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POLICY ISSUANCE 2017-02
FINAL
Maryland American Job Center Certification Policy

TO:

Local Workforce Development Boards; Local Workforce Development Area Directors
FROM:
The Governor’s Workforce Development Board 
SUBJECT:
Maryland American Job Center Certification Policy
PURPOSE:
To provide policy guidance on the certification of Maryland American Job Centers. 
ACTION:
Local Workforce Development Boards shall ensure implementation of the Maryland American Job Centers Certification Policy in accordance with the Workforce Innovation and Opportunity Act. 
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Executive Director, GWDB


Policy Director, GWDB

(T) (410) 767 – 2131 
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I. General Information
Workforce Innovation and Opportunity Act
The Workforce Innovation and Opportunity Act (WIOA) was signed into law on July 22, 2014, and went into effect July 1, 2015. WIOA supersedes the Workforce Investment Act of 1998 (WIA) and amends the Adult Education and Family Literacy Act, the Wagner-Peyser Act, and the Rehabilitation Act of 1973. By design, the workforce system established under WIOA is integrated to help both businesses and jobseekers. WIOA envisions connecting businesses with job seekers, through meaningful partnerships among workforce, education, human services, and economic development entities to ensure optimum results and leveraging of resources. The law addresses the needs of job seekers by establishing a workforce system that helps them access employment, education, training and support services that will help them succeed in the labor market. 
Need for an American Job Center Certification 
American Job Centers (AJCs)
 are the local portals to the workforce development system and its broad array of career services and resources. Through AJCs, Maryland’s workforce system serves business needs by matching employers with the skilled workers they need to compete in the global economy. This is done, in part, through AJCs as quality-focused, employer-driven, and customer-centered service centers where employers, workers, and job-seeker customers can access WIOA employment services as well as services from a variety of partner programs. 
Under WIOA, the Governor’s Workforce Development Board (GWDB), in consultation with Maryland’s Department of Labor, Licensing and Regulation (DLLR), must establish objective criteria and procedures for the certification of local area AJCs. The certification developed by the State must define a minimum level of quality and consistency, and set standard expectations for service delivery. Local Workforce Development Boards (LWDBs) are charged with using the State’s certification criteria and procedures to evaluate the effectiveness and quality of services and activities delivered in and through local AJCs. In addition to criteria identified by the GWDB, LWDBs may identify additional criteria, such as higher levels of quality, performance, or service coordination. 

II. Certification Standards:

1. General Local System Components 
A. LWDBs must certify all comprehensive AJCs and affiliate/specialized AJCs within their local area using the criteria identified in this Policy Issuance.

i. A comprehensive AJC is a physical location where at least one WIOA Title I staff person is physically present. 

Comprehensive AJCs must provide access to;

· WIOA career services
;
· WIOA training services
; 
· WIOA employment and training activities
; 
· Programs and activities carried out by one-stop partners
, including the Wagner-Peyser Act Employment Services program; and 

· Workforce and labor market information.
ii. An affiliate or specialized AJC is a site that makes one or more of the partner programs, services, and activities available to job seeker and employer customers.
 Affiliate/specialized AJCs may be created to supplement services or focus on special populations or initiatives. 
B. Each local area must have at least one comprehensive AJC. 

C. Customers must be able to access AJC programs, services, and activities in comprehensive AJCs via at least one of three service delivery options:

i. Option 1. Having a program staff member physically present at the American Job Center; 

ii. Option 2. Having a staff member from a different partner program physically present at the AJC and appropriately trained to provide information to customers about the programs, services, and activities available through all partner programs; or 

iii. Option 3. Making available a direct linkage through technology to a program staff member who can provide meaningful information or services. Local areas may have more than one comprehensive AJC to fit the needs of the local area. 
D. Comprehensive AJCs should reflect and exemplify the characteristics of a high-quality AJC, as described in TEGL No. 4-15
, entitled Vision for the One-Stop Delivery System under the Workforce Innovation and Opportunity Act.

E. The presence and service accessibility of local AJCs must be clearly visible in the community. 
Local AJCs must:
i. Provide adequate external signage;
iii. Post hours of operation in areas that are easy for customers to see, as well as in an online format;

iv. Include the brand name “The American Job Center Network” or the tagline “as a proud partner of the American Job Center network
-
 in all materials and websites.

v. Meet or exceed levels of performance negotiated with the State.  

vi. Offer a clean, safe environment focused on the needs of the customer, and must provide appropriate space, equipment, and internal signage to facilitate effective customer service. 

2. Accessibility 

To ensure that local AJCs are physically and programmatically accessible to the public, they must:

A. Meet federal requirements as stated in section 188 of WIOA and the Americans with Disabilities Act of 1990 (ADA)
;
B. Provide equal opportunity access to AJC services for all individuals, including individuals with barriers to employment in accordance with Maryland Policy Issuance 2016-10, Workforce Innovation and Opportunity Act (WIOA) Title 1 Program Eligibility.
 

C. Be accessible to the general public during regular business hours, Monday-Friday;

D. Have strategies in place to assess and respond to local need for “non-traditional” hours of operation for AJCs, in order to assist customers who cannot attend during normal business hours.
3. Customer Service  

WIOA emphasizes the importance of maintaining high-quality, innovative and responsive customer service. To achieve this goal, local AJCs must meet the following requirements:

A. The layout of the AJC and the design of the customer service flow must facilitate and support effective, high quality customer service;
B. Trained front-desk staff, counselors, and processes must facilitate a professional, welcoming intake experience for customers; 

C. Staffing levels should be maintained at an appropriate level to meet the normal levels of traffic anticipated for the AJC(s).

4. Partnerships 

A. WIOA partner programs and entities that are jointly responsible for delivering workforce and economic development, educational, and other human resource programs must collaborate to provide integrated services that enhance access to program services and activities.

To support the seamless service delivery model envisioned under WIOA, AJCs must have:

i. Memorandums of Understanding (MOUs) established with all partners, in accordance with Maryland Policy Issuance 2016-09
.

ii. A formal referral process in place to connect customers with partner services that mitigates or eliminates barriers to employment and maximizes the effectiveness of workforce development services. 
iii.  Cross-training events between partner programs designed to promote system cohesion and service integration.
5. Business Engagement

Local areas must establish and implement effective business engagement strategies to build a truly industry driven workforce development system. Input is needed from employers and the local and state-level workforce development staff
 who engage with business customers to develop, offer, and deliver quality business solutions that meet business needs and strengthen the local economy.

To support area employers and industry sectors effectively, local WDBs must:

A. Develop a business engagement strategy that includes a plan of action for establishing WIOA partner collaborations and employer outreach;

B. Provide a description of available business solutions;

C. Actively engage local and regional employers to:

· Understand the landscape of the local business community;

· Evaluate individual employer needs;

· Deliver support that facilitates positive workforce development; and 

· Provide other business solutions or connections to resources, as needed.

6. Continuous Improvement

Processes and tools must be in place to conduct continuous improvement activities in local area AJCs. 

Continuous improvement measures must include processes and tools to: 

A. Collect customer satisfaction feedback on an ongoing basis.
B. Collect and analyze customer service data, including minimum response times for phone, written, and in-person inquiries and services.
C. Operationalize corrective actions to address deficiencies and/or introduce service innovations. 
III. Certification Process
1. Certification Documentation

A. Templates will not be provided by the State for certification documentation. Local areas are responsible for developing certification reports that clearly demonstrate how the local area meets or exceeds the AJC certification criteria described in this Policy Issuance. 

B. LWDBs must submit AJC Certification documentation electronically to DLWDALWIOA_DLLR@maryland.gov no later than October 31, 2017, by 4:00 pm. The subject line of emails should include the words “Local AJC Certification.”
2. Both the GWDB and LWDBs must evaluate and update the criteria every two years as part of the review and modification of the State and local planning process. 
� The brand name “American Job Center,” abbreviated as “AJC” replaces the previous “One-Stop Center” terminology used under the Workforce Investment Act of 1998.  The introduction of national branding as AJCs under WIOA is intended to provide a unifying name and brand that identifies online and in person workforce development services as part of a single network of publicly-funded services. For more information, see Training and Employment Guidance Letter (TEGL) 16-16, One-Stop Operations Guidance for the American Job Center Network, available at � HYPERLINK "https://wdr.doleta.gov/directives/attach/TEGL/TEGL_16-16_Acc.pdf" �https://wdr.doleta.gov/directives/attach/TEGL/TEGL_16-16_Acc.pdf�. 





� Per 20 CFR 678.800(a)(3), local WDBs that also serve as the AJC operators in their local area may not certify their own system. More information on the required alternative certification process is provided in Section III of this Policy Issuance. 


� See TEGL 19-16 - Guidance on Services provided through the Adult and Dislocated Worker Programs under the Workforce Innovation and Opportunity Act (WIOA) and the Wagner-Peyser Act Employment Service (ES), as amended by title III of WIOA, and for Implementation of the WIOA Final Rules available at � HYPERLINK "https://wdr.doleta.gov/directives/attach/TEGL/TEGL_19-16.pdf" �https://wdr.doleta.gov/directives/attach/TEGL/TEGL_19-16.pdf�. 


� See TEGL 19-16





� 20 CFR 678.400 through 678.410, 34 CFR 361.400 through 361.410, and 34 CFR 463.400 through 463.410


� 20 CFR 678.310(a)





� Available at � HYPERLINK "https://wdr.doleta.gov/directives/attach/TEGL/TEGL_04-15.pdf" �https://wdr.doleta.gov/directives/attach/TEGL/TEGL_04-15.pdf� 


� Local areas may continue to use their materials not utilizing the common identifier “American Job Center” created before November 18, 2016, until those supplies are exhausted. Implementing the identifier is an allowable use of WIOA Title I funds. Currently, the Department of Labor, Licensing and Regulation is also providing access to additional funding to support re-branding efforts. 


� Guidelines for use of the Common Identifier logo are contained in the Graphics Style Guide for Partners, available at � HYPERLINK "https://www.dol.gov/ajc" �https://www.dol.gov/ajc�. 


� Available at � HYPERLINK "http://www.eeoc.gov/laws/statutes/ada.cfm" �www.eeoc.gov/laws/statutes/ada.cfm� 


� Available at � HYPERLINK "http://www.dllr.state.md.us/employment/mpi/mpi10-16.pdf" �www.dllr.state.md.us/employment/mpi/mpi10-16.pdf�. 


� Available at � HYPERLINK "http://www.dllr.state.md.us/employment/mpi/mpi9-16.pdf" �www.dllr.state.md.us/employment/mpi/mpi9-16.pdf�. 


� Position titles for business services staff vary across local areas. Examples include navigators, veteran representatives, talent management coordinators and business development representatives.
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