QUESTIONS AND ANSWERS

WORKSOURCE INITIATIVE INTEGRATED FRONT-END SERVICES
POLICY 1010, Rev 1 

Q 1.  Why do we need a front-end policy when ECDD already has procedures for WorkSource staff?  
A 1.  The Integrated Front-end Services policy is a system-wide policy that applies to partners as well as ESD employees. The WorkSource Standards and Integration Division (WSID) must consider the overall system and determine, with stakeholders, where policies are necessary for consistency and efficiency.  

Q 2.  In our area, we may not be able to implement this policy by the July 1, 2010 effective date. What impact might that have in a monitoring review? 
A 2.  The effective date of this policy is July 1, 2010. Local policy implementation will be assessed during an area’s monitoring review.
Q 3.  Why are you using different terms from those we already are familiar with?  

A 3.  The policy was developed by subject matter experts from across the workforce development system. Because this is a system-wide policy, terminology was selected based on the broader system use rather than using terminology specific to one agency or organization.

Q 4.  What if layout of our office impedes proper signage?

A 4.  The intent of the policy is that customers are able to locate areas and resources they need in order to make effective use of each WorkSource. The expectation is that all WorkSource Centers and affiliate sites have a clear way to guide customers to appropriate areas and resources within their buildings, such as meeting rooms, restrooms, fax machine, UI Telecenter access point, telephone, etc.
Q 5.  What if signage is not something that we use exclusively? What if we use roaming staff and reader boards to direct customers? Our surveys show this is working.

A 5.  What the Monitors will be looking for are indications that clients are directed or assisted in some way. They will likely interview clients, staff and management to understand the effectiveness of the local process. The bottom line is: Can customers find what they need?

Q 6.  How is staff training or demonstration of knowledge expected to be captured in a training schedule?

A 6.  Your local area should determine a method for documenting training and/or the demonstration of program knowledge and front-end service delivery. 
Q 7.  Is it a local decision how we label “front-end assessment”?  

A 7.  Yes.
Q 8.  In this policy, is the term “assessment” referring to initial assessment?  

A 8.  No, in the Integrated Front-end Services policy, it is referring to front-end assessment, which is different than initial assessment. Front-end assessment is engaging with the customer when they first access WorkSource, determining their immediate need and directing them to the best service to meet that need. 
Q 9.  Is it the intent of the Integrated Front-end Services policy that the front-end assessment will occur at the front desk, or do desk side assessments count as well? 

A 9.  The policy does not require that the front-end assessment must occur at the front desk if another location better fits your customer flow.  If what you refer to as desk side assessment is actually the initial (preliminary) assessment, they are not the same.  The front-end assessment is not as detailed as the initial assessment.  The goal of the front-end assessment is for staff to engage with the customer, identify his or her current need and to direct the customer to the most appropriate next step to help the customer reach his or her immediate objective.  Front-end assessment also requires completion of 25 fields that make up a “short” SKIES registration. 
Q 10.  Will there be an opportunity to install and use a side desk (for front-end assessments)?

A 10.  The physical location and procedure for conducting the front-end assessment are local area decisions.
Q 11.  How frequently should a front-end assessment be completed for returning customers?
A 11.  A front-end assessment may be repeated if a customer has not received a service in the previous 90 days and has no future service scheduled.  
Q 12.  I’m confused about the differences between initial assessment, front-end assessment, and short SKIES registration. 
A 12.  To clarify the differences between the initial (preliminary) assessment and the front-end assessment: The initial assessment is a staff-assisted service which helps identify basic educational skills, occupational skills, work history, basic work skills/employment competencies and work interests. Depending upon locally established policy and procedures, it may include standardized testing, assessment instruments, and identification of customer barriers and needs. This assessment involves completing a full SKIES registration.

The front-end assessment is not as detailed as the initial/ preliminary assessment. The goal of the front-end assessment is for staff to engage with the customer, identify his or her current need and to direct the customer to the most appropriate next step to help the customer reach his or her immediate objectives. This assessment requires the completion of a short SKIES registration.  

Q 13.  How do the front-end assessment requirements fit with self-registration in SSMS?

A 13.  The policy requirements Integrated Front-end Services, including targets for front-end assessments completed, do not include self-service SSMS customers. The front-end policy focuses on staff engagement with customers.
Q 14.  Has the SKIES field needed to support this policy been created?   
A 14.  ESD is currently in the process of creating the mechanism to document the front-end assessment in SKIES. You will not be held responsible for documenting front-end assessments until the field is available.
Q 15.  We are not an ESD managed site and are not on SKIES. How are we supposed to meet documentation requirements of the policy standards and measures?

A 15.  It is up to the local area to decide how best to gather the short SKIES registration information, document the front-end assessment, and to see that it is input into SKIES. Local areas will want to take into consideration what will work best for each office. 
Q 16.  Is it alright to capture the required information on paper and enter it at a later time to avoid causing a backup?

A 16.  The policy states what information is required. The procedure to be used to capture and enter the data into SKIES is a local area decision.  
Q 17.  If we have 300 people coming in, and our target is to provide front-end assessment to 100, and we conduct a front-end assessment with those 100 customers, have we met 100% of our target? 
A 17.  Yes, you will have met 100% of your target for the number of front-end assessments completed. The policy also requires that 100% of the staff-assisted front-end assessments are documented in SKIES with a short SKIES registration.
You will not be expected to enter front-end assessments data into SKIES until a mechanism to enter the data is available.
Q 18.  What will the monitors be looking at to determine whether we are meeting the front-end assessment and documentation requirements of the policy?

A 18. The monitors plan to observe customer flow, walk through the process with staff and review SKIES data to determine what your practices are. 
Q 19.  I’m concerned about capacity issues in small centers and how measurements will be looked at. 

A 19.  Remember that local areas set the targets, so the targets set should reflect capacity of the smaller locations. 

Q 20.  Can different front-end assessment targets be established for different WorkSource offices?  

A 20.  Yes. In fact you would probably want to set the target to reflect capacity of the location. 
Q 21.  How does a request for waiver work for a satellite? Does the satellite fill out the waiver form and the WDC approve it?  

A 21.  A waiver request is not required for satellite locations. For affiliate sites, the Workforce Development Council Director is responsible for signing and submitting waiver requests to the WorkSource Standards and Integration Division of Employment Security for approval.  
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