System Integration Subcommittee

Draft Minutes

September 17, 2003

10:00 a.m. -- Noon

1.  Welcome and introductions

2.  Report on Secret Shopper findings - D. Forezzi

The secret shopper report was disseminated and a brief oral presentation was made

to subcommittee members. From March to June 2003, 13 secret shoppers completed

86 unannounced visits as jobseekers and business customers. The findings show

that New York's one-stop system delivers better than average services to its business

customers; needs to increase staff-assisted and intensive services to job seekers; and

enhance staff's customer service skills. Additional feedback is provided in the

attached summary.

3.  Report on Implementation Plan for System Indicators - A. Joseph & Larry Good, CSW, for System Indicators Team

Discussed plans for implementing the following system indicators called for by the State

Workforce Investment Board (SWIB).

1. Market Penetration (Business Customers and Individual Customers)

2. Business Customer Repeat Usage 

3. Total System Investment (Business Customers and Individual Customers)

4. Customer Satisfaction 

Discussed implementation recommendations developed by members of the System Indicators Team (SIT) and State Partners, at two meetings convened by the System Integration Subcommittee for this purpose. The meetings were held on June 24, 2003 and August l 2, 2003, and were facilitated by Larry Good from the Center for a Skilled Workforce (contracted meeting facilitator). Attendees included: 

· Chenango, Delaware, Otsego WIB

· Finger Lakes Workforce Investment Board

· Herkimer, Madison, Oneida Workforce Investment Board

· Saratoga, Warren, Washington Workforce Investment Board

· Tompkins Workforce Investment Board

· New York State Department of Labor

· Division of Employment Services; Division of Research & Statistics; Workforce Development & Training Division; and Welfare to Work Division

· New York State Education Department

· Adult Education; Perkins; and VESID 

The Subcommittee's plan for implementing system indicators will focus on compiling and understanding the underlying data necessary to develop the system indicators. The Subcommittee will prepare an operational planning report that builds upon the SIT's draft report (November 2002), the State Partner meetings and the ongoing work of the Subcommittee. The operational plan will be consistent with the following steps.

1. Market Penetration Indicators and Business Customer Repeat Usage Indicator Establishing a timeframe for the first submission of Local market penetration and business customer repeat usage data prior to January 2004 SWIB Meeting.

2. Total System Investment Indicator- Establish a Local a "Resource Map" to define and identify the portion of mandated program dollars (and/or other system dollars) comprising investment in the Local workforce system. This will build upon the resource-mapping project to map all mandated One Stop program dollars at the State Level, currently being undertaken by the New York Association of Training and Employment Professionals (NYATEP) together with State Partners.

3. Customer Satisfaction Indicator- Continue to work on developing a customer satisfaction indicator using the following:

a. The ongoing Secret Shopper initiative; and

b. American Customer Satisfaction Index (ACSI).


4.  Establishing One-stop recertification requirements (initial discussion) - D.

      Forezzi K. Coleman, L. Good

Larry Good from the Corporation for a Skilled Workforce led a discussion regarding

potential elements of the recertification process for local area one-stop operators/centers based in large part on the critical success factors cited in the "Benchmarking One-Stop Centers" report recently published. The critical success factors were developed from a study of 20 one-stop centers overseen by 12 workforce boards across the country. The study concluded that there were 10 critical success factors that can be used as local criteria for defining expectations from one-stop centers:

1. Satisfying Employers; 2. Managing Employer Services; 3. Delivering Quality Services to Employers; 4. Satisfying Job Seekers; 5. Managing Job Seeker Services; 6. Delivering Quality Services to Job Seekers; 7. Leadership; 8. Management; 9. Measurement; and 10. Marketing.

Based on the discussion, it was agreed that prior to the next meeting, a draft recertification process would be provided to members for comment.

5.  Other business

· Promising Practices - D. Forezzi 

Five local areas have been awarded $75,000 each in incentive awards for their promising practice submissions: Genesee/Livingston/Orleans/Wyoming; Herkimer/Madison/Oneida; Broome/Tioga; Tompkins; and Hempstead. See attached for description of each initiative.

· Next Meeting: Thursday, November 6, 2003, Albany, NY

Graham Toft of the Hudson Institute will be presenting to the State Board on Beyond Workforce 2020: The Coming (and present) International Market for Labor

6. 
Adjourn
SECRET SHOPPER REPORT-OUT

· 86 VISITS from March to June 2003

· 13 SECRET SHOPPERS (1 Youth, 1 Hearing Impaired - Job Seeker visits and Business Customer visits)

· 3 AREAS OF REVIEW: By phone, website and on-site visit

· REPORTS were collected and sent out to WIB Directors; there was opportunity for WIB Directors to request a conference call with the State DOL and Shopper representatives to review the feedback reports

· RESULTS in context of CSW's Benchmarking One-Stop Centers

· BUSINESS CUSTOMER: + overall good experiences quick connection to partners packet of service inffi ready

-  greeters/staff unsure of services available business services staffunavailable no follow-up usually

· JOB SEEKER SHOPPER: + overall friendly and professional staff   consistency in center design and services

- customer service skills (esp. greeter area) lack of staff assistance in resource room few referrals/intensive services offered staff answering phone unaware of web site or its address staffunaware of center services, partner services lack of local brand or use of the brand by all partners on signage resulted in shopper confusion

· CENTER DESIGN/MGMT:  + generally consistent center design across state most resource rooms are well stocked and the focus of the center

- processes - customer friendly?

- paperwork required with no explanations

- orientation method/waiting time

- lag time between next service steps

- policies - customer friendly?

- no service until orientation received

- center design

- lack of privacy/confidentiality

- signage lacking or confusing

- poor quality printed materials

OVERALL NOT BAD - BUT MUCH WORK TO DO

ONGOING PROCESS

NEXT STEPS: - retool the review instrument/add quantitative measures

- clarify instructions to shoppers

- solicit input from local areas regarding specific areas of service they want shopper to focus on

- broaden shopper base to include more variety

- looking at qualifications of shoppers, possible certification process

PROMISING PRACTICES II - DESCRIPTIONS

Several local areas have responded to the second round of Promising Practice Incentive Awards recently made available. Click on the chart below to learn more about each of the local area practices that have received an incentive award to date. You will find a summary of the practice and process steps that will assist you in replicating those practices that may be adaptable to your local area. A contact name, number and e-mail address are provided if you would like additional information or have questions about a particular practice. Promising Practice Incentive Award applications are accepted on an ongoing basis and reviewed monthly (view the Request for Applications for submission and eligibility information). For Promising Practices II, applications are submitted in the following categories: 

Category 1:  Services to Business Customers
Category 2:  Services to Job Seekers
Category 3:  Local Board Development/Practices
Category 4:  One Stop Design and Management
Category 5:  Workforce Development Partnership Initiatives 

Local Areas who are awarded for single area initiatives receive $75,0000. Local Areas who are awarded for joint area initiatives receive $75,000 each and a $25,000 bonus each (see the Request for Applications for more information). 

	 
	Local Workforce Investment Area(s)
	Promising Practice Category
	Brief Description

	1
	GLOW
Genesee/Livingston/Orleans/Wyoming
	#1 – Services to Business Customers
	GLOW Funding Application Consultant Team (FACT) – One Stop System partner staff acting as advisors to businesses to help them take advantage of grant opportunities

	2
	WIB of Herkimer, Madison and Oneida Counties
	#1 - Services to Business Customers
	Career Ladder Program for Entry-Level Health Care Workers was developed to help relieve shortages and improve retention through a partnership among a medical center, training provider and the local WIB and Workforce Development agency.

	3
	Broome/Tioga Workforce Development Area
	#1 - Services to Business Customers
	Warehouse and Distribution Skills Certification Project –Workforce partners came together to remedy the gap between supply and demand for workers in warehousing and distribution. It resulted in the creation of a local warehouse industry credential and establishment of a regional Warehouse/Distribution Training Center.

	4
	Tompkins County Workforce Development Board
	#4 – One Stop Design and Management
	Development and Implementation of a Resource Sharing Agreement.
The Resource Sharing Agreement was developed by the Partners’ Table of Tompkins Workforce New York. All partners were experiencing funding challenges and were interested in pursuing alternative methods for meeting their MOU obligations. Partners acknowledged that there needed to be more direct involvement in service delivery at the one-stop in order to improve integration, increase referrals, and increase staff knowledge of one-stop services.

	5
	Town of Hempstead
	#4 – One Stop Design and Management
	The Hempstead Works “Whatever It Takes” (HWWIT) Project
increases access to the One-Stop system for individuals with disabilities through system enhancements, staff capacity-building, development of new sources of funding, efficient leveraging of partner resources and redesign of the system and full service center. The project is operated by a consortium of local partners that is led by a Strategic Planning Team. The Team reports to the local Workforce Investment Board.


