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Process: Front-End Initial Services 
WorkSource staff are expected to provide a consistent level of services to customers from their initial point of contact.  Typically customers’ initial contact occurs at the front desk.  At a minimum, customers will receive a short SKIES Registration, determination of needs, and information about available services/community resources. 
Important Facts:
1. Staff assigned to front-end services must be knowledgeable about the services/resources available within their WorkSource Center, Affiliate Site, and the community.  
2. Supervisors should conduct periodic reviews to ensure performance expectations are being met.  Monitoring can be done through observation of staff or by review of locally created data reports.
Performance Measures: 
WorkSource Initiative Integrated Front-end Services Policy #1010 Rev 1
1. Local targets are set for the number of staff-assisted front-end assessments provided to new and returning customers.
2. Procedures are in place that measure progress toward implementing the minimum front-end services identified in policy #1010 Rev 1.
3. Staff must demonstrate a sufficient level of knowledge of all WorkSource Programs to accurately guide customers to appropriate WorkSource or community services.
4. 100% of staff-assisted front-end assessments are documented with a Short SKIES Registration.
5. 100% of veterans and covered spouses receive notification of the Priority of Service entitlement and the menu of programs/services to which the entitlement applies.
6. A menu of job seeker services is easily accessible and understandable to all WorkSource customers.
7. Access to WorkSource equipment and necessary information is exhibited consistently and monitored through onsite observation and/or customer and stakeholder feedback.
8. The Workforce Development Council (WDC) is responsible to have a dispute resolution process in place.

Electronic Access:
Front-end staff will need access to:
1. SKIES
2. GUIDE, if front-end staff will provide UI printouts for customers.
Process Desk Aids:
1. Front End / Initial Services Staff
2. SKIES Registration, Short
3. UI Assistance 
4. Claims Center, Contacting Liaisons 
5. WIA 011 Report, Claimant Print of UI Activity
6. DOL Presentation on Veteran’s Priority of Service
Policy/Mandates Informing this Process:
1. WorkSource Initiative Integrated Front-end Services Policy #1010 Rev 1
2. Menu of Jobseeker Services Policy #1015
3. Priority of Service for Veterans and Eligible Spouses Policy #1009 Rev 1
4. Data Element Validation Policy #1003
5. WorkSource Information Notice (WIN) #0013 – Policy Standards, Measures & Monitoring Expectations
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