualifying Separation (TAA Only)
	Reviewed ___________________________________ 

Insert appropriate item from the list below:

1. Lay-off or rapid response list

2. Determination of eligibility

3. Notice of termination

4.       Letter from employer.

	Trade Readjustment Allowance
	Reviewed ___________________________________ 

Insert appropriate item from the list below:

1. State UI records

2. TRA Check issued

3. Request for Allowance

 4.      State MIS

	Date of Application (TAA Only)
	Reviewed ___________________________________ 

Insert appropriate item from the list below:

1. Application in case file

2. State MIS

3. WIA registration form

Designation of Eligibility Form

	TAA Petition Number
	The customer’s TAA Petition Number is _____________.  Verified in the State MIS.

	TAA Waiver from Training requirement
	The customer has received a waiver from the Training requirement.  Verified in the State MIS.


Section X.
HempsteadWorks WIA Youth Eligibility Verification Comments 

Guide

	Data Element


	Comment

	Date of Birth (DOB)

(Customer Detail, General Info Tab)
	Customer’s date of birth is ___/___/___.  Reviewed ___________________________________________

Insert appropriate item from the list below:

1. OSOS DOB field for older youth who are NYS Active UI Claimants.  No additional documentation is required.

2. Copy of ID Match

3. Baptismal Record

4. Birth Certificate

5. DD-214, Report of Transfer or Discharge Paper

6. Driver’s License

7. Federal, State, or Local Government Identification Card

8. Hospital Record of birth

9. Passport

10. Public Assistance/Social Service Records

11. School Records/identification card

12. Work Permit

13. Cross-match with Department of Vital Statistics

14. Tribal records

	Employment Status at Registration


	Customer is currently (Indicate one of the following: Not Employed, Employed, Employed, but received notice of termination or transitioning service member) ___________________________________________.  

Reviewed ___________________________________

Insert appropriate item from the list below:

1.   Case file notes showing information 

      collected from registrant at registration

2.   Pay Stub

	Legal to Work
	Customer documented legal to work status.

Reviewed ___________________________________

Insert appropriate item from the list below:

1. Baptismal Record indicating place of birth within the U.S.

2. Birth Certificate in the U.S.

3. Hospital Record of birth in the U.S.

4. U.S. Passport

5. U.S. Naturalization Papers

6. Alien Registration Card

7. Work Permit



	Individual with a Disability


	Customer is an individual with a disability.  

Reviewed ___________________________________

Insert appropriate item from the list below:

1. Self-attestation

2. School records 

3. Letter from Drug or Alcohol Support Rehabilitation Agency

4. Medical Records

5. Physician’s statement

6. Psychiatrist’s Statement  

7. Psychologist’s Diagnosis 

8. Rehabilitation Evaluation

9. Existing case Notes regarding an Observable Condition

10. Sheltered Workshop Certification  

11. Social Service Records/Referrals 

12. Social Security Administration 

13. Disability Records 

14. Veterans Administration Letter/Records 

15. Vocational Rehabilitation Letter

16.  Worker’s Compensation Record


	Low Income
	Customer is a low income individual.

Reviewed ___________________________________

Insert appropriate item from the list below:

1. Alimony Agreement 

2. Applicant Statement

3. Award Letter from Veterans

4. Administration

5. Bank Statements

6. Compensation Award Letter

7. Employer Statement/Contact

8. Family or Business Financial

9. Records Housing Authority Verification

10. Pay stubs

11. Pension Statement

12. Public Assistance Records

13. Quarterly Estimated Tax for Self-Employed Persons

14. Social Security Benefits

15. UI Documents and/or Printout

16.  Housing Authority Verification



	Youth who needs additional assistance
	Customer is a youth who needs additional assistance.

Reviewed ___________________________________

Insert appropriate item from the list below:

1. Existing case notes

2. Individual service strategy

3. WIA registration form

4. Self-attestation

5. Information from State management information system



	Basic Literacy skills deficiency
	Customer has a Basic Literacy skills deficiency.

Reviewed ___________________________________

Insert appropriate item from the list below:

1. Existing case notes

2. Standardized assessment test 

3.     School records

	Other Public Assistance
	Customer is a recipient of ____________________________________________

Insert appropriate item from the list below:

General Assistance (GA) (State / local government), Refugee Cash Assistance (RCA), Supplemental Security Income (SSI-SSA Title XVI).
Reviewed ___________________________________

Insert appropriate item from the list below:

1. Cross-Match with TANF 

2. Copy of Authorization to Receive Cash Public Assistance

3. Copy of Public Assistance Check

4. Medical Card Showing Cash Grant Status

5. Public Assistance Records/Printout

6. Refugee Assistance Records

7.     Cross-match with public assistance database

	Temporary Assistance to Needy Families (TANF)
	Customer is a TANF recipient.

Reviewed ___________________________________ 

Insert appropriate item from the list below:

1. Cross-Match with TANF 

2.     Public Assistance Records/Printout

	Education Status at time of registration


	Customer’s education status at time of registration is __________________________________________.

Reviewed ___________________________________ 

Insert appropriate item from the list below:

1. Self-Attestation 

2. Applicable records from educational institution (i.e. diploma, GED certificate, post-secondary enrollment, attendance record, dropout letter, or documentation from school)

3. WIA Registration Form 

4. State management information system (Cross-match with appropriate educational records)



	Homeless Individual and / or a Run-Away Youth


	Customer is a homeless individual and / or a run-away youth.

Reviewed ___________________________________

Insert appropriate item from the list below:
1. Self-Attestation

2. Written statement from an individual providing residence

3. Written statement from a shelter

4.     Written statement from social service agency

	Offender
	Customer is an offender.

Reviewed ___________________________________

Insert appropriate item from the list below:
1. Self-attestation

2. Documentation from Juvenile Justice/Criminal Justice system

3. Documentation phone call with Juvenile 

        Justice/Criminal Justice representative

	Pregnant or Parenting Youth
	Customer is a Pregnant or Parenting Youth.  Reviewed ___________________________________________

Insert appropriate item from the list below:

1. Self-Attestation 

2. Copy of child’s birth certificate

3. Baptismal Record 

4. Doctor’s note confirming pregnancy

                                     or

Observed condition.



Section XI:
One-Stop Center Standards Monitoring Quality Index Rating System
ONE STOP CENTER STANDARDS MONITORING

QUALITY INDEX RATING SYSTEM
O-S CENTER ____________________

Date of Review __________


Monitor Name ____________

	STANDARD/Indicators
	Rating

	
	1
	2
	3
	4
	5

	
	Not Evident
	Inconsistent

Approach
	Capable
	Proficient
	Advanced

	Std 1
	Facilities & Environment are Well

Managed
	
	
	
	
	

	1.1
	Clean
	
	
	
	
	

	1.2
	Inviting
	
	
	
	
	

	1.3
	Equip/material/furniture not broken/dirty
	
	
	
	
	

	1.4
	Security Measures
	
	
	
	
	

	1.5
	Safe Physical Space
	
	
	
	
	

	1.6
	Space meets activity needs
	
	
	
	
	

	1.7
	Space is functional
	
	
	
	
	

	1.8
	Space is accessible thru signage
	
	
	
	
	

	1.9
	Space is accessible for those w/disabilities
	
	
	
	
	

	
	
	
	
	
	
	


	Std 2
	Process are Well Managed
	
	
	
	
	

	2.1
	Consistent and identifiable flow for customers
	
	
	
	
	

	2.2
	Access to core services, timely and efficient
	
	
	
	
	

	2.3
	Orientation offered in multiple formats
	
	
	
	
	

	2.4
	Group orientations are not required to use resource area
	
	
	
	
	

	2.5
	Orienting customers does not create a barrier to immediate access to core services
	
	
	
	
	

	2.6
	Single point of contact provided for customers
	
	
	
	
	

	
	
	
	
	
	
	


Section XII:
Teams and Functions
	#
	Team Name
	Function

	1.
	Greeting, Welcoming and Orientation Team
	i. Conduct orientation presentations

	2.
	Assessment and Job Placement
	i. Provide initial assessment

ii. Prepare resumes and cover letters

iii. Provide labor market information
iv. Provide reports on the performance of the One-Stop system

v. Provide information regarding Unemployment Insurance Benefits

vi. Provide consumer reports on training vendors

vii. Provide Information regarding education, training and employment

viii. Provide referral to local supportive services

ix. Support  the use of personal computers, job banks,
     a career library, photocopiers, fax machines, 

     telephone banks, etc.
x. Discuss job listings

xi. Provide job placement assistance

xii. Facilitate Career Workshop Series
xiii. Explain eligibility documentation process

xiv. Create participant file

xv. Interview customers to obtain reporting data

xvi. Enter data in computer

  

	3.
	Career Counseling
	i. Provide career counseling

ii. Provide intensive assessment of skill levels and service needs through diagnostic testing and in-depth interviews
iii. Develop Individual Employment Plans
iv. Facilitate Expanded Career Workshop Series to develop pre-vocational skills

v. Enroll customers into training services, including:

· Occupational Skills Training

· On-The-Job Training

· Skill Upgrading and Retraining 

· Entrepreneurial Training

· Non-Traditional Training 

· Job Readiness Training

· Adult Education and Literacy (combined with the above training services) 
· Customized Training



	5.
	Youth Services
	i. Provide and refer participants for services that 

       include:

· Objective assessment

· Development of an individual service  strategy

· Tutoring

· Study skills training

· Alternative school

· Summer employment linked to academic and occupational learning

· Work experience

· Internships 

· Occupational skill training

· Leadership development activities

· Community service

· Peer centered activities

· Supportive services

· Adult mentoring

· Follow-up services

· Guidance and counseling

· Drug and alcohol abuse counseling

· Referral



	6.
	Business Services
	i. Conduct employee recruitment and screening

ii. Disseminate information on financial incentives, training grants and tax incentives

iii. Process job orders

iv. Develop On-The-Job Training (OJT) and Customized Training programs

v. Manage OJT and Customized Training contracts

vi. Coordinate job fairs, employer presentations and employer tables

vii. Conduct on-site rapid response presentations

	7.
	Leadership
	i. Plan and direct integrated activities

ii. Establish and maintain Service Principles

iii. Develop and adjust Single Customer Flow Chart

iv. Respond to customer feedback

v. Interpret and implement state and federal policies

vi. Evaluate outcomes and conduct corrective action and continuous improvement activities


Section XIII:
Organization Charts and Customer Service Flow Charts
Section XIV:
Customer Satisfaction Surveys
Section XV.
Scripts

I.
Reception

· Welcome to HempsteadWorks

· How may I help you?

· (If the customer is seeking employment services, check to see if the customer’s record is in OSOS)

· (If the customer is already registered in OSOS, then annotate the ES 100 form accordingly)

· (If the customer is not already registered in OSOS, then advise the customer to complete the ES 100)

· (Provide the customer with an Enrollment Packet containing the following documents: ES 100, Grievance Form, “Equal Employment Opportunity (EEO) and Non-Discrimination Policy, Equal Employment Opportunity is THE LAW,” Front Door Customer Satisfaction Survey)

· (Advise the customer to read the documents and instructions contained in the packet carefully)

· (Instruct the customer to be seated in the Resource Room to be called to attend the Orientation Meeting)

· (Immediately after the meeting, the customer will be greeted by a career counselor from the Assessment and Placement Team)

· (If the customer is seeking business services, then refer to a Business Services Liaison)

II.
Combined RSO/Information Meeting

· (See the Orientation PowerPoint Presentation)

III.
Tour of One-Stop

· (Provide a tour and explanation of the Resource Room, Career Library and Job Bank)

IV.
One-to-One Counseling Meeting

· Hello, my name is _______________________________

· The purpose of our meeting today establish your eligibility for federally funded services and also to conduct a basic assessment of your needs

· We will have approximately twenty minutes to meet today

· Based upon your needs, we will schedule future meetings and/or referrals

· In order to assess your needs, I will ask you for some information which I will enter into our data base

· I might ask to photocopy some of your original documents pertaining to eligibility

· You will also be asked to sign certain forms related to Equal Employment Opportunities and our Grievance Procedure

· Before we begin, do you have any questions about what was discussed in the Orientation Meeting?

· (Ask the questions necessary to complete or update OSOS record)

· (If documentation is missing, advise customer of the process to return with the documents)

· As part of the process of qualifying for our services, a math and a reading test may be administered at some point in the future

· These tests are administered to identify individuals who can benefit from remedial services and to assess proficiency levels

· In addition, one of our counselors will interview you at a later date to conduct an in-depth assessment and to work with you to develop an Individual Employment Plan
· Now that we have completed the basic assessment process, you will be contacted in _______________ to arrange a follow-up appointment

· Do you have any questions?

· Let’s arrange an appointment for you to return for further services

· Please complete this survey (Front Door Survey) to assist us in evaluating our services

· Thank you for participating in the HempsteadWorks System

· (Prior to leaving the Career Center, the customer is escorted by the career counselor to the Reception Desk to obtain a photo identification and swipe card to be used for future visits)

V.
Testing (Optional, except for Youth)

· Hello, my name is _______________________________

· Today you will take a standardized test that is designed to measure your reading and math proficiency

· It is not necessary to pass the test in order to receive services

· Based upon your level of skills, we will design an appropriate plan to address your needs

VI.
Intensive Assessment

· Hello, my name is _______________________________

· The purpose of our meeting today is to review the basic assessment information you have provided and to work with you to develop a comprehensive assessment and individual employment plan to address your needs

· We will have approximately twenty minutes to meet today

· Once your individual employment plan has been developed, I will refer you to work with a counselor assigned to you from our Assessment and Placement Team to implement the plan with you

· Based upon your needs, we will schedule future meetings to update and revise the plan, as necessary

· We will also discuss enrollments into our workshops and/or training to the degree that they are appropriate to your goals

· (Ask the questions necessary to complete the plan)

· Please complete this survey (Simply Better/HempsteadWorks Customer Satisfaction Survey) to assist us in evaluating our services

VII.
Business Services 

(See the HEMPSTEADWORKS POLICY AND PROCEDURE MANUAL FOR THE MARKETING PROCUREMENT AND OPERATION OF ON-THE-JOB TRAINING AND CUSTOMIZED TRAINING PROGRAMS)
Section C

Orientation PowerPoint Presentation
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