Upstate

WORKFORCE BOARD

Advancing the Future of Business and Community

UPSTATE WORKFORCE BOARD ONE STOP COMMITTEE MEETING
August 22,2017

12:00 p.m.

SC Works Spartanburg

Present:

Mr. Craig Jacobs, Chair Mr. Brent Bishop, UWB
Mr. Jeff Gossett, Committee Member Ms. Dana Wood, UWB
Ms. Kathy Jo Lancaster, Committee Member Ms. Vicki Lawson, UWB

Mr. Shelley Blount, Committee Member

Welcome
The meeting was called to order at 12:01 p.m. by Mr. Craig Jacobs, Committee Chair.

SC Works Update

Ms. Dana Wood provided an update to the Committee, referencing the June and July 2017
Dashboards as well as the Just in Time Report for July. The June Dashboard showed the entire
program year. The July Dashboard showed the first month of the new program year. One item Ms.
Dana Wood discussed was that the Adult and Dislocated Worker enrollment goals for PY16 were
exceeded. The committee agreed that there were no concerns with these reports.

Fin ial ort 16 e nd July 2017

Mr. Brent Bishop reported that ResCare’s end-of-year financials showed an 87% expenditure of
funds. Ms. Dana Wood explained the carryover was acceptable and that all state expenditure rates
were met locally by the board. Ms. Wood also mentioned that the federal budget allocations are
still unknown at this time. Mr. Brent Bishop explained that some expenditure percentages for this
year-to-date seem high, but this is because of reimbursements that will be received quarterly. Mr.
Brent Bishop works closely with Ms. Pam Morris to ensure accuracy of expenditures. Ms. Dana
Wood explained that with this new program year, multiple partners will share in the
infrastructure costs, such as rent and utilities. In the past, SCOEW was the only partner who paid.
The Upstate Workforce Board was the first in the state to submit the Report of Outcomes.
MOU/Infrastructure funding meetings with the partners have been successful this program year,
unlike in past years. Ms. Wood plans to start obtaining signatures on the MOU/IFT this week. Ms.
Wood informed the committee that SCDEW still owes reimbursements from PY14 for resource



sharing. She stated that she has been sending an email to SCDEW every 2 weeks to inquire about
the past due money.

SC Works Greater Upstate General Updates

e BST Lead
Annually, the Board of Directors must appoint a business services lead for the workforce area. Ms.
Johnnie Lynn Crosby has been the BST lead for years and has well established relationships. The
standards suggest rotating leads, but the committee strongly feels this should be a local Board of
Directors decision. Ms. Kathy Jo Lancaster made a motion to retain Ms. Johnnie Lynn Crosby
as the BST Lead. Mr. Shelley Blount seconded the motion. The motion passed unanimously.

e IWT
Ms. Dana Wood explained that federal regulations allow for up to 20% of local funding to be
designated for Incumbent Worker Training. Last year, the Upstate Workforce Board designated
roughly $100,000 of local funding for IWT activities. There has been great interest from local
employers to continue this program locally. Mr. Craig Jacobs asked if there are any performance
reports from past trainings. Ms. Dana Wood stated there are summaries available from Ms.
Johnnie Lynn Crosby and that she would provide those by email for the committee to review. Mr.
Craig Jacobs also asked if companies can repeat use of service. Ms. Dana Wood stated that the
current review sheet does deduct points for companies who have received funding in the past 12
months. Ms. Wood stated that the committee had the ability to change that requirement. Mr.
Shelley Blount asked if and when the UWB will know if state designation of IWT funding is to be
expected. Ms. Wood stated that last year the UWB was informed in late August of the local
allocation from the state, but so far this year no information has been provided from the state to
the local areas. Mr. Shelley Blount made a motion to designate up to $150,000.00 of local
training funds for Local Incumbent Worker Training. Mr. Jeff Gossett seconded the motion.
The motion passed unanimously.

e Regional Policies
Ms. Dana Wood shared five proposed Regional Instruction Letters:

o 17-01
o 17-02
o 17-03
o 17-04
o 17-05

These Regional Instruction Letters were created with the Greenville Workforce Development
Board to provide consistent guidance to ResCare. The Greenville Workforce Board has approved

the proposed letters. Ms. Wood reviewed each policy with the committee. Ms. Wood informed the
committee that local economic developers had the opportunity for input on Instruction Letter 17-
01 prior to the Greenville Workforce Board’s approval. There was a brief discussion on all the



letters. Ms. Kathy Jo Lancaster made a motion to approve Instruction Letters 17-01,17-02,
17-03,17-04, and 17-05. Mr. Shelley Blount seconded the motion. The motion passed
unanimously.

Re-E Grant ate

Ms. Dana Wood stated that the UWB was granted one of two awards from SCDEW for Re-Entry
activities. This grant is to serve incarcerated individuals at the Spartanburg County Detention
Facility. The roughly $170,000 is to be expended by October 2018. 11 individuals have already
graduated from the first round of training. Six individuals have been released and all are in
communication with the Re-Entry Specialist. Multiple employers are on board with the program.
The next class is scheduled to start in 2 weeks. The grant proposal was written for 4 classes in
total. Ms. Dana Wood stated that there will possibly be a 5t class, and it would be a class of
women.

Transportation Demo Grant Update

Ms. Dana Wood stated that this grant enables the UWB to provide work-related transportation to
Spartanburg county residents. Cherokee and Union county were disqualified for this grant due to
lack of DOT designated transportation service providers. The UWB will work with the
Spartanburg County Transportation Bureau (Dial-a-Ride) to assist with 2 populations. The first is
employee retention for 2nd shift, 37 shift and weekend shift employees who are at risk of losing
their jobs because of transportation deficiencies. The second is the unemployed population with
lack of any transportation as a barrier. The UWB will work with many partners and employers to
provide transportation to new hires for the same shifts listed above. Ms. Dana Wood stated that
this is an 18 month grant and is currently in the implementation phase.

Secret Shopper Reports
Ms. Dana Wood stated that a second round of secret shopping was conducted at all three SC Works

locations to evaluate deficiencies from the first round. Major improvements were observed and
experienced. A full report was provided to the committee. Ms. Wood stated that there is money
designated in the budget for Secret Shopping this program year.

Other Business

There was no other business.

Adjournment
With no further business, the meeting was adjourned at 1:07 p.m.

The next meeting will be held on October 10, 2017 at 12:00 p.m.



UPSTATE WORKFORCE BOARD
ONE STOP COMMITTEE MEETING
Committee Summary

Meeting Date

August 22,2017 at 12 noon

Contact for Questions and

Mr. Craig Jacobs - 864.266.1561
Email: cjacobhs@spencerhines.com

Concerns Ms. Dana Wood - 864.596.2028
Email : wood@upstateworkforceboard.org
e Dashboard/Justin Time Report
e Financials
Significant Items and e BST Lead
Issues Raised e [WT

e Re-Entry Grant
e Transportation Demo Grant
e Secret Shopping

Action Taken

Discussion/3 voting items

Results and Outcomes

Dashboard/Just In Time Reports

Ms. Dana Wood provided an update to the Committee, referencing the June and July 2017
Dashboards as well as the Just in Time Report for July. The June Dashboard showed the entire
program year. The July Dashboard shows the first month of the new program year. Ms. Dana
Wood did inform the committee that ResCare exceed the enrollment goals for PY16. The
committee agreed that nothing stood out as a concern.

Fi ial
Mr. Brent Bishop reported that ResCare’s end of year financials showed an 87% expenditure
of funds. Ms. Dana Wood explained the carryover is acceptable and that all expenditure rates
were met locally by the board. Ms. Wood also mentioned the federal budget is still unknown
at this time. Ms. Wood explained that with this new program year, multiple partners will
share in the infrastructure costs such as rent and utilities. In the past, SCDEW was the only
partner who paid. Ms. Wood informed the committee that SCDEW still owes reimbursements
from PY14 for resource sharing. She stated that she sends an email to SCDEW inquiring every
2 weeks on the past due money.

SC Works Upstate General Updates

e Business Service Lead
Annually, the Upstate Workforce Board must appoint a business services lead for the local
workforce area. Ms. Johnnie Lynn Crosby has been the BST lead for years and has well
established relationships. The OneStop Certification Standards suggest rotating leads, but the
committee strongly feels this should be a local Board decision. The committee saw no value in
rotating leads at this time. Ms. Kathy Jo Lancaster made a motion to retain Ms. Johnnie
Lynn Crosby as the BST Lead. Mr. Shelley Blount seconded the motion. Motion passed
unanimously.

o IWT
Ms. Dana Wood explained that federal regulations allow for up to 20% of local funding to be
designated for Incumbent Worker Training. There has been great interest from local
employers to continue this program locally. After discussion, Mr. Shelley Blount made a
motion designate up to $150,000.00 of local training funds for Local Incumbent Worker
Training. Mr. Jeff Gossett seconded the motion. Motion passed unanimously.




* Regional Policies
Ms. Dana Wood shared five proposed Regional Instruction Letters:
o 17-01 - Allowable Training Activities/Cost Limits
o 17-02 - Supportive Service Policy
o 17-03 - Grant Modification Procedures
o 17-04 - Adult Priority of Service Policy
o 17-05 - Local Sanctions Policy

These Regional Instruction Letters were created with the Greenville Workforce Development
Board to provide consistent guidance to ResCare. The Greenville Workforce Board has
approved the proposed letters. Ms. Wood reviewed each policy with the committee. Ms. Wood
did inform the committee that local economic developers had the opportunity for input on
Instruction Letter 17-01 prior to the Greenville Workforce Boards approval. After a brief
discussion on all letters, Ms. Kathy Jo Lancaster made a motion to approve Instruction
Letters 17-01,17-02,17-03, 17-04, 17-05. Motion was seconded by Mr. Shelley Blount.
Motion passed unanimously.

e Secret Shopping
Ms. Dana Wood stated that a second round of secret shopping was conducted at all three
locations to evaluate deficiencies from the first round. Major improvements were observed/
experienced. A full report was provided to the committee. Ms. Wood stated there is money
designated in the budget for Secret Shopping this program year.

* Re-Entry Grant
Ms. Wood Ms. Dana Wood stated the UWB was granted one of two awards from SCDEW for
Re-Entry activities. This grant is to serve incarcerated individuals at the Spartanburg County
Detention Facility. The roughly $170,000 is to be expended by October 2018. There have
already been 11 individuals to graduate from the first round of training. Six individuals have
been released and all are in communication with the Re-Entry Specialist. Multiple employers
are on board with the program. The next class is scheduled to start in 2 weeks. The grant
proposed to hold 4 classes total. Ms. Dana Wood stated there will possibly be a 5t class and it
would be a class of women.

e Transportation Demo Grant
Ms. Dana Wood stated this grant enables the UWB to provide work-related transportation to
county residents. Cherokee and Union county were disqualified for this grant due to lack of
DOT designated transportation service providers. UWB will work with the Spartanburg
County Transportation Bureau (Dial -a-Ride) to assist with 2 populations. First being,
employee retention for 2n shift, 3v4 shift and weekend shift employees are at threat of losing
their jobs because of transportation deficiencies. The second population is the unemployed
population with transportation as barrier. The board will work with many partner and
employers to provide transportation to new hires for the same shifts list above. Ms. Dana
Wood stated this is an 18 month grant and is currently in the implementation phase.

in jour
none

Items Referred for Board
Action

The OneStop Committee recommends retaining Ms. Johnnie Lynn Crosby as the BST
Lead.

The OneStop Committee recommends that the Board designate up to $150,000.00 of
local training funds for Local Incumbent Worker Training.

The OneStop Committee recommends that the Board approve Regional Instruction
Letters 17-01,17-02,17-03, 17-04, 17-05.

Website Reference

www.upstateworkforceboard.org
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AGENDA

ONE STOP COMMITTEE MEETING
August 22,2017

12:00 noon
SC Works-Upstate

Welcome Mr. Craig Jacobs

e SC Works Update Ms. Dana Wood
o Dashboard
© JustIn Time Reports

Financial Report Mr. Brent Bishop

e SCWorks Upstate General Updates Ms. Dana Wood
= BST Lead*
= [WT*
* Regional Policies*
= Re-Entry Grant Update
* Transportation Demo Grant Update

Secret Shopper Reports Ms. Dana Wood

Other Business & Adjourn

*denotes a voting item

Next Meeting Date: October 10,2017

Our Mission Statement:
Build and maintain a workforce development system that meets the needs of employers.
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Arbor with BST
100% of PY16
Income
Grants Received
Total Income
Expense
Administration
Dues, Prof fees, Subscriptions
Fringes
Indirect Cost
Management Fee
Salaries
Total Administration
Operating Expenses
Computers and Software
Contract/Consulting Services
Equipment Rental
Mileage
Misc. & Facilities Costs
Office Supplies
Outreach
Postage
Printing Supplies
Professional Development
Relocation
Rent
Telephone
Travel-Out of Town
Utilities
Total Operating Expenses
Supportive Services
Child Care
Transportation
Total Supportive Services
Training Expenses
Instructional Training
OJT Training
Work Experience
Incumbent Worker Training
Total Training Expenses
Total Expense

Net Income

Jul 16 - Jun 17 Budget $ Over Budget % of Budget
1,738,848.26 1,738,848.26 0.00 100.0%
1,738.848.26 1,738,848.26 0.00 100.0%

700.00 1,500.00 -800.00 46.67%
98.054.96 127,463.94 -28,408.98 T7.71%
94 689.07 100,348.05 -5,658.98 94.36%
95,636.65 97,056.84 -1,420.19 98.54%

521,233.98 566,519.55 -45,285.57 92.01%
811,314 66 892 888.38 -81,573.72 90.86%
35,800.95 37,898.48 -2,097.53 94.47%
28,477.62 30,200.00 -1,722.38 94 3%
3,725.25 4,500.00 -774.75 82.78%
18,061.35 25,340.00 -7,278.65 71.28%
12,352.28 14,706.00 -2,353.72 84.0%
6,332.67 7,683.58 -1,350.91 82.42%
5,027.96 7,000.00 -1,972.04 71.83%
73540 1,500.00 -764.60 49.03%
1.543.61 2,250.00 -706.39 68.61%
10,553.59 1242771 -1,874.12 84.92%
1,855.73 3,000.00 -1,144 27 61.86%
124,833 .44 141,670.40 -16,836.96 88.12%
13,895.00 19,708.71 -5,813.71 70.5%
4,762.27 6.500.00 -1,737.73 73.27%
9,873.46 11,800.00 -1,926.54 83.67%
277,830.58 326,184.88 -48,354.30 85.18%
1,000.00 1,000.00 0.00 100.0%
11,350.00 15,585.07 -4 24507 72.78%
12,350.00 16,585.07 -4,245 .07 74.42%
254 816.04 351,304.93 -96,488.89 72.53%
44, 711.07 45,000.00 -288.93 99.36%
8,475.51 9,400.00 -924 .49 80.17%
95,509.53 97,475.00 -1,965.47 97.98%
403,512.15 503,179.93 -99,667.78 80.18%
1,505,007.39 1,738,848.26 -233,840.87 86.55%
233,840.87 0.00 233,840.87 100.0%

—_—
_
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11:59 AM
08/15117

Accrual Basis

Income

Arbor
8% of PY17

Grants Received

Total Income

Expense

Administration

Dues, Prof fees, Subscriptions

Fringes
Indirect Cost
Management Fee

Salaries

Total Administration

Operating Expenses

Computers and Software

Contract/Consulting Services

Equipment Rental
Mileage

Misc. & Facilities Costs
Office Supplies
Outreach

Postage

Printing Supplies
Professional Development
Rent

Telephone

Travel-Out of Town
Utilities

Total Operating Expenses

Supportive Services

Other Emergency Support

Transportation

Total Supportive Services

Training Expenses

Instructional Training
OJT Training

Work Experience

Total Training Expenses

Total Expense

Net Income

Upstate Workforce Board
Profit & Loss Budget vs. Actual

July 2017

Jul 17 Budget $ Over Budget % of Budget
1,309,265.35 1,309,265.35 0.00 100.0%
1,309,265.35 1,309,265.35 0.00 100.0%
325.00 1,500.00 -1,175.00 21.67%
7,420.43 106,843.74 -99,423.31 6.95%
6,931.56 78,460.10 -71,528.54 8.84%
6,000.80 72,009.59 -66,008.79 8.33%
35,110.35 430,107.50 -394 997.15 8.16%
55,788.14 688,920.93 -633.132.79 8.1%
475.31 17,085.00 -16,609.69 2.78%
2,649.50 33,052.52 -30,403.02 8.02%
376.30 4,680.00 -4,303.70 8.04%
886.94 11,000.00 -10,113.06 8.06%
1,344.06 11,095.08 -8,751.02 12.11%
152.32 6,471.98 -6,318.66 2.35%
0.00 2,000.00 -2,000.00 0.0%
4273 1,050.00 -1,007.27 4.07%
184.72 6,320.00 -6,135.28 2.92%
1,350.00 4,190.00 -2,840.00 32.22%
12,800.67 75,000.00 -62,199.33 17.07%
1,181.93 13,654 .80 -12,472.87 8.66%
0.00 4,425.00 -4.425.00 0.0%
968.73 10,320.04 -9,351.31 9.39%
22.413.21 200,344 42 -177,931.21 11.18%
160.80 1,000.00 -839.20 16.08%
125.00 29,000.00 -28,875.00 0.43%
285.80 30.000.00 -29,714 20 0.95%
4,112.00 301.,200.00 -287,088.00 1.37%
0.00 60.000.00 -60,000.00 0.0%
4,189.26 28,800.00 -24,610.74 14.55%
8,301.26 390,000.00 -381,698.74 213%
85,?% 1,309,265.35 -1,222,476.94 6.63%
1,222,476.94 0.00 1,222,476.94 100.0%

Page 1 of 1
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Upstate

WORKFORCE BOARD GREENVILLE COUNTY

. ¢ 7 Workforce Development Beard
Advancing the Future of Business and Community

Preparing the workforce, growing our economy

| INSTRUCTION LETTER

REGIONAL INSTRUCTION NUMBER: WIOA 17-01

TO: SC Works Operator/Service Provider

SUBJECT: Allowable Training Activities and Cost Limits for WIOA Training

DATE DATE DATE

ISSUED: June 30, 2017 EFFECTIVE: July 1, 2017 EXPIRES: Indefinitely*

*This policy is required to be reviewed and amended by the Greenville County Workforce
Development Board (GCWDB) and the Upstate Workforce Board (UWB) and/or a board designated
committee not less than annually.

BACKGROUND: WIOATitle I [Section 134]. The development boards are responsible for establishing local
policies related to allowable training activities, length of training and cost limits for training. The boards
must also determine in-demand occupations and industries within the local area for the purpose of
wisely investing local WIOA training dollars.

POLICY: The GCWDB and the UWB have determined that the following activities, local requirements,
time limits, and cost limits shall apply to all training activities. The maximum, per participant,
expenditure amount for any combination of training activities listed below is $12,000. This cap does
not include supportive services. Any portion of the total training that is paid with resources other than
WIOA funds (i.e., PELL, Lottery, TAA, etc.), will not count towards the training cap. Training-related costs
such as books, fees, uniforms, etc., are considered supportive services. Refer to Supportive Services
Policy for additional information. Requests for exceptions to these requirements or limits require a
completed Waiver Request Form, to be signed and approved by the appropriate board’s Executive
Director or designee.

Occupations identified within this policy are not necessarily included in PATh (states system for ETPL).
Should the need arise for a program to be added to PATh, a request must be submitted to the proper
workforce board office for consideration. Only programs aligning with the current in-demand
occupation list will be considered. When approving or denying request for PATh other consideration
may include (but are not limited) the following: entry wages, type of credential issued, location of
training provider, classroom training vs. online training, labor market information, etc.

Clearly documented commitments made prior to this instruction shall fall within any applicable previous
policy guidelines.



ACTION: You are responsible for the immediate distribution and implementation of this instruction.

INQUIRIES: Should you have any questions regarding this instruction, please contact Eva Anagnostis at
864-467-8142, TTY:711, or at eanagnostis@greenvillecounty.org Dana Wood at 864-596-2028 ext. 100,
TTY 711, or at wood@upstateworkforceboard.org .

Ann Angermeier Dean E. Jones
Executive Director *Executive Director
Upstate Workforce Board Greenville County Workforce

Development Board

Source: TEGL 19-16
REPLACES LOCAL UPSTATE INSTRUCTION LETTER 13-12 / REPLACES GCWDB INSTRUCTION LETTER 10-07
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Upstate

WORKFORCE BOARD .

Advancing the Future of Business and Community Workforce Devalopment Board

Prr_'f:urruq the workforce, qrowing our aCONGMmy

| INSTRUCTION LETTER

REGIONAL INSTRUCTION NUMBER: WIOA 17-02

TO: SC Works Operator/Service Provider

SUBJECT: WIOA Supportive Services Policy

DATE DATE DATE

ISSUED: June 30, 2017 EFFECTIVE: July 1, 2017 EXPIRES: Indefinitely
PURPOSE:

As of the effective date, this policy will apply to all new supportive service approvals. Current
participants affected must be notified in writing. This Instruction replaces Upstate Local Instruction
Letter 13-04 Amendment 2 and Greenville County Local Instruction Notice 16-02 (for Adult/DW only).

BACKGROUND:

Adult or Dislocated Worker (DW) WIOA Participants may be eligible for supportive services as
established by the Upstate Workforce Board (Upstate WB) and the Greenville County Workforce
Development Board (GCWDB) by authority of the Workforce Innovation and Opportunity Act (WIOA) of
2014. Supportive Services are defined as necessary services provided to eligible WIOA participants
enrolled in intensive or training activities, who cannot afford to pay for these services and without them,
would make it impossible for the participant to attend WIOA activities. Supportive services may include:
transportation, child and/or dependent care, supplies required for training or employment, legal aid
services, and emergency assistance. These services are only available to participants who are unable to
obtain these services through other providers. Referrals to appropriate partners or agencies should be
documented as proof that these services are not available elsewhere. Any requested supportive service
not mentioned above must be approved, in writing, by the appropriate WDB Executive Director.

ACTION:

Each participant’s supportive service needs will be documented during the objective assessment using
the Individual Service Strategy (ISS) and the Request for Supportive Services Form. Any participant
requesting supportive service payments must complete a Living Expenses Budget to demonstrate all
income and expenses for the household. The One-Stop Operator must have a written procedure, which
is consistently applied, identifying all allowable living expenses. The UWB and GCWDB require all funding
sources to be leveraged, and that participants be referred to all related agencies for supportive service
needs prior to utilizing WIOA funds.



The amount of supportive service funds must be based on the level of need determined during the
assessment. If necessary, grievance procedures found in the Applicants Rights Handout must be
followed.

The following are guidelines to be followed for each available supportive service:

Supportive Service Type I: Transportation for Classroom Training, Customized Training, Pre-Vocational
Training, and Job Readiness Classroom Activities
Residents of Cherokee, Greenville, Spartanburg, or Union counties attending training or intensive
classroom activities will be reimbursed at the rate of:
* 55.00 per day provided the individual travels ten (10) to twenty-four (24) miles per day roundtrip.
® $510.00 per day provided the individual travels twenty-five (25) or more miles per day roundtrip.

The total maximum reimbursement amount is $2,000, from the date of transportation assistance
eligibility notification or from the date of approval, if after January 1, 2016. The Talent Development
Specialist must ensure that MapQuest verification be placed in the participant file that shows the
distance from the participant’s residence to the training facility. An alternate internet mapping source
may be used, with the SC Works Upstate/Greenville Project Director or Designee approval, if the address
is unknown to MapQuest.

address or training facility location. This written verification must be placed in the participant’s hard file.
Mileage will be adjusted accordingly, retroactive to the date of the verifiable move date, however, no
more than ten (10) days of retroactive reimbursement will be paid under any circumstances. Failure to
report any changes timely may result in the revocation of any future transportation assistance. Action
may be taken to seek reimbursement of any overpayments resulting from the failure to report changes.

Transportation assistance will be provided for the least expensive travel option available (i.e. public
transportation, carpooling, etc.). In an effort to encourage carpooling, reimbursement to the participant
for carpool expenses may be provided at a rate of $2.50 per day, provided the driver is not already
receiving transportation assistance (WIOA or otherwise). A signed receipt from the driver verifying the
participant’s paid carpool expense must be provided and affixed to the transportation voucher.

Note: In some instances, innovative transportation methods must be used to get the participant to
and from training, or an approved activity, when they do not have a vehicle or if carpooling or public
transportation is not possible. An example would be utilizing a car service such as Uber. In these
instances, the appropriate WDB Executive Director must approve these expenditures,

Supportive Service Type II: Emergency Assistance

The maximum lifetime allowable amount approved for Emergency Assistance is $600 per qualifying
participant. Assistance may be provided for emergencies such as: housing, utilities, eye care, auto
repairs, child care center registration fees or other needs that will enable the participant to attend or
remain in training, conduct job searches, or other allowable activities, as determined by the Talent



Development Specialist. The participant must present documentation such as a bill, invoice, or service
statement indicating need to the Talent Development Specialist. The participant must also provide
documentation stating that these services are not available through other agencies or sources. This
requires a letter from the employer stating participant has been offered employment. As always, the
services must not be available free of charge from another entity in the area in order for WIOA funds to
be used. All expenses must be approved in advance by the Talent Development Specialist and the SC
Works Upstate Project Director.

Note: The UWB and GCWDB do not allow payment for medical-related services or costs, except eye
care.

Supportive Service Type Ill: Supportive Services for Training Related Needs

Items required for training may be provided by voucher in an amount not to exceed $4000. These items
include: books, fees, uniforms/scrubs, driver’s license/identification card, fingerprinting/drug screens,
immunizations, physicals, tools, graduation fees (audit fee, not cap and gown), licensure tests, and other
required items. Additional supportive services for training, including temporary lodging for training, may
be approved but will require prior approval from the appropriate WDB.

Supportive Service Type IV: Supportive Services for Work Related Needs

Uniforms and work tools required to begin initial employment may be provided by voucher in an amount
not to exceed $300. Only commonly required uniforms or work tools will be funded for specific
occupations or as indicated in writing from the employer. The employer must indicate in a letter that
upon purchase of required uniforms or tools that the participant will be hired.

Supportive Service Type V: Supportive Services for Legal Aid Services

WIOA classifies legal aid services as allowable supportive services for Title | participants. These services
can uniquely address certain barriers to employment, including access to driver’s licenses, expunging
criminal records, and resolving issues with debt, credit, and housing. Legal aid services, specifically
expungement services, should be coordinated with local solicitors’ offices. Costs may not exceed $400.

Supportive Service Type VI: Child/Dependent Care for Approved WIOA Activities

All participants must provide verification that they have applied for ABC Child Care assistance but have
been deemed ineligible. Adult care may also qualify on a case-by-case basis due to disability or other
circumstances and must be approved by the Project Director. The participant must be a full time student
as defined by the institutions guidelines to be eligible for child/dependent care. The participant will be
required to make payment arrangements to the service provider for any amount that exceeds the
approved WIOA payment or for days that the child(ren)/dependent(s) is (are) in care that the parent is
not participating in an approved verifiable WIOA activity. The care provider will be notified in advance
that invoices must be submitted to SC Works Upstate or SC Works Greenville by the 5t of the month
following the month of care and under no circumstances will payment be made if an invoice is submitted
after the 15" of the month following the month of service. Payments will not be provided when the
participant is not attending school or a verifiable WIOA activity (20 or more hours per week if non-
classroom activity). To further clarify, should a school be closed for a reason such as winter or fall break,
the participant must report to Talent Development Specialist and plan acceptable and verifiable
activities, otherwise payments will cease.



The following reimbursement rates apply for children who are in the care of a Provider that is CERTIFIED
(ABC) by the Department of Social Services and provide an invoice to the appropriate SC Works staff for
these services. The child/dependent care provider is the sole decision of the parent/guardian.

® Child/Development Care for Classroom Training
(For children age of 12 and under or children with special needs)
A maximum of $100 for one child and $175 for two children (plus $70 for each additional child) per
week can be paid to the child care provider. After-School care may be provided at a rate of $S30 per week
for one child and $50 per week for two children or more, provided the parent is in class or an approved
training related activity.

* Child/Dependent Care for Intensive Service/Part-Time Training Participants
(For children age of 12 and under or children with special needs)
A maximum of $20 per day and $35 per day for two children (plus $14 per day for each additional child)
can be paid to the care provider for Intensive Service Clients that have a job interview, who are looking
for a job, attending company-sponsored training, and/or orientations prior to beginning a new job.

Non-DSS Certified Child Care Providers (Non-ABC approved) will be reimbursed at a lesser rate of $7 per
day for one child and $10 per day for 2 or more children under the same conditions noted above. The
Relative must not live in the same home as the child(ren).

The maximum lifetime amount of child care supportive services is $4,000.

Guidelines for Payments

e The SC Works Upstate/Greenville Project Director or Designee Mmay suspend one or more
supportive service types if funds become limited. The appropriate WDB staff, appropriate WDB,
and affected participants must receive thirty (30) days written notification prior to the
suspension of supportive services due to limited funds.

e The amount of supportive service funding is to be determined by the participant’s Talent
Development Specialist. Support Services should be reviewed and/or revised any time there is a
change in circumstances.

e Payments may not be made for time in which the participant did not attend training or a verifiable
WIOA activity. Participants must complete attendance forms and return them to their SC Works
Upstate or Greenville Center by the 5t day of the month following attendance. WIOA funds will
not be approved for transportation assistance if attendance forms are received after the 15t of
the month following service.

* No supportive service payments will be issued to WIOA eligible participants who are receiving
Pell Grant funds to cover living expenses, if such funds are equal to or greater than the amount
of supportive service payments eligible through WIOA.

e All supportive service costs must be approved by the Talent Development Specialist and the
Program Supervisor or Project Director or Designee in advance.

e While receiving payments for Intensive Services, job searches must be conducted at companies
that pay within an agreed amount or that has work available in the field that the participant
shows interest.

* Any exceptions to this policy are strongly discouraged and require the written approval of the
appropriate WDB Executive Director.




INQUIRIES: Should you have any questions regarding this instruction, please contact Eva Anagnostis at
864-467-8142, TTY:711, or at eanagnostis@greenvillecounty.org Dana Wood at 864-596-2028 ext. 100,
TTY 711, or at wood@upstateworkforceboard.org .

Ann Angermeier Dean E. Jones
Executive Director Executive Director
Upstate Workforce Board Greenville County Workforce Development Board

Sources: TEGL 19-16, State Instruction Notice 16-05
REPLACES UPSTATE LOCAL INSTRUCTION LETTER 13-04 Amendment 2
REPLACES GREENVILLE COUNTY LOCAL INSTRUCTION NOTICE 16-02 (FOR ADULT/DW ONLY)



Upstate

WORKFORCE BOARD GREENVILE COUNTY

Workforce Development Board

Advancing the Future of Business and Community

Preparing the workforce, qrowing our econamy

| INSTRUCTION LETTER |
REGIONAL INSTRUCTION NUMBER: WIOA 17-03
TO: SC Works Operator/Service Provider
SUBJECT: Grant Modification Procedures
DATE DATE DATE
ISSUED: June 30, 2017 EFFECTIVE: July 1, 2017 EXPIRES: Indefinitely
PURPOSE:

The purpose of this instruction letter is to advise all necessary entities of the procedure to request a
modification of grants. This letter replaces Upstate Local Instruction Letter 12-08 (for Adult/DW only).

BACKGROUND: :

The Upstate Workforce Board (UWB) and Greenville County Workforce Development Board (GCWDB)
approve and issue grants on a yearly basis. This regional instruction letter identifies the process for
modifying a grant. ;

ACTION:
Please follow the Request and Modification Processes, as outlined below.

REQUEST PROCESS:

A modification may be initiated by either the contractor, here on out referred to as the
recipient/subrecipient/subgrantee, or the appropriate workforce development board (due to identified
errors or a desire to change the grant).

Recipient/Subrecipient/Subgrantee Initiated:

1. Aletter must be forwarded to the Upstate Workforce Board and/or Greenville County Workforce
Development Board. The letter should be signed by the Program Director and sent to the uwas
and/or GCWDB Associate Director(s). WDB staff will then request approval from the Executive
Director(s).

2. In addition to sending the cover letter, the attached "REQUEST FOR MODIFICATION” form must
be submitted. Modifications to grants will not be made based on verbal communication.

Workforce Development Board (UWB/GCWDB) Initiated:

1. Should WDB staff recognize the need for a modification, the appropriate WDB staff will contact
the recipient/subrecipient/subgrantee. The WDB staff will request that the recipient/
subrecipient/subgrantee follow numbers one (1) and two (2) above to process the request.



MODIFICATION PROCESS:

Once the form has been received by the appropriate WDB staff, it will be presented to the both
WDB Executive Directors. The Executive Directors will indicate approval or disa pproval. They will
indicate if the modification requires full board approval (see #2 below for details).

Once the Executive Directors have approved the request and indicated that full board approval
is necessary, the modification should be presented to each board:
a. UWB: The modification will first go to the OneStop Committee for approval, and then to
the Upstate WB.
b. GCWDB: The modification will go straight to the Greenville County WDB.

Once final approval or disapproval is noted at the bottom of the form, the Executive Directors
will mark the section that reads "begin with changes immediately"” or "do not begin with changes
until a modified grant is received." It s imperative that contractors comply with this section.
Contractors should attach an approved returned form to the existing grant until receipt of the
modification.

Once the modification has been presented and approved, UWB/GCWDB Associate Directors and
recipient/subrecipient/subgrantee staff will work together to complete all necessary
modification documents. Once the documents are finalized, the Associate Directors will send the
modification to signatory officials for approval.

GENERAL INFORMATION:

A.

B.

All grant coversheets should include a signature line for each entity and the Executive Directors.

There should be three (3) originals (each belonging to the grant signatory officials). Copies of
executed grants should be maintained in the UWRB and GCWDB offices.

The recipient/subrecipient/subgrantee may transfer funds within cost categories, provided all
the following are met:

a. The transfer will not increase the total monetary obligations of the awarding entity;

b. The transfer will not increase the total amount allocated to any single cost category in the
budget (exception: Operating Funds may be placed into the Client Services cost category
by the way of a modification and approval of the UWB/GCWDB prior to the end of the
grant period);

c. The transfer will not decrease the cumulative number of (1) individuals to be served, (2)
the planned enrollment levels in each Program activity, or (3) the individuals to be served
within significant client groups;

d. The transfer will not significantly change the nature or scope of the program funded
(exception: any and all changes in personnel, fringe benefits and indirect cost must have
prior approval of the UWB/GCWDB).



D. The recipient/subrecipient/subgrantee may increase the cumulative number of (1) individuals to
be served, (2) the planned enrollment levels in each program activity, or (3) the individuals to be
served with significant client groups as specified in the grant, provided that the level of funds
does not exceed the cost categories of the grant (or latest modification).

E. The UWB/GCWDB may at any time, by written order, make changes within the general scope of
the grant. If any such changes cause an increase in the cost (or time required) of performance of
any part of the program under the grant, an equitable adjustment shall be made in the grant
amount, completion date or both, and the grant shall be modified in writing accordingly.

F. The awarding entity will not guarantee a modification to provide additional funds to cover
expenditures to the recipientfsubrecipient/subgrantee during or after the period of the
agreement.

G. For any joint contracts with the UWB and the GCWDB, all modifications must be approved by
both entities with accompanying documentation.

INQUIRIES: Should you have any questions regarding this instruction, please contact Eva Anagnostis at
864-467-8142, TTY:711, or at eanagnostis@greenvillecounty.org Dana Wood at 864-596-2028 ext. 100,
TTY 711, or at wood@upstateworkforceboard.org .

Ann Angermeier Dean E. Jones
Executive Director Executive Director
Upstate Workforce Board Greenville County Workforce Development Board

REPLACES UPSTATE LOCAL INSTRUCTION LETTER 12-08 (FOR ADULT/DW ONLY)



SC WORKS UPSTATE/GREENVILLE
GRANT MODIFICATION REQUEST FORM

(If necessary, use more than one form)

Date:
Grant number:

Change(s) requested (note which section(s) of the original grant are to be changed, then state the new
wording to reflect those changes):

Reason for modification:

For questions regarding this modification request, please contact:

NAME:
TITLE:
EMAIL:
PHONE:

SUBMIT COMPLETED FORM TO:
UWB and GCWDB Associate Directors



*¥***DO NOT WRITE BELOW THIS SECTION* ***
****BOTH BOARD APPROVAL PAGES REQUIRED* ***

Upstate Workforce Board Approval

Upstate WB Director:

Signature Date
]:I_Approval to begin modification process
D Disapproved

Requires Approval/Disapproval by Upstate WB: (to be determined by UWB Executive Director)

[1ves
[ Ino

Funding Oversight Committee:

Meeting Date or Poll Date

[ 1Approved
[ ] Not Approved

L In/A

Upstate WB:

Board Meeting Date or Poll Date

D Approved
[:| Not Approved
[ IN/A

Upstate WB Director:

Signature Date

EI_Grant modification(s) may begin immediately
D Executed Modification needed to proceed with requested grant modification



Greenville County Workforce Board | Approval

Greenville County WDB Director:

Signature Date

]:LApprovai to begin modification process
Disapproved

Requires Approval/Disapproval by Greenville County WDB: (to be determined by GCWDB Executive Director)

[1ves
[ Ino

Greenville County WDB:

Board Meeting Date or Poll Date
D Approved

[] Not Approved

L In/A

Greenville County WDB Director:

Signature Date

[ |Grant modification(s) may begin immediately

[ ] Executed Modification needed to proceed with requested grant modification



Upstate

WURKFURCE BUARD GREENVILLE COUNTY

Advancing the Future of Business and Community Workforce Devalopment Board

Preparing the workfarce, grawing our econamy

| INSTRUCTION LETTER |

REGIONAL INSTRUCTION NUMBER: WIOA 17-04
TO: SC Works Operator/Service Provider
SUBIJECT: Adult Priority of Services

DATE DATE DATE
ISSUED: August 21, 2017 EFFECTIVE: July 1, 2017 EXPIRES: Indefinitely

PURPOSE: To outline key provisions and changes to priority of service in the Workforce Innovation and
Opportunity Act (WIOA) adult program,

BACKGROUND: The Workforce Innovation and Opportunity Act (WIOA) Adult Program eligibility
requirements remain mostly consistent with Workforce Investment Act (WIA), but include significant
changes to the service priority provisions.

Consistent with WIA, priority for Adult Program services must be given to recipients of public assistance and
other low-income individuals, with added priority for individuals who are basic skills deficient. Under WIA,
this priority applies only when Adult Program funds are restricted. Under WIOA, however, priority access to
services by members of this group (public assistance recipients, other low-income groups) applies
automatically.

Per Training and Employment Guidance Letter (TEGL 3-15), Adult Program applicants must meet basic
eligibility requirements and any other service priority criteria in effect for the local region.

POLICY:

WIOA Adult Eligibility
To be eligible to receive WIOA services as an adult in the Adult and Dislocated Worker programs, an
individual must:

* Be 18 years of age or older;

® Be acitizen or noncitizen authorized to work in the United States; and

® Meet Military Selective Service registration requirements (males only).

Adults who receive services from WIOA-funded staff beyond self -service and information must be
determined eligible, enrolled and considered a participant for WIOA Title | services. Individualized career
services and training services must be given on a priority basis, regardless of funding levels, to:

e First Priority: Veterans and eligible spouses who are low -income, to include recipients of public
assistance, or who are basic skills deficient;

e Second Priority: Individuals who are low-income, to include recipients of public assistance, or basic
skills deficient;



e Third Priority: Veterans and eligible spouses who are not low -income, or are not recipients of public
assistance , and are not basic skills deficient; and
e Last: Individuals outside of the groups given priority.

Eligible individuals who do not meet the above priorities may still be enrolled as participants in the WIOA
adult program. However, effective July 1, 2016, seventy percent (70%) of newly enrolled adult participants
must be low-income, to include public assistance recipients, or basic skills deficient. Local Workforce
Development Boards (LWDBs) are responsible for establishing local procedures to comply with this policy
and for conducting outreach to these priority populations. This priority of service policy is not applicable to
participants served as dislocated workers,

While seventy percent (70%) of participants must meet the above priorities, the other 30% may be
individuals who are not in a priority group. In order to keep enroliment numbers up, the UWB and GCWDB
expect non-priority individuals to be enrolled. The procedure should be as follows: after seven (7) to eight
(8) individuals meeting the priority have been enrolled, another two (2) to three (3) non-priority individuals
should be enrolled. This should continuously allow the percentage to remain above the state’s minimum
of 70%. Non-priority individuals who meet the self-sufficiency guidelines of 200 percent of the LLSIL should
be enrolled first. All other non-priority individuals must still meet the minimum requirements to be served
in the WIOA program listed on page 1.

Low-income Individual
An individual who meets any one of the following criteria satisfies the low-income requirement for WIOA
adult services:
e Receives, orin the past six months has received, or is a member of a family that is receiving or in
the past six months has received, assistance through SNAP, TANF, or Supplemental Security Income
(SSI), or state or local income-based public assistance;
e Receives an income or is a member of a family receiving an income that, in relation to family size,
is not in excess of the most recent Family Income Guidelines issued via State Instruction;
e s ahomeless individual as defined in the McKinney- Vento Homeless Assistance Act or the Violence
Against Women Act of 1994; or
e Is anindividual with a disability whose own income meets the income requirement above, but who
is a member of a family whose income does not meet this requirement.

Basic Skills Deficient
WIOA defines basic skills deficient as an adult who is unable to compute or solve problems, or read, write,
or speak English, at a level necessary to function on the job, in the participant's family, or in society. The
local region defines basic skills deficient as an individual who meets any one of the following indicators:
e Lacks a high school diploma or equivalent; or
e Has the following English, reading, writing, or computing skills documented on a
generally accepted standardized test within six (6) months of WIOA Application Date:
o 8.9 or below on the Test for Adult Basic Education (TABE)
o <4 on the Reading for Information, Applied Mathematics, or Locating Information
WorkKeys® assessments; or
o Compass:
= Reading score at or below 81
= Math score at or below 52 (algebra entrance is 53)
o Accuplacer:
= Reading or Elementary Algebra score at or below 79
o ACT:
= Reading or math raw scale at or below 18



® Isenrolled in Title Il adult education; or
® Enrolled in English as a Second Language (ESL).
© Has within previous six (6) months attended or is currently attending ESL classes, with
supporting documentation; or
© Has a recommendation from an ESL instructor, in writing; or
© Scored as outlined in the “educational functioning level descriptors—English as a second
language levels” as outlined in TEGL 17-05 Change 1 Attachment A.

It is expected that basic skills deficiency will be determined using an objective, valid, and reliable
assessment, such as the indicators listed above. However, when a formal evaluation is not available or
practical, case manager observations, customer acknowledgement, and documented case notes are
acceptable. For example, the case manager may observe that the adult is experiencing difficulty in reading
or filling out an application form, or has poor English language skills and may be appropriate for ESL,
However, an individual should not be determined as basic skills deficient merely because he/she lacks soft
skills or the occupational skills needed for a particular job.

WIOA Title | funds cannot be used for assessment of basic skills deficiency prior to eligibility certification.

Documentation Requirements

It is beneficial to capture all applicable priority of service categories to reflect efforts in serving those most
in need. In addition, such characteristics will likely have a positive impact on future performance
negotiations as the statistical adjustment model is implemented. Therefore, all applicable priority of service
criteria should be recorded in SC Works Online Services (SCWOS) and the documentation required for each
criteria recorded must be maintained in the participant's case file,

INQUIRIES: Should you have any questions regarding this instruction, please contact Eva Anagnostis at 864-467-
8142, TTY:711, or at eanar{nnstis@ﬁreenviIiecountv.o_rg or Dana Wood at 864-596-2028 ext. 100, TTY 711, or at
wood@upstateworkforceboard.org .

Ann Angermeier Dean E. Jones
Executive Director Executive Director
Upstate Workforce Board Greenville Workforce Development Board

Source: State Instruction letter 15-17.

REPLACES LOCAL UPSTATE INSTRUCTION LETTER 15-13 and 15-15
REPLACES GREENVILLE COUNTY WIOA ADULT PRIORITY OF SERVICES POLICY



Upstate

WORKFORCE BOARD GREENVILLE COUNTY
Advancing the Fulure of Business and Community YeTHorEe Deialspirent i
Preparing the workforce, growing our economy
| INSTRUCTION LETTER ]

REGIONAL INSTRUCTION NUMBER: WIOA 17-05
TO: SC Works Operator/Service Provider

SUBIJECT: Local Sanctions under WIOA

DATE DATE DATE
ISSUED: June 30,2017 EFFECTIVE: July 1,2017 EXPIRES: Indefinitely
PURPOSE:

This policy updates the Local Sanctions policy for 4 county workforce region (Cherokee, Greenville,
Spartanburg, and Union). This policy provides sanction procedures which will be imposed when there is
continued noncompliance with the terms of the Act, Regulations, grants, and local and state policies.

BACKGROUND:

Because the local workforce region is tasked with evaluating and monitoring SC Works operations,
system performance, and subsequently recommending new policies and changes to existing policies for
the operation of the SC Works Upstate System, there was a need to issue a sanctions policy, in addition
to performance based sanctions, for instances where repeat issues and/or noncompliance occurs.

POLICY:
The ultimate goal of this sanctions policy is to improve services to customers, both businesses and job
seekers, and to promote continuous improvement in the region.

The Local Sanctions Policy for contractors failing to meet negotiated levels of performance and
administrative, fiscal, and programmatic requirements is as follows:

Prior to Imposing Sanctions:
The local boards will ensure that the following documented conditions have been met before sanctions
are imposed:

1. A written and signed grant/contract agreement with clear goals and funding obligations in
unambiguous language are in place.

2. Appropriate corrective action has been recommended.

Technical assistance has been offered to correct violations, inadequacies, or deficiencies.

4. Violation follow-up has established lack of satisfaction and a continuation of noncompliance.

Lyl



Violations for which Sanctions will be imposed:
Administrative

1. Failure to comply with policies and procedures as stated in the WIOA and Regulations, state and
local laws/ policies and procedures, to include: management of the information system for

3. Failure to adequately maintain supporting documentation for programmatic and/or financial
activities.

4. Failure to submit required reports, forms, and documents as scheduled or within the time limits
established.

5. Failure to inform the appropriate board staff of any issue that might compromise the integrity of
the 4 county region.

Fiscal

2. Unreasonable invoice delays or repeat invoice inaccuracies and/or failure to meet bonding,
auditing, or closeout requirements.

3. Incurring costs outside the time period of any grant.

4. Charging costs to any grant which are prohibited by the Act and Regulations, or charging costs
not included within the approved grant budget.

5. Charging the same costs to more than one grant.

6. Failure to obtain and document matching funds when matching funds are required by the terms
of the grant agreement.

7. Failure to provide required documentation with an invoice.

8. Expenditure of WIOA funds for disallowed, non-WIOA activities, including but not limited to:
political, sectarian, or union activities.

9. Spending less than the required amount of planned expenditures as outlined in the grant
Statement of Work.

Programmatic
1. Failure to meet enrollment levels as outlined in the grant Statement of Work.

2. Failure to meet service levels, for each county, as outlined in the grant Statement of Work.
3. Failure to meet service levels to specified target groups as outlined in the grant Statement of



Work or other written guidance from the Upstate WB or Greenville County WDB.
Failure to meet OneStop Certification Standards.

Failure to meet any performance measure.

Failure to meet customer satisfaction levels as outlined in the Statement of Work.
Failure to maintain accurate records for WIOA participants/registrants.

Nous

Possible Sanctions Include, but are not Limited to the Following (specific sanctions, per infraction, are
attached):

1. Official notice from the local board that sanctions will be imposed, to include: specific violation(s),
Corrective Action Plan, and an offer for technical assistance.

2. Delay of payment(s) or reimbursement(s) until a violation is corrected and approved.

3. Non-payment/reimbursement for a disallowed activity.

4. Repayment of disallowed costs, if applicable.

5. Monetary fine.

6. Reduction of a grant budget.

7. Limit participant enrollment to specified target groups only, until the target group enrollment
level has been reached, as outlined in the grant Statement of Work.

8. Grant cancellation.

9. Debarment of service provider/grantee from future grants for a minimum of two (2) years.

Local Appeal Procedure:

Sanctions imposed by the local boards, or the local board’s designated committee, may be appealed only
for sanctions which reduce grant funding or for grant cancellation. The appeal should be submitted in
writing and addressed to the respective board, within ten (10) days of reduced grant funding or grant
cancellation notification. The local board designated committee will schedule a hearing within thirty (30)
days of appeal receipt, and render a decision within thirty (30) days after the hearing date. The decision
of the local board’s designated committee is considered final.

INQUIRIES: Should you have any questions regarding this instruction, please contact Eva Anagnostis at
864-467-8142, TTY:711, or at €anagnostis@greenvillecounty.org Dana Wood at 864-596-2028 ext. 100,
TTY 711, or at wood@upstateworkforceboard.or,e. .

Ann Angermeier Dean E. Jones
Executive Director Executive Director
Upstate Workforce Board Greenville County Workforce Development Board

Source: REPLACES LOCAL UPSTATE INSTRUCTION LETTER 13-17
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Office Assistant

From: Dana Wood

Sent: Monday, August 21, 2017 10:58 AM
To: Office Assistant

Subject: FW: Upstate Visit

Please print 12 copies of this email.
Thank you!

From: Dana Wood

Sent: Monday, July 17, 2017 12:19 PM

To: Douglas Stephenson <dstephenson@scworksgreaterupstate.com>
Cc: 'Goldwire, Diana' <DGoldwire@dew.sc.gov>

Subject: Upstate Visit

Attached are the most recent secret shopper reports. We verbally discussed the reports and

concerns. Below is a summary of our conversation and the items that Ann and | identified as areas for

improvement.

e Evaluate the need for first time visitors to see Katherine P.

» People don't all have to be low income. 30% need to be enrolled who are not low income and
they can be qualified based on basic skills. This is one of Ann’s biggest concerns. Frank Hart

is concerned low training numbers.

e Apparently only Union is using assessment form. Why are all areas not using it for first time

visitors. Do we need to do an instruction letter on this?

e Address the long wait in Cherokee for an orientation (video, by phone, one on one in person,

etc.).

Overall, great job by the FULL team.

Thanks,
Dana Wood



Corrective Action Plan (CAP)

Secret Shopper- Upstate- June/July 2017

Finding

Discussion

Action Required/Taken

Due Date

Evaluate the need for first time visitors to

This practice began when there were several
reports of poor customer service in Union SC
Waorks center, It was determined that when DEW
staff were not present, customers needed to be
assessed by someone soonest to provide optimal

Katherine has been advised to see all first time customers only

Kittigrine p customer service, Union is a small office- with onel  an Tuesday and Wednesday, and let the DEW staff member 7/23/2017
WEAMRENNE P DEW staff member there presently on Monday handle Manday and Thursday,
and Thursday, that leaves Tuesday and
Wednesday as the two days that Katherine, as the
anly other "Wagner Peyser’ full time staff member
available to meet with first time customers,
raini iscussed in "
T m:'ng number: hav: T:,Eﬂ :':c:' ;, dthai Regarding POS, | have met with Nancy and she understands the
’ H -8 5 [l
People don’t all have to be low income. :i:narak ¢ com_zrspcn x elnc If _;'0% P:)S oervefj goal of POS at approximately 75%, to ensure meeting state's
u 5
2 |30% need to be enrolled who are not | ¢ ‘:““6“' "’q"r:,“ ':'"'r'" 'T“[ . 95:5 pos, | reauirement of 70% minimum POS. The TDS's team will strive 7/23/2017
low income and they can be qualified | 0 rlu ""et"“b:"“ :f“‘""n; a’,"'““e ious years| 0" 23 N0N-POS for every 7-8 POS. This has been put in place
. - . {a} 2
based on basic skills. This is one of mostly due to being so far under in Rreviolishicars already.
o . when it was not mandatory to hit POS,
Ann's biggest concerns. Frank Hart is
concerned low training numbers,
Only Union partners Agreed upon the assessment | The referral form is a mandatory component of the MOU/IFA
Apparently only Union is Using form and referral form they use: partners in document, but the assessment is not. | think discussion should 9/30/2017
3 [assessment form. Why are all areas not Spartanburg and Cherokee approved referral be had with partners about including as mandatory with
using it for first time visitors. Do we form, referral form.
need to do an instruction letter on this?
Formal Orientations to WIOA will continue ta be scheduled for
4 i o 2-3 days per month by Facilitator/Outreach Coardinatar in
5 A re:s N I:ng ":al ;1” 1er: i3 ‘:} nin Queried staff on this and believe this was a Cherokee. All TDS's are allowed and able to conduct 7/24/2017
0, one, one on ane e ; L . -
erientation (video, by p : r; communication issue, Orientations in Eroups ar one-on-one scenarios and will be /
i1 etc. ). . . N .
person, ete reminded to exercise this option when needed, TDS Supervisor
has already taken for action.
Staff should determine appropriateness of workshops for
Mentioned in shapper remarks, it appears that customers and encourage use whenever possibie,
s Warkshops do nat appear to be encouraged there were opportunities for staff to recommend Facilitator/Outreach Coordinators will evaluate opportunities to 9/30/2017
by staff. workshops and did not; as well, workshops were allow Zoom access to Spartanburg workshops (or other
not available when needed. locations) by remote sites, If needed, we will look at adding a
Zoom account for this purpose.
. . : : Comprehensive Center Manage il work with T i
Iwanted to look into this further and discuss issue Pr  Managecs \m_ work with TOS Supervisor|
_ and partners to determine when this referral should be made.
with partners and staff. Nat every customer e ’ ;
In Spartanburg, customer was not referred S As a custormer under WIOA can request training discussion at
& s needs to be referred to WIOA individual career or gy : : 8/30/2017
to WIOA training. R 5 R any time in process, all staff will be reminded. Partner staff
training, if basic career services are enough for ! ;
e including DEW staff, asked for and received a WiOA
customer ta become sufficiently employed. ) 2T
presentation by the TDS team within the past couple months.
While issue of shopper not being able to access
Job Fair Warkshop not recreated, a review of the
Website for s ks Upstate ot oidated website indicates it still needs work on updating Facilitator/Outreach Coordinator for Upstate, in addition to
rks n e 2 2 :
7 ebsite for SC Wo patane Hp to include Greater Upstate in many locations, yet | new Staff Coordinator from Greenville, will work together on 8/15/2017
totally for Greater Upstate.

leave specific centers identified as appropriate for
items such as workshop location and recruitment
event locations.

updating the 5C Works Greator Upstate website,




Summary of Union Visit Bobby Shehan 220 S. Boyce St Union

I called the office before | went in and spoke with Mrs. Linda. | asked her the location of the building and
she provided the address and a few local landmarks. She also briefly described some of the services
offered. As | entered the building | was quickly greeted and asked to sign in by Linda. There are four
people total in the resource room. After completing the initial quarter sheet, | was given a list of hot jobs
Attach A ) and asked to sit and wait while she assisted another individual. During the wait, | was also
asked to complete a full sheet providing background information. (Attach B ) She said | needed to speak
with Ms. Pendergrass but she wasn’t in the office. Another employee whom | later learned was Nikki
come through the resource room asking about individuals with forklift experience. She and the
gentleman went to another room. She came back after a few minutes and asked if | needed help. My
story was | moved to the area and | am looking for work. We discussed the type of work | was seeking
and that | did not have a resume. She offered to help me create a resume. She did mention the regional
job fair next week. We discussed my background and what | wanted to do. She gave me a resume that’s
attached. (Attach C) She also researched and discussed several training options. ( Attach D ) She said |
was over income based on my stated salary but she may be able to help in the future. | left with a
resume and the training material in a relatively short period of time. Ms. Pendergrass called me about
5:20pm. She apologized for missing me earlier and we covered the following topics:

- reviewed some of my background information - encouraged me to return to the Center when
convenient - mentioned the job fair next week

Metric #1: RELIABILITY (how well the program and services meet the expectations
of the customer from the customer's perspective) Very high, meet all expectations.

* Mertric #2- RESPONSIVENESS (u speed dimension for delivering or receiving
services based on the customer’s perspective) Very High. very quick service

*  Metric #3- ASSURANCES ( knowledge and professionalism of the staff and pariners
Jrom the customer’s perspective) Very Knowledgeable staff. Everyone was very
professional.

*  Meiric #4- EMPATHY (the amount of care and understanding for the customer s
problem and situation exhibited by the staff. partners, and program design from the
customer’s perspective) 1 thought they were very sincere in approach and very
helpful. I didn’t see a situation requiring a great deal of empathy.

® Metric #5- TANGIBLES (the level of convenience and usefulness of the facilities and
resources from the customer’s perspective) 1 did not tour the entire facility but what |
saw they were nice, clean and casy to use. A very nice space overall.

e Metric #6- PLANNING (the amount of input that the customer had in the development
of an employment or service plan from the customer s perspective) 1 had a good deal
of input on my service plan. The background sheet was a good start. This was the
only place I saw it used. I did not complete one in the other locations. But [ did not
used it during my time. I assume it provided information for Ms. Pendergrass when



she called me later.

Metric #7- CAREER EXPLORATION (the scope and extent of career exploration the
customer enjoyed before being placed in lraining or sent out for job search activities
Jrom the customer s perspective) Job search time was very quick. I did leave with
possibilities and a job fair form but I did not actually apply to anything.

Metric #8- WORKSHOPS (the overall effectiveness and helpfulness of available
workshops from the customer s perspective) A list of workshops was on the boad out
front but we did not discuss workshops. Ms. Pendergrass mentioned resume
workshop when we talked on the phone but no date was scheduled.

Metric #9- TRAINING OPTIONS (the variety and types of Itraining programs
available from the customer’s perspective) Very good here. When I talked with Nikki
regarding training she was very helptul. She gave me several options ( electrical
industrial and residential) and she also called and gathered more information from the
school as shown on the handwritten note.

Metric #10- TRAINING EFFECTIVENESS (the overall effectiveness of availuble
training to prepare the customer for a good career from the customer s perspective)
N/A

Metric #11- TELEPHONE ANSWERING (how the telephone was answered and its
impact on the job seeker from the customer's perspective) Courteous knowledgeable
but conversation was brief.

Metric #12- TELEPHONE KNOWLEDGE (the scope and extent of knowledge and
professionalism exhibited b v staff and partners over the telephone from the
customer’s perspective) Knowledgeable

Metric #13- TELEPHONE ETIQUETTE (the level of politeness, courteousness. and
caring exhibited by staff and professionals on the telephone from the customer's
perspective)Pleasant voice, tone, good manners

Metric #14- SCWOS FOR JOB SEEKERS (the overall design and usefulness of
SCWOS (www.seworks.org) for job seekers from the customer’s perspective)

I did not use SCWOS in this visit.

Metric #15- WEBSITE FOR LOCAL AREA (the overall design and usefulness of the
local area’s website- Do all links work? Info up to date? Useful information? Easy to
navigate?- from the customer's perspective) www.scworksupstate.com 1 found the
website to be up to date and very useful, All of the links I tried worked. The site
seemed user friendly and easy to navigate. My only comment was on the job fair
section. The site main page said click to get priority pass. When clicked it took you to




a separate page with information about
attend a workshop. No one in any
so there seems to be a disconnect.

the job fair but to get the pass you had to
of the three Centers discussed a job fair workshop



Summary of Spartanburg Visit Will Shehan 436 Risen Star Dr Boiling Springs

When | entered the building I was greeted by Michelle Campbell. She asked that | complete the
quarter sheet registration form and checked to see if | had an SCWOS account already set up.
While in this process she asked the type of work | was seeking. When | told her construction she
said she had several local employers who called in this morning with job opening. She then
escorted me to the lab to start my registration. She introduced me to Kiana who was helping a
gentleman seated across from me. She got me started on the computer and said she would
return. After a few moments she did with a Hot Jobs ( same as other sheet ) list and a
handwritten note with contact info for the companies she mentioned earlier. ( Attach E ) She
suggested after registration | complete a resume and apply online for these positions. |
completed the registration and did some job searches on my own. When | asked for assistance |
met John who was sitting in the front corner of the resource room. He helped me work through
the steps for completing a resume in the system. He said for me to work on the resume and he
would check back in. After completing the steps | ended up with a resume. | intentionally just
clicked boxes on in the template to see the finished product including misspelled words. (Attach
F) I'have included this resume. John reviewed and said it was too long with too much
information. The resume needed to be detailed but succinct. He helped me modify the resume
and it is included as well. (Attach G ) While we were finishing up the resume | asked about
training opportunities. He printed my resume and asked me to meet him at his desk. He looked
up and confirmed the date for 6/26 at 9:00am He provided a pink sheet for me to complete and
return and to return with copies of my resume. ( Attach H ) He promoted the job fair and gave a
flyer. ( Attach | and Attach J ) He encouraged me to keep searching for work and come back the
next week. The next day | received a call from Debbi Harris from Express Personnel Specialist in
Spartanburg. | called her back later but no response. I am assuming it was in reference to my
resume. (1am including some additional Attachments just for FyI. My papers got out of order
so | am not positive if these were Spartanburg or Gaffney. ) Attach K, L, M, and N

e Metric #1: RELIABILITY (how well the program and services meel the expectations
of the customer from the customer’s perspective) Very professional. very patient

* Metric #2- RESPONSIVENESS (a speed dimension for delivering or receiving
services based on the customer's perspective) High marks, a good bit of information
in a short period of time.

*  Metric #3- ASSURANCES (knowledge and professionalism of the staff and pariners
Jrom the customer’s perspective)Very knowledgeable, professional, John very patient
with other client I would have lost my patience.

®  Metric #4- EMPATHY (the amount of care and understanding for the customer s
problem and situation exhibited by the staff, partners, and program design from the
customer s perspective) They understood situation but no real examples of empathy.



Metric #5- TANGIBLES (the level of convenience and usefulness of the facilities and
resources from the customer’s perspective) Nice facility, lots of room.

Metric #6- PLANNING (the amount of input that the customer had in the development
of an employment or service plan from the customer s perspective)They trusted me
for the direction. No plan other than my direction.

Metric #7- CAREER EXPLORATION (the scope and extent of career exploration the
customer enjoyed before being placed in training or sent out for job search activities
from the customer’s perspective) No real exploration at any center. I told them |
wanted construction and then electrical.

Metric #8- WORKSHOPS (the overall effectiveness and helpfulness of available
workshops from the customer s perspective) Information was provided after |
requested it. [ do not remember seeing a schedule for workshops. Orientation
information was provided.

Metric #9- TRAINING OPTIONS (the variety and types of training programs
available from the customer's perspective) I was provided information on the
orientation and told they would discuss programs at the orientation. No training
programs were discussed.

Metric #10- TRAINING EFF ECTIVENESS (the overall effectiveness of available
training to prepare the customer for a good carcer from the customer’s perspective)
N/A

Metric #11- TELEPHONE ANSWERING (how the telephone was answered and its
impact on the job secker from the customer's perspective)

Metric #12- TELEPHONE KN( IWLEDGE (the scope and extent of knowledge and
professionalism exhibited by staff and partners over the telephone from the
customer's perspective)

Metric #13- TELEPHONE E7 1QUETTE (the level of politeness, courteousness. and
caring exhibited by staff and professionals on the telephone from the customer s
perspective)

Metric #14- SCWOS FOR JOB SEEKERS (the overall design and usefulness of
SCWOS (www.seworks.org) Jor job seckers from the customer s perspective)

Metric #15- WEBSITE FOR LOCAL AREA See Above



Summary of Gaffney Visit John Shehan 646 Buck Shoals Rd

As | walked into the building | was greeted by Susan Ross. She asked that I complete the quarter page
and have a seat. She went back to assist | the resource room while | completed the form. After a few
minutes she asked me to come back to her office. She wanted to check if | had a SCWOS account set up.
After it was determined | did not have an account she asked about my work history. After a few minutes
of discussion she suggested | register in SCWOS and do job search for open positions. She mentioned the
WIOA program but said the next orientation would be in July. She walked me back to the resource room
which was very crowed. There were 5 clients plus myself and three staff people in the small space. As |
worked on the registration the room cleared out. | think several individuals were there for Ul claims. A
couple of us were conducting a job search. | was given a hot jobs list, and | applied to a couple of
positions. | used the background wizard to apply but I didn’t have a resume. Then | went into the resume
section and started working on my resume. Jennifer and Susan worked in and out of the room with
myself and other clients. Both were knowledgeable and very nice. One of the jobs | asked about was
with a staffing firm and the had a hiring event last week. Susan answered my questions the best she
could and provided some information. She called me after | left, to ensure | was successful in submitting
applications and to provide a number for Trace, the staffing agency. Jennifer was very nice and very
sympathetic to a lady completing her first Ul claim. The lady had a difficult time and broke down crying a
couple of times. Jennifer was compassionate and helped her where possible but still enabled her to
complete the process. As | was leaving there was an issue with the submission of her claim and Susan
and Jennifer were working to help her resolve the issue. On the way out Susan came outside and
1.)invited me to the job fair next week 2.) said she would call back with info on WIOA orientation 3. )
encouraged me to participate in other workshops, check with Spartanburg because they offered more
sessions. There was a gentleman working with them in the office but his name tag was turned around
so | didn’t get his name. He was very knowledgeable and helpful to the clients he interacted with during
this visit.

e Metric #1: RELIABILITY (how well the program and services meet the expectations
of the customer from the customer’s perspective) Very good. They provided the
resources | requested.

* Metric #2- RESPONSIVENESS (a speed dimension for delivering or receiving
services based on the customer’s perspective) Very quick and quality services.

® Metric #3- ASSURANCES (knowledge and professionalism of the staff and partners
Jrom the customer's perspective)very knowledgeable very professional staff.

e Metric #4- EMPATHY (the amount of care and understanding for the customer s
problem and situation exhibited by the staff, partners. and program design from the
customer's perspective) very empathetic some of the best customer service skills I
have seen in a center.

e Metric #5- TANGIBLES (the level of convenience and usefulness of the facilities and
resources from the customer's perspective) a nice space, tight quarters in the resource



General Comments/ Observations

-l completed a full page general background form in Union. I did not get the form to
complete in any other location. I am not sure of it’s purpose. [ never saw the form again
after I went back for assistance with my resume. Why the difference?

- The quarter page in Union asked me if this was my first visit to the Center. I do not
remember that question being asked in the other locations.

- Tam not sure of the process so I do not know when assessments are done. 1 did not
complete any assessments. Once | told them I wanted a construction job and I wanted to
learn more about electrical that’s the path we followed.

- While in Gaffney I asked about orientation and she said the next WIOA orientation was
July 13. Later in the conversation I asked about a resume writing workshop and she said
she thought it would be the same time July 13", She would double check the dates and
call me back. She did call me later to confirm the dates. She said Spartanburg did offer
more workshops.

- Nikki gave me information on training classes as I requested. She wasn’t sure if | could
get assistance or not through WIOA but she was optimistic of resources available from
SCC to help.

- All three centers and in all aspects ( face to face or by phone ) very good customer
service, very sincere. very positive atmosphere.



