QUESTIONS AND ANSWERS

WORKSOURCE SYSTEM ONE STOP OPERATOR
POLICY, No.1008

Q 1. Section A1 of the policy discusses requirements in the law related to the selection of one stop operators. The designation happened a long time ago at the beginning of WIA. Are you expecting us to do something about this section?

A 1. You should include a brief description of the process used to select the operators in your area. If the process has changed, or changes to the operator have been made since the last time the plan was modified, this should also be included. 

At the time of WIA implementation, the method used to obtain the agreement of the chief elected official and the governor in Washington State was the Local WIA–Wagner Peyser Plan. The plan instructions still require information related to one stop operators in the narrative section, and identification of operator entities and their roles in the “Profile” section. 

Q 2. What is a conflict resolution policy/procedure? Is it the same as dispute resolution? Can there be one document that explains the dispute resolution for a number of policies?
A 2. Yes, it is the same. The intent is to ensure there is a process in place to resolve conflicts, with an emphasis on attempting to reach resolution at the local level. 

The One Stop Operator policy includes language which clarifies the minimum applicable resolution requirements for local dispute policy and processes. It will be the local area’s decision of how best to incorporate these basic steps in the agreement, i.e., by either including the wording, or having a local developed policy or process attached or referenced in the agreement. Repetitive policies or documents are not required. A reference to a local document that has the correct language can be referred to, or a policy that covers all circumstances are equally acceptable options.  

Q 3. What is the intent of the agreement related to the Council’s role in establishing a list of expectations?

A 3. The intent is that the full Council , as party to the agreement with each operator entity needs to be clear and specific about :
· what it expects of the One-stop operator in relation to working with other  partner programs in a center, system, and/or direct service provider role. This will vary by workforce development area;
· understanding the role(s) and responsibilities each one-stop operator entity has so that it can evaluate the operator as effective in carrying out its responsibilities and the intended results; to accomplish the intended results; 
· implies a level of accountability and functional authority in relation to the performance of each and every operator entity that has assigned responsibilities related to the Center, the system and/ or direct service delivery, to ensure policy standards are carried out. 
Q 4. In Section A2, what do you mean by “oversight”?

A 4. In the context of the policy, “oversight” is the methods or controls a Council uses to ensure the agreement and its expectations are being carried out. This includes reviewing results, outcomes, achievements, business or contract goals, etc.

The intent of the policy is for the agreement to be reviewed, and for the review to be documented, every two years.  This will enable the full Council to identify the degree to which the agreement and its expectations are being carried out.  Based on its assessment, the Council may require corrective action or remedies.
This will vary by area, depending upon the Council’s direction.  A Council will review and discuss documents such as contracts in place, business plans, written reports, etc.  It also could include: a general review report by Council staff of each operator’s leadership and performance; improvements in integration efforts with partnerships; carrying out State WorkSource System policy intent; system performance outcome reviews, common SKIES data entry improvements, furthering  business plans; or contract achievement of goals.   

Q 5. If an area has a One Stop Operator (OSO) contract, terms and conditions, OSO roles and responsibilities (as in the MOU) and outcomes, do you expect anything more? 

A 5. The Council–Operator Agreement should comply with the policy, standards and measures.  This agreement can be in the form of a contract, but must contain all requirements of the policy. 

Q 6. Do you expect us to re-compete our contract? 

A6. No, we do not expect you to re-compete a contract you have in process. What we do expect is that all elements of the policy are required. You might instead develop a new, more general agreement that includes the council roles and other new requirements, referring to the contract. Fiscal information that is part of a contract is not required to be publicly available.

Q 7. How must we make partner/service providers in centers and affiliates aware of and familiar with the operator agreement and related agreements?
A 7. The intent is that all those who are providing services through the one stop system, primarily through centers and affiliates, receive and have access to the agreement. More importantly, they should understand the relationships that exist with different operator entities in terms of the roles and responsibilities that may impact their program relationship with the operator.

Q 8. Is an agreement a contract?

A 8. No, the agreement is not a contract. However, a contract that meets all the requirements of this policy can serve as your agreement for the purposes of this policy.

Q 9. Are local monitoring documents sufficient as documentation? 

A 9. Not necessarily. It will depend upon the monitoring documents and if they fulfill the requirements of this policy. There must be adequate documentation that supports progress is being made by the operator. Progress in meeting Council expectations must still be reported to the Council, and the review by the Council documented. 

Q 10. How do you expect objective oversight and evaluations if the WDC staff is also a one stop operator?

A 10. We do expect objective oversight and evaluation by the Council as the local workforce investment board (LWIB), and by a system operator, or a center operator. The Council must distinguish between an operator role, administrative entity role, and program or grant manager role.

This points to the purpose of the policy: the Council is to clarify roles and responsibilities, in writing, in the agreement. This reinforces that any entity serving as an operator must distinguish that role from others they may play. 

Q 11. What if my area cannot meet the implementation date of July 1, 2010?

A 11. The effective date of this policy is July 1, 2010.
Q 12. What do you mean by “publicly available”?
A 12. The agreement can be made available on a website or as a paper copy on file.  The primary intent is wide distribution by e-mail or other methods to partner program staff and administrators.

Q 13. What funding is available to pay for one-stop operator in each area? 

A 13. No funding beyond what is already available. We understand different areas set up different ways to fund, how and what is covered.

Q 14. What is the difference between MOU and one-stop agreement as defined in this policy – if any? 

A 14. Requirements in the WIA Title IB law and regulation are very different for the MOU and the Council-Operator agreements. The MOU is an agreement among all the partners participating in a one-stop center and/or the one-stop service delivery system with five key requirements to be addressed.

The Operator agreement is focused between the council and operator with respect to the role of the operators in system or center coordination, or direct service delivery. They have an impact on partners participating in a Center, or those who participate in affiliate sites or the broader system. The Operator agreement may apply at both the system level and the site level, depending upon the roles and responsibilities assigned by the Council.  

Q 15. The WIA Adult Eligibility Policy 3640, Revision 1 says that One–Stop Operators are supposed to determine the need for intensive services. That doesn't seem like an appropriate role for an operator in this context considering the emphasis on system integration responsibilities.

A 15. This is a requirement in the law. The local area needs to document this responsibility and to whom it is assigned. This could be functionally carried out by a partner program; however, when this does occur there should some connection noted related to the operator having some type of review, related decision making, or other responsibility which acknowledges the intent of the law. 

Q 16. What is the difference between a one-stop operator and a center operator?

A 16. The one-stop operator is most often thought of as “Center” operator, which means that some organization is responsible for carrying out certain specific functions and activities. The duties are often in relation to management of the day to day partnership aspects of a Center such as service delivery coordination among partners, Center administration facility duties, and occasionally certain WIA responsibilities. This varies among local areas. Also, in relation to ESD leaseholder responsibilities, that may or may not be included in the operator responsibilities based on the Council’s decisions.

The law allows for a broader interpretation of a one stop operator, beyond an entity that is only responsible for the operations of Center:

· There can be one or several one stop operators in an area, 

· An operator can be a single entity or a consortium of entities,  

· An operator can be responsible only for a Center, or can be a system operator, and part of a consortium of system operators, a primary service delivery entity, etc. 

Each workforce development area in the State has a unique situation in terms of how many operators there are and what their roles and responsibilities are determined to be. Often, the roles have been generally outlined in existing WDC-Operator agreements for each area. The new policy is requiring more clarity and specificity with regard to what an entity does in any given role.
If a Council organization is staff to the council, administrative/fiscal entity, a system operator, a center operator, and provides services (or performs some combination these) the responsibilities for the various operator roles and responsibilities as they are carried out should be made clear from Council staffing or administrative/fiscal entity responsibilities. 

Q 17. Can one “umbrella” operator agreement with the local ESD WorkSource Area Director be used to cover all sites where ESD is the operator, with some distinctions made for each office, as applicable?

A 17. Yes, assuming recognition for any variations among the responsibilities for a Center in relation to its size, number of partner organizations, or other duties.

Q 18. Do I reference the method of selection in the agreement?
A 18. Yes. Council decisions about the selection of the entities that are one stop operators were generally made when WIA was implemented in 2000. Over time, areas that contract for operators have made changes in the entities selected, while other operator entities in other areas may not have not changed.

Since many persons in a local system, including Council members may not be aware of this decision, the agreement should indicate which of the several optional methods described in the law was used by the Council to select the operator. 
Q 19. What is the intent of the policy statement related to SKIES? Does the state have certain SKIES data entries in mind? Who enforces all partners using SKIES?
A 19. The policy says WDCs hold one-stop operators accountable for, among other things: 

Determining the extent to which SKIES is being used as the case management system, by authorized partner staffs with state authorization to use SKIES, for recording and reporting information on services provided. 

Partner roles vary in relation to the roles they play in the system or in a center with respect to providing the program’s basic services, and contributing to the functions of the Center through partnerships. The intent of this statement is to assist with providing integrated services to the benefit of the customer, as well as collecting information that may be required for reporting purposes. 

We recognize that some partners do not always use SKIES (e.g., community colleges). That is why the policy language was written that way.
As a case management system the idea is to share as much appropriate information with all partners assisting an individual so that the customer benefits by not having to provide duplicative information to a number of individuals over time, and everyone that sees the individual knows the current and past history in an electronic record. 
Q 20. What can a partner who is a center operator do if the WDC hasn’t yet identified its roles and responsibilities?  

A 20. The Council is expected to be sharing information with operators with respect to implementation of this policy and must involve the operators in development of the agreement. If this is not occurring, the Council or designated entity should be contacted for more specific information. 

Q 22. What might an Agreement look like? 

A 22. Each area has a current one-stop operator agreement that generally covers the roles of the operator, but may not meet the requirement for specific responsibilities and other aspects of the new system policy. These should be reviewed. New agreements may be most appropriate, but the content of current agreements will provide a starting point. 
Q 23. How specific or detailed do the described operator responsibilities have to be, so that operators and partners can maintain flexibility to support the ability to change and adapt to circumstances? 
A 23. The policy does not set guidelines for the level, but it does emphasize clarity and specificity within the agreement. The intent is to describe what is it that the operator does in a center, or within the system, or as a direct service provider in the local area. As a model example, contracts for operators convey this in a work statement with a level of detail that provides information both to the Council, and to the various partners the operator will be working on with in relation to day to day operations of a Center, or as part of a team that addresses a range of coordination and integration activities, or the operator activities to be carried out by the operator as a direct service provider.
Q 24. Who can we contact for constructive ideas for One Stop Operator Agreements?
A 24. Several areas have defined specific operator roles defined in contracts, or memorandum of understanding among partners, or Center agreements. Utilizing the experience of other areas can be most useful. Other local areas in other states may have agreements, but each state varies in terms of emphasis or requirements they have in place.

Leslye Miller, the policy contact, can be a resource for technical assistance on discussing or reviewing drafts of agreements in process and facilitating information sharing among those with the lead for developing the agreements in their area. Her contact information is in the policy. 

Q 25. What if we want to send in our One Stop Operator Agreement for review and approval? 

A 25. You may send the agreement to the Policy Contact for review of drafts. The Policy Contact can also serve as an initial contact for further questions and answers, or coordination on monitoring or technical assistance. 
Q 26. We are reviewing the One Stop Operator policy No.1008, Revision 1. On page 2.the last bullet begins with “When the Operator is a consortium of partner programs…” What definition or intention is meant by the word Consortium? Is it a formal consortium or just the one stop partners residing in a center, or something else?
A 26. The term comes from the specific part of the law and regulations about designating any one stop operator. There are different ways to select operators, and there are certain criteria for who can be an operator, as described in 20 CFR 662, Subpart D. Operators can be may be a single entity, or a "consortium" of entities. The entities that may be selected include: a postsecondary education institution; ESD agency under Wagner-Peyser on behalf of the local office of the agency; private non -profit (including a community based organization); a government agency and another interested organization or entity. The operators must be designated and certified in each local area by the local Council, with the agreement of the chief local elected official (CLEO), either:

· Through a competitive process;

· Under an agreement between the local Council and a consortium of entities that includes at least three or more of the required one-stop partners identified at CFR 662.200; or
· Under conditions described for local Councils being operators under CFR 662.240 and CFR 662.430.
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