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OKLAHOMA INTEGRATED SERVICE DELIVERY
MODEL PROTOCOLS FOR WORKFORCE CENTERS


I. Skills Enhancement

The Center staff, in collaboration with customers, will use the Basic Employment Plan (BEP) recommendations and other related Oklahoma Service Link (OSL) data to identify product needs of customers’ skills related needs in regard to their employment goal(s).  Once the needs are identified, appropriate skills enhancement products will be selected to address those needs.  When the selection process is complete, Enhanced Employment Plans (EEP) will be developed in conjunction with customers, and products will be accessed and delivered.  Continuous engagement with customers throughout the implementation of their EEPs will be provided to ensure they are progressing to meet their planned goals.  When staff and customers believe they are ready to seek, get, and keep employment, they will conduct a job search, and if unsuccessful they will be transitioned to the “Job Getting Function.” These skills enhanced protocols do not encompass all center services, but focus on customers’ skill needs and products that will result in obtaining their goals. 

A. Initial Process

1. Greeting 

Staff will greet customers and determine if they are first time or repeat customers to Skills Enhancement.  Check customers’ OSL information and update, unless customers’ are transitioning during the same visit from the Welcome Function.

a. First Time Customers to Skills Enhancement
First time customers will be provided a brief explanation of the steps in which they will participate in Skills Enhancement including:

· Identify product needs 
· Select products to address needs (e.g., Foundational Skills, Skills Identified by LWIB, Job Seeking Skills, etc.)
· Deliver or access those products
· Provide continuous engagement
· Provide Job Search or Transition to the Job Getting Function

Customers should have a clear picture of each step and the sequence in which it will occur, and expected results. 

b. Repeat Customers 
Customers returning to Skills Enhancement will always have information checked and updated. 

Whether customers have just completed the Welcome Function or are repeat customers, all efforts to provide prompt service should be applied.



2. Enhanced Employment Plan (EEP) Determination

So that customers may be assigned to the appropriate process in Skills Enhancement, it must be determined whether they have an EEP.  First time customers to the function will not have EEPs and some return customers may not.  Staff will review the Oklahoma Service Link EEP to determine if a plan has been developed.

a. Developed EEP 
If customers have EEPs they should be assigned to “Skills Acquisition” and staff will assist them in completing the process described for customers with EEPs.

b. No EEP
If customers do not have EEPs, staff will assist them in following the process described below.  Some customers may not have employment goal(s) and should have their BEPs reviewed to determine whether employment goals have been established or verified in the Welcome Function.  Before customers enter the Plan Development process, they must have employment goal(s).  Customers will be designated as one of the following:

· Customer with Goal(s)
If it is determined that customers have established employment goals, they will be directed to “Plan Development” of these protocols to develop an EEP. 
· Customer with no Goal(s)
If no employment goals are indicated in the BEP or if there is some problem with it, customers must determine a firm goal or several related goals before an EEP can be developed.  The following section describes two options for determining an employment goal(s)

Employment Goal 
These activities will allow customers more time and resources in considering their selected goal(s).  Staff should visit with customers about their readiness to make decisions and select one of the career decision making options below:

i. Determining Employment Goal(s) – This package is directed at customers needing more assistance in the selection process with tools that offer more in-depth assessment instruments, career exploration, and the use of systematic tools for selecting goals.  This package is provided with forms, instructions, sources of instruments and information, and a structured process to guide customers. The package utilizes instruments, information, and other tools from OKCIS, so it may be conducted without cost to the Center or customer.  It is not a total self-serve process and requires frequent facilitation by staff.  The package may be found as Attachment A to these protocols.  The time for customers to complete this package is approximately 1 hour.

ii. Career Counseling Worksheet (CCW) – Some customers that struggled with the employment goal process in the Welcome Function may have a more meaningful experience with a return to the CCW in Skills Enhancement.  For a number of reasons, the tool may be more effective than when last used.  The CCW, with instructions, can be found on the web site http://www.workforceok.ou.edu/.  If this is the option chosen and customers still struggle, they should immediately transfer to the “i. Determining Employment Goal” process for a more concentrated effort.  No average time has been determined for completion, but it may run from 15 minutes upward, depending on customers’ readiness in the decision making process.

During participation in the chosen options offered above, staff should ensure there are employment opportunities in the selected goal(s) and the average wage is an acceptable wage.  On completion of determining the goal(s), customers will advance to the “Plan Development” process.

B. Plan Development 

Customers entering this process must have employment goals. Staff will facilitate customers in the development of an EEP by identifying their skills needs and select products to address those needs. In addition they will use information from their BEPs, and when appropriate any other collected data to identify “Other Center Services” to complete the plan.  Staff will also facilitate customers in the development of an IEP when applicable.  Protocols for completing these processes and developing an EEP or IEP are provided below:

1. Determine Skills Need & Select Products 

The Plan Development Guide is a two-page form that provides a needs and product selection process to complement interviews with customers. The guide is not to be used as an actual checklist and filed, but as a method to facilitate a consistent interview to identify needs that would have otherwise gone unnoticed. Discretion may be used when staff and customers believe some indicators are inappropriate to customers’ situation. The Plan Development Guide, with instructions, is provided as Attachment B to these protocols.  The LWIB has determined no priorities for intensive services; therefore, intensive service products are available to all customers.  Upon completion of this process “Comprehensive Assessment” is entered as a “quick service.”  

2. Use “Other Center Services” 

After a review of the BEP, Plan Development Guide, and information from the interview, it may be determined beneficial for customers to receive “Other Center Services” such as WorkKeys to enhance their chances for employment.  In instances where it has been decided to add “Other Centers Services” to the EEP, record services according to instructions in Attachment C, “Plan for Overcoming Identified Barriers and Needs” field.
3. 
Develop Oklahoma Service Link Enhanced Employment Plan

An Enhanced Employment Plan, for the purpose of these protocols, is an ongoing strategy jointly developed by the customer and staff that expands the BEP, and identifies the appropriate combination of products and services for the customer to achieve his/her employment goal(s). Staff, in collaboration with customers, will use the information gathered and recommendations made from the BEP and other steps in this process to develop EEPs.  In OSL, the Enhanced Employment Plan screen will be used to guide and document the development of the plan. Instructions and samples for completing the EEP are provided as Attachment C to these protocols. Upon completion of this process, “Enhanced Employment Plan” is entered as a “quick service.”  

4. Individual Employment Plan (IEP)

Customers who need and are eligible for WIA funded Adult and Dislocated Worker Training under Title 1 are not required to develop an EEP, but an Individual Employment Plan (IEP) in compliance with  the State’s IEP policy (OETI #14-2005 Change 1) and their Local Workforce Investment Board’s policies and protocols. The decision to develop an IEP may be made when conducting the Plan Development interview and customers select an Occupational Skills product that requires WIA funding.

C. Skills Acquisition

This process consists of accessing and delivering appropriate products in the EEP, and staying engaged with customers.  

1. Deliver or Access Product/Other Center Services

Provide, enroll, or refer, based on product selection as recorded in EEP.

2. Continuous Engagement

In order to maintain contact, review progress, and modify the EEP when changes or additions are needed, staff will conduct continuous assessment of how customers are progressing in accordance with their plan.  Sample criteria for continuous assessment are listed below:

a. Comparing customers’ achievements with their planned products
b. Visiting with customers and classroom instructors
c. Visiting with customers about needs, and/or personal issues related to the achievement of their employment goals
d. Re-assessing to determine if their activity is adequate to successfully meet their needs and if not, modifying the plan
e. Verifying credentials or certificates received
f. Verifying Skills Acquisition 
g. [bookmark: _GoBack]Case Managers with Gold Card veterans will provide services at least every 30 days until the veterans are employed up to six months.



Comments in regard to criteria listed above will be made in the OSL Client Notes.  Once skills acquisition is complete, service is documented in OSL. 

After the completion of the EEP, customers and staff will collaborate and agree that they are ready to search for a job or be transitioned to the “Job Getting Function.”  
D. Job Search 

Once both staff and customers believe there is a probable chance to obtain employment in their goal or related goal(s), a job search will be conducted using OJL to locate any current job openings that may match the customer’s employment goal and other qualifications.  If job openings are located, the appropriate referral(s) will be made in accordance with the Back to Basics policy (OETI #13-2008).  The customer will also receive instruction in the use of the OJL “Job Search Options”. 

E. Transition to Job Getting Function

Once it has been decided that customers will participate in the “Job Getting Function,” Skills Function staff will ensure the appropriate connection has been made. Record the transition in EEP Additional Comments field.
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CDM PERSONAL INFORMATION

Gather information such as hobbies, past work history, past school work and any other career related background information. This may be accomplished through the use of checking OSL, an information checklist, interview, or all.  With the participant, factor this information into the process by checking for any similar traits revealed by the instrument(s) to this information (e.g., likes to work on cars as a hobby may be consisted with Holland code “Realistic”). Also, determine if there are any occupations related to their past experiences in which they are interested, but are not included on the instruments generated lists. If so, they may want to add them on the “Alternative Occupations Sheet.”



What occupation(s) have you been considering? 	

What is your educational level? 	

Current educational or training goal: 	

Strong School Subject(s): 	

Weak School Subject(s): 	

Hobbies: 	

Skills: 	

Desired educational level upon entry into labor force: 	

Are you considering relocating?	

INSTRUMENTATION

Complete the OKCIS instruments listed below.

· O*Net Interest Profiler
· Skills

Interpret the results by reviewing and explaining the scores/codes and the lists of occupations that are generated by the participants’ instrument results.


OKCIS ASSESSMENT SUMMARY


List the top 3 Holland codes under the Interest Profiler and the Skills instrument, provided below.  Review the codes to determine if there are patterns between the areas and discuss with a staff member.  An example of a pattern might be Interest Profiler SIE and Skills SEI.

	Interest Profiler
	
	Skills
	

	Code
	
	Score
	
	Code
	
	Score
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	


Print and review occupational lists generated from the above codes and values list 


	ALTERNATIVE OCCUPATIONS

	
	
	
	
	
	
	

	Find Occupations by:
	
	
	
	

	
	
	
	
	
	
	

	Look over the occupations identified from the instruments you took. Make a list of any occupations that look good to you. Try to come up with at least five.


	

	
	
	
	
	
	
	

	Title
	
	IP
	Skills

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	 
	
	 
	 

	 
	
	 
	 

	 
	
	 
	 

	 
	
	 
	 

	 
	
	 
	 

	 
	
	 
	 

	 
	
	 
	 













SELECT AND EXPLORE ALTERNATIVE OCCUPATIONS
































SELECT AND EXPLORE
ALTERNATIVE OCCUPATIONS


Directions:

Pick 3 occupations from your “Alternative Occupations” list that looks better to you than the others.  Write each one of the occupational titles at the top of one of the Occupational Evaluation sheet in this section. Then complete the sheet using information from the “Occupation” section of the OKCIS.  Ask a staff member to show you how to get the information from the web site.



























											ATTACHMENT A

OCCUPATION EVALUATION SHEET


Explore your top 3 employment choices using a state or federally recognized labor market information source.  Evaluate how those
occupations match you and your desires using the scale below.

3 = Good Match
2 = Moderate Match
1 = Poor Match


	OCCUPATIONAL
TITLE
	
	Rating
	
	OCCUPATIONAL
TITLE
	
	Rating
	
	OCCUPATIONAL
TITLE
	
	Rating

	Overview
	
	
	
	Overview
	
	
	
	Overview
	
	

	Skills & Abilities
	
	
	
	Skills & Abilities
	
	
	
	Skills & Abilities
	
	

	Wages
	
	
	
	Wages
	
	
	
	Wages
	
	

	Outlook
	
	
	
	Outlook
	
	
	
	Outlook
	
	

	Preparation
	
	
	
	Preparation
	
	
	
	Preparation
	
	

	Total
	
	
	Total
	
	
	Total
	



															ATTACHMENT A
Record titles and scores on “How Occupations Scored” sheet.










MAKE DECISION


































HOW OCCUPATIONS SCORED


Directions: List each occupation and how it scored below.  Record them in order with the high scores on top and lowest on bottom.



	
	Occupation
	
	Score

	1.
	
	
	

	2.
	
	
	

	3.
	
	
	

	4.
	
	
	

	5.
	
	
	

	6.
	
	
	




Review occupations using gathered information to ensure the following criteria may be met:

· Occupations are demand occupations
· Participant has a chance at success in these occupations
· Salary information indicates that wages in these occupations should lead to the participant’s sustainability.

	ATTACHMENT A
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PRIORITIZING ALTERNATIVES


1.	On the lines below, write the names of the three (3) occupations you like best.

	a.					

	b.					

	c.					


2.	Answer each question below using the three (3) occupations you listed above.

	Which had you rather become?	

	a
	or
	b?
	
	

	a
	or
	c?
	
	

	b
	or
	c?
	
	




3.	Count the total number of times each occupation appeared in the results of Step 2 and rank the occupations from highest to lowest.


	1.						

	2.						

	3.						

4.  Compare your results from the “How Occupations Scored” sheet with your results from this exercise and select your employment goal(s). 
	ATTACHMENT A


PLAN DEVELOPMENT GUIDE INTERVIEW

INSTRUCTIONS

Introduction:

The Plan Development Guide is a tool to assist staff and customers in developing the most effective enhanced employment plan for each customer.  The guide is used to identify skill needs and to match available products in the following categories:

1. Talent improvement skills 

2. Get the best job possible skills 

3. Occupational skills

These categories have been identified as the ones that will help customers gain and retain employment.

Prerequisite:

Before beginning this process customers must have Basic Employment Plans (BEP) with selected employment goal(s) and indicating a need for skills enhancement. The staff will review related OSL information, including the BEP to conduct a structured interview while using this guide. Responding to these indicators assists staff in understanding customers’ background, past experiences, and current skills. 

In conducting the interview, staff should be aware that indicators are not absolutes, but are used to identify potential needs.  Decisions should be made in collaboration with customers and staff discretion may be used when indicators appear inappropriate for customers’ unique needs (e.g., OSL information indicates from past employment history that the customer used computer skills to perform their job successfully, but the customer believed he/she lacks appropriate skills and needed to upgrade skills). When using discretion, staff should record rationale in client notes.

Instructions:

I. Employment Goal - The employment goal blank at the top of the form should contain the occupation(s) selected from the Welcome Function or the Skills Enhancement “Employment Goal” process.

II. Assess Needs - Under each category of the “Needs” page are indicators that will assist staff and customers in determining needs to achieve their employment goals. Staff members and customers should review each indicator in the three columns and determine needs.  When a need is determined, the indicator is noted.  If indicators are identified in a category, the Needs Assistance “Yes” blank should be noted.  If no indicators are selected, then the “No” blank should be noted.  

III. Products - This process identifies the products in each category that can be delivered and/or accessed to enhance customer skills to assist in gaining and retaining employment.  Through collaboration, staff members and customers will select the products that appear to be the most efficient and most convenient for customers.  Once the products are selected for each category, they should be listed in the “Enhanced Employment Plan” according to instructions in the next process “OSL Enhanced Employment Plan,” Attachment C.  If an Occupational Skills training product is selected during the interview and WIA Adult or Dislocated Worker training funds are to be used, staff will use collected data and decisions made under the EEP process to develop an IEP in compliance with the LWIB’s IEP policies and protocols 
	ATTACHMENT B

PLAN DEVELOPMENT GUIDE
Employment Goal 	
NEEDS
	TALENT IMPROVEMENT SKILLS
	GET BEST JOB POSSIBLE SKILLS
	OCCUPATIONAL
SKILLS

	
Soft Skills/Life Management
· Has not taken survival Skills class Self- report

· Has not demonstrated independent living skills 

Literacy & Adult Basic Education
· Can’t acquire or maintain job because of literacy/BE issues

· Does not demonstrates literacy/BE skills  Observation

ESL
· Does not speak English fluently Self-Report

Computer/ Internet Skills
· Does not demonstrate basic Internet Skill 

· Has not been hired for lack of basic software skills (e.g., Microsoft Word)

· Lacks keyboarding skills

GED Preparation
· Does not have a high school diploma or GED

Foundational Skills
· Apparently has Foundational Skill results necessary for employment goal    and needs to take WorkKeys

· Apparently needs skill building (KeyTrain) based on pre-test results to attain identified Foundational Skill levels for employment goal and/or take WorkKeys

· Apparently has necessary Foundational Skill results for employment goal and wishes to increase skills and/or earn higher level CRCs 

Skills Identified by LWIB
· Customer Service Skills

· Has not had identified training as required for employment goal
	
Job Seeking
· Does not know how to use computer (e.g., search by keyword) to look for jobs

· Does not know how to locate jobs

· Does not have networking skills

Job Getting
· Has not searched for a job in several years. Employment History

· Has a history of underemployment.  Employment History

· Is unable to find suitable employment regardless of having marketable skills   Employment History 

Job Keeping
· Has not worked full-time (32+ hours a week) for at least ninety (90) days with one employer in the past year  Employment History

· Has been fired from a job

· Has had problems with supervisors/co-workers in past

· Personal problems have interfered with employment in past
	
Occupational & Employer Sponsored/Based

· Has no job experience in the stated employment goal.  Employment History

· Job specific Skills not adequate to obtain or retain job, or be promoted to an acceptable salary in stated employment goal.  Employment History 

· Has not successfully completed training or has certification, license, or credential in the stated employment goal.  Employment History 

	Needs Assistance:   YES_ _  NO__
	Needs Assistance:   YES_ _ NO_ _
	Needs Assistance:   YES_ _  NO__


PRODUCTS
	TALENT IMPROVEMENT SKILLS
	GET BEST JOB POSSIBLE SKILLS
	OCCUPATIONAL SKILLS

	
Soft Skills/Life Management Skills
· CBL
KeyTrain Career Skills Module (STP)

Literacy & Adult Basic Education
· Classroom Delivery
GED Preparation (RES)

ESL
· Classroom Delivery
ESL Program Project READ (RES)

Computer/Internet Skills
· CBL
Mouserobics (STP) Free online resource 
Microsoft Tutorials (STP) Free online resource
Mavis Beacon Typing Tutor (STP) Provided by OESC

GED Preparation
· Classroom Delivery
GED Preparation (RES)

· CBL
GED Preponline.com *  (STP)

Foundational Skills
· CBL
KeyTrain Curriculum  (STP) provided by state

Skills Identified by LWIB
· CBL
The Service Advantage E-Training: An Online Training Program for Customer Service* (STP)

· CBL
KeyTrain Curriculum  (STP) Provided by the State

* Used as example only 
	
Job Seeking Skills
· Workshop Delivery 
Job Search Overview (JSW) provided by state

Job Getting Skills
· Workshop Delivery 
Resumes, Applications, Interviewing (STP)

Job Keeping
· CBL
KeyTrain Career Skills curriculum (STP)
 (provided by state)
	
Occupational Training
· Classroom Delivery
Non WIA (IAS)
Individual Training  Account (OST)
Trade Adjustment Act (OST) 

Employer Sponsored/Based

· OJT (OJT)

· Skill-based Internships (WE)

· Customized Training (CT)

· Work Experience (WE)













Key to Services
STP - Short Term Pre-Vocational Services
RES – Referral to Educational Services
JSW – Job Search Workshop
OST – Occupational Skills Training
OJT – On-Job-Training
CT - Customized
WE – Work Experience
IAS – Information on Available Services


	ATTACHMENT B

OKLAHOMA SERVICE LINK ENHANCED EMPLOYMENT PLAN

Instructions for completing the fields of the OSL Enhanced Employment Plan
	INSTRUCTIONS
	EXAMPLE 

	
Plan for Overcoming Identified Barriers or Needs
Products:
Review Plan Development Guide Needs sheet to identify needs.  Select products to address needs.  Record the column title, product from the Product sheet, and how the product will be delivered.

Other Center Services:
Record “Other Center Services,” service to be provided, and how it will be delivered.
	
1. Talent Improvement Skills – Foundational Skills – increase skill level in LI to at least a 3  using KeyTrain 
2. Get Best Jobs Possible Skills – Job Seeking Skills – complete Job Search Overview workshop
3. Occupational skills – Occupational Training – Complete Metro Tech Construction Technology Exterior course
4. Other Center Services – WorkKeys – Take WorkKeys to receive CRCs in AM, LI, RI

	
Occupational Assessment and Career Research 
1. Occupational Assessment – Record the combined career assessment program or selected career assessment instrument name(s) that were used in the selection or verification of the Employment Goal(s).
2. Career Research – Record name of occupational information or tools using information in the selection of Employment Goal(s).
	
Optional
1. Assessment  - Career Assessment Checklist

2. Career Research – CCW

	
Justification for Career Goal 
If non-WIA training is provided:  Record the occupational training goal and how it will assist in achieving the employment goal.  Record source of funds. If no training products are selected, record “None.”  If all other funds have been exhausted for training and customer is WIA eligible, an IEP must be completed in place of this EEP; Reference OETI #14-2005 Change 1.
	
Optional

By successfully completing the Metro Tech Constructions Technology Exterior program to assist in reaching her employment goal

Funds:  Pell Grant

	
Job Search Strategy (Ref. sec. II.a.3.)
Methods-Determine and record Job Search Method(s) to be used
	
1. Will use OJL to find as many jobs in goal area as possible.
2. Broadened geographic search area to include entire Metro area.
3. Add Tile Setter, Floor Layer, and Paper Hanger to goal list.

If trouble finding jobs, contact staff or return to center immediately.

	
Additional Notes
Any additional information that needs to be recorded in the fields above and during the original development of the EEP should be made in this field.
When recording the note:
1. Record the name of the field 
2. Add a dash and record the note
If connected to Job Getting Function, record in this field

Any other notes made after the development of the initial plan will be made in the OSL “Client Notes” field.
	

POIB/N – Although Jane agreed to increase her skill level in LI, she stated that if working with KeyTrain went well she may work on increasing her AM & RI.
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