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Step-by-Step
Important Facts
Overview
)Process: Front-End Initial Services
WorkSource staff are expected to provide a consistent level of services to customers from the 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 About This Process:
1. Staff assigned to front-end services must be knowledgeable about the services / resources available within their WorkSource Center / Affiliate Office and the community. During initial Front-End services, 100% of customers will have:
a. A Short SKIES Registration completed, and 
b. A determination made for Priority of Service to Veterans and Eligible Spouses.
Process Steps:
1. Greet and triage to find out what brought the customer in today and determine next steps. 
a. Determine if this is the customer’s first visit to WorkSource.
i. If it is the first visit, complete the Short SKIES Registration (see Short SKIES Registration Process Aid).  
ii. Otherwise, ask customer if contact information is still current since the last time they were in the office.  Update information (address, phone and email) as needed.
b. If the seeker is entitled to Priority of Service as a Veteran or an Eligible Spouse, provide him/her with information on services and programs for which the entitlement applies (see Priority of Service for Veterans and Eligible Spouses Policy 1009 Rev 1).
c. Continue dialogue with the customer to understand the immediate objective(s) to be addressed.
2. Provide customer a menu of services (staff assisted and self service) available through WorkSource and community resources.
3. Direct customer to appropriate next step.  This can include, but is not limited to:
a. Access to equipment, phones, fax machines, computers, assisted technology, etc.
b. Connection to the Unemployment Insurance (UI) Claims Center (see UI Assistance and Claims Center, Contacting Liaisons Process Aids).
c. Meeting with another WorkSource Specialist.  Staff should inform customer of the wait time, and direct customer to the waiting area or Resource Room per local area process.
 (
Detailed Steps
) (
Step-by-Step
)Triage 
Triage is a concept that originated from the medial care model and is a vital element of direct patient care.  When a patient enters the medical facility a triage nurse usually assesses their condition and refers them to the level of medical care for their condition.
Within WorkSource, triage is used to determine customers’ present situation and immediate objectives, in order to connect them to the relevant resource(s) and/or service(s).  
1. Things to consider during the initial triage of the customers’ needs:
a. A friendly greeting can set the stage for the interaction and begin to build rapport with customers to quickly identify their needs.
b. Sensitivity to other issues/circumstances customers are facing along with unemployment.  
c. Use Active listening to identify immediate needs.
d. Ask subsequent questions if necessary to understand current situation.
2. [bookmark: JO]Greet the customer and begin triage to determine what brought him/her to WorkSource.  Examples of triage questions: 
a.  Hello, welcome to WorkSource, my name is 		; how may I help you?
b. May I ask you some general questions, to better assist you today?
c. Is this your first visit to WorkSource?
3. If this is the customer’s first visit to WorkSource, staff must complete a Short SKIES Registration.  See the Short SKIES Registration Process Aid for detailed steps. Otherwise update any information that has changed since the customer’s last visit. 
4. If the customer is a Veteran or Eligible Spouse inform him/her of eligibility to priority of service within specific education and training programs (see Priority of Service for Veterans and Eligible Spouses Policy 1009 Rev 1 and  DOL Presentation on Veteran’s Priority of Service for more information.
5. Continue the triage process until you understand the immediate objective(s) needing to be addressed.



 (
Detailed Steps
) (
Step-by-Step
)Menu of Services
The Menu of Job Seeker Services is a list of staff assisted and self-directed services available through WorkSource.  Each WorkSource Center and Affiliate site will tailor the menu to meet its local labor market needs.  The Menu of Jobseeker Services Policy #1015 requires the list to specify access to the offerings.  Services are contingent upon the availability of funding and may require the customer to meet specific program eligibility.  At a minimum each menu will include the following eight items:
1. Available assessment tools
2. Skill development services
3. Labor market information
4. Available training opportunities online or within the region
5. Job search and placement assistance
6. Resources to facilitate contact with potential employers, such as computers, telephones and fax machines
7. Community resources and supportive services
8. Access to information about filing for unemployment services 
Services can be made available onsite, online, or through workforce development partners (community and technical colleges, local community organizations, etc.). 
The Menu of Jobseeker Services must be accessible and understandable to all WorkSource jobseeker customers. 
 (
Step-by-Step
)Direct Customer to Next Step
After staff have completed triage and provided the Menu of Services available, they will direct customers to the next appropriate step(s) that address the immediate need(s) identified. This can include, but is not limited to:
1. Access to equipment, phones, fax machines, computers, assisted technology, etc. within the Center.
2. Connection to the Unemployment Insurance (UI) Claims Center (see UI Assistance and Claims Center, Contacting Liaisons Process Aids).
3. Meeting with another WorkSource Specialist.  Staff should inform customer of the wait time, and direct customer per local area process.
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Other Resources
)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
Additional Process Aids:
1.   
2. UI Assistance 
3. Claims Center, Contacting Liaisons
4. WIA 001 Report, Claimant Print of UI Activity
5. DOL Presentation on Veteran’s Priority of Service
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