Partnerships for a Skilled Workforce
420 Lakeside Avenue, Suite 301
Marlborough, MA 01752

One-Stop Operator Contract with Career TEAM
Modification One

Contract Amount: §1,997,067

Graants/Programs: WIOA Title I Adult and Dislocated Workers, Wagner-Peyser, One Stop, DVOP, UL Walk-In,
RESEA, Trade, and WIOA Partners Interdepartmental Service Agreements with DCS for shared and
infrastructure costs.

Contract Period: July 17, 2017 - June 30, 2018, Performance will be reviewed in May and, if performance is
acceptable and funds are available, the contract will be extended annually for an additional year up to three
additional years.

Cost Reimbursement Contract. Invoices payable manthly with accurate and complete documentation,

Sub-recipient: Career TEAM is a sub-recipient responsible for fulfilling WIOA responsibilities and achiaving
performance goals.

Contact: Christopher Kuselias, CEO
Career TEAM

250 State Street, C2

North Haven, Connecticut 06473
chris@eareertcam.com

203-407-8800
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Career TEAM Scope of Work

Proposal

Sections of the Career TEAM proposal deseribing the scope of work are incorporated into this contract as
Attachment A,

Business Model Implementation and Continuous Improvement

Career TEAM will implement the PSW demand-driven business model in Attachment B, Career TEAM will
record the challenges and successes in implementation, refine the model to ensuve that employers and
individuals receive the most effective and efficient workforce development services, and malke recommendations
to the PSW Career Center Initiative Board (CCIB).

Adult and Dislocated Workers Services

Locations

Career TEAM will select, negotiate lease(s) and provide comprehensive services at one location, and make the
necessary arrangements to open up to three auxiliary or affiliated centers in FY18. The opening dates and
locations of the comprehensive center and the opening dates and locations of the auxiliary and affiliated centers

must be approved by the CCIB,

Locations must be accessible to people with disabilities.

Services to Individuals

While it is true that a majority of career center customers in the past have had a bachelor's degree or more, it is
the responsibility of the career center to provide services to participants in the Partner’s programs that may not
be as advantaged. This includes young people with limited or no work experience, people whose first language is
not English, immigrants, the disabled, veterans, and people with weak literacy and numeracy skills. Priority
must be given to the shared customers as defined in the Memorandum of Agreement among the WIOA Partnevs.
See Attachment C.

The provision of services will be guided by the principles of universal access and customer choice as defined in
Title I of the WIOA and by the priority for adult services given to those most in need.

Career TEAM must make available the basic, individualized, training, and labor exchange services listed in
Title T, WIOA.

Career TEAM will ensure that the career center and reemployment seminars are held in accordance with
USDOL guidslines.

Career TEAM will approve applications from eligible providers and maintain the eligible training providers list.

Career TEAM must ensure that participants enrolled in WIOA or Dislocated Workers activities continue to
receive services for up o 12 months after they are employed, if they need post-placement support.

Unless approved by PSW's CCIB, all services must be provided to individuals at no cost.

Services must be available to people with disabilities.

fmployer Services
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Providing qualified applicants is the single most important service Career TEAM and its Partners will deliver to
employers.

Career TEAM will implement the Employer Marketplace—specializing in the needs of target markets,
developing accounts with firms, and training one-stop and Partner staff to provide talent to employers.

Design, build and populate the employer database on a time schedule so that the first reports are presented to
staff and the CCIB in April 2018.

Unless approved by PSW’s CCIB, all services mnst be provided to companies at no cost.

WIOA and Community Partners in the Career Centers

Career TEAM is vesponsible for operations and will take the lead among WIOA Partners to implement the
Memorandum of Understanding attached to this contract as Attachment C—working with the state agencies to
utilize existing state job descriptions for work that must be done to implement the PSW business model. The
Partners’ contributions in the delivery of services and the infrastructure must contribute to the achievement of
the Partners’ and Career TEAM's goals. Career TEAM will produce an organizational chart with the WIOQA
Partners, delineating the functions of each in the delivery of services to individuals and employers through the
career centers as the interagency agreements are fully executed.

PSW staff will continue to facilitate the policy discussion among the WIQA Partners to vefine the MOA to meet
the evolving needs of individuals and companies.

Performance Measures

In FY18, the baseline for measuring performance will be established during the period October 2, 2017 to June
30, 2018.

Career TEAM will provide services to:

» 9,000 individuals. 1,250 will veceive face-to-face services at 1671 Worcester Road and the affiliated and
auxillary centers. (Adults and dislocated workers ave included in the total receiving face-to-face
services.) The remainder will receive services through the on-line portal.

¢ 85 aduits, 35 will complete their service plans and 30 or 86% will be placed in a job. 51 individuals will
enroll in training.

o 450 dislocated workers. 350 will complete and 86% or 300 will be placed in a job, 219 will envoll in
training.

Career TEAM will provide services to 678 employers. 500 will list job orders and 472 will receive refarrals from
the career center.

Career TEAM will produce reports on a schedule and in a format supplied by PSW. PSW staff will conduct on-
site performance reviews each quarter, beginning in December 2017,

Marketing

Career TEAM will develop and implement a marketing plan by September 30, 2017, including but not limited
to, media communications and site visits and presentations to public and community organizations, business
associations, municipal officials state legislators and congressional staff. The plan will incorporate the state one-
stop marketing plan.

Career TEAM must notify PSW before any communications with the media take place.
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All print materials must contain the language, "An initiative of Partnerships for a Skilled Workforce funded
with Worlcforce Innovations and Opportunity Act funds.”

Revenue

Caveer TEAM is encouraged to leverage USDOL and state one-stop funding to bring additional revenue to the
center and will submit a plan to the CCIB at the first meeting in calendar year 2018 {(January or February). The
grant recipient or administrator will be PSW with Career TEAM responsible for operations and goal
attainment. Five percent of each new contract, grant or donation raised by Career TEAM with caveer center
WIOA funding will be budgeted to cover PSW’s costs of project administration and oversight.

Compliance

The design, operations, standards and outcomes for services at the career centers must meet the requirements
of the Workforce Innovation and Opportunity Act and the regulations and guidelines issued by the US
Departments of Labor and Education and the Massachusetis Executive Office of Labor and Workforce
Development. Career TEAM must have systems in place to ensure that all staff understand and comply with
the requirements.

Career TEAM must comply with the reguivements of the Federal Register, December 26, 2013, Part Il Office
of Management and Budget, 2 CFR Chapter I, Chapter II, Part 200, et al. Uniform Administrative
Requirements, Cost Principles, and Audit Requirements for Federal Awards; Final Rule.

‘The Massachusetts Workforce Investment Board has established standards that all career centers must meet in
order to be certified as one-stop operators. The categories of standards include cost effectiveness, integrated
services, federal and local performance, demand driven model, maximizing access for job seekers and business,
and effoctive leadership and management. The matyix is Appendix D,

Career TEAM will:

¢ Determine eligibility for WIOA Adult and Dislocated Worker Services and for any other programs
Career TEAM administers, {The Pariners are vesponsible for determining eligibility for their
programs.)

+  (ollect a profile from each career center user to be used to match the individual with jobs.

s Maintain participant and employer records following guidelines from the Department of Career
Services.

¢  Arrange for MOSES training for staff and comply with the requirements for data entry in MOSES,

All adults and dislocated workers must be sligible for services. Their eligibility must be fully documented in
MOSES in a timely and accurate manner, Participant and employer data must be collected, entered and
maintained in MOSES in accordance with Massachusetts Deparvtment of Caveer Services requirements and
retained in folders accessible to monitors. Any disallowed costs resulting from failure to meet eligibility
requirements and/or to provide proper documentation will be paid by Career TEAM with non-federal or state
funds.

Accountability

Career TEAM is accountable to PSW for performance.

Career TEAM will participate in the development of an evaluation design to be implemented during the second
full year of operations when the career center is fully functional.

Using a format provided by PSW, Career TEAM will produce:
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»  Monthly performance reports for PSW staff and the CCIB due the 15% of each month for the prior
month,

»  Monthly invoices using the PSW format with documentation of expenses due the 15t day of each

month for the prior month. The fiscal agent will pay within 30 days of receipt of a complete and
accurate invoice,

Daliverables

On a schedule agreed to by PSW and Career TEAM, Career TEAM will design, implement and produce the
following reports to the CCIB:

o A work plan with deadlines for each major activity.

¢ A system for capturing successes and challenges in implementing the Business Model, including data to
be collected and the method(s) for collecting, analyzing and reporting data,

o Astaffing plan and organizational chart, including the WIOA Partners.
* A marketing plan to be implemented in the second quarter of the fiscal year.
o A funds development plan.

*  Anemployer customer management system, engaging the WIOA Partners in the design, collection and
entry of data, and production of reports.

Career TEAM will submit monthly program reports and invoices by the 15% of pach month in a format provided
by PSW.
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o {7 1%} Mslro Southwesl Career Center Operator ATTACHMENTS,
areer BUDGET NARRATVE Pantrarship for a Skifled Workiome | Page |
LINE ITEM | ‘Harrative Description of uss of funds. Amount
PREMISES Cosis a1y isled in acocrdance with sq f Jiiacation tesed on aquars footage use @ FY17- afiacation spresdsteets attached < 7 Af
i 5 267,400.00
1071 Lousa Ren for approxmately 7,500 s it of office space at an equvaient mis of approumataly 518,86/ it far yaar ona for the comprehensive | 5 140,000.00
carser center sila, o include secunty deposil (2 Morths) and all associated laase cosis.
Cosls ara listed in accordinco with sq # allocation basad on square foolage usa in FY17- allocation spraadsheets allached.
1671 Bulld aut Buiki out of a wall to reduce space lo 7500 sq il 5 3D,000.00
Utititian Gareer TEAM has budgeted uiliies costs hased on the amourt consumed I our similar sized programs 5 10,000.00
37 Day St Oporating Costs 12 Day 51 Utiities Costs 5 10,000.00
42 Day St/ Lease Expenses {Based on $17/sq fl for ~3100 sq ) for yaar one for the cateer center sile, lo include security daposd (2 3 47.400.00
Months} and all assaciuted leasa costs,
530,600 for 32 Day 51 build oud adjusled lo account for possible ADA Compilance issuea H 30,000.00
MOSES FEE
NiA
INFORHRATION Ceam are iintad @ sanordanca with sq i sieention bawed 50 squars footinge 1w in FY 13- slincation spreadshoets ntlactad, n
TECHNOLOGY s 191,000.00
(THIATA LINES)
Intarnot Sorvica / Communications | Gomprebarsive Sie intemst and phane connactivty s 10,000,060
Software Purchase & Maintenance | Addillenal funds ef $25 066,00 will ba aliocaled la functioral ficenses for compiter 1se such as Microsaft Office, Windows O3, elg, 3 25,000.00
Softwara Purchasa & Maimananco  { Thare will ba 3150,000.00 costed oul in lolal for use, acceas and updales for Carear EDGE product : H 150,000.00
Satedlite Sita Satafite Site Commurications & Inlemel Access $ 8,000.00
HON Gosts arw listadd in aecordance with s 1t allocation based v squars feotaga tse in FYA7- allocation apreadstnets sttaclnd, an ¥
PERSUNNEL 5 129,305.14
SERVICES -
OTHER
Duplicating and priring Career TEAM has budgaled dupiication and printing costs based on the amount consumed in our similtar sized programs 3 10,000.00
Advartialng Carser TEAM will utilize this lina item lo gererate irterest in Ihe commundy and pramote job fairs and tminings. 5 16,000.00
Supplios Afier raviewing Lha number of cllants (o ba sarvad, and the needs of simitar programs, Caraer TEAM has delemmined ths program will ] 14.000.00
requira supplies for two sites. The maority of the supply budget will cover paper costs for ab ard slaff use.
Postage Prorated cost of postagn expanaes and USPS mailings s 5.000.00
Mamberships Carear Team has budgeled over 51,000 for membership lees, This includes local chambers, recruting groups, Human Resourte L) 1.000.00
Assogiations ard orfine memberships which incur a cost such as Linksdin.
Equipmant purchase Career TEAM has a lowsr budget for computers based on invartary of cument resources and aquipmet. 3 20,000.00
Equipment rant and ropalr Caroer TEAM has shited funds into the rertal and repair tategory to cover the cost of monthly leases for a mutifunction copiar/prirtar. 3 12,000.00
MOVING COSTS CareerTEAM has addfianally aflotted funds loward potenilal moving cosis lo populata tha Awillary stes 5 20,177.35
Mouoting Expensan Space rertal expenses assecialed with holding annual avants for the employer and community partners © s 8,000.00
Employer Evenls [4x500)
Pariner Hiring Events (41500)
Parinar Maetings {42300}
Jub Fairs (Booth Purshase) {4x200)
Traval Travel hetwaan the hub office and salelfile offices, particularly the Project Assisla, lrainars and the Job Oevelopar professionals. 3 17.128.719
Cost of traval for round trips to Norwood faciliies (31 miles) and employers in the sumounding areas (avarage 20 miles a 1p) o support
project implamantation for the corlmct term; 31,720 mileslyear at $0.54/mils.
INDIREGT ] PG 3
Cudiinimos S ‘ Jb‘333'36
DEMINIMUS MTGG 3 106,333.36
SUPSORT & s e o5l
SERVICES 5 34,737.00
The ameurd of 334,737.00 will be usad far supportive services 1o ensure Irsining complstion, H 34,737.00
T p =3
e 5 423,283.00
Training Garsar TEAM has budgetad for {TA 1mining al an ITA threshald far FY" 18 is 58,000 per Adult and OW or approximalely 45 Individuals B 373,263.00
depending on individual ITA amounts
Carear TEAM has budgsted for Credantial Budgat al a Credentlal cos! thrashoid for FY'18 ia $250 per Adult and DW ar 140 Ingividuals. 3 50,000.60
5 845,027 50
TOTAL SALARY AND FRINGE
| PERSONNEL, Utifiies, 32 Day St Utiities Costs, Comprahansiva Sita Intemat ard! phonu connectiviy, Satesta Sits Communicalions & b 1,062,333 .84
imemet Access, Dupleating and printing, Advertising, Supplies, Postage, Membarstips, MOVING COSTS, Meeling Expanses, Traval,
Sub-Total Direct Ceata 1671 Buskd out Buikd oul of a wall lo reduce space lo 7500 sq I, $30,000 for 32 Day St build 0wt adjusted to account far possibla ADA
gtumplianm ssuBs
gEqu'pmam remt and rapair, Equipment purchass, TRAINING & SUPPORT SERVICES, Software Purchasa & Maintenance, 1671 Lease, | § B27,40D.00
Sub-Tetal Indirect Gosts 132 Day St/ Laase Expenses (Based on $17/sq f for ~3100 sq it} for year one for the career center sils, lo Inclcde secunty deposit (2
;Moﬁl‘e) and all associaled Inase sosls,
i i 1,997,067.00
Total Fundsa | 5 i
T 1,997.067.00
ORIGINAL ALLOWED FUNDS ! 4 & s
0 D¢
ORIGINALDELTA | ° {0.00)
IMTDC i3 1,083,333 84
{INDIRECT COSTS RATE IMTDC % 10%: § 106,333.328
i | i
MTDC CALC _TOTAL NON DIRECT COST (LEASES, BUILD OUT, iT) 3 827,400 20
TOTAL is 1,987,057 20
DELTA 3 10.00)




Fouition Tile

EldMom

Harrative Description of wss of hunds

Total Cost
whs x hrs x rala

Actual Totad Conts

Project Manager

« Jason Matthews - {$110.00) base] begianing iuly 17th, 2017, The calculation is based on 1 FTZ far a duration of
50 weeks and are directly silocated across the funding source as Tollows:

« The person or gerson in this position witl be charged 40% State Cna Stop, 25% 10 WIOA Aduit, 35% 1o Aduit
dislocated, This /s based upon the number of people thal wers servad in WIOA Aduit ar Dislozatad Worker and
Wagnar Peyser In Fr1d, Because carzer centers ara hald to univarsal service standerds; thers are larga numbers af
peofle who must be served who cannot be snratled in Aduit or Dislocated Waorker, of intensive iraining arograms
due 16 funding limitations. Staff tima is chargad o the state ane 1top to rovide lar those sarvices. This time
ailacation will be reflected in this person's time sheees,

+ Duties

. Tor ing and sugervising stalf, and ovarsesing the programs, ¢

sarvics dulivery in g mulli-center area,

 Coordinate the saryice deilvary ona-stop gartners across one stop delivery system.

4+ implement the Online Learning Center [OLC) service dalivery model

~ Hyorid ieadership and direet service position to Align Werkfarce Davelopment Programs, engage with 5 diverse
rangs of smplayers and atfier antities in the region to increase job arders and placemant of job seekers

105,789.23 |

3

105,769.23

Carewr Cantar
Mavigater 1

< Career Navigator il {SE0,.000 base) luly 21st, 2017 and 1%, 2017, The calculation is based an
1 FTE far 3 duration of 43 weexs for and 42 weeks and are dlreclly sllocated acrass the funding source as foliows:

* The person of parson in this positdon will ba charged 407 State Ona Stop, 25% to WIOA Adult, 35% to Adult
dislocated. This is aased upon the number of pucple that ware served in WIOA Adult of Disiocated ‘Worker and
Wagner Peyser inFY17. Because career centers ase held 1o universal service standards; thera ara fargs numbars af
sraple who must be served who cannat be enrolled in Aduit ot Dislacatad Warker, or inténsive Iraining programs
du to funding fimitations, Sta¥ tme is charged to tha state one stop to provide for those services. Thls time
aflocatian whi be reffected in this person’s Yma sheats,

* Duties

+ Providing an-site engagement of partnars at affillats locations and ensuring shazed cusiomers raceive servitas

» Working dirnctly with amployers on-site at the Ona-Stop Carser Centar {0SCC) to offer in person smploysr
connections to Job saekers duch as fecrultment avents

= The Caraer Ceantar Navigator will verily that tustamers are direcied to training rograms thal are allgned with
their smploymant gaals, Tha ariority is to saroil tustemers in Irainiag related 1o in-demand Industries and
occupations.

38456

73,346.15 |

73,345.15

CaraarC2nier
Navigator #

1.00

» Carner Navigator il {380,000 base] beginning July 2131, 2017 and September 15t, 2007, The calculation is based on|
1F7E for a duration of 43 weeks for and 43 weeks and are directly alloeatad across the funding source as foilows:
= The persan or parson in this position will e chargad 40% Stata Gne Stop, 25% to WIOA Adult, 35% %o Adult
disiccated. This Is based upon the nurmber of aeapia that were servad In WIOA Adult o Olslocated Waorker and
‘Wagner Peyser in FY17. Yacause carmar canters ars hald to universal sarvice standards; thars are large numbars of
peaple who must e served who cannot ba enralled in Adult or Dislocated Waorker, or intansive training programs
due to funding limitations. Staff time Is charged 1o the state gne stop to provide for thase servites. This time
allatation will ba reilacted in this sersan’s time shasts.

+ Dules

= Providing an-site angagzment of partners at atfilfate lacations and ansuriag shared customers receive sefvicns

« Working directly with employers onesite at the One-Stop Career Center {D5CC) to sifer in person smployer

10 Job seekers such as recruitment events

+ The Career Center Navigatar will verify that customers are diracted to training programs that ars aligned with
thelr amplayment goals. The priority is ta enrall custamers in training raiated to ‘n-damand industries and
occupations.

3846

#5,153.85

w

66,153.85

Caraér Cantar
Nawvigator

aCareer Center Navigatar (550,000 basa] Ath 1017, The caleulati hased
+ Tha person ar persans in this positlan will se charged 303 to WIOA Adult, 40% to Adult dislocsted, 5% to RESEA
and 5% lo Trade. This is hased upon the Coach's wark assignmant ta WIOA Adult and Dislocated Workers as well
a3 3 smwller portion of thulr time towards RESEA and Trade. This Yme aflocation will be raflacted in this person's
Hme shents,

+ Dutias

= Tha Career Canter Navigator will provide supported services to zustomers enrollad in a zertification or credantial,
The Navigatar will nravids case management suppart during intake, enralimant and duedng the taining sourse.

= Tha Carzer Cantar Navigator will verify that customars ara directad to training programs that are aligned with
thalr employment goals. The arlority is to 2nroil customers in training refated 1o in-demand industries and
occupations.

41,345.15

an

82,692.31

1T Technical

« Will 4. {370,600) beginning Septamber dth 2017, The calculation is based on 1 FTE for a duration of 43 wanks and
is dirzctly aliocatad across the funding source a5 follows:

« The person or parson in this posilion will be charged 40% State One Stop, 25% to WIGA Adult, 35% to Adult
dislocated.  This is based upon the nurnber of geaple tnat ware seived in WIDA Adult or Disletatad Worker and
Wagner Payint in FY17. Because caraer cantars ars held to universal servics standards; thars ars large numbers of
peaple who must be served who cannot be anralled in Adult ar Qistacated Waorker, or intensive training programs
dum to funding fimitations. Staff fime 15 charged to the s1ate one s10p to provide for thosa services. This tme
allocatian will be reflected in this persun’s tima sheats,

* Dutles

+ Desiga, build and maintain romputar and sarver natworks for carasr center and affiliate sites specifically
identifiad with the project

+ Repair tachnical issues that 3rise in the cunter and replacs physical 2auipmant s naeded.

+ Manitar the network and computer tonnectivg,

» Clzan computers; ranaw saftwars; maintain Bcensas cantracts in support of sharad customers which ars intagral
ta thz grojact or actfvities within,

33.65

51484.52

57,884.62

IT Tachaital 24
Assistant

+ Rory M. {555,000 base) Deginning Septamber 4th, 2017. The calculation is baszd on 1 FTE for 3 duration of 43
wazks and is directly allccated across the funding source as foliows:

+ The parsen o perton in this position will ba charged 40% State Ons Stop, 25% to WIOA Adult, 35% to Adult
dislocatad, This is bssed upon the aumbar of peaple that ware sarved n WIOA Adull or Dislocated Worker and
Wagnar Aeyser in FY17. decause carsar tenters are held to universal service standards; thers ars largs numbers of
paspie who must be served who cannot be enralled in Adult or Dislatated Waorker, or intensiva tralning nrograms
due to funding lirmitatians, Staf time is charged 1o tha s1ate bre stop to gravida Ior those sarvices. This tme
allacation will te teflacted in this person's Hme sheats,

+ Dutias

* Pravides quality assurance through data reporting, regort creation 3nd state database analysis far ail activities
within career tenter and sffillate siles specifically ldentified with the projsct to ansure snarad customers recelve all
benedits and services

kilied in Data warshousa, QL and oracle systams.

w

26,44

45,480.77

w

A5,480.77

Carear Coach

100

+ Carsse Coach {370,000 base] beginning Sep « calculation it based on 1 FTE for 3 duradon of
43 sllocatzd 3cross the funding sourca as fallows:

+ The parson ar gersan in dhis position will Da charged 50% to WIOA Adull, 40% 10 Adult distoratad, 5% to RESEA
and 3% io Trade. This it based upon the Coach’s work assignmend 1o "WIDA Aduit and Oisisrated Workers 35 weil
43 1 smaller sortion of their ime towards RESEA and Traie. This time ailacation wifl ba raflacted in this persan’s
tme shezts.

+ Dutigs

» The Coacn will b2 an Onfine Learning Sacilitator providing services ta sharad custamars.

+ The Cuach will assist in igeatifying ITA options svailable o aligivie and appropriate particigants

canter and Dartner job seekers acquirs industry-recognized sradentlas for in-demand

Ath, 207,

= Tha Caach helps 23real

Caach will use zarewr pathways (o pravide sducation snd and training 2]
tonal and zareer agvancomaent,

5

3355

5738452

57384.52




* lab {520,000 base} ing Ath, 7017 Tha zal ion is hasad on | F7€ for a duratinn al
A3 allarated scrass the funting source as follows:
* The geson af peson in this gosition wili ba charged 50% 10 WIOA Adust, 4075 16 Adult dislocated, 5% 1o RESEA
and 5% to Yrave, This /s based upon the Coach's work assignmant ta WIOA Aduit and Dislocated Workers as weil
a5 a smaller portian of their tfme towards RESEA and Tradz, This time allocatins will be reflectad in this gessen's
time sheets.
* Guties
Job Daveioper Lot + The Jub Develoger is respansible for promating job search participants to the smployer community and 4 33651 5 57,884.52 57,384,652
connecting with employers to oblain jog leads 10 place participants. This includes werking closely with the Carver
Navigators lo ensura the service reflects panticipants’ neads, abilities and zmployment goals.
= A well, the Joo Develoner will zoach, suppert snd moniter shared customers post placement and maintain a
relationship with the =mplayer.
« Zase Manager Rale {570,000 base| beginning Szgtember 4th 2017, The calcuiation is based on 3FTE for a
duratian of 43 waeks,
» The persan of persons in this position will be zharged S0% to WICA Adult, 40% to Adult dislacatad, 5% to RESEA
and 5% to Trade, This Is based upon the Coacn's work assignment to WIOA Adult and Dislacated Warkers as well
a5 a smaller portion of their Yma tawards AESEA 9nd Trade. This time aiipcation will ke reflected in this aerson's
time sheets,
* Duties
Case Managar 3.00 + The case manager will manage an active caseivad fos the Adult and WIDA Dislocated Worker programs. § 33551 5 57,884.62 173,653.85
= Tha case manager wiil maintain accurate written case recards and fifes that are nzcessary to mest contractusl
raquiremants,
= Tha zasa manager will develog and implement casawork dervice gland for complex cases.
» The case managar will assist clients ta removs aarrars,
™06
TOTALFTEFRINGE |1200
8000
TOTALFTE i2.00
FRIMNGE BENEFITS DETAIL
{Gomment Al Baza Total
FiCA : 5 2508 $5175
Workers 5 721250 1 8 12622
FUTA Cxirilated on et §7 000 5 230001 8 5040
TA i Calculated o fiest $15.000 [ 130000 5 § 140
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Career Center Request for Proposals
Partnership for a Skilled Workforce

Metro Southwest Massachusetts
Scope of Work Sections from the May 30, 2017 Proposal

Welcome Center: Headquarters

Please describe and list the services that people will receive at the Welcome Center. What are the needs of the
people you will refer to units within the center? What needs will prompt vou to refer people to one or more of the
Partners in the network?

Career TEAM intends to operate a physical as well as virtual Welcome Center, this will increase the number of
potential customers served and provide on demand services 24/7. The physical Welcome Center will provide a
warm inviting atmosphere where clients will 1) participate in orientation; 2) enroll for services; 3) receive a basic
assessment from staff; 4) register for more intensive services with Career Navigators or the Job Services Suite; 5)
receive referrals to community resources. The Virtual Welcome Center will provide all the services of the physical
office but will be available on demand 24/7. There will a self-directed menu of “short” how we can help videos, will
have a login portal for customers to access their individual accounts (e.g. content, tools, resume, profiles

Customers that are interested in training, certification, ITA grants, direct job referrals or intensive career
counseling will be referred to services within the center. Clients that are under 18, have ongoing significant barriers
will be referred to appropriate community partners or agencies. Clients with short-term barriers will be provided
with a referral, but encouraged to concurrently work toward their career goals. Referrals will be based on the
attestation of the customer, observation of staff, and results of assessments.

What knowledge and skills will you require for people staffing the Welcome Center and what professional
development will be required so that staff have the skills?

Welcome Center Staff will perform a variety of tasks depending on their role including orientation, eligibility,
assessment, and referral to internal and external services. Required skills for these services include the ability to: 1)
conduct customer orientation, intake, and eligibility determination; 2) conduct client-tracking functions including
timely and accurate data entry of customer information; 3) Provide a basic assessment of customers’ skills,
aptitudes and barriers using a variety of tools and tests; 4) Become familiar with and refer customers to appropriate
community resources;5) Possess knowledge of the “Workforce Innovations and Opportunity Act” (WIOA) as it
pertains to this field; 6) Experience working with target populations (i.e. dislocated workers, low income, disabled,
veterans, etc.); 7) Knowledge of computerized tools; e.g., accessing Internet-based job search information; 8)
Effective communicator, including written, oral and public speaking for conducting workshops as needed; 9)
Creative thinking, problem-solving, & decision-making skills; 10) Minimum of a High School Diploma, Associates or
Bachelors preferred; and 11)Preferably bi-lingual English and Spanish, Portuguese, or Haitian Creole.

CTL staff training will include required onboarding seminars (e.g., employee handbook, payroll, sexual
harassment policy, health and welfare benefits, and confidentiality). CTL expects our staff to meet or exceed
minimum knowledge, skills, and abilities thresholds to perform effectively in a technology rich environment in the
context of their position and for specific market segments. Initial training priorities include: technology use,
customer service, labor market information, diversity training, motivational interviewing, conflict resolution, and
sales. Professional development training should be ongoing (monthly, if not daily) as part of CTL's own “talent



TE]
Career &

development system”. CTL recommends that training opportunities include staff members from community and
agency partners.

Welcome Center: Auxiliary Centers

How would you leverage space by working with municipalities, libraries, WIQA Partners, etc. That is, where might
you locate the center within a town?

CareerTEAM plans to align area providers and partners in a more tangible way. By aligning all efforts in into cne
direction we will improve the delivery structure for all employers and job seeker customers. We will achieve this by
co-location with Partners and Building an Integrated Service Delivery Toolkit into the MOU. We will embed staff into
libraries, community action agencies, and education partners. This use of shared space will be a cost-effective
measure which will allow for greater access to our services and technology.

Please list the services that will be available. What are the days and hours of operation?

The proposed model will increase access through the physical and virtual welcome centers as well as through
satellite sites operated by partners who receive training from our team. All Auxiliary Welcome Centers will have an
Orientation schedule which will be based on demand from the community and the locaticn capacity. On
Orientation days’ staff will be available to provide initial assessments, resume review, enrollment and referrals for
Career Navigation Services at the main office. Centers will be open to the public based on the co-locations’ available
schedule, efforts will be made to provide after hours and Saturday sessions for customers that are currently
working. Through our technology, 24/7 hour access to online content, job search and readiness tools and other
supports, will significantly change the reach of the AIC's for jobseekers, employers and other partners and
stakeholders. Also, in an effort to recruit more customers to the American Job Centers, we will host “Open Houses”,
most likely on a Saturday to attract the broadest audience possible. Children will be allowed to accompany their
parents to these Open Houses as an incentive to attend.

Career Navigation Center

What skills must the career navigators have and, if they do not have them at hire, what professional development
will be available?

Navigators work collaboratively with the Welcome Center and Navigation Center team; conducting career
counseling on informed career decisions, matching to training opportunity, referring to community resources,
providing job readiness assistance. Required skills include the ability to: 1) Assist the clients with the development of
personal goals and job readiness Individual Employment Plan; 2) Coordinate with other agencies to assist clients and
make appropriate referrals; 3) Network with community resources to provide services to address specific barriers
customers must cvercome to accomplish their goals; 4) Consult with other staff to promote customer goals and
career related needs; 5) Monitor and record clients' progress to ensure that goals and objectives are met; 6) Prepare
and maintain hard copy case files, including documentation such as clients' personal information, services provided,
client contacts, and relevant correspondences; 7) Provide a comprehensive assessment of customers’ skills and
aptitudes using a variety of tools and tests; 8) Possess knowledge of the “Workforce Innovations and Opportunity
Act” (WIOA) as it pertains to this field; 9) Experience working with target populations (i.e. dislocated workers, low
income, disabled, veterans, etc.); 10) Knowledge of computerized tools; e.g., accessing Internet-based job search
information; 11) Effective communicator, including written, oral and public speaking for conducting workshops as
needed; 11) Creative thinking, problem-solving, & decision-making skills; 12) Minimum of an Associates, Bachelors
preferred; 13) Preferably bi-lingual English and Spanish, Portuguese, or Haitian Creole.

CTL staff training will include required anboarding seminars (e.g.,employee handbook, payroll, sexual
harassment paolicy, health and welfare benefits, and confidentiality). CTL expects our staff to meet or exceed
minimum knowledge, skills, and abilities thresholds to perform effectively in a technology rich environment in the
context of their position and for specific market segments. Initial training priorities include: technology use,
customer service, labor market information, diversity training, motivational interviewing, conflict resclution, and
sales. Professional development training should be ongoing (monthly, if not daily) as part of CTL's own “talent
development system”. CTL recommends that training opportunities include staff members from community and
agency partners.

Metro Southwest Career Center Operator RFP Response
Partnership for a Skilled Workforce | Page 1
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Describe the career exploration process and how labor market infoermation informs career and training decisions.

The Senior Business Services Liaison will play a leadership role in gathering market intelligence and sharing
information with career center staff and partners. Career TEAM corporate will provide additional analytic support
to source and mine relevant data (e.g., BLS, IPEDS), develop qualitative methodologies (e.g., employer surveys, focus
groups) and translate the findings into implications for the career center service delivery system. CTL may access
proprietary data sets such as ESMI to conduct granular analyses (e.g., zip code level) and to illustrate the relevance
of competencies across multiple occupations and industry sectors — broadening the career path and allowing
customers to “earn and learn” using available job openings that will move them along their pathway. The labor
market information, combined with the forecasts of our employer partners, will be used to guide customers to
training and employment that have the highest projected growth and earnings. The Career Navigator will share the
information with customers so they can visual their career pathway and future advancement.

Job Services Suite

Please list the services that will be available in the Job Services Suite in the first yvear of operation? What would vou
add in subsequent years?

Job Service Suite will be fully operational in the first year of operation through our technology platform. All clients
start with a “Do What You Are” career assessment to guide their career exploration and planning. Our content
consists of a series of life skills and professional development modules designed to enhance confidence and improve
employability. Customers will be able to build an ePorfolio where they can create video resumes and showcase
achievements to potential employers. To gamify the experience, badges are awarded for the achievement of
training and employment milestones. Customers can easily create resumes by following the guided instructions in
our Resume Builder. Select from a library of Career TEAM templates or import your own. Upon completion, the
resume is available for download and ready to send to potential employers by the Business Services Unit. Online
applications are often designed to filter out candidates before they reach the interview. Prior to completing a live
application, the Career EDGE Mock Job Application allows students to work through a simulation with video
instruction and tips for common mistakes. With PSW'’s input, we will continue to develop content and courses that
meet skill gaps of our customers. Through the technology, independent job seekers will be able to browse and
apply to employer vacancies created by our Business Services team.

Within our offices there are online learning centers with computers for customers to conduct independent job
search activities and career exploration. Each lab computer will have a shortcut to the online portal, as well as,
ONet online, the eligible training provider list, our employer portal, etc. to make it easy for customer to access the
information.

To generate interest, we will also post resource boards that provide information about upcoming training cohorts,
community resources, career pathway information, recruitment events, job fairs, and the upcoming workshop
schedule. The Welcome Center Staff will also be knowledgeable about all resources and able to direct clients and
answer their questions.

What steps must you take to create both the physical and virtual components of the Job Services Suite?

To create the physical Job Services Suite, we will need basic office equipment and supplies. We will establish a
self-service computer lab where clients will have shortcuts to the online portal. A staff member will be available to
respond to questions and provide assistance, guiding
customers that work independently. We will also post
information boards to generate interest in the
available training and employment sectors.

The virtual Job Services Suite content currently
exists. We would provide some customization for the
PSW market to ensure compliant branding and
messaging.

Metro Southwest Career C
Partnership for a Skill
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How will job seekers learn about the services?

Job seekers will learn about the services from Welcome Center Staff, Career Navigators, Business Services Staff,
referrals from community based, faith based and partner organizations, through the PSW website, social media and
peer to peer referrals.

What assistance will job seekers be given to fully use the technology?
Job Seekers will be provided assistance in the online learning center by our Welcome Center Staff and the Training
Experts. An emphasis will be placed on teaching customers to navigate independently as part of their prof. dev.

What must be installed or services developed to make the job services suite accessible to people with disabilities
and people whaose native language is not English?

We will work with all of our partners to ensure access to service offerings, including physical and programmatic
accessibility to individuals with disabilities. Our universal access plan includes: a) Accessibility to those in wheelchairs
via ramp access; b) Assistive listening systems for the hard-of-hearing; ¢) Screen reading, magnification software and
handheld magnifiers for the visually impaired; d) Literacy support software that allows customers to both see and
hear what is displayed on the computer; &) Specialized keyboards and mice; and f) Software which can help with
basic syntax, sentence structure, word choices, and spell checking, and can be used to help customers create
attention-grabbing résumés and cover letters. Our staff will be available to assist One Stop customers in using these
assistive devices. Career TEAM will staff each AIC office with bilingual staff to effectively serve the Spanish
population in each office. We will utilize resources such as language line, refugee resettlement agency staff and
internal talent to serve customers with limited English. All AIC staff will be trained on all community resources
available for persons with limited English such as Adult Education Departments offering ESL instruction.

Employer Marketplace

Describe or map the job placement process: (1) the process for individuals finding jobs through the career center
and (2) the process for companies finding employees through the career center.
See diagram on following page.

Metro Southwest Career Center Operator RFP Response
Partnership for a Skilled Workforce | Page 3
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What services will be available to employers with an assigned account manager?

All employers assigned to a Business Services Professional (account manager) will receive labor market
information, candidate recruitment, and talent matching. In additional they will receive access to Career TEAM's
technology platform holds dual functionality: management of data and the delivery of content. Career TEAM
offers its own content (e.g., Career EDGE) and curates third party content {e.g., Work It Daily). Employers can
access content by seftting up accounts. This content includes instructional videos (e.g., how to post jobs,
competency-based hiring) as well as searchable, jobseeker profiles (e.g., picture, resume, project portfolios, e-mail
connections). Career TEAM's technology products and services enhance the content delivery and user friendliness
of typical job boards that contain searchable lists of postings.

Describe the method for building the employer database referred to on page 4.

Approximately 700 new employer accounts were established last year. With over 35,000 employers in the region,
Career TEAM estimates opening approximately 875 employer accounts. QOur experience indicates that 80% of these
employers will hire at least one worker. We offer high value solutions for our employer partners to become the
talent resource of choice. Our robust employer marketplace streamlines the process of finding the right fit. Our
Employer Match making platform allows employers to customize their search of job seekers that match their exact
qualification. The technology already exists and will be populated by our Business Professionals prospecting
activities. The Business Services Unit will be responsible for a quarterly prospecting plan to forecast employer needs,
consider hiring trends, and pipeline talent to meet their placement goals. The prospecting plan will direct the
employer outreach and engagement of the Business Services professionals.

We recognize the challenges associated with coordinating outreach to businesses across stakeholders (e.g., AJCs —
adult services; AlCs — youth services, chambers of commerce, educational institutions). Career TEAM will work with
the PSW to coordinate and refine strategy and partner MOUs associated with business outreach within
Massachusetts and across regional and national employers that may fall within the domain of other partners. We
will follow existing protocols and refine them to ensure common messaging to employers, ease of access by
employers and efficiency in data sharing and management.

Technology

Discuss how vou will {or will not) use technology to (1) provide services, (2) improve the customer experience and
the guality of services, (3) increase the number of customers you are able to serve; (4) collect and use customer
feedback, (5) reduce fabor costs, and (6) reduce redundancy in the system.

Career TEAM's technology platform holds dual functionality: management of data and the delivery of content.
Career TEAM offers its own content (e.g., Career EDGE) and curates third party content (e.g., Work It Daily).
Employers can access content by setting up accounts. This
content includes instructional videos (e.g., how to post jobs, How to Get and Hold an Employers Attention
competency-based hiring) as well as searchable, jobseeker
profiles (e.g., picture, resume, project portfolios, e-mail
connections). Career TEAM's technology products and
services enhance the content delivery and user friendliness of
typical job boards that contain searchable lists of postings.
The ease of access and on demand nature of the technology * Use technology during the meeting to show the
improves customer experience since they will be able to take power of the process and reinforce the
advantage of the content regardless of location or schedule. protessiohal natlire of the selvice dellver

e Use asales-oriented approach

¢ (Communicate value-based messages (e.g., we
can reduce hiring costs by 50% and help provide
a worker with a better fit)

The technology scales up te as many users as needed and is ¢ Offer additional resources that the employer
currently being used by other regions with similar populations. can view online

Career TEAM holds experience in developing data sharing » Offer other benefits (e.g., subsidized training or
agreements and “single sign on” processes, reducing connections to other resource partners)
redundancy that can enhance functionality of current e Ask employers “what keeps you up at night”,
technology investments such as MOSES. By having a single share the information with partners and do
technology platform that integrates with existing databases something about it

provides improved reporting data, which reduces staff time.

Metro Southwest Career Center Operator RFP Response
Partnership for a Skilled Workforce | Page 5
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High guality real time data allows us to dynamically respond to any dips. Career TEAM can also develop video-rich
and custom content that appeals to job seekers and represents the PSW partners and employers. In fact, Career
TEAM can work with to create tools, templates and videos for employers targeting key growth sector.

identify the platforms and software packages that you will use and the ways in which they will be used to integrate
the services across the career center. This is in addition to use of MOSES that is a requirement

Career TEAM designed the technology platform to improve efficiency and effectiveness in its own direct service
delivery sites. Career Navigators and Business Services staff members can access the information and quickly review
the career plans, career profiles, training and employment progress of customers. Our technology offers
administrative dashboards to facilitate performance-based management and to support continuous quality
improvement processes. Figure 3 shows screen a shot that show fictional training customers in training (i.e.,
estimated completion, program, training preference, % completed) and fictional customers in testing (i.e., test prep,
pre-test, pass).

Career TEAM uses Career EDGE content to support competency-based soft skill development, career readiness,

student success and other content to support professional development (e.g., Business Services Certification
training, professional growth vignettes). Table 3 shows examples of Career EDGE content.

Tgble 3._Selected tjtles gf C.’qns:F_*L;I EDGE content .

:ie Ll 7720446 SereSefe Ontine
RIIB/ME LSS in Parson
> Cuadity improvement Oniina
i 05 i3 4
StuDsat - - §/27118 AutoAD Onie
825/16 CQuickBooks in Person
Now Madules 5 New Modules Next Modules
e (etting to know yourself e Learning to learn o Virtual reality
e Managing change & attitude e Time management o Interview prep
e Communication & networking e Study habits o Postinterview
e Job search strategies e Cultural diversity o Interview simulation
e Resume, cover letter e Conflict resolution * Occupation specific coaching
e Interview prep e Managing anxiety o IT
e Interview process e Business plan creation o Manufacturing

Metro Southwest Career Center Operator RFP Response
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e Interview follow-up » Financial literacy o Healthcare

e On-the-job success * Emerging social media

» The certification process

* Stackable credentials

e TBD —with input from PSW
Career EDGE content now reaches over 100,000+ college-level students across the nation and supports national

initiatives such as the Platform to Employment (page 2). Career TEAM blends and braids Career EDGE content with

other available products and services relevant to the labor market and in response to customer skill gaps.

Career TEAM offers online training through an “Employer Engagement Academy” to support the development of

the business staff and to deliver training to other workforce development (and now career service offices in
institutions of higher education).  Figure 5 shows example modules associated with this National Workforce

Figure 5. Example modules for creating an employer centric business development model

EMPLOYER
mmszun‘ﬂ

5.0
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~%
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Success

3

T\..:'k
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Development Association endorsed training.
Career TEAM's technology innovations and service delivery practices respond directly to our own needs as direct
service delivery providers and to the needs of our workforce development and educational customers.

Target Population

Describe the characteristics and needs of the targeted job seeker population and the ways in which the program
design will meet those needs, including capacity to serve non-native English speakers.

The Metro Scuth/West region is highly educated, older, and predominantly white. The region’s population is the
most highly educated in Massachusetts. By 2008-2010, over 50% of the region’s working-age population (53.9%)
had a bachelor’s degree or higher - far surpassing that of the state at around one third (35.6%). The working age

Metro Southwest Career Center Operator RFP Response
Partnership for a Skilled Workforce | Page 7
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population in Massachusetts is one of the oldest in the nation, and the Metro South/West region is one of the oldest
in the state with 55% over the age of 45. While the region has become more diverse in recent years, it remains
predominantly white (84%), 2% black, 7% Asian, 5% Hispanic, and 2% other races. *
Career TEAM will review relevant data with PSW and partners to refine the priority market segments.
Table 4 shows recent service utilization data (planned v. actual) for Fiscal Year 2015 and 2016 (three quarters).

Table 4. Metro Southwest Customers by Customer Type (Source: OSCCAR Statewide All Offices and DSCCAR Statewide Rapid Response)

Unemployment
Insurance Claimants

% of % of
Plan Actual Plan |Plan Actual Plan

Total Customers Served Unemployed Self-identified PWD Veterans

Metro South
West

% of % of % of
Plan Actual Plan | Plan Actual Plan | Plan Actual Plan

FY15 Quarter
Ending 6/30/15 12000 11640 97% |11500 11033 96% 600 675 113%
FY16 Quarter
Ending 3/31/16 12000 9206 77% |11500 8714 76% 600 511 85%

7000 9039 129% 750 636 85%

7000 7322 105% | 750 502 67%

The technolcgy enhancements will allow customers and employers to access services remotely and will create
opportunities for more partners to actively participate in the service delivery process and use suppart systems and
networks relevant tec their community, cultures and linguistic needs. Career EDGE currently offers its first six
modules in Spanish, and can customize (and translate) additional content as well to engage, support and address
priority market segments. For these processes, we prefer to engage the help of local, community partners. Also, we
will hire staff and encourage partners to make staff available who will be bi- or tri-lingual (e.g., Spanish, Portuguese,
Haitian Creole).

How will you balance the needs of job seekers with the needs of employers?

Career TEAM's industry responsive workforce development model allows employers to find workers with relevant
skill competencies to fill open job positions — especially high quality employment opportunities that allow workers to
“earn and learn” as they progress along a career pathway. By using employer demand information to inform our
Career Navigation and Training services, job seekers have marketable credentials.

Performance: Enrollment, Qutcomes and Customer Satisfaction
Discuss the strategies and quality control mechanisms you would use to ensure that vour enrollment, outcome, and
customer satisfaction goals are met for both job seekers and emplovers.

Career TEAM uses a sales-oriented approach across all aspects of the model. This means developing a marketing
and communications strategy that will increase the visibility and brand strength of PSW. Career TEAM uses all
distribution channels (e.g., radio, television, social media, blogs, door-to-door outreach campaigns) to deliver core
messages and to create a "buzz” about services (see sidebar). Career TEAM identifies and supports community
“champions” who represent trusted advisors within their communities. Career TEAM works with partners to hold
high-energy and engaging events (e.g., job fairs, orientation activities) that make a positive impression on partners
and participants. We review our enrollment goals, marketing and recruitment activities and adjust the tactical
approaches accordingly. Equally important, to deliver the job placement outcomes requires the talent pipeline to be
full and constantly refreshed.

How would vou define and measure customer satisfaction?

We will work with the PSW to develop a meaningful and practical set of customer satisfaction measures relevant
to the project and PSW partners. This extends beyond “demand” for services and “demand” to fill job orders.
Career TEAM measures customer satisfaction across several dimensions. Qur online learning content uses
automated prompts to ask for feedback about customer experiences (above and beyond capturing completion rates
and average time of engagement). Our direct service sites use a variety of customer satisfaction measures and
methods. At ane site, we used community input (partners and stakeholders) to redesign the community outreach

! http://commcorp.org/wp-content/uploads/2016/07/resources_Imt-report_2012-06-metro-southwest. pdf
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methods and communication campaign, redesigned the orientation into a dynamic, interactive and technology
enhanced process (including measuring how many indicated they would return) and watched enrollment climb.
Customer input and experience remains critical to success, Our staff conducts an informal survey upon each
interaction, “how did we do today?” and remain open to hearing what we can do differently and/or better. Qur
service delivery models that require touch points or formal exits include a more formal satisfaction survey including
one of the most important questions, “would you refer a friend or colleague to service?” In the world of social
media, positive customer experiences can prove critical to success. We also hold focus groups with customers and
our staff to keep us close to the voice of the customer and to honor our company values (e.g., we only ask what we
are willing to do ourselves).

Career TEAM will work with PSW, partners and the Career Center Initiative Board to identify key performance
indicators (including voice of customer and employer satisfaction measures) and performance accountability
measures. Career TEAM will develop and regularly update scorecards and dashboards that allow leaders and
partners to quickly identify strengths and opportunities for improvement.

What quality control mechanisms will you use to ensure that the data entered into MOSES is both complete and
accurate?

Career TEAM hires and retains exceptional talent, and has dedicated a full-time staff person to Quality Assurance
Data management. Our leaders prefer a performance-based environment and depend on valid, reliable and timely
data to assess the performance of the service delivery system and their teams. Our technology products contain
data entry checks that prevent data entry errors. Our dashboards and scorecards contain numeric references that
allow leaders to identify irregularities. Additionally, our corporate office conducts regular quality assurance reviews
at both the programmatic and organizational level. The proposed career center director offers a strong analytic
background and extensive experience in quality assurance across Career TEAM projects.

Integration of Services: Coordination and Collaboration with the WIOA Partners

Discuss the steps vou will take to create an integrated, efficient and effective service delivery system, including but
not limited to leveraging the resources of the partners to improve the quality of programming and services
delivered through the career centers.

Career TEAM will apply the same consultative approach that we do in our own projects and with our other clients
(e.g., state agencies, regional workforce boards, community action agencies, non-profits, institutions of higher
education). We will work with PSW to outline a participatory process and define the level and timing of involvement
by partners and staff. Transparency, clarity of goals (i.e., outcomes) and communication remains critical to building
consensus. In our opinion, this process proves foundational to creating a collective impact strategy that allows
partners to move toward a common set of outcomes, understand their roles and responsibilities and identify
capacity issues and opportunities to create a better return on investment. Career TEAM's value-add technology
creates opportunities for partners to innovate their own service delivery models, to access staff training, to build
organizational capacity for attracting and retaining talent and ultimately to demonstrate higher impact.

The MOU is an attachment. How would vou develop consensus and organize the partners?

MOUs reflect agreed upon outcomes, define expectations, decision-making processes and roles and
responsibilities, among others. Partnerships require care and feeding like any other type of relationship, hence our
commitment to supporting Partner Liaisons. A participatory process creates a more productive and synergistic
environment. Our transparent, performance-based and data-driven process creates an environment for authentic
conversations about what partners can offer and how partners benefit.

How will you organize the partners to complete ongoing projects identified in the MQU or required by WIQA?
Career TEAM creates value for customers, employers and partners. Our entrepreneurial and innovative approach
results in cost savings, improved outcomes and increased access for customers and partners. We parlay those
results and momentum into scaling or field testing a new model. Workforce development requires a team effort,
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especially for disadvantaged populations. Our work with Platform to Employment attests to our “field building”
work and developing a model that benefits individuals nationwide.

Describe a training program to prepare all staff, including partner staff. The schedule will be adjusted to reflect
October start up.

We will develop an orientation and training plan to support the transition and redesign process to help staff and
partners become proficient with the enhanced service delivery model. All of the training content exists (e.g., using
EDGE, customer service, job development certification) and is available through the technology platform. Qualified
trainers from other sites will support implementation.

Transitioning to our technology-enhanced career service model will begin in on or before July 1%, 2017 with the
establishment of three transition groups: 1) TEAM; 2) TALENT; and 3) TECHNOLQOGY. Each group will focus on a key
feature of the model and will be led by dedicated and experienced members of our leadership team. Groups will be
responsible for transition planning and execution, as well as overall integration to ensure a continued and
uninterrupted service delivery. These groups will continue on to support operational excellence during
implementation proper (beyond July 1, 2017). Our lead Trainer which we will identify from the local area or existing
staff, will oversee the entire transition process and will be intimately involved with each of the three transition
groups. Given the opportunity our corporate trainers could ensure the partners, sites, and job seeker customers of
Metro Southwest are educated, empowered and equipped by delivering and coordinating world class training and
cultivating an environment of innovation and achievement. Trainings will be delivered in person as well as online
using our proprietary digital platform.

How will staff members be held accountable for customer service and achieving the goals, what are the incentives
for excellent performance, and what are the consequences for not performing?

Staff are given monthly goals that relate to their personal productivity and the overall achievement of the
center. Some members of the team (non-administrative) are provided with monthly commissions for exceeding
their personal productivity goals. All departments will meet weekly to report their progress toward goal, an
accountability session. If a staff member is consistently having troubling meeting expectations, re-training and
coaching with their supervisor will be conducted, If they continue to not meet expectations, they may be subject to
corrective action including verbal and written notices.

Describe a professional development program that supports excellent customer service and innovation.

Professional development program that supports strong staff will vield excellent customer service and
innovation. By providing team members with month, personal one to one session with their supervisor there is
constant feedback cn their work and opportunities for growth. Staff that are provided an opportunity to set formal
goals each year can work with their supervisor to make progress toward those goals. Supervisor can in turn provide
or create opportunities for staff members to develop. Professional development programs must be collaborative to
be successful in impacting staff and the organization.
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