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           A Workforce Development Area serving the businesses and jobseekers of Colusa, Glenn, Lake, Sutter and Yuba Counties
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INTRODUCTION

The North Central Counties Consortium Administrative Entity (NCCC AE) and local One Stops understand that in order to generate employment opportunities we must have a stable and prosperous business community.  Business services are interdependent with job seekers’ services; therefore, hold the highest level of priority.  The purpose of this plan is to provide a practical framework for achieving our goal of balanced services to businesses at the One Stop level.
BACKGROUND

During the course of the first few years of WIA implementation, local One Stops have been striving to create and deliver the proper mix of business services.  This has proven to be a challenging task. Determining the needs of the local and regional business community, assessing local systems capacity for fulfilling those needs and developing benchmarks to assess effectiveness takes planning and implementing from all involved. Local Governing Board/Workforce Investment Board (GB/WIB) members, NCCC AE staff, One Stop staff and partners all need to work together to develop and implement the right mix of services to business.

There is a clear shift towards acknowledgement that the business customer is indeed a primary customer of the system. One Stop staff believe that delivering quality services will strengthen the system through increased support and investment from the business community. This increased support can mean increased services, resources, advocacy and leadership. Where there are successful business services, there is a high level of business involvement at the WIB and One Stop level.

Following are some key areas that must be addressed in order for any workforce area and One Stops to deliver effective business services.

Assessment, Planning and Partnerships:  Where local Workforce Investment Boards (WIBs) have developed a vision and plan for what the goals, outcomes, and expectations are for delivering business services in their communities, development of effective business services plan are accelerated.

Some WIBs have developed plans for comprehensive approaches to improving business services. An effective strategy is to analyze what services local One Stops are currently offering businesses, and benchmark services against a needs analysis of the business community. The needs analysis includes what the business expectations and needs are from the workforce development system. This research is the foundation for delivering business services incorporating input from all stakeholders--the business customers, program administrators and service providers. The plan outlines the vision and goals of the system, its target markets, performance benchmarks, marketing schemes, resource and staffing allocations, One Stop roles, responsibilities and standards.

One Stops believe that in order for them to be ultimately successful they must engage the business community at a greater level. Relationships with business intermediaries and organizations that serve business are vital to achieving this service diversification. It takes time, understanding and trust to develop truly integrated services that can be marketed uniformly by all organizations. Where there are successful business services, WIB and One Stop staff meets the staff of the partner organizations personally, analyze what services each organization offers, and strategically plan how to leverage those services to better serve the communities' businesses.

To be truly useful, the plan must be shared with all organizations in the community, including local elected officials, partners, business leaders and all involved with the systems services and goals. Those involved in an organization, from upper management to the frontline, are aligned with the vision and support it. This may take some time and training, but is well worth the effort to have all staff understanding what is expected in working with the business customer and what the goals are. 

Balance:   Current policies and practices of workforce areas may create unintended barriers to meeting the ever changing needs of local economies and businesses.  One Stops need policy and program flexibility that allow resources, including staff, to be redirected, as needed, to effectively address changes in local economies.

Local workforce areas lack staff with skills necessary to service business properly.  Knowledge and training are needed to better equip One Stops in leveraging funding, implementing business services, and gathering and analyzing local economic shifts. 

Access, Marketing and Web Site Development:  One Stops have developed approaches that allow businesses easier access to services. Businesses are able to access all of the partners programs and services through one center, one phone number, or one staff person. This provides the customer with a clear and comprehensive look at what is available, minimizing the confusion that occurs when working with multiple centers, organizations and staff.  

Our workforce system is at a disadvantage when it comes to brand identity. As One Stops were being developed in California, absent any State-sponsored marketing campaign, local One Stops have developed their own brands and name recognition.  Consequently, employers in one community are unaware that their local One Stops are part of a larger system. Another consequence is that marketing in a regional labor market is difficult because the names of One Stop centers vary across workforce investment area jurisdictions.
For local, regional, and worldwide access to information, services, and products, web sites are clearly an excellent customer access tool.  Some One Stop web sites are linked to other relevant web sites and provide information regarding the organization’s services.  Business services are not featured at the sites.

Service:  Those local workforce areas that have realized success with their business communities have a well-defined standard menu of business services offered through the One Stops in addition to various specialized services generated by local business needs and the individual goals and capabilities of the One Stop. Characteristics of these areas include:  

· One Stops that use the same definitions for their business services menu.

· Job titles and job descriptions of One Stop staff contain key uniform elements that define roles and responsibilities.

· Each One Stop offer a standard level of business services, but beyond the standard, each One Stop develops services menus based on local business needs.

Resources:  Due to limited staffing resources, it is common to find One Stop staff wearing multiple hats. In these instances, they will carry a job seeking caseload while striving to serve the business customer. This is usually a frustrating situation for the staff person. If a person is carrying a job seeking caseload they cannot optimally serve business customers. Their priorities are on meeting their job placement outcomes, not on ensuring that the business has had its needs met. This can potentially lead to burnout of staff due to multiple demands and it leaves the business customers feeling as if the workforce system cannot fulfill their needs.

In urban areas, fees for services with larger corporations have had some success.   Fee generation helps with diversification of services and provides resources to expand staff, to provide dollars for specialized training specific to local needs, and to leverage other resources to meet core business services.  

In rural areas, some fee generation is possible, but it is more likely that grant acquisition will be a source of additional staff resources.  Also, there is an immediate opportunity to establish regional standards for costs associated with Housing and Community Development (HCD) CDBG Three Party Employment Agreements.  
Training:  The use of training activities as a business service is increasing. Local One Stops are seeing a high level of interest from business in skills upgrading that helps employers retain their current workforce. Incumbent worker and customized training programs are a solution to assisting businesses.  These services must be available and provided in a flexible manner at the local level.

Retention:  One Stops understand that business retention is often keyed on employee retention and skills upgrade training.  One Stops are concerned that incumbent worker training can only be provided with Governor's 15 percent funds and that this setaside is not available to local Workforce Investment Areas in California. Although this is a valuable business service, One Stops cannot offer this to employers. Further, although California has the Employment Training Panel funding for incumbent worker training, there are many organizations that have not been able to overcome barriers to using this funding, as it is designed for larger business use.  
A challenge in delivering customized and incumbent worker training is the seeming lack of guidance around what is allowable under WIA and how local areas are to be successful in delivering these services. Another area where clarification is needed is what business is responsible for in terms of customized training.  

Employment retention and wage progression outcome measures require that a One Stop track not only how long customers stay on the job, but how they are doing in terms of wage increases. This requires that a program be designed that engages the business at many levels. In some areas, retention services are being designed that go beyond the tracking by phone methods used in the past. Training for business supervisors, support group services, and retention models for small business are starting to be explored in many local workforce areas.

Benchmarks and Outcomes:  Local One Stops are still driven by placements and performance outcomes that have the unintended result of creating competition among partners within the One Stops and between One Stops.  Partners are still unclear as to the benefits of working with one another and may compete to provide similar services to the same businesses. There may not yet be common goals that cross program lines and allow all agencies to "get credit', for their contributions. As a result, in some local areas neither the One Stops nor the partners within the One Stops share resources nor job opportunities as easily or systematically as should be.

WIA performance measures currently measure services related to jobseekers. The only performance measure directly designed to monitor business services is customer satisfaction. This measure tells only a small portion of the work that is being done throughout the workforce development system. Many services are being delivered that are never counted in the production numbers for a local workforce area. Business seminars, facility use, business and human resource information referrals and access to Core A customers are some examples of work that is not commonly tracked, and thus unknown for adjusting to customer needs. It is difficult to focus on services to the business community when organizations are being rewarded only for the placement, wages and retention of people finding jobs.

Workforce development systems need to quantify services to business. Measures are being developed with the assistance of business customers and partners to ensure their relevancy. The list below is examples of business measures that are being used in some areas throughout California provided by CWA:

· Number of businesses in electronic database

· Market penetration of business that are aware of services vs. total businesses in the community

· Number of job openings posted with the One Stop system

· Length of time it takes for job seeker referrals to be made to available openings

· Percentage of referrals to job openings actually hired

· Number and variety of business services offered and used. Multiple services used by one business

· Percentage of other business services used vs. job placement activity

· Repeat business use

Evaluation:  Most monitoring instruments used by local workforce boards only scratch the surface and do not measure the effectiveness of business services.
In some areas, new ways of monitoring effective business services are being developed. Using new tools and approaches can ensure a local board that their One Stop system is delivering quality business services that are meeting the demands of business while at the same time monitoring the level of partner integration that is taking place.
The purpose of this plan is to improve business services through continued and dedicated investment in staff capacity, services, and technology. 
NCCC BUSINESS SERVICES

	VISION

Communities with strong, stable economies providing opportunities for entrepreneurial development that results in fulfilling work, provision of goods and services accessible to all, and supported public infrastructure.

MISSION

To provide our business customers with the highest quality business services and a well-prepared self sufficient workforce.

GOAL 


To increase the focus on business services, while fully integrating them with job development goals.

Key elements for achieving the NCCC Business Services Vision, Mission and Goal:

Leadership

Assessment, Planning and Partnerships

Balance

Access, Marketing and Web Site Development

Service

Resources

Training

Retention

Benchmarks and Outcomes

Evaluation



LEADERSHIP

Leadership is about influence.  This plan is about defining the influence of the NCCC AE in conjunction with One Stops to implement business services.  It is also about defining how the One Stops can influence community growth by implementing proactive business services through the One Stop system.

This is a transition plan, designed to provide guidance for balancing business services with workforce development services.  In order to successfully implement the plan, it requires leadership.  Therefore, the NCCC AE will provide leadership, guidance, technical assistance, and resources to influence One Stop implementation.  Local One Stops will provide and cultivate in-house leadership capacity in order to assist businesses and influence community growth.

Leadership should be proactive, forward-looking and continuous.  This applies to all levels of the political environment in which NCCC AE and the One Stops operate.

	Goal:

Develop and Enhance Leadership Capacity

	Objectives
1. Assess and define NCCC AE needs and existing leadership capacity level on an on-going basis to provide a Vision Assessment to the Workforce Investment Board.

2. Determine appropriate training mechanisms to enhance NCCC AE leadership capacity.

3. Provide NCCC AE leadership as needed on a national, state, regional and local level.

4. Assess and define One Stop leadership needs and existing leadership capacity level.

5. Determine and provide appropriate training mechanisms to enhance One Stop leadership capacity.

6. Pursue local leadership role in business services.

	Performance Measures

	NCCC Administrative Entity
	One Stops

	To be effective in implementing this goal, the NCCC AE will have:

1. Completed an annual, on-going report on the visionary review of the inter-relationships within NCCC.
2. Used such report to provide the NCCC Governing Board/Workforce Investment Board (GB/WIB), staff, and One Stops with an assessment of the environment; a definition of the future; and, direction on how to achieve it.  

3. Considered national, state, regional and local environmental strengths, weaknesses, opportunities and challenges that affect NCCC and its mission.  

4. Opportunities and priorities for resources and should be assessed as to their ability to meet mission and goals of the NCCC as a whole as well as the needs of individual One Stops.

5. Assessed, defined, and provided for in-house leadership skills training.

6. Demonstrated flexible, proactive leadership and influence as needed by the One Stops.
	To be effective in implementing this goal, the One Stops will have:

1. Assessed One Stop leadership activities in local business and leadership areas of consulting, partnership and development of community opportunities. 

2. Utilized the NCCC AE model to support and strengthen regional and local mission.

3. Accessed leadership training for One Stop operators and partners as appropriate to enhance local leadership provided through the NCCC AE.

4. Demonstrated their local leadership role by providing enhanced business services beyond the core level of services to a level acknowledged by the local business and civic leadership, as significant in relation to local economic development efforts.




ASSESSMENT, PLANNING, AND PARTNERSHIPS

The NCCC GB/WIB adopted the NCCC Business Services Foundational Elements and Concepts which delineates the overall roles and responsibilities of the NCCC Administrative Entity and the One Stops, defines the NCCC Business Services level of priority, and establishes a menu of core business services that will be available to all local businesses through the One Stops.  These foundational elements have laid framework for development of the NCCC Business Services Plan.  The Plan provides a comprehensive approach to improving business services throughout NCCC.

To fully implement the NCCC Business Services Plan at the One Stops, local Business Assistance Plans will be developed.  Business advisory groups will help in the development of these plans. In addition, local business needs will be assessed and analyzed to determine the expectations of services from the One Stops.

	Goal:

Develop and implement business assistance plans.

	Objectives

1. Assess and define local business needs.

2. Utilize a local business advisory group to help develop the local Business Assistance Plan to address business needs.

3. Communicate business needs to local stakeholders.

4. Incorporate NCCC Business Services Plan performance measures as appropriate at the One Stops in the Business Assistance Plan.

5. Implement the Business Assistance Plan.

	Performance Measures

	NCCC Administrative Entity
	One Stops

	To be effective in implementing this goal, the NCCC AE will have:

1. Provided technical assistance and guidance to the One Stops regarding appropriate survey tools and methodologies.

2. Pursued and attempted to obtain regional funding resources for the purpose of local business survey and analysis functions.

3. Actively participated in business advisory sessions; reinforced the need for and guided business assistance activities.


	To be effective in implementing this goal, the One Stops will have:


1. Completed a business needs survey which defines business planning, marketing, financing, and human resource needs.

2. Communicated local business needs survey results to local stakeholders and developed a plan to address these needs. 

3. Developed a local Business Assistance Plan with help from the business advisory group.  Arranged for funding resources and provided staff training to empower One Stop implementation of the plan.

4. Implemented the local Business Assistance Plan.


BALANCE

Local economies are dynamic.  They constantly cycle between expanding and contracting at various rates of change.  Historically, the economic growth rate in rural areas has been slow, with emerging pockets of fast growth occurring.  The NCCC AE and its local service providers need to be able to modify their delivery of services to reflect the changing demands of the local economies.  Generally, the demand for business services will be greater during times of economic slow down as entrepreneurs struggle to survive.  During times of growth, the focus shifts to workforce development as the businesses are thriving and need more workers.  As these changes in the local economies occur, the local service providers need to shift resources and services between workforce development and business services.  One Stops need to identify and address the shifting needs of the local economy.

	Goal:
Encourage local service providers to shift resources to address the emerging needs of the local economy.

	Objectives

1. Implement economic indicators tracking and analysis activities.

2. Provide policy and program flexibility to encourage local service providers to shift resources to quickly address changes in local economies.

3. Develop standards of competency for staff and training programs to establish quality control of business services delivery.

4. Cross train in-house business consultants and job developers to allow crossover in delivery of services when needed.


	Performance Measures:

	NCCC Administrative Entity
	One Stops

	To be effective in implementing this goal, the NCCC AE will have:

1. Developed competency standards and training programs for business services that allow for service provider flexibility.

2. Shared costs for consortium-wide staff training.

3. Implemented policies that encourage local flexibility in meeting business and workforce development needs.


	To be effective in implementing this goal, the One Stops will have:

1. Shared cost and leveraged funding for staff training and implementation of business services.  

2. Developed the capacity to gather and analyze local economic shifts by tracking unemployment and employment fluctuations, income and population changes, housing starts, business permitting activities, and other related economic indicators.

3. Participated in business assistance training in the areas of business needs analysis, business planning, marketing, financing, and human resources for the purpose of providing direct services to local businesses.

4. Provided greeters and front line staff with in-depth training addressing business services provided at the One Stops and by collaborating with local service providers.

5. Participated in training development and the development of certification standards provided by the NCCC AE.


ACCESS, MARKETING, AND WEB SITE DEVELOPMENT

The One Stops have developed approaches that allow businesses easier access to services. Businesses are able to access all of the partners programs and services through one center.  This provides the customer with a clear and comprehensive look at what is available, minimizing the confusion that occurs when working with multiple centers and staff.
To further enhance employer access to One Stops’ business services, a regional brand will be developed to unify the One Stops marketing efforts.  This regional approach to marketing services will not interfere with local marketing campaigns.

For local, regional, and worldwide access to information, services, and products, web sites are clearly an excellent customer access tool.  The existing NCCC web site provides information on the organization, meeting schedules, agendas, reports, policies, and a Q & A section targeted to job seekers.  Some local One Stop web sites are linked to other relevant web sites and provide information regarding the organization’s services.  Business services will also be featured at the sites.

	Goal:
Develop marketing techniques which address regional marketing needs, enhances access, and local awareness of One Stop business services.

	Objectives

1. Strengthen the access to business services at the One Stops.

2. Establish common themes, i.e. regional brand, which unify One Stop marketing efforts.

3. Expand business services marketing efforts.

	Performance Measures

	NCCC Administrative Entity
	One Stops

	To be effective in implementing this goal, the NCCC AE will have:

1. Provided technical assistance to One Stops in order to improve access where appropriate.

2. Assessed its marketing tools to determine how to best implement regional marketing to benefit local One Stops.

3. Assisted local marketing campaigns upgrades including assistance with web page development.

4. Redesigned and maintained the NCCC web page to highlight business and other services.

5. Facilitated development of a regional brand.
	To be effective in implementing this goal, the One Stops will have:

1. Reviewed facility access and make improvements if reasonable to increase business customer interaction.

2. Assessed their local marketing tools through comparison with local, regional, and statewide marketing tools.

3. Implemented or upgraded marketing campaigns that target businesses and result in increased services to business.

4. Established and maintained web sites to feature business and other services.
5. Participated in the development of a regional brand.


SERVICE

NCCC AE and the One Stops will establish the menu of core business services offered to the local communities as well as encouraging various specialized services generated by local business needs and the individual goals and capabilities of the One Stop.  To do this we will:

· Use the same definitions for their business services menu.

· Attempt to develop common job titles, job descriptions and duty statements of One Stop staff to provide key uniform elements defining roles and responsibilities.

· Offer the minimum level of business service, but beyond the minimum, each One Stop is encouraged to develop additional services based on local business needs.

The NCCC One Stops have agreed upon the following as a minimum set of core business services:

· All phases of recruitment services from general open postings to referring prescreened candidates.

· Business seminars and classes offered in partnership with Small Business Development Centers, Economic Development Corporations, Chambers of Commerce and other business organizations.

· Interview and meeting facilities

· Rapid Response

· Layoff Aversion

· On-the-Job and Customized Training opportunities

· Job Fairs

· Providing information on Human Resource (HR) issues, labor laws, licensing, permitting and economic development (using information brokers and or trained staff)

· Business to business referrals

· Labor Market Information

· Assessment for job preparedness

· Linkage to business funding

· Local Business Needs Assessment

· WIB OJT and WEX Certificates 

	Goal:

Develop an effective core menu of business services which allows for local flexibility to provide additional services as needed.

	Objectives

1. Establish and use the same definitions for all core business services and provide those services.

2. Develop additional business services based on local business needs.

	Performance Measures

	NCCC Administrative Entity
	One Stops

	To be effective in implementing this goal, the NCCC AE will have:

1. Worked with the One Stops to define core business services.

2. Encouraged One Stops to develop additional business services according to local needs.

3. Regularly featured all business services on the NCCC web site and at GB/WIB meetings.


	To be effective in implementing this goal, the One Stops will have:

1. Worked with the NCCC AE to define core business services.

2. Published and utilized as part of their marketing efforts, these business services.

3. Developed additional business services as needed in response to local economic fluctuations and business needs as established during business survey activities.


RESOURCES

NCCC AE and its One Stop partners face a multitude of constraints on its resources to provide the services needed.  One component is the limitation within the structure of WIA funding to quickly address local needs.  Each partner operates within a local, regional, state and national political environment that affects access to funding.  The core issue is the ability to leverage One Stop resources from non-WIA sources.  NCCC AE should provide an annual assessment of funding opportunities and trends as part of the annual Vision Assessment objective under the Leadership goal.

In urban areas, fees for services with larger corporations have had some success.  The concept of fee for service is based on the idea that some of the special services provided by One Stops could be provided on a fee basis because the services are either unavailable to the business or within the local area. Part of the concept is based on the premise that One Stops could be considered the human resources department for businesses and be offering value-added services that businesses would pay for rather than develop themselves.  Fee generation helps with diversification of services and provides resources to expand staff, to provide dollars for specialized training specific to local needs, and to leverage other resources to meet core business services.  

In rural areas, some fee generation is possible, but it is more likely that grant acquisition will be a source of additional staff resources.  There are several non-WIA resources that should be evaluated for the expanding business services capacity.  These include Community Development Block Grants (CDBG), Community Service Block Grants (CSBG), USDA Rural Development, CalWorks Incentive funds, Small Business Development Centers (SBDC), Economic Development Corporations (EDC) and non-profit foundations.  In some situations, redevelopment funds and general funds may be accessible for the right services that a One Stop can provide to local government.  There also may be an opportunity to partner with faith-based organizations to provide administrative support and record keeping.  

For example, there is an immediate opportunity to establish regional standards for costs associated with Housing and Community Development (HCD) CDBG Three Party Employment Agreements.  These agreements are between a grantee (city or county), a business borrower of CDBG funds, and the WIA organization to provide many of the traditional WIA services as well as provide special income verification required by HCD.

	Goal:

Diversify and increase regional and local funding sources.

	Objectives

1. Obtain non-WIA funds that will provide additional capacity to provide One Stop business services.

2. Establish appropriate agreements with funding entities (i.e. Three Party Employment Agreement fee standards with HCD approval).  

3. Establish which services are candidates for fees and establish uniform 
and flexible fee for services.

4. Obtain non-WIA funds that will provide additional capacity to provide business services.

5. Work with local CDBG grantees or other provider entities to implement Three Party Employment Agreements.

6. Establish fee for services.

	Performance Measures

	NCCC Administrative Entity
	One Stop

	To be effective in implementing this goal, the NCCC AE will have:

1. Provided research information regarding funding sources to One Stops and pursued regional grants for local utilization.

2. Established standardized Three Party Employment Agreement fee structure and received HCD approval of fee structure.

3. Identified which services One Stops should consider using the “fee for service” approach and determined reasonable fees for services for a standard that the One Stops can use for reference purposes.


	To be effective in implementing this goal, the One Stops will have:

1. Developed access to non-WIA funded resources targeted to business services through either direct funding or partnership agreements.

2. Supported and responded to NCCC AE recommendations for regional and local funding opportunities.

3. Created local measures of outcomes to support regional and local funding requirements.

4. Developed independent external funding opportunities to support mission.

5. Used, when appropriate, Three Party Employment Agreements and 
the standard fee structure.

6. Implemented the standard fee for service schedule within the operations. 


TRAINING

The use of training programs as a business service is increasing.  WIA funded training programs include On-the-Job Training, classroom training/workshops, and customized training. These training programs assist employers with the cost of training a new employee or with the skill upgrade of an existing employee (who, for WIA purposes, is referred to as an employed worker).  Additionally, On-the-Job training is a highly effective tool used by the economic development community in business attraction activities.  These services must be available and provided in a flexible manner at the One Stops.

	Goal:

Provide training program activities as a business service to help employers obtain, retain and expand current workforce and meet changing market demands

	Objectives

1. Establish a menu of training program activities responsive to local business needs.

2. Develop flexible training service policies based on local business needs.

	Performance Measures

	NCCC Administrative Entity
	One Stops

	To be effective in implementing this goal, the NCCC AE will have:

1. Helped identify local training needs by providing onsite technical assistance to One Stop staff.

2. Provided flexible training policies based on the needs of businesses.

	To be effective in implementing this goal, the One Stops will have:

1. Identified employer training needs from the business survey activity and input from the economic development community, SBDC, CalWorks, and other appropriate agencies.
2. Made available training program activities used by local businesses.


RETENTION
NCCC AE and the One Stops understand that business retention is often keyed on employee retention and employee skills upgrade training.  Local One Stops are seeing a high level of interest from business in employee skill upgrade training that helps employers retain their current workforce.  WIA-funded training programs can assist in helping businesses retain employees through skill upgrade training, retention workshops, and other retention services. 

In order to simplify the challenges in delivering customized and employed worker training inherent in the Act, NCCC AE will provide guidance to the One Stops.  This guidance will also define what the One Stops business partners’ roles and responsibilities are in terms of customized training.

Employment retention and wage progression outcome measures require that a One Stop track not only how long customers stay on the job, but how they are doing in terms of wage increases. This requires that a program be designed that engages the business at many levels. For example, retention services that go beyond the tracking by phone methods used in the past to include such services as training for business supervisors, support group services, and retention models for small business can be built upon this tracking.

	Goal:

Establish flexible, clear guidelines for customized and employed worker training and retention services.

	Objectives

1. Continue to refine existing program guidelines and policies based on local business community input.

2. Deliver training to clarify customized and employed worker training requirements including the role of the business partner in these training programs. 

	Performance Measures

	NCCC Administrative Entity
	One Stops

	To be effective in implementing this goal, the NCCC AE will have:

1. Generated flexible program policies that encourage the use of employee retention programs at the One Stops.

2. Enhanced use of employee skill upgrade training programs.
	To be effective in implementing this goal, the One Stops will have:

1. Demonstrated willingness to market and utilize customized and 
employed worker training as appropriate according to local business 
needs.

2. Participated in the development of flexible program policies.


BENCHMARKS AND OUTCOMES
WIA performance measures currently measure services related to jobseekers. The only performance measure directly designed to monitor business services is customer satisfaction. This measure tells only a small portion of the work that is being done throughout NCCC's system. Many services are being delivered that are never counted in the production numbers for a local workforce area. Business seminars, facility use, business and human resource information referrals and access to universal services are some examples of work that is not commonly tracked, and thus unknown for adjusting to customer needs. It is difficult to focus on services to the business community when organizations are being rewarded only for the placement, wages and retention of job seekers.

We believe there is a need to quantify services to business. Measures are being developed with the assistance of business customers and partners to ensure their relevancy. The list below is examples of business measures that are being used in some areas throughout California:

· Number of businesses in electronic database

· Market penetration of business that are aware of services vs. total businesses in the community

· Number of job openings posted with the One Stop system

· Length of time it takes for job seeker referrals to be made to available openings

· Percentage of referrals to job openings actually hired

· Number and variety of business services offered and used. Multiple services used by one business

· Percentage of other business services used vs. job placement activity

· Repeat business use

	Goal:

Establish an easy-to-use business services quantification system for NCCC One Stops

	Objectives

1. Research business tracking systems, such as the STAR system.

2. Generate an easy-to-use system for One Stops.

3. Implement the system.

	Performance Measures

	NCCC Administrative Entity
	One Stops

	To be effective in implementing this goal, the NCCC AE will have:

1. Developed an easy-to-use tracking system for business services.

2. Implemented the system and provided technical assistance to One Stops using the system.
	To be effective in implementing this goal, the One Stops will have:

1. Participated in the development of an easy-to-use tracking system.

2. Used the system.




EVALUATION
The value and effectiveness of business services can be determined by the number of businesses that benefit from the service. Therefore, a key measurement of effective business services is the number and type of businesses that receive the service.  Effective business services can also be measured by the impact on the business, i.e. expansion of services, increased production and workforce, enhanced recruitment, layoff aversion, and employee retention. 
In some areas, new ways of monitoring effective business services are being developed. Using new tools and approaches can ensure a local board that their One Stop system is delivering valued business services. 
	Goal:

Develop monitoring instruments that assess the value of core business   services.

	Objectives

1. Develop value quality standards for service delivery that measures focuses on the number of businesses receiving services and the outcomes of these services. 

2. Generate streamlined monitoring and quality control systems.  Provide 
a system wherein the results of the measurement are provided to the Governing Board/Workforce Investment Board.

	Performance Measures

	NCCC Administrative Entity
	One Stops

	To be effective in implementing this goal, the NCCC AE will have:

1. Defined core business services and clarified quality business services for One Stops operators.

2. Provided a useful model to measure the value and outcome of business services and monitor business services.


	To be effective in implementing this goal, the One Stops will have:

1. Established monitoring systems identifying how effective business services are to businesses.  Used the value standards to measure the number of businesses served and the impact on the business as measured by the expansion of service, enhanced recruitment, layoff aversion, employee retention, increased production and employment.

2. Used the system to report to the local Board of Supervisors and Governing Board/Workforce Investment Board and interested parties.


Glossary of Terms
Business Advisory Group

At a minimum, be comprised of representatives from the following agencies/businesses (provided such agencies have a presence in the county): public and private sector employers and businesses; economic development; Small Business Development Centers (SBDC); CDBG; CSBG; One Stop staff including partners; and other members as deemed appropriate and necessary at the local level.

In counties where the One Stop staff has a current membership with an active Employer Advisory Council (EAC) or Labor Management Committee, such membership shall satisfy the need for a local Business Advisory Group.

Business Assistance Plan

The One Stops’ plans for implementing the NCCC Business Services Plan at the local level.  The plan should follow the same format as the NCCC Plan and describe local level implementation strategies for meeting all One Stop Performance Measures contained in the NCCC Plan.  Existing plans and formats may be grandfathered in, provided all performance measures are addressed or the plan is revised to incorporate them.
Core A Services
Refers to the One Stop self-service informational services, available to the public, for which WIA registration is not required.  Also called “universal access services.”

Core Business Services

The minimum set of core business services adopted by the GB/WIB and NCCC.  See Attachment B for a list of the core business services and a description of the minimum level of service.

Customized Training 

Training that is: designed to meet the special requirements of an employer (including) a group of employers); conducted with a commitment by the employer to employ an individual on successful completion of the training; and for which the employer contributes not less than 50% of the cost of the training.

Employed Worker

For WIA purposes, a currently employed individual in need of skill upgrade training.

Employee Skill Upgrade Training Programs

See “Training Programs.”
Incumbent Worker Training

Training for incumbent workers is specifically authorized only as a Statewide Workforce Investment Activity under WIA 134(a)(3)(A)(iv)(I) and WIA Final Rule Section 665.210(d):

Generally, incumbent worker training is developed with an employer or employer association to upgrade skills training of a particular workforce.  It usually takes place in the workplace or after work hours for employees of a specific employer or employer association.

There is no requirement that all incumbent workers to be trained must be determined to be in need of training services to obtain or retain employment that allows for self-sufficiency.

One Stop
Refers to the collective group of partners present at the One Stop Centers.
Training Programs
Training programs available through the One Stop partnership which may include on-the-job training (OJT), classroom training, customized training, and other available training programs.

Self-Sufficiency
For an employed worker is defined by NCCC as: either receiving wages that equals $15.00 per hour or a family income that is above 250% of the federal poverty guidelines.  In order for the employed worker to be considered in need 
of intensive and or training services his/her hourly wage or family income must not meet the definition of self-sufficiency. 

Acronyms
CCOIS

California Cooperative Occupational Information System 
CDBG

Community Development Block Grant

CDBG RLF

Revolving Loan Fund

CED 


Center for Economic Development
CSBG


Community Services Block Grant

CWA 


California Workforce Association

GB/WIB

NCCC Governing Board and Workforce Investment Board

HCD 


Housing and Community Development
EDC


Economic Development Corporation

NCCC
North Central Counties Consortium (includes the Administrative Entity and the One Stop operators in Colusa, Glenn, Lake, Sutter and Yuba counties)

NCCC AE

North Central Counties Consortium Administrative Entity
SBDC


Small Business Development Center
USDA


United States Department of Agriculture

USDA RBEG
Rural Business Enterprise Grants

	A.  Contact Information

	Name
	Company

	Street Address
	Mailing Address

	Phone
	Fax
	City
	Zip

	Email
	Website


	B.  Business and Customer Information

	1.     What is the nature of your business?

	· Bank/Finance Institution
	· General Retail
	· Grocery/Convenience
	· Recreational

	· Professional Services
	· Specialty Retail
	· Restaurant
	· Other _______________

	· Personal Services
	· Government
	· Nonprofit
	· Other _______________

	2.    What is your primary product or service?

	· Product: 

	· Service: 


	3.    Who are the majority of your customers? (Check all that apply)

	· Regular customers/clients
	· Internet
	· Local residents
	· Other _______________

	4.    How long has this business been operating in the county?

	· Less than 1 Year
	· 1-4 Years
	· 5-9 Years
	· 10 Years or more

	5.    Do you own or lease your space?
	· Own
	· Lease

	6.    How many people do you employ?
	Full-time 
 
	Part-time: 


	7.    How satisfied are you with your current location?

	· Very satisfied
	· Moderately satisfied
	· Not satisfied

	Please Explain: 
	
	
	

	
	
	
	

	8.   What, if any, building or merchandising improvements do you plan to make or would you like to make?

	· Exterior/Interior painting
	· Store front restoration
	· Window/Door replacement or modification

	· Signs 
	· Expanded merchandise
	· Other (list) _______________________________

	· Lighting
	· Display fixtures
	· Other (list) _______________________________

	Please Explain: 
	

	
	

	9.    Would you require financing for these improvements?
	· Yes
	· No

	10.  Would you be interested in participating in a co-operative advertising promotion?
	· Yes
	· No

	11.  What are the most critical factors for the success of your business? (check all that apply)

	· Qualified workers
	· Inventory level
	· Freeway access
	· Signage

	· Strong economy
	· Pedestrian traffic
	· Access to financing 
	· Other ______________

	· Tourist trade
	· Up-to-date equipment
	· Public parking 
	· Other ______________

	12.  Are you currently having any problems that are affecting your business? (Check all that apply)

	· Financing / Cash flow
	· Government regs
	· Quality of workers
	· Other ______________

	· Economic conditions
	· Parking
	· Public safety/crime
	· Other ______________

	· Operating costs
	· Competition
	· Inadequate space
	· Other ______________

	· Outdated equip/inventory
	· Customer traffic
	· Availability of workers
	

	13.  Are there any areas of your business for which you are interested in receiving assistance? (Check all that apply)

	· Financing 
	· Customer service
	· Computer usage
	· Government regs

	· Business planning
	· Marketing, promotion
	· Grants (Federal & State)
	

	· Accounting
	· Merchandising
	·  Human Resource Services

	· Property improvements
	· Small Business Services
	· Other: 


	14.   How are most of your supplies delivered? (Mark just one)

	· U.P.S
	· Mail
	· Air
	· Rail

	· Trucking
	· Other _________________________________________________________________

	15.  How is your product shipped? (Mark all that apply)

	· U.P.S
	· Mail
	· Air
	· Rail

	· Trucking
	· Other _________________________________________________________________

	16.  What are the three most important materials, supplies, or services that your business uses?

	

	

	17.  Where does your business sell most of its products or services?

	In the County                                  _______ percent
	In the rest of the United States           _______ percent

	In the rest of California                  _______ percent
	In the rest of the World                      _______ percent

	18.   Considering technology changes and competitive pressures in your industry, what are some of the new types of job openings you may be looking to hire?

	
	

	
	

	19.  How would you describe your current business’ activity level (i.e. last 12 months of operation)?  Mark one

	· Declining business activity (less clients/income, fewer sales)
	· Business is moderately growing, increasing

	· Holding your own (same level of business, fairly steady)
	· Business is GREATLY expanding…major growth

	20.  Which of the following best describes your business’ plans within the next 3 years? (Mark one)

	· Staying at the same site, no plans to increase or decrease
	· Moving to another location in County

	· Staying at the same site, plan to decrease size
	· Moving outside of the County area

	· Staying at the same site, plan to increase size
	· Going out of business

	· Establishing an additional location
	

	If establishing an additional location or planning to move to another location:

Where do you plan to establish your additional location or where do you plan to move? (City, State)___________
When?______________________Reason for Move_________________________________________________

	Would you like a visit from the One Stop staff? 
	· Yes
	· No


Thank you! Your participation is appreciated.
Please return completed survey to:

	Minimum Level of Core Business Services

	1.
All phases of recruitment services, from general open postings to referring prescreened candidates

Market available recruitment services to local employers; respond to employer inquiries within the same business day whenever possible, and no later than the end of the next business day.  Services include helping employer to define the job descriptions; listing, collecting and prescreening job applications, cover letters and or resumes; assist with scheduling interviews and or sitting on interview panel. Coordinate with partner agencies, where appropriate, to expand applicant pool and access to electronic posting.

	2.
Business seminars and classes offered in partnership with Small Business Development Centers, Economic Development Organizations, Chambers of Commerce and other Business organizations

Based on the Business Needs Survey results, employer requests and staff input, provide on-going classes, workshops, training geared to each county’s identified needs, e.g. HR Workshops, entrepreneurial training, marketing, business plan development, computer training (i.e. Excel, internet, etc.).

	3.
Interview and Meeting Facilities

Make facilities available during regular business hours.  Other times such as evenings and weekends may be upon request.  Provide supplies and equipment, as appropriate, i.e. phone, fax, copier, will be made available.

	4.
Rapid Response Assistance

Respond within 5 days of becoming aware of permanent closures, mass layoffs, natural disasters or other disasters that result in mass job dislocations. Partner with EDD to provide on-site orientations, one-on-one and group contact with employers and employees; distribute dislocated worker information packets and access to services; and assistance with TAA funds, if appropriate.

	5.
Layoff Aversion
Work with employers to avert or minimize layoff by assisting them in accessing funding, services and other appropriate resources through public agencies which affect business operations, such as SBDC, EDC and other partnering agency services like the EDD Work Sharing Unemployment Insurance program.

	6.
OJT and Customized Training

Proactively seek to satisfy employer recruitment needs with OJTs; based on response from employer surveys, employer requests and staff input, determine areas where customized training may be needed; and provide services, i.e. in conjunction with Junior Colleges, SBDC, hiring consultants, etc.

	7.
Job Fairs

Sponsor, facilitate, and or participate, in at least one job fair annually

	8.
Providing information on HR issues, labor laws, licensing, permitting and economic development (using information brokers and or trained staff)

The One Stop center is a conduit for employer information via on-site trained staff, resource materials housed within the One Stop, access to Internet, on-going HR seminars and workshops, and appropriate referrals to knowledgeable professionals.  The referral process should include subsequent follow up and additional services, if needed.

	9.
Business to business referrals

Maintain active participation in local employer groups, e.g. Employer Advisory Council, Chamber of Commerce, etc.  Create an employer data base using the Business Needs Survey.

	10.
Labor Market Information

Ensure trained staff is available to assist employers in accessing relevant and current  labor market information, e.g. CCOIS, CEDS, EDD, etc.

	11.
Assessment for Job Preparedness

One Stops shall utilize a variety of assessment tools to ensure that job seekers are properly prescreened and that only the candidates meeting the employers specifications will be referred.

	12.
Linkage to business funding

One Stops shall actively coordinate with community funding agencies, i.e. EDC, SBDC, CSBG, local lending institutions, etc, to assist employers in securing needed funding.

	13.
Local Business Needs Assessment

Complete the Business Needs Survey and compile the results into a data base by the end of PY 2003/04.   Disseminate survey results to the local business community and NCCC AE.  Subsequent surveys, including industry specific surveys, may be conducted as determined locally.

	14.
WIB OJT and WEX Certificates

Issue WIB OJT and WEX certificates, as appropriate, upon successful completion of the OJT and WEX activities.
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