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FRAMEWORK FOR WORKSOURCE SYSTEM INTEGRATION  

 
 
In November 2006, the Workforce Board responded to the Governor’s call for a more 
integrated workforce development system by unanimously adopting Washington Works: 
Strengthening the Workforce for Washington’s Future. The report called for improving the 
integration of services among partners in the workforce development system. Those partners 
committed to the principles in Washington Works by signing Washington’s Workforce 
Compact, which laid out the roles and responsibilities of each of the major workforce system 
partners. The compact directed the Workforce Board and Employment Security Department 
to work with the state’s 12 Workforce Development Councils to develop a highly integrated 
workforce development system.  
 
As part of this effort, the Employment Security Department has developed a framework for 
increasing the integration of services in the WorkSource system. At the Board meeting, staff 
from Employment Security will present and discuss the framework. 
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Purpose 
At a time when more and more Washingtonians require workforce services, there are fewer resources 
with which to serve them.  The traditional WorkSource model of discrete labor-exchange and training 
services hinders delivering a wide range of continuous skill upgrades that support career pathways and 
promote wage increases over time for customers, other than those enrolled in Workforce Investment 
Act (WIA) programs.  There are major variations in the design and delivery of services at WorkSource 
centers and affiliates across the state. Skill deficits are consistently and continually identified by 
Washington employers as major impediments to optimum business operations, productivity and 
product quality – creating significant economic challenges for our state.   
 
Driving this framework are the needs for WorkSource centers and affiliate sites to: 
 
1. Provide a more effective, consistent and efficient approach to delivering employer and job-

seeker services, 
 
2. Focus on helping low-income, low-skilled populations obtain jobs and develop their skills to 

become economically self-sufficient, and 
 
3. Serve customers jointly through the integration of services delivered by Workforce 

Development Councils (WDCs) and ESD labor-exchange.  
 
 
These will be accomplished by setting consistent, statewide standards for WorkSource centers and 
affiliate sites, integrating service delivery, attaining common oversight and accountability, and 
providing tailored “WIA 10 percent” and Wagner-Peyser funding to support movement in that 
direction.  While expected to meet or exceed the statewide standards, local areas will have the 
flexibility to determine how to best do so, and they may set standards above or in addition to 
state-established standards.  
 
In the future, this initiative will improve and evolve, and other one-stop partners will be added. 
This framework serves as the starting point. 
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Background 
In November 2006, the Workforce Training and Education Coordinating Board (Workforce 
Board) responded to the Governor’s call for a more integrated workforce development system 
by unanimously adopting Washington Works: Strengthening the Workforce for Washington’s Future.  The 
report called for improving the integration of services among partners in the workforce 
development system.  Those partners committed to the principles in Washington Works by signing 
Washington’s Workforce Compact, which laid out the roles and responsibilities of each of the 
major workforce system partners.  The compact directed the Workforce Board and ESD to 
work with the WDCs to develop a highly integrated workforce development system.  
 
Washington Works acknowledged and applauded the considerable achievements of the state’s 
workforce development system.  At the same time, it clearly articulated the challenges that would 
have to be met for the system to continue to be an agent for workforce success in a 21st-century 
global economy.  With the report’s recognition of those challenges came the mandate that the 
Workforce Board, its partners and the system they comprise become even more: 
 

 Sharply focused – able to more easily and quickly respond to gubernatorial goals and 
deploy system resources to skill gap closing strategies.  

 
 Customer driven – eager at every level to form partnerships with business and labor to 

leverage government resources and make certain public investments respond to the specific 
needs of the workplace.  

 
 Opportunistic – willing to try promising new approaches.  

 
 Accountable – not just within individual agencies but for the effectiveness of initiatives that 

cross agency lines.  
 

 Fully integrated – presenting itself as a seamless system to the companies and workers that 
seek its services. 

 
Although Washington Works identified eight “action areas” for the entire WorkSource system, this 
framework expresses the direct, vested interest in improving the service to customers of the 
WorkSource centers. The four sections that apply directly to Washington’s WorkSource centers 
are: 
 

 Align State and Local Goals for WorkSource (Section 3).  
 

 Strengthen the Local Workforce Partnership (Section 4)          
 

 Expand Performance Accountability for Integrated Services (Section 5). 
 

 Improve the Statewide Structure (Section 8). 
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Roles and responsibilities 
To maximize the benefit to customers, the service-delivery system must rely on the strengths that 
each WorkSource center partner brings to the table.  The roles and responsibilities of the partners in 
our new service-delivery system include but are not limited to the following.   
 

 The Workforce Board is responsible for statewide strategic planning, setting policy, evaluating 
workforce training programs over the long-term, and defining and negotiating performance 
targets. 

 
 ESD’s WorkSource Standards and Integration Division (WSID) is responsible for statewide 

operational planning, setting operational standards and measures, developing policies and 
guidelines, monitoring WIA and Employment Security’s labor-exchange and employment 
services programs, monitoring center achievement of standards and measures, and offering 
technical assistance and best practices.   

 
 ESD’s Employment and Career Development Division (ECDD) is responsible for 

delivering services under the following: 
- Labor-exchange 
- Trade Act Assistance (TAA) 
- Veterans Employment and Training Service (VETS) 
- WorkFirst 
- Migrant Seasonal Farmworker (MSFW) 
- Claimant Placement/Module 1 
- Training Benefits 
- UI Liaisons, and 
- Job-Search Review 

 
 The WDCs are responsible for convening regional workforce development partners and 

stakeholders, planning the region’s workforce development strategy, developing operating 
policies for local one-stop centers, ensuring there is an appropriate memorandum of 
understanding between the required partners, overseeing performance of one-stop center 
programs, overseeing center implementation of statewide standards and policies, and 
designating one-stop operators.  Each WDC is responsible for ensuring the effective 
working relationships of partners in the centers.  A statewide policy clarifying performance-
oversight expectations for one-stop centers will be developed by the WSID by February 
2010. 

 The role of the one-stop operators in relation to center partners meeting the statewide and local 
service-delivery design standards and policies will be defined by the WDCs and incorporated into 
the local memoranda of understanding.   

 
Integration activities for specific programs may be limited, as required by legislation or 
regulations. Neither the one-stop operator nor the WDC will cause any program operator to 
violate federal or state laws or requirements.  
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Statewide service-delivery design 
This framework establishes a statewide design for providing services in the WorkSource centers and 
affiliate sites.  This design encompasses shared ownership of customers, standardized customer flow 
and integrated service functions, with an emphasis on ensuring that low-income customers receive the 
services they need.  Minimum standards for each of the topics will be developed by Employment 
Security’s WorkSource Standards & Integration Division (WSID), in consultation with the WDCs.  
They will be disseminated through February 2010 and accompanied by accountability expectations. 
 
WIA 10 percent discretionary funding in the amount of $1.65 million and Wagner-Peyser funding in 
the amount of $200,000 will be available to begin implementing the new service-delivery design.  As 
some areas have already moved in the direction of the new design, applications will reflect each 
WDC’s current place in the system and how it proposes to advance further.  
 
1. Shared ownership of customers 

Integrated service delivery requires shared ownership of WIA Adult and Dislocated Worker, 
labor-exchange, Trade Adjustment Assistance (TAA) and ESD employment-program 
customers when it is efficient to do so and results in improved services to job seekers. One-
stop staff members work mutually to serve those identified customers and to achieve shared 
performance standards, with the goal of getting customers connected with as many services as 
they need for success in as seamless a manner as possible.   

 
2. Standardized customer flow 

Customer flow describes the sequence and manner through which customers will receive services 
at each center. Elements include: welcoming, orientation, the collection of basic information, 
including existing skills, a more comprehensive assessment (where appropriate), career planning, 
referral to skill development or employment opportunities, customer follow-through and 
continuous engagement.  Not all customers will require all services, and some may require 
additional services.  To work effectively, this sequenced customer interaction is based on 
customer need, not individual program requirements.   

 
3. Integration of service functions 

A functionally integrated environment has WIA, TAA and ESD labor-exchange and other 
employment-services staff working together to address customers’ needs with as many 
services as possible, regardless of program. Each of the three functions below must be 
integrated, and the three functions must align with each other so that job seekers and 
business customers have easy access to all the services available in the WorkSource center. 

 
Front-end function 
This function is critical, as it is the place where the relationship with the customer begins. 
To ensure that all WorkSource customers receive a basic level of service and they 
experience consistent, quality-driven environments, services and staff, a set of minimum 
guidelines and expectations for managing customer traffic at each WorkSource center and 
affiliate in the state has been adopted by the Washington Workforce Association (WWA) 
and ESD. 
 
The guidelines/expectations developed by the work group establish baseline criteria for the 
Front-End Environment, Staffing of the Front End and Service Expectations of the Front 
End.  It also shows areas to address in a WorkSource Code of Conduct and provides  
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pictures depicting desirable “up-front” facility conditions.  These guidelines/expectations 
will be incorporated into those developed and disseminated by Employment Security’s 
WSID. 

 
Skills/employment function 
The purpose of this function is for customers to have the opportunity to know their skills and 
identify skill deficits and other employment barriers, to increase their skills and to find 
employment based on their skills.  Based upon the outcome of an initial skills assessment, 
customers receive the service(s) tailored to help them reach their employment goals.  A 
services menu or set of tools for staff to assist customers in assessing and increasing their skills 
and securing employment is needed in the center. Available services, at a minimum, include a 
more in-depth or additional assessment, employability planning, job-search assistance, skill-
development opportunities and on- or off-site referral to suitable short- and longer-term training.  
Additionally, even after customers complete their goals at the center, this function re-
engages customers periodically over time to help them advance on their paths. 
 
Customers identified as exclusively labor-exchange (e.g., migrant and seasonal agricultural 
workers and seasonal fair workers) will receive a different mix of services focused on finding 
immediate employment.   

 
Employer-services function 
This function of the WorkSource center includes ready access to current and projected 
labor-market information, coordinated business outreach with emphasis on businesses with 
employment needs that match the skill base of WorkSource job seekers, assessment of 
business needs, and developing and implementing hiring solutions to meet their needs.  Job 
seekers using WorkSource services must be provided with employment opportunities 
consistent with their skills and abilities.  
 

For each function described above, baseline services and offerings will be expected across all 
WorkSource sites.  As appropriate for its community, each WDC may set standards above or in 
addition to the minimum statewide standards and will continue to develop local operational policies.  
Additionally, WDCs and ESD must continue to ensure that they meet all requirements, 
outcomes and administrative responsibilities for each of their programs without burdening 
customers while implementing this framework. 
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Next steps 
This is a long-term initiative that will continuously evolve and improve through the 
contributions of all state and local WorkSource partners.  If needed, elements of the framework 
will be revised to incorporate proven practices or completed work. While it begins with the 
WDCs and Employment Security’s ECDD, the partners will expand.  The WSID is restructuring 
to emphasize developing forward-thinking standards and policies, offering qualitative 
monitoring and delivering technical assistance.  Continuously identifying best and promising 
practices from within and outside the state will be instrumental in this effort.  This will happen 
through monitoring, research, a state-local group, and lessons learned through the $1.85 million 
WIA 10 percent and Wagner-Peyser funding focused on improving employment opportunities 
for WorkSource customers by integrating services within WorkSource offices.  Key activities and 
deadlines include the following. 
 
  
Key Activities Deadline 
Identify/prioritize system policies to be developed November 2008 
Finish and release WIA 10% request for proposals to WDCs January 2009 
Review and score 10% proposals and make awards March 2009 
Develop statewide technical-assistance plan March 2009 
2009-10 local operational plans extended or revised April 2009 
2010-12 local operational plan instructions completed and released December 2009 
Develop one-stop system measures  January 2010 
System policies and standards are completed February 2010 
2010-12 local operational plans due March 2010 
Develop and issue revised monitoring guide June 2010 
Implement new one-stop system measures July 2010 

       
 
For additional information, please contact 
Jennifer Thornton, Deputy Assistant Commissioner 
WorkSource Standards and Integration Division 
360-438-3226 
JEThornton@esd.wa.gov  
 
Or 
 
Kathy DiJulio, Assistant Commissioner 
WorkSource Standards and Integration Division 
360-438-3218 
KDijulio@esd.wa.gov  
 
 

mailto:JEThornton@esd.wa.gov
mailto:KDijulio@esd.wa.gov
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