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Letter to the Governor

STATE OF TENNESSEE
DEPARTMENT OF LABOR AND WORKFORCE DEVELOPMENT
220 French Landing Drive
Nashville, TN 37243
BILL LEE (615) 741-6642 JEFF MCCORD
GOVERNOR COMMISSIONER

November 8, 2019

The Honorable Bill Lee
State Capitol, First Floor
Nashville, TN 37243

Dear Governor Lee:

The Tennessee State Workforce Development Board is pleased to provide you with our Annual
Report for program year 2018. Under the leadership of Commissioner Jeff McCord and Board Chair
Tim Berry, Dollywood, we are proud to share with you many activities and accomplishments that
highlight another successful year of connecting people with job opportunities and hiring employers.
As our economy in Tennessee continues to thrive, the most recent realignment efforts will continue
to drive efficiency in both service strategy and service delivery. The work of the State Workforce
Development Board serves as a major catalyst to align and advocate for policies and new
approaches towards addressing worker shortages and creating an effective pipeline to skilled
workers in Tennessee.

Through a federal allocation that funds the public workforce system in Tennessee, we operate an
effective collaborative and network of American Job Centers and Jobs4TN employment portal that
serves to help Tennessee citizens' identity jobs and training opportunities that lead to employment.

The Board would like to recognize the efforts of our public and private sector partners and express
our gratitude for their continued cooperation and collaboration from all levels of business,
government and education, as well as the citizens of Tennessee. We appreciate and look forward to
continuing to serve our communities and State citizens as we work to maximize innovation and
efficiency within the Workforce Innovation and Opportunity Act.

Since%

Jeff'McCord Tim Berr}
Commissioner, TDL&WD State Workforce Board Chair




Executive Summary

The priority is for Tennessee to have the nation’s premier workforce system. Our Workforce
Innovation and Opportunity Act (WIOA) plan embodies the essence of the state’s vision. By
leveraging our existing assets in each local workforce development area, we have been able to
attract new businesses while helping our existing businesses expand and remain competitive.
Equally as important, the services we provide across the state have allowed Tennesseans to
successfully enter the workforce, despite numerous barriers to employment. By providing
services to employers and citizens, we are paving the way for a brighter future for all Tennes-
seans.

The WIOA plan focuses on four key elements:

e Improving skills and credential attainment by expanding vocational
education and workforce development programs;

e Support regional and rural economic development strategies;
e Enhance services and opportunities for justice-involved citizens; and

e Streamline the delivery of support services in workforce development by
collaborating with key agencies and organizations

As a result of the realignment of the Local Workforce Development Areas (LWDA), our local
leaders and partners are able to work together in the areas of workforce, education, and eco-
nomic development. The effort has allowed communities to increase access to higher educa-
tion and training opportunities. The realignment has also enabled Tennessee’s state agencies
to deliver services and manage public resources in a sound, fiscally conservative manner. As
we move into the future, Tennessee recognizes a rapidly changing world in technology, work-
force, and business. The state also acknowledges emerging challenges faced by citizens to par-
ticipate in the workforce, due to changing employer demands for specific skills. These princi-
ples will guide Tennessee’s long-term success.

The development of this year’s WIOA plan serves as the necessary opportunity to evaluate all
aspects of our workforce system to chart a promising path toward our goal. Through a focus
on intentional collaboration with essential partners, we strive to

carry forward our work in a more intentional and meaningful

manner, for the benefit of the state and the citizens we serve.



State Workforce Development Board

The Tennessee State Workforce Development Board (SWDB) provides leadership and guidance to Tennes-
see’s Workforce System along with oversight of the Local Workforce Development Boards (LWDBs). The
Board assures coordination of collaborative activities and monitors continuous performance improvement
within the state’s workforce system.

The SWDB consists of 24 members representing businesses, state agencies, and local and city government.
The Governor is a board member along with four members of his cabinet. Through leadership from the
Board, Tennessee has created a seamless system for service delivery to participants seeking employment,
unemployment benefits, or training to attain skill upgrades through Tennessee’s American Job Centers.
Services are also developed to address the needs of local employers.

The three working committees of the SWDB include the Oversight Committee, Operations Committee and
Innovation Committee. These committees provide the essential guidance needed to carry-out the gover-
nor’s vision for the workforce system.

Oversight Committee

Advises the governor on program and policy changes under WIOA

Leads the development, maintenance and modification of state, regional and
local plans

Serves as an advisor to review statewide program alignment

Reviews and makes recommendations on program funding allocations

Leads review of statewide Workforce System

Operations Committee

Oversees the continuous improvement of WIOA programs and activities

Oversees all special projects and initiatives specifically related to Youth and Adults
Monitors State performance/accountability

Coordinates policies and provision of WIOA services

Reviews and makes recommendations for performance reporting, including Labor Mar-
ket Information

Innovation Committee

Identifies and shares Workforce System best practices
Develops strategies for technology alignment and integration
Reviews service-model strategies in WIOA programs

The Board will continue to evaluate:
e Enhancements of mobile and virtual service delivery
e Increased performance of local workforce boards
e Specific implementation of successful workforce modeling for priority
populations
e Furtherintegration and alignment of workforce partnership through
greater community engagement

American Job Centers Tennessee

The American Job Centers (AJCs) of Tennessee combine local, state, and federal workforce development
services through a customer-centered approach. Businesses can readily find the workers they need and
jobseekers have the opportunity to receive training assistance and the latest career information. Each AJC
offers: phone and internet access, job application workspace, automated Labor Market information, tech-
nical assistance in navigating Jobs4tn.gov (Tennessee’s public jobs database), meaningful Unemployment
Insurance assistance, workshops, job placement, recruitment and training referral services.



The re-designed welcome function allows an opportunity for staff to connect sooner with jobseekers during
visits. Once registered in Jobs#4tn.gov, staff determines an individual’s needs to be addressed and begins docu-
mentation of any barriers to employment. Those that can be remedied in a short time are handled on the
spot. Otherwise, a “warm handoff” is completed to another staff person to provide more one-on-one assis-
tance. The days of long lines and wait times are over, many services are delivered with no wait time at all.

Business services teams (BST) work across programs and schedule employers to recruit on-site. Based on the
onboarding needs of the employer, jobseekers with the desired qualifications are invited to the American Job
Center. As a result, the employers get to meet with individuals that are determined to be the best candidates.
The BST reviews job vacancy reports in Jobs4tn.gov to determine those positions that are unfilled after 30
days. This information is vital in determining which companies and or sectors require the services of the
team. Using this model, Tennessee produce greater outcomes.

Comprehensive Access Points

23

Virtual American Job Center

The Virtual American Job Center (V-AJC) is a proactive outreach program with the goal of putting job
seekers in touch with Career Specialists in their area to make them WIOA program participants. The V-AJC lever-
ages existing resources to create and open an additional line of communication between individuals with barriers
to employment and resources within the workforce system. By using a workflow concept similar to a brick and
mortar American Job Center, the V-AJC allows WIOA programs and services to be more accessible to all individu-
als. V-AJC staff can reach every user who lands on a trigger page within www.Jobs4TN.gov.

The V-AJC Program will expand to provide virtual services across the state within all core programs of
WIOA. As the Virtual program continues expansion, it will support all partner programs incorporating them over
time. The goal is to provide many Title I, ILIIT and IV services virtually. Eventually, the V-AJC will allow clients to
receive services, to include developing IEPs, conduct training and attend workshops all in a virtual space.

The vision of the Virtual American Job Center is to develop a dynamic and adaptable system designed to foster
cooperation between internal and external partner programs. In so doing, it will live up to the expectations of
our clients by providing consistently high quality services. Overall, rendering a measurable positive impact on the
state as a whole, especially in distressed and rural communities, and to individuals who lack physical access to an
American Job Center.



Virtual American Job Center Pilot Program
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Program Definitions

Rate of No Response

The number of visitors who did not respond divided by the total
number of visitors contacted. (No Response/Total Number of
Visitors Contacted)

Days worked on V-
AJC

Number of actual days that work has been done in the Virtual AJC

Rate of Response

The number of responses divided by the total number of visitors
contacted. (Responses/Total Visitors Contacted)

Contact Referral
Rate

Referrals Divided by Total Visitors Contacted. Ratio of the total number
of contacted individuals to those who are referred to the V-AJC ex-
pressed as a percentage.

Participants divided by total visitors contacted. The ratio of participants

Number of Contacted Visitors who respond to V-AJC proactive Contact/Participant
Responses P Icp / 1 created by the V-AJC to the number of contacted visitors expressed as a
chat Conversion Rate .. ..
percentage. (Participants/Total Visitors Contacted)
. Average number of . )
Number of visitors who responded and were referred to V-AJC Total number of users contacted divided by the number of days it took to
Referrals users contacted per

Career Specialists.

day

contact all of them.

Response Referral
Rate

Referrals divided by responses. The ratio of visitors who are
referred to the V-AJC Career Specialist to those who respond to V
-AJC Proactive chat expressed as a percentage. (Referrals/
Responses)

Projected number of
Participants created
in a calendar year by
V-AJC

Projected number of users contacted this year times the contact /
participant conversion rate.

Referral to
Participant rate

Participants divided by referrals. Ratio of referrals that become
participants expressed as a percentage. (Participants/Referrals)

Response to
Participant Rate

Ratio of Participants created by V-AJC to Number of responses from
visitors. (Participants/Responses)

Participants

Referrals who enter participation as a result of the V-AJC




Mobile American Job Centers

The Mobile American Job Centers offer services similar to those found in an American Job Center (AJC). These Mo-
bile AJCs provide internet, a computer lab, and an adaptable venue for workshops, resume assistance and interview-
ing skills. Our Mobile AJCs can also serve as recruiting centers for new and expanding businesses. They are also cer-
tified mobile High School Equivalency Test (HISET) testing sites along with their staff certified as examiners and
proctors. During PY 2018, the Mobile AJCs administered 159 tests to 44 students in areas that lacked a testing site.

In PY 2018, the six (6) Mobile AJCs served 7,456 participants at mobile events across the state. The Mobile American
Job Centers conducted 779 events, and visited 81 counties across the state. Many of those counties were rural and
below the poverty level. The Mobile AJCs serve as a support system for numerous job fairs, HiSet testing and other
events across the state.

The units also serve as rapid response centers for dislocated workers and employers during mass lay-offs and natu-
ral disasters. In September of 2018, two of the Mobile American Job Centers were dispatched to South Carolina to
assist with Hurricane Florence recovery efforts. Four TDLWD staff spent 21 days with South Carolina Department of
Employment and Workforce Development staff assisting the people of South Carolina with services such as filing
unemployment claims and seeking employment.



Realignment of Local Workforce Development Areas

Tennessee conducted a comprehensive review of its workforce development system in order to best match
resources workforce trends, career pathways, and the needs of WIOA customers. Through this extensive anal-
ysis—including input from locally-elected officials, local workforce development board chairs, and community
leaders across the state, the SWDB adopted the nine Economic and Community Development Base Camps as
the ideal model for realignment.

This year’s transition has been difficult, and in some instances realignment is ongoing, but realizing the gover-
nor’s vision of streamlining and aligning regional service delivery is well worth it. By distributing funds where
they are needed most, we are already beginning to see more funds go directly to participants.

Realigned Workforce System to ECD Base Camps
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Achieving Tennessee’s State Strategic Vision and Goals

In addition to providing employment and training services, adult education, and programs to assist individ-
uals with disabilities (direct impact), WIOA expenditures flow through the local and state economy spurring
the production of goods and services, supporting employee income (indirect impact), and helping generate
local, state, and federal tax revenue (induced impact). Total Impact is the sum of the direct, indirect, and in-
duced effects. Below is a list of the initiatives that the Tennessee Workforce System has engaged to accom-
plish these collaborative efforts.



Strategic Vision and Goals

Fast Track initiatives - a governor’s initiative to support Tennessee’s recruitment
and retention efforts in order to assist with new expansions, locations or re-
locations.

Incumbent Worker Training grants - a targeted lay-off aversion strategy to Tennes-
see businesses to address the dynamic workplace with emphasis on skill up-
grades and credentials.

Registered Apprenticeship Assistance grants - a targeted opportunity to increase
registered apprentices in Tennessee.

Tennessee Pathways - Tennessee Pathways is the K-12 initiative under Tennessee’s
Drive to 55. The Drive to 55 was created to ensure at least 55 percent of Tennesse-
ans have a college degree or certificate by 2025 and can access more career op-
portunities in their communities across the state. Tennessee Pathways supports
alignment among K-12, postsecondary, and industry to provide students with
relevant education and training to jumpstart their postsecondary degrees and
credentials. Students, with their certificate, degree or credential, can transition
seamlessly into the workforce and contribute to the success of our economy."

Governor’s Children Sub-cabinet - to have a multi-partner approach to assist par-
ents in achieving self-sufficiency and create a better quality of life for them-
selves and their families.

Governor’s Workforce Sub-Cabinet - a collaborative team dedicated to develop and
oversee implementation of a three year strategic plan that aligns state resources
to attain the Drive to 55 goals.

P-20- a collaboration with several agencies around longitudinal data collection sys-
tems.

Governor’s Rural Task Force - to bring resources together from a wide range of or-
ganizations to advance rural communities and economic development through-
out Tennessee.

Realignment of Local Workforce Development Boards - the (13) LWDBs have rea-
ligned with the nine Economic and Community Development Base Camps sup-
porting the governor’s vision of streamlining and aligning regional service deliv-
ery.

Employment First Task Force - the task force is comprised of people with disabili-
ties, their families, state agencies who provide supports for people with disabili-
ties, advocacy groups and other stakeholders who have a common mission of im-
proving employment outcomes for people with intellectual and developmental
disabilities, physical disabilities, behavioral health diagnoses including mental
illness, substance abuse disorders, and co-occurring disorders, and other disabili-
ties.



Tennessee Pathways Drive to 55

Drive to 55 is a governor’s initiative that concentrates Tennessee’s efforts to work to promote post-
secondary opportunities. The goal is that by 2025, 55 percent of Tennesseans will have a postsecondary
degree. This initiative includes three primary programs:

Tennessee Promise is both a scholarship and a mentoring program focused on increasing the number
of students that attend and complete college. It provides a last-dollar scholarship to any high
school graduate to attend thirteen Community Colleges and mentors to assist students navigate
the college admission process. Tennessee Promise participants must complete and submit eight
hours of community service per term enrolled, as well as maintain satisfactory academic progress
(2.0 GPA) at their respective institution.

Tennessee Reconnect which targets adults who did not complete a credential or certificate and want
to do so at one of our 27 Tennessee Colleges of Applied Technology. Tennessee Department of
Labor and Workforce Development (TDLWD) supports this initiative by training staff to become
Tennessee Reconnect Ambassadors.

Tennessee Labor Education Alignment Program (LEAP) is the third initiative under the Drive to 55
umbrella which is a grant program which recognizes the need of students to graduate with the
skills employers demand. Tennessee LEAP ensures that businesses have a direct input into higher
education.

Thanks to WIOA and the increased collaboration between the education and workforce system, Tennes-
see is on a pathway to meet our Drive to 55 goal by 2023, two years ahead of schedule. For more infor-
mation please visit https://www.tn.gov/content/tn/education/pathwaystn.html/ .

Sector Strategies and Career Pathways

K-12: Tennessee Pathways regional coordinators will operate in the nine economic regions of the state to
lead the alignment of local education institutions and employers. Regional coordinators act as the “glue”
between school districts, postsecondary institutions, employers, and community leaders facilitating com-
munication and collaboration. A successful model would be a student completing a TN Pathway at their
high school with college credits or an industry-recognized credential and then WIOA assists with the
transition into post-secondary to obtain their degree or certification. Work Based Learning (WBL) aligns
with the TN Pathways and the coordination is the same; Tennessee Department of Education (TDOE )
Regional & WBL coordinators will assist in finding students valuable high quality work experiences to
gain employability skills and career exploration opportunities.

Supplemental Nutrition Assistance Program Education and Training (SNAP E&T) career pathway develop-
ment through Step into Work initiative that aligns with Supplemental Nutrition Assistance Program’s
(SNAP) vision and purpose to help SNAP recipients to meet work requirements; to gain skills, training, or
experience to increase the SNAP recipient's ability to obtain regular employment and; reduce depend-
ence on SNAP benefits and other public assistance. Example would be: SNAP E&T pays for a participant to
receive CNA certification which is currently a non-approved training program under WIOA and then WI-
OA moves the participant into licensed practical nurse (LPN) or another health care occupation.


https://www.tn.gov/content/tn/education/pathwaystn.html/

Waivers

In program year 2018 Tennessee had three WIOA waivers that were approved. The following identifies
each waiver and the waiver’s intentions to affect performance outcomes:
Waiver of the obligation of eligible training providers (ETPs) to collect performance data on all stu-
dents in a training program - effective July 1, 2018 to June 30, 2020.

Tennessee will continue to collect data from ETPs on their WIOA-funded participants and will
submit that data via TDLWD’s annual report to USDOL.

Connects education and training strategies by reducing the reporting burden on ETPs, thus
allowing them to focus more time and resources on producing successful outcomes for WIOA
-funded participants, it further protects the privacy rights of students who are not WIOA
participants. ETPs were better prepared to submit data on their WIOA-funded students and
to remain in the ETP program, subsequently allowing TDLWD to continue with its effective
and consistent customer service delivery.

Tennessee has successfully submitted 833 programs for the federal annual report for PY2018.
The waiver has helped the Eligible Training Providers to focus more time and resources on
producing a successful and accurate performance report.

Waiver associated with the requirement that local areas expend 75 percent of local formula youth
funds on out-of-school youth - effective October 1, 2018 to June 30, 2020.

The approval of this waiver permits LWDBs the opportunity to determine how best to
meet the educational and training needs of youth with other barriers regardless of
school status, and specific to the population, geographical location, and economic and
employment conditions within each LWDA. Additionally, increasing outreach to in
school youth (ISY) while maintaining a focus on serving out of school youth (OSY) will
help develop a larger pool of young people qualified and prepared to meet the current
and future needs of employers in their workforce areas and throughout Tennessee.

This waiver allowed local areas to consider their demographic needs and provide direct
resources to in-school youth populations determined to have the highest need; in turn
creating a stronger workforce pipeline. For several of the areas, ISY enrollment has in-
creased more than 100%.

Waiver to allow WIOA Individual Training Accounts (ITAs) for in-school-youth - effective October 1,
2018 to June 30, 2020.

Increases the number of at-risk youth receiving ITAs in work-based programs—especially pre
-apprenticeship programs; helps companies develop new skills based on the need of business
to develop young talent; provides hands-on experience for youth and encourages work-
based services thereby addressing the talent shortage of local businesses and promotes youth
accessible pre-apprenticeship programs.

Since the start of the waiver, TN has issued about 1,100 ITAs for In-School Youth with 32%
resulting in successful completion.



Plan on Evaluation and Research

The state of Tennessee contracted Ernst & Young to assess the organizational fitness and operational
controls to position the workforce development system in Tennessee for success. The statewide evalua-
tion of the workforce development system is intended to meet the following goals outlined below:

A comprehensive monitoring review will occur in order to assess organizational capability, efficient and
effective internal controls, and technology driven decisions which ensure transparency and accountabil-
ity among the nine workforce development areas mirroring the governor's nine Economic Development
Job Base Camps.

Segments to be monitored in each of the local areas, as well as state operations, include:

Roles and Responsibilities will be reviewed to determine appropriate levels of oversight and monitoring,
segregation of incompatible duties, and clear lines of authority. 2) Competencies of key decision-makers
will be evaluated to determine skills and competencies of workforce development staff. 3) Policies and
procedures will be examined to determine both the efficiency and effectiveness of process and internal
controls. 4) Controls will be reviewed to confirm processes are being followed, as well as to ensure statu-
tory and regulatory requirements are met, and accurate reporting processes. 5) Data Analysis review
will occur to define how data is being leveraged to help monitor efforts and provide informed decision-
making 6) An evaluation will occur on how the use of technology/automation assists with increasing
efficiency and reducing manual error in data entry and reporting.

Reported outcomes will include a RACI (Responsible, Accountable, Consulted, Informed) matrix, bench-
marks of best practices, resource requirements documentation, communication and training strategies,
policy/procedure observations and recommendations, control matrix, testing documentation and re-
sults, Key Performance Indicators observations/recommendations, vendor risk assessment processes,
and an automation road map.

The report is available here: https://www.tn.gov/workforce/lwda-assessment



https://www.tn.gov/workforce/lwda-assessment

Approach to Customer Satisfaction

A key part of customer outreach and satisfaction is connectivity, expectation, and communication. This
is accomplished through the modernization of our state’s labor exchange functions housed within the
Jobs4TN platform. This platform provides customers with real-time labor market information, virtual
recruitment, resume matching, case management and more recently the addition of the unemployment
insurance module where all customer workforce functions are housed in a central electronic tool.

Workforce One-touch has revolutionized workforce system communication and management resulting
in transformational results across Tennessee. A major feature of Workforce One-Touch is Zendesk, a
multi-channel customer service tool that streamlines communications throughout the Department. This
system allows TDLWD to store all support questions and requests in one place for staff assistance and
reference. Within assigned groups or divisions in the system, staff can quickly respond to businesses and
customer requests for assistance or easily assign the request to the appropriate staff member. The ease
in sharing such requests allows the Department to render quicker, better customer service. It also pro-
vides a record of progress for various communications to increase collaboration and streamline all re-
sponses. Finally, this system provides customer service and satisfaction metrics that will aim in work-
flow improvements and increase efficiencies across the board.

TDLWD implemented Workforce OneTouch, the help desk feature to provide immediate guidance to
related topics including Unemployment Insurance (UI) information, Labor laws, labor exchange services,
etc. Title III staff throughout the state have been trained on the functionality of Workforce OneTouch to
allow the subject matter experts to address specific questions under the guise of TDLWD. Zendesk is a
cloud-based customer service platform that provides the fastest path of communication to our internal
and external customers. This is a one-stop customer service tool to streamline tools like ticket views,
triggers, and automation. Zopim Chat allows for immediate, real-time interaction between the customer
and the agent.

As a part of the certification of the American Job Centers, each local area is responsible to develop and
implement customer satisfaction surveys. In addition to creating participant surveys, staff at the AJCs
were trained on Zendesk to mitigate the needs of individual and business customers.

Performance Accountability System
Data Collection and Reporting Processes through Virtual One Stop

The state of Tennessee continues to build on our state Management Information System (MIS) known as
the Virtual One-Stop (VOS) system. This system builds on Tennessee’s Labor Market Information and
jobs portal by adding an integrated case management system which allows us to capture and report data
across numerous programs. Some of these programs include, but are not limited to the following:

o Title I (Adult, Dislocated Worker and ¢ Unemployment Insurance
Youth) ¢ Re-Employment Services and Eligibil-

e Title IT (Adult Education) ity Assessment

o Title III (Wagner Peyser) e Senior Community Service Employ-

e Trade Adjustment Assistance ment Program

e Migrant Seasonal Farmworkers and e Reintegration of Justice-Involved
H2A-B (Adult and Youth) Program

e Supplemental Nutrition Assistance e Jobs for Veterans State Grant

Program



The VOS system has proven to be an invaluable resource when ensuring the accuracy of data reported to
the USDOL. The system provides Tennessee with adaptability while remaining compliant by working
through a national vendor (Geographic Solutions) to support federal reporting requirements. Tennessee
continues to develop, maintain and modify guidance and policy to ensure that participant data is collect-
ed timely and accurately, along with the supporting documentation required for data validation and
monitoring.

Data Validation

Tennessee has established processes for data validation that meet all federal guidelines issued by USDOL
to include TEGL 7-18 Guidance for Validating Jointly Required Performance Data Submitted under the
Workforce Innovation and Opportunity Act (WIOA) . For data validation purposes the state requires
that the Local Workforce Development Areas (LWDA) upload documents into VOS upon receipt from the
participants. This digital medium streamlines the process by eliminating the need to maintain paper
documents while allowing the validation process to be conducted remotely, accurately and more fre-
quently than in prior program years. Tennessee has a policy in place to ensure that all documentation is
in VOS by the end of the applicable program year.

TDLWD Workforce Services Division pulls a random sample of files quarterly and annually. The samples
contain files from all LWDAs for all Title I and Title III programs.

Quarterly- First the information from the extract file is checked against the state MIS to ensure the in-
formation contained in all federal extract files is accurate. This is done prior to their submission in the
federal reporting system Workforce Integrated Performance System (WIPS). Then the participant’s eli-
gibility is verified against source documentation to ensure requirements have been met. This proactive
approach, conducted on a quarterly basis, assists the local areas to identify issues and provide technical
assistance all year round.

Annual-The annual data validation is primarily for training local area staff and sharing best practices
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