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Vision for the Arkansas Workforce Delivery System

The publicly funded workforce system envisioned by the Workforce Innovation and Opportunity Act (WIOA) is quality-
focused, employer-driven, customer-centered, and tailored to meet the needs of regional economies. It is designed to
increase access to, and opportunities for, the employment, education, training, and support services that individuals
need to succeed in the labor market, particularly those with barriers to employment. It aligns workforce development,
education, and economic development programs with regional economic development strategies to meet the needs
of local and regional employers, and provide a comprehensive, accessible and high-quality workforce development
system. This is accomplished by providing all customers access to high-quality workforce development centers that
connect them with the full range of services available in their communities, whether they are looking to find jobs, build
basic educational or occupational skills, earn a postsecondary certificate or degree, or obtain guidance on how to make
career choices, or are businesses and employers seeking skilled workers.

Under WIOA, partner programs and entities that are jointly responsible for workforce and economic development,
educational, and other human resource programs collaborate to create a seamless customer-focused workforce
delivery system that integrates service delivery across all programs and enhances access to the programs’ services.
The workforce delivery system includes six core programs (Title | adult, dislocated worker, and youth programs; Title ||
adult education and literacy programs; Title Ill Wagner-Peyser program; and Title IV vocational rehabilitation program),
as well as other required and optional partners identified in WIOA. In Arkansas, these programs are administered by
the Arkansas Department of Workforce Services (Titles | & lll), the Arkansas Department of Career Education (Title ),
Arkansas Rehabilitation Services (Title IV) and Division of Services for the Blind of the Arkansas Department of Human
Services (Title IV). Through the Arkansas Workforce Center network, these partner programs and their service providers
ensure that businesses and job seekers—a shared client base across the multiple programs identified above—have
access to information and services that lead to positive employment outcomes. Under WIOA, workforce centers and
their partners:

1. Provide job seekers with the skills and credentials necessary to secure and advance in employment with
family-sustaining wages.

2. Provide access and opportunities to all job seekers, including individuals with barriers to employment,
such as individuals with disabilities, to prepare for, obtain, retain, and advance in high-quality jobs and
high-demand careers.

3. Enable businesses and employers to easily identify and hire skilled workers and access other supports,
including education and training for their current workforce.

4. Participate in rigorous evaluations that support continuous improvement of workforce centers by
identifying which strategies work better for different populations.

5. Ensure that high-quality integrated data inform decisions made by policy makers, employers, and job
seekers.

The management of the Arkansas workforce delivery system is the shared responsibility of States, local boards, elected
officials, the core WIOA partners, other required partners, and workforce center operators. The Departments encourage
all of these entities to integrate the characteristics below into their work, including developing state, regional, and local
strategic plans; establishing workforce center certification criteria; examining the state, regional, and local footprint of
workforce centers; conducting competitions for selecting workforce center operators; developing local Memoranda of
Understanding (MOUs); updating other workforce center policies and procedures; and operating and delivering services
through the Arkansas Workforce Centers.
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Charateristics of a High-Quality Arkansas Workforce Center

The characteristics identified below, consistent with the purpose and authorized scope of each of the programs, are
designed to reflect elements that contribute to a high-quality workforce delivery system. They demonstrate the spirit
and intent of the WIOA, and they will strengthen the successful integration and implementation of partner programs
in Arkansas Workforce Centers. For clarity and readability the characteristics have been grouped into three function-
al categories: (a) Customer Service; (b) Innovation and Service Design; and (c) Systems Integration and High-Quality

Staffing.

CUSTOMER SERVICE

Arkansas Workforce Centers provide excellent customer service to job seekers, workers and businesses.
Meeting the needs of job seekers, workers and businesses is important in developing thriving
communities where all citizens succeed and businesses prosper. High-quality workforce centers:

f& Reflect a Welcoming Environment

Reflect a welcoming environment to all customer groups
who are served by the workforce centers. All workforce
center staff are courteous, polite, responsive, and helpful
to job seekers, businesses, and others who visit the
workforce centers, either in person or by telephone or
e-mail. Moreover, workforce center staff are sensitive to
the unique needs of individuals with disabilities and are
prepared to provide necessary accommodations.

s Provide Career Services that Empower

Provide career services that motivate, support and
empower customers, including individuals with
disabilities, to make informed decisions based on local
and regional economic demand and effectively attain
their personal employment and education goals.

44 Value Skill Development

Value skill development by assessing and improving each
individual’s basic, occupational, and employability skills.

Create opportunities for individuals at all skill levels and
levels of experience by providing customers, including
those with disabilities, as much timely, labor market,
job-driven information and choice as possible related
to education and training, careers, and service delivery
options, while offering customers the opportunity to
receive both skill-development and job placement
services.

}\’. Improve Job Seeker Skills

Improve the skills of job seeker and worker customers.
Workforce centers offer access to education and training
leading to industry-recognized credentials through
the use of career pathways, apprenticeships, and other
strategies that enable customers, including those with
disabilities, to compete successfully in today’s global
economy. They provide businesses with access to the
quantity and quality of talent they need and support
upskill/backfill strategies that expand job opportunities
in the community.

Develop, offer, and deliver quality business services that assist specific businesses and industry
sectors in overcoming the challenges of recruiting, retaining, and developing talent for the
regional economy. To support area employers and industry sectors most effectively, workforce
center staff identify and have a clear understanding of industry skill needs, identify appropriate
strategies for assisting employers, and coordinate business services activities across workforce
center partner programs, as appropriate. This includes the incorporation of an integrated and
aligned business services strategy among workforce center partners to present a unified voice
for the workforce center in its communications with employers. Additionally, workforce centers
use the forthcoming performance measure(s) on effectiveness in serving employers to support

continuous improvement of these services.
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INNOVATION AND SERVICE DESIGN

Arkansas Workforce Centers reflect innovative and effective service design.
High-quality workforce centers:

Qo Integrated Intake Process

Use an integrated and expert intake process for all
customers entering the workforce centers. Frontline staff
are highly familiar with the functions and basic eligibility
requirements of each program, and can appropriately
assist customers and make knowledgeable referrals to
partner programs, as needed and as appropriate given
the authorized scope of the program.

g@@ Actively Engage Industry Sectors

Design and implement practices that actively engage
industry sectors and use economic and labor market
information, sector strategies, career pathways,
Registered Apprenticeships, and competency models to
help drive skill-based initiatives.

44 Use Market Driven Principles

Balance traditional labor exchange services with strategic
talent development within a regional economy. This
includes use of market-driven principles and labor market
information that help to define a regional economy, its
demographics, its workforce and its assets and gaps in
skills and resources.

2L Ensure Access to All Customers

°<: Use Innovative Delivery Models

Incorporate innovative and evidence-based delivery
models that improve the integration of education and
training, create career pathways that lead to industry-
recognized credentials, encourage work-based learning,
and use state-of-the-art technology to accelerate
learning and promote college and career success.

M Offer Virtual and Center-Based Services

Include both virtual and center-based service delivery
for job seekers, workers, and employers. Both methods
of delivery support the talent needs of the regional
economy, although each may better serve different
customers with different levels of service needs at any
given time. The workforce delivery system can expand its
reach by delivering robust virtual services; and increasing
the accessibility of those services through community
partners, such as libraries, community and faith-based
organizations, and other partners.

Ensure meaningful access to all customers. Workforce centers must be physically and
programmatically accessible to all customers, including individuals with disabilities. In so
doing, workforce centers use principles of universal design and human-centered design, such
as flexibility in space usage; the use of pictorial, written, verbal and tactile modes to present
information for customers with disabilities or limited English proficiency; providing clear lines
of sight to information for seated or standing users; providing necessary accommodations; and
providing adequate space for the use of assistive devices or personal assistants. Workforce centers
use assistive technology and flexible business hours to meet the range of customer needs.
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SYSTEMS INTEGRATION AND HIGH-QUALITY STAFFING

Arkansas Workforce Centers operate with integrated management systems and high-quality staffing.
High-quality workforce centers:

/a\

=_a Reflect Robust Partnerships

Reflect the establishment of robust partnerships among
partners. The workforce center operator facilitates an in-
tegrated, co-located partnership that seamlessly incor-
porates services of the core partners and other workforce
center partners.

£, Organize Services by Function

Organize and integrate services by function (rather than
by program); when permitted by a program’s authoriz-
ing statute and as appropriate, and by coordinating staff
communication, capacity building, and training efforts.
Functional alignment includes having workforce center
staff who perform similar tasks serve on relevant func-
tional teams, e.g. Skills Development Team, Business
Services Team. Service integration focuses on serving all
customers seamlessly (including targeted populations)
by providing a full range of services staffed by cross-func-
tional teams, consistent with the purpose, scope, and re-
quirements of each program.

ik Use Common Performance Indicators

Use common performance indicators to ensure that fed-
eral investments in employment and training programs
are evidence-based, labor market driven, and account-
able to participants and taxpayers. Center performance
is transparent and accountable to the communities and
regions served; data entry staff are trained and under-
stand the importance of data validation, data collection
processes, and the importance of accurate reporting.

(%) Offer Highly Trained Career Counselors

Staff the center with highly trained career counselors,
skilled in advising job seekers of their options, knowl-
edgeable about local labor market dynamics, aware of
available services inside and outside the workforce cen-
ter, and skilled in developing customers’skills for employ-
ment success.
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00 Implement Integrated Policies

Develop and implement operational policies that reflect
an integrated system of performance, communication,
and case management, and use technology to achieve
integration and expanded service offerings.

@3 Cross-Train and Equip Center Staff

Train and equip workforce center staff in an ongoing
learning process with the knowledge, skills, and motiva-
tion to provide superior service to job seekers, including
those with disabilities, and businesses in an integrated,
regionally focused framework of service delivery. Center
staff are cross-trained, as appropriate, to increase staff
capacity, expertise, and efficiency. Cross-training allows
staff from differing programs to understand every pro-
gram and to share their expertise about the needs of spe-
cific populations so that all staff can better serve all cus-
tomers. Center staff are routinely trained and are keenly
aware as to how their particular function supports and
contributes to the overall vision of the local board.

® Maintain Integrated Case Management

Develop and maintain integrated case management
systems that inform customer service throughout the
customer’s interaction with the integrated system and
allow information collected from customers at intake to
be captured once. Customer information is properly se-
cured in accordance with personally identifiable informa-
tion guidelines, and facilitated as appropriate, with the
necessary memoranda of understanding or other forms
of confidentiality and data sharing agreements, consis-
tent with federal and state privacy laws and regulations.
Data, however, would be shared with other programs, for
those programs’ purposes, within the workforce system
only after the informed written consent of the individual
has been obtained, where required.
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