LWDA 10 One Stop Operator
Quarterly Report

Activities Completed








On-Site Project Launch – Completed
Held first on-site meetings to introduce team July 10-12, 2017. Met with staff in each center to
discuss our role, answer questions, and outline center processes.
Memorandum of Understanding – In progress
Conducted preliminary research to understand how other local boards are dealing with
infrastructure funding agreements, especially related to non-collocated partners. Most boards
we spoke with are also struggling with this and haven’t found a strong solution yet. We are
available to do additional research as needed as the process moves forward and a response is
received from the State regarding the initial ideas on the agreement between CSCLM and Adult
Education.
Communication – Ongoing
Held multiple calls between on-site meetings to discuss MOUs/Infrastructure Agreements and
business services.
Quarterly Site Visit – Q1 completed
In addition to the on-site project launch, we visited again on September 25-27, 2017 and met
with the business services, administrative, and Talent Center teams, and spent one full day at the
14th Street Office speaking with staff and observing customer service and flow.

On-Site Summary/Observations




The physical/structural customer flow at the 14th Street center seems to make sense and work
well. With moving several of the kiosks to the front desk, it is clear where someone should go
when they walk in the door, and staff have an easier time directing and assisting. It is clear to
customers that there are plenty of resources, with computers being easily accessible and staff
ready and available to help when needed. The only piece that doesn’t seem to fit as well is the
waiting area. With its location behind the front desk, it feels slightly isolated without access to
the materials up front, or visibility of the informational tv screens.
Staff in the resource room and others who rotated up front were all friendly, engaging, and
eager to help. Some refining of talking points (do’s and don’ts) could be helpful to ensure both
clarity and consistency.
o What services are available? How the options are described seems to be slightly
different depending on the staff person. Asking whether someone is interested in “selfservice” or “seeing a Job Readiness Coach” could be confusing to a new customer, and
may be preventing individuals from requesting the services they really need since they
aren’t sure what those mean.
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Language to avoid: referring to CSCLM as a “government agency,” asking or telling
someone that they have “barriers,” or using jargon like program names or funding
streams.
Currently there are a lot of cold hand-offs happening – e.g. scheduling an appointment for quick
counsel and then having customers wait for the JRC to come find them, or a young adult who
walked in and would be eligible for the youth program that was given a flyer and told he would
receive a call. There should be more facilitation of those handoffs, actually introducing the
customer to the next person that they will be talking to.
The Quick Counsel option is a great addition, but seems to still be a work in progress. The JRCs
aren’t excited about the opportunity and feel that there aren’t customers walking in who need
it. Currently this opportunity is being used more for customers who have already been in the
center and registered and have a short-term need. There is a need for a clearer definition of
what should be referred to the quick counsel and what the assigned JRC should be doing when
they don’t have an immediate customer. When there isn’t a customer with an immediate need,
this should be an opportunity for the JRC to meet with any new customer that walks in the door
and sell the services of JRCs.
The best value isn’t being realized from the experience of working one on one with the Job
Readiness Coaches. Often first meetings with JRCs are used to review the registration and forms
that were already completed, and work on resumes or other job readiness aspects are discussed
but done independently as “homework.” It seems that these one-on-one services are more
process-driven than customer-driven, which is likely a remnant from higher-traffic times when
more strict processes were necessary to manage volume. With the current environment, JRC
services should be more customized and customer-focused. The contents of these meetings
should be reviewed to ensure that customers are receiving added value if they engage in oneon-one services. JRCS also should be able to meet with more than 4 people a day – having a
more focused and customized approach to these meetings could help move toward seeing more
customers.
Staff don’t have a clear definition of what “job ready” means. There is a general idea that
includes targeting a resume, interviewing skills, and knowing how to job search, but there
doesn’t seem to be as much flexibility with understanding how there can be different definitions
for different people/positions, or that people can come in only needing pieces of those services.
There is less clarity on what to do with someone who walks in already job ready, or very close.
There are some communication silos within the center, and among staff in general. Different
teams don’t have a clear idea of what each function does and, in some cases, don’t seem to see
everyone in the center as working together as one entity (e.g. referring to the “Eckerd program”
rather than providing any details). There were competing comments of too many meetings, as
well as not enough communication, indicating that the current meetings aren’t always used in
the most productive or informative way. Information dissemination also seems to be
inconsistent among teams, due to different methods and styles of managers.
Many Business Services staff are very focused on the administrative work related to job orders –
entering, updating, maintaining – with other available services coming secondarily. While staff
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Recommendations
1. Redefine the role of the Quick Counsel to ensure that all customers who come in the door for
the first time speak with a JRC. This offers an opportunity to “sell” the services of the JRCs,
giving customers a clearer picture of what is available. The personal connection also gives them
the opportunity to explain more clearly what they need and a reason to come back.
2. Add “Recruiters” to the Business Services team to focus on sourcing candidates for job orders.
This will allow other business services staff to focus more on other resources that can be offered
to employers. It also provides a clearer place to send customers when they enter the center
already “job ready” or have completed training or services with a JRC and can move into
placement.
3. Consider centralizing Business services staff at the 14th street office. Centralizing staff will help
to alleviate some of the communication challenges, and promote consistency across the team.
4. Focus on improving warm hand-offs when moving customers on to next steps. This is likely a
culture change as much as a process change, so will require a change of customer service
philosophy. Ensure staff provide face to face introductions and hand offs to the next staff
member when possible.
5. Redefine the role of the Job Readiness Coaches. Individualized career services should be more
customer-focused and incorporate less standard process. The first meeting should be about
helping to identify skills, interests, and barriers; setting goals; and starting an individualized
service plan to show clear next steps.
6. Repurpose “Infobits” meetings to have clear agendas aimed at addressing some of the
communication issues. The idea of short meetings several times a week is great, but seems to
have not been used to its full potential. Creating a standard agenda, including recent staff-wide
announcements, accomplishments, issues encountered and addressed, etc. will help staff to
know what is expected. To help with buy-in different staff members could be in charge of
leading this discussion each time, and responsible for keeping meetings to the time limit and
alerting management if topics are brought up that require further follow up.

Next Steps


MOU/Cost Sharing
Upon hearing a response from the State on the draft cost-sharing agreement with Adult
Education, we can conduct further research as needed to help facilitate how best to allocate
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understand the other services that are available to offer to businesses, the focus on filling jobs
and placement seems to take precedence. The Business Services team also seems to have some
similar challenges with consistent communication, especially with some staff being located in
different offices.
There was confusion among the business services team about placement goals. Because of the
way the metric is calculated, it could discourage business services staff from working together
with career services staff since only one side gets “credit” for a placement. This could be
partially alleviated by the goal becoming a team goal for business services, but could continue to
be a discussion if it does promote competition or further create siloes.
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costs. We will continue to stay in contact with other areas who are also in the process of creating
agreements to recognize any innovative solutions.
Best Practices Research
Between on-site meetings we will continue to conduct best practices research related to the
strengths and challenges observed and recommendations made. If there are specific topics that
are of interest, we can add additional topics for research.
CSCLM Board Meeting
We discussed being available to participate in the next Board meeting by phone, in order to
discuss the work we’ve been doing and some of the observations we’ve made with board
members.
Q2 On Site Visit
We will be aiming to schedule our on-site visit to the centers in early December. During that visit,
we’d like to spend time at the 14th Street Office again, as well as visiting the offices in Chiefland
and Lecanto.

