" CHICAGO COOK \
X WORKFORCE PARTNERSHIP

%
A proud partner of the AmericanJobCenter network
April 18, 2024 \

Services & Case Note
Training

3

-



Technical Check

Good Afternoon,

Please confirm that you can hear and see
the screen by introducing yourself in the
chat box.

Your lines are muted. Please enter
guestions in the chat box and we will
answer.
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AmericanJobCenter

» Review Service Matrix: Where can you find it?
» ldentify Categories & Types of services

» How to use the Matrix for daily activities

» Review Case Note Guide: Where can you find it?
» Explain the standards of a good case notes
» Customer Engagement

» Provide examples of Case Notes vs Services

> Q&A
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What is the Service Matrix?

» A document that houses all services and definitions
avallable for use under WIOA guidance.

» Areference tool for clear, concise up to date service
Information

» Separated by different categories of services:
v Adult & Dislocated Worker Career
v Adult & Dislocated Worker Training
v" Youth Program Elements
v Supportive Services
v Follow Up
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» The Service Matrix can be found on the Help Desk:
https://workforceboard.zendesk.com/hc/en-us/articles/360050548012
v' Each tab is color coded by Category of service
v Extends 90-day Exit Window is related to 90-Day EXxit rule compliance
v Pre-Requisite column indicates what rules apply to each service
v Performance Measure column includes all applicable measures

Adult & Dislocated Worker Career Services - 2/24/2023

The services appear in the Career Conner’ alphabetically &} Activity Title.

Extends 90-
Activity day Exit S¢ me Day WIOA Performance
T - 1 2 i - 3
Code 1 Activity Title B Window ] Service” B Definition E Pre-Requisite )  Measure(s]’
f The Individual Employment Plan (IEP) is jointly developed by the participant and career planner. The v /\
plan is an ongoing strategy to identify employment goals, achievement objectives, and an appropriate
combination of services for the participant to achieve the employment and career goals, including Employment Measures
Develg t of an IEP [Sal roviding information on eligible providers of training services and career pathways to attain career AER2/DER2
205 e\n? pment of an IEP (Same Day Yes Yes P L ¢ i g X P ¢ P _‘u’ Completed Assessment (AER2/

Service) objectives. The IEP is the basic instrument for the LWIAs to document the appropriateness of the AER4/DER4
decisions made about the combination of services for the participant, including referrals to other AMER/DMER)
programs for specified activities.

| | [ —_——

—| Adult & DW Career Services Adult & DW Training Services Youth Services Supportive Services (55) | Follow-Up Services |
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https://workforceboard.zendesk.com/hc/en-us/articles/360050548012

General Rules for Service Entry

>

>

CHICAGO COOK
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Document every service provided within 10 days of it being given.

Case Notes are used to document and describe the service provided.

Ensure the services are outlined in the Individual Employment Plan
(IEP).

Do not use Career Planning (Case Management) service to capture
another service listed in the Matrix. Use the Service Matrix to determine
what to select before entering in Career Connect.

When entering a Same Day Service, please remember to close the
service
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Five Categories of Services

1. Basic Career Staff Assisted

2. Individualized Career

3. Training

5. Follow-Up
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Three Types of Services

Within the 5 Categories of services there are three general
Types of services.

1. Enrollment Services

» Triggers participation
* Makes the individual a WIOA Participant (registrant)
« Service record extends participation by resetting the clock on the “90-Day Rule” for
exit.
» Extends 90 Day Exit Window
« Each additional enroliment service begins a new 90-Day window to program exit
date
« Extends participation period and exit
* Related to 90-Day Exit rule compliance
« Column on Matrix — “Extends 90-Day Exit Window”

Please Note

An Enrollment service is required (at minimum) once every 90 days
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Types of Services continued

2. Non-Enrollment Services and Activities
» Services or activities that continue supporting the education or employment
plan, but don'’t trigger participation or extend the exit date.

* Non-Enrolling Tracking Services
v' Some are unigue to Career Connect
v' These services are used to transmit & track data across systems and are
not considered true services.

3. Same-Day Services
« Staff-assisted services and activities that are completed in one day
« The service or activity start and end on the “same day.”
« Service cannot be left open.
« Case notes are required for all Same-Day services.
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Basic Career Staff Assisted: Definition

» Basic Career Staff Assisted: Definition

Services that prompt enroliment in WIOA and are provided
with significant staff assistance.

Include services such as eligibility, initial skill assessments,
labor exchange services, provision of information on program
and services and program referrals.
Services can include:

Referred to Employment/Placement

Job Search Activities and Assistance
Shared Placement

Ul Filing Information

FAFSA/Financial Aid Eligibility Assistance
See Service Matrix for full list

AN N NN YR
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Basic Career Staff Assisted: Rules N | s

» Basic Career Staff Assisted: Rules
* They are all Same-day services
* Once opened the participant will fall into WIOA Performance
 They can be opened at any time throughout program
participation

Adult & Dislocated Worker Career Services - 2/24/2023

The services appear in the Career Connect alphabetically by Activity Title.

Extends 90-
Activity day Exit Same Day WIOA Perfermance
P - - 1 - p P P 3
Code B Activity Title B Window B Service” Definition | - | Pre-Requisite | - | Measure(s)” [
Basic Career Services (Staff Assisted)
Referred to Employment/Placement Inhd_iv':dualizt:d:s;:st;nce hlr a calreer Ejlalzmsr whn_matches a particlipantdwith exii-ting ic_rhtnpenrisngs Emplc{r::::;[)l\;::sures
210 Assistance (STAFF Assisted)-Same Day ves ves w_ ichare I’t_? ? ed to the cus DI:I’IEI'-S-DI’IDI’]D experience, career goals and occupational interests, or N/A
Service with the training program the individual has completed. AER4/DER4
AMER/DMER])
Activity in which the Career Planner assists customers in a one-on-one setting in the job search process Employment Measures
211 lob Search Activities and Assistance Yes Yes including locating relevant job openings, resume writing, and setting up interviews with potential N/ (AER2/DER2
(STAFF Assisted)-5ame Day Service employers AER4/DER&
AMER/DMER]
A chared placement occurs when one agency places another agency's WIOA participant in a job. By
adding this service both the owning/case managing agency and the agency that does the job placement
get credit_fc_rr the placement. Only enter a S_hare_d Placement service \_n\rhen: Employment Measures
Shared Placement Service (Same Day —the participant has actually been placed in a job and employment is verified, and (AER2/DER2
232 Service) Yes Yes --the participant was placed by your agency or center, but is receiving WI0A career coaching from N/A AER4/DER4
another Partnership-funded WI0A agency. AMER/DMER)
For more information see the Shared Placement procedure on the Career Connect Help Desk.
Note: This service transfers to IWDS as "Referred to i "
Provision of information and assistance regarding filing claims for unemployment compensation, by Employment Measures
230 Ul Filing Information (STAFF ASSISTED)- Yes Yes which the one-stop must provide meaningful assistance to individuals seeking assistance in filing a N/A (AER2/DER2
Same Day Service claim for unemployment compensation AER4/DER4
AMER/DMER]
FAS.IFMFinanciaIAid Eligibility Assista_ncein establishing eligibility for programs of financial aid assistance for training and Employment Measures
Assistance (STAFF ASSISTED)-Same Day education programs not provided under WIOA (AER2/DER2
240 i Yes Yes N/A
Service /! AER4/DER4
AMER/DMER)
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Individualized Career Services Definition

> Individualized Career Services: Definition

Must be provided to participants after Agency staff determine
that such services are required to retain or obtain
employment.

Generally, these services involve significant staff time and
customization to each individual’s need.
Services can include:

Specialized Assessments

Development of an IEP/ISS

Career Exploration

Workforce Preparation Activities

Job Readiness Training

Job Club
See Service Matrix for full list

ANERN

SN KX
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Individualized Career Services Rules

> Ind

Ividualized Career Services: Rules

« Before entering some of these services an IEP must have
been created with participant and the 205-Develop IEP
Service must be entered. The requirements for each service
are listed in the Pre-Requisite column of the matrix.

* Must be identified in the Individual Employment Plan (IEP)

« Some are Same-Day; some may be left open

* Once entered the participant will fall into WIOA Performance

o

Adult & Dislocated Worker Career Services - 2/24/2023

The services appear in the Career Connect alphabetically by Activity Title.

B Window'El

Extends 90-
day Exit

Same Day
Service’ B

WIOA Performance

Measure(s)®

Workshops - Facilitator-led, organized workshop intended to provide participants with knowledge of
labor market information, skills assessment, applications/resume preparation, interviewing
techniques, and job search techniques to enhance their search for employment.

Employment Measures

Group Workforce Must Have IEP (Activity Code 205) (AER2/DERZ
Research/Workshops/lob Clubs (Same Yes Yes lob Clubs - Provide resource materials on job openings and job search skills as well as descriptive before entering this activity AER4/DERA
Day Service]) materials about vocations and the skills sets that are required to successfully gain employment. They AMER/DMER)

may also provide group activities which support customers in conducting an independent job search

WIOA Section 3(8) defines career planning as the provision of a client-centered approach in the delivery

of services, designed: to prepare and coordinate comprehensive employment plans, such as service

strategies, for participants to ensure access to necessary workforce investment activities and

supportive services, using, where feasible, computer-based technologies; and to provide job, education,

and career counseling during program participation and after job placement. Career planners are to

provide one-on-one staff assistance and career counseling. These activities are to assess the areas in Employment Measures
Career ing (Case ent)- which WI10A participants hawve the greatest needs and assist them in determining whether or not their (AERZ/DERZ

202 Same Day Service ves ves existing skills are in demand in the local economy. If marketable skills are found to exist, the client N/A AER4/DER4

should be directed to activities which assist him/her in obtaining job search skills or locating potential AMER/DMER)

employment opportunities. If marketable skills do not exist, the client should receive information about

skills which are in demand, the training needed to obtain employment in these occupations, and

training assistance which can be provided by the WIOA program.

The Individual Employment Plan (IEP) is jointly developed by the participant and career planner. The

plan is an ongoing strategy to identify employment goals, achievement objectives, and an appropriate

combination of services for the participant to achieve the employment and career goals, including Employment Measures
Development of an IEP (Same Day providing information on eligible providers of training services and career pathways to attain career (AERZ/DERZ

X Yes Yes o N - N Completed Assessment

service) objectives. The IEP is the basic instrument for the LWIAs to document the appropriateness of the AER4/DER4

decisions made about the combination of services for the participant, including referrals to other AMER/DMER]

programs for specified activities.




CHICAGO COOK

Non-Enrolling Tracking Services

> The services listed below are used to transmit & track data across
systems and are not considered true services.

* Unigue to Career Connect

Co-Enrolled in IWDS (Check IWDS Before Closing / Exiting)
Adult Initial ITA Request (Same Day Service)

DW Initial ITA Request (Same Day Service)

Adult ITA Exception (Same Day Service)

DW ITA Exception (Same Day Service)

v
v
v
v
v

Adult & Dislocated Worker Career Services - 2/24/2023

The services appear in the Career Connect alphabetically by Activity Title.

Extends
Activity 90-day Same Day WIOA Performance
Code B Activity Title B  Exit Window' ] Service’ English - | Pre-Requisite - | Measure(s)’ &
e | e —

ll Non-Enrolling Tracking Services (these are not true services, but are used to transmit & track data across systems).

Use this service to indicate that a customer is co-enrolled in a statewide program or TAA in IWDS. The
service start date should equal the co-enrollment registration date. The service end date should equal
26 Co-enrolled in IWDS {Check IWDS Befare No No the Exit date. See the Co-enrollment Procedure on the Help Desk for full procedures on when to co-enroll | A. Must Have IEP (Activity Code 205) m
Closing [ Exiting) and how to track co-enrollment (https://workforceboard zendesk.com/he/en- before entering this activity.
us/articles/115003924311).
Use this service to initiate the ITA process when ITAs are open for the Adult customer group. The service
Adult Initial ITA Request (Same Day will trigger a data tral?sfe_r to_the Bright Horizons FdAssist System {BHES), and you will be able to Completed Assessment
231 Service) No Yes complete the ITA Application in BHES the next business day. LS
IEP [Activity Code 205)
Note: This service does not transmit to IWDS.
Use this service to initiate the ITA process when ITAs are open for the Dislocated Worker (DW) customer
group. The service will trigger a data transfer to the Bright Horizons EdAssist System (BHES), and you will Completed Assessment
235 DW Initial ITA Request (Same Day Service) No Yes be able to complete the ITA Application in BHES the next business day. N/A
|EP [Activity Code 205)
Note: This service does not transmit to IWDS.




raining Services Definition

» Training Services: Definition
* Training services, when determined appropriate, must be
provided either through an Individual Training Account (ITA)

or through a training contract.
v' IEP/ISS must be in place
v' Career Exploration must have taken place
v Participants must have completed research on 2 or more
approved schools
v" Please see our ITA Policies & Procedures on the Help Desk for

specific guidance https://workforceboard.zendesk.com/hc/en-
us/articles/360020502172-

¢ On-the-Job Training (OJT):
v" Must have an IEP/ISS
v" Must have an ISTEP
v" See our OJT Policy on our Help Desk
v

https://workforceboard.zendesk.com/hc/en-us/articles/115001817051
See special instructions for entering the OJT services correctly,

including the planned wage:
https://workforceboard.zendesk.com/hc/en-us/articles/4424187557261



https://workforceboard.zendesk.com/hc/en-us/articles/360020502172-
https://workforceboard.zendesk.com/hc/en-us/articles/360020502172-
https://workforceboard.zendesk.com/hc/en-us/articles/115001817051-
https://workforceboard.zendesk.com/hc/en-us/articles/4424187557261

raining Services Rules

» Training Services: Rules
« All Training Services require the following to be completed before
a Training service can be entered:
v' IEP/ISS service
v Training Certification (WIOA Application State Specific Tab for Adults
& Dislocated only)
v' Tests (on the EFL for MSG bar) where applicable
« Performance Measures (non-OJT)
v' Credential Measure & Measurable Skill Gains
v ALL successful training program completions should result in a post-
secondary Credential & MSG.
* Rules & Performance Measures for OJT
v" Require the IEP/ISS and the ISTEP services to be entered before the
OJT service can be entered.
v' Measurable Skill Gains
v" ALL successful OJT’s should result in an MSG but not a Credential

@ChiCookWorks #ChiCookWorks




raining Services Rules

» Training Services: Rules (cont.)
« Training services are NOT Same-Day services

CHICAGO COOK
WORKFORCE PARTNERSHIP

v" When these services are opened, they should remain open until it is

confirmed the participant has completed.
 End Date AND Completion Statuses

v" Successful = Record when participant completes the service or

training.

v" Unsuccessful = Record when the participant withdrew or did not

complete the service or training program

Adult & Dislocated Worker Training Services 2/24/2023

The services appear in the Career Connect alphabetically by Activity Title.

Extends 90-
day Exit
[~ ] Windowlﬂ

Same

Activity Day

Code & Definition
Make sure to set the Career Connect "Is this Service Paid by an ITA" to "Yes" when this service is ITA-

\funded.

Activity Title Service® =

Pre-Requisite

Performance

Measures®

Employment Measures

instructions for that service to indicate that it's an OJT.

An organized program of study that provides specific vocational skills that lead to proficiency in performing (AER2/DER2
actual tasks and technical functions required by certain occupational fields at entry, intermediate or advanced AER4/DERA
300 Occupational Skills Training Yes No. levels. Such training must be specified in the pa ants Individual Employment Plan (IEP) and be of Must have IEP (Activity Code 205) before AMER/DMER)
(ITa) sufficient duration to impart needed skills and lead to a recognized postsecondary credential. Such programs |entering this activity.
should be outcome orientated and focused on an occupational goal specified in the IEP. Training program MSG & Credential
must be on the lllinois ETPL. (AMSG/DMSG
ACAR/DCAR)
See the OJT Service Procedure on the Help Desk for detailed instructions of how to enter the OIT
cluding the planned wages: https://workforceboard.zendesk.com/hc/en-
us/articles/4424187557261
OJ:I' is provided ur_\der a c-ontract with an employer or registered apprenti::-eship pn-)g_ranj spons-or in the Employment Measures
;::;:te nrtt:-n-—prnf:l-t or p:vatefsel:::r. Thr:ugh the (t:uT cf)ntlrla::t, inc;gatlonal:ra;:;ng is provltdedfﬂ:; the Must have IEP (Activity Code 205) before (AER2/DER2
- e e e e L F7erng iz sty
so1 Private Sector Yes Ne must consider skill requirements of the occupation, participant's academic and occupational kill, work AMER/DMER]
- - Must have Completed ISTEP (Acti
experience a_nfi the_ IEP. An _ofT contract must be_limited o the period of time required for participant to Code 221) before entering this a MSGE
become proficient in the training related occupation. (AMSG/DMSG)
Do NOT record an OIT service if provided as part of an App: iceshij ogi or P PP iceshij
Program. Instead record as the appropri pprenticeship/pre-apprenticeship service code and follow the

Adult & DW Training Services

Youth Services | sSupportive Services (ss) “ @




raini ng Services

» Training Services can include:

v" On-the-Job Training (OJT) — Private Sector

v" On-the-Job Training (OJT — Public Sector

v Occupational Skills Training

v Career Pathway Training

v" These services will appear in Career Connect under the Training
Service Activity Level services

v

Please see Service Matrix for complete list

Grant:

None Selected ~

WIOA or Non-WIOA Partner D Yes, service is a WIOA or Non-WIOA Partner Program.
Program:

*Service Activity Level: Training Services

None Selected

]

Career Services
[ Select Activity Code ]

* Activity Code:

* An actual begin date or a projected begin date is required.

Projected Begin Date: |:| (mm/dd/yyyy) Today
Actual Begin Date: |:| (mm/dd/yyyy) Today,




Supportive Services Definition

» Supportive Services:
« Services necessary to enable an individual to successfully

participant in WIOA career and training services.

v" Must be in support of a WIOA career or training service

v" Must be documented in IEP/ISS and recorded in Career Connect

v" Non-Enrolling Activity: Does not trigger enroliment or re-set 90-Day Exit
clock

v" An enroliment service being provided on the same day as a supportive
services should be documented first then the supportive service record
can be added.

v' Supportive services are all Same-Day services and cannot be left
open.

v' A case note must be entered to justify the need.

Please Note

Adult/Dislocated participants are not eligible for supportive services during
follow up

@ChiCookWorks #ChiCookWorks
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Supportive Services

» Supportive Services can include:

AN NI NI N NI

Uniforms
Legal Aid

Child/Dependent Care
Transportation
Tools/Equipment

Other Supportive Services

Supportive Services - Adult, Dislocated Worker & Youth - 2/24/2023

vices: Must have a least one active, enrolling service before opening any supportive service.

Supportive Ser|

Extends
90-day
Adult/DW exit
Activity Window | Same Day
Code Activity Title B Service’ Definition
Services provided to a customer to permit his/her participation in a WIOA-funded career service or training program or their
Support Service - retention of a job gained through WIOA participation by ensuring that children or other dependents of the customer are
180 Child/Dependent Care No Yes properly cared for during the period of time a customer is in training or at work. Assistance may include child/adult day care
{same Day Service) or after school programs which are in-home or outside the home. Childcare usually includes supervision and shelter and may
include meals and transportation.
Services provided to a customer to permit his/her participation in a WI0OA-funded career service or training program or
Support Service - retention of a job gained through WIOA participation by ensuring that he or she has the ability to make the trip from his or
181 Transportation Assistance No Yes her residence to the training or employment site (and childcare site, if necessary) and back. Assistance may include the cost
(Same Day Service) of public transportation or mileage reimbursement if the customer is using his or her vehicle for transportation purposes.
Services provided to a customer to permit his/her participation in a WIOA-funded career service or training program or retain
employment that was gained through WIOA participation by ensuring that needed health services are made available. Health
care services may include, but are not limited to:
182 Support Service - Medical N v a) Physical examination required for participation in training or as a condition of employment;
o es

(Same Day Service)

b) Provision of eyeglasses;

c) Essential dental services;

d) Reasonable accommodations for individuals with disabilities; and
e) Other essential health care that is required by the program.
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Order of Services

» Adult & Dislocated: There is no required seguence or
order for Adult/Dislocated Worker services. However, we

have a suggested order of services.
v' 207 Comprehensive and Specialized Assessments (OAS)
v’ 224: Career Exploration
v' 205 Develop IEP

» Youth: There is a required sequence/order for Youth

services.
v 468: Comprehensive and Specialized Assessments (OAS)
v 469: Develop IEP/ISS
v' 470: Career Planning

Please refer to our Career Coaching: Customer Flow Webinar Series on

our Help Desk. https://workforceboard.zendesk.com/hc/en-
us/articles/360060897212- A
@ChiCookWorks #ChiCookWorks



https://workforceboard.zendesk.com/hc/en-us/articles/360060897212-
https://workforceboard.zendesk.com/hc/en-us/articles/360060897212-

What is the Case Note Guide?

» A document that provides guidance on how to label and
organize case notes

» A reference tool for clear, concise up to date case note
Information

» Provides a Guide to
e Subject Lines
« Case Note Descriptions
« Should be driven by the IEP/ISS

» Case Note Guide: https://workforceboard.zendesk.com/hc/en-
us/articles/360058453731-

@ChiCookWorks #ChiCookWorks
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» Case notes are the chronological records of interactions,
observations and actions involving a WIOA participant

» Case Notes “tell the story” of the participant’s experience

» Case Notes provide a record of all the things that happened

with a participant during their participation under the WIOA
program including Follow-Up

» Case Notes are used to document ALL services provided

@ChiCookWorks #ChiCookWorks A
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The Importance of Case Notes

Captures ALL
meetings,
services and
communications
with a customer

Sharing Documents
important progress towards

meeting
data and customer’s goals;

action plan is Case Notes
critical should tell a story

Importance
of a Case

Note

Demonstrates

the quality of Case Notes
work provided

by WIOA staff are legal
and the documents

organization

Improves
accountability for
better monitoring

and auditing.
Reduces the risk
of disallowed cost




Case Notes: Timely, Concise, Accurate
» Required every 30 days, two-way conversation

» Recorded in a TIMELY manner (ideally within 24 hours)

» Clear and well-written (watch for typos or grammatical
errors)

» Accurate, concise and complete
» Objective and impartial

» Should contain Who, What, Where, When, Why & How

@ChiCookWorks #ChiCookWorks



Case Note: Program Accountability

>

Career Coach leaves the Agency, and a new Career Coach takes over
the case

Other Agencies or LWIAs need to access case records when working
with the same participant

Case notes provide a step-by-step outline of participant’s progress and
achievements

For supporting and documenting the delivery of services to a participant
(ISS/IEP)

The Partnership needs information for monitoring purposes or handling
complaints

A participant’s records may be subpoenaed by the court system

@ChiCookWorks #ChiCookWorks




Case Note: Standardizing and Organizing

Include:

» Service Name

» The Who, What, Where, When, Why and How

» Behaviors reported by the participant, partner
agencies and/or training providers

» Factual Observations

» Next steps

@ChiCookWorks #ChiCookWorks
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Case Note: Standardizing and Organizihg """

Do NOT include:

>

YV V VY

Personal opinions, stereotypical comments, or any
offensive statement

Personal health detalils

Acronyms, abbreviations, jargon or slang
Unqualified statement

Do not copy & paste emails into case notes

Do not repeat content in multiple case notes (use
Case Note Guide for reference)

@ChiCookWorks #ChiCookWorks A



Who?

Name of person(s) involved in meeting, phone call, incident,
event, email, etc.

Participant

Family members

External providers or employers

Agency staff

v Career Coach

v Business Service Rep./Job Developer

v Intake Specialist

v Other authorized personnel that may have witnessed, or have
knowledge of the case

YV V VYV

Please Note
Refer to yourself as third-person in notes, do not use

@ChiCookWorks #ChiCookWorks A
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What? \ \\()[i[il::!);i:‘[“ ]{\]!{lyl‘;\ﬁll'RSH”’
What was the purpose of the meeting, event or situation
» Keep it relevant to IEP/ISS

= |EP/ISS goal
= |EP/ISS objective(s)

What was discussed
» Summarize the main points
» Include quotes when:
= Relevant to participant’s progress
= Accurately recording what was said

What was done or not done

» Justify the reason(s) for delivery of service
» Find out what happened

» What should have happened

@ChiCookWorks #ChiCookWorks A
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» Where did the contact, meeting, event or situation occur or
will occur?

» Name of meeting place(s)

» Include location(s) (addresses, cities, neighborhood
communities, etc.)

@ChiCookWorks #ChiCookWorks
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When should staff case note in Career Connect?

= Assessments completed * Work based learning (WBL)
= |EP/ISS including any updates Services
= Job Search assistance = Placement
= |TA services »  Exit
T Supportive_services provided = Follow Up
= Other Services .
= Any other participant updates,
progress

Also include:
= When did the contact, meeting, event and/or situation occur?
= Date and times ‘
= When is follow up scheduled?

@ChiCookWorks #ChiCookWorks
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» Why did the contact occur?

» Why is the event significant to participant’s case?

» Why is the service(s) being provided?
* Isitrelated to an objective and goal?
* Is it related to our WIOA policies and guidelines?

N\ Y 4 o ' »
r d ‘ -
\ » ~
L4 - ,‘ Y
\ \
\ . ’
S ‘7 ) o
- ‘ h Y
4 [ )
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How?

» How was the contact made?
* In-person
* Virtual
 Phone call
« Emall
« Text

O
+  Other . :

» How did you address the situation?

» How did you resolve the problem?

» How will you monitor the situation?

@ChiCookWorks #ChiCookWorks A
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Case Note Tips
» Review last case note entry before meeting with participant
» Create a sustainable schedule for entering case notes

> Best time is right then and there

> |f you need to catch up
 How long does it take you to write a note?
 |dentify the best time to write your notes
« Put it on your calendar and commit

Please Note

Case notes are important for accountability to
all our customers — the participant/customer,
internal Agency staff, employer, funders and/or

partnering organizations
@ChiCookWorks #ChiCookWorks
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https://askatechteacher.com/great-kids-websites/keyboarding-websites/
https://creativecommons.org/licenses/by-nc-sa/3.0/

Power of Engagement N oo s
» How are we keeping customers engaged?
» Does your agency have a customer engagement plan?

« Try and create a plan for an ongoing positive experience that

keeps participants coming back

» Case notes are the heart of documentation for our industry but
keeping our participants engaged is CRUCIAL.

@ChiCookWorks #ChiCookWorks




The Key Is Engagement

Passive or Active Engagement
» Passive engagement is, in its simplest form, having something done to you
OR
» Active engagement can be articulated by encouraging participants to get
involved, by showing them how to do something and walking alongside them
through the experience.

Career Coach

1. Know your case load

2. What works best for your participant?

3. Review last case note and IEP/ISS before engagement

4. Consider the questions you ask — open or closed questions?

Center/Agency

1. Training with staff on scenarios and how they are case noted

2. Use Career Connect training site for interactive training experience

3. Supervisor or QC staff conduct case note samples and use Career Connect
case note report

@ChiCookWorks #ChiCookWorks
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“Participate!
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Example 1

Case Note: Career Coach spoke to customer to discuss employment assistance.
Customer stated that he is currently looking for employment. Career Coach
instructed the customer to email a copy of his resume for review and the customer
agreed. The Career Coach is awaiting a response.

Is this a Service?

If yes, what service?

@ChiCookWorks #ChiCookWorks




Answer

Case Note: Career Coach spoke to customer to discuss employment assistance.
Customer stated that he is currently looking for employment. Career Coach
instructed the customer to email a copy of his resume for review and the customer
agreed. The Career Coach is awaiting a response.

No, case note only

No action has taken place between customer or coach. This
was just an exchange of information

@ChiCookWorks #ChiCookWorks




Example 2

Case Note: The Career Coach advised the customer to complete the Work
Interest and Career Ladder explorations on Career Connect. The customer
obtained the highest score in the Conventional area which means he likes to follow
procedures and routines. He prefers to pay attention to detail versus working with
ideas. The Career Ladder exploration showed the customer that there were a lot of
opportunities for truck drivers. He printed the job requirements/skills that are
included on the resumes of individuals in this career. Lastly, the median wage for
truck drivers is $47,453 according to the Career Ladder in Career Connect.

Is this a Service?

If yes, what service?

@ChiCookWorks #ChiCookWorks




Answer

Case Note: The Career Coach advised the customer to complete the Work
Interest and Career Ladder explorations on Career Connect. The customer
obtained the highest score in the Conventional area which means he likes to follow
procedures and routines. He prefers to pay attention to detail versus working with
ideas. The Career Ladder exploration showed the customer that there were a lot of
opportunities for truck drivers. He printed the job requirements/skills that are
included on the resumes of individuals in this career. Lastly, the median wage for
truck drivers is $47,453 according to the Career Ladder in Career Connect

Yes

Career Exploration (A & D)
Vocational Exploration (Youth)




Example 4

Case Note: Customer called Case Manager. He stated he just passed his test
yesterday and received his CDL License. Customer asked if Case Manager has
any job leads for him since his unemployment will be running out very soon. Case
Manager states she will email customer job openings. Customer emails Case
Manager back later that day thanking Case Manager for the email and states he
has applied for two of the positions.

Is this a Service?

If yes, what service?

@ChiCookWorks #ChiCookWorks
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Case Note: Customer called Case Manager. He stated he just passed his test
yesterday and received his CDL License. Customer asked if Case Manager has
any job leads for him since his unemployment will be running out very soon. Case
Manager states she will email customer job openings. Customer emails Case
Manager back later that day thanking Case Manager for the email and states he
has applied for two of the positions.

Yes

Job Search Activities & Assistance

The customer emailed back and stated he applied for two of
the positions

@ChiCookWorks #ChiCookWorks
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Example 5

Case Note: Career Coach created IEP with customer.

Is this a Service?

If yes, what service?

@ChiCookWorks #ChiCookWorks A
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Answer

Case Note: Career Coach created IEP with customer.

Technically, yes

Develop IEP

Yes, however, this is an example of a poorly written case note

@ChiCookWorks #ChiCookWorks




Correct Example

How can this case note be written to document a service
was provided?

Case Note: Customer and Career Coach met in the office today. We discussed
his employment goals. Customer stated his goal is to become a CDL Driver. He
has a son that does not live with him so the option to go over the road will work.
We went over the steps it will take for him to complete this goal. Some of the
steps include, researching labor market, visit at least two schools, attend and
complete ITA Training, attain his CDL license, update resume after training, attend
interviews and provide supportive services if needed.

@ChiCookWorks #ChiCookWorks




Service vs. Case Note

CHICAGO COOK
WORKFORCE PARTNERSHIP

> Service

Is provided when staff uses information to determine a course of
action or next steps for a participant.
Something “actionable” must take place between the participant and

the Career Coach.
When an action is taking place with participant, refer to the Service

Matrix to ensure the correct service is recorded.

» Case Note

For example, you held a brief conversation to verify employment or
ensure everything is going well with the participant, and no requests
are made of you for more services.

You are NOT providing a service.

General Case Note is the method of documentation.

Individual cases should be reviewed for exit when no service is

provided.

@ChiCookWorks #ChiCookWorks
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» How are we keeping customers engaged?
*» Are you celebrating small successes with your customer?
» Are you encouraging them along the way?

» Are you intervening if there is an issue with their training or
employment?

Are you addressing barriers?
Are you keeping your word with your customer? g
Are you following up regularly?

Are you providing good customer service?
Are you adding a personal touch?

Are you being honest with your customer?
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» We should be the role models and lead by example
» We are all in this together
» Your success IS our success




Help Desk Resources

> WIOA Service Matrix & Definitions:

https://workforceboard.zendesk.com/hc/en-us/articles/360050548012

» Case Note Guide:

https://workforceboard.zendesk.com/hc/en-us/articles/360058453731-C

» Customer Flow Webinar Series:
https://workforceboard.zendesk.com/hc/en-us/articles/360060897212-

Py


https://workforceboard.zendesk.com/hc/en-us/articles/360050548012
https://workforceboard.zendesk.com/hc/en-us/articles/360058453731-C
https://workforceboard.zendesk.com/hc/en-us/articles/360060897212-

Up Comlng Tralnlng SeSSIOnS \ \\'()Ri’\'rjoi‘%‘ PARTNERSHIP

AmericanJo bCenter

» Objective Assessment Summary (OAS) week of 4/22

» Individual Employment Plan (IEP) week of 4/29
« Please note this workshop is only for Adults & Dislocated Worker
programs. We will be scheduling separate workshops for the Youth
Individual Service Strategy (ISS) at a later date.

» Coming Soon: ITA Webinar 5/8

» Services & Case Notes In-Person 5/21 (New Date)

Registration LINK: https://workforceboard.zendesk.com/hc/en-

us/sections/360000173031-Upcoming-Trainings



https://workforceboard.zendesk.com/hc/en-us/sections/360000173031-Upcoming-Trainings
https://workforceboard.zendesk.com/hc/en-us/sections/360000173031-Upcoming-Trainings
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Celebrating 10 Yea

Questions?

@ChiCookWorks #ChiCookWorks




‘ CHICAGO COOK
\ WORKFORCE PARTNERSHIP

%
A proud partner of the AmericanJobCenter network

Thank You!!!

@ChiCookWorks o @ChiCookWorks

@ChiCookWorks @ @ChiCookWorks2012

ChiCookWorks.org
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