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INVITATION TO APPLY FOR WORKSOURCE CENTER OR AFFILIATE CERTIFICATION  

The Pacific Mountain Workforce Development Council (PacMtn WDC) invites community organizations 
in Grays Harbor, Lewis, Mason, Pacific and Thurston counties to become WorkSource American Job 
Center sites. PacMtn WDC wants to partner with you to provide employment services how, when, and 
where people and businesses want them. We are looking for innovative, entrepreneurial organizations 
that provide quality services to help us to expand access to on-line and in-person employment services. 
If you understand the workforce challenges in our communities and want to share resources as part of a 
network dedicated to the economic success of all citizens, businesses, and communities in the five 
counties, complete this application.   
  

Organization Name:          Date: 11/2/2022 

Thurston Comprehensive Site – Employment Security Department / EQUUS       

Contact Person/Title (please provide one point of contact):  

Kendall King 
WorkSource Administrator   
WorkSource Thurston | Lewis 
 
Phone: (360) 764-6512           Email: kendall.king@esd.wa.gov 
 
Address of proposed site: 1570 Irving St SW, Tumwater, WA 98512 

Website: https://worksourcepacmtn.org/   

Hours and days of Operation (Note: at a minimum, a center or affiliated site must be accessible to the 
general public during regular business days and hours)  

 Monday – Virtual 
 Tuesday – 8am to 5pm 
 Wednesday - 8am to 5pm 
 Thursday - 8am to 5pm 
 Friday – Virtual 
  

Current level of certification:  

XX Center              ☐ Affiliate Site   ☐ Connection Site            ☐ Not currently certified  

Level of certification for which the site is applying:  

XX Center    ☐ Affiliate        
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Center & Affiliate Application for Certification   
  

I. Introduction  
 
One-stop sites are the portals to our state’s workforce system and its broad array of career services and 
resources designed to help individuals acquire the skills necessary to gain meaningful employment and 
our businesses to access the talent pipeline that meets their human capital needs and fuels economic 
growth. Workforce system partners are required to collaborate to support a seamless customer-focused 
service delivery network. Every region across our state is unique in terms of its economy and geography, 
but each is actively working to create a system that provides effective services for our job seeker and 
business customers.  
 
Under the Workforce Innovation and Opportunity Act (WIOA), state and local partners share common 
performance goals and are mandated to collaborate in developing and implementing a one-stop 
delivery system where services are designed with the customer in the center, resources are leveraged 
for maximum efficiency, and continuous improvement is the hallmark. 
 
A. Please work with site leadership and staff to answer the questions as indicated below:  
  
Please provide clear evidence and examples of current status and future plans with strategies and 
timelines to reach these standards.  
  
1. Functional and Programmatic Integration - It is critical for WorkSource and its partners to think and 
act as an integrated system. WorkSource partners ensure that client services are aligned to common 
goals and the customer experience is seamless – regardless of funding streams. Each customer is 
mutually regarded as a shared customer, with all staff and programs operating at the site having a 
vested stake in that customer’s success. Integration of programs is incorporated into planning, intake, 
assessment, registration, and service processes, information sharing, resource decisions, actions, results, 
and analyses.   
  
A. Describe how your site uses functional teams and integrated career services delivery to deliver career 

services to all customers. Please attach a diagram of customer flow (including resource room 
capabilities), services available, assessment and referrals – this attachment will not count toward 
the 7-page limit.   
 
The WorkSource PacMtn Region has reorganized into functional teams that span across all our site 
locations.  Each functional team is led by a functional leader as well as a partner coordination team 
member. The following is a description of each team: 
 
Customer Engagement Team:  The customer engagement team serves in the resource room, 
provides labor exchange and basic career services, and manages job postings for businesses on 
WorkSourceWA. This team primarily consists of ESD staff, however, representatives from other 
participating program partners assist with service delivery design and implementation. Staff on this 
team also provide RESEA, WorkFirst, and Trade Act services. 
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Since the customer engagement team is responsible for serving a high percentage of the customers 
who walk-in to the Thurston County Comprehensive Center, they use a combination of accessible, 
easy to navigate technology tools and group workshops in addition to facilitated assistance to meet 
the job preparation and job matching needs of this diverse population. 
 
Community Partner Team:  The community partner team is primarily responsible for Title I 
programs including Adult, Dislocated Worker, and Youth.  The community partner team uses a scale 
approach to connect with participating partners across Thurston County by practicing integrated 
case management. An integrated case management approach shares career services responsibilities 
with our partners through co-enrollment. This service delivery model allows us to serve more 
participants and expand our reach throughout the county to identify and serve individuals most in 
need of WorkSource services.   
 
Business Solutions Team:  The business solutions team is responsible for creating career pathways 
that lead to high quality, in-demand job opportunities for participants.  Career pathways and specific 
occupations within each pathway are dependent on business/employer partnerships. In the spirit of 
an in-demand approach, our business solutions team is moving from a “push approach” that works 
to match the jobseeker inventory on hand to a “pull” or a “demand-driven” system working in 
partnership with businesses to determine and develop the talent they actually need. In a “pull” 
system, high road employers agree to set aside jobs through job orders that will lead to employment 
opportunities which, in turn, will result in economic self-sufficiency for participants placed into 
those jobs.  

 
       QA/Finance Team: Our QA/Finance team performs the important function of internal auditing.  
      To accomplish our objectives and improve our performance measures we needed a systematic,              
      disciplined approach to evaluate and improve our processes.  In an integrated system working as  
      one toward a shared vision an essential component is developing consistent standards           
      independently assessed and evaluated by a team outside the daily operations.  
 
      QA/Finance Purpose: 

• Evaluate how PacMtn’s WorkSource efforts align with applicable legal requirements, internal 
control standards, and leading practices for delivering workforce development services and 
programs.  

• Assess the extent to which PacMtn’s WorkSource processes align with programmatic 
requirements and the intent of WIOA legislation.  

• Ensure data integrity by assessing accuracy of input. 

• Organize and communicate data to produce insights that will be used to optimize current and 
future practices. 

       Our QA/Finance team will do this in the following ways: 
 Develop an internal monitoring and evaluation plan to give guidance for decision-making and 

streamline internal processes. 
 Promote evidence-based and data-driven accountability  
 Develop and update policies and procedures that reflect PacMtn’s One Workforce vision, values, 

and strategies. Policies and procedures are our roadmap for day-to-day operations and ensure 
compliance with WIOA and ESD laws and regulations. 
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 Approve participant applications, individual participant plans, and monitor progress 
 Approve and input data into ETO 
 Approve financial requests from the system to support jobs seekers and employers 

Community CarePortHUB 

The Community CarePort serves an important function within a people-centered, integrated system to 
connect customers experiencing pre-employment barriers such as health care, housing, mental health, 
clothing, childcare arrangements, a criminal record, transportation, etc. to the most appropriate service 
provider in the county to mitigate such barriers. In addition to the Community CarePort, the Thurston 
Comprehensive Center utilizes other human service programs in Thurston County to help customers meet 
immediate basic needs while preparing barriered customers to increase future employability and 
earnings. This no wrong door, holistic approach will be discussed further in this document   

In the future, we anticipate participating partner representatives will be added to our functional teams 
and likely will play a larger role in facilitating workshops and co-locating in our center. We envision an 
integrated workforce system that expands beyond just title I and III partners where all service providers 
share system performance goals and leverage resources to create a seamless system to support 
customers. 

 
B. Describe how MIS is used to facilitate shared customer management across partner programs.  
  
The current WorkSource customer management system know as Efforts to Outcomes, or ETO, allows 
title I and III partner programs to document case notes, services provided, and run reports on outcomes.  
This system is shared amongst co-located partners and allows for partners to seamlessly access 
customer information.  ETO allows partners to coordinate services and track customers throughout their 
experience with WorkSource. 
 
In the future, as our participating partnerships grow, we envision more of our partners will gain direct 
access to ETO to input touchpoints and document customer progress.  The more partners we have using 
ETO the more efficient data sharing will become across all partner programs. With expanded use of ETO 
by more of our partners the internal monitoring role of the QA team will increase to ensure all 
compliance requirements are consistently met. 
 
2. Service provision, including Services, Universal Access, and Outreach to populations with barriers. 
 
Improved availability, a welcoming atmosphere, inclusive settings, and high -quality customer 
service benefit all customers. WorkSource extends services and outreach not just to individuals who 
walk in the door, but also to those who have become disengaged in the labor force. Integrated, quality 
services are provided to all customers within the center and via technology through online or phone 
access. Principles of universal design have been considered in designing inclusive spaces and materials 
to be available to individuals regardless of their range of abilities, mobility, age, language, learning style, 
intelligence, or educational level.   
 
Future universal access and outreach considerations include expanding the number of connection sites 
throughout Thurston County as well as recruiting in more co-located partners to assist populations with 
barriers more seamlessly.  
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A. Provide evidence that basic ADA requirements have been met, including processes to provide 

reasonable accommodations for individuals with disabilities (an ADA assessment does not to be 
included with the application – centers and affiliated sites will undergo ADA review and 
certification as part of the certification process).  

 
 In compliance with Section 188 of the Workforce Innovation and Opportunity Act (WIOA) and its 
regulations at 29 (CFR) Part 38, the Washington State Non-Discrimination Plan (NDP), WA State Equal 
Opportunity and Nondiscrimination Policy 5402 Rev. 3, the PacMtn EO Officer and EO Officers Assistant 
conduct annual monitoring reviews of each WorkSource Comprehensive Center and WorkSource 
Affiliate Site.  
 

 The last full monitoring review for each service location was completed in December 2019 
 Due to COVID-19 full monitoring reviews were put on hold through 2020-2021 
 In compliance and alignment with a Monitoring Memo issued by the State EO Officer, Teresa 

Eckstein on 11/18/2020, Monitoring in 2021 was adapted and directed local EO Officers to 
modify the monitoring process in 2021. The modified and condensed monitoring for 2021 
requiring only a facility “walk-through” using as specifically developed for this need, a Facility 
Walkthrough Checklist.  

 The PacMtn EO Officer and EO Assistant conducted the 2021 Monitoring Walkthrough Reviews 
for the PacMtn WDA WS Service locations in all 5-counties in June 2021.  

 To support the review, ADA survey instruments were utilized during the review process.  
 
In follow up to the monitoring’s completed as identified above (2019 full review & 2021 walkthrough 
review), the PacMtn EO Officer and EO Assistant worked with the applicable WS System Administrators,  
Managers, Staff, Facility Maintenance Team and others as needed to ensure any deficiencies identified 
were corrected.  
 
On December 16, 2021, the State EO Officer conducted an EO Monitoring Review of the Pacific 
Mountain Workforce Development Council. A letter speaking to their review was provided.  
There were no issues identified. A statement from within that letter:  
 

Dear Ms. Fambles: 
This letter is a follow up to the State-Level Equal Opportunity Office (EO) Monitoring Review of 
the Pacific Mountain Workforce Development Council on December 16, 2021. 
 
“My team and I continue to be impressed with the work Pacific Mountain Workforce 
Development Council is doing under your leadership to ensure equal access to WorkSource 
services for all the populations in your area, and your level of compliance with the equal 
opportunity provisions of WIOA.” 
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As the WorkSource Centers and some WS Affiliate Sites have now reopened (fully or partially), the 
PacMtn EO Officer and EO Assistance will resume the full EO Monitoring for 2022.  
 
The 2022 Monitoring Schedule for the PacMtn WDA WorkSource System service locations and services 
is being finalized with a plan for completion by December 2022. 
 
Processes to provide reasonable accommodations for individuals with disabilities 
 
The PacMtn WorkSource System Leadership, direct and partnering staff, EO Officer and all connected in 
service, strives consistently and continually do amazing work ensuring equal access. Some examples of 
this work that expanded during the pandemic; all partners came together to quickly adapt to pandemic 
related changes by providing virtual services and are continuing to provide vital support and services to 
customers both in-person and virtually. The PacMtn WS System has a foundational commitment to, and 
investment in, equity, diversity and inclusion. 

 
1. Describe specific initiatives or strategies to provide universal access for each of the following: 

Physical  
 

 Physical: Architectural or building  
 Information: all paper, printed or posted materials   
 Digital: software, web-based programs and alternatives to print   
 Communication: verbal, non-verbal access for services, phone and other   

 
 
As included in PacMtn’s 2019/2020 WorkSource Monitoring Report, WorkSource System Leadership 
staff and partners work in collaboration with the local EO Officer to ensure equal access for all 
customers or individuals with a disability at each WorkSource facility.  
This work includes ensuring ADA compliant access facilities and services for all other customers.  
 

 ADA Accessible Parking  
 Adequate number of spaces, signage, clear pathways, etc. 

 
 ADA Accessible Entrances  

 Routes, signage, door opening pressures and closing times, non-obstructive, etc. 
 

 ADA Accessibility to Goods and Services / Communication  
 All the above and providing accommodations with modifications to communication 

practices and information access and delivery, overall access and service 
accommodations, service referrals and partnerships, etc.  

 This includes providing access to and utilizing any Assistive Technology (AT) available in 
the WS System service locations, providing accommodations by obtaining the necessary 
AT from partner service providers, engaging with the customer to support their use of 
personal AT devises 
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1. Contracting with third party vendors to provide interpretation and translation services 
as requested or appropriate for all levels of service delivery, to include Individuals who 
are deaf or hearing impaired, are blind or have visual impairments, etc., and individuals 
who are Limited English Proficient, (LEP).   

 Ensuring critical information is available and if not, will be provided as accommodation 
in the applicable format for need identified.  

 This includes having critical information readily available in multiple language format, 
most common in the PacMtn WS System, Spanish and Vietnamese. See PacMtn Website 
EO page for examples.  

 Since COVID1-19, adapting to delivering services virtually, developing and using services 
such as JotForm and other forms of electronic tools, processes and procedures to 
support a customer’s application and the registration needs for WS System services and 
programs.   

 
 ADA Accessibility Toilet Rooms  

 Ensuring that all routes are non-obstructive, signage, door opening pressures and 
closing times, for all WS System service locations are ADA compliant. Ensuring the toliet 
room doors requires less than 5 lbs. maximum force to push or pull open and do not 
close in less than 5 minutes.  

 Ensuring the doors are equipped with the appropriate hardware allowing operation with 
one hand and does not require tight grasping, pinching or twisting of the wrist. 

 
B. Describe how the site provides quality services to all customers, including the 14 populations 

with barriers to employment described in WIOA.   
 
Customers are greeted at the site warmly and introduced to the resources available in the 
resource room. Customers are provided access to technology tools and resources they may 
access on their own to assist with their re-employment needs. In addition, customers may learn 
about additional WIOA resources through an on-line orientation and may take advantage of our 
virtual and in-person group workshops.  In addition to labor exchange services and basic career 
services, individualized one-on-one services are available as needed and may be provided by 
Wagner Peyser (title III), co-located participating partners, or title I staff. 
 
Quality of services are measured in a variety of ways including, customer satisfaction surveys, 
learning assessments of information received, job match satisfaction, and customer 
employment outcomes.  
 
In the future, we will continue to analyze the participation and outcome rates of each of our 14 
targeted populations to ensure equitable access and opportunity is afforded. One population we 
have already identified as underrepresented is migrant families. As the food production sector 
in our region continues to grow there is an increasing need to outreach and serve migrant and 
seasonal families. Many migrant and seasonal workers make up a large part of our hospitality 
workforce as well.  
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Migrant and seasonal families have historically not received enough attention in our region as 
this population has grown slowly over time and as a result remained under our radar. More 
specific outreach efforts and service provider partnerships targeting migrant and seasonal 
workers will be implemented over the next year. 
 

C. How are the needs of populations with barriers met through staff-assisted and other means?   
 

In our new model, upon recognition of barriers a customer may be experiencing that we are ill-
equipped to handle, we now have an efficient way to connect these job seekers to a network of 
resources and a community partners trained to assist customers who are in crisis or vulnerable. 
This partnership ensures customers requiring basic need services are connected to professionals 
best equipped to serve them and creates capacity for our staff to concentrate more of their 
efforts on connecting job seekers to job opportunities.  
 
Pre-employment barriers vary per individual. Unfortunately, we do not posses the staff or 
expertise to provide adequate support to customers who are struggling with basic need barriers 
such as housing and mental health issues. Rather than tell a customer “Sorry, we can’t address 
your problem — try another department.” We have designed our model to immediately 
connect customers with complex pre-employment needs to service providers in our  
“participating partner” network who are more qualified to meet the needs of these customers. 
Our partnership is designed in such a way that when these customers have many of their pre-
employment barriers mitigated, they can move into participant status seamlessly and begin to 
expend more of their energy towards attaining high-quality employment.  
 
To mitigate some of the above concerns, we have partnered with Cascade Pacific Action Alliance 
and their Community CarePortHUB. The purpose of the Community CarePortHUB is a way we 
are leveraging resources in our community to meet customer needs. The following is a 
description of the Community CarePort and their role in our community: 
 
  Community CarePort (CPAA’s Pathways HUB) provides “Care Traffic Control” to break 
 down silos, coordinate care, and improve health. Our Care Coordinators work 
 individually with clients to identify risk factors from all aspects of a client’s life. The Care 
 Coordinators help clients access the services they need, including health care, housing 
 services, education, employment, and more. 
 
Through this partnership we now have a more efficient and effective way of working with 
customers who are experiencing barriers to re-employment.  In the past, we tried to do most 
barrier removal work alone and did not record many “refer to additional resources” services in 
ETO.  This was partially a consequence of making every customer a participant and feeling solely 
responsible for their outcomes.   
 
By practicing integrated service delivery that leverages community resources, we have 
developed partnerships that ensure all our customers received appropriate services from the 
most appropriate service provider. In an integrated system no customer falls through the cracks 
or receives substandard services. In a seamless system we all practice a no wrong door 
approach, leverage each other’s resources, reduce duplicative services, and each service  
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provider improves their primary services because no one agency or organization is expected to 
be all things to all customers. 
 
In addition to leveraging partnerships in Thurston County, we have adopted a safe space 
commitment and continue to encourage our partners to practice equity in hiring practices in an 
effort to diversify our staff. In another example, we have recently partnered with a tribal liaison 
who is co-locating in our center to assist native American customers connect to tribal resources. 
 

D. How are partners engaged to meet the needs of special populations?  
 

Through our integrated case management approach, we are positioned to work more closely 
with partners who serve special populations. In the past we relied on referrals and walk-in 
customers.  In our new model, we are more intentional and strategic by outreaching to partners 
and serving customers where they are most comfortable. This approach expands our  
connections throughout the region to identify and work with job seekers who historically have 
had little to no connection with WorkSource in the past.  
 

E. How does your site use wireless internet and other technologies to facilitate access for 
customers with barriers?  

 
Lack of access to technology is often referred to as a "digital divide" for individuals with barriers. 
Our sites are all wireless internet accessible, and staff are on hand to assist customers who are 
in need of access assistance. For customers who are digitally illiterate, we have resources and 
workshops available to improve their skills and develop the necessary competencies to engage 
with our available technologies.  
 

F. Describe your outreach to populations with barriers to employment in the community, and 
your site’s relationship with partners to effectively serve populations with barriers.   
 
Our integrated service delivery approach is designed to improve outreach to populations with 
barriers to employment. Through co-enrollment into WIOA programs, barriered individuals 
maintain contact with their primary service provider while gaining access to additional re-
employment resources.  This service delivery model takes our resources to our partners and  
their customers rather than relying on referrals. Attempting to navigate the referral process is 
often difficult for populations with barriers and often result in no connection at all. By  
developing integrated partner relationships, customers can be served in a seamless manner by a 
service provider they have a relationship with and trust. 

 
3. Performance and Accountability –  
 
Results and outcomes for the public investment in WorkSource are essential to the WorkSource 
system’s relevance. The effectiveness of WorkSource for employers and job seekers is evident in system 
performance and service delivery decisions are based on data. On an ongoing basis, customer data from 
one-stop partners and regional economic data is collected, analyzed, and shared with all workforce 
system staff and community stakeholders. Plans for improvement, enhancement, or adjustment are 
established and acted upon.   
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A. Describe how you measure, analyze, review, and improve performance through the use of data and 

information. In your answer, please address each of the following:  
 

• How is data shared with staff and stakeholders?  
 

A system-wide data dashboard has been created to give a high-level overview of our 
performance measures. In addition, each functional team reviews data specific to their services 
to inform practice. 
 
• What methods are in place for staff and stakeholder to provide feedback regarding site 

data?   
 

Our functional teams and operational team meetings allow staff to provide feedback and 
participate in decision making related to site data. In addition, we conduct customer satisfaction 
surveys and periodic staff surveys. 
 
• What metrics are used to show improvement and success?  

 
WIOA Performance Measures 

 Employment (Second Quarter after Exit); 
 Employment (Fourth Quarter after Exit); 
 Median Earnings (Second Quarter after Exit); 
 Credential Attainment Rate; and 
 Measurable Skill Gains 

Walk-In Customer Tracking Categories 
 

 Resource room computer use 
 

 UI Assistance 
 

 RESEA Contacts 
 

 Referral to Additional Services (CarePort)  
 

 WorksourceWa – account assistance 
 

 Job Search 
 

 WIOA Inquiry – customer initiated 
 

 Resume assistance 
 

 Deskside 
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 Strategies for Success  – workshop attendance 
 

 Job Hunter Series – workshop attendance 
 

WorkSourceWA – working towards region specific data, currently data is only available on a 
 state-wide basis. 

 
 Business Penetration Rate (how many businesses in the county use WorkSourceWA) 
 Customer Usage (how many new customers register in WorkSourceWA monthly) 
 Job Match (how many job matches occur monthly) 

 
Community Partner Team 

 
Our integrated case management model and One Workforce vision is dependent on 
developing effective partnerships.  Therefore, we need to be tracking our partnerships. 

 
o Community Partnership Rate (# of community partners who have agreed to 

partner agreements) 
o Community Partnership Participant Rate (# of customers who have become 

participants from each community partner) 
o Retention Community Partnership Rate (# of community partners who continue 

to engage in the system)    
 
The three approaches above are designed to gauge our effectiveness serving the needs of our 
partners: 

1. Are we helping our partners meet the employment goals of their 
clients/students? 

2. Are we providing quality engagement and services to our community partners 
and establishing productive relationships with community partners over 
extended periods of time? and 

3. Are we expanding our network of community partners and having a positive 
impact on our region’s talent development pool? 

 
In addition to the above partnership metrics, we track current participant progress: 
 

Customer Partner 
Participant 
is 
Associated 
with 

Receiving 
Career 
Services 

In-Training 
/ 
Education  

Ready to 
be 
Employed 
(fill job 
orders) 

Employed Engaged 
in Follow-
Up 
Services 

Name CCAP      
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 Employer Measures:  

o Employer Partnership Rate (number of high road employers who have agreed to 
partner agreements) 

o Repeat Business Customer Rate (number of high road employers who create job 
orders) 

o Job Orders Filled (number of job orders filled each month with WIOA participants) 

 
Other Considerations: 

 
o How many career pathways do we have per industry sector? 

o How many occupations do we have within each sector? 

o How many job orders do we expect for each occupation? 

o How many participants per sector and occupation do we have? 

o How quickly can we fill a job order with a job referral? 

o How many participants who have exited are in follow-up services? 

• How do you incorporate staff feedback to improve performance?   
 

In a functional team model, decisions start from the front-line up to managers. This model 
ensures staff are engaged and expected to identify and solve service level issues that impact 
performance. We recognize and value the expertise of staff and realize that while incorporating  
staff may sometimes take longer before decisions are made, the patience and process are worth 
the investment. 
 
In addition to collecting staff feedback through our functional teams, we hold a bi-weekly all 
staff meeting and collect staff satisfaction survey results quarterly. 
 
• What changes have resulted from your site’s use of data/how has data been used to 

improve services?  
 
Our new service delivery model was informed by concerns related to our region’s performance. 
Our new model is also a reflection of what data we are using to improve services.  For example, 
customer service has always been a primary focus and will continue to be a significant emphasis, 
however, satisfied customers do not always correlate to improved outcomes.   We want to 
begin to look at key performance indicators and data that have a direct relationship to improved 
performance measures.  
 
Another specific example is feedback from staff that illuminated their limitations working with 
heavily barriered job seekers. As a result of this feedback, we improved our process related to 
making referrals to more appropriate service providers.    
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• How are staff informed that feedback was reviewed and of any action taken a result of 
feedback?   

 
  The integrated functional team model creates an interdependent relationship where staff input 
 is vetted at the front-line level and then discussed by our managerial teams (i.e, PC Team,  
  Operations Team, One-Stop Committee and Board when appropriate). Decisions are 
 communicated through meeting minutes, One Workforce monthly newsletter and by individual 
 supervisors in their assigned functional teams. 
  
4. Customer Satisfaction -  
 
   Performance and value are ultimately judged by customers – businesses and job seekers. 
  Customer-centered design relies upon satisfying customer needs, identifying shortcomings and 
  responding accordingly on a timely and ongoing basis. Tools to obtain feedback are appropriate 
  for each customer’s use take into consideration factors including literacy levels, use of  
  technology, disability, and language.   
  

A. Describe how voice of the customer feedback (both job seeker and business) is gathered and 
used for continuous quality improvement at your site?   
 
We utilize customer surveys, collect direct feedback, and utilize our client advisory committee. 
 

B. How are the voices of populations with barriers brought to the table when designing services and 
facilities?   

 
  In addition to our customer surveys, we work closely with our participating partners to help us 
 identify customers who are interested in providing feedback regarding our services. This is done 
 both informally and formally using a roundtable approach or as part of our client advisory 
 committee. 
 

C. How do you inform staff and customers of how their feedback was reviewed and any action 
taken as a result of their feedback?   

 
  In addition to our functional team meetings, we discuss results of feedback in our all-staff 
 meetings, newsletter and client advisory committee. 
 

D. What metrics are used to show improvement and success?   
 
  We utilize the same performance metrics discussed in the performance and accountability 
 section of this application. 
 
5. Staff Competence and Staff Training Participation - Professional development is a key feature in 
order to ensure that staff are aware of the implications of recent evidence-based research and can 
implement the latest policies and procedures established at the local, state and federal levels. Also of  
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vital importance is the use of labor market information by staff to better inform customers’ career and 
training decision-making. The investment in staff development is substantial, ongoing, and focused on  
cross-training with partner programs, overall skill development, and use of labor market information. 
Every member of the one-stop staff has the ability and authority to meet customer needs, either directly 
or, where appropriate, by helping the customer make the right connections to the expertise he or she 
seeks. Participation in one-stop-sponsored training is required.   
  
A. How are staff and leadership trained and cross-trained on an ongoing basis to stay current on 

programs and services?   
 
Our primary system training tool is our Onboarding for new WorkSource PacMtn staff site 
https://worksourcepacmtn.org/worksource-staff-onboarding/#/ 
 
We also have developed a Professional Development Matrix training plan that racks ongoing 
professional development.  We have recently added another training site: https://wspacmtnu.com/  
This new training site includes videos and quizzes to test comprehension. 
 
In addition to the above trainings, each program partner has their own trainings to specifically address 
each staff members understanding of their role and responsibilities. 
 
B. How is staff training tracked to ensure all staff participate?   
 
Functional leaders track staff participation and completion of training modules as well as each staff 
member’s assigned supervisor. 
 
C. How do you actively engage staff of all programs – Adult, Dislocated Worker, Youth, Wagner-Peyser, 

TANF, ABE, DVR, Perkins, etc. – in design of services, action planning and analysis of indicators and 
trends?   
 
Each program is represented on our integrated functional teams. These teams provide input into 
program design, analysis of indicators and trends. This integrated approach creates a shared-
decision-making process. Additionally, we are planning an annual community partner summit with 
all our participating partners to ensure every partner is in sync with our region’s plan and fully 
understand their role in helping us achieve our region’s performance measures.  

 
D. How are all staff informed of progress towards site performance and goals?   
 
Site performance goals are communicated through our performance dashboards, discussed during 
functional team meetings, documented in meeting notes, highlighted in our One Workforce monthly 
newsletter, and communicated one-on-one between staff and supervisors. 
 
6. Partnership – The one-stop system is built upon a foundation of partners linked together to deliver a 
comprehensive array of services and reach the shared outcomes of employment, education, skills gains, 
and earnings. All core and required one-stop partners are present at the site and invested in the 
development and implementation of service delivery to connect customers to resources.  
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A. Describe how the partnerships function at the site and the roles of each core partner from Title I – 

Adult, Dislocated Worker, and Youth, Title II - Adult Basic Education, Title III - Wagner-Peyser, Title IV 
- Vocational Rehab., and TANF.   

 
In our new integrated approach, representatives from each core partner serve on our functional teams 
(customer engagement team, community partner team, business solutions team, and QA team).  
 
Title I partners primarily focus on co-enrolling eligible customers who make a commitment to choosing 
a career pathway and in-demand occupation that leads to self-sufficiency. Customers are identified and 
selected by one-stop system partners who agree to participate in an integrated case management 
approach that leads to positive performance outcomes. 
 
Title II partners participate on our functional teams and assist customers in need of adult basic 
education in enrolling in appropriate programs. 
 
Title III partners serve on our functional teams and primarily provide labor exchange basic career 
services and refer to additional partners as appropriate. 
 
Title IV - Vocational Rehab., and TANF identify and select customers who would benefit from co-
enrollment into other programs and coordinate case management and access to resources to assist 
their customers in meeting their goals. 
 
B. Describe how the partnerships function at the site with other required partners from postsecondary 

Career and Technical Education (Perkins Act), CSBG, HUD, Job Corps, National Farmworker Jobs 
Program, Re-entry programs, SCSEP, TAA, UI, VETS, and YouthBuild.   

 
Each of these programs function similarly, customers who could benefit from co-enrollment into 
additional programs are identified and selected. After co-enrollment partners work together to help 
customers complete their individual participant plan IPP) which then should result in gaining a job in an 
in-demand career field. IPP’s are comprehensive and may include work experience, training, or other 
tools to assist in fulfilling future job orders. 
 
C. Describe how the site is linked to other partners beyond the site to ensure alignment with community 

and regional strategies. Please give examples of results for customers achieved through these 
partnerships.   

 
Partnerships and formal roles and responsibilities are identified in our system MOU and partner 
agreements. For example, a community college student enrolled in a training program may co-enroll 
into WIOA and receive additional support services, work experience opportunities, connections to local 
employers in their field of study and follow-up services for up to a year after employment. 
 
Customers identified by one of system partners (i.e., CBO’s or other human service providers), select 
eligible customers with the assistance of our system talent recruiters to gain access to one-stop system 
resources that will lead to high quality employment.  
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D. Describe how the site’s leadership works together to set the vision and goals for the site and 

implement service strategies to achieve shared objectives.   
 
Site leadership works within our integrated, shared decision-making process comprised of the following 
teams and committees: 

 Functional Teams 
 Functional Team Leaders 
 Partner Coordination Team 
 One-Stop Committee 
 Local Workforce Board 

 
Led by the board’s vision and strategy, the aforementioned teams develop policy and standard 
operating procedures as well as work together to collectively implement the vision set forth by our local 
plan.  
  
7. Employer Engagement – Business is one of our primary customers and one-stop partners work 
collaboratively to deliver value-added services and eliminate duplication. Business services staff from all 
one-stop partners have a comprehensive understanding of labor market conditions, economic  
development activities, skill needs of the workforce and are connected to regional and local business 
partnership activities and sector strategies. Employers’ human capital needs are communicated to and 
acted upon by the workforce system. Business services are coordinated to the maximum extent possible 
to limit duplication and streamline the employer experience.   
  
A. Describe how partners work to deliver seamless business services.   

 
1. How do business services staff use and share labor market information?   

 
Utilizing the PacMtn cluster study, labor market analysis information with outlook into 2025-2030 
and 1:1 business customer input, the Business Solutions Team developed the WorkSource-PacMtn 
Region’s Career Pathways Tool and Training Guide. This tool and training guide is not only a deskside 
aid for staff when coaching and navigating job seeker and career builder customers to in-demand 
sectors and occupations, but also a live-link tool that can be utilized in a self-service scenario. The 
tool and training guide have also been incorporated in the process of how we build more and better 
partnerships with community-based organizations and private business.   

 
2. What strategies are used to involve employers in identifying skill gaps and developing 

solutions to meet their workforce needs?   
 
Utilizing the Next Gen Sector Partnership framework, businesses from the same industry convene 
with regional education, workforce, economic development, and community organizations through 
the Business and Sector Engagement Committee to address the workforce and other 
competitiveness needs of the targeted industry. Industry leaders can confirm and adjust labor 
market information as presented so that workforce and economic development practitioners have 
strategic direction that is needed to develop and implement solutions to address the skills gap.  



17  
  

 

Center & Affiliate Application for Certification   
 
The input provided by industry is also incorporated into the development and revisions of the 
Career Pathways Tool and related Training Guide and provided to education partners to inform the 
development and implementation of regional training programs-including Youth Apprenticeship, 
pre-Apprenticeship, and Registered Apprenticeship. The Business Solutions Team engages with 
business 1:1 to support them in gaining the knowledge and understanding of how the WorkSource 
system of partners brings value to their bottom-line. The team works with businesses to gain trust 
and commitment to creating job orders associated with their demand occupations and related 
directly to the WorkSource talent pool.  
 
The team also provides consultation to businesses on how they might structure work-based learning 
within their business model and how they can leverage high quality job opportunities with value 
added benefits to business such as On-the-Job training reimbursement and incumbent worker funds 
as a retention and follow up strategy for WorkSource participants.  
 

B. Describe how regional and local sector strategies are used to target services and resources to 
focus workforce efforts on investments and improve outcomes.   
 

1. Describe how career pathways and training modalities such as industry-recognized 
credentials, apprenticeship, on-the-job training, and other work-based learning 
opportunities aligned with employers’ needs and marketed to support talent development?   

 
Utilizing the above-mentioned tools and resources, we market in-demand occupations and career 
pathways to our customers and participating partners. Our recruitment efforts identify individuals 
who are seeking employment in jobs/careers that are in-demand in our region.  Part of every 
customer’s individual participant plan includes how to access and enroll in industry-recognized 
credentials, apprenticeship, on-the-job training, and other work-based learning opportunities 
aligned with employers’ needs in our local area.   

 
  
8. Site-specific Continuous Quality Improvement (CQI) goal - Please identify at least one site CQI goal, 
why it was selected and your site’s plan to attain the goal e.g. decrease wait time.  
 
We have identified two specific goals that are universal amongst all our region’s sites: 
 

 Improve our microsite to make it more user-friendly and more helpful in assisting our virtual job 
seekers and businesses to meet their needs without waiting for staff assistance. 

 Improve our referral network with participating partners to help customers meet their pre-
employment basic needs and barriers.  
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. CHECKLISTS  
System Requirements Checklist: Use the checklist below to indicate your willingness to comply with the 
following system requirements   

X Compliance with WorkSource System Policies   
X WorkSource brand used appropriately   
X Wagner-Peyser is not the only partner on site  
X  WorkSource System integration, which includes participating in quarterly “all-partners” meetings, 

required staff training, ongoing communications as part of a group email, and sharing success stories, 
as well as providing space for workshops (if meeting rooms are available on site) and meetings with 
job seekers. Agreeing to these conditions enables Connection Sites to fully take advantage of the 
breadth and depth of services, expertise, and resources offered at WorkSource Center(s) and  
Affiliates.   

X Referral agreements, providing referrals by direct linkage if there are no staff onsite from other 
programs or cross trained to provide referrals. A “direct linkage” means providing direct connection 
through technology to a comprehensive WorkSource Center, within a reasonable time, by telephone 
or through a real-time web-based communication to a program staff member who can provide 
program information or services to the customer.  A “direct linkage” cannot exclusively be providing a 
phone number or computer website or providing information, pamphlets, or materials.   

X  Memorandum of Understanding (MOU) and Cost Sharing Agreements, which explains the roles and 
responsibilities of WorkSource Sites and partners, and includes a system budget that shows how 
costs will be shared across sites. The current MOU is available at PacMtn’s website.  

X Data sharing and confidentiality agreements, which will allow for the sharing of customer 
information with the WorkSource System and PacMtn in order to support integrated service delivery, 
system planning and federally required accountability.  

  
Site capacity checklist. Please use the table below to indicate your current capacity to comply with 
system expectations for Centers and Affiliate Sites to serve as portal site for electronic access.  Feel free 
to add pages if more space is needed to answer these questions.  
  

How many PCs/laptops/tablets/smart devices dedicated for customers to access on-line 
employment services?  

 Varies per 
sight, 
additional 
laptops and 
Chromebook 
available for 
overflow or 
outreach 

Can these devices be set up to provide quick access to WorkSourceWA.com and other on-
line employment services/resources?  

 Yes 

What are the hours when these devices are available?   Open 
business 
hours 

How long can a job seekers use one of these devices?   No time 
limit 

Does the site have the capability for customers/staff to Skype/video conference with 
WorkSource staff?  

 Yes 
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Does the site have staff who can help job seekers access on-line resources?   Yes 

Does the site have space where a WorkSource or partner staff could be available to meet 
with job seekers on an itinerant basis?  

 Yes 

Does the site have a meeting room(s) where WorkSource staff could deliver workshops?    Yes 

Does the site have free wifi available for customers?   Yes 
  
Required Program/Partner Checklist  
In the column labelled “On-Site”, indicate programs/partners that are currently located on-site in your 
facility by entering the average number of hours per week they are on-site.  In the column named “Off 
Site Basic Career Services Made Available via Direct Linkage”, make a check mark for the 
programs/partners that are off-site but their basic career services are made available to customers 
through “direct linkage”.  A “direct linkage” means providing direct connection through technology to a 
comprehensive WorkSource Center, within a reasonable time, by telephone or through a real-time 
webbased communication to a program staff member who can provide program information or services 
to the customer.  A “direct linkage” cannot exclusively be providing a phone number or computer 
website or providing information, pamphlets, or materials.  
  
Please note: Affiliates must have at least two of the required partners on-site. Centers must have 
representation from at least the WIOA programs and TANF on-site.  

REQUIRED PROGRAMS   PARTNER PROVIDING 
PROGRAM  

ON-SITE  
(AVERAGE  
HOURS/WEEK)   

OFF-SITE 
(SERVICES MADE 
AVAILABLE via 
DIRECT LINKAGE)  

WIOA Title I Adult    EQUUS  40 hours/week   

WIOA Title I Dislocated Worker    EQUUS  40 hours/week   

WIOA Title I Youth    EQUUS  40 hours/week   

WIOA Title III Wagner-Peyser   Employment Security 
Department  

 40 hours/week   

WIOA Title II Adult Education 
and Family Literacy   

     DL 

WIOA Title IV Rehabilitation Act   Division of Vocational 
Rehabilitation  

 16 hours/week 
(Comprehensive) 

 DL (DL for Affiliate 
sites) 

WIOA Title IV Rehabilitation Act   Department of Services for 
the Blind  

   DL 

TANF - Cash Benefits  Department of Human and  
Social Services   

   DL 

REQUIRED PROGRAMS   PARTNER PROVIDING 
PROGRAM  

ON-SITE  
(AVERAGE  
HOURS/WEEK)   

OFF-SITE 
(SERVICES MADE 
AVAILABLE via 
DIRECT LINKAGE)  

TANF – WorkFirst  Employment Security 
Department  

 40 hours/week 
(Comprehensive 
and Affiliate) 

  

TANF – Community Jobs  PacMtn     DL – Goodwill 
(C&A) 
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Older Americans Act/Senior  
Community Service Employment 
Program (SCSEP)   

     DL (C&A) 

Career and Technical Education 
Programs (postsecondary) Carl 
D. Perkins Act   

     DL (C&A – GHCC 
onsite at Grays 
Harbor?) 

Trade Adjustment Assistance   Employment Security 
Department  

N/A at this time 
– available if 
future petitions 
arise 

  

Veterans Employment Services   Employment Security 
Department  

Priority of 
Service and staff 
@ 40 
hours/week 
(Thurston and 
Grays Harbor) 

 (DL for Mason and 
Lewis) 

Community Services Block Grant       DL 

Housing & Urban Development 
Employment & Training  

     DL 

Unemployment Compensation  Employment Security 
Department  

Average 10 
hours/week with 
UI Ambassadors 
onsite 

 DL 

Department of Justice Second 
Chance Act  

N/A    DL 

  
ADDITIONAL PARTNERS (not mandated)  

ADDITIONAL  
PROGRAMS/PARTNERS   

PARTNER PROVIDING 
PROGRAM  

ON-SITE  
(AVERAGE  
HOURS/WEEK)   

OFF-SITE (SERVICES 
MADE AVAILABLE 
via DIRECT LINKAGE)  

Ticket to Work and Self 
Sufficiency   

 Social Security 
Administration 

    

Small Business Administration   Thurston Economic 
Development Council 

   DL 

SNAP Employment (Basic Food  
Employment and Training (BFET))   

    DL 

Food and Nutrition (7 USC 2015(o)   DSHS    DL 

Vocational Rehabilitation Pilot 
Projects   

 DVR    DL 

AmeriCorps   Employment Security 
Department & PacMtn 

 40 
hours/week 

  

Public Libraries   Timberland Regional Library    DL 
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Associate Development  
Organizations/Economic 
Development   

 Thurston EDC    DL 

Local Government (City/County)       DL 

Washington State Department of 
Labor and Industries   

   40 
hours/week 
(Thurston) 

DL 

Worker Retraining      DL local College 

(please add partners as 
appropriate)   

      

 
Career Services Checklist   
In the column title “Delivery” type “on-site”, for basic, individualized career, and business services that 
are currently available on-site for Workforce customers. Type “DL” for those that are available by Direct  
Linkage.  Leave blank for any services that are not offered on-site or by direct linkage  
 

Basic Career Services  Delivery  
Eligibility determination for adult, dislocated worker, or youth program services, including co-enrolling 
among these programs  

 On-site 

Outreach, intake, and orientation to the information and other services available through the one-stop 
delivery system.  For the TANF program, States must provide individuals with the opportunity to initiate 
an application for TANF assistance and non-assistance benefits and services which could be 
implemented through the provision of paper application forms or links to the application Web site  

 On-site 

Initial assessment of skill levels (including literacy, numeracy, and English language proficiency), 
aptitudes, abilities (including skills gaps), and supportive service needs  

 On-site 

Labor exchange services, including job search and placement assistance, career counseling, 
provision of information on in-demand industry sectors and occupations, provision of information 
on nontraditional employment   

 On-site 

Appropriate recruitment and other business services on behalf of employers, including small 
employers, which may include providing information and referral to specialized business services not 
traditionally offered through the one-stop delivery system   

 On-site 

Referrals to and coordination of activities with other programs and services, including program 
and services inside and outside WorkSource  

 On-site 

Workforce and labor market employment statistics information, including accurate information 
relating to local, regional, national labor market areas, including job vacancy listings in labor 
market areas; information on job skills necessary to obtain the jobs; and information relating to 
local occupations in demand and the earnings, skill requirements, and opportunities for 
advancement for such occupations  

 On-site 

Performance and program cost information on eligible training providers and eligible providers of 
youth workforce investment activities, providers of adult education, providers of career and 
technical education activities at the postsecondary level, and career and technical education 
activities available to school dropouts, and providers of vocational rehabilitation (NOTE: This 
information will be provided to the site.  The site’s responsibility is to make this information 
available to the public)   

 On-site 
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Information in formats that are usable by and understandable to one-stop customers, regarding 
how the local area is performing on the local performance accountability measures and any 
additional performance information with respect to the one-stop delivery system in the local area  
(NOTE: This information will be provided to the site.  The site’s responsibility is to make this 
information available to the public)  

 On-site 

Information in formats that are usable by and understandable to one-stop customers, relating to 
the availability of supportive services or assistance including: child care; child support; medical or 
child health assistance benefits under SNAP; earned income tax credit; TANF; other and supportive 
and transportation services provided through funds made available in the local area (NOTE: This 
information will be provided to the site.  The site’s responsibility is to update this information with 
any site-specific additions, and to make this information available to the public)  

 On-site 

Assistance in establishing eligibility for financial aid assistance for training and education programs not 
provided under WIOA  

 On-site 

Translation services   On-site 

Provision of information and assistance regarding filing claims under UI programs (NOTE: UI information 
may only be provided by appropriate Employment Security Department staff.  The site is responsible for 
knowing how to refer job seekers to the correct source for this information.)  

  On-site 

UI Mod 1: Orientation to WorkSource Services   On-site 
(need to 
implement) 

UI Mod 2: Skills & Abilities Analysis   DL – 
Statewide 
Workshops  

UI Mod 3: Job Search Strategies   DL – 
Statewide 
Workshops 

UI Mod 4: Perfecting Applications   DL – 
Statewide 
Workshops 

UI Mod 5: Effective Resumes & Cover Letters   DL – 
Statewide 
Workshops 

UI Mod 6: Interviewing Techniques   DL – 
Statewide 
Workshops 

(Other Services)    

(Other Services)    

(Other Services)    

Individualized Career Services  Delivery  
Comprehensive and specialized evaluation to identify barriers to employment and employment goals   On-site &  

DL 
Development of individual employment plan (IEP)  On-site &  

DL 
Group counseling and/or mentoring  On-site &  

DL 
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Individual counseling and/or mentoring  On-site &  
DL 

Career/vocational planning  On-site &  
DL 

Short-term pre-employment/pre-vocational services   DL 

Internships/work experiences   DL 

Workforce preparation activities  On-site &  
DL 

Financial literacy services  On-site &  
DL 

Out-of-area job search and relocation assistance  On-site &  
DL 

English language acquisition and integrated education and training programs   DL 

Follow-up services   DL 

(Other Services)    

(Other Services)    

(Other Services)    

Business Services  Delivery  
Establish and develop relationships and networks with large and small employers and their 
intermediaries   

 DL 

Develop, convene, or implement industry or sector partnerships    DL 

Other Business Services (not mandatory)  

Customized screening and referral of qualified participants in training services to employers    DL 

Customized services to employers, employer associations, or other such organizations, on 
employment-related issues   

 DL 

Customized recruitment events and related services for employers including targeted job fairs    DL 

HR consultation services, e.g., writing/reviewing job descriptions and employee handbooks; 
Developing performance evaluation and personnel policies; Creating orientation sessions for 
new workers; Honing job interview techniques for efficiency and compliance; Analyzing 
employee turnover; or Explaining labor laws to help employers comply with wage/hour and 
safety/health regulations  

 DL 

Customized labor market information for specific employers, sectors, industries or clusters    DL 

Customized assistance or referral for assistance in the development of a registered 
apprenticeship program   

 DL 

Listing of Job Orders    DL 

Applicant Referral   On-site & DL 

Employer Needs Assessment   On-site & DL 

Unemployment Insurance Access   On-site & DL 
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Access to Facilities    DL 

Translation Services    DL 

Developing and delivering innovative workforce investment services and strategies for area 
employers, e.g., career pathways, skills upgrading, skill standard development and 
certification for recognized postsecondary credential or other employer use, apprenticeship, 
and other effective initiatives for meeting the workforce investment needs of area employers 
and workers   

 DL 

Assistance in managing reductions in force in coordination with rapid response activities and 
with strategies for the aversion of layoffs, and the delivery of employment and training 
activities to address risk factors   

 DL 

Marketing of business services offered to appropriate area employers, including small and 
mid-sized employers   

 DL 

Assisting employers with accessing local, state, and federal tax credits    DL 

(Other Services)    

(Other Services)    

(Other Services)    
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INVITATION TO APPLY FOR WORKSOURCE CENTER OR AFFILIATE CERTIFICATION  

The Pacific Mountain Workforce Development Council (PacMtn WDC) invites community organizations 
in Grays Harbor, Thurston, Mason, Pacific and Lewis counties to become WorkSource American Job 
Center sites. PacMtn WDC wants to partner with you to provide employment services how, when, and 
where people and businesses want them. We are looking for innovative, entrepreneurial organizations 
that provide quality services to help us to expand access to on-line and in-person employment services. 
If you understand the workforce challenges in our communities and want to share resources as part of a 
network dedicated to the economic success of all citizens, businesses, and communities in the five 
counties, complete this application.   
  

Organization Name:          Date: 11/2/2022 

Grays Harbor Affiliate Site – Employment Security Department / EQUUS       

Contact Person/Title (please provide one point of contact):  

Cameron McClary 
WorkSource Administrator   
WorkSource Grays Harbor | Mason 
 
Phone: 360-764-6990           Email: Cameron.mcclary@esd.wa.gov 
 
Address of proposed site: The Elliot Building 415 W Wishkah St #2d, Aberdeen, WA 98520 

Website: https://worksourcepacmtn.org/   

Hours and days of Operation (Note: at a minimum, a center or affiliated site must be accessible to the 
general public during regular business days and hours)  

 Monday – 9am to 5pm 
 Tuesday – Virtual 
 Wednesday - 9am to 5pm 
 Thursday - Virtual 
 Friday – Virtual 
  

Current level of certification:  

☐ Center              XX Affiliate Site   ☐ Connection Site            ☐ Not currently certified  

Level of certification for which the site is applying:  

☐ Center    XX Affiliate        
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Center & Affiliate Application for Certification   
  

I. Introduction  
 
One-stop sites are the portals to our state’s workforce system and its broad array of career services and 
resources designed to help individuals acquire the skills necessary to gain meaningful employment and 
our businesses to access the talent pipeline that meets their human capital needs and fuels economic 
growth. Workforce system partners are required to collaborate to support a seamless customer-focused 
service delivery network. Every region across our state is unique in terms of its economy and geography, 
but each is actively working to create a system that provides effective services for our job seeker and 
business customers.  
 
Under the Workforce Innovation and Opportunity Act (WIOA), state and local partners share common 
performance goals and are mandated to collaborate in developing and implementing a one-stop 
delivery system where services are designed with the customer in the center, resources are leveraged 
for maximum efficiency, and continuous improvement is the hallmark. 
 
A. Please work with site leadership and staff to answer the questions as indicated below:  
  
Please provide clear evidence and examples of current status and future plans with strategies and 
timelines to reach these standards.  
  
1. Functional and Programmatic Integration - It is critical for WorkSource and its partners to think and 
act as an integrated system. WorkSource partners ensure that client services are aligned to common 
goals and the customer experience is seamless – regardless of funding streams. Each customer is 
mutually regarded as a shared customer, with all staff and programs operating at the site having a 
vested stake in that customer’s success. Integration of programs is incorporated into planning, intake, 
assessment, registration, and service processes, information sharing, resource decisions, actions, results, 
and analyses.   
  
A. Describe how your site uses functional teams and integrated career services delivery to deliver career 

services to all customers. Please attach a diagram of customer flow (including resource room 
capabilities), services available, assessment and referrals – this attachment will not count toward 
the 7-page limit.   
 
The WorkSource PacMtn Region has reorganized into functional teams that span across all our site 
locations.  Each functional team is led by a functional leader as well as a partner coordination team 
member. The following is a description of each team: 
 
Customer Engagement Team:  The customer engagement team serves in the resource room, 
provides labor exchange and basic career services, and manages job postings for businesses on 
WorkSourceWA. This team primarily consists of ESD staff, however, representatives from other 
participating program partners assist with service delivery design and implementation. Staff on this 
team also provide RESEA, WorkFirst, and Trade Act services. 
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Since the customer engagement team is responsible for serving a high percentage of the customers 
who walk-in to the Grays Harbor County Comprehensive Center, they use a combination of 
accessible, easy to navigate technology tools and group workshops in addition to facilitated 
assistance to meet the job preparation and job matching needs of this diverse population. 
 
Community Partner Team:  The community partner team is primarily responsible for Title I 
programs including Adult, Dislocated Worker, and Youth.  The community partner team uses a scale 
approach to connect with participating partners across Gray Harbor County by practicing integrated 
case management. An integrated case management approach shares career services responsibilities 
with our partners through co-enrollment. This service delivery model allows us to serve more 
participants and expand our reach throughout the county to identify and serve individuals most in 
need of WorkSource services.   
 
Business Solutions Team:  The business solutions team is responsible for creating career pathways 
that lead to high quality, in-demand job opportunities for participants.  Career pathways and specific 
occupations within each pathway are dependent on business/employer partnerships. In the spirit of 
an in-demand approach, our business solutions team is moving from a “push approach” that works 
to match the jobseeker inventory on hand to a “pull” or a “demand-driven” system working in 
partnership with businesses to determine and develop the talent they actually need. In a “pull” 
system, high road employers agree to set aside jobs through job orders that will lead to employment 
opportunities which, in turn, will result in economic self-sufficiency for participants placed into 
those jobs.  

 
       QA/Finance Team: Our QA/Finance team performs the important function of internal auditing.  
      To accomplish our objectives and improve our performance measures we needed a systematic,              
      disciplined approach to evaluate and improve our processes.  In an integrated system working as  
      one toward a shared vision an essential component is developing consistent standards           
      independently assessed and evaluated by a team outside the daily operations.  
 
      QA/Finance Purpose: 

• Evaluate how PacMtn’s WorkSource efforts align with applicable legal requirements, internal 
control standards, and leading practices for delivering workforce development services and 
programs.  

• Assess the extent to which PacMtn’s WorkSource processes align with programmatic 
requirements and the intent of WIOA legislation.  

• Ensure data integrity by assessing accuracy of input. 

• Organize and communicate data to produce insights that will be used to optimize current and 
future practices. 

       Our QA/Finance team will do this in the following ways: 
 Develop an internal monitoring and evaluation plan to give guidance for decision-making and 

streamline internal processes. 
 Promote evidence-based and data-driven accountability  
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 Develop and update policies and procedures that reflect PacMtn’s One Workforce vision, values, 
and strategies. Policies and procedures are our roadmap for day-to-day operations and ensure 
compliance with WIOA and ESD laws and regulations. 

Center & Affiliate Application for Certification   
 

 Approve participant applications, individual participant plans, and monitor progress 
 Approve and input data into ETO 
 Approve financial requests from the system to support jobs seekers and employers 

Community CarePortHUB 

The Community CarePort serves an important function within a people-centered, integrated system to 
connect customers experiencing pre-employment barriers such as health care, housing, mental health, 
clothing, childcare arrangements, a criminal record, transportation, etc. to the most appropriate service 
provider in the county to mitigate such barriers. In addition to the Community CarePort, the Gray Harbor 
Affiliate Center utilizes other human service programs in Gray Harbor County to help customers meet 
immediate basic needs while preparing barriered customers to increase future employability and 
earnings. This no wrong door, holistic approach will be discussed further in this document   

In the future, we anticipate participating partner representatives will be added to our functional teams 
and likely will play a larger role in facilitating workshops and co-locating in our center. We envision an 
integrated workforce system that expands beyond just title I and III partners where all service providers 
share system performance goals and leverage resources to create a seamless system to support 
customers. 

 
B. Describe how MIS is used to facilitate shared customer management across partner programs.  
  
The current WorkSource customer management system know as Efforts to Outcomes, or ETO, allows 
title I and III partner programs to document case notes, services provided, and run reports on outcomes.  
This system is shared amongst co-located partners and allows for partners to seamlessly access 
customer information.  ETO allows partners to coordinate services and track customers throughout their 
experience with WorkSource. 
 
In the future, as our participating partnerships grow, we envision more of our partners will gain direct 
access to ETO to input touchpoints and document customer progress.  The more partners we have using 
ETO the more efficient data sharing will become across all partner programs. With expanded use of ETO 
by more of our partners the internal monitoring role of the QA team will increase to ensure all 
compliance requirements are consistently met. 
 
2. Service provision, including Services, Universal Access, and Outreach to populations with barriers. 
 
Improved availability, a welcoming atmosphere, inclusive settings, and high -quality customer 
service benefit all customers. WorkSource extends services and outreach not just to individuals who 
walk in the door, but also to those who have become disengaged in the labor force. Integrated, quality 
services are provided to all customers within the center and via technology through online or phone 
access. Principles of universal design have been considered in designing inclusive spaces and materials 
to be available to individuals regardless of their range of abilities, mobility, age, language, learning style, 
intelligence, or educational level.   
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Future universal access and outreach considerations include expanding the number of connection sites 
throughout Grays Harbor County as well as recruiting in more co-located partners to assist populations 
with barriers more seamlessly.  

Center & Affiliate Application for Certification   
  

 
A. Provide evidence that basic ADA requirements have been met, including processes to provide 

reasonable accommodations for individuals with disabilities (an ADA assessment does not to be 
included with the application – centers and affiliated sites will undergo ADA review and 
certification as part of the certification process).  

 
 In compliance with Section 188 of the Workforce Innovation and Opportunity Act (WIOA) and its 
regulations at 29 (CFR) Part 38, the Washington State Non-Discrimination Plan (NDP), WA State Equal 
Opportunity and Nondiscrimination Policy 5402 Rev. 3, the PacMtn EO Officer and EO Officers Assistant 
conduct annual monitoring reviews of each WorkSource Comprehensive Center and WorkSource 
Affiliate Site.  
 

 The last full monitoring review for each service location was completed in December 2019 
 Due to COVID-19 full monitoring reviews were put on hold through 2020-2021 
 In compliance and alignment with a Monitoring Memo issued by the State EO Officer, Teresa 

Eckstein on 11/18/2020, Monitoring in 2021 was adapted and directed local EO Officers to 
modify the monitoring process in 2021. The modified and condensed monitoring for 2021 
requiring only a facility “walk-through” using as specifically developed for this need, a Facility 
Walkthrough Checklist.  

 The PacMtn EO Officer and EO Assistant conducted the 2021 Monitoring Walkthrough Reviews 
for the PacMtn WDA WS Service locations in all 5-counties in June 2021.  

 To support the review, ADA survey instruments were utilized during the review process.  
 
In follow up to the monitoring’s completed as identified above (2019 full review & 2021 walkthrough 
review), the PacMtn EO Officer and EO Assistant worked with the applicable WS System Administrators,  
 
Managers, Staff, Facility Maintenance Team and others as needed to ensure any deficiencies identified 
were corrected.  
 
On December 16, 2021, the State EO Officer conducted an EO Monitoring Review of the Pacific 
Mountain Workforce Development Council. A letter speaking to their review was provided.  
There were no issues identified. A statement from within that letter:  
 

Dear Ms. Fambles: 
This letter is a follow up to the State-Level Equal Opportunity Office (EO) Monitoring Review of 
the Pacific Mountain Workforce Development Council on December 16, 2021. 
 
“My team and I continue to be impressed with the work Pacific Mountain Workforce 
Development Council is doing under your leadership to ensure equal access to WorkSource  
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services for all the populations in your area, and your level of compliance with the equal 
opportunity provisions of WIOA.” 
 

As the WorkSource Centers and some WS Affiliate Sites have now reopened (fully or partially), the 
PacMtn EO Officer and EO Assistance will resume the full EO Monitoring for 2022.  
 
The 2022 Monitoring Schedule for the PacMtn WDA WorkSource System service locations and services 
is being finalized with a plan for completion by December 2022. 
 
Processes to provide reasonable accommodations for individuals with disabilities 
 
The PacMtn WorkSource System Leadership, direct and partnering staff, EO Officer and all connected in 
service, strives consistently and continually do amazing work ensuring equal access. Some examples of 
this work that expanded during the pandemic; all partners came together to quickly adapt to pandemic 
related changes by providing virtual services and are continuing to provide vital support and services to 
customers both in-person and virtually. The PacMtn WS System has a foundational commitment to, and 
investment in, equity, diversity and inclusion. 

 
1. Describe specific initiatives or strategies to provide universal access for each of the following: 

Physical  
 

 Physical: Architectural or building  
 Information: all paper, printed or posted materials   
 Digital: software, web-based programs and alternatives to print   
 Communication: verbal, non-verbal access for services, phone and other   

 
 
As included in PacMtn’s 2019/2020 WorkSource Monitoring Report, WorkSource System Leadership 
staff and partners work in collaboration with the local EO Officer to ensure equal access for all 
customers or individuals with a disability at each WorkSource facility.  
This work includes ensuring ADA compliant access facilities and services for all other customers.  
 

 ADA Accessible Parking  
 Adequate number of spaces, signage, clear pathways, etc. 

 
 ADA Accessible Entrances  

 Routes, signage, door opening pressures and closing times, non-obstructive, etc. 
 

 ADA Accessibility to Goods and Services / Communication  
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 All the above and providing accommodations with modifications to communication 
practices and information access and delivery, overall access and service 
accommodations, service referrals and partnerships, etc.  
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 This includes providing access to and utilizing any Assistive Technology (AT) available in 
the WS System service locations, providing accommodations by obtaining the necessary 
AT from partner service providers, engaging with the customer to support their use of 
personal AT devises 

 
1. Contracting with third party vendors to provide interpretation and translation services 

as requested or appropriate for all levels of service delivery, to include Individuals who 
are deaf or hearing impaired, are blind or have visual impairments, etc., and individuals 
who are Limited English Proficient, (LEP).   

 Ensuring critical information is available and if not, will be provided as accommodation 
in the applicable format for need identified.  

 This includes having critical information readily available in multiple language format, 
most common in the PacMtn WS System, Spanish and Vietnamese. See PacMtn Website 
EO page for examples.  

 Since COVID1-19, adapting to delivering services virtually, developing and using services 
such as JotForm and other forms of electronic tools, processes and procedures to 
support a customer’s application and the registration needs for WS System services and 
programs.   

 
 ADA Accessibility Toilet Rooms  

 Ensuring that all routes are non-obstructive, signage, door opening pressures and 
closing times, for all WS System service locations are ADA compliant. Ensuring the toliet 
room doors requires less than 5 lbs. maximum force to push or pull open and do not 
close in less than 5 minutes.  

 Ensuring the doors are equipped with the appropriate hardware allowing operation with 
one hand and does not require tight grasping, pinching or twisting of the wrist. 

 
B. Describe how the site provides quality services to all customers, including the 14 populations 

with barriers to employment described in WIOA.   
 
Customers are greeted at the site warmly and introduced to the resources available in the 
resource room. Customers are provided access to technology tools and resources they may 
access on their own to assist with their re-employment needs. In addition, customers may learn 
about additional WIOA resources through an on-line orientation and may take advantage of our 
virtual and in-person group workshops.  In addition to labor exchange services and basic career 
services, individualized one-on-one services are available as needed and may be provided by 
Wagner Peyser (title III), co-located participating partners, or title I staff. 
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Quality of services are measured in a variety of ways including, customer satisfaction surveys, 
learning assessments of information received, job match satisfaction, and customer 
employment outcomes.  
 
In the future, we will continue to analyze the participation and outcome rates of each of our 14 
targeted populations to ensure equitable access and opportunity is afforded. One population we 
have already identified as underrepresented is migrant families. As the food production sector 
in our region continues to grow there is an increasing need to outreach and serve migrant and 
seasonal families. Many migrant and seasonal workers make up a large part of our hospitality 
workforce as well.  
 
Migrant and seasonal families have historically not received enough attention in our region as 
this population has grown slowly over time and as a result remained under our radar. More 
specific outreach efforts and service provider partnerships targeting migrant and seasonal 
workers will be implemented over the next year. 
 

C. How are the needs of populations with barriers met through staff-assisted and other means?   
 

In our new model, upon recognition of barriers a customer may be experiencing that we are ill-
equipped to handle, we now have an efficient way to connect these job seekers to a network of 
resources and a community partners trained to assist customers who are in crisis or vulnerable. 
This partnership ensures customers requiring basic need services are connected to professionals 
best equipped to serve them and creates capacity for our staff to concentrate more of their 
efforts on connecting job seekers to job opportunities.  
 
Pre-employment barriers vary per individual. Unfortunately, we do not posses the staff or 
expertise to provide adequate support to customers who are struggling with basic need barriers 
such as housing and mental health issues. Rather than tell a customer “Sorry, we can’t address 
your problem — try another department.” We have designed our model to immediately 
connect customers with complex pre-employment needs to service providers in our  
“participating partner” network who are more qualified to meet the needs of these customers. 
Our partnership is designed in such a way that when these customers have many of their pre-
employment barriers mitigated, they can move into participant status seamlessly and begin to 
expend more of their energy towards attaining high-quality employment.  
 
To mitigate some of the above concerns, we have partnered with Cascade Pacific Action Alliance 
and their Community CarePortHUB. The purpose of the Community CarePortHUB is a way we 
are leveraging resources in our community to meet customer needs. The following is a 
description of the Community CarePort and their role in our community: 
 
  Community CarePort (CPAA’s Pathways HUB) provides “Care Traffic Control” to break 
 down silos, coordinate care, and improve health. Our Care Coordinators work 
 individually with clients to identify risk factors from all aspects of a client’s life. The Care 
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 Coordinators help clients access the services they need, including health care, housing 
 services, education, employment, and more. 
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Through this partnership we now have a more efficient and effective way of working with 
customers who are experiencing barriers to re-employment.  In the past, we tried to do most 
barrier removal work alone and did not record many “refer to additional resources” services in 
ETO.  This was partially a consequence of making every customer a participant and feeling solely 
responsible for their outcomes.   
 
By practicing integrated service delivery that leverages community resources, we have 
developed partnerships that ensure all our customers received appropriate services from the 
most appropriate service provider. In an integrated system no customer falls through the cracks 
or receives substandard services. In a seamless system we all practice a no wrong door 
approach, leverage each other’s resources, reduce duplicative services, and each service 
provider improves their primary services because no one agency or organization is expected to 
be all things to all customers. 
 
In addition to leveraging partnerships in Grays Harbor County, we have adopted a safe space 
commitment and continue to encourage our partners to practice equity in hiring practices in an 
effort to diversify our staff. In another example, we have recently partnered with a tribal liaison 
who is co-locating in our center to assist native American customers connect to tribal resources. 
 

D. How are partners engaged to meet the needs of special populations?  
 

Through our integrated case management approach, we are positioned to work more closely 
with partners who serve special populations. In the past we relied on referrals and walk-in 
customers.  In our new model, we are more intentional and strategic by outreaching to partners 
and serving customers where they are most comfortable. This approach expands our  
connections throughout the region to identify and work with job seekers who historically have 
had little to no connection with WorkSource in the past.  
 

E. How does your site use wireless internet and other technologies to facilitate access for 
customers with barriers?  

 
Lack of access to technology is often referred to as a "digital divide" for individuals with barriers. 
Our sites are all wireless internet accessible, and staff are on hand to assist customers who are 
in need of access assistance. For customers who are digitally illiterate, we have resources and 
workshops available to improve their skills and develop the necessary competencies to engage 
with our available technologies.  
 

F. Describe your outreach to populations with barriers to employment in the community, and 
your site’s relationship with partners to effectively serve populations with barriers.   
 
Our integrated service delivery approach is designed to improve outreach to populations with 
barriers to employment. Through co-enrollment into WIOA programs, barriered individuals 
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maintain contact with their primary service provider while gaining access to additional re-
employment resources.  This service delivery model takes our resources to our partners and  
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their customers rather than relying on referrals. Attempting to navigate the referral process is 
often difficult for populations with barriers and often result in no connection at all. By  
developing integrated partner relationships, customers can be served in a seamless manner by a 
service provider they have a relationship with and trust. 

 
3. Performance and Accountability –  
 
Results and outcomes for the public investment in WorkSource are essential to the WorkSource 
system’s relevance. The effectiveness of WorkSource for employers and job seekers is evident in system 
performance and service delivery decisions are based on data. On an ongoing basis, customer data from 
one-stop partners and regional economic data is collected, analyzed, and shared with all workforce 
system staff and community stakeholders. Plans for improvement, enhancement, or adjustment are 
established and acted upon.   
  
A. Describe how you measure, analyze, review, and improve performance through the use of data and 

information. In your answer, please address each of the following:  
 

• How is data shared with staff and stakeholders?  
 

A system-wide data dashboard has been created to give a high-level overview of our 
performance measures. In addition, each functional team reviews data specific to their services 
to inform practice. 
 
• What methods are in place for staff and stakeholder to provide feedback regarding site 

data?   
 

Our functional teams and operational team meetings allow staff to provide feedback and 
participate in decision making related to site data. In addition, we conduct customer satisfaction 
surveys and periodic staff surveys. 
 
• What metrics are used to show improvement and success?  

 
WIOA Performance Measures 

 Employment (Second Quarter after Exit); 
 Employment (Fourth Quarter after Exit); 
 Median Earnings (Second Quarter after Exit); 
 Credential Attainment Rate; and 
 Measurable Skill Gains 
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Walk-In Customer Tracking Categories 

 
 Resource room computer use 

 
 UI Assistance 

 
 RESEA Contacts 

 
 Referral to Additional Services (CarePort)  

 
 WorksourceWa – account assistance 

 
 Job Search 

 
 WIOA Inquiry – customer initiated 

 
 Resume assistance 

 
 Deskside 

 
 Strategies for Success  – workshop attendance 

 
 Job Hunter Series – workshop attendance 

 
WorkSourceWA – working towards region specific data, currently data is only available on a 

 state-wide basis. 
 

 Business Penetration Rate (how many businesses in the county use WorkSourceWA) 
 Customer Usage (how many new customers register in WorkSourceWA monthly) 
 Job Match (how many job matches occur monthly) 

 
Community Partner Team 

 
Our integrated case management model and One Workforce vision is dependent on 
developing effective partnerships.  Therefore, we need to be tracking our partnerships. 

 
o Community Partnership Rate (# of community partners who have agreed to 

partner agreements) 
o Community Partnership Participant Rate (# of customers who have become 

participants from each community partner) 
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o Retention Community Partnership Rate (# of community partners who continue 
to engage in the system)    
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The three approaches above are designed to gauge our effectiveness serving the needs of our 
partners: 

1. Are we helping our partners meet the employment goals of their 
clients/students? 

2. Are we providing quality engagement and services to our community partners 
and establishing productive relationships with community partners over 
extended periods of time? and 

3. Are we expanding our network of community partners and having a positive 
impact on our region’s talent development pool? 

 
In addition to the above partnership metrics, we track current participant progress: 
 

Customer Partner 
Participant 
is 
Associated 
with 

Receiving 
Career 
Services 

In-Training 
/ 
Education  

Ready to 
be 
Employed 
(fill job 
orders) 

Employed Engaged 
in Follow-
Up 
Services 

Name CCAP      
 

Business Solutions 
 

          Employer Measures:  
o Employer Partnership Rate (number of high road employers who have agreed to 

partner agreements) 

o Repeat Business Customer Rate (number of high road employers who create job 
orders) 

o Job Orders Filled (number of job orders filled each month with WIOA participants) 

 
Other Considerations: 

 
o How many career pathways do we have per industry sector? 

o How many occupations do we have within each sector? 

o How many job orders do we expect for each occupation? 

o How many participants per sector and occupation do we have? 

o How quickly can we fill a job order with a job referral? 
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o How many participants who have exited are in follow-up services? 
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• How do you incorporate staff feedback to improve performance?   
 

In a functional team model, decisions start from the front-line up to managers. This model 
ensures staff are engaged and expected to identify and solve service level issues that impact 
performance. We recognize and value the expertise of staff and realize that while incorporating  
staff may sometimes take longer before decisions are made, the patience and process are worth 
the investment. 
 
In addition to collecting staff feedback through our functional teams, we hold a bi-weekly all 
staff meeting and collect staff satisfaction survey results quarterly. 
 
• What changes have resulted from your site’s use of data/how has data been used to 

improve services?  
 
Our new service delivery model was informed by concerns related to our region’s performance. 
Our new model is also a reflection of what data we are using to improve services.  For example, 
customer service has always been a primary focus and will continue to be a significant emphasis, 
however, satisfied customers do not always correlate to improved outcomes.   We want to 
begin to look at key performance indicators and data that have a direct relationship to improved 
performance measures.  
 
Another specific example is feedback from staff that illuminated their limitations working with 
heavily barriered job seekers. As a result of this feedback, we improved our process related to 
making referrals to more appropriate service providers.    

 
• How are staff informed that feedback was reviewed and of any action taken a result of 

feedback?   
 
  The integrated functional team model creates an interdependent relationship where staff input 
 is vetted at the front-line level and then discussed by our managerial teams (i.e, PC Team,  
  Operations Team, One-Stop Committee and Board when appropriate). Decisions are 
 communicated through meeting minutes, One Workforce monthly newsletter and by individual 
 supervisors in their assigned functional teams. 
  
4. Customer Satisfaction -  
 
   Performance and value are ultimately judged by customers – businesses and job seekers. 
  Customer-centered design relies upon satisfying customer needs, identifying shortcomings and 
  responding accordingly on a timely and ongoing basis. Tools to obtain feedback are appropriate 
  for each customer’s use take into consideration factors including literacy levels, use of  
  technology, disability, and language.   
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A. Describe how voice of the customer feedback (both job seeker and business) is gathered and 
used for continuous quality improvement at your site?   
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We utilize customer surveys, collect direct feedback, and utilize our client advisory committee. 
 

B. How are the voices of populations with barriers brought to the table when designing services and 
facilities?   

 
  In addition to our customer surveys, we work closely with our participating partners to help us 
 identify customers who are interested in providing feedback regarding our services. This is done 
 both informally and formally using a roundtable approach or as part of our client advisory 
 committee. 
 

C. How do you inform staff and customers of how their feedback was reviewed and any action 
taken as a result of their feedback?   

 
  In addition to our functional team meetings, we discuss results of feedback in our all-staff 
 meetings, newsletter and client advisory committee. 
 

D. What metrics are used to show improvement and success?   
 
  We utilize the same performance metrics discussed in the performance and accountability 
 section of this application. 
 
5. Staff Competence and Staff Training Participation - Professional development is a key feature in 
order to ensure that staff are aware of the implications of recent evidence-based research and can 
implement the latest policies and procedures established at the local, state and federal levels. Also of  
vital importance is the use of labor market information by staff to better inform customers’ career and 
training decision-making. The investment in staff development is substantial, ongoing, and focused on  
cross-training with partner programs, overall skill development, and use of labor market information. 
Every member of the one-stop staff has the ability and authority to meet customer needs, either directly 
or, where appropriate, by helping the customer make the right connections to the expertise he or she 
seeks. Participation in one-stop-sponsored training is required.   
  
A. How are staff and leadership trained and cross-trained on an ongoing basis to stay current on 

programs and services?   
 
Our primary system training tool is our Onboarding for new WorkSource PacMtn staff site 
https://worksourcepacmtn.org/worksource-staff-onboarding/#/ 
 
We also have developed a Professional Development Matrix training plan that racks ongoing 
professional development.  We have recently added another training site: https://wspacmtnu.com/  
This new training site includes videos and quizzes to test comprehension. 
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In addition to the above trainings, each program partner has their own trainings to specifically address 
each staff members understanding of their role and responsibilities. 
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B. How is staff training tracked to ensure all staff participate?   
 
Functional leaders track staff participation and completion of training modules as well as each staff 
member’s assigned supervisor. 
 
C. How do you actively engage staff of all programs – Adult, Dislocated Worker, Youth, Wagner-Peyser, 

TANF, ABE, DVR, Perkins, etc. – in design of services, action planning and analysis of indicators and 
trends?   
 
Each program is represented on our integrated functional teams. These teams provide input into 
program design, analysis of indicators and trends. This integrated approach creates a shared-
decision-making process. Additionally, we are planning an annual community partner summit with 
all our participating partners to ensure every partner is in sync with our region’s plan and fully 
understand their role in helping us achieve our region’s performance measures.  

 
D. How are all staff informed of progress towards site performance and goals?   
 
Site performance goals are communicated through our performance dashboards, discussed during 
functional team meetings, documented in meeting notes, highlighted in our One Workforce monthly 
newsletter, and communicated one-on-one between staff and supervisors. 
 
6. Partnership – The one-stop system is built upon a foundation of partners linked together to deliver a 
comprehensive array of services and reach the shared outcomes of employment, education, skills gains, 
and earnings. All core and required one-stop partners are present at the site and invested in the 
development and implementation of service delivery to connect customers to resources.  
  
A. Describe how the partnerships function at the site and the roles of each core partner from Title I – 

Adult, Dislocated Worker, and Youth, Title II - Adult Basic Education, Title III - Wagner-Peyser, Title IV 
- Vocational Rehab., and TANF.   

 
In our new integrated approach, representatives from each core partner serve on our functional teams 
(customer engagement team, community partner team, business solutions team, and QA team).  
 
Title I partners primarily focus on co-enrolling eligible customers who make a commitment to choosing 
a career pathway and in-demand occupation that leads to self-sufficiency. Customers are identified and 
selected by one-stop system partners who agree to participate in an integrated case management 
approach that leads to positive performance outcomes. 
 
Title II partners participate on our functional teams and assist customers in need of adult basic 
education in enrolling in appropriate programs. 
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Title III partners serve on our functional teams and primarily provide labor exchange basic career 
services and refer to additional partners as appropriate. 
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Title IV - Vocational Rehab., and TANF identify and select customers who would benefit from co-
enrollment into other programs and coordinate case management and access to resources to assist 
their customers in meeting their goals. 
 
B. Describe how the partnerships function at the site with other required partners from postsecondary 

Career and Technical Education (Perkins Act), CSBG, HUD, Job Corps, National Farmworker Jobs 
Program, Re-entry programs, SCSEP, TAA, UI, VETS, and YouthBuild.   

 
Each of these programs function similarly, customers who could benefit from co-enrollment into 
additional programs are identified and selected. After co-enrollment partners work together to help 
customers complete their individual participant plan IPP) which then should result in gaining a job in an 
in-demand career field. IPP’s are comprehensive and may include work experience , training, or other 
tools to assist in fulfilling future job orders. 
 
C. Describe how the site is linked to other partners beyond the site to ensure alignment with community 

and regional strategies. Please give examples of results for customers achieved through these 
partnerships.   

 
Partnerships and formal roles and responsibilities are identified in our system MOU and partner 
agreements. For example, a community college student enrolled in a training program may co-enroll 
into WIOA and receive additional support services, work experience opportunities, connections to local 
employers in their field of study and follow-up services for up to a year after employment. 
 
Customers identified by one of system partners (i.e., CBO’s or other human service providers), select 
eligible customers with the assistance of our system talent recruiters to gain access to one-stop system 
resources that will lead to high quality employment.  
 
D. Describe how the site’s leadership works together to set the vision and goals for the site and 

implement service strategies to achieve shared objectives.   
 
Site leadership works within our integrated, shared decision-making process comprised of the following 
teams and committees: 

 Functional Teams 
 Functional Team Leaders 
 Partner Coordination Team 
 One-Stop Committee 
 Local Workforce Board 

 
Led by the board’s vision and strategy, the aforementioned teams develop policy and standard 
operating procedures as well as work together to collectively implement the vision set forth by our local 
plan.  
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7. Employer Engagement – Business is one of our primary customers and one-stop partners work 
collaboratively to deliver value-added services and eliminate duplication. Business services staff from all 
one-stop partners have a comprehensive understanding of labor market conditions, economic  
development activities, skill needs of the workforce and are connected to regional and local business 
partnership activities and sector strategies. Employers’ human capital needs are communicated to and 
acted upon by the workforce system. Business services are coordinated to the maximum extent possible 
to limit duplication and streamline the employer experience.   
  
A. Describe how partners work to deliver seamless business services.   

 
1. How do business services staff use and share labor market information?   

 
Utilizing the PacMtn cluster study, labor market analysis information with outlook into 2025-2030 
and 1:1 business customer input, the Business Solutions Team developed the WorkSource-PacMtn 
Region’s Career Pathways Tool and Training Guide. This tool and training guide is not only a deskside 
aid for staff when coaching and navigating job seeker and career builder customers to in-demand 
sectors and occupations, but also a live-link tool that can be utilized in a self-service scenario. The 
tool and training guide have also been incorporated in the process of how we build more and better 
partnerships with community-based organizations and private business.   

 
2. What strategies are used to involve employers in identifying skill gaps and developing 

solutions to meet their workforce needs?   
 
Utilizing the Next Gen Sector Partnership framework, businesses from the same industry convene 
with regional education, workforce, economic development, and community organizations through 
the Business and Sector Engagement Committee to address the workforce and other 
competitiveness needs of the targeted industry. Industry leaders can confirm and adjust labor 
market information as presented so that workforce and economic development practitioners have 
strategic direction that is needed to develop and implement solutions to address the skills gap.  
 
The input provided by industry is also incorporated into the development and revisions of the 
Career Pathways Tool and related Training Guide and provided to education partners to inform the 
development and implementation of regional training programs-including Youth Apprenticeship, 
pre-Apprenticeship, and Registered Apprenticeship. The Business Solutions Team engages with 
business 1:1 to support them in gaining the knowledge and understanding of how the WorkSource 
system of partners brings value to their bottom-line. The team works with businesses to gain trust 
and commitment to creating job orders associated with their demand occupations and related 
directly to the WorkSource talent pool.  
 
The team also provides consultation to businesses on how they might structure work-based learning 
within their business model and how they can leverage high quality job opportunities with value 



18  
  

added benefits to business such as On-the-Job training reimbursement and incumbent worker funds 
as a retention and follow up strategy for WorkSource participants.  
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B. Describe how regional and local sector strategies are used to target services and resources to 
focus workforce efforts on investments and improve outcomes.   
 

1. Describe how career pathways and training modalities such as industry-recognized 
credentials, apprenticeship, on-the-job training, and other work-based learning 
opportunities aligned with employers’ needs and marketed to support talent development?   

 
Utilizing the above-mentioned tools and resources, we market in-demand occupations and career 
pathways to our customers and participating partners. Our recruitment efforts identify individuals 
who are seeking employment in jobs/careers that are in-demand in our region.  Part of every 
customer’s individual participant plan includes how to access and enroll in industry-recognized 
credentials, apprenticeship, on-the-job training, and other work-based learning opportunities 
aligned with employers’ needs in our local area.   

 
  
8. Site-specific Continuous Quality Improvement (CQI) goal - Please identify at least one site CQI goal, 
why it was selected and your site’s plan to attain the goal e.g. decrease wait time.  
 
We have identified two specific goals that are universal amongst all our region’s sites: 
 

 Improve our microsite to make it more user-friendly and more helpful in assisting our virtual job 
seekers and businesses to meet their needs without waiting for staff assistance. 

 Improve our referral network with participating partners to help customers meet their pre-
employment basic needs and barriers.  
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B. CHECKLISTS  
System Requirements Checklist: Use the checklist below to indicate your willingness to comply with the 
following system requirements   

X Compliance with WorkSource System Policies   
X WorkSource brand used appropriately   
X Wagner-Peyser is not the only partner on site  
X  WorkSource System integration, which includes participating in quarterly “all-partners” meetings, 

required staff training, ongoing communications as part of a group email, and sharing success stories, 
as well as providing space for workshops (if meeting rooms are available on site) and meetings with 
job seekers. Agreeing to these conditions enables Connection Sites to fully take advantage of the 
breadth and depth of services, expertise, and resources offered at WorkSource Center(s) and  
Affiliates.   

X Referral agreements, providing referrals by direct linkage if there are no staff onsite from other 
programs or cross trained to provide referrals. A “direct linkage” means providing direct connection 
through technology to a comprehensive WorkSource Center, within a reasonable time, by telephone 
or through a real-time web-based communication to a program staff member who can provide 
program information or services to the customer.  A “direct linkage” cannot exclusively be providing a 
phone number or computer website or providing information, pamphlets, or materials.   

X  Memorandum of Understanding (MOU) and Cost Sharing Agreements, which explains the roles and 
responsibilities of WorkSource Sites and partners, and includes a system budget that shows how 
costs will be shared across sites. The current MOU is available at PacMtn’s website.  

X Data sharing and confidentiality agreements, which will allow for the sharing of customer 
information with the WorkSource System and PacMtn in order to support integrated service delivery, 
system planning and federally required accountability.  

  
Site capacity checklist. Please use the table below to indicate your current capacity to comply with 
system expectations for Centers and Affiliate Sites to serve as portal site for electronic access.  Feel free 
to add pages if more space is needed to answer these questions.  
  

How many PCs/laptops/tablets/smart devices dedicated for customers to access on-line 
employment services?  

 Varies per 
sight, 
additional 
laptops and 
Chromebook 
available for 
overflow or 
outreach 

Can these devices be set up to provide quick access to WorkSourceWA.com and other on-
line employment services/resources?  

 Yes 
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What are the hours when these devices are available?   Open 
business 
hours 

How long can a job seekers use one of these devices?   No time 
limit 

Does the site have the capability for customers/staff to Skype/video conference with 
WorkSource staff?  

 Yes 

Does the site have staff who can help job seekers access on-line resources?   Yes 

Does the site have space where a WorkSource or partner staff could be available to meet 
with job seekers on an itinerant basis?  

 Yes 

Does the site have a meeting room(s) where WorkSource staff could deliver workshops?    Yes 

Does the site have free wifi available for customers?   Yes 
  
Required Program/Partner Checklist  
In the column labelled “On-Site”, indicate programs/partners that are currently located on-site in your 
facility by entering the average number of hours per week they are on-site.  In the column named “Off 
Site Basic Career Services Made Available via Direct Linkage”, make a check mark for the 
programs/partners that are off-site but their basic career services are made available to customers 
through “direct linkage”.  A “direct linkage” means providing direct connection through technology to a 
comprehensive WorkSource Center, within a reasonable time, by telephone or through a real-time 
webbased communication to a program staff member who can provide program information or services 
to the customer.  A “direct linkage” cannot exclusively be providing a phone number or computer 
website or providing information, pamphlets, or materials.  
  
Please note: Affiliates must have at least two of the required partners on-site. Centers must have 
representation from at least the WIOA programs and TANF on-site.  

REQUIRED PROGRAMS   PARTNER PROVIDING 
PROGRAM  

ON-SITE  
(AVERAGE  
HOURS/WEEK)   

OFF-SITE 
(SERVICES MADE 
AVAILABLE via 
DIRECT LINKAGE)  

WIOA Title I Adult    EQUUS  40 hours/week   

WIOA Title I Dislocated Worker    EQUUS  40 hours/week   

WIOA Title I Youth    EQUUS  40 hours/week   

WIOA Title III Wagner-Peyser   Employment Security 
Department  

 40 hours/week   

WIOA Title II Adult Education 
and Family Literacy   

     DL 

WIOA Title IV Rehabilitation Act   Division of Vocational 
Rehabilitation  

 16 hours/week 
(Comprehensive) 

 DL (DL for Affiliate 
sites) 

WIOA Title IV Rehabilitation Act   Department of Services for 
the Blind  

   DL 

TANF - Cash Benefits  Department of Human and  
Social Services   

   DL 
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REQUIRED PROGRAMS   PARTNER PROVIDING 
PROGRAM  

ON-SITE  
(AVERAGE  
HOURS/WEEK)   

OFF-SITE 
(SERVICES MADE 
AVAILABLE via 
DIRECT LINKAGE)  

TANF – WorkFirst  Employment Security 
Department  

 40 hours/week 
(Comprehensive 
and Affiliate) 

  

TANF – Community Jobs  PacMtn     DL – Goodwill 
(C&A) 

Older Americans Act/Senior  
Community Service Employment 
Program (SCSEP)   

     DL (C&A) 

Career and Technical Education 
Programs (postsecondary) Carl 
D. Perkins Act   

     DL (C&A – GHCC 
onsite at Grays 
Harbor?) 

Trade Adjustment Assistance   Employment Security 
Department  

N/A at this time 
– available if 
future petitions 
arise 

  

Veterans Employment Services   Employment Security 
Department  

Priority of 
Service and staff 
@ 40 
hours/week 
(Thurston and 
Grays Harbor) 

 (DL for Mason and 
Lewis) 

Community Services Block Grant       DL 

Housing & Urban Development 
Employment & Training  

     DL 

Unemployment Compensation  Employment Security 
Department  

Average 10 
hours/week with 
UI Ambassadors 
onsite 

 DL 

Department of Justice Second 
Chance Act  

N/A    DL 

  
ADDITIONAL PARTNERS (not mandated)  

ADDITIONAL  
PROGRAMS/PARTNERS   

PARTNER PROVIDING 
PROGRAM  

ON-SITE  
(AVERAGE  
HOURS/WEEK)   

OFF-SITE (SERVICES 
MADE AVAILABLE 
via DIRECT LINKAGE)  

Ticket to Work and Self 
Sufficiency   

 Social Security 
Administration 

    

Small Business Administration   Thurston Economic 
Development Council 

   DL 
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SNAP Employment (Basic Food  
Employment and Training (BFET))   

    DL 

Food and Nutrition (7 USC 2015(o)   DSHS    DL 

Vocational Rehabilitation Pilot 
Projects   

 DVR    DL 

AmeriCorps   Employment Security 
Department & PacMtn 

 40 
hours/week 

  

Public Libraries   Timberland Regional Library    DL 

Associate Development  
Organizations/Economic 
Development   

 Thurston EDC    DL 

Local Government (City/County)       DL 

Washington State Department of 
Labor and Industries   

   40 
hours/week 
(Thurston) 

DL 

Worker Retraining      DL local College 

(please add partners as 
appropriate)   

      

 
Career Services Checklist   
In the column title “Delivery” type “on-site”, for basic, individualized career, and business services that 
are currently available on-site for Workforce customers. Type “DL” for those that are available by Direct  
Linkage.  Leave blank for any services that are not offered on-site or by direct linkage  
 

Basic Career Services  Delivery  
Eligibility determination for adult, dislocated worker, or youth program services, including co-enrolling 
among these programs  

 On-site 

Outreach, intake, and orientation to the information and other services available through the one-stop 
delivery system.  For the TANF program, States must provide individuals with the opportunity to initiate 
an application for TANF assistance and non-assistance benefits and services which could be 
implemented through the provision of paper application forms or links to the application Web site  

 On-site 

Initial assessment of skill levels (including literacy, numeracy, and English language proficiency), 
aptitudes, abilities (including skills gaps), and supportive service needs  

 On-site 

Labor exchange services, including job search and placement assistance, career counseling, 
provision of information on in-demand industry sectors and occupations, provision of information 
on nontraditional employment   

 On-site 

Appropriate recruitment and other business services on behalf of employers, including small 
employers, which may include providing information and referral to specialized business services not 
traditionally offered through the one-stop delivery system   

 On-site 

Referrals to and coordination of activities with other programs and services, including program 
and services inside and outside WorkSource  

 On-site 
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Workforce and labor market employment statistics information, including accurate information 
relating to local, regional, national labor market areas, including job vacancy listings in labor 
market areas; information on job skills necessary to obtain the jobs; and information relating to 
local occupations in demand and the earnings, skill requirements, and opportunities for 
advancement for such occupations  

 On-site 

Performance and program cost information on eligible training providers and eligible providers of 
youth workforce investment activities, providers of adult education, providers of career and 
technical education activities at the postsecondary level, and career and technical education 
activities available to school dropouts, and providers of vocational rehabilitation (NOTE: This 
information will be provided to the site.  The site’s responsibility is to make this information 
available to the public)   

 On-site 

Information in formats that are usable by and understandable to one-stop customers, regarding 
how the local area is performing on the local performance accountability measures and any 
additional performance information with respect to the one-stop delivery system in the local area  
(NOTE: This information will be provided to the site.  The site’s responsibility is to make this 
information available to the public)  

 On-site 

Information in formats that are usable by and understandable to one-stop customers, relating to 
the availability of supportive services or assistance including: child care; child support; medical or 
child health assistance benefits under SNAP; earned income tax credit; TANF; other and supportive 
and transportation services provided through funds made available in the local area (NOTE: This 
information will be provided to the site.  The site’s responsibility is to update this information with 
any site-specific additions, and to make this information available to the public)  

 On-site 

Assistance in establishing eligibility for financial aid assistance for training and education programs not 
provided under WIOA  

 On-site 

Translation services   On-site 

Provision of information and assistance regarding filing claims under UI programs (NOTE: UI information 
may only be provided by appropriate Employment Security Department staff.  The site is responsible for 
knowing how to refer job seekers to the correct source for this information.)  

  On-site 

UI Mod 1: Orientation to WorkSource Services   On-site 
(need to 
implement) 

UI Mod 2: Skills & Abilities Analysis   DL – 
Statewide 
Workshops  

UI Mod 3: Job Search Strategies   DL – 
Statewide 
Workshops 

UI Mod 4: Perfecting Applications   DL – 
Statewide 
Workshops 

UI Mod 5: Effective Resumes & Cover Letters   DL – 
Statewide 
Workshops 

UI Mod 6: Interviewing Techniques   DL – 
Statewide 
Workshops 

(Other Services)    
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(Other Services)    

(Other Services)    

Individualized Career Services  Delivery  
Comprehensive and specialized evaluation to identify barriers to employment and employment goals   On-site &  

DL 
Development of individual employment plan (IEP)  On-site &  

DL 
Group counseling and/or mentoring  On-site &  

DL 
Individual counseling and/or mentoring  On-site &  

DL 
Career/vocational planning  On-site &  

DL 
Short-term pre-employment/pre-vocational services   DL 

Internships/work experiences   DL 

Workforce preparation activities  On-site &  
DL 

Financial literacy services  On-site &  
DL 

Out-of-area job search and relocation assistance  On-site &  
DL 

English language acquisition and integrated education and training programs   DL 

Follow-up services   DL 

(Other Services)    

(Other Services)    

(Other Services)    

Business Services  Delivery  
Establish and develop relationships and networks with large and small employers and their 
intermediaries   

 DL 

Develop, convene, or implement industry or sector partnerships    DL 

Other Business Services (not mandatory)  

Customized screening and referral of qualified participants in training services to employers    DL 

Customized services to employers, employer associations, or other such organizations, on 
employment-related issues   

 DL 

Customized recruitment events and related services for employers including targeted job fairs    DL 

HR consultation services, e.g., writing/reviewing job descriptions and employee handbooks; 
Developing performance evaluation and personnel policies; Creating orientation sessions for 
new workers; Honing job interview techniques for efficiency and compliance; Analyzing 
employee turnover; or Explaining labor laws to help employers comply with wage/hour and 
safety/health regulations  

 DL 
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Customized labor market information for specific employers, sectors, industries or clusters    DL 

Customized assistance or referral for assistance in the development of a registered 
apprenticeship program   

 DL 

Listing of Job Orders    DL 

Applicant Referral   On-site & DL 

Employer Needs Assessment   On-site & DL 

Unemployment Insurance Access   On-site & DL 

Access to Facilities    DL 

Translation Services    DL 

Developing and delivering innovative workforce investment services and strategies for area 
employers, e.g., career pathways, skills upgrading, skill standard development and 
certification for recognized postsecondary credential or other employer use, apprenticeship, 
and other effective initiatives for meeting the workforce investment needs of area employers 
and workers   

 DL 

Assistance in managing reductions in force in coordination with rapid response activities and 
with strategies for the aversion of layoffs, and the delivery of employment and training 
activities to address risk factors   

 DL 

Marketing of business services offered to appropriate area employers, including small and 
mid-sized employers   

 DL 

Assisting employers with accessing local, state, and federal tax credits    DL 

(Other Services)    

(Other Services)    

(Other Services)    
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INVITATION TO APPLY FOR WORKSOURCE CENTER OR AFFILIATE CERTIFICATION  

The Pacific Mountain Workforce Development Council (PacMtn WDC) invites community organizations 
in Grays Harbor, Thurston, Mason, Pacific and Lewis counties to become WorkSource American Job 
Center sites. PacMtn WDC wants to partner with you to provide employment services how, when, and 
where people and businesses want them. We are looking for innovative, entrepreneurial organizations 
that provide quality services to help us to expand access to on-line and in-person employment services. 
If you understand the workforce challenges in our communities and want to share resources as part of a 
network dedicated to the economic success of all citizens, businesses, and communities in the five 
counties, complete this application.   
  

Organization Name:          Date: 11/2/2022 

Mason Affiliate Site – Employment Security Department / EQUUS       

Contact Person/Title (please provide one point of contact):  

Cameron McClary 
WorkSource Administrator   
WorkSource Grays Harbor | Mason 
 
Phone: 360-764-6990           Email: Cameron.mcclary@esd.wa.gov 
 
Address of proposed site: Olympic Gateway Center 2505 Olympic Hwy N, Shelton, WA 98584 

Website: https://worksourcepacmtn.org/   

Hours and days of Operation (Note: at a minimum, a center or affiliated site must be accessible to the 
general public during regular business days and hours)  

 Monday – Virtual 
 Tuesday – 9am to 5pm 
 Wednesday - Virtual 
 Thursday - 9am to 5pm 
 Friday – Virtual 
  

Current level of certification:  

☐ Center              XX Affiliate Site   ☐ Connection Site            ☐ Not currently certified  

Level of certification for which the site is applying:  

☐ Center    XX Affiliate        
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Center & Affiliate Application for Certification   
  

I. Introduction  
 
One-stop sites are the portals to our state’s workforce system and its broad array of career services and 
resources designed to help individuals acquire the skills necessary to gain meaningful employment and 
our businesses to access the talent pipeline that meets their human capital needs and fuels economic 
growth. Workforce system partners are required to collaborate to support a seamless customer-focused 
service delivery network. Every region across our state is unique in terms of its economy and geography, 
but each is actively working to create a system that provides effective services for our job seeker and 
business customers.  
 
Under the Workforce Innovation and Opportunity Act (WIOA), state and local partners share common 
performance goals and are mandated to collaborate in developing and implementing a one-stop 
delivery system where services are designed with the customer in the center, resources are leveraged 
for maximum efficiency, and continuous improvement is the hallmark. 
 
A. Please work with site leadership and staff to answer the questions as indicated below:  
  
Please provide clear evidence and examples of current status and future plans with strategies and 
timelines to reach these standards.  
  
1. Functional and Programmatic Integration - It is critical for WorkSource and its partners to think and 
act as an integrated system. WorkSource partners ensure that client services are aligned to common 
goals and the customer experience is seamless – regardless of funding streams. Each customer is 
mutually regarded as a shared customer, with all staff and programs operating at the site having a 
vested stake in that customer’s success. Integration of programs is incorporated into planning, intake, 
assessment, registration, and service processes, information sharing, resource decisions, actions, results, 
and analyses.   
  
A. Describe how your site uses functional teams and integrated career services delivery to deliver career 

services to all customers. Please attach a diagram of customer flow (including resource room 
capabilities), services available, assessment and referrals – this attachment will not count toward 
the 7-page limit.   
 
The WorkSource PacMtn Region has reorganized into functional teams that span across all our site 
locations.  Each functional team is led by a functional leader as well as a partner coordination team 
member. The following is a description of each team: 
 
Customer Engagement Team:  The customer engagement team serves in the resource room, 
provides labor exchange and basic career services, and manages job postings for businesses on 
WorkSourceWA. This team primarily consists of ESD staff, however, representatives from other 
participating program partners assist with service delivery design and implementation. Staff on this 
team also provide RESEA, WorkFirst, and Trade Act services. 
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Since the customer engagement team is responsible for serving a high percentage of the customers 
who walk-in to the Grays Harbor County Comprehensive Center, they use a combination of 
accessible, easy to navigate technology tools and group workshops in addition to facilitated 
assistance to meet the job preparation and job matching needs of this diverse population. 
 
Community Partner Team:  The community partner team is primarily responsible for Title I 
programs including Adult, Dislocated Worker, and Youth.  The community partner team uses a scale 
approach to connect with participating partners across Gray Harbor County by practicing integrated 
case management. An integrated case management approach shares career services responsibilities 
with our partners through co-enrollment. This service delivery model allows us to serve more 
participants and expand our reach throughout the county to identify and serve individuals most in 
need of WorkSource services.   
 
Business Solutions Team:  The business solutions team is responsible for creating career pathways 
that lead to high quality, in-demand job opportunities for participants.  Career pathways and specific 
occupations within each pathway are dependent on business/employer partnerships. In the spirit of 
an in-demand approach, our business solutions team is moving from a “push approach” that works 
to match the jobseeker inventory on hand to a “pull” or a “demand-driven” system working in 
partnership with businesses to determine and develop the talent they actually need. In a “pull” 
system, high road employers agree to set aside jobs through job orders that will lead to employment 
opportunities which, in turn, will result in economic self-sufficiency for participants placed into 
those jobs.  

 
       QA/Finance Team: Our QA/Finance team performs the important function of internal auditing.  
      To accomplish our objectives and improve our performance measures we needed a systematic,              
      disciplined approach to evaluate and improve our processes.  In an integrated system working as  
      one toward a shared vision an essential component is developing consistent standards           
      independently assessed and evaluated by a team outside the daily operations.  
 
      QA/Finance Purpose: 

• Evaluate how PacMtn’s WorkSource efforts align with applicable legal requirements, internal 
control standards, and leading practices for delivering workforce development services and 
programs.  

• Assess the extent to which PacMtn’s WorkSource processes align with programmatic 
requirements and the intent of WIOA legislation.  

• Ensure data integrity by assessing accuracy of input. 

• Organize and communicate data to produce insights that will be used to optimize current and 
future practices. 

       Our QA/Finance team will do this in the following ways: 
 Develop an internal monitoring and evaluation plan to give guidance for decision-making and 

streamline internal processes. 
 Promote evidence-based and data-driven accountability  
 Develop and update policies and procedures that reflect PacMtn’s One Workforce vision, values, 

and strategies. Policies and procedures are our roadmap for day-to-day operations and ensure 
compliance with WIOA and ESD laws and regulations. 
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 Approve participant applications, individual participant plans, and monitor progress 
 Approve and input data into ETO 
 Approve financial requests from the system to support jobs seekers and employers 

Community CarePortHUB 

The Community CarePort serves an important function within a people-centered, integrated system to 
connect customers experiencing pre-employment barriers such as health care, housing, mental health, 
clothing, childcare arrangements, a criminal record, transportation, etc. to the most appropriate service 
provider in the county to mitigate such barriers. In addition to the Community CarePort, the Gray Harbor 
Affiliate Center utilizes other human service programs in Gray Harbor County to help customers meet 
immediate basic needs while preparing barriered customers to increase future employability and 
earnings. This no wrong door, holistic approach will be discussed further in this document   

In the future, we anticipate participating partner representatives will be added to our functional teams 
and likely will play a larger role in facilitating workshops and co-locating in our center. We envision an 
integrated workforce system that expands beyond just title I and III partners where all service providers 
share system performance goals and leverage resources to create a seamless system to support 
customers. 

 
B. Describe how MIS is used to facilitate shared customer management across partner programs.  
  
The current WorkSource customer management system know as Efforts to Outcomes, or ETO, allows 
title I and III partner programs to document case notes, services provided, and run reports on outcomes.  
This system is shared amongst co-located partners and allows for partners to seamlessly access 
customer information.  ETO allows partners to coordinate services and track customers throughout their 
experience with WorkSource. 
 
In the future, as our participating partnerships grow, we envision more of our partners will gain direct 
access to ETO to input touchpoints and document customer progress.  The more partners we have using 
ETO the more efficient data sharing will become across all partner programs. With expanded use of ETO 
by more of our partners the internal monitoring role of the QA team will increase to ensure all 
compliance requirements are consistently met. 
 
2. Service provision, including Services, Universal Access, and Outreach to populations with barriers. 
 
Improved availability, a welcoming atmosphere, inclusive settings, and high -quality customer 
service benefit all customers. WorkSource extends services and outreach not just to individuals who 
walk in the door, but also to those who have become disengaged in the labor force. Integrated, quality 
services are provided to all customers within the center and via technology through online or phone 
access. Principles of universal design have been considered in designing inclusive spaces and materials 
to be available to individuals regardless of their range of abilities, mobility, age, language, learning style, 
intelligence, or educational level.   
 
Future universal access and outreach considerations include expanding the number of connection sites 
throughout Mason County as well as recruiting in more co-located partners to assist populations with 
barriers more seamlessly.  
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A. Provide evidence that basic ADA requirements have been met, including processes to provide 

reasonable accommodations for individuals with disabilities (an ADA assessment does not to be 
included with the application – centers and affiliated sites will undergo ADA review and 
certification as part of the certification process).  

 
 In compliance with Section 188 of the Workforce Innovation and Opportunity Act (WIOA) and its 
regulations at 29 (CFR) Part 38, the Washington State Non-Discrimination Plan (NDP), WA State Equal 
Opportunity and Nondiscrimination Policy 5402 Rev. 3, the PacMtn EO Officer and EO Officers Assistant 
conduct annual monitoring reviews of each WorkSource Comprehensive Center and WorkSource 
Affiliate Site.  
 

 The last full monitoring review for each service location was completed in December 2019 
 Due to COVID-19 full monitoring reviews were put on hold through 2020-2021 
 In compliance and alignment with a Monitoring Memo issued by the State EO Officer, Teresa 

Eckstein on 11/18/2020, Monitoring in 2021 was adapted and directed local EO Officers to 
modify the monitoring process in 2021. The modified and condensed monitoring for 2021 
requiring only a facility “walk-through” using as specifically developed for this need, a Facility 
Walkthrough Checklist.  

 The PacMtn EO Officer and EO Assistant conducted the 2021 Monitoring Walkthrough Reviews 
for the PacMtn WDA WS Service locations in all 5-counties in June 2021.  

 To support the review, ADA survey instruments were utilized during the review process.  
 
In follow up to the monitoring’s completed as identified above (2019 full review & 2021 walkthrough 
review), the PacMtn EO Officer and EO Assistant worked with the applicable WS System Administrators,  
 
Managers, Staff, Facility Maintenance Team and others as needed to ensure any deficiencies identified 
were corrected.  
 
On December 16, 2021, the State EO Officer conducted an EO Monitoring Review of the Pacific 
Mountain Workforce Development Council. A letter speaking to their review was provided.  
There were no issues identified. A statement from within that letter:  
 

Dear Ms. Fambles: 
This letter is a follow up to the State-Level Equal Opportunity Office (EO) Monitoring Review of 
the Pacific Mountain Workforce Development Council on December 16, 2021. 
 
“My team and I continue to be impressed with the work Pacific Mountain Workforce 
Development Council is doing under your leadership to ensure equal access to WorkSource  
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services for all the populations in your area, and your level of compliance with the equal 
opportunity provisions of WIOA.” 
 

As the WorkSource Centers and some WS Affiliate Sites have now reopened (fully or partially), the 
PacMtn EO Officer and EO Assistance will resume the full EO Monitoring for 2022.  
 
The 2022 Monitoring Schedule for the PacMtn WDA WorkSource System service locations and services 
is being finalized with a plan for completion by December 2022. 
 
Processes to provide reasonable accommodations for individuals with disabilities 
 
The PacMtn WorkSource System Leadership, direct and partnering staff, EO Officer and all connected in 
service, strives consistently and continually do amazing work ensuring equal access. Some examples of 
this work that expanded during the pandemic; all partners came together to quickly adapt to pandemic 
related changes by providing virtual services and are continuing to provide vital support and services to 
customers both in-person and virtually. The PacMtn WS System has a foundational commitment to, and 
investment in, equity, diversity and inclusion. 

 
1. Describe specific initiatives or strategies to provide universal access for each of the following: 

Physical  
 

 Physical: Architectural or building  
 Information: all paper, printed or posted materials   
 Digital: software, web-based programs and alternatives to print   
 Communication: verbal, non-verbal access for services, phone and other   

 
 
As included in PacMtn’s 2019/2020 WorkSource Monitoring Report, WorkSource System Leadership 
staff and partners work in collaboration with the local EO Officer to ensure equal access for all 
customers or individuals with a disability at each WorkSource facility.  
This work includes ensuring ADA compliant access facilities and services for all other customers.  
 

 ADA Accessible Parking  
 Adequate number of spaces, signage, clear pathways, etc. 

 
 ADA Accessible Entrances  

 Routes, signage, door opening pressures and closing times, non-obstructive, etc. 
 

 ADA Accessibility to Goods and Services / Communication  
 All the above and providing accommodations with modifications to communication 

practices and information access and delivery, overall access and service 
accommodations, service referrals and partnerships, etc.  
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 This includes providing access to and utilizing any Assistive Technology (AT) available in 
the WS System service locations, providing accommodations by obtaining the necessary 
AT from partner service providers, engaging with the customer to support their use of 
personal AT devises 

 
1. Contracting with third party vendors to provide interpretation and translation services 

as requested or appropriate for all levels of service delivery, to include Individuals who 
are deaf or hearing impaired, are blind or have visual impairments, etc., and individuals 
who are Limited English Proficient, (LEP).   

 Ensuring critical information is available and if not, will be provided as accommodation 
in the applicable format for need identified.  

 This includes having critical information readily available in multiple language format, 
most common in the PacMtn WS System, Spanish and Vietnamese. See PacMtn Website 
EO page for examples.  

 Since COVID1-19, adapting to delivering services virtually, developing and using services 
such as JotForm and other forms of electronic tools, processes and procedures to 
support a customer’s application and the registration needs for WS System services and 
programs.   

 
 ADA Accessibility Toilet Rooms  

 Ensuring that all routes are non-obstructive, signage, door opening pressures and 
closing times, for all WS System service locations are ADA compliant. Ensuring the toliet 
room doors requires less than 5 lbs. maximum force to push or pull open and do not 
close in less than 5 minutes.  

 Ensuring the doors are equipped with the appropriate hardware allowing operation with 
one hand and does not require tight grasping, pinching or twisting of the wrist. 

 
B. Describe how the site provides quality services to all customers, including the 14 populations 

with barriers to employment described in WIOA.   
 
Customers are greeted at the site warmly and introduced to the resources available in the 
resource room. Customers are provided access to technology tools and resources they may 
access on their own to assist with their re-employment needs. In addition, customers may learn 
about additional WIOA resources through an on-line orientation and may take advantage of our 
virtual and in-person group workshops.  In addition to labor exchange services and basic career 
services, individualized one-on-one services are available as needed and may be provided by 
Wagner Peyser (title III), co-located participating partners, or title I staff. 
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Quality of services are measured in a variety of ways including, customer satisfaction surveys, 
learning assessments of information received, job match satisfaction, and customer 
employment outcomes.  
 
In the future, we will continue to analyze the participation and outcome rates of each of our 14 
targeted populations to ensure equitable access and opportunity is afforded. One population we 
have already identified as underrepresented is migrant families. As the food production sector 
in our region continues to grow there is an increasing need to outreach and serve migrant and 
seasonal families. Many migrant and seasonal workers make up a large part of our hospitality 
workforce as well.  
 
Migrant and seasonal families have historically not received enough attention in our region as 
this population has grown slowly over time and as a result remained under our radar. More 
specific outreach efforts and service provider partnerships targeting migrant and seasonal 
workers will be implemented over the next year. 
 

C. How are the needs of populations with barriers met through staff-assisted and other means?   
 

In our new model, upon recognition of barriers a customer may be experiencing that we are ill-
equipped to handle, we now have an efficient way to connect these job seekers to a network of 
resources and a community partners trained to assist customers who are in crisis or vulnerable. 
This partnership ensures customers requiring basic need services are connected to professionals 
best equipped to serve them and creates capacity for our staff to concentrate more of their 
efforts on connecting job seekers to job opportunities.  
 
Pre-employment barriers vary per individual. Unfortunately, we do not posses the staff or 
expertise to provide adequate support to customers who are struggling with basic need barriers 
such as housing and mental health issues. Rather than tell a customer “Sorry, we can’t address 
your problem — try another department.” We have designed our model to immediately 
connect customers with complex pre-employment needs to service providers in our  
“participating partner” network who are more qualified to meet the needs of these customers. 
Our partnership is designed in such a way that when these customers have many of their pre-
employment barriers mitigated, they can move into participant status seamlessly and begin to 
expend more of their energy towards attaining high-quality employment.  
 
To mitigate some of the above concerns, we have partnered with Cascade Pacific Action Alliance 
and their Community CarePortHUB. The purpose of the Community CarePortHUB is a way we 
are leveraging resources in our community to meet customer needs. The following is a 
description of the Community CarePort and their role in our community: 
 
  Community CarePort (CPAA’s Pathways HUB) provides “Care Traffic Control” to break 
 down silos, coordinate care, and improve health. Our Care Coordinators work 
 individually with clients to identify risk factors from all aspects of a client’s life. The Care 
 Coordinators help clients access the services they need, including health care, housing 
 services, education, employment, and more. 
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Through this partnership we now have a more efficient and effective way of working with 
customers who are experiencing barriers to re-employment.  In the past, we tried to do most 
barrier removal work alone and did not record many “refer to additional resources” services in 
ETO.  This was partially a consequence of making every customer a participant and feeling solely 
responsible for their outcomes.   
 
By practicing integrated service delivery that leverages community resources, we have 
developed partnerships that ensure all our customers received appropriate services from the 
most appropriate service provider. In an integrated system no customer falls through the cracks 
or receives substandard services. In a seamless system we all practice a no wrong door 
approach, leverage each other’s resources, reduce duplicative services, and each service 
provider improves their primary services because no one agency or organization is expected to 
be all things to all customers. 
 
In addition to leveraging partnerships in Mason County, we have adopted a safe space 
commitment and continue to encourage our partners to practice equity in hiring practices in an 
effort to diversify our staff. In another example, we have recently partnered with a tribal liaison 
who is co-locating in our center to assist native American customers connect to tribal resources. 
 

D. How are partners engaged to meet the needs of special populations?  
 

Through our integrated case management approach, we are positioned to work more closely 
with partners who serve special populations. In the past we relied on referrals and walk-in 
customers.  In our new model, we are more intentional and strategic by outreaching to partners 
and serving customers where they are most comfortable. This approach expands our  
connections throughout the region to identify and work with job seekers who historically have 
had little to no connection with WorkSource in the past.  
 

E. How does your site use wireless internet and other technologies to facilitate access for 
customers with barriers?  

 
Lack of access to technology is often referred to as a "digital divide" for individuals with barriers. 
Our sites are all wireless internet accessible, and staff are on hand to assist customers who are 
in need of access assistance. For customers who are digitally illiterate, we have resources and 
workshops available to improve their skills and develop the necessary competencies to engage 
with our available technologies.  
 

F. Describe your outreach to populations with barriers to employment in the community, and 
your site’s relationship with partners to effectively serve populations with barriers.   
 
Our integrated service delivery approach is designed to improve outreach to populations with 
barriers to employment. Through co-enrollment into WIOA programs, barriered individuals 
maintain contact with their primary service provider while gaining access to additional re-
employment resources.  This service delivery model takes our resources to our partners and  
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their customers rather than relying on referrals. Attempting to navigate the referral process is 
often difficult for populations with barriers and often result in no connection at all. By  
developing integrated partner relationships, customers can be served in a seamless manner by a 
service provider they have a relationship with and trust. 

 
3. Performance and Accountability –  
 
Results and outcomes for the public investment in WorkSource are essential to the WorkSource 
system’s relevance. The effectiveness of WorkSource for employers and job seekers is evident in system 
performance and service delivery decisions are based on data. On an ongoing basis, customer data from 
one-stop partners and regional economic data is collected, analyzed, and shared with all workforce 
system staff and community stakeholders. Plans for improvement, enhancement, or adjustment are 
established and acted upon.   
  
A. Describe how you measure, analyze, review, and improve performance through the use of data and 

information. In your answer, please address each of the following:  
 

• How is data shared with staff and stakeholders?  
 

A system-wide data dashboard has been created to give a high-level overview of our 
performance measures. In addition, each functional team reviews data specific to their services 
to inform practice. 
 
• What methods are in place for staff and stakeholder to provide feedback regarding site 

data?   
 

Our functional teams and operational team meetings allow staff to provide feedback and 
participate in decision making related to site data. In addition, we conduct customer satisfaction 
surveys and periodic staff surveys. 
 
• What metrics are used to show improvement and success?  

 
WIOA Performance Measures 

 Employment (Second Quarter after Exit); 
 Employment (Fourth Quarter after Exit); 
 Median Earnings (Second Quarter after Exit); 
 Credential Attainment Rate; and 
 Measurable Skill Gains 
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Walk-In Customer Tracking Categories 

 
 Resource room computer use 

 
 UI Assistance 

 
 RESEA Contacts 

 
 Referral to Additional Services (CarePort)  

 
 WorksourceWa – account assistance 

 
 Job Search 

 
 WIOA Inquiry – customer initiated 

 
 Resume assistance 

 
 Deskside 

 
 Strategies for Success  – workshop attendance 

 
 Job Hunter Series – workshop attendance 

 
WorkSourceWA – working towards region specific data, currently data is only available on a 

 state-wide basis. 
 

 Business Penetration Rate (how many businesses in the county use WorkSourceWA) 
 Customer Usage (how many new customers register in WorkSourceWA monthly) 
 Job Match (how many job matches occur monthly) 

 
Community Partner Team 

 
Our integrated case management model and One Workforce vision is dependent on 
developing effective partnerships.  Therefore, we need to be tracking our partnerships. 

 
o Community Partnership Rate (# of community partners who have agreed to 

partner agreements) 
o Community Partnership Participant Rate (# of customers who have become 

participants from each community partner) 
o Retention Community Partnership Rate (# of community partners who continue 

to engage in the system)    
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The three approaches above are designed to gauge our effectiveness serving the needs of our 
partners: 

1. Are we helping our partners meet the employment goals of their 
clients/students? 

2. Are we providing quality engagement and services to our community partners 
and establishing productive relationships with community partners over 
extended periods of time? and 

3. Are we expanding our network of community partners and having a positive 
impact on our region’s talent development pool? 

 
In addition to the above partnership metrics, we track current participant progress: 
 

Customer Partner 
Participant 
is 
Associated 
with 

Receiving 
Career 
Services 

In-Training 
/ 
Education  

Ready to 
be 
Employed 
(fill job 
orders) 

Employed Engaged 
in Follow-
Up 
Services 

Name CCAP      
 

Business Solutions 
 

          Employer Measures:  
o Employer Partnership Rate (number of high road employers who have agreed to 

partner agreements) 

o Repeat Business Customer Rate (number of high road employers who create job 
orders) 

o Job Orders Filled (number of job orders filled each month with WIOA participants) 

 
Other Considerations: 

 
o How many career pathways do we have per industry sector? 

o How many occupations do we have within each sector? 

o How many job orders do we expect for each occupation? 

o How many participants per sector and occupation do we have? 

o How quickly can we fill a job order with a job referral? 

o How many participants who have exited are in follow-up services? 
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• How do you incorporate staff feedback to improve performance?   
 

In a functional team model, decisions start from the front-line up to managers. This model 
ensures staff are engaged and expected to identify and solve service level issues that impact 
performance. We recognize and value the expertise of staff and realize that while incorporating  
staff may sometimes take longer before decisions are made, the patience and process are worth 
the investment. 
 
In addition to collecting staff feedback through our functional teams, we hold a bi-weekly all 
staff meeting and collect staff satisfaction survey results quarterly. 
 
• What changes have resulted from your site’s use of data/how has data been used to 

improve services?  
 
Our new service delivery model was informed by concerns related to our region’s performance. 
Our new model is also a reflection of what data we are using to improve services.  For example, 
customer service has always been a primary focus and will continue to be a significant emphasis, 
however, satisfied customers do not always correlate to improved outcomes.   We want to 
begin to look at key performance indicators and data that have a direct relationship to improved 
performance measures.  
 
Another specific example is feedback from staff that illuminated their limitations working with 
heavily barriered job seekers. As a result of this feedback, we improved our process related to 
making referrals to more appropriate service providers.    

 
• How are staff informed that feedback was reviewed and of any action taken a result of 

feedback?   
 
  The integrated functional team model creates an interdependent relationship where staff input 
 is vetted at the front-line level and then discussed by our managerial teams (i.e, PC Team,  
  Operations Team, One-Stop Committee and Board when appropriate). Decisions are 
 communicated through meeting minutes, One Workforce monthly newsletter and by individual 
 supervisors in their assigned functional teams. 
  
4. Customer Satisfaction -  
 
   Performance and value are ultimately judged by customers – businesses and job seekers. 
  Customer-centered design relies upon satisfying customer needs, identifying shortcomings and 
  responding accordingly on a timely and ongoing basis. Tools to obtain feedback are appropriate 
  for each customer’s use take into consideration factors including literacy levels, use of  
  technology, disability, and language.   
  

A. Describe how voice of the customer feedback (both job seeker and business) is gathered and 
used for continuous quality improvement at your site?   
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We utilize customer surveys, collect direct feedback, and utilize our client advisory committee. 
 

B. How are the voices of populations with barriers brought to the table when designing services and 
facilities?   

 
  In addition to our customer surveys, we work closely with our participating partners to help us 
 identify customers who are interested in providing feedback regarding our services. This is done 
 both informally and formally using a roundtable approach or as part of our client advisory 
 committee. 
 

C. How do you inform staff and customers of how their feedback was reviewed and any action 
taken as a result of their feedback?   

 
  In addition to our functional team meetings, we discuss results of feedback in our all-staff 
 meetings, newsletter and client advisory committee. 
 

D. What metrics are used to show improvement and success?   
 
  We utilize the same performance metrics discussed in the performance and accountability 
 section of this application. 
 
5. Staff Competence and Staff Training Participation - Professional development is a key feature in 
order to ensure that staff are aware of the implications of recent evidence-based research and can 
implement the latest policies and procedures established at the local, state and federal levels. Also of  
vital importance is the use of labor market information by staff to better inform customers’ career and 
training decision-making. The investment in staff development is substantial, ongoing, and focused on  
cross-training with partner programs, overall skill development, and use of labor market information. 
Every member of the one-stop staff has the ability and authority to meet customer needs, either directly 
or, where appropriate, by helping the customer make the right connections to the expertise he or she 
seeks. Participation in one-stop-sponsored training is required.   
  
A. How are staff and leadership trained and cross-trained on an ongoing basis to stay current on 

programs and services?   
 
Our primary system training tool is our Onboarding for new WorkSource PacMtn staff site 
https://worksourcepacmtn.org/worksource-staff-onboarding/#/ 
 
We also have developed a Professional Development Matrix training plan that racks ongoing 
professional development.  We have recently added another training site: https://wspacmtnu.com/  
This new training site includes videos and quizzes to test comprehension. 
 
In addition to the above trainings, each program partner has their own trainings to specifically address 
each staff members understanding of their role and responsibilities. 
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B. How is staff training tracked to ensure all staff participate?   
 
Functional leaders track staff participation and completion of training modules as well as each staff 
member’s assigned supervisor. 
 
C. How do you actively engage staff of all programs – Adult, Dislocated Worker, Youth, Wagner-Peyser, 

TANF, ABE, DVR, Perkins, etc. – in design of services, action planning and analysis of indicators and 
trends?   
 
Each program is represented on our integrated functional teams. These teams provide input into 
program design, analysis of indicators and trends. This integrated approach creates a shared-
decision-making process. Additionally, we are planning an annual community partner summit with 
all our participating partners to ensure every partner is in sync with our region’s plan and fully 
understand their role in helping us achieve our region’s performance measures.  

 
D. How are all staff informed of progress towards site performance and goals?   
 
Site performance goals are communicated through our performance dashboards, discussed during 
functional team meetings, documented in meeting notes, highlighted in our One Workforce monthly 
newsletter, and communicated one-on-one between staff and supervisors. 
 
6. Partnership – The one-stop system is built upon a foundation of partners linked together to deliver a 
comprehensive array of services and reach the shared outcomes of employment, education, skills gains, 
and earnings. All core and required one-stop partners are present at the site and invested in the 
development and implementation of service delivery to connect customers to resources.  
  
A. Describe how the partnerships function at the site and the roles of each core partner from Title I – 

Adult, Dislocated Worker, and Youth, Title II - Adult Basic Education, Title III - Wagner-Peyser, Title IV 
- Vocational Rehab., and TANF.   

 
In our new integrated approach, representatives from each core partner serve on our functional teams 
(customer engagement team, community partner team, business solutions team, and QA team).  
 
Title I partners primarily focus on co-enrolling eligible customers who make a commitment to choosing 
a career pathway and in-demand occupation that leads to self-sufficiency. Customers are identified and 
selected by one-stop system partners who agree to participate in an integrated case management 
approach that leads to positive performance outcomes. 
 
Title II partners participate on our functional teams and assist customers in need of adult basic 
education in enrolling in appropriate programs. 
 
Title III partners serve on our functional teams and primarily provide labor exchange basic career 
services and refer to additional partners as appropriate. 
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Title IV - Vocational Rehab., and TANF identify and select customers who would benefit from co-
enrollment into other programs and coordinate case management and access to resources to assist 
their customers in meeting their goals. 
 
B. Describe how the partnerships function at the site with other required partners from postsecondary 

Career and Technical Education (Perkins Act), CSBG, HUD, Job Corps, National Farmworker Jobs 
Program, Re-entry programs, SCSEP, TAA, UI, VETS, and YouthBuild.   

 
Each of these programs function similarly, customers who could benefit from co-enrollment into 
additional programs are identified and selected. After co-enrollment partners work together to help 
customers complete their individual participant plan IPP) which then should result in gaining a job in an 
in-demand career field. IPP’s are comprehensive and may include work experience , training, or other 
tools to assist in fulfilling future job orders. 
 
C. Describe how the site is linked to other partners beyond the site to ensure alignment with community 

and regional strategies. Please give examples of results for customers achieved through these 
partnerships.   

 
Partnerships and formal roles and responsibilities are identified in our system MOU and partner 
agreements. For example, a community college student enrolled in a training program may co-enroll 
into WIOA and receive additional support services, work experience opportunities, connections to local 
employers in their field of study and follow-up services for up to a year after employment. 
 
Customers identified by one of system partners (i.e., CBO’s or other human service providers), select 
eligible customers with the assistance of our system talent recruiters to gain access to one-stop system 
resources that will lead to high quality employment.  
 
D. Describe how the site’s leadership works together to set the vision and goals for the site and 

implement service strategies to achieve shared objectives.   
 
Site leadership works within our integrated, shared decision-making process comprised of the following 
teams and committees: 

 Functional Teams 
 Functional Team Leaders 
 Partner Coordination Team 
 One-Stop Committee 
 Local Workforce Board 

 
Led by the board’s vision and strategy, the aforementioned teams develop policy and standard 
operating procedures as well as work together to collectively implement the vision set forth by our local 
plan.  
  
7. Employer Engagement – Business is one of our primary customers and one-stop partners work 
collaboratively to deliver value-added services and eliminate duplication. Business services staff from all 
one-stop partners have a comprehensive understanding of labor market conditions, economic  
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development activities, skill needs of the workforce and are connected to regional and local business 
partnership activities and sector strategies. Employers’ human capital needs are communicated to and 
acted upon by the workforce system. Business services are coordinated to the maximum extent possible 
to limit duplication and streamline the employer experience.   
  
A. Describe how partners work to deliver seamless business services.   

 
1. How do business services staff use and share labor market information?   

 
Utilizing the PacMtn cluster study, labor market analysis information with outlook into 2025-2030 
and 1:1 business customer input, the Business Solutions Team developed the WorkSource-PacMtn 
Region’s Career Pathways Tool and Training Guide. This tool and training guide is not only a deskside 
aid for staff when coaching and navigating job seeker and career builder customers to in-demand 
sectors and occupations, but also a live-link tool that can be utilized in a self-service scenario. The 
tool and training guide have also been incorporated in the process of how we build more and better 
partnerships with community-based organizations and private business.   

 
2. What strategies are used to involve employers in identifying skill gaps and developing 

solutions to meet their workforce needs?   
 
Utilizing the Next Gen Sector Partnership framework, businesses from the same industry convene 
with regional education, workforce, economic development, and community organizations through 
the Business and Sector Engagement Committee to address the workforce and other 
competitiveness needs of the targeted industry. Industry leaders can confirm and adjust labor 
market information as presented so that workforce and economic development practitioners have 
strategic direction that is needed to develop and implement solutions to address the skills gap.  
 
The input provided by industry is also incorporated into the development and revisions of the 
Career Pathways Tool and related Training Guide and provided to education partners to inform the 
development and implementation of regional training programs-including Youth Apprenticeship, 
pre-Apprenticeship, and Registered Apprenticeship. The Business Solutions Team engages with 
business 1:1 to support them in gaining the knowledge and understanding of how the WorkSource 
system of partners brings value to their bottom-line. The team works with businesses to gain trust 
and commitment to creating job orders associated with their demand occupations and related 
directly to the WorkSource talent pool.  
 
The team also provides consultation to businesses on how they might structure work-based learning 
within their business model and how they can leverage high quality job opportunities with value 
added benefits to business such as On-the-Job training reimbursement and incumbent worker funds 
as a retention and follow up strategy for WorkSource participants.  
 

B. Describe how regional and local sector strategies are used to target services and resources to 
focus workforce efforts on investments and improve outcomes.   
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1. Describe how career pathways and training modalities such as industry-recognized 

credentials, apprenticeship, on-the-job training, and other work-based learning 
opportunities aligned with employers’ needs and marketed to support talent development?   

 
Utilizing the above-mentioned tools and resources, we market in-demand occupations and career 
pathways to our customers and participating partners. Our recruitment efforts identify individuals 
who are seeking employment in jobs/careers that are in-demand in our region.  Part of every 
customer’s individual participant plan includes how to access and enroll in industry-recognized 
credentials, apprenticeship, on-the-job training, and other work-based learning opportunities 
aligned with employers’ needs in our local area.   

 
  
8. Site-specific Continuous Quality Improvement (CQI) goal - Please identify at least one site CQI goal, 
why it was selected and your site’s plan to attain the goal e.g. decrease wait time.  
 
We have identified two specific goals that are universal amongst all our region’s sites: 
 

 Improve our microsite to make it more user-friendly and more helpful in assisting our virtual job 
seekers and businesses to meet their needs without waiting for staff assistance. 

 Improve our referral network with participating partners to help customers meet their pre-
employment basic needs and barriers.  
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. CHECKLISTS  
System Requirements Checklist: Use the checklist below to indicate your willingness to comply with the 
following system requirements   

X Compliance with WorkSource System Policies   
X WorkSource brand used appropriately   
X Wagner-Peyser is not the only partner on site  
X  WorkSource System integration, which includes participating in quarterly “all-partners” meetings, 

required staff training, ongoing communications as part of a group email, and sharing success stories, 
as well as providing space for workshops (if meeting rooms are available on site) and meetings with 
job seekers. Agreeing to these conditions enables Connection Sites to fully take advantage of the 
breadth and depth of services, expertise, and resources offered at WorkSource Center(s) and  
Affiliates.   

X Referral agreements, providing referrals by direct linkage if there are no staff onsite from other 
programs or cross trained to provide referrals. A “direct linkage” means providing direct connection 
through technology to a comprehensive WorkSource Center, within a reasonable time, by telephone 
or through a real-time web-based communication to a program staff member who can provide 
program information or services to the customer.  A “direct linkage” cannot exclusively be providing a 
phone number or computer website or providing information, pamphlets, or materials.   

X  Memorandum of Understanding (MOU) and Cost Sharing Agreements, which explains the roles and 
responsibilities of WorkSource Sites and partners, and includes a system budget that shows how 
costs will be shared across sites. The current MOU is available at PacMtn’s website.  

X Data sharing and confidentiality agreements, which will allow for the sharing of customer 
information with the WorkSource System and PacMtn in order to support integrated service delivery, 
system planning and federally required accountability.  

  
Site capacity checklist. Please use the table below to indicate your current capacity to comply with 
system expectations for Centers and Affiliate Sites to serve as portal site for electronic access.  Feel free 
to add pages if more space is needed to answer these questions.  
  

How many PCs/laptops/tablets/smart devices dedicated for customers to access on-line 
employment services?  

 Varies per 
sight, 
additional 
laptops and 
Chromebook 
available for 
overflow or 
outreach 

Can these devices be set up to provide quick access to WorkSourceWA.com and other on-
line employment services/resources?  

 Yes 

What are the hours when these devices are available?   Open 
business 
hours 

How long can a job seekers use one of these devices?   No time 
limit 
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Does the site have the capability for customers/staff to Skype/video conference with 
WorkSource staff?  

 Yes 

Does the site have staff who can help job seekers access on-line resources?   Yes 

Does the site have space where a WorkSource or partner staff could be available to meet 
with job seekers on an itinerant basis?  

 Yes 

Does the site have a meeting room(s) where WorkSource staff could deliver workshops?    Yes 

Does the site have free wifi available for customers?   Yes 
  
Required Program/Partner Checklist  
In the column labelled “On-Site”, indicate programs/partners that are currently located on-site in your 
facility by entering the average number of hours per week they are on-site.  In the column named “Off 
Site Basic Career Services Made Available via Direct Linkage”, make a check mark for the 
programs/partners that are off-site but their basic career services are made available to customers 
through “direct linkage”.  A “direct linkage” means providing direct connection through technology to a 
comprehensive WorkSource Center, within a reasonable time, by telephone or through a real-time 
webbased communication to a program staff member who can provide program information or services 
to the customer.  A “direct linkage” cannot exclusively be providing a phone number or computer 
website or providing information, pamphlets, or materials.  
  
Please note: Affiliates must have at least two of the required partners on-site. Centers must have 
representation from at least the WIOA programs and TANF on-site.  

REQUIRED PROGRAMS   PARTNER PROVIDING 
PROGRAM  

ON-SITE  
(AVERAGE  
HOURS/WEEK)   

OFF-SITE 
(SERVICES MADE 
AVAILABLE via 
DIRECT LINKAGE)  

WIOA Title I Adult    EQUUS  40 hours/week   

WIOA Title I Dislocated Worker    EQUUS  40 hours/week   

WIOA Title I Youth    EQUUS  40 hours/week   

WIOA Title III Wagner-Peyser   Employment Security 
Department  

 40 hours/week   

WIOA Title II Adult Education 
and Family Literacy   

     DL 

WIOA Title IV Rehabilitation Act   Division of Vocational 
Rehabilitation  

 16 hours/week 
(Comprehensive) 

 DL (DL for Affiliate 
sites) 

WIOA Title IV Rehabilitation Act   Department of Services for 
the Blind  

   DL 

TANF - Cash Benefits  Department of Human and  
Social Services   

   DL 

REQUIRED PROGRAMS   PARTNER PROVIDING 
PROGRAM  

ON-SITE  
(AVERAGE  
HOURS/WEEK)   

OFF-SITE 
(SERVICES MADE 
AVAILABLE via 
DIRECT LINKAGE)  

TANF – WorkFirst  Employment Security 
Department  

 40 hours/week 
(Comprehensive 
and Affiliate) 
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TANF – Community Jobs  PacMtn     DL – Goodwill 
(C&A) 

Older Americans Act/Senior  
Community Service Employment 
Program (SCSEP)   

     DL (C&A) 

Career and Technical Education 
Programs (postsecondary) Carl 
D. Perkins Act   

     DL (C&A – GHCC 
onsite at Grays 
Harbor?) 

Trade Adjustment Assistance   Employment Security 
Department  

N/A at this time 
– available if 
future petitions 
arise 

  

Veterans Employment Services   Employment Security 
Department  

Priority of 
Service and staff 
@ 40 
hours/week 
(Thurston and 
Grays Harbor) 

 (DL for Mason and 
Lewis) 

Community Services Block Grant       DL 

Housing & Urban Development 
Employment & Training  

     DL 

Unemployment Compensation  Employment Security 
Department  

Average 10 
hours/week with 
UI Ambassadors 
onsite 

 DL 

Department of Justice Second 
Chance Act  

N/A    DL 

  
ADDITIONAL PARTNERS (not mandated)  

ADDITIONAL  
PROGRAMS/PARTNERS   

PARTNER PROVIDING 
PROGRAM  

ON-SITE  
(AVERAGE  
HOURS/WEEK)   

OFF-SITE (SERVICES 
MADE AVAILABLE 
via DIRECT LINKAGE)  

Ticket to Work and Self 
Sufficiency   

 Social Security 
Administration 

    

Small Business Administration   Thurston Economic 
Development Council 

   DL 

SNAP Employment (Basic Food  
Employment and Training (BFET))   

    DL 

Food and Nutrition (7 USC 2015(o)   DSHS    DL 

Vocational Rehabilitation Pilot 
Projects   

 DVR    DL 

AmeriCorps   Employment Security 
Department & PacMtn 

 40 
hours/week 
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Public Libraries   Timberland Regional Library    DL 

Associate Development  
Organizations/Economic 
Development   

 Thurston EDC    DL 

Local Government (City/County)       DL 

Washington State Department of 
Labor and Industries   

   40 
hours/week 
(Thurston) 

DL 

Worker Retraining      DL local College 

(please add partners as 
appropriate)   

      

 
Career Services Checklist   
In the column title “Delivery” type “on-site”, for basic, individualized career, and business services that 
are currently available on-site for Workforce customers. Type “DL” for those that are available by Direct  
Linkage.  Leave blank for any services that are not offered on-site or by direct linkage  
 

Basic Career Services  Delivery  
Eligibility determination for adult, dislocated worker, or youth program services, including co-enrolling 
among these programs  

 On-site 

Outreach, intake, and orientation to the information and other services available through the one-stop 
delivery system.  For the TANF program, States must provide individuals with the opportunity to initiate 
an application for TANF assistance and non-assistance benefits and services which could be 
implemented through the provision of paper application forms or links to the application Web site  

 On-site 

Initial assessment of skill levels (including literacy, numeracy, and English language proficiency), 
aptitudes, abilities (including skills gaps), and supportive service needs  

 On-site 

Labor exchange services, including job search and placement assistance, career counseling, 
provision of information on in-demand industry sectors and occupations, provision of information 
on nontraditional employment   

 On-site 

Appropriate recruitment and other business services on behalf of employers, including small 
employers, which may include providing information and referral to specialized business services not 
traditionally offered through the one-stop delivery system   

 On-site 

Referrals to and coordination of activities with other programs and services, including program 
and services inside and outside WorkSource  

 On-site 

Workforce and labor market employment statistics information, including accurate information 
relating to local, regional, national labor market areas, including job vacancy listings in labor 
market areas; information on job skills necessary to obtain the jobs; and information relating to 
local occupations in demand and the earnings, skill requirements, and opportunities for 
advancement for such occupations  

 On-site 

Performance and program cost information on eligible training providers and eligible providers of 
youth workforce investment activities, providers of adult education, providers of career and 
technical education activities at the postsecondary level, and career and technical education 
activities available to school dropouts, and providers of vocational rehabilitation (NOTE: This 
information will be provided to the site.  The site’s responsibility is to make this information 
available to the public)   

 On-site 
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Information in formats that are usable by and understandable to one-stop customers, regarding 
how the local area is performing on the local performance accountability measures and any 
additional performance information with respect to the one-stop delivery system in the local area  
(NOTE: This information will be provided to the site.  The site’s responsibility is to make this 
information available to the public)  

 On-site 

Information in formats that are usable by and understandable to one-stop customers, relating to 
the availability of supportive services or assistance including: child care; child support; medical or 
child health assistance benefits under SNAP; earned income tax credit; TANF; other and supportive 
and transportation services provided through funds made available in the local area (NOTE: This 
information will be provided to the site.  The site’s responsibility is to update this information with 
any site-specific additions, and to make this information available to the public)  

 On-site 

Assistance in establishing eligibility for financial aid assistance for training and education programs not 
provided under WIOA  

 On-site 

Translation services   On-site 

Provision of information and assistance regarding filing claims under UI programs (NOTE: UI information 
may only be provided by appropriate Employment Security Department staff.  The site is responsible for 
knowing how to refer job seekers to the correct source for this information.)  

  On-site 

UI Mod 1: Orientation to WorkSource Services   On-site 
(need to 
implement) 

UI Mod 2: Skills & Abilities Analysis   DL – 
Statewide 
Workshops  

UI Mod 3: Job Search Strategies   DL – 
Statewide 
Workshops 

UI Mod 4: Perfecting Applications   DL – 
Statewide 
Workshops 

UI Mod 5: Effective Resumes & Cover Letters   DL – 
Statewide 
Workshops 

UI Mod 6: Interviewing Techniques   DL – 
Statewide 
Workshops 

(Other Services)    

(Other Services)    

(Other Services)    

Individualized Career Services  Delivery  
Comprehensive and specialized evaluation to identify barriers to employment and employment goals   On-site &  

DL 
Development of individual employment plan (IEP)  On-site &  

DL 
Group counseling and/or mentoring  On-site &  

DL 
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Individual counseling and/or mentoring  On-site &  
DL 

Career/vocational planning  On-site &  
DL 

Short-term pre-employment/pre-vocational services   DL 

Internships/work experiences   DL 

Workforce preparation activities  On-site &  
DL 

Financial literacy services  On-site &  
DL 

Out-of-area job search and relocation assistance  On-site &  
DL 

English language acquisition and integrated education and training programs   DL 

Follow-up services   DL 

(Other Services)    

(Other Services)    

(Other Services)    

Business Services  Delivery  
Establish and develop relationships and networks with large and small employers and their 
intermediaries   

 DL 

Develop, convene, or implement industry or sector partnerships    DL 

Other Business Services (not mandatory)  

Customized screening and referral of qualified participants in training services to employers    DL 

Customized services to employers, employer associations, or other such organizations, on 
employment-related issues   

 DL 

Customized recruitment events and related services for employers including targeted job fairs    DL 

HR consultation services, e.g., writing/reviewing job descriptions and employee handbooks; 
Developing performance evaluation and personnel policies; Creating orientation sessions for 
new workers; Honing job interview techniques for efficiency and compliance; Analyzing 
employee turnover; or Explaining labor laws to help employers comply with wage/hour and 
safety/health regulations  

 DL 

Customized labor market information for specific employers, sectors, industries or clusters    DL 

Customized assistance or referral for assistance in the development of a registered 
apprenticeship program   

 DL 

Listing of Job Orders    DL 

Applicant Referral   On-site & DL 

Employer Needs Assessment   On-site & DL 

Unemployment Insurance Access   On-site & DL 
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Access to Facilities    DL 

Translation Services    DL 

Developing and delivering innovative workforce investment services and strategies for area 
employers, e.g., career pathways, skills upgrading, skill standard development and 
certification for recognized postsecondary credential or other employer use, apprenticeship, 
and other effective initiatives for meeting the workforce investment needs of area employers 
and workers   

 DL 

Assistance in managing reductions in force in coordination with rapid response activities and 
with strategies for the aversion of layoffs, and the delivery of employment and training 
activities to address risk factors   

 DL 

Marketing of business services offered to appropriate area employers, including small and 
mid-sized employers   

 DL 

Assisting employers with accessing local, state, and federal tax credits    DL 

(Other Services)    

(Other Services)    

(Other Services)    
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INVITATION TO APPLY FOR WORKSOURCE CENTER OR AFFILIATE CERTIFICATION  

The Pacific Mountain Workforce Development Council (PacMtn WDC) invites community organizations 
in Grays Harbor, Thurston, Mason, Pacific and Lewis counties to become WorkSource American Job 
Center sites. PacMtn WDC wants to partner with you to provide employment services how, when, and 
where people and businesses want them. We are looking for innovative, entrepreneurial organizations 
that provide quality services to help us to expand access to on-line and in-person employment services. 
If you understand the workforce challenges in our communities and want to share resources as part of a 
network dedicated to the economic success of all citizens, businesses, and communities in the five 
counties, complete this application.   
  

Organization Name:          Date: 11/2/2022 

Lewis Affiliate Site – Employment Security Department / EQUUS       

Contact Person/Title (please provide one point of contact):  

Kendall King 
WorkSource Administrator   
WorkSource Thurston | Lewis 
 
Phone:   (360) 764-6512         Email: kendall.king@esd.wa.gov 
 
 
Address of proposed site: Centralia College 500 Centralia College Blvd #200, Centralia, WA 98531 

Website: https://worksourcepacmtn.org/   

Hours and days of Operation (Note: at a minimum, a center or affiliated site must be accessible to the 
general public during regular business days and hours)  

 Monday – Virtual 
 Tuesday – 9am to 5pm 
 Wednesday - 9am to 5pm 
 Thursday - Virtual 
 Friday – Virtual 
  

Current level of certification:  

☐ Center              XX Affiliate Site   ☐ Connection Site            ☐ Not currently certified  

Level of certification for which the site is applying:  
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☐ Center    XX Affiliate        

  
    

Center & Affiliate Application for Certification   
  

I. Introduction  
 
One-stop sites are the portals to our state’s workforce system and its broad array of career services and 
resources designed to help individuals acquire the skills necessary to gain meaningful employment and 
our businesses to access the talent pipeline that meets their human capital needs and fuels economic 
growth. Workforce system partners are required to collaborate to support a seamless customer-focused 
service delivery network. Every region across our state is unique in terms of its economy and geography, 
but each is actively working to create a system that provides effective services for our job seeker and 
business customers.  
 
Under the Workforce Innovation and Opportunity Act (WIOA), state and local partners share common 
performance goals and are mandated to collaborate in developing and implementing a one-stop 
delivery system where services are designed with the customer in the center, resources are leveraged 
for maximum efficiency, and continuous improvement is the hallmark. 
 
A. Please work with site leadership and staff to answer the questions as indicated below:  
  
Please provide clear evidence and examples of current status and future plans with strategies and 
timelines to reach these standards.  
  
1. Functional and Programmatic Integration - It is critical for WorkSource and its partners to think and 
act as an integrated system. WorkSource partners ensure that client services are aligned to common 
goals and the customer experience is seamless – regardless of funding streams. Each customer is 
mutually regarded as a shared customer, with all staff and programs operating at the site having a 
vested stake in that customer’s success. Integration of programs is incorporated into planning, intake, 
assessment, registration, and service processes, information sharing, resource decisions, actions, results, 
and analyses.   
  
A. Describe how your site uses functional teams and integrated career services delivery to deliver career 

services to all customers. Please attach a diagram of customer flow (including resource room 
capabilities), services available, assessment and referrals – this attachment will not count toward 
the 7-page limit.   
 
The WorkSource PacMtn Region has reorganized into functional teams that span across all our site 
locations.  Each functional team is led by a functional leader as well as a partner coordination team 
member. The following is a description of each team: 
 
Customer Engagement Team:  The customer engagement team serves in the resource room, 
provides labor exchange and basic career services, and manages job postings for businesses on 
WorkSourceWA. This team primarily consists of ESD staff, however, representatives from other 
participating program partners assist with service delivery design and implementation. Staff on this 
team also provide RESEA, WorkFirst, and Trade Act services. 
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Since the customer engagement team is responsible for serving a high percentage of the customers 
who walk-in to the Lewis Affiliate Center, they use a combination of accessible, easy to navigate 
technology tools and group workshops in addition to facilitated assistance to meet the job 
preparation and job matching needs of this diverse population. 
 
Community Partner Team:  The community partner team is primarily responsible for Title I 
programs including Adult, Dislocated Worker, and Youth.  The community partner team uses a scale 
approach to connect with participating partners across Gray Harbor County by practicing integrated 
case management. An integrated case management approach shares career services responsibilities 
with our partners through co-enrollment. This service delivery model allows us to serve more 
participants and expand our reach throughout the county to identify and serve individuals most in 
need of WorkSource services.   
 
Business Solutions Team:  The business solutions team is responsible for creating career pathways 
that lead to high quality, in-demand job opportunities for participants.  Career pathways and specific 
occupations within each pathway are dependent on business/employer partnerships. In the spirit of 
an in-demand approach, our business solutions team is moving from a “push approach” that works 
to match the jobseeker inventory on hand to a “pull” or a “demand-driven” system working in 
partnership with businesses to determine and develop the talent they actually need. In a “pull” 
system, high road employers agree to set aside jobs through job orders that will lead to employment 
opportunities which, in turn, will result in economic self-sufficiency for participants placed into 
those jobs.  

 
       QA/Finance Team: Our QA/Finance team performs the important function of internal auditing.  
      To accomplish our objectives and improve our performance measures we needed a systematic,              
      disciplined approach to evaluate and improve our processes.  In an integrated system working as  
      one toward a shared vision an essential component is developing consistent standards           
      independently assessed and evaluated by a team outside the daily operations.  
 
      QA/Finance Purpose: 

• Evaluate how PacMtn’s WorkSource efforts align with applicable legal requirements, internal 
control standards, and leading practices for delivering workforce development services and 
programs.  

• Assess the extent to which PacMtn’s WorkSource processes align with programmatic 
requirements and the intent of WIOA legislation.  

• Ensure data integrity by assessing accuracy of input. 

• Organize and communicate data to produce insights that will be used to optimize current and 
future practices. 

       Our QA/Finance team will do this in the following ways: 
 Develop an internal monitoring and evaluation plan to give guidance for decision-making and 

streamline internal processes. 
 Promote evidence-based and data-driven accountability  
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 Develop and update policies and procedures that reflect PacMtn’s One Workforce vision, values, 
and strategies. Policies and procedures are our roadmap for day-to-day operations and ensure 
compliance with WIOA and ESD laws and regulations. 

Center & Affiliate Application for Certification   
 

 Approve participant applications, individual participant plans, and monitor progress 
 Approve and input data into ETO 
 Approve financial requests from the system to support jobs seekers and employers 

Community CarePortHUB 

The Community CarePort serves an important function within a people-centered, integrated system to 
connect customers experiencing pre-employment barriers such as health care, housing, mental health, 
clothing, childcare arrangements, a criminal record, transportation, etc. to the most appropriate service 
provider in the county to mitigate such barriers. In addition to the Community CarePort, the Gray Harbor 
Affiliate Center utilizes other human service programs in Gray Harbor County to help customers meet 
immediate basic needs while preparing barriered customers to increase future employability and 
earnings. This no wrong door, holistic approach will be discussed further in this document   

In the future, we anticipate participating partner representatives will be added to our functional teams 
and likely will play a larger role in facilitating workshops and co-locating in our center. We envision an 
integrated workforce system that expands beyond just title I and III partners where all service providers 
share system performance goals and leverage resources to create a seamless system to support 
customers. 

 
B. Describe how MIS is used to facilitate shared customer management across partner programs.  
  
The current WorkSource customer management system know as Efforts to Outcomes, or ETO, allows 
title I and III partner programs to document case notes, services provided, and run reports on outcomes.  
This system is shared amongst co-located partners and allows for partners to seamlessly access 
customer information.  ETO allows partners to coordinate services and track customers throughout their 
experience with WorkSource. 
 
In the future, as our participating partnerships grow, we envision more of our partners will gain direct 
access to ETO to input touchpoints and document customer progress.  The more partners we have using 
ETO the more efficient data sharing will become across all partner programs. With expanded use of ETO 
by more of our partners the internal monitoring role of the QA team will increase to ensure all 
compliance requirements are consistently met. 
 
2. Service provision, including Services, Universal Access, and Outreach to populations with barriers. 
 
Improved availability, a welcoming atmosphere, inclusive settings, and high -quality customer 
service benefit all customers. WorkSource extends services and outreach not just to individuals who 
walk in the door, but also to those who have become disengaged in the labor force. Integrated, quality 
services are provided to all customers within the center and via technology through online or phone 
access. Principles of universal design have been considered in designing inclusive spaces and materials 
to be available to individuals regardless of their range of abilities, mobility, age, language, learning style, 
intelligence, or educational level.   
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Future universal access and outreach considerations include expanding the number of connection sites 
throughout Lewis County as well as recruiting in more co-located partners to assist populations with 
barriers more seamlessly.  

Center & Affiliate Application for Certification   
  

 
A. Provide evidence that basic ADA requirements have been met, including processes to provide 

reasonable accommodations for individuals with disabilities (an ADA assessment does not to be 
included with the application – centers and affiliated sites will undergo ADA review and 
certification as part of the certification process).  

 
 In compliance with Section 188 of the Workforce Innovation and Opportunity Act (WIOA) and its 
regulations at 29 (CFR) Part 38, the Washington State Non-Discrimination Plan (NDP), WA State Equal 
Opportunity and Nondiscrimination Policy 5402 Rev. 3, the PacMtn EO Officer and EO Officers Assistant 
conduct annual monitoring reviews of each WorkSource Comprehensive Center and WorkSource 
Affiliate Site.  
 

 The last full monitoring review for each service location was completed in December 2019 
 Due to COVID-19 full monitoring reviews were put on hold through 2020-2021 
 In compliance and alignment with a Monitoring Memo issued by the State EO Officer, Teresa 

Eckstein on 11/18/2020, Monitoring in 2021 was adapted and directed local EO Officers to 
modify the monitoring process in 2021. The modified and condensed monitoring for 2021 
requiring only a facility “walk-through” using as specifically developed for this need, a Facility 
Walkthrough Checklist.  

 The PacMtn EO Officer and EO Assistant conducted the 2021 Monitoring Walkthrough Reviews 
for the PacMtn WDA WS Service locations in all 5-counties in June 2021.  

 To support the review, ADA survey instruments were utilized during the review process.  
 
In follow up to the monitoring’s completed as identified above (2019 full review & 2021 walkthrough 
review), the PacMtn EO Officer and EO Assistant worked with the applicable WS System Administrators,  
 
Managers, Staff, Facility Maintenance Team and others as needed to ensure any deficiencies identified 
were corrected.  
 
On December 16, 2021, the State EO Officer conducted an EO Monitoring Review of the Pacific 
Mountain Workforce Development Council. A letter speaking to their review was provided.  
There were no issues identified. A statement from within that letter:  
 

Dear Ms. Fambles: 
This letter is a follow up to the State-Level Equal Opportunity Office (EO) Monitoring Review of 
the Pacific Mountain Workforce Development Council on December 16, 2021. 
 
“My team and I continue to be impressed with the work Pacific Mountain Workforce 
Development Council is doing under your leadership to ensure equal access to WorkSource  
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services for all the populations in your area, and your level of compliance with the equal 
opportunity provisions of WIOA.” 
 

As the WorkSource Centers and some WS Affiliate Sites have now reopened (fully or partially), the 
PacMtn EO Officer and EO Assistance will resume the full EO Monitoring for 2022.  
 
The 2022 Monitoring Schedule for the PacMtn WDA WorkSource System service locations and services 
is being finalized with a plan for completion by December 2022. 
 
Processes to provide reasonable accommodations for individuals with disabilities 
 
The PacMtn WorkSource System Leadership, direct and partnering staff, EO Officer and all connected in 
service, strives consistently and continually do amazing work ensuring equal access. Some examples of 
this work that expanded during the pandemic; all partners came together to quickly adapt to pandemic 
related changes by providing virtual services and are continuing to provide vital support and services to 
customers both in-person and virtually. The PacMtn WS System has a foundational commitment to, and 
investment in, equity, diversity and inclusion. 

 
1. Describe specific initiatives or strategies to provide universal access for each of the following: 

Physical  
 

 Physical: Architectural or building  
 Information: all paper, printed or posted materials   
 Digital: software, web-based programs and alternatives to print   
 Communication: verbal, non-verbal access for services, phone and other   

 
 
As included in PacMtn’s 2019/2020 WorkSource Monitoring Report, WorkSource System Leadership 
staff and partners work in collaboration with the local EO Officer to ensure equal access for all 
customers or individuals with a disability at each WorkSource facility.  
This work includes ensuring ADA compliant access facilities and services for all other customers.  
 

 ADA Accessible Parking  
 Adequate number of spaces, signage, clear pathways, etc. 

 
 ADA Accessible Entrances  

 Routes, signage, door opening pressures and closing times, non-obstructive, etc. 
 

 ADA Accessibility to Goods and Services / Communication  
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 All the above and providing accommodations with modifications to communication 
practices and information access and delivery, overall access and service 
accommodations, service referrals and partnerships, etc.  
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 This includes providing access to and utilizing any Assistive Technology (AT) available in 
the WS System service locations, providing accommodations by obtaining the necessary 
AT from partner service providers, engaging with the customer to support their use of 
personal AT devises 

 
1. Contracting with third party vendors to provide interpretation and translation services 

as requested or appropriate for all levels of service delivery, to include Individuals who 
are deaf or hearing impaired, are blind or have visual impairments, etc., and individuals 
who are Limited English Proficient, (LEP).   

 Ensuring critical information is available and if not, will be provided as accommodation 
in the applicable format for need identified.  

 This includes having critical information readily available in multiple language format, 
most common in the PacMtn WS System, Spanish and Vietnamese. See PacMtn Website 
EO page for examples.  

 Since COVID1-19, adapting to delivering services virtually, developing and using services 
such as JotForm and other forms of electronic tools, processes and procedures to 
support a customer’s application and the registration needs for WS System services and 
programs.   

 
 ADA Accessibility Toilet Rooms  

 Ensuring that all routes are non-obstructive, signage, door opening pressures and 
closing times, for all WS System service locations are ADA compliant. Ensuring the toliet 
room doors requires less than 5 lbs. maximum force to push or pull open and do not 
close in less than 5 minutes.  

 Ensuring the doors are equipped with the appropriate hardware allowing operation with 
one hand and does not require tight grasping, pinching or twisting of the wrist. 

 
B. Describe how the site provides quality services to all customers, including the 14 populations 

with barriers to employment described in WIOA.   
 
Customers are greeted at the site warmly and introduced to the resources available in the 
resource room. Customers are provided access to technology tools and resources they may 
access on their own to assist with their re-employment needs. In addition, customers may learn 
about additional WIOA resources through an on-line orientation and may take advantage of our 
virtual and in-person group workshops.  In addition to labor exchange services and basic career 
services, individualized one-on-one services are available as needed and may be provided by 
Wagner Peyser (title III), co-located participating partners, or title I staff. 
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Quality of services are measured in a variety of ways including, customer satisfaction surveys, 
learning assessments of information received, job match satisfaction, and customer 
employment outcomes.  
 
In the future, we will continue to analyze the participation and outcome rates of each of our 14 
targeted populations to ensure equitable access and opportunity is afforded. One population we 
have already identified as underrepresented is migrant families. As the food production sector 
in our region continues to grow there is an increasing need to outreach and serve migrant and 
seasonal families. Many migrant and seasonal workers make up a large part of our hospitality 
workforce as well.  
 
Migrant and seasonal families have historically not received enough attention in our region as 
this population has grown slowly over time and as a result remained under our radar. More 
specific outreach efforts and service provider partnerships targeting migrant and seasonal 
workers will be implemented over the next year. 
 

C. How are the needs of populations with barriers met through staff-assisted and other means?   
 

In our new model, upon recognition of barriers a customer may be experiencing that we are ill-
equipped to handle, we now have an efficient way to connect these job seekers to a network of 
resources and a community partners trained to assist customers who are in crisis or vulnerable. 
This partnership ensures customers requiring basic need services are connected to professionals 
best equipped to serve them and creates capacity for our staff to concentrate more of their 
efforts on connecting job seekers to job opportunities.  
 
Pre-employment barriers vary per individual. Unfortunately, we do not posses the staff or 
expertise to provide adequate support to customers who are struggling with basic need barriers 
such as housing and mental health issues. Rather than tell a customer “Sorry, we can’t address 
your problem — try another department.” We have designed our model to immediately 
connect customers with complex pre-employment needs to service providers in our  
“participating partner” network who are more qualified to meet the needs of these customers. 
Our partnership is designed in such a way that when these customers have many of their pre-
employment barriers mitigated, they can move into participant status seamlessly and begin to 
expend more of their energy towards attaining high-quality employment.  
 
To mitigate some of the above concerns, we have partnered with Cascade Pacific Action Alliance 
and their Community CarePortHUB. The purpose of the Community CarePortHUB is a way we 
are leveraging resources in our community to meet customer needs. The following is a 
description of the Community CarePort and their role in our community: 
 
  Community CarePort (CPAA’s Pathways HUB) provides “Care Traffic Control” to break 
 down silos, coordinate care, and improve health. Our Care Coordinators work 
 individually with clients to identify risk factors from all aspects of a client’s life. The Care 
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 Coordinators help clients access the services they need, including health care, housing 
 services, education, employment, and more. 
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Through this partnership we now have a more efficient and effective way of working with 
customers who are experiencing barriers to re-employment.  In the past, we tried to do most 
barrier removal work alone and did not record many “refer to additional resources” services in 
ETO.  This was partially a consequence of making every customer a participant and feeling solely 
responsible for their outcomes.   
 
By practicing integrated service delivery that leverages community resources, we have 
developed partnerships that ensure all our customers received appropriate services from the 
most appropriate service provider. In an integrated system no customer falls through the cracks 
or receives substandard services. In a seamless system we all practice a no wrong door 
approach, leverage each other’s resources, reduce duplicative services, and each service 
provider improves their primary services because no one agency or organization is expected to 
be all things to all customers. 
 
In addition to leveraging partnerships in Lewis County, we have adopted a safe space 
commitment and continue to encourage our partners to practice equity in hiring practices in an 
effort to diversify our staff. In another example, we have recently partnered with a tribal liaison 
who is co-locating in our center to assist native American customers connect to tribal resources. 
 

D. How are partners engaged to meet the needs of special populations?  
 

Through our integrated case management approach, we are positioned to work more closely 
with partners who serve special populations. In the past we relied on referrals and walk-in 
customers.  In our new model, we are more intentional and strategic by outreaching to partners 
and serving customers where they are most comfortable. This approach expands our  
connections throughout the region to identify and work with job seekers who historically have 
had little to no connection with WorkSource in the past.  
 

E. How does your site use wireless internet and other technologies to facilitate access for 
customers with barriers?  

 
Lack of access to technology is often referred to as a "digital divide" for individuals with barriers. 
Our sites are all wireless internet accessible, and staff are on hand to assist customers who are 
in need of access assistance. For customers who are digitally illiterate, we have resources and 
workshops available to improve their skills and develop the necessary competencies to engage 
with our available technologies.  
 

F. Describe your outreach to populations with barriers to employment in the community, and 
your site’s relationship with partners to effectively serve populations with barriers.   
 
Our integrated service delivery approach is designed to improve outreach to populations with 
barriers to employment. Through co-enrollment into WIOA programs, barriered individuals 
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maintain contact with their primary service provider while gaining access to additional re-
employment resources.  This service delivery model takes our resources to our partners and  
 

Center & Affiliate Application for Certification   
 
their customers rather than relying on referrals. Attempting to navigate the referral process is 
often difficult for populations with barriers and often result in no connection at all. By  
developing integrated partner relationships, customers can be served in a seamless manner by a 
service provider they have a relationship with and trust. 

 
3. Performance and Accountability –  
 
Results and outcomes for the public investment in WorkSource are essential to the WorkSource 
system’s relevance. The effectiveness of WorkSource for employers and job seekers is evident in system 
performance and service delivery decisions are based on data. On an ongoing basis, customer data from 
one-stop partners and regional economic data is collected, analyzed, and shared with all workforce 
system staff and community stakeholders. Plans for improvement, enhancement, or adjustment are 
established and acted upon.   
  
A. Describe how you measure, analyze, review, and improve performance through the use of data and 

information. In your answer, please address each of the following:  
 

• How is data shared with staff and stakeholders?  
 

A system-wide data dashboard has been created to give a high-level overview of our 
performance measures. In addition, each functional team reviews data specific to their services 
to inform practice. 
 
• What methods are in place for staff and stakeholder to provide feedback regarding site 

data?   
 

Our functional teams and operational team meetings allow staff to provide feedback and 
participate in decision making related to site data. In addition, we conduct customer satisfaction 
surveys and periodic staff surveys. 
 
• What metrics are used to show improvement and success?  

 
WIOA Performance Measures 

 Employment (Second Quarter after Exit); 
 Employment (Fourth Quarter after Exit); 
 Median Earnings (Second Quarter after Exit); 
 Credential Attainment Rate; and 
 Measurable Skill Gains 
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Walk-In Customer Tracking Categories 

 
 Resource room computer use 

 
 UI Assistance 

 
 RESEA Contacts 

 
 Referral to Additional Services (CarePort)  

 
 WorksourceWa – account assistance 

 
 Job Search 

 
 WIOA Inquiry – customer initiated 

 
 Resume assistance 

 
 Deskside 

 
 Strategies for Success  – workshop attendance 

 
 Job Hunter Series – workshop attendance 

 
WorkSourceWA – working towards region specific data, currently data is only available on a 

 state-wide basis. 
 

 Business Penetration Rate (how many businesses in the county use WorkSourceWA) 
 Customer Usage (how many new customers register in WorkSourceWA monthly) 
 Job Match (how many job matches occur monthly) 

 
Community Partner Team 

 
Our integrated case management model and One Workforce vision is dependent on 
developing effective partnerships.  Therefore, we need to be tracking our partnerships. 

 
o Community Partnership Rate (# of community partners who have agreed to 

partner agreements) 
o Community Partnership Participant Rate (# of customers who have become 

participants from each community partner) 
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o Retention Community Partnership Rate (# of community partners who continue 
to engage in the system)    
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The three approaches above are designed to gauge our effectiveness serving the needs of our 
partners: 

1. Are we helping our partners meet the employment goals of their 
clients/students? 

2. Are we providing quality engagement and services to our community partners 
and establishing productive relationships with community partners over 
extended periods of time? and 

3. Are we expanding our network of community partners and having a positive 
impact on our region’s talent development pool? 

 
In addition to the above partnership metrics, we track current participant progress: 
 

Customer Partner 
Participant 
is 
Associated 
with 

Receiving 
Career 
Services 

In-Training 
/ 
Education  

Ready to 
be 
Employed 
(fill job 
orders) 

Employed Engaged 
in Follow-
Up 
Services 

Name CCAP      
 

Business Solutions 
 

          Employer Measures:  
o Employer Partnership Rate (number of high road employers who have agreed to 

partner agreements) 

o Repeat Business Customer Rate (number of high road employers who create job 
orders) 

o Job Orders Filled (number of job orders filled each month with WIOA participants) 

 
Other Considerations: 

 
o How many career pathways do we have per industry sector? 

o How many occupations do we have within each sector? 

o How many job orders do we expect for each occupation? 

o How many participants per sector and occupation do we have? 

o How quickly can we fill a job order with a job referral? 
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o How many participants who have exited are in follow-up services? 

 

Center & Affiliate Application for Certification   
 

• How do you incorporate staff feedback to improve performance?   
 

In a functional team model, decisions start from the front-line up to managers. This model 
ensures staff are engaged and expected to identify and solve service level issues that impact 
performance. We recognize and value the expertise of staff and realize that while incorporating  
staff may sometimes take longer before decisions are made, the patience and process are worth 
the investment. 
 
In addition to collecting staff feedback through our functional teams, we hold a bi-weekly all 
staff meeting and collect staff satisfaction survey results quarterly. 
 
• What changes have resulted from your site’s use of data/how has data been used to 

improve services?  
 
Our new service delivery model was informed by concerns related to our region’s performance. 
Our new model is also a reflection of what data we are using to improve services.  For example, 
customer service has always been a primary focus and will continue to be a significant emphasis, 
however, satisfied customers do not always correlate to improved outcomes.   We want to 
begin to look at key performance indicators and data that have a direct relationship to improved 
performance measures.  
 
Another specific example is feedback from staff that illuminated their limitations working with 
heavily barriered job seekers. As a result of this feedback, we improved our process related to 
making referrals to more appropriate service providers.    

 
• How are staff informed that feedback was reviewed and of any action taken a result of 

feedback?   
 
  The integrated functional team model creates an interdependent relationship where staff input 
 is vetted at the front-line level and then discussed by our managerial teams (i.e, PC Team,  
  Operations Team, One-Stop Committee and Board when appropriate). Decisions are 
 communicated through meeting minutes, One Workforce monthly newsletter and by individual 
 supervisors in their assigned functional teams. 
  
4. Customer Satisfaction -  
 
   Performance and value are ultimately judged by customers – businesses and job seekers. 
  Customer-centered design relies upon satisfying customer needs, identifying shortcomings and 
  responding accordingly on a timely and ongoing basis. Tools to obtain feedback are appropriate 
  for each customer’s use take into consideration factors including literacy levels, use of  
  technology, disability, and language.   
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A. Describe how voice of the customer feedback (both job seeker and business) is gathered and 
used for continuous quality improvement at your site?   
 

Center & Affiliate Application for Certification   
 
 
We utilize customer surveys, collect direct feedback, and utilize our client advisory committee. 
 

B. How are the voices of populations with barriers brought to the table when designing services and 
facilities?   

 
  In addition to our customer surveys, we work closely with our participating partners to help us 
 identify customers who are interested in providing feedback regarding our services. This is done 
 both informally and formally using a roundtable approach or as part of our client advisory 
 committee. 
 

C. How do you inform staff and customers of how their feedback was reviewed and any action 
taken as a result of their feedback?   

 
  In addition to our functional team meetings, we discuss results of feedback in our all-staff 
 meetings, newsletter and client advisory committee. 
 

D. What metrics are used to show improvement and success?   
 
  We utilize the same performance metrics discussed in the performance and accountability 
 section of this application. 
 
5. Staff Competence and Staff Training Participation - Professional development is a key feature in 
order to ensure that staff are aware of the implications of recent evidence-based research and can 
implement the latest policies and procedures established at the local, state and federal levels. Also of  
vital importance is the use of labor market information by staff to better inform customers’ career and 
training decision-making. The investment in staff development is substantial, ongoing, and focused on  
cross-training with partner programs, overall skill development, and use of labor market information. 
Every member of the one-stop staff has the ability and authority to meet customer needs, either directly 
or, where appropriate, by helping the customer make the right connections to the expertise he or she 
seeks. Participation in one-stop-sponsored training is required.   
  
A. How are staff and leadership trained and cross-trained on an ongoing basis to stay current on 

programs and services?   
 
Our primary system training tool is our Onboarding for new WorkSource PacMtn staff site 
https://worksourcepacmtn.org/worksource-staff-onboarding/#/ 
 
We also have developed a Professional Development Matrix training plan that racks ongoing 
professional development.  We have recently added another training site: https://wspacmtnu.com/  
This new training site includes videos and quizzes to test comprehension. 
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In addition to the above trainings, each program partner has their own trainings to specifically address 
each staff members understanding of their role and responsibilities. 
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B. How is staff training tracked to ensure all staff participate?   
 
Functional leaders track staff participation and completion of training modules as well as each staff 
member’s assigned supervisor. 
 
C. How do you actively engage staff of all programs – Adult, Dislocated Worker, Youth, Wagner-Peyser, 

TANF, ABE, DVR, Perkins, etc. – in design of services, action planning and analysis of indicators and 
trends?   
 
Each program is represented on our integrated functional teams. These teams provide input into 
program design, analysis of indicators and trends. This integrated approach creates a shared-
decision-making process. Additionally, we are planning an annual community partner summit with 
all our participating partners to ensure every partner is in sync with our region’s plan and fully 
understand their role in helping us achieve our region’s performance measures.  

 
D. How are all staff informed of progress towards site performance and goals?   
 
Site performance goals are communicated through our performance dashboards, discussed during 
functional team meetings, documented in meeting notes, highlighted in our One Workforce monthly 
newsletter, and communicated one-on-one between staff and supervisors. 
 
6. Partnership – The one-stop system is built upon a foundation of partners linked together to deliver a 
comprehensive array of services and reach the shared outcomes of employment, education, skills gains, 
and earnings. All core and required one-stop partners are present at the site and invested in the 
development and implementation of service delivery to connect customers to resources.  
  
A. Describe how the partnerships function at the site and the roles of each core partner from Title I – 

Adult, Dislocated Worker, and Youth, Title II - Adult Basic Education, Title III - Wagner-Peyser, Title IV 
- Vocational Rehab., and TANF.   

 
In our new integrated approach, representatives from each core partner serve on our functional teams 
(customer engagement team, community partner team, business solutions team, and QA team).  
 
Title I partners primarily focus on co-enrolling eligible customers who make a commitment to choosing 
a career pathway and in-demand occupation that leads to self-sufficiency. Customers are identified and 
selected by one-stop system partners who agree to participate in an integrated case management 
approach that leads to positive performance outcomes. 
 
Title II partners participate on our functional teams and assist customers in need of adult basic 
education in enrolling in appropriate programs. 
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Title III partners serve on our functional teams and primarily provide labor exchange basic career 
services and refer to additional partners as appropriate. 
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Title IV - Vocational Rehab., and TANF identify and select customers who would benefit from co-
enrollment into other programs and coordinate case management and access to resources to assist 
their customers in meeting their goals. 
 
B. Describe how the partnerships function at the site with other required partners from postsecondary 

Career and Technical Education (Perkins Act), CSBG, HUD, Job Corps, National Farmworker Jobs 
Program, Re-entry programs, SCSEP, TAA, UI, VETS, and YouthBuild.   

 
Each of these programs function similarly, customers who could benefit from co-enrollment into 
additional programs are identified and selected. After co-enrollment partners work together to help 
customers complete their individual participant plan IPP) which then should result in gaining a job in an 
in-demand career field. IPP’s are comprehensive and may include work experience , training, or other 
tools to assist in fulfilling future job orders. 
 
C. Describe how the site is linked to other partners beyond the site to ensure alignment with community 

and regional strategies. Please give examples of results for customers achieved through these 
partnerships.   

 
Partnerships and formal roles and responsibilities are identified in our system MOU and partner 
agreements. For example, a community college student enrolled in a training program may co-enroll 
into WIOA and receive additional support services, work experience opportunities, connections to local 
employers in their field of study and follow-up services for up to a year after employment. 
 
Customers identified by one of system partners (i.e., CBO’s or other human service providers), select 
eligible customers with the assistance of our system talent recruiters to gain access to one-stop system 
resources that will lead to high quality employment.  
 
D. Describe how the site’s leadership works together to set the vision and goals for the site and 

implement service strategies to achieve shared objectives.   
 
Site leadership works within our integrated, shared decision-making process comprised of the following 
teams and committees: 

 Functional Teams 
 Functional Team Leaders 
 Partner Coordination Team 
 One-Stop Committee 
 Local Workforce Board 

 
Led by the board’s vision and strategy, the aforementioned teams develop policy and standard 
operating procedures as well as work together to collectively implement the vision set forth by our local 
plan.  
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7. Employer Engagement – Business is one of our primary customers and one-stop partners work 
collaboratively to deliver value-added services and eliminate duplication. Business services staff from all 
one-stop partners have a comprehensive understanding of labor market conditions, economic  
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development activities, skill needs of the workforce and are connected to regional and local business 
partnership activities and sector strategies. Employers’ human capital needs are communicated to and 
acted upon by the workforce system. Business services are coordinated to the maximum extent possible 
to limit duplication and streamline the employer experience.   
  
A. Describe how partners work to deliver seamless business services.   

 
1. How do business services staff use and share labor market information?   

 
Utilizing the PacMtn cluster study, labor market analysis information with outlook into 2025-2030 
and 1:1 business customer input, the Business Solutions Team developed the WorkSource-PacMtn 
Region’s Career Pathways Tool and Training Guide. This tool and training guide is not only a deskside 
aid for staff when coaching and navigating job seeker and career builder customers to in-demand 
sectors and occupations, but also a live-link tool that can be utilized in a self-service scenario. The 
tool and training guide have also been incorporated in the process of how we build more and better 
partnerships with community-based organizations and private business.   

 
2. What strategies are used to involve employers in identifying skill gaps and developing 

solutions to meet their workforce needs?   
 
Utilizing the Next Gen Sector Partnership framework, businesses from the same industry convene 
with regional education, workforce, economic development, and community organizations through 
the Business and Sector Engagement Committee to address the workforce and other 
competitiveness needs of the targeted industry. Industry leaders can confirm and adjust labor 
market information as presented so that workforce and economic development practitioners have 
strategic direction that is needed to develop and implement solutions to address the skills gap.  
 
The input provided by industry is also incorporated into the development and revisions of the 
Career Pathways Tool and related Training Guide and provided to education partners to inform the 
development and implementation of regional training programs-including Youth Apprenticeship, 
pre-Apprenticeship, and Registered Apprenticeship. The Business Solutions Team engages with 
business 1:1 to support them in gaining the knowledge and understanding of how the WorkSource 
system of partners brings value to their bottom-line. The team works with businesses to gain trust 
and commitment to creating job orders associated with their demand occupations and related 
directly to the WorkSource talent pool.  
 
The team also provides consultation to businesses on how they might structure work-based learning 
within their business model and how they can leverage high quality job opportunities with value 
added benefits to business such as On-the-Job training reimbursement and incumbent worker funds 
as a retention and follow up strategy for WorkSource participants.  
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B. Describe how regional and local sector strategies are used to target services and resources to 
focus workforce efforts on investments and improve outcomes.   
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1. Describe how career pathways and training modalities such as industry-recognized 

credentials, apprenticeship, on-the-job training, and other work-based learning 
opportunities aligned with employers’ needs and marketed to support talent development?   

 
Utilizing the above-mentioned tools and resources, we market in-demand occupations and career 
pathways to our customers and participating partners. Our recruitment efforts identify individuals 
who are seeking employment in jobs/careers that are in-demand in our region.  Part of every 
customer’s individual participant plan includes how to access and enroll in industry-recognized 
credentials, apprenticeship, on-the-job training, and other work-based learning opportunities 
aligned with employers’ needs in our local area.   

 
  
8. Site-specific Continuous Quality Improvement (CQI) goal - Please identify at least one site CQI goal, 
why it was selected and your site’s plan to attain the goal e.g. decrease wait time.  
 
We have identified two specific goals that are universal amongst all our region’s sites: 
 

 Improve our microsite to make it more user-friendly and more helpful in assisting our virtual job 
seekers and businesses to meet their needs without waiting for staff assistance. 

 Improve our referral network with participating partners to help customers meet their pre-
employment basic needs and barriers.  
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. CHECKLISTS  
System Requirements Checklist: Use the checklist below to indicate your willingness to comply with the 
following system requirements   

X Compliance with WorkSource System Policies   
X WorkSource brand used appropriately   
X Wagner-Peyser is not the only partner on site  
X  WorkSource System integration, which includes participating in quarterly “all-partners” meetings, 

required staff training, ongoing communications as part of a group email, and sharing success stories, 
as well as providing space for workshops (if meeting rooms are available on site) and meetings with 
job seekers. Agreeing to these conditions enables Connection Sites to fully take advantage of the 
breadth and depth of services, expertise, and resources offered at WorkSource Center(s) and  
Affiliates.   

X Referral agreements, providing referrals by direct linkage if there are no staff onsite from other 
programs or cross trained to provide referrals. A “direct linkage” means providing direct connection 
through technology to a comprehensive WorkSource Center, within a reasonable time, by telephone 
or through a real-time web-based communication to a program staff member who can provide 
program information or services to the customer.  A “direct linkage” cannot exclusively be providing a 
phone number or computer website or providing information, pamphlets, or materials.   

X  Memorandum of Understanding (MOU) and Cost Sharing Agreements, which explains the roles and 
responsibilities of WorkSource Sites and partners, and includes a system budget that shows how 
costs will be shared across sites. The current MOU is available at PacMtn’s website.  

X Data sharing and confidentiality agreements, which will allow for the sharing of customer 
information with the WorkSource System and PacMtn in order to support integrated service delivery, 
system planning and federally required accountability.  

  
Site capacity checklist. Please use the table below to indicate your current capacity to comply with 
system expectations for Centers and Affiliate Sites to serve as portal site for electronic access.  Feel free 
to add pages if more space is needed to answer these questions.  
  

How many PCs/laptops/tablets/smart devices dedicated for customers to access on-line 
employment services?  

 Varies per 
sight, 
additional 
laptops and 
Chromebook 
available for 
overflow or 
outreach 

Can these devices be set up to provide quick access to WorkSourceWA.com and other on-
line employment services/resources?  

 Yes 

What are the hours when these devices are available?   Open 
business 
hours 



20  
  

How long can a job seekers use one of these devices?   No time 
limit 

Does the site have the capability for customers/staff to Skype/video conference with 
WorkSource staff?  

 Yes 

Does the site have staff who can help job seekers access on-line resources?   Yes 

Does the site have space where a WorkSource or partner staff could be available to meet 
with job seekers on an itinerant basis?  

 Yes 

Does the site have a meeting room(s) where WorkSource staff could deliver workshops?    Yes 

Does the site have free wifi available for customers?   Yes 
  
Required Program/Partner Checklist  
In the column labelled “On-Site”, indicate programs/partners that are currently located on-site in your 
facility by entering the average number of hours per week they are on-site.  In the column named “Off 
Site Basic Career Services Made Available via Direct Linkage”, make a check mark for the 
programs/partners that are off-site but their basic career services are made available to customers 
through “direct linkage”.  A “direct linkage” means providing direct connection through technology to a 
comprehensive WorkSource Center, within a reasonable time, by telephone or through a real-time 
webbased communication to a program staff member who can provide program information or services 
to the customer.  A “direct linkage” cannot exclusively be providing a phone number or computer 
website or providing information, pamphlets, or materials.  
  
Please note: Affiliates must have at least two of the required partners on-site. Centers must have 
representation from at least the WIOA programs and TANF on-site.  

REQUIRED PROGRAMS   PARTNER PROVIDING 
PROGRAM  

ON-SITE  
(AVERAGE  
HOURS/WEEK)   

OFF-SITE 
(SERVICES MADE 
AVAILABLE via 
DIRECT LINKAGE)  

WIOA Title I Adult    EQUUS  40 hours/week   

WIOA Title I Dislocated Worker    EQUUS  40 hours/week   

WIOA Title I Youth    EQUUS  40 hours/week   

WIOA Title III Wagner-Peyser   Employment Security 
Department  

 40 hours/week   

WIOA Title II Adult Education 
and Family Literacy   

     DL 

WIOA Title IV Rehabilitation Act   Division of Vocational 
Rehabilitation  

 16 hours/week 
(Comprehensive) 

 DL (DL for Affiliate 
sites) 

WIOA Title IV Rehabilitation Act   Department of Services for 
the Blind  

   DL 

TANF - Cash Benefits  Department of Human and  
Social Services   

   DL 

REQUIRED PROGRAMS   PARTNER PROVIDING 
PROGRAM  

ON-SITE  
(AVERAGE  
HOURS/WEEK)   

OFF-SITE 
(SERVICES MADE 
AVAILABLE via 
DIRECT LINKAGE)  
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TANF – WorkFirst  Employment Security 
Department  

 40 hours/week 
(Comprehensive 
and Affiliate) 

  

TANF – Community Jobs  PacMtn     DL – Goodwill 
(C&A) 

Older Americans Act/Senior  
Community Service Employment 
Program (SCSEP)   

     DL (C&A) 

Career and Technical Education 
Programs (postsecondary) Carl 
D. Perkins Act   

     DL (C&A – GHCC 
onsite at Grays 
Harbor?) 

Trade Adjustment Assistance   Employment Security 
Department  

N/A at this time 
– available if 
future petitions 
arise 

  

Veterans Employment Services   Employment Security 
Department  

Priority of 
Service and staff 
@ 40 
hours/week 
(Thurston and 
Grays Harbor) 

 (DL for Mason and 
Lewis) 

Community Services Block Grant       DL 

Housing & Urban Development 
Employment & Training  

     DL 

Unemployment Compensation  Employment Security 
Department  

Average 10 
hours/week with 
UI Ambassadors 
onsite 

 DL 

Department of Justice Second 
Chance Act  

N/A    DL 

  
ADDITIONAL PARTNERS (not mandated)  

ADDITIONAL  
PROGRAMS/PARTNERS   

PARTNER PROVIDING 
PROGRAM  

ON-SITE  
(AVERAGE  
HOURS/WEEK)   

OFF-SITE (SERVICES 
MADE AVAILABLE 
via DIRECT LINKAGE)  

Ticket to Work and Self 
Sufficiency   

 Social Security 
Administration 

    

Small Business Administration   Thurston Economic 
Development Council 

   DL 

SNAP Employment (Basic Food  
Employment and Training (BFET))   

    DL 

Food and Nutrition (7 USC 2015(o)   DSHS    DL 
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Vocational Rehabilitation Pilot 
Projects   

 DVR    DL 

AmeriCorps   Employment Security 
Department & PacMtn 

 40 
hours/week 

  

Public Libraries   Timberland Regional Library    DL 

Associate Development  
Organizations/Economic 
Development   

 Thurston EDC    DL 

Local Government (City/County)       DL 

Washington State Department of 
Labor and Industries   

   40 
hours/week 
(Thurston) 

DL 

Worker Retraining      DL local College 

(please add partners as 
appropriate)   

      

 
Career Services Checklist   
In the column title “Delivery” type “on-site”, for basic, individualized career, and business services that 
are currently available on-site for Workforce customers. Type “DL” for those that are available by Direct  
Linkage.  Leave blank for any services that are not offered on-site or by direct linkage  
 

Basic Career Services  Delivery  
Eligibility determination for adult, dislocated worker, or youth program services, including co-enrolling 
among these programs  

 On-site 

Outreach, intake, and orientation to the information and other services available through the one-stop 
delivery system.  For the TANF program, States must provide individuals with the opportunity to initiate 
an application for TANF assistance and non-assistance benefits and services which could be 
implemented through the provision of paper application forms or links to the application Web site  

 On-site 

Initial assessment of skill levels (including literacy, numeracy, and English language proficiency), 
aptitudes, abilities (including skills gaps), and supportive service needs  

 On-site 

Labor exchange services, including job search and placement assistance, career counseling, 
provision of information on in-demand industry sectors and occupations, provision of information 
on nontraditional employment   

 On-site 

Appropriate recruitment and other business services on behalf of employers, including small 
employers, which may include providing information and referral to specialized business services not 
traditionally offered through the one-stop delivery system   

 On-site 

Referrals to and coordination of activities with other programs and services, including program 
and services inside and outside WorkSource  

 On-site 

Workforce and labor market employment statistics information, including accurate information 
relating to local, regional, national labor market areas, including job vacancy listings in labor 
market areas; information on job skills necessary to obtain the jobs; and information relating to 
local occupations in demand and the earnings, skill requirements, and opportunities for 
advancement for such occupations  

 On-site 
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Performance and program cost information on eligible training providers and eligible providers of 
youth workforce investment activities, providers of adult education, providers of career and 
technical education activities at the postsecondary level, and career and technical education 
activities available to school dropouts, and providers of vocational rehabilitation (NOTE: This 
information will be provided to the site.  The site’s responsibility is to make this information 
available to the public)   

 On-site 

Information in formats that are usable by and understandable to one-stop customers, regarding 
how the local area is performing on the local performance accountability measures and any 
additional performance information with respect to the one-stop delivery system in the local area  
(NOTE: This information will be provided to the site.  The site’s responsibility is to make this 
information available to the public)  

 On-site 

Information in formats that are usable by and understandable to one-stop customers, relating to 
the availability of supportive services or assistance including: child care; child support; medical or 
child health assistance benefits under SNAP; earned income tax credit; TANF; other and supportive 
and transportation services provided through funds made available in the local area (NOTE: This 
information will be provided to the site.  The site’s responsibility is to update this information with 
any site-specific additions, and to make this information available to the public)  

 On-site 

Assistance in establishing eligibility for financial aid assistance for training and education programs not 
provided under WIOA  

 On-site 

Translation services   On-site 

Provision of information and assistance regarding filing claims under UI programs (NOTE: UI information 
may only be provided by appropriate Employment Security Department staff.  The site is responsible for 
knowing how to refer job seekers to the correct source for this information.)  

  On-site 

UI Mod 1: Orientation to WorkSource Services   On-site 
(need to 
implement) 

UI Mod 2: Skills & Abilities Analysis   DL – 
Statewide 
Workshops  

UI Mod 3: Job Search Strategies   DL – 
Statewide 
Workshops 

UI Mod 4: Perfecting Applications   DL – 
Statewide 
Workshops 

UI Mod 5: Effective Resumes & Cover Letters   DL – 
Statewide 
Workshops 

UI Mod 6: Interviewing Techniques   DL – 
Statewide 
Workshops 

(Other Services)    

(Other Services)    

(Other Services)    

Individualized Career Services  Delivery  
Comprehensive and specialized evaluation to identify barriers to employment and employment goals   On-site &  
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DL 

Development of individual employment plan (IEP)  On-site &  
DL 

Group counseling and/or mentoring  On-site &  
DL 

Individual counseling and/or mentoring  On-site &  
DL 

Career/vocational planning  On-site &  
DL 

Short-term pre-employment/pre-vocational services   DL 

Internships/work experiences   DL 

Workforce preparation activities  On-site &  
DL 

Financial literacy services  On-site &  
DL 

Out-of-area job search and relocation assistance  On-site &  
DL 

English language acquisition and integrated education and training programs   DL 

Follow-up services   DL 

(Other Services)    

(Other Services)    

(Other Services)    

Business Services  Delivery  
Establish and develop relationships and networks with large and small employers and their 
intermediaries   

 DL 

Develop, convene, or implement industry or sector partnerships    DL 

Other Business Services (not mandatory)  

Customized screening and referral of qualified participants in training services to employers    DL 

Customized services to employers, employer associations, or other such organizations, on 
employment-related issues   

 DL 

Customized recruitment events and related services for employers including targeted job fairs    DL 

HR consultation services, e.g., writing/reviewing job descriptions and employee handbooks; 
Developing performance evaluation and personnel policies; Creating orientation sessions for 
new workers; Honing job interview techniques for efficiency and compliance; Analyzing 
employee turnover; or Explaining labor laws to help employers comply with wage/hour and 
safety/health regulations  

 DL 

Customized labor market information for specific employers, sectors, industries or clusters    DL 

Customized assistance or referral for assistance in the development of a registered 
apprenticeship program   

 DL 

Listing of Job Orders    DL 
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Applicant Referral   On-site & DL 

Employer Needs Assessment   On-site & DL 

Unemployment Insurance Access   On-site & DL 

Access to Facilities    DL 

Translation Services    DL 

Developing and delivering innovative workforce investment services and strategies for area 
employers, e.g., career pathways, skills upgrading, skill standard development and 
certification for recognized postsecondary credential or other employer use, apprenticeship, 
and other effective initiatives for meeting the workforce investment needs of area employers 
and workers   

 DL 

Assistance in managing reductions in force in coordination with rapid response activities and 
with strategies for the aversion of layoffs, and the delivery of employment and training 
activities to address risk factors   

 DL 

Marketing of business services offered to appropriate area employers, including small and 
mid-sized employers   

 DL 

Assisting employers with accessing local, state, and federal tax credits    DL 

(Other Services)    

(Other Services)    

(Other Services)    
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