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Washington’s Workforce Plan 2015

I. Introduction-Draft

A. Historic Opportunity to Strengthen
Washington’s Workforce System

The near unanimous, bipartisan passage of the federal
Workforce Innovation and Opportunity Act of 2014 (WIOA),
calls upon states to “improve the quality of the workforce,
reduce welfare dependency, increase economic self-sufficiency,
meet the skill requirements of businesses and enhance the
productivity and competiveness of the Nation.”

Each year, hundreds of thousands of Washington residents
enter our state’s workforce system seeking new jobs, higher
wages, greater skills, and prosperous futures. With the help of
job counselors, teachers, and other service providers, they
forge new pathways to self-sufficiency, undergo basic skills and
English language training, and embark on career-focused

Washington’s Workforce System

The workforce system brings together
workforce development, education
and training, and human services,

to help people, including those with
barriers:

e Get and keep jobs.
e Grow along lifelong career
pathways.

The workforce system also

helps supply an appropriately skilled
and able workforce that allows
businesses to:

e Thrive and grow.
e Be competitive in a global
economy.

education--from high school Career and Technical Education classes to postsecondary certificates and

degrees. Still others begin apprenticeships in high-wage trades or enter the workforce through targeted

on-the-job training and other forms of work-based learning.

Some come to the system with significant barriers, such as physical or mental disabilities. Others face

life challenges, such as poverty, past incarceration, or cultural and language differences. At the same

time, Washington businesses seek capable workers who can enhance their capacity and

competitiveness—workers who are willing and able to learn new skills in a fast-changing economy.

Washington’s dual-customer focus on both workers and businesses is at the heart of the state’s

workforce system, and undergirds this report. Even before WIOA, the state’s rich web of programs and

resources have long worked together to integrate their services, improve outcomes, and evaluate

results on behalf of these two key customers. Now, with this much anticipated revision to the federal

workforce development act, Washington has the opportunity to bring greater alignment between

federal, state, and local service delivery, allowing the system to build on its previous successes and

overcome remaining obstacles.




Specifically, this new strategic plan outlines an approach that empowers individuals, communities and
employers to realize their full potential through a universally accessible workforce system that
continually improves and adapts to changing conditions and demands. This new plan comes with a new
title — Talent and Prosperity for All.

B. A Coordinated Plan Aligned with Federal and State Mission and Goals

Soon after the passage of WIOA, Governor Jay Inslee directed the Workforce Training and Education
Coordinating Board (Workforce Board) to shape Washington’s strategic plan and identify three goals to
maximize the workforce system’s impact:

1. Help more people find and keep jobs that lead to economic self-sufficiency, with a focus on
disadvantaged populations.
Close skill gaps for employers, with a focus on in-demand industry sectors and occupations.
Work together as a single, seamless team to make this happen.

The Governor also directed the Workforce Board to initiate several new activities while developing the
state’s strategic workforce plan. These activities (see below) were to be completed before the Governor
approved the plan and before it was submitted to the U. S. Department of Labor (DOL) in March 2016:

e Explore fully the benefits of a Combined Plan.’

e Conduct an examination of integrating Temporary Assistance for Needy Families (TANF) program
into the workforce system, including recommendations for serving the most at-risk customers.

e Provide a data-driven evaluation and recommendation for planning regions in consultation with
chief elected officials, local workforce boards and stakeholders.

e Provide recommendations for elevating the strategic role of both state and local workforce
boards to focus on system goals and changing the service delivery system in order to improve
outcomes.

'The U.S. Department of Labor provided states with two options for responding to the Workforce Innovation and
Opportunity Act (WIOA) of 2014. States could submit a “Unified Plan” that covers only "core programs" of
workforce development: WIOA Title | (Adult, Dislocated Worker, and Youth Services), Basic Education for Adults,
Wagner-Peyser Act services, and Vocational Rehabilitation programs. The unified plan would be limited to service
delivery strategies and partner-to-partner operational commitments made between these core programs.

States could also choose to create a “Combined Plan” that covers the core program and one or more of the
additional partner programs listed in the act: postsecondary Carl Perkins Act programs, Temporary Assistance for
Needy Families/WorkFirst, Trade Adjustment Assistance Act programs, veterans employment and training
efforts, Unemployment Insurance services, SNAP Employment & Training, Senior Community Services
Employment, Community Development Block Grant, Community Services Block Grant, and the Second Chance
Act. The additional partners that join the plan coordinate service delivery strategies and make operational
commitments in the plan among themselves and with the core partners.



Work on this directive is built on a solid foundation. Washington’s many successes in
workforce development are detailed in a 2015 report by the State Auditor’s Office highlighting

the overall effectiveness in coordinating services among 55 programs across 12 state agencies:
“Washington’s approach to coordinated service delivery is highly regarded at the federal and
state level . . .The Workforce Training and Education Coordinating Board (Workforce Board) is
the lead agency responsible for coordinating system partners statewide. It works with them, as
well as the Governor and Legislature, to develop the strategic vision and policies for workforce
development in Washington.”

Washington’s Choice of a Combined Plan. The many partners of Washington’s workforce system have
chosen to submit a robust Combined Plan to federal partners—one of two options under WIOA. This
decision was made with a clear eye towards improving the breadth and depth of services to workers and
businesses across the state. By submitting a “Combined” Plan, partners are committing to working
toward a seamless, customer-driven system that will not differentiate between programs and agencies
whether, local, state or federal. The Combined Plan unites six core programs with any number of
workforce services across the education and training system. Once included as “Combined” Plan
partners, these programs will be aligned with the mission, goals, priorities and performance standards
within the combined state plan submitted to federal agencies by March of 2016.2

C. Sustaining Recovery by Unlocking Washington’s Talent

Business Demand Rises for Highly Skilled Workers. The year 2014 was the best for job gains since 1999.
Productivity has been rising in the United States, and as the economy recovers, gross domestic product
for 2014 is estimated at $16 trillion-besting the pre-recession high of $14.9 trillion in 2007.* Much of
this job growth has occurred at the higher end of the skill and wage scale. A 2015 Seattle Times analysis

of Washington State Employment Security Department data highlighted an uneven recovery with less
skilled, lower paying jobs between $18 and $36 per hour declining during the recession, while jobs
paying over $54 per hour grew during the same time period.

To fulfill this growing demand for highly skilled workers, Washington companies have turned to foreign
workers to broaden their labor pool, tapping talent from across the world through the U.S. Department
of Labor H-1B Foreign Worker Program. It’s clear that this is a missed opportunity for Washington’s
workers, who would benefit from high-skill, high-wage jobs, especially in Washington’s thriving tech
industry. Skilling up Washington’s workforce to meet the needs of businesses that import their talent
requires greater collaboration and frank discussions among workforce professionals, education

’In Washington, the “Combined Plan” includes the following partners: core programs (Title | Adult/DW/Youth,
Title Il ABE, Title Ill Wagner-Peyser, Title IV Voc-Rehab), TANF/WorkFirst, SNAP E&T (used to be called Food
Stamps), Senior Community Services, Community Development Block Grant, Community Services Block Grant,
Unemployment Insurance (Ul), Veterans, Trade Adjustment Act, and Unemployment Insurance.

* Source: U.S. Bureau of Economic Analysis



providers, and the business community. A more engaged and invested business community could help
fill existing skill gaps through targeted training opportunities and help create a better skilled, home
grown workforce. This would give Washington workers a clearer pathway to higher paying jobs, and
businesses a more direct connection to their talent pipeline.

Focus on Youth with Barriers to Employment. The Great Recession hit a generation of young workers
hard. And so far, the recovery does not appear to be correcting the problem. Labor force participation
for 16 to 19 year olds in Washington fell from 45.8 percent to 36.1 percent between 2007 and 2014.*
Those who lack a high school diploma are more likely to be unemployed, or drop out of the labor force
altogether, than high school graduates and those with higher education levels.

Focus on Individuals with Barriers to Employment

Technological advances and other resources create the opportunity to improve employment pathways
for all Washingtonians. Tapping the talents of the state’s entire workforce through these new tools
aligns with the business sector’s need for skilled workers from a wide range of backgrounds and abilities.

D. Talent and Prosperity for All - Organized Around Four Strategic Priorities

After many months of collaboration and consultation among Washington’s workforce development
program leaders and their teams, including more than 70 meetings and engaging more than 500 people,
the following key strategic priorities were adopted by the Workforce Board. These strategic priorities
are the organizing principles around which Washington’s workforce plan is structured:

1. Increased Business Engagement with a Clear Value Stream: Only 8 percent of Washington businesses
utilize the public workforce system.> This stark fact underscores the limited interaction between
businesses and workforce development service providers at all levels. Businesses need simple paths to
the workforce system and a better understanding of the benefits, whether it’s filling open positions with
qualified applicants from WorkSource or shaping training programs to ensure workers have industry-
specific skills. In addition, once businesses and industries are engaged—be it through sector strategies
or recruitment services—the workforce system must build and sustain these partnerships. The system’s
essential promise to these partnerships is streamlined and integrated services that are easy for an
employer to navigate and perceive value.

2. Workers Receive Integrated Services that Lead to Employment and Careers: Workers need to be
able to effectively find and navigate the workforce development pathway that is best for them. This
means Washington’s richly complex system must eliminate duplication, increase transparency, and

* Source: U.S. Bureau of Labor Statistics
> Source: U.S. States: For Richer, For Poorer? Winning the battle for talent and securing our standard of living,
Accenture report, Page 5: http://www.wtb.wa.gov/Documents/U.S.StatesRicherPoorerCombined.pdf




improve the customer experience. Services need to be designed and delivered with workers as the focal
point. In addition to acquiring skills and jobs that put them on the path to prosperity, workers should
also understand they have continuous access to the workforce development system throughout their
working lives. For sustained lifelong success, individuals will reengage in the workforce system
throughout their career and “Lifelong Learning” journey.

3. Technology and Accessibility: The use of technology to remove barriers for workers and enhance
their access to services is a “game changer.” Advances in telecommunications and technology
potentially allow for seamless, universal, and remote access to education, training, and other workforce
development services. Imagine the possibilities! This plan seeks to convert the best of these possibilities
into a reality. The Workforce Board is establishing a permanent advisory committee to support the
barrier removal work of local Workforce Development Councils. This plan embraces barrier removal and
universal accessibility of workforce development services—both physical and programmatic-- as core
priorities.

4. Next Generation Performance Accountability System: Washington has led the nation in developing a
rigorous system of performance accountability measures for state workforce development programs
under WIOA’s predecessor acts. Washington’s annual workforce program evaluation “Workforce
Training Results” shows whether participants of the state’s 12 largest workforce programs got jobs, how

much they earned, the skills they obtained, and if they were satisfied with their program, among other
measures. The Workforce Board’s Career Bridge website, home of the state’s Eligible Training Provider
List (ETPL), also provides performance results for thousands of education programs. The site, which
features over 6,300 Washington education programs, is used every day at WorkSource centers and in K-
12 classrooms, community-based organizations, and colleges around the state. Workforce Training
Results and Career Bridge shed light on workforce system performance for consumers, policymakers,
and administrators across numerous programs areas. Policymakers can determine what the program’s
return on investment was for taxpayers and for participants. However, a new generation of
performance indicators is needed to pursue continuous improvement in the more integrated workforce
system envisioned by this plan.

E. Key Commitments Braided Throughout the Plan

Based on extensive stakeholder input, Governor directives, and customer needs, the following
commitments underpin the Talent and Prosperity for All strategic plan:

Focus on Workers Facing Barriers: With the plan’s heightened emphasis on program alignment many
agencies and their stakeholders voiced concern that this would result in reduced services for their
clients. Each community urged that customers receive increased services, not less. These services need
to be provided in a manner that reflects their unique needs, ranging from one-on-one services for new
immigrants to early intervention for youth while still in middle and high school. The plan consistently



directs that priority populations receive the resources they require to be successful and that each
community is included in the goal of prosperity and success for everyone. This is a “universal” plan.

System-wide Partnerships: A culture of cooperation and partnership is needed to achieve positive
results in a complex workforce system. Aligning goals across all service providers and customers is
essential in building this culture of partnership. Through shared goals Washington can achieve the
seamless system envisioned in this plan. These goals include:

A. Deliver prosperity and success for the system’s key customers: workers and businesses.
B. Address strategically the economic needs of workers and businesses.
C. Ensure sustainable results.

Career Pathways: Career Pathways offer an efficient and customer-centered approach to workforce
development because they structure intentional connections among workers, employers and service
providers. (Insert live-link to DOL report) Aligning educational opportunities that lead to industry
recognized qualifications, skills, and academic credentials helps bring workers and employers into the
training system on the front end. In turn, this transforms businesses from” customers” into “partners
and co-investors” in the workforce system.

Interdependency of Government and Non-Profit Agencies: The mandates outlined in WIOA, the reality
of limited resources, and the volume of work to accomplish points toward strategic leveraging of all
available resources. Throughout the public input phase of developing this plan, members of the non-
profit community actively promoted the idea of even closer collaboration with government agencies,
including tribes. Interagency collaboration can foster increased business involvement, reduce
unnecessary duplication of effort, thereby saving valuable resources, while also reducing business and
worker fatigue in the process.

Continuous Improvement-Old Way of Doing Business is Not an Option: As the economy and population
continue to change, Washington’s workforce system must be nimble enough to adapt to new demands
and challenges. Timely, clear, and informative performance indicators will help guide strategic course
corrections and resource deployment. The Workforce Board, along with its partners, will continue to
measure the impact of services to customers and will create an oversight system capable of responding
as needed to ensure continued success and system improvements.

Professional Development: A highly skilled and talented staff has played a pivotal role in Washington’s
workforce system success. The changes outlined in this plan will require continued investment in staff
training and support across agencies and programs. To “manage the system to success,” front-line staff
and managers will need to be equipped to effectively respond to changing customers’ needs and
support the four key strategies outlined in the plan. Team members will require a broader and deeper
understanding of the services provided not just by their own organization, but by other partners
throughout the workforce system. Raising the bar on customer service will require thoughtful and
coordinated outreach to businesses and a tailored approach to providing education and training, and
wrap-around services, for workers.



Leveraging Existing Successes: Compelling stories of successful initiatives and programs are highlighted
in this plan, bringing to life strategic objectives and system goals. These proven successes, and others,
should be shared across the system. Too often, unique and successful pilot projects are abandoned due
to lack of funding or changes in administration. Encouraging information to be shared across the system
and regularly drawing attention to achievements will help partners replicate and build on successes.

A Plan Embraced by All-Inclusive Development Process: A key objective in developing and writing this
plan was to have every team member and their stakeholders endorse and embrace the plan. This
process has required time and engagement with numerous committees, task forces, public forums, and
an inclusive writing team. This plan strives to honor that participation.

F. Critical Steps to Successful Plan Implementation

A. Continued Focus on the Governor’s Direction: A culture of relentless alignment with Governor
Inslee’s directives and mandates for WIOA implementation, in particular a laser-sharp focus on the
needs of businesses and jobseekers.

B. An Operational Plan Embraced by Partners: The ability to put the principles of this strategic plan into
day-to-day program practices to better serve our combined range of customers.

C. Leadership and Sustained Commitment: Leadership at every level to stay the course when necessary
and adjust the sails when needed and the ability to make the right choice driven by the need to see
prosperity and success for everyone.



Streamlining Customer Service

Through an Integrated Service Delivery
Model

Streamlined Integrated Service Delivery Model--DRAFT

The federal workforce development act, WIOA, envisions a streamlined, demand-driven, and
business-informed system that can support the education, training, and workforce needs of a

diverse population of jobseekers and workers, Serving everyone seamlessly

including those most in need. Businesses, jobseekers,

entrepreneurs, and Washington’s workforce system The system’s goal is to provide

partners benefit from an integrated service delivery every customer with education,

model that brings together the expertise of partners employability skills, work

skilled in serving all customer communities. experience, and credentials
needed to move into sustained

In many ways, streamlining the delivery system is the employment and economic self-

first step in helping all of the state’s workers gain a sufficiency, and receive the

foothold in Washington’s economic recovery. Finding wraparound services needed to

more efficient and successful ways to engage pursue his or her career pathway.

customers will help businesses fully tap the talent

pipeline. The diverse populations served by the state’s workforce system include unemployed
or underemployed people, those seeking additional education to advance their careers, highly
skilled workers who have lost their jobs, and those facing language barriers, poverty, and the
hiring stigma that comes with previous incarceration. Some populations will require multiple
resources, while others may pass through the system with minimal support. The state’s
economy benefits when the entire workforce is engaged in productive, meaningful
employment. And the state’s business community is more competitive and prosperous as a
result.

So what does “Integrated Service Delivery” mean? Overall, it’'s a model where customers can
access the state’s workforce system, at any level, and are able to obtain the appropriate mix of
services to put them on a pathway to economic self-sufficiency. With this model, customers
connect to the system immediately through a common intake process. They meet, or are
connected technologically, with someone with a broad knowledge of the available education,
training, and support services and who can help them navigate these choices. These trained



system navigators ensure customers have a roadmap to economic self-sufficiency, including
facilitated “hand-offs” to relevant service providers.

Greater Flexibility and Follow Up

Integrated service delivery also offers greater flexibility and a better fit for people who may
need skill-specific training or other intensive services right from the start, rather than moving
more deliberately through a predetermined, sequence of steps. Some customers also benefit
from enrolling in one or more services at the same time. Finally, integrated service delivery
features follow-up coaching, where needed, to help each person succeed in preparing for a job,
obtaining a job, and keeping a job.

An integrated delivery model requires agency and community partners to quickly identify
needs, then match resources to meet those needs. Increased collaboration and coordination
among system partners ensures that the best of what the system has to offer comes forward
with a minimum of duplication. This model should also be viewed as a flexible, interconnected
set of services tailored to each customer. Under this delivery model, customers receive a range
of services via various providers and funding streams that may be braided together to meet
their specific needs.

The career pathway approach connects levels of education, training, counseling, support
services, and credentials for specific occupations in a way that optimizes continuous progress
towards the education, employment, and career goals of individuals of all ages, abilities, and
needs. Career pathways fully engage businesses to help meet their workforce needs. In turn,
customers are encouraged to choose among a full range of education and work-based learning
opportunities that allows them to earn marketable credentials. Ultimately, the goal is to
connect the customer to a career pathway that taps their talents and leads to long-term
economic security.

Streamlining Intake and Triage

A critical goal of integrated service delivery is to provide customers a streamlined intake
process that quickly connects them to relevant services and subsequent wrap-around support,
customized to their specific needs. This requires staff to move beyond being experts in the
programs they administer and thinking holistically about customers, their goals, and their skill-
sets when they enter the system. The approach to the customer should be asset-based,
focusing first on the strengths and positive experiences that the customer brings, and helping
the individual build on those assets.



Streamlining customer intake means taking targeted information from a participant on day one
to place them in a program, or mixture of programs, that will—at a minimum—meet their
immediate needs. New participants, particularly individuals with barriers to employment,
should experience connection and the feeling of momentum or forward movement beginning
on the first day. Finding the right program fit can occur in subsequent visits, but the customer
should not be bombarded with duplicative requests for information or skills assessments. Staff
must be “Navigators” who help people design individual career pathways and then assist them
in finding an economically self-sustaining route forward.

Under this service model, participants may be enrolled immediately to receive Title Ill Wagner-
Peyser services and triage support to advance them to the best program that suits their specific
needs. This model also allows for seamless entry for participants in WIOA programs and other
social service programs that have completed intake processes with other partners prior to entry
into the workforce system. This allows the service provider to gather baseline information
during the intake process. Partners will need to work together differently, including at points of
transition (hand-offs) between organizations, the points of co-servicing (participant receiving
multiple services from multiple organizations at the same time), and in the way they manage
funding and services braided across organizations.

Professional Development

An integrated service delivery model requires a system-wide emphasis on professional
development and cross-training for both leadership and front-line staff. Professional
development is a foundational element of system accessibility that cuts across all programs and
strategies. Training should include: outreach; the intake and triage process; customer choice;
coaching and navigation; asset-based programming; and broad and basic knowledge of
workforce education and training programs. Key skills for frontline staff will include cultural
competency, technical fluency, and command of motivational interviewing techniques. These
core skills will significantly improve outcomes by better connecting customers to the workforce
system. Training will ensure staff is able to serve a diverse population who experience a wide
range of barriers to employment and require an array of integrated services to be successful
along their career pathways.

Cross-training. The first requirement for front-line service staff at all intake points is to be
knowledgeable of the programs and services available across the system. Staff will also need to
contact and seek additional information from each service provider to ensure clients receive
the most accurate information. To that end, it’s critical that staff receive ongoing orientation
(even cross-training) about the programs and services available to customers across the system.



Customer Choice and Asset-based Programming. This customer-centric model honors the
assets and interests of customers at every stage of service delivery. The model recognizes the
needs and interests of customers may change as they engage in services, learn more about
their abilities and aptitudes, and consider new career options. Customers help shape their
service plans to achieve desired outcomes, with periodic check-ins and adjustments to ensure
their plans continue to be both appropriate and effective.

Model Components

Intake. Ideally, the first interview will: evaluate the individual’s immediate needs and career
interests; compile education and job history; gather information on barriers to employment
and ability to access education and training, and screen for eligibility for services, funding and
other resources. When possible, the intake interview will also include working with the
customer to identify potential effective learning modalities (learning styles, modes of
instruction and training) or successful prior learning experiences.

Triage and Follow-up. Based on intake information, the navigator will evaluate a customer’s
need for support services, readiness to pursue education, training, employment (or a
combination), and make appropriate referrals. The navigator will follow up with the participant
or referral site to ensure smooth transition, or to redirect the customer if needed.

Assessment. Customers may enter career pathway programs at a level that makes sense for
them, depending on their career readiness, while also taking advantage of multiple entry and
exit points as they develop new skills. Assessment may vary, and can include standardized tests,
criterion referencing, personal interviews, hands-on skill trials, and portfolios. Assessments
should be tied to a credentialing process recognized by a targeted industry. The state approved
basic skills assessment Comprehensive Adult Student Assessment System (CASAS) aligns with
the state’s community and technical college system and many other service providers. This
saves customers time and potential frustration that come with multiple tests. With CASAS,
customers complete only one assessment before they begin basic skills training. A key piece of
this assessment is determining whether an individual faces barriers to employment, and then
identifying the services needed to reduce or eliminate those barriers.

Career and Education Exploration and Guidance. All customers, but especially those with little
or no work experience, need sufficient information to make informed career decisions and
education choices. By fully exploring their career and education options, customers are able to
choose a career pathway based on their interests, needs, and capabilities. Career pathway



exploration should include timely information about a wide range of occupations and whether
they’re in demand by local industry, connections to apprenticeship programs, and
encouragement to consider non-traditional occupations for both women and men.

Customer Pathway and Outcome Plan. Every customer will work with staff to develop a plan
with clear and measureable outcomes. Staff will facilitate conversations with customers to
better understand their immediate needs, interests, passions, assets and current capabilities
and experience, and career goals. Staff will then help customers develop education and career
pathways and outcome plans, and provide necessary information and guidance along the way.
These plans are considered “living documents,” subject to change as customers learn more
about new career and education options and discover new areas of interest and capacity.

Customer Navigation & Case Management. Navigators provide guidance and mentoring to
help customers who are often unfamiliar with the workforce system. For many, individual
support is key to achieving success. Eventually, with navigation support and positive
engagement in programs, customers are able to learn self-advocacy and problem-solving skills.
This service model encourages single points of contact whenever possible, to eliminate the
difficulties of transition from service to service. All WorkSource career center sites and affiliates
will provide system navigation services.

For individuals with barriers to employment, or any customers who need more support, career
counseling and case management should be provided as they move through each stage of a
program. Career counselors not only help with career and life choices, they assist customers
during tough, transition points, increasing the likelihood of success. At a minimum, the career
counselor/case manager provides stability and continuity, while offering encouragement and
acknowledging successes. Ideally, customers should not be assigned more than one case
manager. However, if necessary, case managers will work as a team to streamline and expedite
services.

Support Services. A counselor/case manager can help customers overcome employment
barriers by connecting them with needed support services. For many customers, career
pathway success is directly linked to their ability to overcome significant barriers. A variety of
social, medical, behavioral, economic, and other support services can help individuals overcome
employment obstacles. These services, in tandem with occupational skill development and
other career pathway components, enable individuals with barriers to land a job, and keep a
job.



Integrated Basic Education and Skills Training (I-BEST). Day-to-day living calls for literacy and
numeracy skills, as do careers. Basic skills are needed across all occupations, both in landing a
job and progressing within a career. Basic skills are also required for more advanced career-
specific education and training. Evidence shows that II-BEST education, pioneered by
Washington’s community and technical college system, improves and accelerates the
attainment of important learning outcomes. This model, which blends basic skills training with
occupational training, has been replicated and expanded in several other states.

(Contextualized) English Language Acquisition. English proficiency, including speaking, reading,
writing, math, listening, and solving problems in technology-rich environments are required to
enter and progress within most occupations. Because evidence clearly indicates that
contextualized English Language Acquisition improves and accelerates the attainment of
desired learning outcomes, this is considered an optimal instruction method.

Work Readiness Instruction and Assessment. Work readiness measures an individual’s
preparedness for getting a job and keeping a job. With work readiness training, customers learn
about the structure and culture of the workplace, and about what makes a valuable
employee—beyond job-specific skills. Topics typically include communication skills, decision-
making and problem-solving, team building and teamwork, following instructions, healthy
relationships with authority figures, leadership skills, personal growth, stress management,
health and hygiene, and dealing with difficult people and situations. Customers should be able
to show through their attitude and behavior that they understand these concepts, rather than
simply scoring well on a standardized test. Work readiness is best taught when embedded in an
education or training program, not as a stand-alone component.

Development of Knowledge, Skills, and Abilities for Job Entry. Skill development in this model
refers not just to those skills needed to enter the field, but building skills that allow individuals
to advance within the field. Wherever possible, skill development activities should be
integrated with work and may include project-based learning in the classroom, online
coursework, industry guest lecturers, or direct workplace experience, including job shadows,
mentorships, internships (paid or unpaid), clinicals, cooperative learning models, and
apprenticeships. Paid work experience or earn-and-learn models are optimal, but
understandably the most difficult to achieve and sustain. Where possible, industry credentials
should be integrated into job-entry programs, demonstrating competencies and reducing hiring
costs for business partners. Skill development activities should be appropriate to the learning
styles, interests and capabilities of each customer. Early intake and assessments will help
determine the appropriate pathway and point of entry for each customer.



Skills Upgrading for Occupational Advancement. Skills upgrading refers to development of
skills beyond entry-level (first employment during program participation). Skills upgrading
should be tied to an industry-recognized credential, whenever possible. Industry credentials
should include college credits so customers can more readily add and build on their education
to help them move up the career ladder.

Business Engagement, Job Development, and Placement. Successfully connecting customers
with jobs requires working with businesses to determine which jobs are currently available, or
projected to become available, along with the skill requirements for these jobs. Engaging
businesses and sharing labor market data will better inform curriculum development, support
work-integrated activities, enhance program offerings, and assist in evaluating the effectiveness
of the program in meeting industry need. Staff responsible for job development and placement,
and faculty responsible for curriculum development and delivery, will need to work closely with
industry representatives to ensure skill development curriculum and materials are directly
applicable to the workplace, and that participants are adequately prepared to meet the needs
of business once on the job. This is an ongoing, fluid process. Curriculum may need to be
modified or enhanced as new jobs become available or if participants are unable to perform
effectively on the job.

Post-Job Placement Support for the Participant and Employer. Landing a job is often just the
first step for customers, even if they have benefited from effective pre-placement services.
Once on the job they may struggle with child or elder care, transportation, interpersonal issues,
family difficulties, medical needs, basic skills development, and court involvement. Or, an
individual may require additional skill development in specific areas to improve job
performance or to keep pace with industry changes. Support services for program participants
and the businesses who hire them may involve: periodic contact, information and referral for
necessary services, and, when necessary, advocacy for the individual on the job.

Workforce System Should be Resource to Educators and Business

Ultimately, the workforce system should serve as a go-to resource for both industry and
educators by supplying both with timely information about labor market trends, wage
expectations, training opportunities for new and existing workers, and retention strategies. See
Chapter # for more about Business Engagement.

Replication of Promising Practices
Adopting a streamlined customer service and an integrated services delivery model does not
mean that Washington must reinvent the wheel. In many instances, the state leads the nation



in education and training programs, in performance accountability, and in service delivery. As
this plan has been developed, program partners and stakeholders have identified many
examples where this is evident.

The following list is a compilation of partner programs with a brief description of the services
that may become a resource in this integrated service delivery:

e Labor—Management Committees are formed during major closures and facilitate
coordination between labor and business representatives, the workforce system and
community partners. These committees are often the platform for pursuing Trade
Adjustment Assistance, National Emergency Grants or other forms of funding to assist
transition.

e Peer Outreach contracts place workers from an affected group, during closure, on-site in
WorkSource offices to offer support and ease the transition to training, job search and/or
relocation activities, as appropriate. These individuals offer the emotional and motivational
support necessary to assist a community in recovery from a major layoff event.

e Transition Centers serving specific workgroups offer a tailored space to serve large
impacted workgroups. Based on individual circumstances, these centers may be
implemented within a One-Stop office or nearby location. (An example is the Simpson
Lumber Mill closure in 2015. Through a Labor-Management Committee, the company was
certified for Trade Adjustment Assistance and two Peer Outreach Workers were funded to
staff a Transition Center, alongside workforce system partners, in the office space next door
to the Shelton WorkSource Center.) These techniques are most often implemented when
workers are represented by a union, but can be replicated more broadly as a promising
practice in an Integrated Service Delivery model.

e Centers of Excellence are flagship institutions located at Washington’s community and
technical colleges that focus on a targeted industry and are built upon a reputation for fast,
flexible, quality education and training programs. (A targeted industry is identified as one
that is strategic to the economic growth of a region or state.) Centers are guided by industry
representatives to lead collaborative and coordinated statewide education and training
efforts to build a competitive workforce in a global economy.

e Bachelors in Applied Science degrees create expanded opportunities for both students and
businesses by providing the upper-division coursework at community and technical colleges
in an applied field. These degrees, many of them online and tailored to working adults, build
upon professional-technical associate degrees.

e Professional Technical I-BEST co-enrolls students in adult basic education and college
credit-bearing career pathways that lead to living wage jobs. I-BEST accelerates students
down their career pathway, by contextualizing and team teaching the language, math, and



other foundational skills needed to succeed in their professional-technical program. |I-BEST
students are nine times more likely to earn a workforce credential than students in
traditional basic education programs.

Industry DACUM is a process, facilitated by a Center of Excellence or community college,
that incorporates the use of a business or industry focus group to capture the major duties
and related tasks included in an occupation, as well as the necessary knowledge, skills, and
traits. This cost-effective method provides a quick and thorough analysis of any job.
Industry Skill Panels are public/private partnerships of business, labor, and education
working together to improve the skills of workers in industries vital to Washington’s
economy. Washington has worked with Industry Skill Panels since 2000.

Workforce Program Review is a community college review of a vocational education
program’s intent and objectives. Industry representatives participate on evaluations teams
that look at: program accomplishments, student performance standards compared to the
needs of industry, facility adequacy as a training site, quantity and quality of graduates, and
job placements. This review team then makes recommendations for any identified program
improvements or innovations.

Community and Technical College Workforce Program Advisory Boards are long standing,
with private sector business and labor representatives serving as advisors to the college
programs, providing: advocacy, curriculum recommendations, and support for quality
professional-technical education programs.

Industry showcases are regular events that highlight how industry skills are put to use in
the work world. They serve as an example of how community and technical colleges are
responsive to the changing needs of businesses.

Professional Technical Expansion I-BEST allows students to move further and faster down
their career pathway by putting English and math courses in context, as needed for longer-
term certificate and degree programs. This allows students to skip developmental education
and earn their college or terminal-level English and math credits through contextualization
and team teaching.

Academic I-BEST co-enrolls students in adult basic education and Direct Transfer
Agreement (DTA) courses for students intending to earn a transfer degree. Through
Academic I-BEST, adult education students can accelerate their progress down a transfer
career pathway and reduce or eliminate time spent in developmental education.

I-BEST at Work is based upon a partnership between a community college or community-
based organization, and an employer, in which the college or organization provides a basic
skills instructor who team-teaches with a representative from the employer. It is part of the
comprehensive I-BEST Pathway, designed to accelerate basic skills students within the
context of work for incumbent workers.



e HS 21+ allows students 21 and older to attain a competency-based high school diploma. The
program awards credit for prior learning, military training, and work experience.

e |-DEA Integrated Digital English Acceleration is an on-ramp to I-BEST that is in collaboration
with the Gates Foundation and provides the lowest level ESL students with a laptop
computer with half of the instruction online with 24/7 access to learning.

Summary and Goals

In conclusion, a truly integrated service delivery system holds promise for Washington’s
workforce by helping people reach their goals no matter their barriers, their background, or
where they entered the system. The following goals will help move Washington’s system
forward:

1. Increase the number of designated navigators available within the One-Stop system.
Develop an intake process that eliminates redundant assessments and streamlines customer
experience.

3. Increase the number of participants, including those with barriers, who have defined career
pathways and have gained portable skills, received industry recognized credentials, and/or
earned college credits.
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Increase Business Engagement with a
Clear Value Stream

When Washington’s workforce system effectively engages with business, it’s a win-win situation for
workers, and for employers. By working closely with firms to determine their talent challenges and by
implementing effective solutions, the workforce system helps both businesses and workers prosper.

The Workforce Innovation and Opportunity Act (WIOA) Better access, better engagement
places a greater emphasis than its predecessor act on By providing businesses with easier
engaging business in the development of workforce access to the workforce system and
solutions, and, in fact, identifies business as a primary clearer understanding of the benefits
customer of the workforce system. Yet for the system to of working together, Washington can

realize the full potential of business engagement, it must move business engagement to the next

go beyond thinking of employers as merely customers. lexi

Businesses must be partners with the system. After all,
businesses know what they need, and the skills that they lack. They can help identify, create, and
implement effective workforce solutions. By providing businesses with easier access to the workforce
system and a clearer understanding of the benefits of working together, Washington can move business
engagement to the next level.

Already, Washington is known as a leader in business engagement. The state piloted Industry Skill Panels
and was an early adopter and leader in the implementation of sector strategies and career pathways.
Washington has also invested in Skill Centers, which provide career-focused education to high school
students. These centers routinely partner with local employers to give students the skills to be
successful in the local job market and advance in their education and training. Centers of Excellence,
housed within the state’s community and technical college system, provide fast, flexible, quality
education and training programs that respond directly to the needs of industry. Recently, Governor
Inslee appointed industry sector leads to better support the growth of critical industry sectors. Today,
Washington has the opportunity to take this work to the next level and lead the country as a recognized
innovator in the arena of business engagement.

What Better Engagement Can Mean for Business

According to a 2014 Accenture report, employers cannot find the talent they need. In this report, just “18

percent of employers reported sufficient access to needed skills.” Businesses felt the workforce system
should better address:
e The need to skill up workers and job seekers to keep up with rapid changes in technology.



e Skill and/or labor shortages and the increasing skill requirements of many jobs.
e Talent retention assistance.

e Increasing workforce diversity.

e The challenges of an aging workforce.

e The greater demand for flexibility within the workforce.

e Ways to deal with the impact of personal life on work.

The opportunity for innovation is ripe. There are many tools available for addressing the need, including
work-based learning (on-the-job training, incumbent worker training, apprenticeship, etc.) where the
public system and business share in the cost of developing an employee. Partnerships with workforce
development and human services programs can increase diversity in the hiring pool and support
diversity in the workplace. If employers are willing to partner with the workforce system, expend
energy, and, in some cases, devote resources, they can leverage their investment to create sustainable
solutions to their workforce challenges.

What Better Business Engagement Means for the Workforce System

An emphasis on business engagement creates the risk of more activity—more surveys, more meetings,
more outreach—but not necessarily more engagement. While many businesses do not know about all of
the workforce system programs and services that could benefit them, more outreach does not
necessarily lead to more employers using the workforce system.

According to a recent National Governors Association (NGA) report, “The U.S. workforce system is often

criticized as a sum of disconnected parts, with worker training poorly matched to industry demand, a
lack of focus on industries that are the most important to local economies, and duplicative business
outreach and workforce training services.” Outreach alone will not fix these issues.

Successful business engagement is about better understanding the value the workforce system can offer
business and delivering that value by:
1. Aligning and coordinating “disconnected parts” across the system to provide workforce
solutions.
2. Enlisting business as a partner in the identification, development, implementation of and
investment in workforce solutions.
3. Making services and products more transparent, accessible, and user-friendly.

By finding more effective ways of working together, leveraging limited resources, and addressing long-
term issues, the workforce system can help employers achieve stronger results, forging a more
sustainable and mutually beneficial alliance.



Effective business engagement is a system function, rather than a programmatic one. Each system
partner comes with specific resources to develop, educate, and train the workforce in the region, and a
mandate to better engage business in doing so. When each program works in isolation to create
businesses services, increase contact with businesses, or solicit business input, the end result is a
patchwork approach where some businesses are asked the same questions over and over, and others
are left completely out of the conversation. Creating an aligned and coordinated approach that
orchestrates the full strength of the system increases its efficiency and the likelihood that employers will
realize value from the system.

To achieve this innovation, Washington’s workforce system must shift its focus when working with
businesses from the promotion and administration of programs, and management of services, to a more
strategic role of building regional talent pipelines, addressing skill gaps, and creating meaningful
education and career pathways for a range of workers in key regional industries.

Recently, a staff person at a WorkSource center described the transition as moving from inventory
control to business solutions. In inventory control mode, staff thinks in terms of how many jobs a
company has open and how many job seekers the program has available or could quickly train to apply
for these jobs. In the business solution model, staff move from focusing on this “inventory” of specific
services and programs to helping businesses access system resources and services based on their needs.

See Chapter # “Streamlining Customer Service Through an Integrated Delivery Service Delivery Model”
for more details on this key strategy.

What better way to demonstrate value and responsiveness to customers than to engage them as equal
partners in the design and creation of the products and services they will consume. Sector strategies and
career pathways are proven mechanisms for forging these relationships.

Sector strategies are the most widely used approach to engage businesses throughout the U.S.,
according to the National Governors Association (NGA). NGA finds that “a growing body of evidence
demonstrates their effectiveness for employers and workers.” Sector strategies are regional
partnerships of employers in one industry that bring together government, education, training,
economic development, labor, and community organizations to focus on the workforce and other needs
of their industry. At the state level, they are policies and investments that support regional sectors.
WIOA sets the expectation for the workforce system to implement sector strategies as part of regional
plans.

Fortunately, Washington’s workforce system is a recognized a leader in the implementation of sector
strategies. The state needs to capitalize on this strength and move beyond sector strategies to sector
partnerships. Sector partnerships shift employers from being customers of the workforce system to



active participants in the designing and creating of workforce solutions—forming business-to-business
partnerships within each industry sector that set the agenda and course for resolving industry-wide
workforce needs.

In addressing industry sector workforce issues, system partners have the components of the solutions
packaged together to create a customized solution. This may include incumbent worker training that
moves current workers into higher demand fields, paired with recruitment strategies to backfill the
entry-level opportunities that open up as a result. Employer engagement may lead to more work-based
learning opportunities where the company makes it easier for its workers to elevate their skills in
workplace settings. The key is to leverage the investment and resources of all partners toward a
common goal. Rather than competing for the attention of businesses, the workforce system braids
together the resources of the public, philanthropic, and private sectors to create new solutions to ever-
changing business challenges.

A Sector Partnership Framework is included in Appendix X to support the transition to sector
partnerships. The framework provides a common set of principles, definitions, processes and criteria
and creates the expectation that regional and state sector leads will coordinate and leverage each
other’s work. Regional level workforce development professionals from different agencies and
organizations will develop a common language regarding the implementation of sector partnerships,
sharing promising practices and lessons learned.

The framework also provides a vehicle to identify the training needs of system partner staff to support
sector partnerships. By using the framework to report on the status of sector activities, policy makers,
business stakeholders and workforce system partners will all have a better understanding of the impact
of sector partnerships. Most importantly, the framework lays the groundwork for fully engaging
business as a partner in workforce solutions.

Career Pathways form a transit system for careers. They map out the various routes one can take
through his or her working life. They serve as a recruitment and retention tool for industry sectors,
clearly conveying the career pathways within the industry to incumbent and potential employees.
Businesses identify the career progression within occupations they need to prosper. The education
system, with continued consultation with employers, organizes training in a manner where job seekers
can access the right amount of education and training to fulfill those job requirements as well as move
up the career ladder throughout their lives.

Career pathways are most effective when they are highly informed by businesses in a regional economy
and when they are supported by system partners. These pathways can offer a mechanism for those with
barriers to employment to move more efficiently into jobs. The workforce development partners can
identify potential participants and provide the support services for these job seekers to succeed in their
education and training. Business input can help the education system better tailor curriculum based on
regional industry needs and to update the curriculum based on industry trends.



Making workforce services and products more transparent, accessible and user-friendly.

Businesses often describe difficulty deciphering the vast array of programs and services available within
the system. The program-by-program approach to developing business services has resulted in a
plethora of program specific solutions. If the workforce system is to better engage business, it must
demystify, align, and simplify access to this array of resources and services. There are a number of
approaches to address this challenge.

Identify/invest in business navigators. The fact that navigators are needed to help businesses access
services is a strong indication of the complexity of the workforce development system. For example, a
business wanting to support the growth of a young, inexperienced job seeker may be offered on-the-job
training support by one partner, an internship by another, a work experience, job shadow or assistance
setting up an apprenticeship program by others and so on. The workforce “solution” may have more to
do with which program is contacted rather than which approach would best fit.

Business navigators must be sufficiently cross-trained in business programs and services that they are
able to help companies identify useful services, regardless of which system partner provides these
services. Navigators can also help tailor a package of services to meet the specific needs of the
employer.

Speak the language of business. Even within the workforce system, programs have their own languages
built around their authorizing legislation, regulations, and cultures. Translating workforce development
products and services into a common language that resonates with business will serve the dual purpose
of creating a stronger partnership among workforce system partners while improving the relationship
with businesses.

Create a common brand. The difference between on-the-job training, internships, job shadows, work
experiences, apprenticeships, and other workforce activities revolve around who offers the programs,
and the specific rules and regulations related to them. All are approaches where jobseekers actively
build their knowledge and skills in hopes of meeting business needs. This is just one example where a
common brand and a clear, plain English menu of options could better support business engagement.
Developing a brand based on the way businesses access the system rather than the programs in the
system, will allow for services and resources to be grouped in a way that creates greater transparency.

More Work-and-Learn Opportunities. While there are many services available to businesses through
the workforce system, there are also critical service gaps which can hinder business competitiveness.
Many gaps relate to services that have great potential to provide work-and-learn opportunities, like
apprenticeship, on-the-job training, and incumbent worker training. Work-and-learn opportunities are a
win-win-win for the job seeker/worker, the business, and the workforce system. Job seekers collect a
pay check while in training and businesses are able to defray payroll costs, while helping a worker gain
valuable skills. Work-and-learn solutions increase the likelihood the training is relevant and results in
better labor market outcomes for the trainee.



Champion employer needs to the benefit of job seekers. Effective business engagement should result
in better outcomes for job seekers. However, this connection requires a focused effort. Translating labor
market data into something staff who serve job seekers can use and reporting on the results of business
engagement efforts to all workforce system staff starts to build the bridge between staff who serve
businesses and those who serve job seekers. Training all staff on targeted industries and demand
occupations and displaying investment by industry will help staff see the value inherent in business
engagement. Adopting business assessment methods to better match potential workers and employers
and developing customized recruitments are other examples of how business needs can be championed
within the workforce system for the benefit of job seekers.

Train Staff. Relatively few staff in the workforce system come to their roles with strong experience in
engaging business. Marketing of programs and services often substitutes for true business engagement.
The state must invest in professional development if it is to realize the full opportunity inherent in
effective business engagement. Developing a set of indicators that help staff know if they are on track is
also useful. The sector partnership framework will help Workforce Development Councils, the
Workforce Board and workforce system partners identify and target staff training.

WIOA states that Workforce Development Councils (WDCs) are responsible for assuring the public
workforce system is meeting the needs of businesses, workers, and job seekers within economic
regions. WIOA requires WDCs to lead business engagement by convening the workforce system and
other partners to develop a plan that aligns and coordinates business engagement strategies and
resources across the workforce system in support of regional economies.

WDCs have many options for exercising their leadership responsibility. At a minimum, these include
serving as the actual leader for specific efforts like sector partnerships; assessing the inventory of
business engagement opportunities, both in terms of quantity and quality; convening, organizing,
coordinating, facilitating, and supporting the efforts of workforce partners to create an aligned approach
to business engagement; and/or creating partnerships with effective intermediaries who already have
the trust of the business community. While any workforce system partner may potentially lead a
business solution or provide services to businesses, all are expected to support WDCs in the
development and implementation of aligned and effective regional business engagement strategies. The
WDC(s) must work with their partners to identify the approach taken within a region and for workforce
system partners at the state and regional level to collaborate with the chosen approach. Workforce

system partners in this approach include, but are not limited to:

Workforce System Partner Services

Title | Youth, Adult and Dislocated Workforce development workshops, assessment and
Worker programs (Various state and career guidance, resources for worker training, on-the-job
local service providers) training, support services.




Title Il Adult Literacy (Community and
Technical Colleges)

Adult basic skills training, English as a Second Language
training, GED

Title lll Wagner-Peyser (Employment
Security Department)

Job seeker assessment, job matching and other business
services. Labor Market Information

Title IV Vocational Rehabilitation
(Division of Vocational Rehabilitation
and Department of Service for the Blind)

Training, retraining of individuals with disabilities,
identification and support for the implementation of
assistive technologies for job seekers and businesses, job
placement, job development

Temporary Assistance for Needy
Families

Assessment, case management, job placement, job
development

SNAP

Food stamps, assessment, job training

Higher Education (Community and
Technical Colleges, Four-year Colleges
and Universities)

Education and training, customized training, incumbent
worker training, certification, education and career
counseling

The specific mechanism for managing business engagement is far less important than selecting and
implementing a unified approach. Once a mechanism is established, WDCs and workforce system
partners must work together to implement it. This includes organizing, targeting, and assigning
representatives to the market, setting protocols for contact and services, adopting an integrated plan,
maintaining a shared customer base, connecting job seeker staff to the process, seeking alignment with
business demand, and reporting and evaluating progress.

Summary and Goals

In conclusion, better engagement between Washington’s workforce system and businesses will help
solve talent challenges and lead to effective solutions that ensure both businesses and workers prosper.

1. Establish a baseline and increase the number of businesses utilizing the workforce system.
Establish a baseline and increase the number and percentage of businesses reporting satisfaction
with the services they receive via the workforce system by 5 percent each year.

3. Have at least one sector partnership in development in each workforce region. Use the Sector
Partnership Framework to show progress over time.

4. Increase resources for work-and-learn opportunities, including on-the-job training and
apprenticeship, internships, job shadows, but especially, incumbent worker training.

5. Increase the amount of work-based training, including incumbent worker training, on-the-job
training and apprenticeship, job shadows, internships.

6. Train at least 30 percent of the workforce system on the implementation of sector partnerships.



Technology and Accessibility

Advances in technology hold the promise of remote and universal access to the state’s workforce
system. Tapping this technology is a key strategic priority over the next 10 years, and will help more
Washington residents, including those with barriers, access a wide

range of education, training, and support services. Every Harnessing a powerful tool

Washington worker should have the opportunity to progress alonga | Technology is a powerful tool that

clearly defined and guided career pathway that leads to economic the Washington workforce

self-sufficiency. The use of technology to remove barriers for system can wield to reduce

workers and enhance their access to services is a “game changer.” obstacles to access. However, it’s
clear that it will not solve all

As WIOA planning committees began to focus on the potential for accessibility issues.

technology to tear down barriers to workforce system access, it

became equally clear that advances in technology—or the way it is applied throughout the system—will
not solve all accessibility issues. Executing universal accessibility to Washington’s workforce system will
require a concerted, long-term effort from all partners, and a willingness to adapt and refine service
delivery strategies to meet customer needs. This collective commitment to leveraged resources is
essential if all Washington workers are to benefit from an improving economy.

Universal access across the workforce system: Fundamental to the Workforce Board'’s vision for the
workforce system is the concept of universal accessibility: Washington’s workforce system must be
prepared and able to serve jobseekers from all kinds of backgrounds, who face a variety of barriers.
Universal accessibility encompasses both physical accessibility of all facilities, as well as programmatic
accessibility—taking into account customers’ particular access needs. Integration of service delivery and
better coordination among workforce system partners will allow services and delivery approaches to be
customized to particular access needs.

Identifying and Removing Barriers to Workforce Development Services: The Workforce Board, WIOA
Steering Committee, and its task forces all embraced the new federal workforce act as a chance to
improve service delivery and remove barriers to access for all individuals with barriers to employment,
not just those populations covered by the Americans with Disabilities Act. While developing
recommendations on accessibility, the Workforce Board engaged stakeholders, staff, and policy experts
representing a wide range of the 14 populations designated as “barrier populations” under WIOA:

Displaced Homemakers Youth in, or formerly in, Foster Care
Low-Income Individuals English Language Learners
Native Americans, Alaska Natives, and Hawaiians Migrant/Seasonal Farmworkers
Individuals with Disabilities Individuals within Two Years of Exhausted TANF
Eligibility
Older Individuals Single Parents/Pregnant Women
Ex-Offenders Long-Term Unemployed




Homeless Individuals Veterans

“Other Groups” Designated by the Governor

The WIOA Steering Committee charged a task force early in its planning process to look specifically at
how technology could be used to remove barriers to access for individuals with disabilities, which
quickly expanded in scope to consider all strategies to remove barriers to access for all barrier
populations. This Technology and Accessibility Task Force took the lead in identifying common barriers
faced by each population in the workforce system today and proposing strategies for each barrier. The
System Barriers Map in Appendix X presents an overview of the system barriers identified by the task
force. Some of the more common barriers faced by many vulnerable population groups include:

e lack of recent work experience.

e Difficulties with transportation, housing, or childcare.

e lack of appropriate wardrobe.

e |nability to access necessary language translation services or accessibility devices.
e lack of financial and educational literacy.

WIOA has provided new energy across Washington’s workforce system to address and remove barriers
to access so that a greater number of Washingtonians will be able to connect with a career pathway and
a living-wage job.

Technology is a Powerful Tool to Remove Barriers: Advances in personal computing and
telecommunications technology have made the Internet and instantaneous person-to-person
connectivity a feature of our daily lives. WIOA acknowledges these improvements by opening the door
I”

to “virtua
table.

service delivery—bringing the services each participant needs to their doorstep, or kitchen

Recognizing that barrier removal is a project that requires sustained effort over time, the Workforce
Board is establishing its first standing advisory committee to lead a statewide effort on removing
barriers to access throughout the system. The standing advisory committee, described below, will work
with local advisory committees on accessibility issues, starting an ongoing conversation between local
workforce development system practitioners and state-level policymakers designed to identify and
address problematic access barriers.

The strategies that follow were developed in consultation with the Task Force on Technology and
Accessibility in the workforce development system, which was convened by the WIOA Steering
Committee. The first three recommended strategies embrace technology to achieve a more accessible
workforce development system. The final recommendation is designed to address system barriers of
any nature, including barriers that cannot be addressed solely through technology.




Strategies to Improve Access for All

Technology as a Barrier Removal Tool

Universal Wireless at Comprehensive One-Stops: Only a decade ago, access to the Internet was
confined to a desktop-based personal computer at home, school, the office, or a library. Today, wireless
Internet is available in restaurants, theaters, coffee shops and even at 30,000 feet in an airline seat.
Smartphones are becoming more and more common, bringing Internet connectivity to the palms of our
hands. However, not all of the workforce development system’s customers are connected—and many
will require training on the baseline technological skills needed to be competitive in today’s labor
market.

Expanding wireless Internet connectivity at one-stop centers could pay off particularly for the blind and
low-vision community. One local area in Washington is piloting a “paperless” one-stop experience
facilitated by universal wireless access at its WorkSource center. All education and training materials,
pamphlets, and documents are digitized in a standard format and stored online. Staff at the WorkSource
center receives periodic training on how to digitize materials. People who are blind or low-vision visiting
a one-stop for services are able to navigate to those digitally-archived materials using their own
accessibility devices.

Virtual Service Delivery: Because of WIOA, education and training services are no longer required to be
administered in person. Video-conferencing technology has become increasingly available, cheap, and
reliable in the Internet age. Reducing or eliminating the need for jobseekers to physically access a one-
stop center will remove accessibility barriers for many.

Services offered virtually via computer, tablet, or smartphone empower people with mobility challenges,
or anyone preferring to access information remotely. These tools allow them to begin progressing down
a career pathway on their terms and at a time and location most convenient to them. Virtual service
delivery allows customers with childcare or transportation barriers to make progress toward a better
future without making impossible sacrifices on family commitments. And many rural Washingtonians
would be able to receive services at home without having to drive hours away to the nearest
comprehensive one-stop center. Even rural Washingtonians without reliable Internet connectivity would
still benefit from virtual service delivery—library systems statewide have expressed interest in
partnering with the workforce development system to create “remote connection sites” strategically
located around Washington.

Promoting Open Education Resources and e-Learning: The strong partnership with Washington’s
community and technical colleges brings cutting-edge open education resources and e-Learning
strategies to workforce development customers.



Higher education can now tap into an explosion of high quality, open educational resources (OERs) and
online education making it possible for place-bound and working students to access education when it
fits their work and life schedules. OERs are teaching and learning materials that reside in the public
domain or have been released under an open license. These resources may be used free of charge,
distributed without restriction, and modified without permission. Often, OER take the form of digital
textbooks, video lectures, assessments and new forms of “gamified” multimedia education experiences.
Already, Washington’s community and technical colleges are leaders in the OER movement, ready to
share their expertise with the entire workforce development system.

Washington’s public higher education institutions also offer a wide array of e-Learning strategies that
should be assessed and integrated into the workforce development system where appropriate. E-
Learning is high quality instruction and assessment offered via the internet using a Leaning Management
System , providing students with the ability to study and learn where and when it best suits their needs
and schedules. Broad use of this format throughout the workforce development system could be part of
the answer to access for individuals with physical, sensory, behavioral health, or cognitive disabilities;
rural populations; and other economically disadvantaged communities.

Enhanced Delivery of Online Job-Matching Services: In early 2016, the state will launch a redesigned
and enhanced online WorkSource job-matching service powered by Monster. The new job-match
website will give Washington’s workforce development system participants nearly instant access to all
job descriptions and resumes posted on Monster’s Washington database, a far richer and deeper pool of
possible matches than the current state website allows. Moreover, the proprietary job-matching
algorithms programmed into the website are designed to match the skills and competencies of
individual job-seekers to specific skills and competencies needed for each position—creating better
quality matches between employers and jobseekers, and giving unsuccessful candidates a better sense
of the specific education and training they need to successfully apply for a similar position in the future.

As a result of the collaborative work sparked by the Technology and Accessibility Task Force, system
partners identified a potential strategy to maximize the impact of the new job-matching website for
people with disabilities. Federal government contractors are required by the U.S. Department of Labor
to use one-stop centers to post job openings, and are expected to work toward a utilization goal of 7
percent employees with disabilities across all job descriptions. Federal contractors have an incentive to
work with this system to achieve this goal—and the new job-matching system could be configured to
facilitate the match.

In early stages of the website’s design, users with a disability could choose to have a “Disability” label
visible on their jobseeker profile to anyone who looked at it. Federal contractors could use the system to
identify any person with the label made visible. Under the earlier design, a jobseeker from the disability
community was forced to either disclose their disability status to all employers or turn the label off and
not be identified as disabled to any employers—even though federal contractors were especially
interested in seeking them out.



Many partners from the disability community raised concern about a perceived disadvantage in
disclosing a disability in a job-search before speaking “face-to-face” with an employer, preventing an
applicant from responding to potential stereotypes or asking specific questions on how the work will be
accomplished. To avoid this complication but still allow federal contractors to be matched with
individuals with disabilities, the task force proposed adding a feature to the job-matching system that
would allow people with disabilities to disclose their status only to federal contractors. Federal
contractors can search and filter for job seekers that have self-disclosed a disability but non-identified
employers will not have the ability to search or filter for job seekers with disabilities.

Any public-facing service offered to workforce development system’s participants must be accessible to
all, including individuals who use a screen-reading device or other accessibility equipment. Ensuring that
the state’s new Web-based job-matching site is accessible for all, the site’s architects have agreed to go
beyond the ADA’s Section 508 accessibility standards and instead adopt the more stringent,
internationally recognized Web Content Accessibility Guidelines 2.0 (available at
http://www.w3.org/WAI/WCAG20/quickref/). Moreover, system partners have agreed to facilitate a

process where all “public-facing” elements of the website will be user-tested at the time of launch with
actual access users who have intermediate skill levels in accessing software and technologies. Any
needed system adjustments or customizations to guarantee accessibility will be made before launch or
immediately thereafter.

Thinking Beyond Technology: Removing Resistant Workforce development

system Barriers

Local and State Advisory Groups on Barrier Solutions: WIOA allows local area boards to establish
standing committees to work on issues specifically faced by individuals with disabilities, including
Section 188 and ADA compliance.

Washington’s workforce development system has embraced a more expansive goal of improving access
for populations with a wide variety of barriers to access, including economic barriers, geographic
barriers, physical barriers, language and cultural barriers, low-level educational and skills barriers, and
behavior health barriers. To build consensus on a coordinated and sustained effort to remove these
access barriers, a standing Workforce Board committee on accessibility issues is being created.

The Workforce Board’s advisory committee on barrier solutions will be informed by local advisory
committees that assess accessibility issues at the community-level and will help local boards prioritize
projects and track progress toward improved customer service for those populations. The state standing
committee will additionally serve as a forum for sharing best practices and strategies to improve access
and advocate for resources and policy development that will improve services for all populations with
barriers.

Local workforce development boards will partner with the state advisory committee on barrier solutions
to identify barrier removal projects and best practices that can be brought to scale statewide. Local
workforce development boards have taken the lead for several years in convening their own advisory
groups on system accessibility at the local level. Each local workforce development board will designate



either one of these existing advisory groups or create a new one to focus on barrier removal work, and
will seek to recruit members from a broadly representative spectrum of populations with barriers to
employment, including: people with physical, sensory, behavioral health, or cognitive disabilities;
economically disadvantaged communities; low-skilled and under-educated individuals; English language
acquisition or bilingual communities; disadvantaged youth; and the long-term unemployed.

These local advisory groups on barrier solutions will create an annual progress report to their local board
outlining and discussing issues, accomplishments, and future deliverables related to the accessibility
goals in local board strategic plans; concerns and challenges faced by populations with access barriers,
as seen from the advisory groups’ perspectives; a work-plan containing recommendations for improving
accessibility in the coming year; and a progress report on previous work-plans for improving
accessibility. The same report will be delivered each year to the state advisory group on barrier
solutions, which will incorporate identified local best practices into statewide strategies. The state
advisory group on barrier removal will also redirect resources toward barrier removal projects it
prioritizes, and will help local advisory groups identify and broadly recruit representative members.

GOALS

e Implement wireless Internet access in high-traffic areas of all comprehensive One-Stop centers
in Washington by 2020.

e Establish the state-level advisory committee on accessibility and barrier solutions and ensure
the designation of local advisory committees during the first two years of the plan. By the fourth
year of the plan, ensure that the state-level advisory committee has received multiple years of
progress reports on barrier removal projects at the local level.

e Identify and encourage local pilot programs that use technology to facilitate and improve an
integrated service delivery for customers, including programs designed to improve access to the
system.



NEXT GENERATION PERFORMANCE
ACCOUNTABILITY

To meet the combined challenges of a competitive economy

and a changing labor force, and to make the best use of New measures for a new federal act
limited resources, Washington’s workforce system must

continuously improve its performance. While Washington’s The new measures will focus on

workforce system has been a national leader in performance customers—workers, employers,

accountability, new mandates by WIOA create the jobseekers and students. Previous
opportunity to improve performance measures so that they performance measures focused on
better support a more integrated and coordinated service programs rather than people.

delivery system.

New measures will take time to develop but the goal is a system-level, cross-agency assessment of
overall progress that provides a clear picture of customer (worker, employer, jobseeker and student)
progress rather than individual program results.

Federal and State Framework
WIOA draws together six federal programs under a common performance measurement system. This
updating of federal law brings with it new requirements, challenges, and opportunities.

All but one of the six WIOA core programs (Title lll - Wagner-Peyser) have been included in the
performance measurement and evaluation framework developed by the Workforce Board under state
law. This framework includes annual reporting of state core measures, including the employment and
earnings of workforce program participants along with skill attainment, employer and participant
satisfaction, and the return on investment to taxpayers and participants. State core performance
measures cover several additional components of the workforce system not included in the WIOA
performance system, such as Apprenticeship, secondary and postsecondary Career and Technical
Education programs, and licensed private career schools.

Overview of Washington’s workforce development accountability system
Washington has made great progress in establishing a workforce development accountability system
since the Legislature’s creation of the Workforce Board in 1991. Part of the Board’s mandate was to
establish standardized performance measures across multiple workforce, education and training
partners and programs. In consultation with workforce training and education agencies and providers, a
comprehensive set of Core Measures and data collection methods were established to address the
following questions:

e Did participants of workforce programs get the skills they needed?
e After leaving the program, were participants employed?

e How much did they earn?

e Were program participants and their employers satisfied?



e Did the participant and public get a good return on investment?

To achieve these goals, the Workforce Board developed a variety of measurement methods, including
administrative records matching, surveys, and statistical evaluations. The last question, about return on
investment, was answered through periodic “net impact” studies which compared earnings and
employment of program participants with those of a control group with similar demographic
characteristics.

The establishment of these core measures and data collection methods constituted one of the broadest
and most sophisticated ongoing state workforce, education and training assessment systems in the
country.

Federal workforce programs also addressed performance accountability on a program by program basis.
However, different performance measures were developed separately for many federal programs
during this period.

The performance measures largely focused on participant outcomes in terms of employment, earnings,
attainment of credentials or progress in education and customer satisfaction. The Workforce Board was
heavily involved in national efforts, starting in 2003, to bring interested states together to develop
model measures for participant performance outcomes that could be applied across a wide range of
programs. The resulting model measures were very similar to the ones adopted by Washington in 1996,
and are known as the Integrated Performance Information measures.

Under the Workforce Investment Act further progress was made toward service coordination and
integration of federal programs. Although WIA emphasized closer service coordination across agencies
and programs, there were no provisions for performance measures except for the Title 1 (Adult,
Dislocated Worker, and Youth) and Title 3 (Wagner-Peyser employment services) programs. WIA did
advance participant choice and consumer information provisions and Washington aggressively
implemented a performance-based Eligible Training Provider List, requiring programs meet specific
completion, employment and earnings thresholds in order to be eligible for federal training dollars.

Washington also uses this performance information to improve informed choice by individuals seeking
training, most notably through the Career Bridge website, launched in 2009. Not only can job counselors
see whether an education program led to living-wage jobs, but so can jobseekers, students, parents,
legislators, and anyone else interested in the outcomes of thousands of Washington education
programs.

WIOA promises a better integrated, more coordinated system
It was against this backdrop that WIOA was enacted, the first federal reform of the workforce system in
15 years.

WIOA's overall goal is to serve customers at a variety of entry points and offer services as needed,
rather than requiring customers to proceed on a specific pathway through increasingly “intensive” levels
of assistance. If the intention of a high-functioning system is to enable customers to move into and



across programs as needed, then the performance measurement system needs to be capable of
accurately measuring results when many of the participants are served by multiple programs.

Many details of WIOA’s performance accountability system are yet to be defined in regulation and
federal guidance; however parts of the emerging picture are becoming clear. WIOA makes important
changes in federal performance measurement requirements, including:

e Updated and standardized outcome measures applied across all six core programs. The majority

of these measures are very similar to Washington’s existing IPI/State Core measures.

e Reporting procedures which recognize the relationship between participants’ barriers and other
characteristics and their outcomes, and that many participants may be served by more than one
program, and

e Extending the types of training providers to be covered under performance-based Eligible
Provider processes.

[ ]

Several of WIOA’s key features move toward more consistent accountability for its components
programs. In addition to the improved measures and reporting improvements mentioned above, final
WIOA rules are likely to include a “common exit” rule under which the post-exit outcome period for a
participant who is served by multiple programs will not start until the participant has exited from all of
them.

However, WIOA does not focus on assessing the collective performance of the WIOA partners, instead
focusing on participants served under each of the six separate federal funding streams. Reporting on
performance measures is required for participants with specific barriers and by demographic groups
within each of the six core programs, but not unduplicated reporting across all of the core programs.
Recent regulatory drafts from the federal departments reference create an “average indicator score” by
averaging each performance measure across all six programs. This may be an initial step toward
assessing system-level performance, but the average of performance at the program level will not be
very effective in measuring the system-level performance of the WIOA partnership.

In contrast to previous act (WIA), WIOA measures are proposed to exclude the outcomes of participants
who rely solely on self-serve, eliminating the performance of almost 40 percent of the state’s Title IlI
(Wagner-Peyser) participants from the official performance measures.

Washington’s Commitment to System-Level Performance Accountability
Washington’s Workforce Board is committed to developing a true “system” of workforce delivery, with
service delivery coordinated and aligned across programs and agencies. In May 2015, the Workforce
Board decided to pursue development of performance data appropriate to a coordinated and aligned
system of service delivery by measuring how the components of that system collectively affect the
outcomes of different types of clients, regardless of the mix of resources involved. That is, it will ask how
well we are collectively serving populations like the disabled, or out-of-school youth, rather than how
the participants receiving services from Vocational Rehabilitation or from Title | Youth are faring.



This will be in addition to - and developed more slowly than - the required federal measures
computation and reporting at the program level.

Performance targets will be required for all six core WIOA programs using the new WIOA measures at
the state level, with the state targets set in negotiations with the federal departments. Performance
targets are required at the sub-state level only for the three Title |, programs — Adult, Dislocated Worker,
and Youth. These local targets are to be negotiated between the Local Workforce Development Boards
and the Workforce Board. The current practice under WIA has been to consult with the local workforce
boards in developing target levels to propose to the federal agencies as required for the negotiation
process.

Only the six core WIOA programs are required to use the WIOA performance measures. Participation of
any other federal or state program in a WIOA “combined plan” or “unified plan” does not invoke WIOA
accountability for any additional programs.

Washington’s Alignment with WIOA

While WIOA shifts several elements of the performance accountability system in the direction of current
Washington practices, it will require significant changes and at least minor modifications in almost every
aspect of those processes.



WIOA measures compared to current Washington State Core Measures

Measure

WIOA

Washington

Impact

Employment
Rate

2" and 4™ guarters after exit

3" quarter after exit

These are very similar
to the IPI/State Core

Median 2" quarter after exit 3" quarter after exit measures Existing
Earnings sources and methods
Credential Percentage of participants who State Core measure is appear to be adequate
Rate either obtained postsecondary similar, but significant for providing this data.

credential, or obtained secondary | details still to be

school diploma during determined.

participation or within 1 year

after exit.

(More complicated definition for

Title lll Youth)
Skills Gain Percentage of participants (not No comparable State A new measure of

only exiters) who, are in a
program leading to either: a
postsecondary credential, or
employment and achieve
measurable skill gains toward
credential or employment

core measure

progress while in
training has yet to be
fully defined, and will
pose some challenges
as it involves data and
sources not used in
previous workforce
performance measures.

Effectiveness
in Serving
Employers

TBD

State has conducted
periodic employer
surveys.

New measure(s) will be
developed over the
next year or more by
the federal agencies.

At a high level, the key outcomes identified nearly 20 years ago for the workforce development system
remain the focus of most performance measurement efforts. They are not static targets, but areas in
which positive results should be achieved for all people, and by which improvement efforts should be

focused.

e Employment

e Earnings

e Skills

e Satisfaction of workforce program participants
e Satisfaction of employers

Washington will also strive for quality performance measures by emphasizing the following
considerations for outcome measures:
e Quantify the results for customers rather than processes or the quantity of inputs
e Promote behavior and results that are consistent with the longer-term objectives — and does not
incent actions that have unintended consequences contrary to the overall objectives of the
workforce development system




e Comprehensible to a lay audience Which core programs are included

e Create a level playing field among programs and in WIOA?
service strategies
e Scalable and divisible such that they are applicable to 1. Employment and Training
local institutions, regional areas, and the state, and for Programs
subpopulations and service strategies
e Not easily “gamed” or manipulated o Disadvantaged Youth
e Affordable and not a substantial diversion of resources Services
from direct service to customers e Economically
Disadvantaged Adult
Services
Washington’s Commitment to System-Level o Eelemsiee] Wieler
Performance Accountability Programs

WIOA'’s goal is to serve customers at a variety of entry points
2. Basic Education for Adults under

and offer services as needed rather than requiring customers i
itle

to move through increasingly “intensive” levels of assistance. If

the intention of a high-functioning system is to enable 3. Wagner-Peyser Employment

customers to move into and across programs as needed, then Services

the performance measurement system should be appropriate

to a system in which many of the participants are served by 4. Vocational Rehabilitation
multiple programs. However, the formal WIOA performance Services

assessment process does not focus on assessing the collective
performance of the WIOA partners, instead focusing on each of the six separate federal funding
streams.

Washington is committed to developing a true “system” of workforce, education, and training service
delivery, including the integration of performance accountability.

To measure achievement of this plan’s objectives of Integrated Service Delivery, Accessibility and
Business Engagement, the Workforce Board is committed to the development of a system-level or
across-agency assessment of overall progress. This is a commitment beyond the federal requirements in
order to develop a performance approach that addresses how the WIOA partners are collectively
serving all populations within the workforce development system. This approach will provide aggregated
data by population type, in unduplicated counts across all the core programs.

The development of performance data appropriate to an integrated system of service delivery is
necessary to measure how the components of that system collectively affect the outcomes of different
types of clients, regardless of the mix of resources involved. This systemic performance accountability
effort will be in addition to, and developed more slowly than, the required federal measures
computation and reporting at the program level.

Work to be Done (What we don’t know)
Many critical details have yet to be released. However, a substantial amount of policy, procedure, and
technical development will be involved in implementing the performance accountability components of



this far-reaching federal act. This work is likely to continue for at least the next two years. A partial list
includes the following:

= Implementing Federal Measures and Reports
The full scope of this task will not be determined until more federal instructions are released,
however almost all parts of the process of computing performance measures will require some
modification. Some new data will have to be collected for the new education and training progress
measure (#5). Data collection and processing procedures must be modified or expanded to support
new WIOA requirements for performance measurement, statistical adjustment of performance
measures, and mandatory reporting. Data validation processes will need to be established for new
data items, and may need to be modified for some items currently collected.

e Performance Target Negotiation
Data will have to be assembled and analyzed so that performance can be monitored relative to
agreed targets and timely requests can be made for target level adjustments in response to
unforeseen developments. This will be particularly important during the initial years when federal
statistical models for performance adjustment are not fully developed.

e Sanctions and Incentives
The system of federal incentives under WIA was not retained under WIOA. New performance
sanction procedures must be developed, and the option of state-designed incentives considered.

e Combining WIOA and State Core Measures
Because all three of the current State Core Measures for participant outcomes are very similar (but
not identical) to WIOA measures, the number of measures used for the programs involved in WIOA
should be consolidated. Because the State Core Measures have been in use for almost 20 years and
are applied to programs outside WIOA, careful evaluation is needed before consolidation.

= Eligible Training Provider List Processes
WIOA requires the establishment of some new procedures for the existing processes for eligibility of
education and training programs for Adult and Dislocated Worker participants. The existing criteria
must also be re-evaluated and modified. Further, systems for performance assessment and
minimum criteria for programs providing several additional types of services to Youth, Adults, and
Dislocated Workers must be developed, including pre-apprenticeship and incumbent worker
training. Additional program information identified as important in WIOA may need to be collected
and disseminated, requiring modification of the Eligible Training Provider List and Career Bridge
processes and systems. The WIOA draft regulations indicate that states have the flexibility of setting
different standards for different types of providers. Significant time and effort will be required to
determine how to define different types, and how to set standards for provider types for which we
have limited experience and baseline data.



=  Measures for Combined Plan Programs and Other Partners
The separate federal performance measurement systems for all non-core programs will remain
unaffected by WIOA, regardless of the extent to which their activities become formal or informal
partners in One-Stop and WIOA. As part of developing a system accountability approach for
Washington, it may be desirable to eventually include participants from these other partners in an
overall accountability framework. However, this would be strictly a state option, and not subject to
federal targets, sanctions, etc.

The System-Level View

Going beyond the federal requirements to develop a system-level view will also require substantial
work, and will proceed more slowly than development of required federal reporting. Phased
implementation is expected, beginning with development of descriptive data about how many people
from which populations are currently receiving what types of services across the partnering agencies.
Fortunately, the Workforce Board has significant relevant experience and established methods for parts
of this task.
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