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, "oreVerererere e e~ ) As the largest public workforce agency in Texas,
s ﬁ serving more than 250,000 residents and nearly 30,000

MerldereeSelitieins

~ employers annually, Workforce Solutions is a critical
| pillar of our regional economy. The Gulf Coast
Workforce Board and Workforce Solutions exist to keep

our region a great place to do business, work and live.
It does that by carrying out its mission: to elevate the
economic and human potential of our region by meeting
the diverse needs of the businesses and individuals we
serve. Together with partners in industry, education, and
commerce, Workforce Solutions helps employers meet

their human resource needs and people build careers,
Willowbrook Career Qffice so both can compete in the global economy.

Providing important services in a changing labor market landscape means constantly improving and evolving
better and more efficient tools for meeting customer needs. In the current digital environment, this requires
expanding the virtual service capacity to connect customers to the resources they need to thrive.

While the COVID-19 pandemic has accelerated the pace of these changes, they will remain an important part
of the agency’s service offering long after the virus has passed. Businesses and the human beings who run them
will continue to see benefits from the greater flexibility brought about by the need to work from anywhere, and
the increased service options required to conduct business everywhere. Workforce Solutions is transforming the
way it delivers services by reimagining how technology can better meet the needs of the region. Creating a web
portal system will allow Workforce Solutions to standardize service delivery across all contractors, to develop
and communicate product offerings to meet specific market needs of employers and residents and activate staff
to deliver on our customer service vision.

Shifting service provision from in-person to online presents both challenges and opportunities to rethink how
and what customers need and how to best meet those needs. This begins by examining the two primary classes of
users — Employers and Residents — and breaking out how they interact with Workforce Solutions both currently
and prior to the pandemic. Mapping the process for how Workforce Solutions services their needs provides a
fuller picture of agency operations to determine the best pathways to digitizing those key services.

The research revealed that the pandemic-induced shift to digital service offerings in the Career Office Division
has been mostly well received by both residents and staff. Implementation of an appointment scheduling tool
(Appointy) has resulted in career office staff not only becoming more organized and prepared to meet with
residents, but also allows them to be more productive. The lack of a standardized video conferencing system has
been a drawback during the transition; customers are more comfortable using the Zoom product as opposed to
Microsoft Teams.

Irom the Employer Service Division, we learned there have been few, if any, problems with the transition to
virtual services. However, two major themes emerged over the course of the interview process: Employers are
generally unaware of wrksolutions.com and do not regularly utilize it for information; and when asked, most
employers are not regularly using WorkInTexas.com to enter job postings or respond to messages from staff,
favoring direct email correspondence.
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The interview regarding operations of the Financial Aid Office uncovered the need for greater automation
of functions to increase productivity and speed up approval of funding. Additionally, staff find the process to
directly contact applicants (Residents) is overly cumbersome and would benefit from an easier means of direct
communication.

An in-depth brand audit was conducted in late 2020 through early 2021. The brand audit findings and directional
recommendations presented in May 2021 included the following discovery activities:

o Jumpstart Workshop

»  Customer Experience Visioning Workshop

»  Customer Survey Analysis

»  Communication Materials Audit

»  Look and Feel

+  Messaging

» Architecture

»  Digital Audit (Website and Social Media)

+  Public Media/Government Relations/External Public Engagement Audit

Additionally, the internal communications and activation plan, and the marketing plan that Savage presented in
June 2021 informed the functional and technical recommendations developed for the three audience segments
— Employers, Residents and Staff.

This document lays out a pathway for development of a website portal system that will facilitate these important
changes and serve to redefine Workforce Solutions” model of service delivery for the long term. The discovery,
functional recommendations, and technical requirements will provide a blueprint of the vision for www.
wrksolutions.com while anticipating future online growth.

A proud partner of th

Epariol | A1

Workforce Solutions

ABOUTUS E JOBSNOW Q.

Are:you available to work and need child care while looking for work?

QUESTIONS?

SCHEDULE AN APPOINTMENT 1 Join us on Zoom.

ADVANCE YOUR CAREER

wrksolutions.com
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The Gulf Coast Workforce Board’s Workforce Report Card 2019 declared “the nature of work is likely to
change” much faster than expected.! Less than six months after it was published, that assessment proved
accurate. The world, from national governments to the private sector, to the general populace, was confronted
with the disruptions caused by the 2020 Coronavirus pandemic.

The emergency closure of nearly every economic sector resulted not only in record high unemployment, but
a fundamental shift in the way people work and interact. For those individuals who suddenly found themselves
out of work, their ability to look for new employment was hampered by the same forces that led to their job
loss in the first place. The pandemic also forced Workforce Solutions to alter its service delivery model, and the
transition to virtual services was a challenge that required fresh strategic and tactical thinking.

Based on trends highlighted in the 2019 Report Card, Workforce Solutions was already planning on a highly
digitized future that included additional remote service offerings. At the outset of the pandemic, when it
appeared the emergency shutdown orders might only last a couple of months, interim business continuity
measures were implemented to allow virtual interaction with customers. As the pandemic continued, it became
clear that virtual service offerings would need to be more robust and mimic, as closely as possible, the in-office
customer experience.

As a publicly funded entity, Workforce Solutions is required to provide basic services designed to help residents
get a job, keep a job, or find a better job.? Presently, this is achieved by operating a network of career offices in
the service region offering the public access to technology, job listings, job search assistance, and recruitment &
placement support, among other essential services. Except for access to technology, many of these services are
already available at www.wrksolutions.com, or can be delivered through an online customer portal. Expanded
service offerings such as skills assessment, job search seminars, individualized job search and development, and
career planning assistance require more staff time and expertise,” and require one-on-one interaction, whether
that 1s in person, by telephone, or video conference.

This presents a unique challenge in terms of
providing live support in a virtual space. We now
have an opportunity to connect with Residents at a
relational level rather than a transactional one. In
automating high-volume/low-value activities, staff
can then focus its efforts on engaging in meaningful
dialogue with customers to understand what they
need, where we deliver the greatest value, and how
we can better serve them so we can focus efforts in
the areas of highest impact.

12019 Waorkforce Report Card, pg. 38.
2 Appendix 1i: Workforce Solutions Basic Service Guidelines & Job Descriptions, pp. 1-3.
3 Appendix viz: Workforce Solutions Expanded Services Guidelines & Job Descriptions, pp. 1-3
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RESEARCH PROCESS

Over the course of eight weeks between mid-February and early April, Outreach Strategists and Savage
Brands conducted a series of interviews with Workforce Solutions Staff in the Career Offices, Employer Service
Division, Financial Aid Services, and with a select group of Employers, to determine what service offerings can
be virtualized. These interviews also helped assess what technologies are currently in use and may need to be
integrated into a robust website allowing for ease of use by the three primary user classes: Residents, Employers,
and Staff. The research team spoke to a total of 17 stakeholders including seven office managers or supervisors,
a regional team manager, one board staff member, three business consultants, and two recruiters to gather
feedback about the customer experience and processes involved in providing services. Additionally, the three
Employers were queried further to ascertain their awareness and
utilization of the website.

The research was qualitative in nature and comprised of open-
ended interviews and a review of existing technologies and
software applications to inform the recommendations. Using
this approach allowed the research team to glean insights about
the processes and tools staff utilize on a regular basis as well as
to determine which positions, across the three divisions, have a
significant impact on the overall customer experience.

Loom Interview with Brenda Wood, Acres Homes Office Manager

FINDINGS

Career Offices Operations

The research team interviewed seven career office managers and supervisors and one regional team manager
to better understand the processes involved when new or returning Residents begin their journey through the
Workforce Solutions system. Overall, there are two types of Residents seeking assistance: those required by law
to begin receiving, or continuing to receive, some form of public benefit, and Residents who voluntarily seek
assistance while actively looking for a new or better job and need expert advice and/or education and training
to advance in their career or break into a new field.

The Greeter

The research indicates career offices operate in a mostly linear fashion (illustration 1). New and returning
Residents first interact with a greeter who is, according to the position’s job description, the “face of Workforce
Solutions™* for most Residents, and as one career office manager said, “can determine [a person’s] whole
experience.” This initial touchpoint is a critical element for recreating the customer experience in a virtual
setting. Greeters are also trained to make an initial assessment of a person’s job readiness based on visual
cues and a short, guided conversation. Based on this assessment, the greeter either hands the person off to the
resource specialist to continue with the delivery of basic services, or places them into the customer service queue,
via the Appointy scheduling software, to access expanded services including employment counseling or case
management services.

! Appendix 1t - Workforce Solutions Basic Service Guidelines & Job Descriptions, pg. 1
7 Appendix i - Discovery interview transcripts, pg. 59.
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TvVC
Veterans
Services

Vocational
Rehab
Services

Resource
Specialist

Financial Aid
Services

Employment
Counselor

Regional
Team

Hlustration 1: Customer Service Pathway - Career Offices

The Resource Specialist

In the traditional career office setting, the greeter directs Residents to a resource specialist to continue basic
service offerings which can include technology access and support, creating (or recovering) their WorkInTexas.
com profile, offering limited job search assistance, resume critique, and employment and career information,
among other services. While career offices remain closed, the resource specialist’s role has necessarily shifted to
include some greeter responsibilities, providing curbside services, and assisting on special projects.

In the virtual career office experience, this role may have only limited interaction with Residents since many of
their functions, such as providing information on the local labor market, support services for working families,
and employment and career information would be offered on an ad hoc basis.

The Employment Counselor & Personal Service Representative

Expanded services are primarily offered by employment counselors and personal
service representatives. These services include skills assessments, guided resume
creation, review, and critique, individualized job search and job development,
referrals to training programs and/or employment opportunities, making
determinations for financial aid assistance (whether limited® or expanded’), and
case management services for public benefit recipients.®

Pre-pandemic, an employment counselor and personal service representative largely
worked within their assigned roles. In response to the switch to virtual services,
and an increase in the number of Residents receiving public benefits, the research
revealed that some offices are moving toward greater collaboration/cross-training

A greeter assists a resident make an

appointment at Workforce Solutions -
East End.

6 Limited financial aid includes transportation support and retail gifl cards to oblain appropriate work gear

7 Expanded financial aid includes financial assistance for educational programs or supportive services including childcare assistance.

8 SNAE TANE and UL, among others.
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between the two roles, particularly when it comes to mandatory orientation sessions for benefit recipients. The
transition to offering these sessions virtually has been well received by both Residents and Staff. Particularly
noteworthy is the switch to pre-scheduling these sessions through Appointy. One career office manager, who
served on the transition team for the application, said Staff reported they are better able to manage their time
and are more organized and prepared since the switch.’

However, the research interviews also revealed that there is
no standardized technology in place to smoothly facilitate
virtual interaction with Residents. Organizationally,
Workforce Solutions relies on Microsoft Teams, an
application offered through the Microsoft Office suite of
products, which the agency already licenses. Residents,
according to these interviews, prefer the Zoom platform
because of its ease of use, particularly on mobile devices,
and many Residents do not have access to Microsoft Office.
Developing a solution to bridge this digital gap will be

A Workforce Solutions employment counselor discusses training
opportunities with a resident. crucial to long-term success with a customer portal.

The Regional Navigator

Researchers also consulted with a regional team member to get a better understanding of their contributions to
overall service delivery. Known as ‘navigators’, these Staff members facilitate job search seminar trainings, make
direct outreach to community groups to market Resident-focused services, and assist career offices with matters
related to disability and veteran services.

The regional team relies heavily on in-person service delivery, which remains impractical given the limitations
of the pandemic. Any video conferencing solution should also be robust enough to allow this team to either
deliver their services live to multiple Residents at any one time. The adoption of a Learning Management
System to deliver job search seminars on an ad hoc basis should also be considered.

Employer Service

Three business consultants and two recruiters were interviewed to gain insight into the overall communications
processes in this division and help determine which offerings should be moved online to better align with a
purpose- and values-driven approach. Interviewers also spoke to three Employers to gauge their awareness of
the website and the information available to them online.

The Employer Service Division (ESD) offers a wide range of assistance to Employers throughout the 13-county
region including outreach to, and recruitment of, Employers and job candidates, assessing an Employer’s human
resources needs and offering solutions aimed at helping them reach their business goals. Additionally, certain
positions act as an intermediary between Employers and job candidates to screen, recruit, and develop talent
to fill open positions. Unlike the linear service delivery in the career offices, ESD Staff work collaboratively with
Employers and Residents to achieve their goals and objectives (Illustration 2).

9 Appendix i — Discovery Interview Transcripts, pg 26.
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Training
Facilitator

Talent Dev. Business
Coach Consultant

Residents

Hlustration 2: Customer Service Pathway - Employer Services Division

Issues and themes raised during interviews with the Employer Service Division were backed up by subsequent
interviews with Employers. Therefore, this section combines findings from both sets of interviews.

The Business Consultant

Business consultants identify and market Workforce Solutions’ services to bring new Employers into the
workforce system, maintain existing relationships by helping Employers already in the system add job orders
into WorkInTexas.com, and assist Employers to identify opportunities for tax incentives and/or TWC grants,
among other responsibilities.

The Recruiter

Recruiters are a somewhat hybrid position within the ESD
ecosystem, interacting with both Employers and job candidates.
They identify, pre-screen, and contact potential job candidates
for Employers, assess a candidate’s skills and qualifications,
and present them to Employers. Depending on a candidate’s
needs, recruiters may act as a job coach or refer them to a talent
development coach for additional assistance.

Loom Interview with Jessica Mollon, Business

Consultant (E'TC)

0 Support services include providing transportation cards and gift cards to purchase work wear and equipment.

1" Appendix i — Discovery Interview Transcripts, pg 250.
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Employers

Employers utilize Workforce Solutions for their employee recruiting
efforts. Employers related that system services they benefit from most
are support services'” and financial aid for job candidates and/or
current employees to enhance their skills, as well as career counseling
and coaching. Some Employers report they are often contacted or
serviced by multiple recruiters or business consultants over the course
of the recruitment period, resulting in varying levels of service and

e . . Loom interview with Lissette Peraza, HR Manager at
injecting a degree of confusion into the process. Leedo Cabinetry

Employers say they would benefit from a streamlined process of interviewing potential candidates, submitting
paystubs, and conducting performance evaluations. Prior to the pandemic, in-person interviews with job
candidates allowed an Employer to better determine if they qualified for the position. Presently, a link to an
online form is sent to job candidates to complete; however, one Employer noted this is time consuming and has
created delays in the hiring process and led to the loss of qualified candidates."!

Financial Aid Services

Researchers also spoke with a board Staft member to learn about operations at the Iinancial Services Division.
Interviewers learned that all requests for assistance, whether for childcare assistance or training and education
programs, are approved and funded through this office. This division also oversees the Education and Training
Provider Network, which is grouped into three categories: basic skills, career training, and advanced career
training.

Intake Eligibility Fulfillment

Specialist Specialist Team

When Residents apply for assistance, a personal service representative in the career office reviews the application,
meets with the candidate, and makes an initial determination of eligibility based on several factors, including
whether the applicant is suitable for the position they want to receive training for, among other factors. The
application is then forwarded to Financial Aid Services where an intake specialist reviews the application, ensures
all required documents are included, and hands it off to an eligibility specialist for final approval. Once approved,
the fulfillment team prepares payment, which is either sent to the training provider or directly to the applicant,
in the form of a voucher, at the career office where the application was originally filed. A primary concern
expressed during this interview was the manual nature of reviewing and approving financial aid requests. “[W]
hen they assign out cases for eligibility, it’s a manual process. We’d like for that to be an automatic thing.”"?

Employers are also eligible for financial support for certain programs, such as apprenticeships and on-the-job
training programs. These are typically in the form of grants administered by the TWC or other entities. Prior
interviews with Staff in the Employer Service Division revealed that business consultants are responsible for
identifying suitable Employers who may qualify for these grant programs and submit applications on their
behalf.

2 Appendix i — Discovery Interview Transcripls, pg 277.
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In conducting the brand audit, we found opportunities to align efforts with where we have greatest ability to
make an impact. The portal is one of the best tools we can use to clearly communicate the full impact and value
of our agency, while focusing our content on what’s relevant to each audience.

By building a portal with distinct and customizable areas for Employers, Residents and Staff, we can:
« Segment and prioritize audiences
« Automate low value/high time activities to free Career Center Staff to deliver more value for Residents
« Focus more attention on Employers & other priority audiences

« Deliver consistent experiences throughout the organization that encourage customers to return
throughout multiple phases in their career becoming Customers for Life

« Engage in meaningful dialogue with customers to understand what they need, where we deliver the
greatest value and how we can better serve them so we can focus efforts in the areas of highest impact

«  Deliver distinctive messages for agency Staff, Employers, and Residents

«  Deliver messaging and offerings tailored to the specific needs of key audience segments

« Execute a social media strategy that delineates where and how to reach each audience

» Establish a deeper, emotional connection by leading with why we do what we do

« TFocus on impact of our services

» Expand delivery of high value/thought leadership content

«  Proactive communication (who we are — how we help — how we are different from TWC/WIT)
« Leverage data to place customers into nurture tracks

«  Simply and consistently share messaging around services to reinforce the primary value we offer

As part of the discovery process, in-depth interviews were conducted with the Workforce Solutions Information
Technology, Procurement, and EO/Accessibility teams to inform the technical requirements for the portal.

From the IT session, we developed a systems matrix to outline each technology used within the Workforce
Solutions ecosystem along with a description and role for each, the applicable services, the job role that uses
them, current and future integrations and how each relates to the portal’s functionality.

The Staff portal provides a platform to deepen the understanding of Workforce Solutions’ strategic plan and the
customer and Staff experience visions, and to share the Workforce Solutions story consistently.

Both the functional and technical requirements are aligned with the recommendations outlined in the
marketing plan. The portal will help to elevate perceptions of the agency, increase audience size and reach,
and deepen connections and engagement with all audiences — helping to build a “Customer for Life.” With
various integrations specific to each audience, the portal will be an important medium to help drive some of our
marketing programs.

" Appendix v - I'T Systems Mairix
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Based on the above research, and in keeping with the requirements laid out in the July 2020 Communications
Services RFP, Outreach Strategists, Savage Brands, and Xpediant Digital recommend Workforce Solutions
transition its current web presence, www.wrksolutions.com, into a robust, user-friendly ‘mobile-first’ portal that:

«  Generates awareness and increased understanding for the breadth of services offered

«  Enables Employers and Residents to clearly see the specific value Workforce Solutions can offer them
+  Clearly communicates the full impact/value of the agency

«  Deepens engagement across all audience segments

+  Provides audience-specific content and thought leadership on a variety of topics

This portal should include and allow for user log-in and customization, enhanced communications capabilities
(both synchronous and asynchronous), and integration of existing software and technologies. The new portal
must provide a functional, user-friendly design that accommodates the needs of Residents, Employers, and Staff
alike. It requires a content management system that is easy to use, update, and expand, and can support more
than 6,000 concurrent users during peak usage while maintaining 99.5% availability.

The charts below lay out the Technical Requirement, Use Case, Use Case Description, and the Value Workforce
Solutions expects to derive upon implementation, broken out by user class. Additional information can be found
in Appendix vi — Functional Recommendations.

RESIDENTS

Tec_hmcal Use Case Use Case Description Value to WFS
Requirements

* Residents schedule meetings
with Staff by selecting service
needed, then preferred date/time,
and/or staff member, in-person, or
online options, through Appointy
web app

* Request office resources
(desktop, tablet, printer, fax
machine, TDD machine, etc.)

R1

Meeting Scheduler

Enhanced
Communication

Request, accept or reject
meetings

Communicate with staff
via internal email, chat, or
video conferencing;
receive SMS notifications
from staff

+ Send notifications via Resident's
preferred communication method
(automated phone message,
email or SMS) to provide reminder
of upcoming appointment

» Enables Resident to change or
cancel appointment

* Provides robust reporting on
service appointments to integrate
into CRM to inform personalized
communications

* Ability for Residents to add to
preferred calendar app

* Ability for Appointy to sync with
Staff's Outlook calendar

« Email, chat, notifications, SMS
and video conferencing

* Residents should launch
communication choice in simple
dropdown or other method that
works effectively for desktop or
smart phone access

« Improves customer service by
reducing wait time for Residents
» Appointments are assigned to
Staff and can be re-assigned if
needed

« Increases staff productivity with
planning and resourcing

» Ease of communication
between Residents and Staff

« Residents receive automated
notifications and reminders for
appointments via their preferred
communication method
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Tec_hnlcal Use Case Use Case Description Value to WFS
Requirements

R3 Video Conferencing

R4 Online Forms

R5 Help desk support

R6

Video Conferencing
communications

Residents fill out required
forms in portal and
submit to Staff
electronically

Help Desk Support for
any service - Phone

Help Desk Support for
any service - Chat

* In-portal video conference
solution for meetings, trainings,
and seminars (Residents are end
users only)

* Online forms (English &
Spanish) would be available in
drop-down window for users could
select

» Common forms include Job
Search Logs, Financial Assistance
Applications, etc.

» Automatically submits to Staff for
review and submissions are
logged in Resident's profile

« Site architecture or form
architecture to block form spam
from bots

* Assistance for all customers for
any need

* Number shown on portal will be
click-to-call

+ Calls will have Google Analytics
goal for tracking purposes

* Help desk submission would be
automatically routed to designated
counselor (or other staff member
TBD)

* If non-account person, it would
be placed in queue to be reviewed
and assisted by Staff

» Automatically provide link to
FAQs on common portal use
issues

« Ability for Staff to reset password

* Assistance for all customers for
any need

* Resident could open chat
window that goes into queue and
connects to help desk personnel
to dialogue in chat session

* Consider integration of hybrid
chat tool (live and automated) to
ease burden of Staff and to be
available beyond Career Office
hours

* If non-account person, it would
be placed in queue to be reviewed
and assisted by Staff

» Automatically provide link to
FAQs on common portal use
issues

* Ability for Staff to reset password
» Would like for chat tool to
integrate with database to track
conversations

« Single platform for all users

« Users remain within platform
for ease of use and to increase
session duration

* Reduces paperwork

« Saves Staff time

« Drives more virtual/electronic
communications

* Reduces human error by
providing timestamped record of
submissions

« Enables Residents to get
information they need quickly
and efficiently

« Improves customer service and
increases interaction with
Residents

« Staff can handle high volume of
questions via online tool

« Provides source of customer
insights to inform website
content we should make
available

» Resource Room Staff could be
trained to field calls and work
with Residents to troubleshoot

» Enables Residents to get
information they need quickly
and efficiently

« Improves customer service and
increases interaction with
Residents

« Staff can handle high volume of
questions via online tool

* Provides source of customer
insights to inform website
content we should make
available

» Resource Room Staff could be
trained to field calls and work
with Residents to troubleshoot
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Tec_hmcal Use Case Use Case Description Value to WFS
Requirements

R7

R8

R9

R10

R11

Virtual Document
Submission

Calendar

Job Search RSS
Widget

WorkInTexas.com
icon or link

Help Desk Support for
any service - email/Form

Submit requested or
required documentation

Calendar shown on the
resident's dashboard that
includes upcoming
appointments and
relevant events

Displays new job
openings in user's
location or in designated
area

Direct link to TWC job
database

+ Assistance for all customers for
any need

* Resident could open form
located on their portal homepage
that goes into queue for help desk
personnel to respond

* If non-account person, it would
be placed in a queue to be
reviewed and assisted by Staff

» Automatically provide link to
FAQs on common portal use
issues

« Ability for Staff to reset password

* Upload documents digitally to
storage location for Personal
Service Representatives to
retrieve

» Example documents could be
scanned form, PDF, or JPG, i.e.,
photo of driver's license using cell
phone

« Listing of job search seminars,
online learning, job fairs, other
system events that may be of
value to Residents

« Ability to sort events in multiple
ways such as by event/topic, ZIP,
career office location, online vs.
in-person, etc.

* Relevant events could be put
onto calendar by Staff probably
based on Resident's profile and/or
location

« Residents could accept or
search for another date/location

* Include "Add to Calendar" button
so Residents can quickly add
events to their calendar (Google,
Apple, Outlook, etc.)

* Ability to view and sort "Hot
Jobs" and "Jobs Now" listings in
multiple ways such as by industry,
job title, ZIP/location, etc.

* Residents use quick link to reach
WorkInTexas.com database

« Enables Residents to get
information they need quickly
and efficiently

* Improves customer service and
increases interaction with
Residents

« Staff can handle high volume of
questions via online tool

* Provides source of customer
insights to inform website
content we should make
available

» Resource Room Staff could be
trained to field calls and work
with Residents to troubleshoot

* Provides transparency to
Residents on required
documentation

* Reduces human error by
providing timestamped record of
submissions

* Provides tool to more easily
manage documents

* Reduces Staff time spent on
collecting and managing
documents

« Similar to current functionality
on wrksolutions.com

» Upcoming events and
appointment reminders should
appear when Resident logs into
account

* Provides platform to
communicate full value of
services to Residents

» Connects Residents to jobs

* Increases engagement with
Residents

« Better targeting of "Jobs Now"
listings to reach specific
customers

« Ease of use to connect to
WorkInTexas.com from
Resident's dashboard
 Enables Staff to promote
importance of creating and
building out WorkInTexas.com
profile to connect them to jobs
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Tec_hmcal Use Case Use Case Description Value to WFS
Requirements

R12

R13

R14

R15

R16

R17

R18

Social Media —
Facebook

Social Media -
LinkedIn

Social Media —

Twitter

Social Media —
Instagram

Easyvirtualjobfair.com

link or icon

Geolocation Mapping

Video Player

Widgets for Facebook
social media service
would be available to
load in Resident's
dashboard

Widgets for LinkedIn
social media service
would be available to
load in Professional
Resident's dashboard

Not applicable to Residents

Widgets for Instagram
social media service
would be available to
load in Resident and
Young Adults' dashboard

Residents directly access
EasyVirtualJobFair.com,
or it is directly integrated
into portal, so users are
accessing within their
user account

Directs Residents to
nearest Career Office
location and other
community resources

In-house created videos
including marketing and
seminars

» Automatic listing of social media
posts to drive engagement with all
stakeholders

* Include "share" buttons on
content and events

« Automatic listing of social media
posts to drive engagement with all
stakeholders

* Include "share" buttons on
content and events

« Automatic listing of social media
posts to drive engagement with all
stakeholders

* Include "share" buttons on
content and events

« Direct integration with existing
virtual job fair platform to allow
participation without leaving
website

» Seamless integration with "drag
and drop" widget on dashboard

« Displays in map format closest
Career Office locations
(designates if Vocational
Rehabilitation Services (VRS) or
Veterans Services available) to
user

» Shows community resources
such as public libraries, childcare
facilities, food banks, etc.

« All users can view streaming
content with call to action

+ Temporary solution for job
search seminar videos and
orientations until Learning
Management System (LMS) is
procured

« Video player should provide
accessibility for both mobile and
desktop (like YouTube does)

* Increases social media
engagement

« Provides platform to
communicate full value of
services

» Connects Residents to jobs,
events, and tips and advice on
host of topics

* Increases engagement with
Residents

« Increases social media
engagement

* Provides platform to
communicate full value of
services

« Connects Residents to jobs,
events, and tips and advice on
host of topics

* Increases engagement with
Residents

« Increases social media
engagement

* Provides platform to
communicate full value of
services

« Connects Residents to jobs,
events, and tips and advice on
host of topics

« Ability for Resident to use same
login credentials for both
Workforce Solutions portal &
EasyVirtualJobFair.com

« Better tracking of attendee and
their session length

* Increases session length on
Workforce Solutions portal

« Better targeting of customers to
nearby resources

* Reduces Staff time researching
resources for Residents

» Enables Residents to view
videos within portal

» Marketing videos urge
Residents to create account on
portal

« Attend virtually job search
seminars and online learning for
Residents
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Tec_hmcal Use Case Use Case Description Value to WFS
Requirements

R19

R20

Learning
Management System

Search

Residents take online
courses, seminars, and
orientations

Search all types of files in
the Portal

* Ability for Residents to view
video courses anytime, anywhere
* Allows Resident to come back to
continue viewing where they left
off

* Track completion of video
content and report to Staff, i.e. job
search seminars, required
SNAP/TANF/UI orientations and
other similar employment training
content

» Reminders to start or complete
training within specified period via
their preferred communication
method (automated phone
message, SMS or email)

« Residents should be able to
search all content and file types
such as .PDF, .PPT, .DOC, .XLS,
video formats, etc. on portal
based on access level

* Include "share" buttons on
content and events that includes
options such as copy link, email,
etc.

* Platform to house, deliver and
manage all training content

« Tracks and reports completion
of job search seminars and
required orientations

« Enables Residents to schedule
online orientations/workshops at
convenient time for them

* Provides automated reminders
for Residents to complete
required training

« Allows Staff to focus on
services that deliver higher value
to Residents

* Increases usability of portal

* Ability for Residents to be able
to quickly and easily find
information they need

* Audit statistics in Search Terms
report to serve up relevant
content and inform content
strategy, SEO, FAQs, etc.
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EMPLOYERS

Technical ...

E1

E2

E3

E4

ES

Meeting Scheduler

Enhanced
Communication

Video Conferencing

Online Forms

Help desk support

Request, accept or
reject meetings

Communicate with staff
via internal email, chat
or video conferencing;
receive SMS
notifications from staff

Video Conferencing
communications

Employers fill out
required forms in the
portal and submit to
staff electronically

Help Desk Support for
any service - Phone

* Employers schedule meetings with
Staff by selecting service needed,
then preferred date/time, and/or
staff member, in-person, or online
options, through Appointy web app
» Enables Employers to change or
cancel appointment

« Provides robust reporting on
service appointments to integrate
into CRM to inform personalized
communications

« Ability for Residents to add to
preferred calendar app

« Ability for Appointy to sync with
Staff's Outlook calendar

» Email, chat, notifications, SMS,
and video conferencing

* Employers should launch
communication choice in simple
dropdown or other method that
works effectively for desktop
(primary device) or smart phone
access

* In-portal video conference solution
for meetings, trainings, and
seminars (Employers are end users
only)

* Online forms (English only) would
be available electronically either
directly in Employer dashboard or
via link sent by Staff

» Automatically submits to Staff for
review and submissions are logged
in Employer profile

« Site architecture or form
architecture to block form spam
from bots

« Assistance for all customers for
any need

* Number shown on portal will be
click-to-call

« Calls will have Google Analytics
goal for tracking purposes

« If non-account person, it would be
placed in queue to be reviewed and
assisted by Staff

« Automatically provide link to FAQs
on common portal use issues

« Ability for Staff to reset password

* Improves customer service by
reducing wait time for Employers
» Appointments are assigned to
Staff and can be re-assigned if
needed

* Increases staff productivity with
planning and resourcing

» Ease of communication between
Employers and Staff

» Employers receive automated
notifications and reminders for
appointments via their preferred
communication method

* Single platform for all users

* Users remain within platform for
ease of use and to increase
session duration

* Provides transparency to
Employers on required
documentation

» Reduces paperwork

* Saves Staff time

* Drives more virtual/electronic
communications

» Reduces human error by
providing timestamped record of
submissions

» Enables Employers to get
qqinformation they need quickly
and efficiently

* Improves customer service and
increases interaction with
Employers

« Staff can handle high volume of
questions via online tool

* Provides source of customer
insights to inform website content
we should make available

« Staff could be trained to field
calls and work with Employers to
troubleshoot
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Technical o

E6
E7
Virtual Document
E8 e
Submission
E9 Calendar

Help Desk Support for
any service - Chat

Help Desk Support for
any service -
email/Form

Submit requested or
required documentation

Calendar shown on the
Employer dashboard
that includes upcoming
appointments, and
Workforce Solutions
events

* Assistance for all customers for
any need

» Employer could open chat window
that goes into queue and connects
to help desk personnel to dialogue
in chat session

* Consider integration of hybrid chat
tool (live and automated) to ease
burden of Staff and to be available
beyond Career Office/Employer
Service Division's hours

* If non-account person, it would be
placed in queue to be reviewed and
assisted by Staff

+ Automatically provide link to FAQs
on common portal use issues

* Ability for Staff to reset password

» Would like for chat tool to integrate
with database to track
conversations

+ Assistance for all customers for
any need

» Employers could open form
located on their portal homepage
that goes into queue for help desk
personnel to respond

* If non-account person, it would be
placed in queue to be reviewed and
assisted by Staff

 Automatically provide link to FAQs
on common portal use issues

* Ability for staff to reset password

» Employers submit documents
digitally through email or direct
upload, which would feed to their
profile, or to Business Consultant or
Recruiter to review and upload to
DocuWare

» Example documents could be
scanned forms or PDFs of job
training logs, pay stubs, etc.

« Listing of HR seminars, online
learning, job fairs, other system
events that may be of value to
Employers

* Ability to sort events in multiple
ways such as by event/topic, ZIP,
online vs. in-person, etc.

* Relevant events could be put onto
calendar by Staff probably based on
Employer's profile and/or location

» Employers could accept or search
for another date/location

* Include "Add to Calendar" button
so Residents can quickly add
events to their calendar (Google,
Apple, Outlook, etc.)

» Enables Employers to get
information they need quickly and
efficiently

 Improves customer service and
increases interaction with
Employers

« Staff can handle high volume of
questions via online tool

* Provides source of customer
insights to inform website content
we should make available

« Staff could be trained to field
calls and work with Employers to
troubleshoot

« Enables Employers to get
information they need quickly and
efficiently

« Improves customer service and
increases interaction with
Employers

« Staff can handle high volume of
questions via online tool

« Provides source of customer
insights to inform website content
we should make available

« Staff could be trained to field
calls and work with Employers to
troubleshoot

* Reduces human error by
providing timestamped record of
submissions

* Provides tool to more easily
manage documents

» Reduces Staff time spent on
collecting and managing
documents

« Event calendar similar to current
functionality; appointments as
reminders whenever a person
logs into their account in the
portal.
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Technlcal

E11

E12

E13

E14

E15

E16

E17

E18

E19

E20

Job Search RSS
Widget

WorkInTexas.com icon
or link

Social Media —
Facebook

Social Media - LinkedIn

Social Media — Twitter

Social Media —
Instagram

easyvirtualjobfalr.com
link or icon

Geolocation mapping

Video Player

Learning Management
System

Search

Not applicable to Employers

Direct link to TWC job
database

» Employers use quick link to reach
WorkInTexas.com database

Not applicable to Employers

Widgets for LinkedIn
social media service
would be available to
load in Employer's
dashboard

» Automatic listing of social media
posts to drive engagement with
Employers

* Include "share" buttons on content
and events

Not applicable to Employers

Not applicable to Employers

Direct link to online job
fair platform

* Direct integration with existing
virtual job fair platform to allow
participation without leaving website
» Seamless integration with "drag
and drop" widget on dashboard

Not applicable to Employers

In-house created
videos including
marketing and
seminars

* All users can view streaming
content with call to action

» Temporary solution for job search
seminar videos and orientations
until Learning Management System
(LMS) is procured

* Video player should provide
accessibility for both mobile and
desktop (like YouTube does)

Not applicable to Employers

Search all types of files
in the Portal

» Employers should be able to
search all content and file types
such as .PDF, .PPT, .DOC, .XLS,
video formats, etc. on portal based
on access level

* Include "share" buttons on content
and events that includes options
such as copy link, email, etc.

* Ease of use to connect to
WorkInTexas.com from their
dashboard

* Increases social media
engagement

* Provides platform to
communicate full value of
services

» Connects Employers to events,
HR Training & Development
seminars, online learnings on host
of topics

* Increases engagement with
Employers

* Ability for Employers to use
same login credentials for both
Workforce Solutions portal &
EasyVirtualJobFair.com

* Better tracking of attendee and
their session length

* Increases session length on
Workforce Solutions portal

» Enables Employers to view
videos within portal

» Marketing videos urge
Employers to create account on
portal

+ Attend virtually HR Training &
Development seminars and online
learning for Employers

* Increases usability of portal

* Ability for Employers to be able
to quickly and easily find
information they need

+ Audit statistics in Search Terms
report to serve up relevant
content and inform content
strategy, SEO, FAQs, etc.
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STAFF

Technical o

$1

S2

S3

S4

S5

Meeting Scheduler

Enhanced
Communication

Video Conferencing

Online Forms

Help desk support

Request, accept or
reject meetings

Communicate
between Staff and
with Residents and
Employers via
internal email, chat,
or video
conferencing; receive
SMS notifications
from Staff

Video Conferencing
communications

Staff can create forms
in portal and receive
submitted forms from
both Residents and
Employers

Help Desk Support
for any service -
Phone

« Staff can schedule appointments
with Residents and Employers by
selecting service needed, then
preferred date/time, and/or staff
member, in-person, or online options,
through Appointy web app

* Request office resources (desktop,
tablet, printer, fax machine, TDD
machine, etc.)

+ Send notifications via Resident and
Employer's preferred communication
method (automated phone message,
email, or SMS) to provide reminder of
upcoming appointment

« Enables Staff to change or cancel
appointment

* Provides robust reporting on service
appointments to integrate into CRM to
inform personalized communications
* Ability for Appointy to sync with
Staff's Outlook calendar

» Email, chat, notifications, SMS, and
video conferencing

« Staff should launch communication
choice in simple dropdown or other
method that works effectively for
computer or smart phone access

* In-portal video conference solution
for meetings, trainings, and seminars
(conferencing between Staff, and with
Residents and Employers)

« Staff would have ability to create,
change or delete forms for Residents
and Employers

« Forms should be templated with
Workforce Solutions brand and color
palette

* Online forms (English and Spanish)
would be available in drop-down
window for users could select

« Common forms include Job Search
Logs, Financial Assistance
Applications, etc.

* Automatically submits to Staff for
review and submissions are logged in
Resident and Employer's profile

« Site architecture or form architecture
to block form spam from bots

* Assistance for both Residents and
Employers for any need

* Number shown on portal will be
click-to-call

+ Calls will have Google Analytics
goal for tracking purposes

* Help desk submission for Residents
would be automatically routed to
designated counselor (or other staff
member TBD)

« If non-account person, it would be
placed in a queue to be reviewed and
assisted by Staff

« Improves customer service by
reducing wait time for Residents
* Appointments are assigned to
Staff and can be re-assigned if
needed

* Increases staff productivity with
planning and resourcing

« Ease of communication between
Staff, and with Residents and
Employers

« Single platform for all users

« Users remain within platform for
ease of use and to increase
session duration

« Reduces paperwork

» Saves Staff time

« Drives more virtual/electronic
communications

« Reduces human error by
providing timestamped record of
submissions

« Enables Residents to get
information they need quickly and
efficiently

« Improves customer service and
increases interaction with
Residents

« Staff can handle high volume of
questions via online tool

« Provides source of customer
insights to inform website content
we should make available

* Resource Room Staff could be
trained to field calls and work with
Residents to troubleshoot
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Technical Use Case
Requirements

Help Desk Support

= for any service - Chat

Help Desk Support
for any service -
email/Form

S7

Submit requested or
required
documentation

Virtual Document

= Submission

Calendar shown on
dashboard that
includes upcoming
appointments and
relevant events

S9 Calendar

Use Case Description

« Automatically provide link to FAQs
on common portal use issues
« Ability for Staff to reset password

« Assistance for all customers for any
need

« Resident could open chat window
that goes into queue and connects to
help desk personnel to dialogue in
chat session

« Consider integration of hybrid chat
tool (live and automated) to ease
burden of Staff and to be available
beyond Career Office/Employer
Service Division's hours

« If non-account person, it would be
placed in a queue to be reviewed and
assisted by Staff

» Automatically provide link to FAQs
on common portal use issues

« Ability for Staff to reset password

« Would like for chat tool to integrate
with database to track conversations

« Assistance for all customers for any
need

« Resident could open form located
on their portal homepage that goes
into queue for help desk personnel to
respond

« If non-account person, it would be
placed in queue to be reviewed and
assisted by Staff

« Automatically provide link to FAQs
on common portal use issues

« Ability for Staff to reset password

* Upload documents digitally to
storage location for Personal Service
Representatives to retrieve

« Example documents could be
scanned form, PDF, or JPG, i.e.,
photo of driver's license using cell
phone

« Listing of job search seminars,
online learning, job fairs, HR Training
& Development and other system
events that may be of value to
Residents and Employers (events
displayed to be based on Staff's role
as Resident- or Employer-facing)

« Ability to sort events in multiple
ways such as by event/topic, ZIP,
career office location, online vs. in-
person, etc.

« Relevant events could be put onto
calendar by Staff probably based on
Resident and Employer's profile
and/or location

« Listing of Staff only events with
ability to view these only

Value to WS

» Enables Residents to get
information they need quickly and
efficiently

« Improves customer service and
increases interaction with
Residents

« Staff can handle high volume of
questions via online tool

* Provides source of customer
insights to inform website content
we should make available

» Resource Room Staff could be
trained to field calls and work with
Residents to troubleshoot

» Enables Residents to get
information they need quickly and
efficiently

« Improves customer service and
increases interaction with
Residents

« Staff can handle high volume of
questions via online tool

* Provides source of customer
insights to inform website content
we should make available

» Resource Room Staff could be
trained to field calls and work with
Residents to troubleshoot

* Provides transparency to both
Residents and Employers on
required documentation

* Reduces human error by
providing timestamped record of
submissions

* Provides tool to more easily
manage documents

* Reduces Staff time spent on
collecting and managing
documents

« Similar to current functionality on
wrksolutions.com

» Upcoming events and
appointment reminders should
appear when Staff logs into
account
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Technical o

S$10

S11

S$12

S$13

S14

S$15

S$16

$17

Job Search RSS
Widget

WorkInTexas.com
icon or link

Social Media —
Facebook

Social Media -
Linkedin

Social Media —
Twitter

Social Media —
Instagram

Easyvirtualjobfair.com
link or icon

Geolocation mapping

Create, edit, and
delete job listings as
needed

Not applicable to Staff

Widgets for Facebook
social media service
would be available to
load in Staff's
dashboard

Widgets for LinkedIn
social media service
would be available to
load in Staff's
dashboard

Widgets for Twitter
social media service
would be available to
load in Staff's
dashboard

Widgets for Instagram
social media service
would be available to
load in Staff's
dashboard

Not applicable to Staff

Helps Staff direct
Residents to nearest
Career Office location
and other community
resources

« Include "Add to Calendar" button so

Residents can quickly add events to
their calendar (Google, Apple,
Outlook, etc.)

« Ability for Staff to post jobs and
maintain "Hot Jobs" and "Jobs Now"
listings

« Automatic listing of
@AdvanceMyCareer (WFS) social

media posts to drive engagement with

Residents and Public
« Include "share" buttons on content
and events

« Automatic listing of social media
posts to drive engagement with
Employers, Professional Residents
and Public

« Include "share" buttons on content
and events

« Automatic listing of social media
posts to drive engagement with
Public

« Include "share" buttons on content
and events

« Automatic listing of social media
posts to drive engagement with
Residents, Young Adults and Public
« Include "share" buttons on content
and events

« Staff can create, edit, and delete
Career Office locations and
community resources such as public
libraries, childcare facilities, food
banks, etc. as needed

« Automatically feeds to Resident's
dashboard

* Similar to current functionality on
wrksolutions.com

* Increases social media
engagement

* Provides platform to
communicate full value of services
to both Residents and Employers
» Connects Residents to jobs,
Employers to job candidates, and
both Residents and Employers to
events, and tips and advice on
host of topics

* Increases engagement with both
Residents and Employers

* Increases social media
engagement

* Provides platform to
communicate full value of services
» Connects Residents to jobs,
events, and tips and advice on
host of topics

* Increases engagement with
Residents

« Increases social media
engagement

« Provides platform to
communicate full value of services
to both Residents and Employers
« Connects Residents to jobs,
Employers to job candidates, and
both Residents and Employers to
events, and tips and advice on
host of topics

« Increases engagement with both
Residents and Employers

* Increases social media
engagement

* Provides platform to
communicate full value of services
to both Residents and Employers
+ Connects Residents to jobs,
Employers to job candidates, and
both Residents and Employers to
events, and tips and advice on
host of topics

* Increases engagement with both
Residents and Employers

« Better targeting of customers to
nearby resources

* Reduces Staff time researching
resources for Residents
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» Enables both Residents and
Employers to view videos within
portal

» Marketing videos urge Residents
and Employers to create account
on portal

* Attend virtually job search
seminars and online learning

« All users can view streaming
content with call to action

« Temporary solution for job search
seminar videos and orientations until
Learning Management System (LMS)

Staff maintain current
S18 Video Player and add new videos
as needed

B EEEIEE (Residents) and HR Training &
Development and online learning
(Employers)
* Ability for Staff to recommend video < Platform to house, deliver and
courses for both Residents and manage all training content
Employers « Tracks and reports completion of
* For Residents, track completion of job search seminars and required
video content and report to Staff, i.e., orientations
. T job search seminars, required . Epableg Res?dents to schedule
s19 Learning o o o SNAP/TANF/UI orientations and other  online orientations/workshops at
Management System e — similar employment training content convenient time for them
* Ability for Staff to send reminders to < Provides automated reminders
Residents to start or complete training for Residents to complete required
within specified period via their training
preferred communication method * Allows Staff to focus on services
(automated phone message, SMS or  that deliver higher value to
email) Residents
« Staff should be able to search all * Increases usability of portal
content and file types such as .PDF, « Ability for Staff to be able to
.PPT, .DOC, .XLS, video formats, etc. quickly and easily find information
$20 Search Search all types of on portal based on access level and they need
files in the Portal role (Resident- vs. Employer-facing « Audit statistics in Search Terms
« Include "share" buttons on content report to serve up relevant content
and events that includes options such  and inform content strategy, SEO,
as copy link, email, etc. FAQs, etc.

PAGE 27



Appendix |

Discovery Interview
Transcripts




INTERVIEW TRANSCRIPT

Subject
Jennifer Bridgeford, Career Office Manager

Workforce Solutions — Texas City

Contractor

BakerRipley

Interview conducted

February 25, 2021

Page 1 of 281



Speaker 1 (00:01):

Um, let's just, uh, so for the record, um, as | said in the previous email, so I'm Tammy Frazier. | work with
our strategists and we were in Isabelle as well, Isabella as well, we were hired, um, by CAC to conduct,
um, an assessment of the current website, um, and the services that are available on the website and
seeing what we can do to, uh, bring maybe some of those in-person services onto the website, what
works, what doesn't work. And so in order for us to do this, especially when you're talking about a
career service office, um, we need to understand the process from a customer perspective, but also we
need to understand the operational part of it as well. Like the, the jobs, uh, the services that are offered.
So | know, um, this may be a little bit, you know, elementary when we start talking, you're like, okay,
just, you know, w we're we're we're doing, we're doing a deep dive into to get a full understanding F
yeah, exactly. So | appreciate your patience. I'm going to say that. Okay. So if you can go ahead and state
your name, um, and your position for us for the recording.

Speaker 2 (01:16):

Jennifer Bridgford spelled BRI D G E F O R D. And I'm the career office manager at the Texas city
workforce solutions office.

Speaker 1 (01:25):

Okay, awesome. So, um, and, and I'm going to ask you the questions as we already have them, even
though | know that we've talked to one of your colleagues previously, they've kind of broken it down,
but, um, I'm just gonna ask you, um, how many departments comprise the career services office?

Speaker 2 (01:41):

What do you mean by departments? So

Speaker 1 (01:43):

| know that there's different roles, | guess we could need to check the roles. Um, if you could describe
the roles of each person within the career services.

Speaker 2 (01:53):

Okay. Well, and just to kind of give a caveat to that is it is very fluid right now, um, with us, you know,
having staff in office and out of office, um, you know, one day we may have somebody doing what we
call somebody in the hunt group, but, you know, our in every office is going to kind of do things their
own way as well. So we do have a little bit of flexibility as managers, um, to work with our team and do
what works best for, um, the busy-ness of our office or the demand of our customers. Um, you know,
our community may be a little bit different than other communities, you know, rural versus inner city.
Um, so that's something to keep in consideration as well. Um, but kind of the way that we haven't
broken down at Texas city is we have, um, Oh, and we also have an integrated office here, which means
we have vocational rehabilitation services that work that's already integrated into our office for two
years now.

Speaker 2 (02:48):

Um, so we're one of the more well-oiled machines. There's some like, like Jackson that just got
integrated a couple of weeks ago. So there's also that to keep, keep in consideration, um, for us our
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vocational services, or we call VR services. Um, we have, um, a unique situation in which we have the
manager and two supervisors, as well as counselors and support staff that are normally housed in our
office. Currently we have, um, one counselor and one support staff that visits our office two days a week
in the office, and everybody still serves those people remotely. Um, you'll have other offices that only
have counselors or support staff and, um, and their offices as far as VR goes because my manager and
supervisors actually manage those as well. So there's that. And then, so their role is to work with
individuals with disabilities, that or individuals that need help with either, um, maintaining or finding
employment.

Speaker 2 (03:52):

Um, and this could be a mental, physical, um, learning disability. It could also be somebody that's going
that is recovering from addiction. That's also considered to be, um, part of their, | hate to call it a
disability, but | guess it could be. Um, so they work with those individuals to find employment, keep
employment, or to, um, get help, to get up emotion with what they're currently doing, to help be able
to, um, climb the career ladder, um, also to, um, complete or, um, start training. So they may need
accommodation technology. They may need job coaching, they may need, um, diagnoses, um, you
know, whatever it is. And we, they may have to work with the employers to get all of that. So there's
that part then there's also, um, what we call employment counselors and personal service
representatives. Um, so you probably, as you go throughout your interviews, you'll see that those two
are also being combined.

Speaker 2 (04:47):

There's more collaboration, there's some offices that kind of worked as a pilot to, um, um, combine that
role already. Um, some that are in a process of cross training and then some that are in the process of
starting to, um, kind of get the staff used to the fact that they're going to have to be doing both of those
roles. So, um, traditionally an employment counselor is all about the, well, we're all all about the jobs,
but it's starting at the job piece. Um, you need help looking for work. Um, we're going to help you and
work in texas.com, which is also on our website. Um, get registered as a job seeker, um, teach you how
to look for work on there. Work with the individuals who, um, may not be as technically savvy. There's a
lot more hand holding and doing in that aspect.

Speaker 2 (05:39):

So the key with them is, or | guess the biggest struggle, um, for being able to provide services to
individuals that are looking for work is, is working with those people that aren't as technologically savvy
or that are trying to look for work on their cell phone, um, that's instead of PC, um, or a tablet. Um, so
they're pro and they work with our participant population as well. So individuals that are required to
work with our office to maintain some sort of public assistance, whether it be food stamps, which is
snap or TANIF, um, people that are mandated by the court, such as NCP choices, non-custodial parents
who, um, are having to pay child support. They don't have a job they've been mandated by the judge to
work with our office, to find employment, um, to be able to pay for their child support our employment
counselor population works with that as well. Um, as well as people that have filed for unemployment,
um, and have been told by Texas workforce commission that they have to work with our office to learn
what we can do to help them get back to work. And the goal is to do that within 10 weeks. Um, so that's
employment counselor, so there's not a whole lot of case management yet that they're doing, but that's
what we're moving towards. So then there's a personal service, excuse me, | talk really fast. So just tell
me to slow down if | need to,
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Speaker 1 (07:01):

| mean, you're doing great and we kind of have a, we kind of have an understanding, so it's really good
that you're going deeper in like breaking it down for us. So thank you.

Speaker 2 (07:10):

You're welcome. Okay. So then personal service representatives are more of our case management
piece. So again, that employment focus is always there, but these are people that say, | want to go to
school or | want to change careers, or | want to learn a new trade. Um, so these are people that work
with individuals that have that in mind, um, and help get them, um, through, you know, the eligibility or
applying for the eligibility for financial aid, um, to see if they qualify for a financial aid scholarship, um,
on one of the occupation trainings that we support. Um, and then they manage them through that,
whether it's a six week course or a two year, you know, um, associate's degree or finishing up a
bachelor's degree. Um, so they're, you know, monthly contact, um, how's training going, do you need,
what do you need? Here's your vouchers for school? You know, that kind of thing, gas assistance or
transportation assistance. Um,

Speaker 1 (08:08):
And did they have a role that they play with snap and with Tana or,

Speaker 2 (08:12):

Yeah, so, um, in addition to training, there's also young adults, 16 to 24, and those will typically be
managed by our personal service or PSRs as well. Um, so because those are also case managed, um, and
then there's TANIF that typically will be assisted by PSRs. So that's how our office is set up is that the
snap and Ul are for employment counselors and the TANIF are for, um, with the personal service
representatives as they are, um, looking for full-time employment and they go into community service if
they don't, um, find employment within a certain number of weeks during job search and that kind of
thing.

Speaker 1 (08:48):

Okay. Okay. And then, um, so just kind of walk us through, so are those, all the roles, those are all the
characters. So the vocational rehabilitation, employment counselor and the PSR, or, but we have our
greeters too. Right, right.

Speaker 2 (09:05):

Yeah. So then there's also what we call our customer service team here. Um, we like to think of our
team, um, with the greeters and the resource specialist as one team, because they should be able to
ebb and flow to help each other out when we actually have customers in the office. Um, so yes, greeters
would be at the front of the office, typically, um, greeting people as they come in, when we had our old
school wait list where we'd put people on to see, you know, give them a pager and see people. We now
have our appointee system for those appointments. Um, um, then we have our resource specialists that
while they're waiting their purposes to get them ready to see staff. So instead of, um, somebody's pager
going off and they sit down with an employment counselor, cause they need help looking for work and
starting fresh with a brand new work in Texas application that they've already got that part completed.

Speaker 2 (09:55):
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And they're ready to start on a higher step as far as, okay, you're done, let's tweak this, let's up your
resume as much that can be possibly done before they sit down with staff. So that their time with staff is
a lot more, um, fruitful, um, when it comes to them sitting down. Um, so they do many things and the
resource team, um, they'll help people fax, uh, use our multipurpose business machines. They will
answer basic questions about unemployment. Like what do they mean when they ask this question on,
uh, an unemployment application or, um, provide resources, um, you know, just really working with
them on anything. It is that they need to either prepare to meet with one of the other staff, if they're
waiting to see somebody or to help them so that they don't have to wait for somebody else that they
can be a self-service customer you're muted now.

Speaker 1 (10:54):

Okay. So at no time, do they determine like if someone is career ready or not, not again,

Speaker 2 (11:02):

Not necessarily. | mean, so, you know, there's been times as a supervisor or a manager I've gone out in
the resource area and I'm like, you don't need to see anybody we're looking for work right here. You
know? So, um, when you're talking to somebody, everybody is just to smell the meter's different from
the other person. Everybody's situation is very different. Um, so it's when I'm talking to somebody, if
they're like, well, I'm just here looking for work. I'm working in my work in Texas. Um, can you just show
me how to apply for this one job and if I'm talking to them, um, and based on my assessment of my
conversation and in my conversation with them, if | see, well, you know what your, your resume needs a
little bit of work. Why don't you sit down with an employment counselor and let them critique your
resume for, you know, your pager's going off, go ahead and do that.

Speaker 2 (11:46):

Or, um, | can see that you're having some problems navigating through work in Texas. How about some
one-on-one help, um, um, can, you know, sometimes you can tell by what they're wearing, um, you
know, just so you know, you're okay now you've applied for this job. Um, | just wanna remind you to
make sure you wear a button down, Jack, a button down collar shirt, and some khakis and some nice
shoes. And, you know, you try to get that stuff out in that conversation to where they're like, well, this is
the best thing | have right now, or, you know, I'm playing a domestic violence situation and this is all |
own. So we do kind of, we can make those career readiness decisions, um, or, or assumptions based on
our conversation with them and then refer them to resources. Um, um, you know, so it's, it's multilevel,
you know, sometimes we're meeting somebody that just flew, you know, and they are, are at a shelter
and this is their five minutes. They can get out without the kids. And they're just want to see if they can
help find, you know, get help finding a job to where somebody is coming in. That's very professional
ready for an interview. We have an employer on site and they're, they're going to get interviewed and,
and maybe even get a job offer. So, you know, very different scenarios with every single person.

Speaker 1 (13:01):

Okay. Okay. That that's good. That makes sense. So everybody's kind of a tune and aware to, you know,
how to, how to, um, know how to assist. Okay. So is that, so that's it that you have there in the office?

Speaker 2 (13:13):

Obviously we have our supervisors, um, you know, so there's the man, I'm the manager. And then | have
two supervisors here. Uh, the way that | had been split up is there, as far as the responsibility on staff is |
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have one that works with the employment counselors and the resource staff. And then | have, um, one
that works with the PSRs and the greeters. Oh, okay. So the way that we're structured now, um, where
we, because we have, um, two greeters and one resource staff here in the office, | have both my
supervisors here with me is they collaborate on the customer service team because we consider that
whole greeter, um, resource, um, and program assistance, which I'll tell you about in a second, um, as
our customer service team. And so we all collaborate with that team. So program assistants are kind of
like admin assistance, but they do so much more because they have, um, they're kind of the face or the
voice, or they typically were the face and the voice of the office, um, for incoming calls and emails.

Speaker 2 (14:15):

And, and, and when we provide supportive services, um, they would be an approver and an issue where
that kind of thing. Um, they are phone operators before we had the hunt group, what we call our
customer service team now, or the ones that are getting all of those incoming calls and emails and
things. Um, they were the two that were handling all of that. And now we have a group of five that are
handling that. So again, those are lumped into the customer service side. Um, there is our customer
service team, but they report to me. Okay, okay. Two ladies that do that. Okay. And their program

Speaker 1 (14:53):

Assistants. So they, they kind of do the general basics, like you said, answering the phones or providing
maybe direction, you know, responding to emails or whatnot like that. Do you feel like any of these
positions are like a lot of the work that's done under these umbrellas can be done online?

Speaker 2 (15:12):

| believe a lot of it can be done on it. It is being done online and we were kind of forced to do that. Yeah.
Um, so the struggle that we have, again, you'll probably hear this as a recurring theme is our customer's
ability to use technology or to have the equipment needed. Um, most of them are using their phones,
um, you know, smart phones. Um, and of course, if you don't have a job, sometimes, you know, that
goes away as well. So, um, there are some customers that are struggling, um, to be able to receive our
services, um, just because they don't have the technology. Um, luckily, you know, we have libraries, we
have community partners and things like that that are opening back up and they can get to a computer.
They can get to a phone where they can talk to staff. But, um, the only thing that really keeps us from
doing that with every single person that we touch is the technology piece.

Speaker 1 (16:05):

Okay. The technology piece is difficult. Okay. And as we're, we're looking at it and how to put more
things available online, but what we need to really look at the customer aspect of it. Okay. So then let's
talk about the customers. So walk us through what happens inside the office. So let's just say, Isabella
and | are, we're coming up. What, walk us through the process. What's going to be, who's going to be
the first person we encounter and what's going to happen to us when we come in and this is pre COVID.
Yes. [inaudible].

Speaker 2 (16:38):

Yeah. So pre COVID you would come into the office and we would, you know, thank you for coming into
workforce solutions. How can we help you today? And then just based on whatever you said, we would
try to meet your immediate need. So if you're coming in saying, um, | received this letter that said | had
to report to this office today. Um, it could be snap. Um, it could be a TANIF. It could, you know,
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whatever it is. We'll, we'll go ahead and put you on the guest list to, to see whichever staff is
appropriate for the letter of the immediate need that you came in for. Um, we'll invite you, you know,
we'll give you your pager and we'll invite you to, um, jump on the, the CA one of our, well, we had 40
now we've got 19, um, cause we're socially distanced computers, um, here in the office to get registered
and work in Texas. Um, we'll ask you if, you know, you're familiar with work in Texas. Are you
registered? Um, if yes. Do you remember your username and your password? Would you like me to go
ahead and reset you? So we'll, we'll set them up to be able to start working on something while they're
waiting. Yeah. So, um, you know, then once they hit the resource area, the goal is to not have them
waiting at a table or a chair, but it to be at a computer and be doing something while they're waiting.
Okay.

Speaker 1 (17:51):

And then from there, what happens?

Speaker 2 (17:53):

So let's just take a snap letter as, as the scenario to move forward with, um, the, um, you know, the
resource team we'll get, we'll engage with them at that point. And while they're waiting with their
pager, | used, | always train my staff to be pager hunters. So you want to find those people with the
pagers and say, hi, | see that you're waiting to see somebody, what are we going to help you with today
and start that conversation. Um, and, and if it is somebody that's waiting to see somebody for an
orientation then Oh, great. Then let's make sure that you're registered and work in Texas and get you all
ready for that. Um, and, um, you know, do you have any questions about it? Do you need help? Um, you
know, navigating, is there anything | can help you with while you're waiting for them?

Speaker 2 (18:35):

Um, and then their pager goes off and then they sit, sit down with a, with an employment counselor
and, you know, we tell them, you know, we've reasoned why we sent you a letters, cause you're
receiving benefits and you're going to work with us to find employment. And the goal is to find you a
job, um, of, you know, however many hours based on what their code was or whatever. And so they
look them up in the system, um, and start telling them what we do to help them look for work. Um, you
know, always with that employment focus goal, um, and you know, driving the conversation and, um,
you know, then tell them a little bit about their compliance as far as, you know, you need to turn in your
job search logs with this many hours, and this is how you fill it out and sign this brochure. That explains
everything that we talked about. Here's your copy, you know, that kind of thing.

Speaker 1 (19:21):

Okay. Um, and then when do you determine that they need to go to case management?

Speaker 2 (19:27):

Um, well, so a snap person or participant is going to be case managed somewhat, but it's a more on the,
customer's kind of driving that where the customer, the customer is, um, doing it. So for instance, the
first visit you're, we're doing our orientation where we're explaining all the different services and then
we tell them, we'll see them again on Monday or before then reach out if you have any questions. So
Monday is when they would bring in their job search log that they need to submit to be in compliant,
you know, be compliant with the participation piece of it. Um, then, um, when they come back, then
they may see somebody else. Um, they're submitting their job search log and we'll talk to them. Okay. |
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see these are all the jobs you applied for. Let's talk about it, how'd it go? Did you get any interviews?
Um, you know, this is what you wear and it kind of dives goes a little bit further into their job search kind
of path way, as far as you know, now they're in the job search mode and this is what they're doing, and
we're giving them the professional advice on how to apply for work, how to talk to employers, what to
wear all that kind of stuff.

Speaker 1 (20:34):

It does. It's a, is that happening with the PSR? Cause that's when they are moved over to trip. No, that's
happening with the counselors. Yeah,

Speaker 2 (20:40):

Yeah. Yeah. So if so, that's the way my office is set up is that the, the people coming in to bring in job
search logs for we'll continue to see an employment counselor. Okay.

Speaker 1 (20:50):

Okay. And then, so when they go to PSR it's because it's for trainee, um, learning a new trade financial
aid or transportation or, and young adults in TANIF. Right. That's how you have it set up.

Speaker 2 (21:02):

That's how we have it set up here. Yeah. But that's going to blend where anybody that comes in, they're
just going to go to the next available person and everybody's going to be cross-trained to be able to do
that. So as far as the case management question that you have on, on snap, it would be, you know, um,
some, you know, putting, you're putting in the counselor notes to, you know, document that the job
search logs were submitted, um, kind of the conversation that happened between the staff and the
person about how their job search went, any additional referrals or assistance that was provided. Um,
did they need transportation assistance to look for work the next day or the next week? Um, when their
next job search log is due? Um, all of that, you know, that there's a job fair this Wednesday, and we've
recommended that they talk to these employers and there's a workshop job readiness workshop that's
happening on Tuesday.

Speaker 2 (21:49):

And we want them to come. We've recommended that they come to that, so that the next person that
sees them, when they turn in their job search log, the next Monday, it's kind of a progression on, you
know, what this person has been doing to look for work and what, what, um, so they can follow up, you
know? So did you talk to this employer? Did you go to this workshop? Um, you know, what other
guestions do you have? Oh, well, there's a workshop that covers that next week. You know, that kind of
thing. So

Speaker 1 (22:13):

What about the four week period when the four weeks ends for either snap or the TANIF benefits? So
they continue to stay with the employment counselor in your office, or they go, well, bill go to the, the
TANIF will go to the PSR is already working with the, so

Speaker 2 (22:29):
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I'm coming. TANIF will always go to a PSR at our office. Um, and then there's two different types of snap.
Um, there's, what's called, what's a bod, which is the able-bodied adults without dependents. And then
there's the general pop or gen pop. Um, so gen pop, they do four weeks of job search and they're no
longer required to participate with us for job search. So once they do that four weeks of job search, if
they haven't found work, we tell them, okay, you're no longer required to submit your job search logs,
but you're welcome to still use them because they are very useful, you know, on keeping track of what
you're, what you're doing. You can continue to come here so we can help you look for work, but we're
no longer going to be able to support them with a gas card every week when they come in, you know,
because they're no longer, um, their snap case will be closed because they're no longer required to
participate, but we can still continue to help them.

Speaker 2 (23:25):

Okay. Um, for the job search. Yeah. But then the bod, they have to find, they have to work with us to
find work until they find employment. So they usually in their third week, we'll receive, what's called a
next step letter. And their next step is to enter community service. Um, what we call work fair for them,
but it's basically it's community service. And we have, um, volunteer, um, partner sites, um, like
community partner sites that we assign them, um, a site to work out for so many hours based on the,
the benefits that they receive, because there's like a calculation. Um, that's how many hours they have
to do a month to basically earn their benefits going forward while they're looking for work. So for
instance, somebody gets $750 a month, then that would be divided by 30 days. I'm trying to use an easy
number to divide that | can't do that.

Speaker 2 (24:20):

But anyway, let's say that they have to do 25 hours for the month. You know, when you divide that,
cause you take their benefits. So like $1,200 in benefits for the month divided by minimum wage. And
that's how many hours they have to work for the month in volunteer services, um, to receive the
money, to receive benefits yeah. To maintain their benefits. So the purpose of that though is not to
make them work for free to earn their benefits. It's to have recent and new work experience that they
can add to their resume so that as they continue to look for work, they have new stuff on their resume,
new skills. They're working on their soft skills. They're getting accustomed again, if they've been out of
work for a while of getting up at a certain time, wearing a certain thing, reporting to a supervisor, you
know, making sure that their kids are taken care of at the same time while these are going to be without
dependents. So it's not as much of an issue, but, you know, just getting back in that routine of having to
report for employment, because they're doing it at a volunteer site now. Um, so that's the purpose of
that, that, um, that community service or workfare and TANIF does that as well. So like after their third
week, they also have to go into community service while they're looking, because they have to work
with us until they find full-time employment where a buyer has to work with us until they find 20 hours
a week, at least.

Speaker 1 (25:33):

Okay. So they both have to do that. Okay. That makes sense. Um, so let me, | want to go back to
something you mentioned, um, you said I'll, I'll, I'll talk about that in a little bit, but it was, um, appointee
system. So what is the employment?

Speaker 2 (25:49):
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We love it. Uh, well, I, there are some quirks that we're getting used to, and there's some, and we have
a great communication amongst, um, | mean, I'm sure that you guys are talking to all of the different
contractors. So, um, also let me let you know that not every contractor has program assistance. Um, so
they, we all have different roles within our office. You always see an AC and a PSR, a greeter and a
resource, but you're not always going to see program assistants. It's just the way that Baker, Ripley
offices are structured. Um, they may call them something else or use other roles. But, um, so appointee,
um, we all have with each, one of the contractors has, um, kind of what we're using as the liaison to
work with HIC. So that there's one voice instead of 27 voices and saying, can we fix this?

Speaker 2 (26:34):

Can we add this? Can we, but the communication has been really great, um, with Mr. Garcia on with
these, you know, the managers and the supervisors through our liaison to, um, up, um, to make
adjustments. And they had been pretty quick turnarounds when we've made suggestions. Um, so the
system itself is really great. We think the customers really like it. Um, again, it's the technology handicap
that some people have, um, either, you know, | don't think I've tried to do it on my phone. | know there
is an appointee app, um, but | haven't tried to do it on my phone. So | don't know how difficult it is, but
it seems as though customers don't really have a hard time making appointments with us and we have
plenty that are coming in, | guess is a better way to say it. Um, it's just, you know, make sure that you
have a full email address in there, make sure that your phone number is correct kind of thing.

Speaker 2 (27:30):

Um, you know, let's something that | recently suggested yesterday is having a language, a preferred
language question in there because | have an employment counselor with the last name of Perez that,
um, doesn't speak Spanish, but gets all the people that want to speak that need to speak Spanish when
it comes to, um, an orientation. So she, um, you know, in this kind of goes back to the who does what in
the office. | do have two bilingual, um, PSRs that will do all of our Spanish snap orientations or Ul
orientations, because | don't have an employment counselor that speaks Spanish. So they do help
they're cross trained on that. So they do help with that. Um, but yeah, the appointee is, um, | don't
know if you've guys have gotten a chance to see it, but it's a, you know, a site that you can go in and it's
a really quick registration type thing where you go in and, you know, put your name and all that so that
when you make an appointment it's preloaded, um, you choose the service that you need.

Speaker 2 (28:28):

Well, first you choose the office and then choose the service. Um, and the great thing about that, um,
and would this be in, in a virtual world, is if somebody wants to make an appointment for job search
assistance and they needed at a specific date and time, and they can't find that available at Texas city,
they can back up and they can say, well, | can get that it Astrodome, um, because they don't have to
physically go to Astrodome from Texas city or from Galveston. Um, they, you know, they, so that's the
great thing about being online and virtual is that, that we have a much bigger reach. Um, the difficulty
on that is, um, reminding not really difficulty, but what's something we have to be aware of is we have
to make sure that we remind customers, you know, just because you live in Gallup on Galveston Island,
doesn't mean that if you only need job search assistance, that somebody at sexist city has to help you
because our Baytown office has availability right now, you know, they can go ahead and help you with
that job search assistance. All of the people at Texas city may be tied up with pre-booked appointments.
Um, but you can still get the help that you need when you need it, because of the fact that it is, it is
online. It's virtual. Um, Oh,
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Speaker 1 (29:42):
Go ahead.

Speaker 2 (29:42):

| was going to say, | will say that the, there is an option to do either a phone or a virtual appointment. So
over the phone or on teams currently is how we use it. Um, and, um, the majority of them are done by
phone because customers are still not comfortable with teams

Speaker 1 (29:58):

There. W Oh, okay. So Y so they're not comfortable with, um, um, is it Microsoft teams that you're
talking about? The technology piece of it? Okay. So there, so most of them are still doing it by phone.

Speaker 2 (30:12):

Yeah. A lot of them are doing it by phone, which is kind of a handicap because when it comes to working
with somebody on job search and, um, we're working@workintexas.com. It's great. If you can share
your screen and kind of navigate and show people, you know, how to do things, but if they're trying to
be on speaker phone and they're looking at a screen, that's this big, you know, it's kind of hard for them
to see that.

Speaker 1 (30:36):

So, yeah. So what, so | think this is a central theme that we're getting, is that it's more so it's not about
necessarily the services that are being provided by workforce solutions. Like they have the ability is
there, but it is for the customer that the customer is not able to, they may not have the technology or
access to the kind of technology that needs to be used, um, to make it efficient, more efficient for them.
Yeah.

Speaker 2 (31:03):

And | would say that some of them are probably coming around because as | can probably guess that
your D because you're having to, you know, wave people off on the side, you probably have kids at
home that are in school. Right. And they're asking you for help. I've got two daughters myself. Um, and
that's why I'm in the office. Cause | just couldn't do it. Bless you. Um, but | think a lot of our parents are
learning more technology they're being forced to, and our kids are being forced to. So | really, you know,
if there's any silver lining in this whole COVID thing, it's that people are being forced to learn technology
and it's gonna the, the advances that we're going to have, and not only what's available, but as far as
tools go, but our, our community and our, our neighbors ability to use it is going to improve.

Speaker 2 (31:48):

And | think that's going to be a huge advancement for, you know, society as a whole, as far as
technology goes, because we're, we're using it. Um, so | think we'll get there. Um, | think there will
always be people though that can't just can't afford a computer. Um, the, you know, not every, I'm very
lucky am | at my kids' schools? Um, every single kid has a laptop. It's a school issued laptop. Um, and I'll
now a lot of schools are getting there or got there because of donations and we've always had it at our
school. Um, so, you know, just very lucky, but that's just something that society as a whole needs to, you
know, address yeah. It needs to address and improve.
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Speaker 1 (32:32):

Yeah, absolutely. Um, yeah, it's like, you're, you're being forced to, so, you know, which is, | mean, in
this, it is like you said, the silver lining, um, it's a tool that everyone can use and benefit from. Um, so
let's, let's talk about, so you've walked us through the experience, but | guess | want to know, like, so
who, so you said anyone can kind of make it a basic determination of who's job ready. So for example,
even the greeter, when the person comes in and if they're not dressed appropriately, or you can tell that
they're just don't know, you know, they're, they don't know how to put themselves together in a
manner to come into the office. So you're let alone to go on for a job interview so they could make that
type of assessment as well. Um, but talk to me about the onboarding process and with that onboarding
process, is it the same across the board for people who are either unemployed and receiving
unemployment benefits or those that are, um, employed, but want to, um, job growth or those
customers who are seeking skill improvements, job training is the onboarding process.

Speaker 1 (33:38):

And | know you used orientation, so are you, are you, are you all more comfortable with using
orientation as support as opposed to onboarding? We think the onboarding comes with the wit like
registering for wit

Speaker 2 (33:51):

Um, well, yeah, onboarding isn't really a technique or terminology that we typically will use when it
comes to customers, it would be more engagement. Um, and we engage them where they are. Um, we
always want to address their immediate need first. And then | keep just repeating, you know, always
with that employment focus, our purpose here is to get you a job, get your job, get you a better job or
help you keep a job. So you'll hear that a lot workforce solutions here to get a job, keep a job, get a
better job. Um, so it just depends on where they're at. So the term orientation that you'll hear a lot, um,
we really that's, that's the terminology that we use, but it's really explaining services. It's not necessarily
orientating them. It's explaining the services that we provide. And then if they have compliance that
they have to meet to maintain benefits or stay in a program, then we'll explain that as well.

Speaker 1 (34:48):

Okay. Thank you for breaking that down. Cause you're right. Everybody uses like a different terminology,
but | wanted to make sure that we had a correct for what you guys are actually calling it. So as an
orientation and that's just explaining the services and who might, who was responsible for doing that? Is
it each person? Is it that you seize or is it the PSRs or,

Speaker 2 (35:09):

Yeah. So if somebody is in here in response to an outreach letter, um, or because they're applying for
some sort of benefits and they're mandated to work with our office, then that would be what we
consider an orientation. But if somebody just comes in and they need help with something, whether it's,
| need to apply for food stamps, you know, we'll get them on a computer and show them how to do it
online. Or | need to find a food. | need to find food for my family. We'll get them on the phone or on,
um, you know, with two, one, one, or we'll give them a flyer for a food bank that we know of, or, you
know, it just depends on what it is that we're doing.

Speaker 1 (35:40):
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Okay. So there's no specific like, okay, you come into the office, no matter what your need is, and we're
going to sit you down in this area and you're going to watch a video or, or, or some sort of informational
piece, um, that would be considered orientation. No,

Speaker 2 (35:56):

Um, no, it's, if they get outreached and they have to learn, they have to hear about the services that we
offer and they have to hear about what they have to do to work with our office. Like if they're mandated
to work with our office, that's when we would consider an orientation.

Speaker 1 (36:10):

Okay. Um, so only for like maybe the mandated.

Speaker 2 (36:13):

Yeah. But | mean, we would still explain services available. So like if somebody comes in and they're
looking for some food for their family and we tell them about a food pantry, Oh, by the way, did you
know that we have a job fair here? Every single Wednesday at 10 o'clock, you know, we always will try
to upsell or to inform them the services that we provide so that they know that they don't only come
here for, you know, resources. We're also here to help you find a job.

Speaker 1 (36:40):
Right. And what about for the young adults? Is that the same process with

Speaker 2 (36:46):

Yeah. Yeah. Um, and, and | think from more so with the young adults, um, we're always doing what we
can to engage our community partners and to find the young people. You gotta, you gotta find them.
And at 16 to 24 too, so you're talking really about two different populations. You've got your kiddos as |
call them the 16 to 18 or 16 to 17, and then you have your 18 and up. They don't want to be called
youth. You know, we call them young adults and you know, when I'm 24 years old, | think | know it all.
And you know, | need different services, you know? So, um, we, we like it. | just keep saying, we always
meet them where they're at and, and, and go from there. Um, always talk, uh, talk to them about their
possibilities instead of, you know, somebody coming in and they've been a day laborer and they just
need another day labor or job, or they just want to work a turnaround or whatever and say, well, you
know what? It seems like you're really good at working with your hands. Have you ever thought about
going to a welding certificate, you know, earning a welding certificate or showing them the progression
of where, what their possibilities are, so that they're always looking for that better job.

Speaker 1 (37:48):

Now, let me ask you this. Um, so when we talk about the services, um, what current services that have
already been moved to the virtual space online, um, do you feel either it's, that needs to be removed,
that would be better handled in person? Cause they're trying to assess which ones at which services are
better and per you know, online and need to be moved or the, are there any services that you know, of
currently being offered online that it would benefit them to be, stay in person or be in person?

Speaker 2 (38:20):
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I'm just always going to go back to the people that just need the extra help. | mean, I think there always
needs to be an ability to do things in person. Um, there are people that need that one-on-one help,
whether it's a cognitive or, uh, um, uh, values, maybe reason, um, where they just feel like this, the help
that they get one-on-one with somebody or face to face in person with somebody is more valuable and
it hits home a little bit better. Um, it's got more of a human feel, probably. Um, you know, when you're
talking to somebody in, you know, we're getting very used to it because we have multiple meetings a
day through this kind of thing and the kiddos are getting used to it. And, um, but | think for some people
it's just, you know, this is weird talking to some, you know, talking to a monitor, you know, and 20 years
ago | probably would have said the same thing, but, um, and for our older population, | just don't think
they're, they they're, you know, they may be as comfortable.

Speaker 1 (39:19):

Okay. And then | know that, um, previous County, previous supervisor we spoke with said that it's
essential to keep, um, the youth services, um, the young adult services in person, because there are
things that you can pick up on, um, by speaking to them in person that they may not get

Speaker 2 (39:38):

It is. But at the same time, a young person wants to, there's so fast, you know, you want to catch them
where you can. And if it comes down to having to find a ride, to go to an office and do this at a certain
time, they may not do it, you know, but if there's a, here's a link, click it, I'll see you in five minutes and,
you know, you can FaceTime with somebody and because that's the technology that you're using now, if
we can do a tick tock video, that's going to show you how to fill out a job application, they're going to
get it. It is going to go viral. If it's, you know, we can get the right person involved in it, you know, let's
get Joe that J-Lo to show you a dance and how to do the thing that they're going to like that, you know,
so it just really depends on the individual.

Speaker 1 (40:17):

Okay. And what services, what service areas do you envision being accessible online that are currently in
person that you like that you think can be moved online?

Speaker 2 (40:28):

Um, well, | mean, we're doing everything online now. Really the only thing that we're doing in person, if
somebody needs to come and physically pick up a gas card, if somebody doesn't have the ability to sign
a document, um, through what we're using doc DocuSign or some of the offices you're using Panda
dockets, you know, technologies to do digital signatures on things. Um, | think the homeless population
is going to continue to be underserved. So being able to connect with them, um, if they're, you know,
and that's why our community partners partnerships are so key, because if there's, if we have stuff on a
computer and we can get salvation army to put some computers at their shelter, and we have things
that are available online because they can't get to us, then that's that many more people that we can
reach. So I'm really an advocate to moving a lot of things online, um, or keeping a lot of things online
because | really think that we can do so much more.

Speaker 2 (41:29):

Um, we've really realized this is as a management. Um, we have been able to become so much more
consistent with meeting with our staff, um, in a consistent basis and have more productive meetings.
Um, and even the leadership, like the managers meeting together with our leadership. Um, it's a lot
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easier to jump on teams than it is to, you know, get the whole group to drive to one central location and
sit in traffic on the way home and work-life balance is so much easier. Um, you know, | don't have to sit
in traffic for two hours coming from the Astrodome office to get down to Galveston County. Um, you
know, and | don't have, I'm not going to be cooking dinner at seven o'clock after meeting, you know,
once a week. So it's actually, it's really helped.

Speaker 1 (42:14):

That's good. That's good. So, um, | know we're going to be wrapping this up shortly. | just have two more
guestions. Um, so one of them is, and you kinda mentioned it now teams, but what online portals are
you used frequently by career office staff? We use teams and we use zoom. Okay.

Speaker 2 (42:32):

And that's what the customer, that's what the interaction. Yeah. Um, but | will tell you teams, um, is the
one that we primarily use through workforce solutions. Zoom is something, some of our other partner
agencies we'll use that we'll use as well, just like you guys. Um, and then, uh, Baker, Ripley has zoom. So
like some of the trainings and meetings that we have with just the Baker, Ripley contractor side, um,
we'll do zoom. Um, but it really has increased my ability to manage my team, um, because | have
different chat channels that | have, you know, staff assistance, collaboration. Here's a fun channel, no
work is allowed, you know, in this one, let's just talk about, you know, gifts and, you know, fun, things
like that. So it helps with staff morale. It helps with communication. | just love it.

Speaker 1 (43:17):

Okay. And then are there other, um, applications that you all use internally that we can, that you're
constantly on daily?

Speaker 2 (43:27):

Not that we're a constant appointee of course is the huge one. Um, one drive, we use one drive a lot
Smartsheets. We use a lot. Um, | know some of my team likes, for instance, my PSR team, when we first
went remote, they were using group me. | think it's a Google

Speaker 1 (43:47):

Docs. Yeah.

Speaker 2 (43:49):
Yeah. They were using that to chat back and forth with each other.

Speaker 1 (43:54):

Yeah. Okay. So that's basically, so when they're in a wit, you guys use wit Oh yeah. Course.

Speaker 2 (44:00):

Yeah. Work in Texas. All of our, all of our online systems, DocuWare, um, facts to communicate, um,
financial aid communication systems. Um, no we have about 20 different systems that we use

Speaker 1 (44:13):
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Twist. Um, yeah, | think we went over that. We, um, that was one that | was going to mention twist.
Okay. Um, so have a customers expressed, um, things that they felt could be possibly solved only have
one of their main complaints have been customers.

Speaker 2 (44:33):

Um, um, there are some that still want that face to face. There's, there's always that customer that
would kind of, you know, several customers that would come into the office every single week to see
the same person over and over again, and not necessarily have a productive meeting. They just, you
know, you never know what's going on in somebody else's life. And that smile that they see in our office
once a week might get them through to the next week kind of thing. So we have those, um, not to say
that we couldn't move that to the technology side because, you know, they can meet with them on, on
teams, through an appointee, um, and, and do the same thing. Um, | think a big disconnect is, is the, the
jobs versus unemployment piece, um, because unemployment is Texas workforce commission. So when
somebody applies for unemployment benefits and as you go through, | don't know how many people
you've talked to.

Speaker 2 (45:27):

Um, you may hear the word work source and work sources where workforce solutions was probably 20
years ago. Um, but there are generations that have used our services. It's still call us WorkSource. And
the WorkSource was a place that you went and it was very, um, um, how do | say this kind of public's
assistance type, more resource driven? Um, not to say. And I've only been with workforce solutions
since 2010 with a little break in between. Um, it seems, we've always been very employment focused,
but we, like | said, the generational, you know, grandma and mom and kids and, um, just certain
populations have used this year after generation after generation. Um, and think of us a little differently
and they still want to have that piece. They still want to come to us. Mm. Um, okay. And they don't
really see us as, this is where | go to get a job necessarily.

Speaker 2 (46:31):

This is where | need to go to get help, but we always lead them. Like | keep saying, we always meet them
where we are, where they are, and we always lead them to that. So that, um, that employment piece,
um, so getting people to understand when you're applying, applying, sorry, | kind of went on a warm
hole, but going from yeah. So you're coming from, um, | lost my job and | need to file for
unemployment. People still think the WorkSource is where you go for that or workforce solutions where
you go for that. We don't have any access to workforce. | mean, two TWCs unemployment. We can help
you apply for the benefits as far as answering questions that are in the application. This is what they
mean by this. Um, somewhat, we do have some training on how to assist people with unemployment.

Speaker 2 (47:17):

We also had a team when we went remote that we're, we do have TWC employees that work in all of
our offices, alongside contractor employees. Okay. Um, VR is TWC, but they don't do anything with
unemployment because they work with individuals with disabilities, but it's hard for customers to
understand what all of those pieces are and how we fit together. So, um, when somebody loses a job
and they want to apply for benefits and even you'll see it on the news, | noticed that when we wouldn't
be closed and there everybody started not closed, but we stopped bringing people into the office at
everybody was millions of people a month were applying for unemployment. Somebody would show up
in front of them. One of our offices I'm here in front of the unemployment office. No, you're not yes. Of
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workforce solutions. And so we've worked really hard through our social media campaigns and working
with ABC 13 and Fox 26 news here locally.

Speaker 2 (48:12):

Um, trying to make sure that people understand where the jobs people, um, come to us to help with
that. And so that's the major complaint is people get so frustrated because they can't get answers.
There's, you know, the databases are overwhelmed. The phone systems are overwhelmed and they
can't get through to somebody at the unemployment office, which there really isn't an unemployment
office everything's virtual. Um, and, but we get that because you know, where the person in the
community that they come to for that, and we do the best that we can. And like | said, we did have
people on this, on the Ul project that helped with that, and they are maintaining some of their
permissions. Um, but it really, our hands are tied as far as doing as much as we want to, because we
need to focus on getting an employee again, we don't have access to those things.

Speaker 1 (48:59):

Well, no, and | know what you're talking about because that's what our firm works on. We worked with,
we worked with the external communications with the ABC 13 and Fox and making sure that, you know,
the, um, that, that people understood the role, you know, branding workforce solutions individually,
outside of, like you said, unemployment, unemployment office. Cause you're right. That they would
constantly go to show the workforce solutions office for new stories. And it's like, no, that's not the
unemployment. Yeah. So, um, so yeah. Thank you for, um, including that too. | do have two more
questions just because you mentioned it. So in your office, you have the contract, you have the, um,
contractors and you have the liaison for the contract.

Speaker 2 (49:46):

We have contractors. So I'm contractor staff. | work for Baker Ripley. Right, right. Yeah. So | have, um,
and everybody's in every role. So every single one of my roles except for greeters are both Baker, Ripley
staff, both my program assistants are Baker, Ripley staff, but | have one resource it's contracted this
Baker, Ripley, and once TWC or we call employments or IES staff, employers, employment services, staff,
um, which is TWC. Um, we have, um, two employment counselors that are Baker Ripley and to employ
employment counselors that are, yes. Um, both of my supervisors are Baker Ripley, but every office is
different. | mean, it's just, you know, there's, I'm sure there's a certain percentage that every contractor
has to have a ratio. Yeah. Um, and then all the offices are okay. And they change

Speaker 1 (50:31):

From time to have any recruiters in your office.

Speaker 2 (50:34):

I do, yes. I'm sorry. So | do have a recruiter, um, Carolyn, and so she directly reports to our recruiting
manager. Okay. Um, but we collaborate with her and our business consultant, um, Terry, you know, on a
monthly basis to talk about the employment side, you know, the employer because employers are really
our number one country or customer, if it weren't for the employers, with the jobs who wouldn't be
able to help the other people. So

Speaker 1 (50:58):

Page 17 of 281


https://www.rev.com/transcript-editor/Edit?token=cClYSkdlZ7tKZ_gYZJSkisLXrzsNcd-VyAiv9b8V4xRzdRS48fbmRJm7QxMI5JzLVLJcI6C-T6IBLH9KnFqBUkhrtxU&loadFrom=DocumentDeeplink&ts=2892.76
https://www.rev.com/transcript-editor/Edit?token=rqTr2QOW6oHec1mVV8SDzeNM-tZUs1Q7FaYeoyblsa_uoSpo9zmLpH9KMBuk9yacbhaqZZnIK24XdV5L0o8Ic4vi2CA&loadFrom=DocumentDeeplink&ts=2939.97
https://www.rev.com/transcript-editor/Edit?token=3muWt3swfml4IRSQV57j_xDvpS3vV2PNr4HlIUjhH5V7Tio609xk9S2DG1wbt4nyuytwD6OeOXOQ-H-g7vqc-T9b3dQ&loadFrom=DocumentDeeplink&ts=2986.38
https://www.rev.com/transcript-editor/Edit?token=9y9J-v6ESAfYFKfPCAgWDZAbaRiRBhScGC-9MsYeg2PKGGAnAOqBt1cfbY9effwb-EDaFR-JJqh4AwrCAaDVv4wymSk&loadFrom=DocumentDeeplink&ts=3031.64
https://www.rev.com/transcript-editor/Edit?token=Zi_6B634Q57dPIvCfRbiqkN4u7S50ZHdIdy3XUfJNMtViu6EazZuHOST6ic8pA19DUbHfse72-K4ItBn4Ss_pPxaD3E&loadFrom=DocumentDeeplink&ts=3034.25
https://www.rev.com/transcript-editor/Edit?token=ZZW89jo-o7f-QlkABx7GSl_P_QHUB72G8Xjd4rtbLjFlxAOqZLd9-5qNr6PZt0uI2fY5rFEUmtXmJqpisg99AdMmWKM&loadFrom=DocumentDeeplink&ts=3058.75

Exactly. Yep. Okay. Alrighty. And we have interviews set up with the recruiters too, so we'll get that
aspect from, but thank you so much for your time. Really appreciate it. Very informative. Um, you're
able to break down a lot of it better. So thank you so much. Um, and if you have any questions or
anything, please feel free to email me. And if | think | need to follow up on anything, then | will contact
you. Okay. Sounds good. Thank you. Have a great afternoon. Thanks. Bye.
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Speaker 1 (00:00):

And, uh, and reference back if we need to, for any questions. So for the record, | just ask, ask you to go
ahead and state your name and your position

Speaker 2 (00:10):

Jacqueline Felix office manager Workforce Solutions.

Speaker 1 (00:16):

Great. So first question is, describe the roles within the career service office. So that's

Speaker 2 (00:26):

Yeah, yeah. Then the roles in the career office, um, we have different roles, but we have one purpose
and that purpose is to help customers find a job, keep a job, or get a better job. Right. Um, the girls are
defined by physician, but with my office, | don't separate it by position. | only look at the overall though.
So as customers come in, as we see customers virtually, then the goal for everyone, my message is we
are here to put people to work. Now you do have the defined positions, the personal service
representatives, the Pete program assistants, the seas. But my message has always been, no matter the
role in the office, we still have the common goal. So my, maybe a little different than the other offices.

Speaker 1 (01:21):

Well, just for the purposes, like | said, I'm thinking of us. We don't know anything about this. So we do
need those roles broken down, like you said, okay. So if you can break down those roles for us and what
they, in the services they provide, each role provides, | know it's, you've got it a holistically, but just, we
need to know based on, and what tools does each role use. So for instance, the greeters what's there,
what services do they offer? And they may be cross-trained to do other things, but just technically just
what do they do? Um, and what, what, uh, software or what systems do they use consistently?

Speaker 2 (02:00):

Okay, got it. Got it. Um, so the greeter role is to welcome customers and greet and route customers to
different positions in the office. Um, they utilize a software scheduling software, um, that we have,
whereas when you come into the office, then you're given a buzzer and your number is called to see
someone. So, you know, | look at them as the face of the office. Um, so they're greeting in routing,
greeting, and routing is how | look at that position.

Speaker 1 (02:37):
Uh, pointy, what system do they use? Is it a pointy?

Speaker 2 (02:42):

Yes. Today in our world today. Yes. Everyone utilizes a pointy. Okay. | was talking as if we were like in an
office then of course, with different, but yeah, everyone, every world that let's mention, utilizes a point.

Speaker 1 (02:57):
Okay. Okay.
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Speaker 2 (03:00):

The next role is the program assistant and, and the responsibilities or that particular role is to answer
inbound calls that are coming inside of the Astrodome office, uh, and route those calls to the
appropriate staff as well. Um, our next role is the employment counselors and they are here to help
folks find a job, keep a job and get a better job. Uh, they are utilizing the database that we call twist, um,
as well as, uh, appointee in order to service customers. Our next role is the personal service
representative. And they work with customers who have barriers to employment, and that could be
childcare or transportation and, uh, training. Um, but in Bay carrier, a caseload where they have to
maintain contact, um, weekly, um, our monthly contact with those customers to help them meet their,
their overall goal, which is employment. Um, our next role is resource room specialist.

Speaker 2 (04:11):

And the role of that, of that position is, as customers are coming inside of the office, then they're
assisting them with uploading resumes. Um, they're assisting them in completing online applications. So
as the role as it is today, they, they are conducting curbside services and they also utilize a pointy, okay.
Curbside services is where customers need to pick up our drop off. Our customers need waste detail. So
they're using, um, they mainly use the mainframe TWC to print out wage reports. Um, all the roles that
are mentioned, everyone utilizes work in Texas, uh, which is the state's database of record to help, help,
uh, customers find them employment. Um, our next role that | have here are my recruiters and yeah,
that role is responsible in, um, helping employers find job seekers to feel postings that are placed in
work, Texas.

Speaker 2 (05:19):

Um, our next role is business consultant and with the business consultant, um, they are, are the face for
the employers. So they are the ones who are soliciting the employers to enter their postings or their
positions in work in Texas. So they're working hand in hand with the recruiters as well. And again,
everyone is utilizing work in Texas ahead. I'm sorry. Go ahead. Um, | also had, um, a regional navigator
and the regional navigator's role is to conduct, uh, different sessions workshops, uh, for job seekers. So
resume workshops, interviewing workshops, how to land a job, uh, things of that nature.

Speaker 1 (06:11):

Do they use any particular software as well as it wit as well, or,

Speaker 2 (06:15):

Uh, work in Texas? Um, they do not use a pointy, but they do utilize work in Texas, uh, as well. And they
may have their own software that they use, uh, where they can duct. I'm not to sure. Um, um, they
create their training materials. Um, | would have to find that out cause they create a lot of training
materials for the system.

Speaker 1 (06:41):

Okay. And just one other, | just want to go, go back to the personal, um, the resource, uh, specialists. |
believe that snow shoes I've got that one. Now the personal service reps. Do they also use twists?

Speaker 2 (06:56):
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Yes, yes, yes, yes. Employment counselors and resource from specialists and the greeters because they
utilize and looking customers up and twist as well.

Speaker 1 (07:06):

Okay. So that's pretty basic that wit and twist in a poaching. Okay. Okay. Got it. So | heard you
mentioned, um, it's a D you don't have vocational rehabilitation at your office, right? No, ma'am okay.
All right. And then | heard you mentioned curbside, uh, the curbside service. So your office, are you
receiving customers, but not inside, just at the curb, correct? Correct. Okay. Okay. Um, | know there was
a question Abby had about the wifi usage in the parking lot. | believe Abby, you had that. Yeah. | was just
curious about, um, if customers, you find that they're using the wifi service, um, if they have their own
devices or are you finding a curbside service that customers might need to borrow any devices?

Speaker 2 (07:56):

Right. | have noticed, um, after we closed, uh, daily, that customers stand in front of the office to utilize
the wifi services. Now in all of the offices, the footprint was expanded, um, like with my office up until
where the street meets the parking lot. Um, so | have noticed, you know, walk ups that stand in front of
the office, but not really paying attention to those who are utilizing it inside their cars. Um, we never
had a request to utilize our laptop or a particular service, but that is available if needed.

Speaker 1 (08:37):

Do you think that customers know that it's available?

Speaker 2 (08:41):

Probably not. Probably not, but if a customer tells us that they are having challenges, then the staff
know that this is a service that we can provide.

Speaker 1 (08:52):

Okay. Okay. Um, and excuse me, if | go on meet from time to time, | have someone there's one working
next door yard. Um, so, um, pre COVID | want to, | want to ask you about if you could walk us through
the customer experience pre COVID.

Speaker 2 (09:15):

Okay. So pre COVID customers, of course, we're coming inside of the office. So customer arrives and
they of course are greeted by our greeters and asked, you know, welcome to workforce solutions. What
services do you need today? And that's when the customer would say, Hey, I'm going to go to training or
| need childcare assistance, or just the basics. I'm looking for a job. Uh, so that customer is placed on our
wait list. And there are seeing first in, first out. Um, so as the counselors are of course looking at the
wait list and they're going down the wait list and pulling those customers as they come in, they would
bring the customer back to their desk and that's where they would provide the service or customers will
come in and they're self-sufficient and they just need to utilize the resource room. | need to complete an
application. | need to pronounce some resumes. So the resource from specialist is there to assist in
those areas. And then, you know, with the offices, we have a lot of, um, uh, material of other resources
of agencies that can assist with a lot of different things. So you have those customers that will come in
and say, Hey, | need to get, you know, a couple of, uh, periodicals that you have, uh, cause I'm looking
for work and they will do that as well.
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Speaker 1 (10:38):

Okay. So at, so who determines, who is, um, who isn't or is job ready?

Speaker 2 (10:46):

Um, that's the employment counselor or the personal service representative? Uh, just having a
conversation with that customer. So if you came in and you sit down and you don't have a resume, um,
you're kinda in disarray on what you want to do at that point, then that's the counselors and, you know,
responsibility to kind of guide that conversation, uh, to, okay. We may need to do, you know, some, um,
you know, some, uh, soft interview questions we may need to revamp your resume. So right then and
there, you know, | will be doing you a disservice if | give you a posting to apply to when | know in fact
that you're not ready yet. So maybe that we need to update your resume because your resume and this
did happen five pages long, and it has your picture on the resume. So things of that nature, if we see,
and you can tell, honestly, you can tell by someone's conversation if they're job ready or not, but it's
definitely the counselor's responsibility.

Speaker 1 (11:47):

Okay. And then what about those? So that would be an experience for those who are, um, seeking
either unemployed and seeking employment, those who are walk-ups. Um, and even those who are
employed, but looking for, uh, a better paying job. Yes. So what about the, what are the mandatories, do
you have mandatory, mandatory customers who it's mandatory that they check in with workforce
solutions office?

Speaker 2 (12:16):

Yes. The state assistant customers, the tenant can SAP customers that are mandated to work, uh, with
workforce solutions. Um, but still is the same goal that you have to help them bond employment.

Speaker 1 (12:30):

Okay. And with the snap and TANF employees, do they employers, customers, I'm sorry. Do they, uh, are
they seen by the, uh, customer by the counselors or do they go with case management

Speaker 2 (12:45):

And see that's why, uh, what, what | was stating earlier, my office is a little different. So normally in, in,
in an office they would be directed to a personal service representative, but because my office, we do so
much cross-training, you can see an employment counselor for those same services, although the roles
are different. We've, cross-trained so much, it doesn't matter who you see able to provide that service.

Speaker 1 (13:14):

That's good. That's good. And the services that are currently offered online, uh, well, that are not
offered online. Can you tell us what you feel should be online at this point, or it could be online and
what you'd like to see from the day to day encounters that you have with the customers and the
employer from the, um, employer employee perspective as well.

Speaker 2 (13:37):

Right. Um, | think we've really done a good job. Uh, when we transitioned over to a pointy where we are
providing all of the services, I'm trying to think of the requests that we have, that we get from
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customers. And honestly, the only request that we do get is | need to use your computer because | need
to print out. | want to do it myself. | don't want to give you my documents, but | suppose, as opposed to
job search, uh, our rapid reemployment, uh, orientations that we do, um, we actually transitioned very
well. My opinion in providing those services, uh, virtually if that's what you're asking. Yes. Okay. Okay.

Speaker 1 (14:24):

Well, it's, it's been successful. There's no complaint in that, in that area or nothing you that you all add
from the work perspective also would like to see

Speaker 2 (14:35):

None at all, because I'm sitting here thinking and, um, you know, just looking at the services that are in
appointee and because | was on that group that developed that, um, not really cause we covered
everything honestly, uh, from a customer's perspective that if you want to look for job, you know, we
can do that for you. If you need to do an orientation, we can do that for you. If you need work support,
we can do that for you. Those are the three main requests that we get all the time. And so far, honestly,
um, this office, we have not seen any complaints.

Speaker 1 (15:12):

Okay. Um, so, but | think that we are getting an overall understanding that it is the customers, um, not
having access to technology on their person, just that they may not have a computer. They may only be
working from their smartphone. So are you getting, do you get feedback like that from the customers?

Speaker 2 (15:33):

Yes. Yes. Not a lot, but we have heard that before, where | only have a phone and | need to fill out this
online financial application and I'm unable to upload documents. So that's when, why can | come into
your office? Cause | need to do the application on a computer, but again, we have the tablets. So a
choice is customer. | do understand if you're able to come up, | can give you the surface tablet and you
can, you can complete, you know, the action that you're trying to do at that time. So it's all about giving
options, you know, when you come to those challenges because you do hear because a majority of,
especially our young adult population, everything is on the phone, every single thing on the phone. Um,
so, and you have some that can work it, you know, like a Wiz, then you have others, you know, that say,
you know, | need that assistance. And that's when we have, uh, four tablets here. And that's when that
option is given in. Uh, if you can come up here, you know, you have some folks that just can't get to an
office, then it's up to my counselors to do a teams, meeting a zoom meeting and walk them through
step by step. And we understand that it may take a little longer, but again, we are trying to assist this
customer to complete this task.

Speaker 1 (16:55):

Gotcha. Okay. So how often are they utilizing teams and zooms in your, in your office? Daily. Daily. Okay.
And I'm sorry.

Speaker 2 (17:08):

Um, this office is a pilot office for zoom, right offices in the system. So appointee from my office is tied
to zoom. So any customers that request a virtual orientation then with my office, with a pointy, a link, a
zoom link is automatically sent out. So that customer has a choice to either conduct by zoom or conduct
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by phone. But still even with that, | would say at least 80 to 85% of the customer still, rather than
conduct any service by phone,

Speaker 1 (17:42):

They're still wanting to connect it by phone. | mean, they're just used to having that personal.
Absolutely. So does that present challenges when the employment counselor is trying to understand
what they're seeing on her screen and what stuff that they're in in the process and having to describe it
by phone, rather than being able to see firsthand,

Speaker 2 (18:06):

It is a challenge because you are, depending on someone describing the situation to you and it all, and
you know, all the ways somebody missed something and you still get error message after error message
at the error message. And then, you know, we have to start, you know, having some options now, you
know, because we can't complete this then are you able to come up here or can you have a friend join
us? And then we would go from there and that can help you out.

Speaker 1 (18:38):

Do you think that the reticence with the zoom links is because they don't feel comfortable in using it? Or
do you think it's like a technology thing where they don't know how to use it?

Speaker 2 (18:51):

| think technology, you know, what I, what | hear, um, we don't want to move into this age of only using
technology. Right. Um, when we transitioned to teleworking, um, the system, you know, | had never
heard of Microsoft teams. Right. I've heard of zoom because the school districts use zoom, zoom is more
popular, but I'm like, okay, what is this teams? And what is it all about? But again, the knowledge and
learning about it, you know, | use it every day. So | think just not knowing we have a segment of the
population and | just use an example, my mom, she is not going to get on zoom. She is not going to get
on herself teams and do anything virtual. So you do still have that segment of the population. Still not
call it old school. They just like talking to you. They like seeing you in person. They like the sticky notes
and all of that good stuff. So yes, | do see it. It's just the challenge of people just really accepting it. And
just rather pick up the phone and just call,

Speaker 1 (19:59):

Are you finding that from young people, the young adults are, they what's the percentage,

Speaker 2 (20:07):

Our young adults, you know, | would say out of 20 appointments that we have, it may be 15 out of 20,
maybe virtual young adults are more comfortable with virtual, as opposed to like our young adult age is
16 to 24, right. Um, gen X is comfortable with the phone, you know, so, but as we go up in our ages,
then we find that no, | would rather you call me, you know, | would rather you pick up the phone for
generations. You know, | did a training on generations. You would find the different generations, how
accustomed they are and using a cell phone and responding to things virtually and technology.

Speaker 1 (20:54):
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| do want to go back to the appointee system. What has been the feedback from, uh, your service agents
at, uh, the, in the office about appointee? Any feedback?

Speaker 2 (21:07):

Yes, absolutely. So when we transitioned to a pointy, because I'm on that team, I'm the liaison for the
contractor. Um, | solicited feedback from all the offices of back in December. So the, the number one
response was, | know what I'm doing for the day. It makes my time more manageable, as opposed to
when we were in the office. You don't know, you know, you knew what you were getting, but you had to
get prepared for it. As, as appointee. | know | have three snap orientations to, uh, rapid employment
orientations and one job search, right? And the appointments are filled up. Like with my office, we fill up
quick, | already have appointments for next week. So at the end of your day, I'm already looking at the
next day and getting mentally prepare of what | need to do. It makes you more organized. It makes
honestly less conversation that that's off topic with appointee. Whereas if customers were coming in,
they sit at the counselor's desk, they may be talking about the rockets. They may be talking about the
Texans. So when | know | have another appointment coming up in the next hour, Hey, I'm going to keep
it about the business. I'm here to help you find a job. | don't have time to talk about the Texas James
harden leaving and all of that,

Speaker 2 (22:39):

Right. | am here to help you find the job. I'm here to do the snap orientation, so on and so forth. So it
manages the staff time more effectively, where they're able to provide that service. That was the
biggest response that | received back, um, that they like it upon. She still has some kinks and because it's
new and it's more on the, on the backend side, the tech side, but as opposed to knowing what you do
for the day, looking at future appointments, planning your days ahead and allowing follow-up is the
feedback that | received from staff.

Speaker 1 (23:18):

So overall it's been a positive.

Speaker 2 (23:20):
Absolutely, absolutely.

Speaker 1 (23:22):

So we haven't seen a pointy. We've just heard that it had been implemented, but you had mentioned
earlier that people could go in obviously select a time, but then they could select from some services. W
is there like a dropdown and if so, what's in the dropdown,

Speaker 2 (23:38):

Um, it is, do you want me to share my screen and | can show it to you?

Speaker 1 (23:41):

That would be awesome because we're, we're really trying to get an understanding of. And so, um, you
know, and I'm also curious if like a customer is choosing to come in for one thing, and then the
conversation kind of evolves to, um, something completely different than the customer even thought
that they might be coming in for.
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Speaker 2 (23:59):

Yeah. Yeah, absolutely. Uh, one second, let me bring it up. We'll see it on the screen. It says workforce
solutions in the different offices.

Speaker 1 (24:19):

Yes. Well, how does a customer get to this page here?

Speaker 2 (24:23):

So from, and they just revamped. They meaning, uh, HIC just revamped our, uh, webpage Wurk
solutions.com and I'll show that to you. And actually it was just done yesterday. So let me hat off the
press. Okay. So let me stop sharing and then I'll show you this.

Speaker 3 (24:57):

Can you all see the screen? Yes.

Speaker 2 (25:00):

So this is brand new, this little section right here. This happened yesterday. So you click on scheduling
appointment and then you click on the office that you are wanting to, uh, to schedule the appointment
with. So if | choose Astrodome, there's a little button now that says, make an appointment. So now
when | choose make an appointment, it goes to the, uh, screen that we were looking at before. Are you
seeing the second screen that popped up? Oh, | need to unshare and share. Yeah,

Speaker 1 (25:38):

No, no. We can see this. We can see this job. Yeah.

Speaker 2 (25:41):

Okay. So now as a job seeker, now this is for employers. And if an employer chooses this, it goes to the
business consultant, the employer division of workforce solutions. Right. But if I'm interested in looking
for work, | need a job. Then of course, these are the two options we thought it was a, a great idea to,
um, isolate the young adults because we have performance measures for young adults specifically,
right? Or if I'm interested in an educational opportunity or financial aid, these are the options under this
particular category. Uh, orientations, we have to our unemployment orientation along with our snap,
the only one that's missing is TANIF. And it's because the state has not opened up TANIF and made it
mandatory for them to start participating with an office, uh, with job search. And then on the other is
wage claim, which we get a ton of requests for this.

Speaker 2 (26:47):

And that means that, uh, the job seeker has applied for some state assistance with a state agency. And
they need to see if they have income, uh, within a certain time period. So say for instance, | was
interested in job search. Then now as the customer, | am completing the information for the
appointment. So with a pointy in orange is the available dates that the staff person has. And it has the
name right here. Um, my staff person Adriana. So if | click on March 1st, it gives the available times. So
it's up to the customer to choose whatever time. And then now as the customer, I'm gonna go all the
way through. | just won't say that I'm filling out my information that will appear in a pointy. And then I'm
going to show you that
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Speaker 4 (27:44):

It's supposed to be really nice also on my phone. I'm looking at my phone while you're talking too. And it
was translated quite well.

Speaker 2 (27:51):

Yes, yes, absolutely. And we wanted to make sure, because again, a majority of the customers conduct a
lot of business on their cell phone. So this is where the customer chooses virtual or phone. So with the
other workforce solutions offices, other than Astrodome, it would say Microsoft teams here, but with
mine, of course, zoom is already set in place. So I'll choose phone. I'll put my number in, um, this is a few
more details. It's not required that a customer can tell us about themselves. Uh, characteristics are
there, but it's not mandatory. Um, click next. This is the appointment with Tiffany it change. Remember
we started out with Adriana, but | kid you not upon to work so quick. While more than likely | was
setting this appointment, an appointment was already set for Adriana. So that's why the name changed.
So now March 1st, eight o'clock Tiffany's Zachary. So I'm a hear confirm. So what happens with
appointee? The customer receives, we call it a booking confirmation email with this information in the
email. Also this information goes to the staff outlook calendar. So now no one should miss this
appointment, customer or staff. So remember this is March 1st at eight o'clock. So now I'm going to go
to a pointy itself.

Speaker 4 (29:28):
Okay.

Speaker 2 (29:30):

Do you guys see, okay, so this is this always say, this is my life and color represents a service, right? Um,
so with pointy, we have a mosque space area for those of us who remember my space. And it just gives
you a summary of all your appointments for today. Right? But |, | did a majority of the training. So what |
informed staff go to the calendar view, change it to staff. And then that's where the, of course my
screen is the entire office, but that's where the staff would see all of their appointments for today. So
that's where | spoke about it makes your day, you know what you're doing. So if | look at Adriana, she
has green, she has three jobs search, and then she has two, uh, unemployment orientations for today.
So that's when the staff, they know what they're doing. So | can even go, remember that appointment |
made on March 1st, | can go to March 1st. And that appointment was made with Tiffany's Zachary, I'm
going in. And I'm gonna go in and counsel it real quick. So back to my calendar, cause it didn't refresh
back to staff. Let's change it to March 1st again.

Speaker 2 (31:01):

All right. So Tiffany, Zachary let's scroll over and it wouldn't say eight o'clock. This is me. This is the
appointment | just made. So when you click on the appointment, remember that those details | entered
in, that's where it appears here. And you see the zoom link. Other offices don't have that. So when the
customer receives the booking confirmation, they see this link. So they just click on the link, enter the
pen. And we're both on the screen now, and it's a lot more to it, but I'll stop there. That's where this is
how the staff view upon tea every single day.

Speaker 1 (31:43):

Okay. And what happens if a customer needs to either change their appointment or they miss their
appointment?
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Speaker 2 (31:51):

So what happens with the customer if they need to, in the booking confirmation, there is a council and a
reschedule button. So the customer has the option of doing either or, or if they need to, if they miss
their appointment, because what we're going to do, if you say that you wanted to conduct the
appointment by phone, I'm calling you, I'm calling you and you're not answering. Then we're going to
put that you were a no show. The customer is able to go back in and schedule a new appointment.

Speaker 1 (32:24):
Okay,

Speaker 2 (32:30):

Run the reports side up warranty. You can do a lot with appointee, but from a staff perspective, this is
what, this is the gist of what they see every single day. Is it a pointy

Speaker 1 (32:40):

Offer? Like any sort of like help, meaning like when you're on it, is there like a, you know, an automate
or any sort of like chat kind of thing. If somebody has a question of how to use it or are they kind of just
figuring out themselves the customer, how to do what you just said, cancel, remain, you know, that kind
of thing.

Speaker 2 (32:55):

Yes. It's the latter. Just figuring it out instead of that is because it's steadily improving and new
enhancements are being done. That's actually a good idea, uh, to have that mechanism inside appointee
for staff to utilize or even customers to utilize. If they had questions.

Speaker 1 (33:15):

That was one of the, uh, things that one of the comments that's been coming up if possible, like a chat, a
live chat, um, would be good. Um, | do have a few more questions since we're running. We're at 10 Oh
five right now. So | do have a few more questions. Um, and | may need to follow back up with you, um,
following this. Cause like | said, we're running short on our time, but, um, you did mention orientation.
So from my end, you can tell me if your office does it differently. What does your orientation look like?
Because, and it may be different for the various different, various different customers, but, um, just a
basic overview of your orientation.

Speaker 2 (34:00):

So with, uh, the snap and the, uh, we call them our EFCA orientations, the unemployment orientations,
those customers are send communication that they're mandated to conduct an orientation. So the
customers are scheduling their appointments through the booking website that | showed you. And then
the staff then ducks the orientation either by phone number virtual. And we're just going over the
services. You know, again, remember, you know, with us, we're just talking about looking for work. We
try to stay away and not talk so much of the compliance piece. Cause you know, when both, you know,
with the snap customers, we are informing them. You do have to turn in the job search law. You do have
to look for a work 30 hours a week, uh, turned the log in on Monday. And then, you know what happens
if you don't do that, you can lose your benefits if you don't turn into log every single Monday.
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Speaker 2 (34:52):

So that's the conversation. Then the staff goes into work in Texas, and that's when we're looking at your
profile, looking at your resume and providing, uh, services and job referrals with our [inaudible]
customers unemployment, then we strictly are talking about services. These are more your six figure
incomes that have been laid off. So they have a different perspective with everything. And they're not
trying to stay on the phone with you either. Right? | can do my own job search. I'm just with you
because you made me come basically. And we just talk about services and we talk about the training
opportunities because of course we have training opportunities as well and almost all the time | got it.
Let me sign it and then I'm good. And then of course we do a follow-up every 30 days with the snap
customers. We follow up once a week with the unemployment customers. We follow up once a month.

Speaker 1 (35:51):
Okay. And they're filing this with TWC,

Speaker 2 (35:54):

Correct? Texas workforce commission. Yes ma'am.

Speaker 1 (35:58):

Okay. And what about the customer who's seeking financial aid?

Speaker 2 (36:02):

So for scholarship assistance, of course there is an initial assessment that's conducted by staff, you
know, and probably the other officers that will be conducted by a PSR, but for us, any of my staff can do
that ECR PSR. So we're just seeing suitability, honestly, you know, everyone can't be a nurse, everyone
can't be a teacher, right? So it's just the way you answer the questions based off of suitability is where
my conversation, I'm a guide you to, you know, you may be good with your hands. You know, | may
guide you say, Hey, you thought about being a welder. So it's not about a suitability conversation. And
then of course we have an online financial aid application. This is the compliance part of the
conversation that has to be submitted along with six months of income, along with your | nine
documents. But our initial assessments, which has to happen first, we are kind of guiding that
conversation because we do get customers. They don't know what they want to do, but | want to go
back to school and that's when we can redirect them to WIRK solutions. Look at our, you know, our
training resources and kind of dive into our high skill, high growth occupations. We only work with
certain training providers and we just guide them to look at different areas, to make a decision

Speaker 1 (37:22):

That online app it goes through where, what system,

Speaker 2 (37:27):

The online it's it's, um, it's a URL, it's a web address that we've been using since January. Um, so it goes
it's | can pull it up. I don't know the web address, but it goes directly to the support office. Once the, uh,
financial aid application is completed, you can actually actually connect to it from workforce solutions,
WIRK solutions website,

Speaker 1 (37:52):

Page 30 of 281


https://www.rev.com/transcript-editor/Edit?token=jxnJBzZL7sA2WC5dxqO_JiZMwOLStdZTsjtJ_pCIwUa_62wz-EUj9u6cecgg4o6n8XiBiz4nrx-gDW98omERvH7mx5Y&loadFrom=DocumentDeeplink&ts=2092.99
https://www.rev.com/transcript-editor/Edit?token=UGHkAX54KyNzGBhpJY8waoiALfbRWPAOsp1QewOGTMC_xEB4E2-1ZYAv-QhXlCpxSnCPw-H7au_s509Xs1GZOrHb4OM&loadFrom=DocumentDeeplink&ts=2151.44
https://www.rev.com/transcript-editor/Edit?token=LULo9JkQWAH1VFMPDQbqQ5WehsrlOxy7ykx0tApUoESQv0Zu-EM83pYlsVz66H9YyiqgEcV5fXCUufTDZ1FU4nFKe74&loadFrom=DocumentDeeplink&ts=2154.8
https://www.rev.com/transcript-editor/Edit?token=qbnl3vL9gEmO_pglc1vkkWJIW8lPPUXrcPkCv2p5c0AGNaxhwVWQcjaOL0Nv6j3snngNhBAw16Zg5UOcVH8DmT1keCU&loadFrom=DocumentDeeplink&ts=2158.46
https://www.rev.com/transcript-editor/Edit?token=1BaNwlBuQyMuxB5EmPUSNhFfFOLUuaGmmprlrDyJ3vmaQmV31Dj5JPwbL9CQmsphN5WI2ZlvAN4QyiEJHWQrPgttNqk&loadFrom=DocumentDeeplink&ts=2162.81
https://www.rev.com/transcript-editor/Edit?token=Q5Oc-B7Jd5gv5qozJ34dI8Qa0hhi8ZUcpFe73dnp74VtHKz4hYsD4T9owuzApKSHwEcosNydII0dLrBnY1MdIBngShM&loadFrom=DocumentDeeplink&ts=2242.52
https://www.rev.com/transcript-editor/Edit?token=HCs732v33vcAbGg_7S6wFyfSH9eKzu3Doht2MxJxWF8YN7YNAls1BD9RWNVFogERaoQN_c3iDC8jqrs_4aVomrhhW9Y&loadFrom=DocumentDeeplink&ts=2247.05
https://www.rev.com/transcript-editor/Edit?token=DVkPpaZS39MRuR9ri1t2jNHkjqsapjHg8GHOyVSMg082tXZBwp99-YsAdj_HMmJBSJ4KF7oMoFJ9ApA7KocuA8Wu824&loadFrom=DocumentDeeplink&ts=2272.76

Tammy. | can give you lots of information on that. We actually designed and produced it. Oh, okay.
That's fine. | was kind of asking that for, for you guys. Okay. Directly into DocuWare. Oh, undocumented.
Okay. Um, and then just to wrap up the questions, um, are there, what, are there any other services,
anything that you can think of that we've missed? Is there anything else you'd like to add about the
online experience?

Speaker 2 (38:19):

One thing | would like to add, and | saw this just recently with another board area, uh, with Southeast
Texas, if we were able, if | had a wishlist, if we were able to, to isolate youth services, instead of having it
so convoluted, but all of our other information. So because when you're dealing with young adults and
trying to grab their attention and try to provide information, when you go to Wurk solutions, everything
is just mixed up together, right? So with this other board area, they have their youth information, you
jobs, youth, everything, youth is actually a separate website, still connected to WIRK solutions, but | can
give you that website address and you can go directly to these services instead of going to our main
website and you got to dig and find everything. And | just told my staff, | was like, man, if we had
something like this to market, to young adults, to make it more interesting then, okay, we're doing
something because if you're trying to search and find information and trying to research, then I've lost a
young adult. Cause they're not going to spend that much time trying to look for things. So if | really had a
wishlist, | would just separate our new services market that totally different from the overall website.

Speaker 1 (39:47):

Okay. All right. | think, do you have any other questions, Abby? Well, | got it. Just as you mentioned
about new services and trying to understand like your audience segments, um, are the services different
for youth, um, in the 16 to 24, do they just need different things?

Speaker 2 (40:12):

Um, they just have to meet a challenge to employment. Um, they still receive the same services, which
are a paid internship program. Um, we have the scholarship assistance affords, which is available to
everyone. Um, they have OJT, which again, that's available to everyone. The only difference is you have
as a young adult, you have to meet a challenge to employment. So some examples are, do you, are you
homeless? Uh, do you have a criminal background? Uh, do you need workforce solutions assistance in
order to gain employment or training? So as we are talking to the young adults, then they must meet
that challenge. And the only difference honestly, is where the money comes from. We tend to have
more young adult funds than adult. Why? Because we need more young adults to use our services in
which, you know, you talk to young adults today, what's workforce solutions.

Speaker 2 (41:08):

I'd never heard of workforce solutions, you know? So we gotta do a better job in the marketing, our
services. Because again, when you talk to those who are older than some still think we are the old
unemployment office where we're TC, Texas employment commission and that's way back in the day.
Right? So I think honestly, we need to do a better job in because you don't see us on commercials. You
don't see us on billboards. So how, as a system I'm talking about how can we improve our marketing to
get more people aware of our services? | think that's the overall takeaway, you know, that | always talk
about, about the system itself.

Speaker 1 (41:57):
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| think that some of it's generational too. Um, because if you've been here long enough, then you kinda
know that, you know, it was like you said, previously, people always wanna associate it with the, um,
Texas work. Th did you have a TWC? Sorry. Oh, I'm going to get my unemployment benefits their hair.
No,

Speaker 2 (42:17):

Yes. We get so many calls. And honestly, | wish that, you know, TWC really had a different number for,
you know, those who are filing claims to, to talk to someone. And that's just a whole nother rant and,
and, you know, wish, um, that | don't know, we'll get ever get taken care of. We are here to help people
go to work. That's just it. Now we may have different ways of getting there, but if you came in as a snap,
a Tanner for [inaudible] scholarship support or childcare, my goal, my staff goal is to help you find a job.
And that's the message we preach here.

Speaker 1 (42:58):

Well, our time is up. Um, Jackie, thank you so much. | really appreciate your time. If we have any up
guestions or if you have any questions for us, please feel free to communicate, um, email myself. Um, |
think Isabella is on the email as well, Abby as well. So, um, if we have any up questions, I'll make sure
that we get in contact with you. Thank you so much. Have a great day. Thanks. Bye-bye bye-bye thanks,
bye.
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It just helps us to be able to go back and in case we miss
something or we just want to go back to like, Oh, | remember
Tasheem said this, so, all right. So, um, for the record, can you
state your name and your position

Supervisor for the Pearland office.
Okay. And who are you contracted through?
Um, Equus Works.

Okay. And just go ahead and describe for us the roles within the
career service office. So kind of like what | prefaced earlier the
greeter.

Okay. So I'll start from my boss on down. So we have the career
office manager. She handles more of the very top
administrative problems, talks to the board, talks to our
directors and everything like that. Then you have me, | handle
more of the administrative stuff within the office. | approve
financial aid, and submit financial aid approval. | approve a
scholarship funds, transportation funds, those types of things.
And, | handle the staff's time and their day-to-day issues that
they might have. Then we have the counselors. We have two
types of counselors. The Personal Service Representatives and
the Employment Counselors. So the Personal Service
Representatives, they kind of deal with customers that need
scholarship assistance, any type of training assistance. They
might need just a certification or something. They'll do the
assessment with those customers, and see if they're ready to go
and submit their application based on their needs.

The Personal Service Representatives also deal with The Texas
Temporary Assistance for Needy Families (TANF) customers. We
haven't been dealing with too many TANF of customers during
COVID, but when we do deal with those customers they'll
handle those customers. And then we have the Employment
Counselors. So they do a lot of the orientations for snap and
unemployment. So currently they don't really answer phones
like that. They just deal with the appointment setting software.
So they have an appointment they'll call the customer, conduct
that orientation and explain all the processes and document
their notes. That's all they're doing. We have two, three other
positions that are kind of doing the same thing right now. So we
have the greeter who within the office, she will be the first
person everyone sees when they come in right now, kind of
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functioning as an operator. She's answering the calls and
everything like that. And we have the resource specialist, she
deals with people on the floor helps them with the computers,
you reset their passwords. Show them quick job leads those
type of things, she's also functioning as an operator right now.
And she does help customers with their Work in Texas profile,
reset their passwords and stuff like that. So she kind of still does
her job virtually.

And then we have a Program Specialist. He is basically, my
backbone, he does everything, he does it all.

Can he do the job of an Employment Counselor, or the Personal
Service Rep as well?

On paper No. He might tell you that he's not confident in doing
that, but | believe that he could, if he had a little extra training,
but basically he answers most of the phone calls, they are
usually coming through him, especially when we're in the office,
he's handling purchase orders or supplies, whatever we need,
he's going to get it for us. Anything really, he handles that. We
have one more person, she's a Resource Specialist as well. We
have her doing out Social Media Outreach and any other type of
outreach we might need to do. | think that's, yeah, that's it.

Okay. Um, let me, | just want to go back on a couple of things
then. So do you have vocational rehabilitation in your office?

So they just came into the office at the beginning of the COVID
and they have one person coming into the office, on Tuesdays
and Thursdays. So we send referrals to them via email or
telephone where they have about five or six staff here in the
office.

Okay. To help those with disabilities.

Speaker 2. Correct.

Speaker 1. And their just basically arriving in your shop.
Speaker 2. Yeah.

Speaker 1. Okay. What about any Veteran services?

We don't have veteran service within our office, but we do
partner with the Astrodome office who has veteran services.
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Yeah, we did meet with her. So let me ask you, so with the
Program Specialist, he answers most calls, and he does
purchase ordering and supplies. What system is he using for
that?

He goes to staples.

So it's not, it's not a, is that that's not a universe. It's not just a
system through workforce solutions?

No. Goes to staples.

Speaker 1. The next question is who determines if someone is
job ready, but | believe that | know that the Greeter is the first
person that meets the person, the customer that comes in.
Now, do you lead that solely up to the Greeter?

Yeah. So she'll know if a person is in search of a job, that the
customer needs to go to the Employment Counselor because
they're more job ready than the person that's in search of a
credential to then search for a job. So she'll kind of know, okay,
this person wants a scholarship. Let me pair them up with a
PSRs, the Personal Service Representative, this person knows
what kind of job they want. If the customer just want job search
help, send them to the Employment Counselor.

So you're kind of doing what the Employment Counselor would
do, right. Also with the financial aid assistance, transportation,
verifying.

A little bit of everything. I've tried to back off as much as
possible, but you know, we are a small office, so, you know, we
all have certain things.

Yes. And | realizing that in our, in our conversations that some
offices are larger than others, because we did speak with the
Kirby office, at the Astrodome location with Jackie, we talked to
her this morning.

| will say that office by the Westheimer office, they have
separate Supervisors for each position. Whereas the Pearland
office, we have one Supervisor for all the positions. So typically
like | would just deal with Employment Counselors. And that
sounds like fun because you're dealing with one thing all the
time. But with the Pearland office, you have to know each
different role, and the policies.
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Are you all still receiving customers directly in your office or is it
all curbside?

It's all curbside. They just show up sometimes, but you know,
we talk to them through the door. Hey, | need you to take this
(COVID)screening first before | open this door and they'll do
that. Now we've put up a sign outside to let them know, Hey,
we are strictly curbside right now. So we don't have too much
coming to the door anymore.

At curbside where you handing them the, the pads, iPads, or
source pads to complete that?

| have that available for people that might need it, but we're
just, we have a QR code and they'll just use their phone.

They can scan it. Okay. Okay. That's good to know. So with that
QR code, that's going to bring me to another part of this. Are
customers using the wifi services that are available in your
parking lot, at the office?

| really don't know. I've seen a few people sitting out there.
They could be using the wifi, but, | believe there's a sign out
there that says to just log on or just sign on, but | really couldn't
verify if they were using it or not.

Okay. So you don't know if y'all have expanded its, its, its reach.
| know some offices have expanded the surface area so that
people can sit in their cars and utilize?

We have a separate wifi for outside of our office wifi and there's
a separate box that IT set up, and he tells us the traffic every
once in a while, he'd say, Hey, this many people logged on last
week. | haven't had a report on that in a few weeks, so | don't
even know if anyone's really using it.

Okay. So you don't necessarily know if the customers that are
coming to you are using the wifi available in the parking lot, but
when they do come up for those drive up curb service, what
services are they receiving?

Typically when someone comes to the office unannounced, it's
because of the unemployment letter they received saying that
they need to do that orientation and they thought that it was an
in-person orientation. So I'll just explain to them, no, this is
actually the virtual orientation or we'll get someone from
unemployment because they'd been trying to contact on
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unemployment. And when you Google unemployment, we pop
up. So they come here first.

Are you using the curbside for giving out a bus pass or a gas
card or for other services or is that being mailed post mail?

So what | like to do is use the Global Card so they can reload. It
they'll have to come up here at one time, so the customer won't
have to come back up here ever again. So all of our
transportation is going through the Global, since Pearland
doesn't have a bus line, we don't use any, Metro cards, but we
do have them, if someone needs it,it. Very rarely we'll do the
Chevron gas card because it's just seems kind of pointless to the
customer to have them keep coming up here to get a new gas
card. So | just use the reloadable card. They come up one time
and then they just ask where we load each week.

So most of the people that are coming up and just walking
through think it's the unemployment office. That's been a
central theme that we've gotten with conducting the
interviews. But as far as your traffic, do you find that a lot of the
customers that you're servicing, are using your technology and
equipment or are they basically comfortable doing it on their
phone? Because | know that there's a level of comfort with
them coming into the office, using the desktop computers or
laptops. So what are you finding?

So | haven't had anyone that needed to use our devices.
Typically, anyone that's ever come up here, they just use their
phone. | had one customer, she was having an issue with the
financial aid application. And | was walking through the steps
with her on her phone, but some reason | just wasn't working.
So | called her as | was standing next to her, then | went inside
and | went ahead and did it from a computer because it seemed
like a mobile device just wouldn't work. So other than that, |
don't really have any customers wanting to, or needing to use
our devices. Not yet.

Cause you're you're in Pearland. Are you an East or West
Pealand or kind of central?

| couldn't tell you.

Okay, so you're not familiar. Okay. So, so the older side of
Pearland and the younger side.

This is in the middle of that.
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In the middle of it. That's an interesting thing to note. So for
you, it's not a problem with technology in that area. How much
foot traffic do you usually get? Like if it was pre-COVID, how
much foot traffic would you get over there?

The funny thing is | actually started the same month as COVID
really hits. So | don't really know what the foot traffic's like
here. When | did my interview, there wasn't too many people in
here. The geographical location, it kind of prevents foot traffic
because there's no sidewalks, you know, Broadway. So not too
many people are just walking up there. We have a few, you
know, they'll probably stop by at a store next door and say, let
me pop in here and see that it's closed. So yeah.

Yeah. I'm trying, | was trying to picture that in that area and on
Broadway, like you said. Yeah. That's

Yeah. It's not, not good for foot traffic.

Are there any services that you feel that aren't currently online
that could have could occur online or is everything pretty much
taking place online? All those services.

Virtual before we even left the office because I'm a big, I'm not
wasting paper type of person because | just don't like wasting
paper. So | kind of had the staff transitioning to virtual before
we even left office. So we can do just about anything virtually,
even fax, you know, we could do it all virtually.

So you think the website actually really does support that? The
Work Solutions website supports that and the apps that you
use, the systems that you software systems that you use as

well?

Yeah. Everything we use, | believe supports it. We use
RingCentral heavily in our office.

Speaker 1. What is it called?

Speaker 2. RingCentral essentially. It's like a mixture between
zoom and teams. You can chat with different groups, you can
video call.

And you use that with customers as well.

Speaker 2. No, that's internal.
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We can call, we do call the customers like just phone calls with
RingCentral. But if we want to do virtual, we strictly use Teams
because with teams, we can send the calendar invite. With
RingCentral. | really don't know what the customer sees on their
side. So | didn't want to test that. | know Teams is reliable for
people that don't have the actual program. They can just use
the browser.

Right. Okay. So let's talk about the software systems that
employees use in the career office. We know you use Appointee
and WIT. So if you can kind of just break down, go through them
that, you know, are you used by your personnel in your office
daily?

We use Work in Texas. WIT was an amazing tool until they
updated it. And | don't think there's been new training on the
new update. So it might not be a lot that's changed, but it looks
different and you know, people are afraid to change. And so
technically looks like whole different website. Overall | think
Work in Texas still doing what it needs to do. You have
Appointee. Amazing. The only issues we have with Appointee is
customers can book their own appointment which sounds good,
but they can book the wrong appointment. And by the time,
let's say, an Employment Counselor gets the appointment, but
it's really for a PSR or the EC has the tools but they don't have
the know-how to actually serve as that customer and do a
timely, so then we end up having to find another office or
reschedule that customer.

So that can set the customer back, especially if it's like at the
end of the day appointment, you know, we might not be able to
find them at the office for you at four o'clock. So it's an issue.
But what I try to do is just each day go through each
appointment and see if it makes sense. So if someone books a
job search, but at the bottom in the comments, they put
unemployment. This is probably an unemployment customer.
Let me have an EC call instead of the PSR. So we monitor it.

I'm glad that you said that because the feedback I've been
getting about Appointee is that for the most overall the
employees like it, but | wasn't really aware. And one of the
career office managers did show, share her screen and showed
us how it worked. My understanding was | thought that you all
were in charge of scheduling the customer and who, where they
go, but you're saying that the customer actually sets the
appointment.

Speaker 2. It's both.
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When you're saying that they sometimes are, they need to be
with an employment counselor, but they may book themselves
with a personal service rep, you know, and they need to actually
be with the employment counselor. So that does require that
oversight by you to go in and check the appointments every
day. So what do you feel could be changed in that system on
Appointee so that this doesn't happen because | can suspect the
best time consuming and what happen on the day that you
can't necessarily monitor it.

A clear description in Apppointee when they're setting those
appointments. Even a second level after they select the
appointment. Are you sure this is the appointment that you
need? This is the service that you require. Another thing with
appointing that I'm not too fond of is if | need an orientation
and | want job search and | want a resumes just then | want all
of this stuff, | have to pick like five different appointments and
Appointee will book the first available person for that service.
And if you need a different service, that that person doesn't do
it. | have to book you with someone else. And then you're
bouncing all over the place.

The scheduling isn't collaborating a couple of things together.
Isn't happening basically.

It does what it's supposed to do, but what if a customer really
wants to shop around and do a lot of things at once, it might get
overwhelmed and we might get overwhelmed. That hasn't
happened. It's only been where they'll pick one service and
another service and they don't count it as one appointment that
counts as two separate appointments.

You have a smaller office, it hasn't been that bad, but | I'm glad
you're sharing this because | would think with a larger office,
that might be a problem

Some offices have separate supervisors that separate roles right
now in the office, like ours, our staff, they can do multiple
things, but starting offices you're dedicated to that role. So if
someone books an appointment on top of your appointment
and you don't do that service, you have to pass it off to another
staff. And if they book multiple services...

| think that explains why when talking with some of the
managers, one of the things that they preface with is that all of
my, all of my employees here in this office can do multiple. They
can all do each other's job. And | think that may be why.
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You have to, | can only assume the big offices don't really do
that because they don't need to do that. At least when we were
in the office, but the smaller offices, they have to cross-train
because if two of your employment counselors call out, you
don't have any, so somebody has to do it, right.

So if you want to go ahead and continue. So we stopped with
the software with the appointee and then you had, what's the
other one?

We use RingCentral. We use Teams. We really only use Teams if
we need to do a virtual meeting with the customer, or we're
virtually meeting with people outside of this office. We do our
huddles with Teams as well. So anything that is video is going
through Teams. We use Outlook of course.

What about that financial aid application, isn't that separate you
once they apply, it goes to a different site or...

So nothing changes for the career offices, with the financial,
with the applications. They only changes for the customer. So it
just puts it strictly online. They fill it out online and once they're
done, they'll get a notification saying, "Hey, you need to
conduct an assessment within" | think, 10 to 14 business days or
else the application is voided. So they give them the closest
office by the zip code. So they come to us over the phone and
then we do the assessment and then we can look up the
application in our system called DocuWare, that's one system
we use.

DocuWare

That's basically just our filing system, and everyone in
Workforce Solutions has access to that. So that makes us pretty
good. If you do your appointment at Acres homes office, we can
still see the paperwork here at Pearland.

Okay. So it's shareable throughout the whole.

Yes, now they have different parts of that program. So if | put
something in what they call the "tray," then only Pearland can
see that or whoever has access to Pearland, but once | save it,

then everyone in Workforce should be able to see that.

So that's the DocuWare system. Okay.
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Yeah. So this a virtual filing cabinet. Then we have Pandadoc,, |
love Pandadoc. Nobody else likes Pandadoc. They don't seem to
want to use it. Everyone says it's not really user-friendly, | do
not see that , it's pretty easy.

What is Pandadoc?

So it's a way to get people to sign things electronically. What |
like about it is you get a confirmation receipt saying that this is
valid and it wasn't signed by me, because | can put something in
Adobe and you don't know if | signed it or if somebody else
signed it. You just type the name and it makes it a signature. But
with Pandadoc, it's a certificate saying that this is legit because
the person logged in on their account, opened it with their
computer and they signed it. What | really like about it is you
don't have to wait for someone to bring you back paperwork. As
soon as they sign it, it comes right back. And that's it. When you
get your certificate, you upload it. And no one can question, is
this a legit document or not.

Wow. So is that within every Workforce solutions office?

Yeah. And they have a bunch of templates in there, so you don't
really need to your own documents. You just go in there and
pull it out and everything's already ready to sign this, send it to
the customer. | don't just use it for customers. | use it for staff.
Hey, | need you to sign this time sheet. I'm not going to wait for
you to send it back, send it through Pandadoc. So that's a great
tool. I like that a lot.

So you're saying universally, all of the offices have it, but not
everybody utilizes it.

Yeah. like | said, people don't likechange and they don't think
it's very user-friendly, and | don't understand how it's not user-
friendly because it's not like you're creating documents. You can
just go to a template list. You see the one that you want, you
open it up and then you put the person's name in there and it
emails it to them, they don't need an account. They can do it
from their phone. The easiest thing ever.

This is good because | think that what I'm seeing from your
office is there isn't a large need for the technology piece, as far
as providing that technology, because the most people coming
already have it, you yourself are assumed to be very savvy in
that area and aware of the latest and greatest software.
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I'm going to use everything that we have to our advantage
because our office, our contractor has had RingCentral since |
started here and | used RingCentral before COVID just to
communicate with people. And like | said, | hate wasting papers.
So I'm sending faxes through RingCentral, all of that before
COVID just to stop wasting paper.

Has their been feedback from your employees regarding the
online system, has there been any?

L'll say 50% like Pandadoc. Everyone's pretty savvy with
DocuWare because they have used it prior to being virtual. The
only people that like Appointee are those who have manager
access. They have control of everything. The ones that are
actually doing the appointments, | don't think they really like
Appointee. | don't know why.

Do you feel it's because they lack control over their own
schedule when, when the, when the customers are able to kind
of dictate their day?

Oh, they still have a hundred percent control of their
appointment. Um, if you have an appointment at 8:00 AM and
you said, Oh man, | have to take the child to the bus stop at
7:55. Am | going to make him back by 8:00 AM? You can actually
take that appointment and drag it down to 8:05. You know, if
you want to. So they have a hundred percent control of their
calendar. They can't touch anyone else outside of their
calendar. I've shown them that they can control a lot of that.

So if there is a change in the schedyle does the customer get a
notice that says that?

Yes. But I'm not letting that happen because on the off chance
that the email is wrong or anything, then they might never get a
notification. So you got to call. | don't think anyone uses that
function, but if they needed to, they can do that.

Okay. So they do have the availability that if it's something
that's not conducive to their scheduling. They can move a
scheduled appointment.

Speaker 2. Yeah.

Speaker 1. And then the notification you're requiring is that

they also call and follow up because sometimes they may be
using someone else's...
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Yeah. And the thing with Appointee, it links with your outlook
calendar. So whatever you put on the calendar, it's not going to
book you an appointment for that same time, because it's
already blocked off. So | have them put their lunch schedules on
Outlook, whenever they request time off, | don't use the email
like, Hey, can | have time off on such and such? | tell them, send
me a calendar invite. And in the invite, you just put the time you
want off, Hey, I'm requesting time off such and such. And | can
either approve it or deny it. And once it's approved, it goes onto
your Appointee as well. And you won't be booked for that
appointment. So Appointee works pretty well.

So you haven't found any challenges with setting up
appointments and things like that, or the customer seems to
like the process as well. Or have you heard anything about it?

Have | heard any issues?
For how Appointee has been going?

Yeah, we recently got Appointee, most of the issues are not
from the customers, but the staff is telling me what the
customers are doing., They can book any office they want to,
they can live in Galveston or Huntsville and booked for
Pearland, which is fine. Everything's virtual. But if they don't
know the service that they need, they can book the wrong one.
And you know, it really shouldn't be to where like, Oh, you
booked the wrong one. | gotta send you somewhere else, but
we can't just teach you how to be a PSR in that moment.

So the customer feedback on the online system has been
positive, or?

| haven't really gotten any feedback from the customers. I've
sent a few customers, the Appointee link to book themsleves an
appointment for the future. And | haven't heard anything
negative, but we try not to give them the code if they want an
appointment tomorrow, I'm not going to give you the code I'm
just going to book, you an appointment. But if I'm talking to you
and say, yo, I'm really interested in job search, but now I'll do it
at a later time. I'll say okay, well here's the appointment link.
You know, when you're ready, you go ahead and book you an
appointment. And | got a generated email of how to book that
appointment. So they'll know how to do it. But if they find this
link on their own, it's not telling how to book that appointment.
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So maybe a little bit more comprehensive, um, on the usage of
appointee, as far as the descriptors for what you're coming in
for?

I'm pretty sure there's an Appointee link in the unemployment
letter that tells them how to get to Appointee. And | haven't
read it myself.

Is that from TWC or is that coming from Workforce?

| think that's coming from Workforce. | know we complained
about the letter because read as if it was in-person. If you read
it too fast, you might think it was in person. And | know | asked
about that and they said we couldn't change it. So | believe
that's to WC letter, but we sent it.

Yeah, we'll see. That's why people get confused with the whole
thing with like, okay, are you going, they don't provide
unemployment benefits. | think there's, that's one of the things
we're hearing too. Walk us through what happens in your office
when a new customer, when they come into your office, what's
gonna happen?

Are we talking virtual or...
No? Um, actually pre-COVID.

So you come into the office. "Oh, what is this place?" Melissa
will then greet you. "Hi, welcome to Workforce Solutions. I'm
gonna help you" And then you tell her, "Hey, I've been looking
for a job," and Melissa will say "Okay, do you have an account
with us?" And you say, yes, she'll look you up. You say, no, she'll
say, okay, let me go ahead and start your profile (WIT) and she'll
create it. And then she'll pair you with the Resource Specialist
and help you. They'll help you to finish the profile. Once you
finish the profile, she will pair you with an Employment
Counselor. She'll pair you with employment counselor at the
same time. So while you're waiting, you're creating a profile and
then once you're ready, they'll help you finish it at their desk.

Wil Melissa make the determination whether you go to the
employment counselor or if you go to the Personal Service Rep
that deals with TANIF and SNAP based on what she said with
the customer?
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Yeah. So if it's just job search, they can go to either, or if it's
scholarship, they can only let me go to their PSR. And she knows
who can do what.

But more extensive than a job search is going to go to PSR.

Typically, yeah, if both PSRs are busy, I'm not going to let them
build a line, go ahead and hand them to Employment Councelor
and they can do the best they can. They can at least explain the
financial aid process, help them with the application. And we
can also wait while they're doing that. "Okay. Here's a PSR. You
can do an initial assessment now."

Speaker 1. So you have able-bod, for the SNAP, the able-bod
and regular in general, as far as Snap benefits?

We able-bod and general population.

Okay. But they have different requirements. | know that we
have the ones with the four week time limit. And then also, if
they're not, then they have to go to work fair. And that's what
the able-bod if they haven't found a job within that timeframe.
TANIF, it may, they may stay with you guys for like a year or
two. And then with gen pop within that same four week time,
you're going to check back in with them, or is it not mandatory
to keep track of them any further on the gen-pop side?

No, it's not mandatory to a follow up with the gen-pop. Once
they complete their four weeks, they're a hundred percent in
compliance with Health and Human services. So, typically | tell
people (staff) keep a list of people that you know, no matter
what service you provided, because you never know when you
come across a job, "he said, Oh, | remember Ms. Johnson said
she wanted this, let me go ahead and send it out jobs." So we'll
keep a list of people, but not necessarily having to follow up
with those general general population.

Walk us through the engagement orientation. | know the
orientation is probably the same process for anyone who's
receiving unemployment benefits or seeking skill improvement,
job training, or even financial aid. What about the young adults?

Young adults as handled a little bit more delicately, because
they are younger people and they may not care about any of
this. They don't want to hear this. They just want to work.
Right? So just talk to them. We're not, "Hey, here's what you
need to do, blah, blah, blah, blah, blah." They don't want to
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hear all this. We have a conversation. And once we find out
what they really want to do, that's when we decide, where are
they going to go. Are they going to go to work based learning
and get some work experience? Are we going to try to put them
in the work? We're going to send them to school? One of those
three things they'll end up doing. If they don't qualify, then you
know, we'll try to send them to work or send them to school on
the adult side.

Do you think it would be beneficial to have a separate website
or a separate person that would service youth.

We do have we have that. She's a PSR, but she deals not strictly
with youth, she's the only one that deals with the youth. So any,
let's say we get a youth customer on Appointee, it'll be for her
only, no one else handles those needs. That way she knows the
whole process, like the back of her hand. And it'll be a
consistent person that they're with all the time. At the same
time, the other PSR, she knows how to do it, but she doesn't do
it. Only if we really needed her to do it, she will.

So is it easy for the young adults to find their tab or their area
on the website? Do you feel, has it been easy for them?

There hasn't been issues because she's getting appointements
left and right. There tab now. It's quite obvious. It just says
youth. For 16 to 24 on, they have two tabs, so they find their
tab pretty easily.

Okay. So are you finding that the age groups that are easily
utilizing the online services, is there any distinction, have you
noticed for instance, is it the young adults that are utilizing the
website, the online services very well, or is it, you know, gen X
or is it, you know, do you see any distinctions?

| honestly don't know. | wouldn't know.

Is there any group of people that seem to prefer the person to
person engagement over online? Like, they'll tell you they'll
come up. "They're like, look, | just need to talk to somebody." |
don't, | don't want to go online. | want to use a phone.

| would say 30, 35 and up prefer the in-person or at least over
the phone at the very least. Anyone 25 and under don't call me.
Don't do none of that. Just text me. That's what they respond to
most of the time.
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Are there text messages that workforce solution has right now
for appointments?

No, but we do text through RingCentral, but no, we don't use
like Appointee for a text feature. But if we lose contact or
anything, the first thing | tell them, just try to text them.
Especially if they're youth, they usually answer because if your
phone's cut off and you have iPhone, you might have internet at
home. So you can get that text.

The twenty-five and under prefer the technology aspect of it,
right? Yeah. Okay. They're fine. They don't need to come in
person. Okay. Um, and then you are able to text them, like
appointments, like appointment reminder of some sort.

Speaker 2. Yeah.

That's hard to do anything beyond texts for like the 21 range
and that little age range, they lose contact really easily. | don't
know they got bored of the program or they just don't want to
talk, but if you text them, they'll respond.

Do they fill out the applications online? Are they doing
everything they need to do online?

| haven't heard any issues on that one. When it was the paper
application we used, it took them a long time to finish that
application because they would probably take it home and
throw it down and fill out a little bit and then hurry up, finished
it, bring it back, drop it off. It's incorrect. Now we're going to go
find, you know, it's just a whole bunch of mess, but online, |
think one shot, they get it done.

Are there any services that you can think of that could be better
done better online? You know, either accessibility or clearer or
it's people can find locate the information they need. What can
be done better? What's currently online can be improved?

At least for a virtual having like a virtual lobby. You know, | just
need you to answer this question real quick. | don't need an
appointment. | don't need any of that. | just need you to answer

this question.

Do you mean like in a search bar, like, it would say like a place
where they could just answer any kind of question?

Speaker 2. It'll be like a live person, a live chat person.
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Speaker 2:

Speaker 1:

Speaker 2:

Speaker 1:

Speaker 2:

Speaker 1:

Speaker 2:

44:02

44:21

44:41

45:06

45:30

46:22

46:49

You can just hop in the chat real quick. "Hey, where do | go to
get this form?" Oh, you can get this form right here. Let me
send you like, instead of spending 20, 30 minutes on the phone
to book an appointment, then you booked the appointment and
the appointment last five minutes.

Right? That's time consuming. So live chat. What about, | think
there's already an sheet, but you still saying that that FAQ is not
really addressing some of the true issues that someone may
have?

| think most, | don't know about the other officers, but | know
we don't have the phone feature where it'll say something like,
"Hey, did you know? And instead of waiting on this phone, you
can just go here to do this," something like that. Because you
know, some of those, some of those businesses, they have that
function. And while you're waiting, it's like, Oh, well, that's all |
had to do.

With the callback feature too? Would it be beneficial to you as
well. So, you know, like sometimes when you call your bank and
if it's extensively long line they'll say Hey, push one, to have a
rep call you back. Or do you think it's not needed, you don't do
that much traffic or that much business?

| don't see how it would benefit us because we still get a bunch
of voicemails that we have to call back. So bringing those
voicemails and those callbacks, | don't see how that would really
work for us. | think that live person talking to people would
lower the call volume and then lower the voicemail box. So that
might increase. But if we have more than one person doing it,
ask those questions real quick, you can even do one to where it
is. One room, just a virtual lobby. And you'll say, all right, guys,
welcome to the lobby. If you're calling for childcare, I'm going to
send you to this breakout room here from calling for financial.
They don't see this breakout here. That way you have more
than one person to ask them questions.

| like that. I like that. Is there anything else you like to add that
maybe we didn't discuss or anything? | mean, | know | hear
what you're saying about having the live chat, but is there
anything else that you can think of that we haven't discussed or
that you would think would be beneficial?

Can | email you?
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Speaker 1:

Speaker 2:

New Speaker:

New Speaker:

Speaker 1:

Speaker 2:

46:52

47:30

47:41

47:46

47:49

47:58

Yeah, if you think of anything else or you have any other
questions or concerns, you have my email address, please feel
free to, to email me with that. And | hope that | can do the
same, if | have any follow-ups for you. There's some consistent
themes that we're hearing. One of them is the live chat. So |
definitely think that that's something that maybe we'll need
your input on for later. Like, you know, how would it work? You
know how you'd mentioned about the lobby set up and
everything. | think that would be very good.

And | brought it up to Brenda Williams. She knows a little about
it now.

Speaker 1. That's good. Do you ever talk to Dorian Cockrell?
Speaker 2. No, | know who he is, but | haven't talked to him.

All right. Well thank you so much. | hope you enjoy the rest of
your weekend, thank you so much. We appreciate you.

Yeah. Thank you all for your time. Take care.
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Speaker 1 (00:29):
[inaudible]

Speaker 2 (00:29):

Isabella. [inaudible]

Speaker 1 (01:17):

Okay. Good afternoon.

Speaker 3 (01:20):

Hey, how are you? | think there's two of me on there. I'm trying to figure it out.

Speaker 2 (01:23):

Yeah. There's two Isabella's are the three. | think you're muted.

Speaker 3 (01:29):

Sorry about that. All right. Can you hear me now? Can | hear you? Great. All right. How are y'all doing
today?

Speaker 2 (01:36):

We're doing, we're doing good. How are you doing this afternoon?

Speaker 3 (01:39):

I'm doing well. I'm doing well. Okay. To catch up, huh? | know, right. I'm just glad it's warm. It's warm
right now. Probably have electric and I'm one 80, but yeah.

Speaker 2 (01:56):

Well, I'm calling Gary. | work with outreach strategists. This is my colleague Isabella Harkrider. Um, and
we are, we were hired by HPAC, um, to evaluate the, uh, workforce solutions website, the career, uh,
services operations, as well as the, uh, customer experience. Okay. Um, so we're going to ask you a
couple of questions. Um, they're going to be open-ended so feel free to expand on these questions as
much as usual, as much as you would like, and we'll just go through them one by one. Uh, if there's
anything you want to keep talking about in more detail, feel free to do that. Okay. Sounds good. All
right. So the first question is probably the easiest. Um, so we'd like to know, um, who are you contracted
through? Um, Baker. Ripley. Okay, perfect. Okay. That's one down. All right. Second question will be for
you. Um, describe the roles within the career services.

Speaker 4 (03:00):

Um, so we have our greeter, so our greeter is what we'd like to call the face of our office. Um, they're
the first point of contact when the customer comes into our office for services, um, they determine
what services they need and they route them to the appropriate staff. Um, we have resource specialists.
Um, they assist customers in our research from area or recess room area consists of computers where
customers are able to fill out applications online. If they need a type of a resume, or if they don't have
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access to, you know, a computer at home, they can do other things as well. Um, we have a copy
machine, a fax machines, or if they're able to make copies, fax documents as well as resources. So
different information from our community partners, as well as job search related information. So the
research from the specialist assist those customers in that area.

Speaker 4 (03:49):

Then we have our employment counselors with their main focus is, is trying to help our customers find
employment. So they do assessments. Um, they should determine the best route for the customer and
try to refer them to jobs in our system, work in texas.com or to other job search engines. Um, we have
our personal service representatives. They work with our customers that we, they have challenges to
employment or barriers to employment. So if you are not able to find a job because you need additional
training skills, they're there to do an assessment, determine if you're eligible for the funding and try to
help you navigate to get that certificate or diploma, but then you can find the job that you're looking for.
Um, and then we have, um, our facilitators, they assist, um, they do our workshops. So we have, um,
workshops that our office for resume interviewing, uh, rebranding your skills.

Speaker 4 (04:40):

So they assist with that. And then we have obviously our program assistants, they're the ones that
answer the phone for our office and route the customer through that, and then the supervisor and
manager. So those are primarily the main roles that are in the crew offices. We do have veteran staff,
um, that are, um, from Texas workforce commission they're are also housed with us at the office. So
they're able to assist our veteran customers that come into the office or different resources services.
And then, uh, we have recruiters that are housed in office as well, and they, um, work with the
employers that post jobs in our system and try to help them find a qualified candidate. And then our, uh,
business consultant is also housed in our office and they work with the employers in the community,
right to, um, market our services, to have them be able to post jobs and, um, provide, um, their
openings for our customers.

Speaker 2 (05:32):

Wonderful. Um, so you pretty much touched on this in the previous question, but, um, the second
question is what are the services offered by each employee? Um, so | know you mentioned that in most
of your roles, but if there's any role that you'd like to expand on,

Speaker 4 (05:51):

Um, well, number one, like all of our positions are the main goals for our customers to find a job. So if
you come into the office and you need to use our resources to do both, you know, the computer to do
an application is to help you find a job. If we're going to pay for a training and support that with our
dollars, it's for you to get the skills, you can get the training to get a job. So that's primarily what all the
roles are working to do. Um, | mean, I've pretty much touched on everything. Um, the greeter, um, their
services is mainly just providing general information to customers. So that's murky to come into the
office and they have just got laid off from their job. So the reader greeter would provide them
information about, um, unemployment, how to apply for unemployment.

Speaker 4 (06:36):

We have that material for the customers. Um, they provide a lot of the other resources as well. Um,
community partners. We, um, we get a lot of customers that come through our offices that are needing
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assistance outside of what we do. And so we have a general lot of general information for them. And
that's the same thing with the resource from the green and resource room specialists are a little similar
because they helped our customers in that area. Um, with the employment counselors, um, they do a
lot of different stuff in not only helping customers find a job, they would help them with their work in
Texas application, making sure it's up to, up to par. So when employers go into the system, um, they're
able to determine if they're qualified for the positions. They have a good resume. Um, they conduct
orientations for customers.

Speaker 4 (07:23):

So we have program customers that are required to participate with us. Um, example, we have a rapid
reemployment, um, orientation. Those are customers that are profiled by unemployment, and they're
required to come do an orientation with us. We have our snap supplemental nutrition assistance
program where we, those, because we do orientations for those customers. Those customers are also
required to participate with us, um, from health and human services. So they come to our office, they do
an orientation, we help them find a job. Um, we do have, can have customers. We do orientations for
those customers are also customers that aren't on temporary assistance for needy family. And, um, we
do orientations for them and all of those three orientations, the main goals for them to find a job. Um,
so then plumbing contractors, primarily that's what basis with, um, they also do assist with customers
that need short-term assistance.

Speaker 4 (08:13):

So if a customer comes into the office and they say, Hey, | just found a job. I, but | need steel-toed boots,
or | need transportation. So then employment counselors would do an assessment of those customers,
um, determine if they're eligible for those funding and then provide that service to the customer. So
generally that's pretty much what the employment counselors to do at the cross office. Um, the
personal service representatives, there's this there's a little bit more detail. It's a lot more case
managers. So they case manage the program customers that we have in our office. So if a customer
wants to go to school for training, the employment counselor would do the, um, probably the PSR, the
personal service representative with do the assessment, um, uh, determine if they're suitable for the
training. Once they determined that, um, they will send information to get the customer eligible for the
funding, and then they work with them through the whole training program. So, um, they have to turn it
into attendance to us each, um, each week, every two weeks. And then they do a monthly recap, um,
each week, each month on the customers as well. Um, so that's primarily what the PSRs do. They do,
um, work with a can of customers as well. Um, they case manage those customers, um, also, but
primarily it's working with the training. Um, so, and it just, that's pretty much what everyone in the
office does. Okay, great.

Speaker 2 (09:36):

Wonderful. Um, so we want to know, um, are you still receiving customers in the office?

Speaker 4 (09:44):

Um, no, not at this time. Um, primarily what we do is, um, if a customer needs some service, we do a
curbside appointment with them. So, um, basically example customer needs to fax document and, but
they can't come into the building to do that. So we will coordinate a time for them to come do curbside
pickup to do that. If they need to make copies, we help with that. Um, if they, if they don't have access
to a computer and they need a computer, um, our offices do have surfaced tablets that we can, the
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customer use, um, and B all of our core offices, they extended the wifi into the parking lot. So then
customers are able to come if they don't have access at home and maybe they have a laptop or a phone
that assist assistant do what they need to do.

Speaker 2 (10:33):

Okay. So this leads into our next question, which was, um, are the customers using the wifi services that
are available? Um, and do they know that it's available?

Speaker 4 (10:45):

Yes. So, um, they are using it. Um, you, you will find customers sitting in a parking lot in front of the
building, um, when, before | even get there, I'm using it. So we do have customers that use it and they
are aware of that. We're able to use the wifi into the parking lot.

Speaker 5 (11:02):

Hi, Colin. | just wanted to ask real quick. Um, cause you mentioned, you mentioned a little bit earlier,
Andrew, about the, um, how sometimes, you know, they might need a gas card or they might need the
steel toe boots. There's just assistance in that way. Are you guys, | wasn't sure if that was on the list of
questions for, how are you serving that right now? Is it being mailed in the postal mail? Is it still curbside
pickup for that gas card? Or what does that look like?

Speaker 4 (11:26):

Um, we recently, um, change how we do supportive services, where we procured, um, a vendor with
Amazon business. And so how it looks like now is that if a customer comes to us and they need steel toe
boots, our staff member would do this assessment virtually. And then once they're determined, eligible,
they would work in partnership with the customer. That's determined on Amazon with what, you know,
the size shoe they need. And then it was set up to address and it's meld to the customer, um, in terms of
the, uh, interpretation and the gas card, our bus pass, we would schedule a curbside pickup for them to
come to the office. Now we do have available for customers. For example, let's say, you're going to start
work this evening and you can't wait for Amazon because it's going to take a couple of days. Um, we do
have, um, um, Walmart cards are, um, Walmart cards. Well, our office has one more cards, um, but
some offices have target cards. And so we can do a curbside pickup to say, okay, here's a $50 Walmart
card. You can go get what you need. The only thing is, um, we need the receipt within five business days
to approve. That's main reason why we changed to the Amazon is so we can have that fracking proof of
purchasing. But, um,

Speaker 2 (12:43):

Right. Yeah. It's been working out, sorry, I'm just wondering back to the customer and that's been
working out pretty well so far, right?

Speaker 4 (12:49):

Yeah. Um, | think it was a change at first for the customers, but, um, | think the convenience of it, it's a
lot easier. And then, you know, everybody's familiar with Amazon, um, and the good thing is we're able
to send it to lockers. So, you know, if they have concerns that, you know, packages are stolen up their
house, um, we can send it to a locker. Um, so yeah, | haven't heard too many complaints from the
customers about the news.
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Speaker 2 (13:14):

Okay. Um, so are there any services you feel, uh, can't occur online? So are there any services that, uh,

Speaker 4 (13:27):

| don't think so. | mean, | think the only one that the only service, | think that's a challenge is if a
customer needs to use the computer, that's probably the one that's part of the challenge, but
everything else we've through this whole year of working virtually in transitioning how we do business
it, we, you know, we realized like we can pretty much do everything for the customer, virtually even if
it's printing out documents, they can send it to us and we can print it out for them and schedule
curbside for them to pick it up. Those are the ones that we, | thought it was going to be a little
challenging, but it seems to work out, um, and then faxing documents. We get a lot of requests for that.
Um, but no, I think, | mean, | think pretty much all the services we provide, we were able to do virtually.

Speaker 2 (14:14):

Okay. Um, so can you please, uh, name the software systems that you use and the career office?

Speaker 4 (14:23):

So obviously we have work in texas.com. That's our, um, jobs, Virginia, and that we use for customers.
Um, we have twists, um, |, | can't think of what's was the acronym what it means, but that's pretty much
our, our managing system that communicates, um, statewide. So this is how we track our program
customers. So the customers are determined, determined, eligible for WIA funding, adult dislocated
worker. Um, they're tracked in that system. Our snap customers are attracting that system. Our tan of
customers are attracting that system. So we utilize that system. Um, we have new appointee, appointee
is our, um, appointment scheduling on software. So we utilize that, um, and to schedule appointments
for our customers. We have DocuWare, DocuWare is our, um, electronic filing system. So that's where
we would, um, scan all the documents up to customer stent. So it's filed. So when anyone needs to
review the case, all the documents are there.

Speaker 4 (15:23):

We have fax, our faxes are in communication system throughout the system. So for example, if we work
with the customer, we filed their documents in DocuWare. Um, we have a tracking unit team that
reviews the documents, um, to make sure everything is there and then they'll follow it away in the, in
DocuWare. But there may be a case that there's an error, maybe the stop and, you know, miss the
document or signature is not signed. So they would submit a fax issue to communicate with the Curry
office that, Hey, this customer needs, uh, information corrected. Um, our other, um, partners in the
system utilizes the stuff as well as the support center, as well as the financial aid payment office. But we
have thoughts. Um, let's see, we have gazelle because that was our system where, um, how we, um,
track and provide the funding to the customer. So we would create a gazelle account for a customer
that's needing if we're going to issue with them transportation or, um, clothing, or we would, um, create
a gazelle account to issue a customer, a voucher, so they can go to school. We use that. Um,

Speaker 4 (16:39):

I'm trying to go through my list of all my password, my little, but that's just from my login, cause there's
a lot of systems. Um,

Speaker 3 (16:51):

Page 57 of 281


https://www.rev.com/transcript-editor/Edit?token=A8_4cYpyQgKBf_GhKyjx7AIFX8Zujo2F0-KwJfx85hRGfI0PqF7SFNWPDXHwwhAFY85O2ynR4yWFFnO22RP2CVn0eJM&loadFrom=DocumentDeeplink&ts=794.7
https://www.rev.com/transcript-editor/Edit?token=-Z5HBACV0rB_9TJ5tRJC9yP56EWLXyXS41gZ67eQpnSJ142Z5B48nIZ1W3S2qFs0fPqk5SpB0Zkvg4DpmFscH398nlQ&loadFrom=DocumentDeeplink&ts=807.99
https://www.rev.com/transcript-editor/Edit?token=IDEU4-yon-l6GX7ZnHLVO424WM8PczQ1bxVhVm_QzFryhTX0iEgM6rrYiSYIVByZEnMQPOabtkgxftUs3duVU4MGwL4&loadFrom=DocumentDeeplink&ts=854.94
https://www.rev.com/transcript-editor/Edit?token=fn1WBduKjfbyte8cTshhpXJ3S9xjw6tbXLt1yfCOnRLcM6fQe1isj_rlTxEr1Sa_16OPh6YgCy8Ii7Pob5w5qY73hP8&loadFrom=DocumentDeeplink&ts=863.82
https://www.rev.com/transcript-editor/Edit?token=bn89ryGJslGPI-9ILxbl9Gf4BhvBV-6wKKKjr4aIZYOMg4xuM3KXbs8A6LnA4X6Qylz6oak1u5e7HKtWXQeYXsPX0WI&loadFrom=DocumentDeeplink&ts=923.54
https://www.rev.com/transcript-editor/Edit?token=iUp5vEOxLJS62l0xiIXRfjyz-fYIqPjDQ3YFtxGhABNjBm_qLE18rfb6oj8Nje6a0wOh8_tDiXQzX9afaW9CYgn1bdg&loadFrom=DocumentDeeplink&ts=999.44
https://www.rev.com/transcript-editor/Edit?token=YW4CunEQ1Rge2WSkKIr7-fkzaiJ0k8lUbe2bFyuC1UUbWF-1KDxkgJ09Z25YQYiFQvHF4sl9I9fhj7GltnQkysHgujY&loadFrom=DocumentDeeplink&ts=1011.52

Okay.

Speaker 4 (16:52):

Pretty much have them all talk you were twists with.

Speaker 3 (16:58):

So, uh, do you use working, uh, do you use work in Texas? Yes. Okay. It sounds like you guys have just
been able to transition quite well.

Speaker 4 (17:16):

| think, yeah. | think that's pretty much all of them. | don't think, Oh, we have our global caste system, so
that's, so we're able to issue cash cards to customers where we're able to load funds to them. So we
utilize that, for example, our training customers, because, um, every two weeks we're able to give them
transportation for them to go to school. Um, instead of them having to come to the office for a, like
every two weeks to get a gas card, we're able to load money onto a card that we issued to them. Um,
we also use that card, um, in the event that we're not able to get a voucher in time for the customer or
whatnot. We can use a global cash card to load funds onto that. So we have that system where we're
able to issue that to the customers, but | think that's pretty much it. Yeah, | think so.

Speaker 2 (18:05):

Great. Well, um, we wanted to ask more specifically about one of the systems, the appointee system.
Um, so wanted to know what is your, uh, employee and customer feedback regarding using appointee,
um, employees being your coach, your fellow coworkers?

Speaker 4 (18:25):

Um, | think it was just getting the staff used to it, um, and, um, utilizing it, navigating through it, making
sure they knew how to schedule appointments. They knew how to end the appointment, take care of it
and track it. Now, | think they've all accustomed to it and | think they liked it. Yeah. | can tell now | don't
hear too many. | don't get too many emails or calls from the staff about how to do this, how to go here.
So I'm thinking they're getting, um, definitely used to it. Um, the customers, | haven't heard too much
from the customers about it. | think the only challenge may be is, um, making sure that they get to their
appointment on time, because we have noticed recently we've had a lot of customers were they're
they're not getting to the appointment all the time, so maybe they didn't miss the email or they can't
get logged in or call or whatnot, but not too many complaints where the customers don't like it

Speaker 5 (19:26):

Or the overall, like how it was signing up was seemed pretty smooth for them. And their, has anybody
said anything about like an extra element that might help the whole setting up getting, you know,
clicking the right thing? Um, would it have helped me if there was like a chat function or any other
comments you've heard or nothing? Really?

Speaker 4 (19:42):

| think a chat function would be really good. | think that would be easier where if a customer had, um,
questions are when they're trying to register it and make it a little bit easier. Um, but not any, not
anything out of the norm with it. | just think it's this pretty much with all the systems we have. It's just
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about the staff and the customers getting used to it. And once they get used to it, um, they seem to
enjoy it.

Speaker 2 (20:09):

Okay. Uh, well, we'll move on, um, from appointee to, um, if you could just walk us through the new
customer experience, um, uh, for example, what services they're provided.

Speaker 4 (20:26):

Um, | would say, so when you say customer experience, you're saying like, what's their, what's their
overall how's their experience when they come through our services.

Speaker 2 (20:38):

Right. So when they come in, uh, for example, the greeter has settled.

Speaker 4 (20:44):

Yeah. So, um, when a customer comes into the office, our main, our main objective is that they are
greeted they're welcomed into the office. Um, we, we really strive to make sure that the experience of
the customer, no matter what they're doing is it's, it goes really well. And so when, you know, | always
look at it as if how you're greeted is how it's going to determine your whole experience, but you're not
greeted by the greeter. You're not welcomed. Um, it probably your overall experience would not be that
well. So, um, you know, greeting the customer, walking them, welcoming them, you know, once you
signed in and if you're, this is when we're open to the public, when you're signed in, you're waiting to
see a counselor, you know, you're engaged by the research staff while you're waiting, you know, to sit
down, you know, |, you know, | expect my teams to, you know, go check on customers.

Speaker 4 (21:35):

Hey, you know, how's it going? You know, do you need anything while you're waiting? Um, show them
the resources that we have. Okay. Well, while you're waiting, um, we have this resource area over here.
We have these community partners. We may have a hiring event. Hey, you might want to check out the
hiring then, while you're waiting for, you're always engaging the customers, making sure they feel, they
know what's going on, um, your knowledge, their wait time. And then you're helping them through the
services. When they sit down with a staff member, it's about making the customer feel at ease. You
know, a lot of times our customers come to the office and they, they were required to come here. So
again, a letter and they say, you got to come here. So they don't know what workforce solution is. Um,
and so when they sit down with you, you know, they may be a little apprehensive and you just want to
make them feel at ease, let them know that you're here to help them. And, you know, even if they think
they weren't going to get what they needed, you know, by the end of this visit, you're going to get a lot
of information and you're going to be happy that you came. So it was all about just, you know, engaging
the customers and making them feel comfortable and trying to give them that high level of customer
service. So | believe that's at all, all of our offices, that's what we strive to do for our customers.

Speaker 2 (22:47):

Okay. Wonderful. Um, so who in the office, um, decides who is, or isn't job ready? Um,

Speaker 4 (22:59):
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If we were to say job ready, most of the time, our job ready once that are not job ready would probably
be maybe one of our program customers like our tan of customers. | would say some of them might not
be, um, job ready. Um, it's all, it's really just all about the assessment. | mean, when you talk to the
customer, you know, in their opinion, they may not feel they're job ready, but it's just really trying to
make sure that they, if they, you know, need the resume updated or they need a, let's just do a little
mock interview. You know, you say you have challenges during interviews, let's go over some questions.
So | I've noticed with the customers that we serve, a lot of them just need encouragement. You know,
they know that you're there and you're there to help them. Um, you know, you can really see them
what, they're the goals that their students ability to do, want to add anything. Okay. So | hear you,

Speaker 5 (23:57):

Um, you know, it was just interesting when you mentioned how, like, you know, somebody, somebody
might be sitting in that sitting and waiting, or maybe they're in the resource room, um, or they're
learning about like a different, about more pro more programs or maybe a job fair coming up. Do you
feel that, um, that has been like an asset to some of the customers that are coming in, who maybe
wouldn't have found out about it in other way, or you feel like there's, um, there's enough of that
communication on the website where they probably would have found about it anyway or something |
just wanted to see if you had any comment on that.

Speaker 4 (24:27):

Yeah. | think, | think that I'm not sure if they would have found it any other way. | think we do a good job
of marketing our services and, you know, a lot of people know of us in the community just by word of
mouth. You know, we get a lot of customers that come to our office or call our office, asking for
everything outside of what we do. And so, because that's what the community says, Oh, well you need
something go to workforce solutions. So it could be, Hey, | need food or | need help with my, my life bill
or | need rental assistance. So it's this we'll call workforce solution. So the community need to knows
that we're here to help. | think, um, it's just working to try to engage more people, you know, could we
provide a lot of really good services for the, um, the community and it's just making sure everybody's
aware of it. So making sure that, you know, we have promotions, our marketing information, that it can
get out to the people that need it.

Speaker 5 (25:25):

Yeah. And that kind of leads to like, the last thing | just wanted to ask is that if you look at the website
now and, um, not so much social media, but just the website itself, is there a sort of like a wishlist item
or is there something, if you could think that you would like to see, um, enhanced or navigating through
it, or

Speaker 4 (25:44):

| think a chat function would, would be really great because | think it's a lot of information on our
website and | think a lot of it can, um, can be, you know, some customers could be a little confusing. And
so if there's a chat function, it's like somebody there, so they're on the website and they're trying to
find, how did they get in contact with somebody for training? Well, if they could just chat with
somebody, you know, they can give them the number and you don't have to search through the website
to say, okay, what's my Claire's office gonna be, you know, it's, it's all of that stuff that can minimize
that. | think a chat function would be really, really, really good on the site. Okay.
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Speaker 5 (26:24):

Thank you. Um, those are all the questions that | have besides what Khan has, but if anything else comes
to mind in that regard, you can always reach out to me or Tammy, um, via email.

Speaker 4 (26:35):

Okay. Anything else? But yeah. Um, no, | think that's pretty much so. Yeah, but thank you. Thank you. All
right. We still have a couple

Speaker 2 (26:44):

Of questions. Yeah. These are the ones that we wanted to ask as well. Um, so there's just a few more,
um, shouldn't take much longer. Um, we've touched on a lot of stuff. Um, and one we wanted to, if you
could walk us through the engagement orientation, um, | know you did that a little bit earlier, but this
one would be in a specifically in regards to if someone's receiving unemployment or, uh, seeking skills
improvement, final financial aid, or for example, as a young adult. Okay. So anything you'd like to add in
regards to that?

Speaker 4 (27:21):

So the unemployment orientation. So, um, with those courses, whether it's a rapid re employment, our
EFCA, um, orientation, because how those customers are profiled. A lot of those customers, when they
come to the office, they probably have not heard of work solutions. That's just my general observation,
um, of those customers. Um, but | think one of the things that we do well is once they're done with the
orientation, they really realize, wow, y'all offer a lot of services that they were not aware of. And so with
the orientation, it's pretty much just letting the customer know that, Hey, we're a resource here for you.
Um, we're going to help you get registered and work in Texas. We're going to help you, um, make sure
your, um, resume and work in sexist is good, your application. Um, we're going to tell you about our
services. So during that orientation, in all of our orientation, we go over all the services we provide.

Speaker 4 (28:16):

Um, we're going to give some information about our workshops, um, that we have available. Um,
maybe, you know, um, the field that you're in, um, you're, it may not be a lot of jobs down the road, so
let's try to help you rebrand your skills. So one of the things we do during the REOC orientations is we
pull up, um, we try to give them labor market information. So, um, Hey, you know, you're in your
esteem, stress, you were laid off. Well, this is what it seems choice is going to look like in 20 years here
in the Houston area. So, you know, it's not going to be as in high demand as it, um, it is now. So you
might want to try to rebrand your skill and then let's talk to you about training, you know, because you,
we have training for you.

Speaker 4 (29:00):

So if you are interested in maybe becoming a welder or an electrician or a nurse, we can help you with
that. So, um, during that orientation, we provide all of that service and then we do, uh, an employment
plan with the customer as well. Um, kind of giving them some information about, Hey, this is kind of our
goals. See, this is how we're going to work in partnership to help you find your job. And so that's pretty
much the gist of our USDA orientations for the Ul, um, with the young adults. Um, it's really just trying to
meet them where they're at, um, because, um, we have a lot of services for young adults and it's really
just trying to help them get enrolled with our, so they can either find a job or go to school. So it's pretty
much the same process that we would do with our adult customers.
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Speaker 4 (29:48):

But, you know, with young adults, you have to take a different approach to get them, um, you know,
excited about, we know this is what, you know, this is what you can happen. You know, you've just
graduated school and you don't really know what to do. Well, let's tell you about some services. You
don't have to go to college. You know, we can get you a trade, you can be an electrician, you know, they
make good money, welder, a nurse. So just getting them encouraged about that. And then, you know,
obviously helping them with the resume, um, get an, a register and then helping them find a job. So
that's pretty much how we work with the young adults. Um, there was another one, there was a third
one. Yeah.

Speaker 2 (30:26):

Um, uh, financial aid or any additional, uh, you just mentioned traits or

Speaker 4 (30:32):

Yeah. So financial aid, um, basically a customer comes to us and they say they want to go to school.
Well, if they don't know where they want to go to school, you know, we provide our personal service,
representatives, provide some information and resources for them. Um, kind of let them know, just like,
okay, these are the jobs in the area that we pay for that are in high demand. Um, these are some of the
schools that are vendors that you might want to check out, go to the school, try to get enrolled. Um, we
can give them a, they really don't know what to do. We have interest profile or tests, so we can give
them as to say, okay, take this test, give us the ideal kind of what you're interested in based on, you
know, your skills and your previous, um, employment. And so once that is done, we would do this
assessment, determine them for suitability. And then once we done we've conducted the assessment
and we would submit their documents to our support center, um, and they will determine them eligible
based on eligibility and South pole begins. Right.

Speaker 2 (31:31):

Okay, great. Um, so the next few questions will be more, a little bit more rapid fire. Um, so don't have to
go into too much on these. Um, we wanted to know, uh, what a troops are easily utilizing the online
services.

Speaker 4 (31:51):

Um, | would say 18 to say like 39 40. Yeah. Okay. Um, just from feedback that | know of customers that
say they find it from online.

Speaker 2 (32:09):

Um, and is there any age group that prefers, uh, person to person?

Speaker 4 (32:15):

Um, | would say probably built older, um, population maybe in, um, late forties to late fortiestoa, ISE |
C because they're the customers to ask when, um, when we're open and those are the ones that have,
maybe have the challenges of getting onto the teams, the meeting or zoom meetings do the one-on-one
visit. Um, and so, yeah, | think they would, that would be the age.

Speaker 2 (32:45):
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Okay. Um, next question would be, um, you touched on it a little bit earlier with Isabella's questions,
but, um, are there any issues that customers are frequently encountering on the website? Um, for
example, issues with the form or, um,

Speaker 4 (33:03):

Um, yeah, um, we, they used to have challenges trying to get the application, the financial aid
application when they're trying to apply for the childcare or our funds, but now that we've went saved,
we'd gone to the online application. | don't believe we have too many challenges with that. Um, | just
think if just making the website a little bit, a little bit more organized to find things easier, | think that's,
that's, | think that would be the best route.

Speaker 2 (33:30):

Okay, great. Um, just a couple more. Um, so these are just, these last two are just to make sure that
we've covered everything. Um, uh, just wanted to make sure, are there any online services that are
offered by the career office, um, that we haven't discussed or that you think should be discussed?

Speaker 4 (33:55):

No, I think I've pretty much discussed pretty much all the online services that we provide.

Speaker 2 (34:01):
Okay, great. Um, and the final one is just, is there anything else that you'd like to add?

Speaker 4 (34:09):

Um, no, | think I've pretty much covered everything. Um, | do think, um, trying to work on the website
would be good and the marketing too, as well, to get the word out about what we do and just make it
simple. It doesn't have to be too much. | think if it's simple, it is, | think, to kind of get people interested
about it and then they want to come and see what we're about. So, um, | think those would probably be
the two updates that | wouldn't want them to provide.

Speaker 2 (34:38):

All right. Well, Isabella, do you have anything to add? Thank you. All right. Thank you. Thank you,
Andrew. Well, don't want to take any more of your lunchtime here.

Speaker 4 (34:49):
Oh yeah. Well, this is my Friday off. So | here just for you guys.

Speaker 2 (34:56):

Well, thank you for the privilege. Appreciate your time.

Speaker 4 (35:01):

Y'all have a wonderful weekend. Bye. Bye

Speaker 1 (35:33):
[inaudible]. [inaudible].
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Speaker 1 (00:00:29):

How are you

Speaker 2 (00:00:35):

You and you're on mute. You're on mute. We can't hear you. You have to unmute your mic, or if you
have headphones plugged in, um, you might need to unplug them.

Speaker 1 (00:01:09):

Okay. Good morning. How are you? Wonderful. How are you ladies?

Speaker 2 (00:01:16):

So, well, thank you so much for, uh, today. I'm Tammy Frazier. Um, and this is Isabella Harkrider. We're
both with outreach strategist. And, um, thank you for taking time out to do this, this, uh, uh, information
interview that is JC. Oh yes. Thank you. Um, it's JC has hired our firm to work on, um, uh, the next RFI
and RFP regarding workforce solutions website. So the conversation that we needed to have with you
today, and we have, and to just let you know that we have spoken, there was eight, there were eight
people on the list that Mike temple, that Bates sent over to us that he and Brenda had worked on, um,
to get us to the right information information, we need it. So you were on that list. Um, and basically we
just need to understand the services, the operation, the tools that are used within the workforce
solutions offices to help the customers, um, from the career office side, in order to make sure that, um,
the services are transferable transferring onto online services, which | know many of them are, but we
also want to get your feedback on what works, what can be done better, you know, do you have any
suggestions that you think could possibly make the system smoother, um, for not only for employees,
but for, you know, for customers as well, that's where the line of questioning will come from.

Speaker 2 (00:02:58):

Um, and may also be very basic. So you may say, | know you'd probably be doing this for a while and you
know, you, you know, it like the back of your hand. So when we're asking, like, | guess to, you know,
explain something to us, if you can take it to the basic, most basic form from the beginning, then we'll,
we'll understand. Um, as if we, you know, as if we don't know now, like | said, | have been conducting
these interviews since last week, so | do have information and we'll kind of probe you a little bit, you
know, um, or more. Okay. So, um, so who are you contracted through in your office? Oh, I'm sorry. I'm
sorry. Before we start, can you please say, | just want you to know we are recording this. So please state
your name and your position for the record.

Speaker 3 (00:03:43):

My name is Brenda Woods. I'm the manager at the acres homes, workforce solutions office. Um, | am,
uh, I work with Equis risk care. Who's a contractor.

Speaker 2 (00:03:57):

Okay. And describe the roles within the career service office

Speaker 3 (00:04:06):
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And all of you in the roles of the career service office is actually, it's a one stop for the community for
people who, um, are looking to get into workforce or are looking to, um, get a, a better job. And those
who may need assistance with keeping a job, uh, is, um, a one-stop shop, uh, because added to that
would also be the, uh, training and education patient piece. We assist, um, our customers with, uh,
obtaining, uh, certain types of grease high degrees in high-skill, um, occupations, as well as
certifications, uh, that are trending, uh, in, in, in the labor market, in order for them to attain these
certifications or degrees and, and go be able to become employed quickly. We also, um, work with
youth who, um, may be displaced in a sense that they just don't know what their next steps or, uh, we
have counselors who are trained to sit and talk with them and give them some guidance on, uh, what,
uh, what's out there in the labor market.

Speaker 3 (00:05:41):

And, uh, what kind of jobs are available and trying to probe them to see what kind of interests they may
have and, um, probe them to, uh, understand that they have to go to work and they, they have two
choices. They can just get a job and work for minimum wage for the rest of their lives, or they can
prepare themselves to get a career. Cause there, there is a difference in the two. We also have funding
not only to, to assist with scholarships for attending school or the attain trainings. We, um, we have
funding to assist people with those, with the work gear that they may need to become employed, uh, in
certain occupations and also transportation assistance to get back and forth, uh, from work. We, uh, we
have counselors that are or experienced with, uh, just holding hands and listening to the story because
most times you're not going to pass, go and test until you listen to the story. So we have counselors that
are, are, are trained to do that in order to be

Speaker 2 (00:07:08):

Okay, just one second, excuse me. Um, so these are, this is what you do. Yes. So you're saying these are
the services within the office that are provided. Right. Okay. So then let's talk about, and | think you're
getting into it, but let's talk about, I'm going to, I'm going to swing back to the services. Um, but before
we do that, let's, let's go to the personnel within the office and what they do. So you have your greeters,
your PSRs are, you know, so we want to kind of go through through that.

Speaker 3 (00:07:43):
Okay. You want to go through each position? Yes. Okay.

Speaker 3 (00:07:49):

Okay. Um, we have our greeter who is the first personnel that customers meet when they come through
the door. The greeter is the person that, um, asked the questions. Um, how can we help you today?
And, and whatever that answer is, the greeter is prepared to direct the customer to the appropriate
staff that they may need in order to assist them. It could be something just as simple as they just want
to make a copier. Well, the greeter will let them know where the copier is, but, um, if they're, if the
customer nieces speak to a counselor, then the greeter decides what type of counselor that is and
would put the customer on, on, uh, on what used to be a wait list. Now we're gonna come forward to
the 21st century. Now they, they, they, uh, put them on pointy.

Speaker 2 (00:08:50):
Um, Apointy, is it, is it the pointy? Pointy. Okay. They scheduled them to see the appropriate
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Speaker 3 (00:08:56):
Staff.

Speaker 4 (00:08:57):
Okay, got it. Yes. Okay. Got that one. So after the greeter, it is

Speaker 3 (00:09:04):

After the greeter, it is the, well, | would say the resource specialist now we're speaking in terms of
current, or

Speaker 4 (00:09:13):
Let's say pre Tobin.

Speaker 3 (00:09:15):

Okay. Then. Okay. Pre COVID. Um, the resource specialist is someone who assists those customers who
need to use the computer in order to apply for positions, uh, just to job search period. And they may
need some additional systems with, uh, they may not be computer literate, right? So they, they, uh,
guide them through how to get to certain, uh, websites in order to, uh, apply for jobs. And also, you
know, get through some type of the front. Some of the frames that they are unable to maneuver
through greeter, um, resource specialists are also, uh, trained to provide job search assistance, uh, to,
uh, to the customers in the resource room to let them know what, what, uh, what the hiring events that
we have upcoming and, and, uh, also to, uh, give them a list of positions that may be the companies that
may be hiring them and guide them to get into the websites to apply.

Speaker 4 (00:10:22):
Okay. And what system? Oh, go ahead. I'm sorry.

Speaker 3 (00:10:27):

Um, you're probably gonna ask me the question | was going to answer.

Speaker 4 (00:10:32):

Okay. It's um, the system that they use is there a particular system?

Speaker 3 (00:10:39):

Uh, they, they initially, they, all of our customers, we encourage them to register into, in our work in
Texas, uh, system, in order to job search for information that's fed into their system. Um, the more likely
they're able to find a position that they're suitable for.

Speaker 4 (00:11:00):

Okay. Okay. So from there, so, um, so that's, while they're waiting, um, to see who would come next, so
it's going to be what an employment counselor, or

Speaker 3 (00:11:14):
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You're here for, for job search. They, uh, will, and they need more intensive, uh, job search assistance,
or they've asked for it. Um, then they're put on a wait list. And as soon as the council becomes available,
uh, the customer is, is called and they sit with, uh, an employment counselor in order to get the
assistance with job search.

Speaker 4 (00:11:40):

Okay. So that's that the employment counselor is strictly is the job search. Um, what about the train
training? Do they do training as well?

Speaker 3 (00:11:49):
They, they are versed in the training. They, they, they can talk the customer regarding

Speaker 5 (00:11:54):

The training because, uh, uh, most about staff are cross trained, but, um,

Speaker 4 (00:12:03):
We try not to just,

Speaker 5 (00:12:06):

You know, hand the customer off, but something else, if they say, if they initially, they said job search
assistance and they sat there and then they said, well, I'm interested in, in training. Well, the, the, uh, to
a certain extent that employment counselor is going to be able to provide them with the information
they need to. Now, if you, if you back up, if it, if they initially said that they're interested in training, then
automatically they would have been scheduled to talk to a PSR.

Speaker 4 (00:12:34):

Okay. Okay. Okay. So the PSR is for a training, any customer that needs training, what about financial aid
also? Do they help with actual aid? And that can be snap as well, like snap and Tana?

Speaker 5 (00:12:56):

Well, uh, generally the, the, the, the, the snap customer would go to the employment counselor and the
panel customer would, would be, uh, referred over to the PSR tennis and PSR because they need more
intensive, uh, counseling.

Speaker 4 (00:13:17):

Okay. So is that just, is that typical? Is that just in your office, that the employment counselor can also
help with snap? Okay.

Speaker 5 (00:13:28):

| have, | have a small office with why, you know, my, my staff or prostrate, generally the snap customer
goes to employment counselor and can have customer goes to the PSR.

Speaker 4 (00:13:41):
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Okay. And do you, are you, do you have vocational services in your rehabilitation, you do in your office,
but that is strictly through, uh, workforce. | mean, I'm sorry. Work in Texas, is that correct? And | work in
Texas. | mean, TWC that's their TWC.

Speaker 5 (00:14:00):

Yes. But we do, we do do assessing our customers. If we feel that they need that additional assistance
that, uh, uh, VR offers, we will refer them to them.

Speaker 4 (00:14:12):
You refer them to RPA,

Speaker 5 (00:14:15):

To vocational rehabilitation. Yes.

Speaker 4 (00:14:19):

So they can't, you can refer them even though it's run through. Okay. TWC. Okay. So is there a
computer, is there a system or application that you all use to connect them from the, uh, Texas
workforce to, um, TWC? Um,

Speaker 5 (00:14:49):

Well, we refer staff to, uh, one of our partners. Uh, we generally would, uh, journal notes in, into our
twist system. Okay. And make the referrals through twist. Okay.

Speaker 4 (00:15:07):

Okay. And then, um, so I'm kind of going back a little bit to, do you have, uh, veteran services in your
office? No. Okay. And then, so then you've got, | know you'd have recruiters in your office as well, or
one recruiter, one or two, or do you have any,

Speaker 5 (00:15:23):

We have one that's assigned to office.

Speaker 4 (00:15:25):

Okay. And they work with the employers, right. What function? | mean, so in a D so at no time will cuss,
when will accustomed to a customer ever interact with your recruiter?

Speaker 5 (00:15:42):

Um, the recruiter on some, on some instances, if they have an employer that's looking for a, certain has
a certain type of position that they need to feel within the recruiter. We'll, we'll, we'll work to, you
know, uh, scour through work in Texas to find those, uh, employer, employer, to find out customers that
qualify for the position and make a call and, and, and, uh, and, and refer that person to the, directly, to
the employer of saying that, you know, um, uh, a viable applicant to fill this position that you're trying to
feel.

Speaker 4 (00:16:20):
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Okay. So they're not really, they're not really interchanging and exchanging with employer account,
anybody really in the office, excuse me. Um, and then as far as your position as the manager, so what,
what's your role?

Speaker 5 (00:16:37):

My role is, um, my role is to make sure that all of these pieces are working correctly. And to the most
important role that | have is to make sure that everybody meshes with the other person that F that we
all work in this work at this together. Uh, first of all, we get along, uh, we make sure that, um, all the
processes are, or up to the staff are up to date on the processes, which can change weekly. Sometime
we make sure that we're, we're, we're huddling to, to get that feed that information to the staff in order
for them to feed the correct information to the customer.

Speaker 4 (00:17:29):

All right. And so when you say processes can change every week, um, what do you mean is within the
system, or what do you mean by that?

Speaker 5 (00:17:39):

| mean, within, within the, within the system, um, and when | say processes, meaning, um, the way
certain certain services are provided, there may be something that needs something documentation
made may, uh, may change, um, or, uh, measures may change that, that you need to capture. And that
means that process would have to change in order for you to capture the measurement, just, just, and
just whenever the, whenever the rules change.

Speaker 4 (00:18:16):

Okay. Okay. Um, let me ask you, so you, everyone submits timecards, or is it a time system input for
checking in, checking out?

Speaker 5 (00:18:27):

Uh, the, the staff, um, we have a phone system it's done by phone. They can, they can, uh, check in, uh,
you mean as far as attached to the payroll

Speaker 4 (00:18:39):

For employers

Speaker 5 (00:18:41):

In Florida, they, they can, they can, uh, either check in on there right now, they're checking in on their
cell phones.

Speaker 4 (00:18:48):

And what system do they use to check in for, for time Greenfield

Speaker 5 (00:18:53):
Works? The system is RingCentral,

Speaker 4 (00:18:56):

Page 70 of 281


https://www.rev.com/transcript-editor/Edit?token=rCVmZpXLsNH_C5AE6S040KfqBVPeTMmYC-Kzx7kUrX9dTOk7GeLkLCO22Q8BJzpOu4Kv2LmqsojWRRQKkM-keWX9Kyo&loadFrom=DocumentDeeplink&ts=997.26
https://www.rev.com/transcript-editor/Edit?token=YAa2p7hGNCshxk3gQlPR8NAZvs4NzBtX-JdcZFFDjhFw35E1ZMbEngN_QuNWoVcvP5qcpkW9jl8fkWP5hnCzxMOe7pA&loadFrom=DocumentDeeplink&ts=1049.62
https://www.rev.com/transcript-editor/Edit?token=qbwZCWvngX7FeqSjXbZRX5xQtGsfLFOS95500MdWgrffa5mRIEpBC9HPDe0BbEFC2huELWE7i76cEwyyG4WC72uWviY&loadFrom=DocumentDeeplink&ts=1059.25
https://www.rev.com/transcript-editor/Edit?token=-V53a-quZgh9VhR098H_CIGYKbcjPtkvYQUT8tAuSY8fqDtPsRqYIZTbP1ceuPk3ymKgiKEnrUlTCI_hMR2LSodiY4I&loadFrom=DocumentDeeplink&ts=1096.73
https://www.rev.com/transcript-editor/Edit?token=y8zaMXpF18e3y3jjlhgoygJdM7flqDc7TnvloVsUVoFqS-BcC2sZfFxxg2ynUz9hM55YzXNOuGpGt0mTS5fTXeliNwE&loadFrom=DocumentDeeplink&ts=1107.11
https://www.rev.com/transcript-editor/Edit?token=25Ks67L3wNpHyJfYowGZONwlTKsKqNBm0ICFtvJmrO_GwkenT78OLN-f-AybbkJQXbJbQth7fmyUAiZdnR_khKLV4HI&loadFrom=DocumentDeeplink&ts=1119.2
https://www.rev.com/transcript-editor/Edit?token=c3x92kTaqG8BZHg7hVIs9KKOThGtmzy1WfvMtQL60I1S-budfdfkcJ30mYdK_uBVGu4nSlv0W3OG4hxGQlhZZoh6pcc&loadFrom=DocumentDeeplink&ts=1121.09
https://www.rev.com/transcript-editor/Edit?token=TrHl-ZX3m1qeRvz3jLeIUJO92RiJ9bmyxjn24wkOM7toWyjrdRlk2cpa66siWioPUr0udx9XpcU02k7AMajYzcK0uGg&loadFrom=DocumentDeeplink&ts=1128.53
https://www.rev.com/transcript-editor/Edit?token=fJUfyscADIKxfkgTfuZnWBS8rwtQqEltQfX9mi5FY1EYnIueyHGmOo9Zvu-Kbn6IKpkPcoDZ5UkvODLQDYVq9wWh_mw&loadFrom=DocumentDeeplink&ts=1133.69
https://www.rev.com/transcript-editor/Edit?token=nw1_Xho-BiYd6k90ntKLxUt1ltQ3R1sYYmMEG9vrvSokgZhcTanc1WPGI3RE84erFdfv2UTo88vtKtlB7NNyUyaGVQQ&loadFrom=DocumentDeeplink&ts=1136.36

Uh, RingCentral. Okay. All right. And then, um, when, as far as documentation, so any type of
documentation that you all have to have, um, like you say, any type of updates or anything like that,
what system is that coming through? Like your messages, like you just said, you know, it may change.
You need to make sure that you're doing this. Um, what's what messaging system are. Y'all receiving
that through.

Speaker 5 (00:19:27):

Um, we, we, well, we receive any type of, um, it comes through an email. Okay. Certainly a certain
system is changed.

Speaker 4 (00:19:38):

Okay. And then you said documentation, like any signing of documents or anything like that. Where do
you, what system are you using for that Panda docs? PandaDoc's okay. Okay. Is, uh, okay. So let me go
back through this really quick, just to recap on a couple of areas. | don't want to miss anything. Um, so
when they first come in, so the services let's talk about the services, that's what, I'm a backtrack to you.
Okay. So, um, like you said, a customer comes in to get a job. So from getting a job, they have to be
signed up with wet, right? Correct. Is there any other software program that they have to use?

Speaker 5 (00:20:25):

Uh, we can, they, we, we prefer that our customers registering wit, but besides these, we can use any
other job search links or what have you, in addition to, uh, way.

Speaker 4 (00:20:43):

And when you say job search link links, you mean like maybe like, uh, indeed or anything,

Speaker 5 (00:20:49):

Andy, in any, in any of those are jobs, search leads that are out there on the market right now. It's okay.
That we use them. It's just that we, we, we keep, uh, we're is, is a system that we use in order to, uh,
capture the, how many people we're serving.

Speaker 4 (00:21:08):

Okay. Capture how many coming? Yes. Yeah. Okay. And then if they need assistance, getting a job again,
it's just, it's wet. Right. It's still wet. Cause I'm just going through which go ahead.

Speaker 5 (00:21:33):

| guess the way that | can answer this is we use wit as a tool to, uh, it's a twofold tool and I'm quite sure
he has already noticed. | know I'm probably being redundant. It's two it's it's it's. One is the employer
has entrusted us to find people to feel positions that they have available. The second part is customers
have come in and said that they need positions and we try to match the customer with what the type of
a personnel that the employee is searching for. But it's okay. If, if we're not, we're unable to find
something that's suitable, who has to use other job search engines along with that.

Speaker 4 (00:22:24):

Okay. Copy that. All right. Now what about for training and education? What system do you all use for
training and education? What training
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Speaker 5 (00:22:32):

Education? We, we, uh, uh, work, work, work, work solutions back com.

Speaker 4 (00:22:42):
Okay. That'd be our K solutions.

Speaker 5 (00:22:45):

Yeah. WIRK solutions.com. We have a list of those, uh, training, uh, um, institutions that, that accept
our, uh, scholarships and, and, and with approved, uh, uh, courses and classes.

Speaker 4 (00:23:05):

Okay. And the young adult do they use the same systems they use with Mork solutions? Same system.
The exact same system. Okay. And what about, so let's talk about with the whole financial part of it, the
financial aid, whether it's a scholarship work, gear, a gas card or anything, what are those different
systems that they use to you used to apply for those different things,

Speaker 5 (00:23:34):

Um, and to apply for, for, uh, for the, the assistance, uh, depending on what the amount is, if it's, if it's
just, uh, some work gear or what have you generally, if it's just a $20 gas card or something like that,
um, we're, we're just going to ask a couple of questions and they provide certain documentation. We fill
out a form and we would provide that gas card to the customer. Uh, if the gear is over a certain amount,
then the customer would have to complete a financial aid application.

Speaker 4 (00:24:21):
Okay. So on that pork here. Oh, I'm sorry. Okay.

Speaker 5 (00:24:25):

Uh, the financial aid application is, is, uh, it's an online document. It's in Wurk solutions website.

Speaker 4 (00:24:37):

So on the lower end, though, when you say like it's a $20 gas card, or maybe 10, $15 worth of work gear,
how are y'all putting that in? Is this paper documentation, or as, or how are you

Speaker 5 (00:24:49):

Inspect? There there's some documentation that the customer would have to complete, um, orientation
complaint, letting them know that if they felt fear that they'd been discriminated against in any
workforce solutions office, they have the right to do a formal complaint. And the, the documentation
actually tells them what steps they need to take in what timeframe that that is in. They also fill out of
work, agenda the work, and then them actually ask specific questions on, uh, what their, what their
status is. You know, how long they haven't been working, if they're registered in selected service, if, if
they're a veteran or a veteran spouse, um, those, those type of questions. And, um, then they will sign
off on it saying that all of the statements are correct. And, um, also listing the reason why they are
asking for our assistance.

Speaker 4 (00:25:47):
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So where do you, how do you submit that?

Speaker 5 (00:25:50):

That's all that when the, once it has been deemed that the customer is eligible for the services and, and
we fill out the documentation that we need to go along with the packet, that documentation is, uh, sent
and it's, uh, scanned into document and tagged so that we would have a permanent record of the
issuance.

Speaker 4 (00:26:13):

Okay. So all that goes into DocuWare, right? The work gear requests for $20 or gas card for $20, that's
all scan and got onto DocuWare. Yes. Um, then the financial aid doc is work solutions and is that's a
separate site, the processes of financial aid. So once you go into work solutions, and from my
understanding, the way | understand, and you can correct me if I'm wrong is that you can apply for the
financial aid on the work solutions, but it actually takes you a different website.

Speaker 2 (00:26:45):

Is that correct?

Speaker 5 (00:26:47):

Well, they, the financial aid application is going to be our case solutions, but once that, once that
financial aid, uh, well, let's back up because the customer can, can complete the financial aid application
online, but the customer will still need to talk to a counselor. And the counselor would do the
assessment. One is in the, in, in, in pre COVID because we'll talk to the counselor first and the concert
would give them an application. Okay. COVID then they've changed, changed the process where the
customer can actually go online and fill out a financial aid application indicated what type of services
that they need. And then, uh, uh, by zip code, uh, uh, uh, the, on that, on the end of people who are
pulling those, um, uh, financial aid application, they will let the designated office know that the
customer has completed the application and we should be contacting them and assessing them on their
needs.

Speaker 2 (00:27:58):

Okay. So, yeah, let's talk about it then. I'll go with post COVID. Um, so who is the who's who's contacting
you saying, okay. Financial AIDS. Okay. Who does who's contracting?

Speaker 5 (00:28:11):

And can you ask that again?

Speaker 2 (00:28:13):

Who's contacting, let's say employment, uh, counselor or a PSR saying, okay. The financial aid
application has been approved for this person.

Speaker 5 (00:28:24):

Um, the once, if the, if it has been approved, an, uh, financial aid department would put an, uh, a note in
twist. Okay.
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Speaker 2 (00:28:35):

Okay. Okay. So yes. There's a financial aid department that you work with. Yes. That's through workforce
solutions. Right. And you all use twists to communicate? Yes. Okay. In facts, twit, twisting back FOFa C
S S what's bass.

Speaker 5 (00:29:00):

The fax system is, um, say there's an issue with, uh, with the application. Well, we would, we would, we
would put something let's okay. | can use this as an example, say, the customer has completed an
application to go to school. Yes. And the financial aid department is deemed that they, the customer is
eligible for the scholarship. So with this, we've already assessed the customer. We already know when
the customer is going to need this, this, uh, payment to the school. So we will put in a fact issue, letting
the financial aid department know that, uh, classes are going to begin April the first and the customer is
going to need their voucher. So we will request the voucher. Once the voucher has been processed,
then, uh, then the, uh, will be fax back or returned fax stating that voucher is, is, uh, has been proven
process. And also there will be communication and in twists indicating that also voucher approved
voucher has been generated.

Speaker 2 (00:30:23):

Okay. So in twist and, and backs, right? Correct. Okay. So that's, | guess that's what | was trying to get to.
Um, so from that online application, um, in that form is an internal form that goes to the financial aid
office and they give you the response, that's going to come through fax and twist.

Speaker 5 (00:30:48):

Um, all of those, all of those things will be, be used. Yes. In certain, certain, certain, certain
circumstances. It's just, uh, it depends on what, uh, the financial aid requested was.

Speaker 2 (00:31:03):

Okay. Yeah. Okay. Because at sometimes you can just give them a gas card right. In the office, right.

Speaker 5 (00:31:10):

Uh, yes. With, uh, with a, we're giving them a gas card and it's just a one-time deal, then they don't have
to fill out a financial aid application. Okay. Financial aid, financial aid application is going to be, um, uh,
what we call a substantial many. It's going to be something that's going to be long-term because we're
actually going to have to case manage the customer average before and after they received, uh, the
assistance.

Speaker 2 (00:31:42):

Okay. Okay. Um, let's see. All right. That's, that's good. | mean, got a lot of information with that. So, um,
that was a good breakdown as far as, um, excuse me, one second. Um, that was a good breakdown as
far as giving us, you know, the BA what each department does and the systems there that are used. Um,
| want to go into, so for staff, uh, training y'all, do you do in-house training within your own office within
your offices?

Speaker 5 (00:32:20):
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Um, if, if there's a, uh, an, a new process or, uh, uh, that has to, it has to be, uh, instituted, uh, we, we
would, we would be generally trained the staff on the new. Okay. Yeah.

Speaker 2 (00:32:43):

And this would, so let's talk let's. Um, and so, uh, so what right now, are there, are there any train staff
trainings that are occurring on the line, on the system online, or are, y'all not really doing any staff
training

Speaker 5 (00:32:57):

Right now? Um, we have, we actually have a department that trains staff staff, uh, in, uh, learning
design. Okay. And the staff for scheduled to attend the applicable training, um, some mandatory, some,
uh, being deemed necessary because the supervisor manager feel that the customer needs additional
assistance in some areas.

Speaker 2 (00:33:28):

Okay. And that's all being done online. Yes. And what are you doing? You're doing teams. Are they using
teams or zoom or, okay. All right. So you've told me kind of pre COVID, so, um, let's kind of talk post
COVID now. So what's the process for a, a, a customer now. So | know you took us through the, the
greeter. So now, so first of all, are you receiving any, are you receiving customers at your office in
person

Speaker 5 (00:34:03):

We're not inside of the office, we're providing curbside, uh, assistance, uh, for customers.

Speaker 2 (00:34:12):
Okay. So what's the greeters role now post COVID with curbside?

Speaker 5 (00:34:16):

Well, um, actually everything is still done remotely, the customer calls and, and, uh, indicates what type
of service they need. And that customer is put on a pointy

Speaker 2 (00:34:35):
Pointy.

Speaker 5 (00:34:36):

And, uh, if, if there's, if followup is necessary, then whoever the customer has been, whoever's who's
ever scheduled, a customer has been added to the staff, is going to call and talk to the staff and, um, to
the customer, getting an assessment on exactly what it is that they need. If the customer States that |
have a job and, and | need, you know, um, gas, | need transportation assistance to get there. | started
work on tomorrow. Um, if we feel that, uh, we should always be the last option. So if, if the customer
would say today that | have a job and I, and I'll start working next Monday, then, uh, we would search to
see if any of our partners are able to receive the customer, to provide the customer with assistance, uh,
with transportation. And one of those, uh, we were close closer with ma'ams. If mammas Manz is able
to provide them with, uh, assistance to get gasoline or a bus pass or anything who referred them to
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males, man is, is an organization that, uh, it's a nonprofit that they do some of the same things that we
do as far as assisting people with, uh, getting and keeping a job.

Speaker 2 (00:36:13):

Okay. So do you communicate with them just as at the phone call or an email, or is it a system?

Speaker 5 (00:36:20):

What we would call maps to see if they are able to provide the, uh, the assistance, if they're not, then
we were searching in other, uh, entities too, to make sure that it's something convenient for the
customer, because, you know, you're not brushing them off. You just, you want to send them directly
someone, another entity that would be able to assist them. Like | said, we are, we're supposed to be the
last result, but are we are there to help them? If, if, if that doesn't, uh, if, if we're able to find that, then,
uh, we would, uh, assess the customer in all the information that we, we need to enter into twist. And,
um, the customer would come by on the curb and, uh, we would have them to, to two ways we could
have them to fill out the information that they, they needed to fill out online and get it back back to us.
Or we would have them to come by and sign the documentation when they get here. And then we
would provide them with the gas card.

Speaker 2 (00:37:29):

Okay. So there is still a point where there's still a service where they have to sign the documents in
person, or can all documents be signed online.

Speaker 5 (00:37:40):

All documents can be signed online, but we're going to, to give them the car. We don't, we certainly
don't want them to, we don't want them to sign for something that they haven't received. Okay.

Speaker 2 (00:37:52):

So if they're receiving a gas card or a gear money for gear.

Speaker 5 (00:37:58):

Yeah. Well now at, at, at this point, if that, if, if they need something that, um, we can order for them
from, from Amazon. Oh, yeah. We'll order from Amazon and we would have it, but they never to the, to
their home in that case, they could do PandaDoc's.

Speaker 2 (00:38:18):

Okay. Okay. So signing documents in person are only necessary if they are in receipt of a, a card, a gas
card. Right. Do you get some people that come up and they say, well, | don't have, | don't know how to
use the, like the technology piece to DocuSign and then therefore they'll come up there and sign a
document there. Yeah.

Speaker 5 (00:38:44):

Yes. You have to be flexible on their part.

Speaker 2 (00:38:47):
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Okay. And are y'all printing those out or are you just giving them the pad in the office and the, in the
parking lot and saying, this is how you sign the document?

Speaker 5 (00:38:59):

Well, we would give them the actual document. Yeah. And then they would sign the original, they would
have the original document and they that's what they would sign.

Speaker 2 (00:39:12):

Okay. And so that's really for people that just, just really just can't work technology very well. Yeah. And
[, and |, | understand. Yeah, definitely. And | think it, it, um, you know, either it's accessibility or it just
maybe different factors,

Speaker 5 (00:39:27):

It doesn't, it doesn't happen every day. It doesn't happen every week, but it does happen.

Speaker 2 (00:39:33):

Okay. Okay. So that's, so when somebody comes curbside and I'm just trying to get an understanding of
curbside service, that means that you're answering questions during and curbside, you are filling out
information, helping them fill out information online with a tablet, if in some cases, um, and then you're
also getting them to sign documents, signed docs if they are going to receive and receipt of a physical
card, a monetary,

Speaker 5 (00:40:07):

And, um, a bulk of what we do curbside is to assist people with, uh, faxing and, and, uh, copying because
of a lot of our curves, uh, side is for people who are in this climate, they're, they're applying for
assistance.

Speaker 6 (00:40:30):

Is your curbside. I'm just wondering real quick after they sign that doc in person, then do you have to
scan it, put it on paying doc or twist, like, do you have to then basically take that piece of paper and then
it's in your hands now and you basically would scan it or you would get it in into a system, right? Yeah.

Speaker 5 (00:40:47):

Wait, we put, put it in the system. Inappropriate systems.

Speaker 2 (00:40:51):

Okay. So the sign, the docs for the gas card that goes into DocuWare, and then the, uh, the, uh, as far as
the, the papers they have to sign for, um, doc, where like, as far as the job with the job search, what, so

what, what paperwork do they have to sign with that? So when we talked about that, those who are not
technology inclined, so what type of documents are those?

Speaker 5 (00:41:23):

Yeah. Asking about what, what other types of documents we have to handle? Yes. Okay. Uh, Johnson
flocks, the customers who
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Speaker 3 (00:41:34):

Are, are, are, um, mandated to participate for their snap and, and, uh, and or tannic benefits. They have,
it's mandatory for them to, to report, uh, a certain amount of job search hours weekly. So they do come
by and drop those, that documentation off. And it's scanned into, uh, it's notated in twists that we
received and how many hours are indicated on it. And then it's scanned into DocuWare and store.

Speaker 4 (00:42:06):

So the hours are notated in twist and they, and you submit it that way. Right? Correct. Okay. And it, so
that, so that is one thing they can't do online.

Speaker 3 (00:42:23):

No, they get, they can scan the, the doctor's blocks in the end online, so they can do that. They can
actually, they can, they can, uh, use the,

Speaker 4 (00:42:34):
I

Speaker 3 (00:42:36):

Take a picture of it and send it to us.

Speaker 4 (00:42:39):

Okay. So they can't, so they can take a picture and upload it to, to, uh, email and who's responsible for
putting in the hours then. So if somebody sends you, somebody takes a picture of their job search log
and they email it. So who are they emailing it to?

Speaker 3 (00:43:05):

We have, um, someone who is, uh, designated to handle emails all day. So it would be that person's
duty to, uh, recognize that it is a job search log and to go into and, and, and document, uh, uh, that the
customer provided the law. How many hours vary or indicated on there. And then they would, uh,
upload the information into DocuWare.

Speaker 4 (00:43:35):

So could the customer also do this? She said they could take a picture with their phone and then what
happens? They would go,

Speaker 3 (00:43:41):

They send a picture like with the iPhone, with the picture, you know, you can email from the iPhone,

Speaker 4 (00:43:48):

But they don't go into a system they're basically right now emailing your team. No, they can do it online.
They can do it themselves. Okay. And that's been working well. Yeah. Okay. So they can do it the, so let
me just make sure. Okay. So, so that person that you said that's designated to handle those emails is
that your customer service rep
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Speaker 3 (00:44:15):

It's actually the greeter now because we don't have a greeter. So | talk to my staff or just, you know,
they're just cross train. So the greeter is, it's just the person that we chose to, um, be responsible all of
the emails

Speaker 5 (00:44:32):

And to read them and to respond to them.

Speaker 2 (00:44:35):

Okay. Okay. Cause | think that, um, | was just hearing something yesterday that was, uh, or maybe the
person just wasn't familiar with the fact that, you know, you could actually, you know, the documents
can be already submitted online themselves. It's not a situation. Cause | think they were under the
impression that a person had to dip. Each person had to come and submit these in person. But that is
just not the case that this is what you're offering at this time, for those who are technology, um,
deficient in that area, they just kinda, they will, they want that extra support. Right. Right. Okay.

Speaker 5 (00:45:14):

Yeah. Sometimes they don't trust. They don't trust. They don't trust technology. There are some here
myself. So yeah.

Speaker 2 (00:45:25):

There's some people that won't pay their bills online. | know they don't, they don't trust it.

Speaker 5 (00:45:30):

| know this is, I'm going to tell us a quick story. It's going to make your day. My husband's like he still
uses a stamp. He's eating mails to deals. That's how he feels some telling him, you know, come on, you
need to set your stuff up. You won't have to do all of this here. So | set this stuff up and, and | set up, set
up his discover account, wanted to pay $500 on his account. And | said, okay, sure, no problem. So | paid
the bill twice. He back he's right back to the stamps. That was a thousand dollars. Right. | clicked it. So
he's still using, he does not pay it and pay the bill. None of his bills.

Speaker 2 (00:46:24):

Yeah. My, my mother is like that too. And | keep trying to tell her, she's like, | gotta go to the post office.
I'm like,

Speaker 5 (00:46:31):

He goes to the post office. He does. He does

Speaker 2 (00:46:36):

No, |, at this point it's a losing battle. | mean, Hey, that's her trip out. She likes to go to the bus stop. So |
just leave it alone. Yeah.

Speaker 5 (00:46:43):
Well she's actually helping them to keep their jobs. Yeah.
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Speaker 2 (00:46:47):

So | leave it alone. But then, But you know what, I'm not going to lie. | still utilize the post office team.

Speaker 5 (00:47:04):
Yeah.

Speaker 2 (00:47:04):

But no, this, this works well. Cause | guess, you know, we have to look at how things are going post
COVID, you know, and as a P as a, and compare it to the previous services. So,

Speaker 5 (00:47:16):

Well, in, in, in, in some instances, if people are able to adapt to technology, there are some things we
probably won't

Speaker 3 (00:47:30):

Have to return to.

Speaker 2 (00:47:32):

Oh, good. That's that's that's good. | want you to hold that thought. Cause that's going to be like the, the
moving into phase. Like what would you like to see? Or what do you think is successful? But | just want
to go back to some things really quick. Um, and this was referencing with appointee because | know with
appointee and correct me if I'm wrong, that when the person calls the customer calls, um, they are
actually setting up the appointment themselves as opposed to where the greeter used to determine
like, Oh, you need to go see an employment counselor. No, no, no, no. You need to go see a PSR. | mean,
so the act, the person, the customer is now kinda

Speaker 3 (00:48:16):

Scheduled themselves.

Speaker 2 (00:48:19):

Okay. Um, and, and so are you finding that the customers are not seeing the right person because
there's not enough of a definition as far as who they need to see, are you having to go in and monitor
appointee and see that the customer is seeing the right person based on their need

Speaker 3 (00:48:45):

Every now and then you finding that they, they probably should have, uh, chosen, uh, they didn't, they
didn't indicate what service, the, the correct service that they wanted. But as | told you before, my staff
are cross train. So when they come across a customer, no matter what they've requested, they are able
to provide that for them. But | haven't gotten a lot of feedback from, from the staff, uh, indicating that
there's an issue, a huge issue with customers choosing the wrong, uh, service that they want.

Speaker 2 (00:49:26):

And | think, | think that's why most offices have gone to the cross training was across training more so
done postcode, | mean, post COVID or Fort because of COVID
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Speaker 3 (00:49:38):

Well, more intensively. Yes. Yes. Because my, my, my resource specialist now facilitates orientation.

Speaker 2 (00:49:48):

Hmm. Okay. So she, and that's not something she,

Speaker 3 (00:49:52):

No, that's not something that she, she would have done if that she didn't even ask to do it, but it's how,
you know, you know, you presented to them, look, we need to survive.

Speaker 2 (00:50:02):

Right. Well, we've got to survive or not. So, so appointee customers are doing the appointment for
appointments. Um, how has the staff, uh, | mean, so we've gotten different feedback from staff that
some, they like it, or they don't like it because either because, um, it's allowing the customer to kind of
dictate their day and then the others are like, Hey, | love knowing exactly who I'm going to see why I'm
going to see them. And the time that I'm going to see them.

Speaker 3 (00:50:31):

Yes. Because the is, unless you block off the staff's time where they, you know, you can block off a
certain part of the day when no one can schedule that time. | mean, because as we have to block off
time for them to go back and actually do the case management piece for the customers that they've
provided orientations or whatever to you, um, it was Rocky at first because we didn't, this was the first
time that we've ever had ever tried this. But now we're at that point, if it works for us, | mean, the
customers are the staff have they adapted to it. So it, and, and | have to, | know | saw redundant with
this cross train thing, but if you're cross trained to, when no matter what customer customer you'd click
on, you're able to provide that service. It makes it a whole lot simpler and it makes it a whole lot simpler
for the customer to the last thing.

Speaker 3 (00:51:28):

Good customer service is not passing somebody off. Right. Exactly. Okay. | see what you need and, and
I'm going to be able to provide it to you now, does it, does it occur sometime where it's something that
the staff is just simply not trained to do for the customer? Yes. They're actually to actually reschedule
them. Right. Then let them know that I'm an, you did, I'm unable to provide that service for you. We'll
have someone designated for that. And they're available at two o'clock tomorrow. Is that suitable for
you? And they say yes. And then, you know, then they get a link. You have to back it up, you know, so
tomorrow, you know, this is what's going to happen.

Speaker 2 (00:52:13):

Okay. And so when they have those meetings, because it's done through either teams or zoom, are they
from the appointee, the meetings that they're going to have with them? It's not just a phone call. It's is
an actual link for a call such as this, right? Like this with their face to face.

Speaker 3 (00:52:28):

Uh, um, if a customer, uh, request a team meeting, they have to request a teams meeting where if
they're scheduling themselves,
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Speaker 2 (00:52:47):

Oh, it doesn't automatically.

Speaker 3 (00:52:49):

And that's that, | guess I'm getting to one of those points. So what could be a little bit smoother if, if
they could scan, if they could schedule a time that they wanted to, to, uh, have the teams meeting and
the system could send them the link and send the staff, the link to that would be better if they could, if
they could just make that happy

Speaker 2 (00:53:17):

A phone call when they go through a pointy, unless they request this teams.

Speaker 3 (00:53:21):
Yes. Okay. Thank you.

Speaker 4 (00:53:26):

So for your, for your wishlist, if customers could automatically set up a team meeting,

Speaker 3 (00:53:35):

Well, |, if, if the, if the system was set, would set up a teams meeting for the, for the customer and send
a link to both the customer and the staff.

Speaker 4 (00:53:49):
Okay.

Speaker 3 (00:53:53):

So if the staff now scheduled a team meeting for, uh, for the customer, then the staff is able to send the
customer the cheese.

Speaker 4 (00:54:07):
Yeah.

Speaker 3 (00:54:08):

If the customers sets up a team meeting, team orientation, the staff don't get the link.

Speaker 4 (00:54:15):
They don't. So how they just go into what appointee and they see that it is right there.

Speaker 3 (00:54:21):

Yes. They customer recent requested, uh, teams.

Speaker 4 (00:54:28):
Oh, okay. Okay. That's interesting. Okay.
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Speaker 3 (00:54:43):

| can't hear you.

Speaker 4 (00:54:46):

Um, before we go back to another part of the wishlist, um, let me, so anything else that happens
between when the customer talks or meets with, uh, uh, employment AC or PSR? Is there anything else
within that realm that can move a little bit smoother?

Speaker 3 (00:55:15):

Um,

Speaker 3 (00:55:20):

l, 1, that's not a question that | asked the staff that they may have something to add to that, but | can
only go on, uh, when we're meeting with the staff to ask them, is everything okay? Are there any issues
or whatever they haven't mentioned anything. | mean, for, to be honest with you, this, the whole
appointee and, and orientation online, um, um, the board really did their research to make sure that we
had the appropriate software to use. So there were a few kinks in the beginning, but everything pretty
much smoothed up pretty quickly. It did. Um,

Speaker 4 (00:56:07):

No, the orientation. So what SIS software is being used for the orientation, the orientation,

Speaker 3 (00:56:16):

The cut, like | said, uh, the customers generally, uh, schedule themselves or they, they, they call and, and
the, um, who's ever answering the phones. They scheduled them most, the, the book of the orientations
are done over the phone. The higher percentage is on the phone then than through teams

Speaker 6 (00:56:42):

Verbally explained in the world orientation on the phone to some,

Speaker 2 (00:56:48):

So there's no video or anything that's used anymore. Correct. There's not a video presentation that
orientation.

Speaker 3 (00:56:57):

Um, I'm not sure. |, because if |, if | gave you the answer, |, |, | just couldn't, | have to verify that.

Speaker 2 (00:57:10):

Okay. But you're just saying most of it is occurring phone, so that would have to be verbally because,
you know, I'm just thinking it would be verbally. And then even if it's done through a zoom link or a team
link, | guess it would still be that one-on-one interaction.

Speaker 3 (00:57:28):
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And, and, you know, the, the, the staff will, uh, ask the customer, is it, they will suggest it to the, what
we, you know, we can, | can schedule this on soon for you. So it'll be a whole lot easier for me to show
you some things, especially if we can back up to, | know we're talking about orientations now, but the
staff prefer to work with the customer, uh, zoom to, uh, assist them with work in Texas and to generate
a resume because, and, and to even talk to them about the employment plan so that they can see this,
this document, you know, it's easier to explain somebody that you're generating them employment
plan, if you showing them what it actually looks like.

Speaker 2 (00:58:14):

Okay. So the employment plan, who do you submit the, is it, where is that submitted through? Is it it's in
twist? Okay. So you're just saying that they like to be able to share screen and show them, you know,
this is what,

Speaker 3 (00:58:29):

Yeah. The employment plan is the ask afternoon. The next steps that the customer is, uh, is, uh,
agreeing that they're going to take.

Speaker 6 (00:58:41):

How do you want, when you're talking about, um, how they're calling in and they're discussing this with
someone, maybe you're not tech savvy. | was just wondering, has it, has it come up that maybe online,
like an automated thing, like the voice telling you all of this orientation information or on your phone,
press one, to hear it again, or do you feel like when you're talking to somebody that's really been key,
whereas if it was just automated, hi, today, we're going to talk about this map and then you could hear
it again and press two to repeat. Do you feel like something like that might be beneficial or on the
website for those that aren't tech savvy,

Speaker 3 (00:59:18):

Those were for those | think would be better for those who are tech savvy, because those who are not,
uh, would possibly be those people that need to ask that they need to ask a question regarding this.
They, they, they heard it, you asked him to repeat it and they still don't understand it. So you need that
person there to discuss it with them. Um, and | say that because | have issues, I'm, I'm visual. | can hear
it, but | have to see it to retain it. Uh, even even talking to you, | have to, if | don't write it down, it's not
there. | mean, people have the old learning capabilities or whatever, but this press two and press one.
And, you know, and it's, for me, it's, especially with something. So as important as my benefits, | need to
ask a question, right. That one-on-one has been key for right now, for those who have, have, have been
on, have had the benefit received the benefit benefits before the rules and guidelines are pretty much
the same as they've been for the last couple of years, that should be an option for them because they,
they could pretty much do the boss recording for you. What does, what the steps are. So if they, if they,
if they had a choice, that would be a good choice for people to have.

Speaker 2 (01:00:46):

So as of right now, so let's, let's look at, cause | know we're getting, uh, started at 10. | think we're
getting close to your time, so we need to wrap up. So, um, you're so let's continue with the wishlist, so
to speak. What other, what else would you have on that?

Speaker 3 (01:01:07):
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Um, that, | mean, just to, to, to kind of, uh, my, my wishlist is all know there's a vaccine. Um, nobody's
really going to be able to predict, uh, how many people are going to be protected or for how long. Um,
so we've been pushed into this technology thing, which is probably something that wouldn't have
happened unless we were pushed into it. We were going to still be stagnant. Um, so |, |, I, I, | think, well,
| know that we're on the right road and we are at the point too, to where, uh, we basically just, just
need to have, um, a place for people to come, who don't have technology, who don't have a computer
at home in order for them to come out into, to job, searching and take care of, uh, uh, some things that
they need to take care of with the computer.

Speaker 3 (01:02:23):

Um, now the, you know, the library charges you to use computer limited time. It's not really very many
places that people can go and take care of, of, of their professional or personal business, unless they
have that have the opportunity. And then, like | said, people have a certain, some people need to sit
down and talk with somebody, even if it's with the credit glass between them, they need that. | mean,
cause they have these questions that may seem not intelligible to you, but to me, | just don't know. And
I need somebody to take the time to, to answer those questions for me. Look at me. My life is in, when
it's upside down, | was on this job for 20 years, then all of a sudden COVID came in and, and now they've
made the job remote. So | need to change my profession, hold my hand and tell me it's going to be all
right. You know, just, just, can you, can you just walk me through this? So, and | told you before people
can't, they can't go to the next step until they tell you the story. They don't have to tell somebody about
I had COVID my wife had it almost didn't make it, you know, and, and sad to say a loss of your family
room, family members, but, uh, | need a job

Speaker 2 (01:03:47):

And you know, what, that's that human touch? Um, that you're saying it's kind of like taking away from
it because even if we did, there's been some discussion about an online chat, but that still removes the
human, the human touch from it. | mean, and then with the, with the online chat, you have to be able to
type in your question, you know, and again, that goes back to your piece about when you're saying it.

Speaker 3 (01:04:12):

Yeah. You have to know where the, where to, where to type in your car,

Speaker 2 (01:04:17):

Right. Where to type it in. Um, you have to have the technology to type in, um, which means a computer
or your a smartphone, which some people still are not operating, um, with a smartphone. What's
another part of the wishlist that you would just based off of the everyday in and outs that you're seeing
on the employee side, as well as the customer side

Speaker 3 (01:04:44):

On the, on the employee side, | got, | said, were they, they would, they were adjusted very well. And |
know it's because of, uh, generationally, they were born. This is their, this is not me. They were born
doing exactly what zooming. | mean, tic talking, | mean, they, this is, this is their element. They're not
much, my staff are not, they don't have any issues with what we're doing right now. The only thing we
can do for them is bring the technology on, bring it on.

Speaker 2 (01:05:20):
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Is there something, is there, are they asking for something that they're seeing like, Hey,

Speaker 3 (01:05:24):

Sorry, | didn't know that this was going to be the conversation | would have dept. | definitely would have
done my homework to provide you with that. If | could, if I, if you allow me to, to, uh, question them and
give me a site to send you something later this afternoon in the morning, I'd be more than happy to do
that. I mean, I'm, I'm, uh, | have a huddle with them in the morning. You can actually, you know, just,
you know, do a, do a, uh, put a platform for them to, you know, tell me what they needed and | can get
it to you.

Speaker 2 (01:05:57):

Perfect. That actually would just be perfect

Speaker 3 (01:06:00):

To be honest. Um, I'm, I'm the manager, so I'm not, | I'm, | made sure things are done. I'm not really out
there, you know, doing it myself. | mean, I'm not going to pretend that | am, but you know, I'm just
making, | make sure that it gets done and it's my job to make sure if they need something, uh, need
something to do their job better. Give me the information and I'll get it to the place that it needs to go.

Speaker 2 (01:06:25):

No, I think | perfectly understand that. And, and actually, | think your name came up yesterday in a
conversation because you've been at that, at that office for awhile, right?

Speaker 3 (01:06:34):

Nope. I've only been here. This office opened in 2019. I've been around

Speaker 2 (01:06:42):

For a while. Okay. Yes. Cause they are, they're like, Oh, you're going to talk to Brenda with, Oh, she
knows. She knows everything that goes on within workforce solutions. So | said, that's a great, that's
great. So, you know, have a conversation with her tomorrow. So, so that would be perfect if you could
just, uh, kind of tip your, set your staff and just say, Hey, let me know, share out. And then if you can just
email me, uh, that information back to the same, you know, link, email that | sent to you. Um, that
would be great because really we want to see how pushing forward, because honestly speaking kind of
like what you said. | mean, we don't know when we're coming out of the COVID situation. Um, | think
that there will, there is a need still, like you said, for the in-person services. And now the next step
would be to think about how can we equip the workforce solutions offices to receive customers in
limited, you know, limited quantity and with the proper, um, precautionary measures that way. Would
that be a part of the wishlist? Like you said, a place where they can still come in, um, maybe even with,
like you said, with the glass panel can like they do the, where people still have to go to the grocery store,
you know, just taking the proper precautions.

Speaker 3 (01:08:01):

Yeah. | mean, um, uh, | think, uh, people end in initially in denial, but a lot of people know that COVID is
real. This is something
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Speaker 5 (01:08:16):

That's real in who knows. |, |, | hope that, you know, by the end of the year, you know, that it's, it's kind
of eradicated or, or at Bay, but for the next couple of months, we just need to still continue to be as safe
as we possibly can. And nobody wants to be working under the premise that, you know, I'm afraid to
breathe whenever that week, whatever we can do, um, virtually we need to make sure that we take
care of things like that. Okay.

Speaker 2 (01:08:50):

And what about, so you, so you're going to ask your employer from the employee side. So from the
customer side, um, what's been the feedback. Do they talk, do they comment about the website or do
they, they say it's easy or is it too busy or is it too much wording or not easily accessible to find the, the
link that they need, like when they're submitting their, uh, time card or whatnot, their work, their
worksheet. | mean, how does that mean?

Speaker 5 (01:09:19):

| did, uh, asked him about the, my Texas career. Uh, what kind of comments did the, have they gotten
from the customers regarding it? And the customers do find that somewhat easier to maneuvering? My
Texas career is easier. Yes. They somewhat easier to cook. They've asked the, uh, the, the customers
that they, they it's been simplified a little bit for them.

Speaker 2 (01:09:46):

And so my Texas career though, is that, is that that's part of wit or is that okay?

Speaker 5 (01:09:52):

Yes, sir. It was designed to be an easier platform for the job seekers to register and to, to maneuver in it.
Okay. What was shortcut application? Okay.

Speaker 2 (01:10:06):

Um, I, | get you some good information from you. Um, the training videos, has there been any, you've
heard anything, any feedback on the training videos from, from customers that have had to watch
them?

Speaker 5 (01:10:21):

| know that the, what, uh, what we're doing here is, um, we are the customers that attend the
orientations. We are, uh, actually, um, referring them to, uh, LinkedIn has LinkedIn is, is, is, is not, |
mean, it's not pushed enough. They have some, some trainees on LinkedIn that off anonymous,
phenomenal. | attended one yesterday and why was 11 ways to do your job or something like that. And,
and it touched on some points that, you know, I've been around for a while and, you know, to teach me
something new is, you know, it's, it's, and it taught me something about myself and about, you know,
uh, being empathetic people and,

Speaker 3 (01:11:14):

And, and why shooting and how not to take grudges that you have against people at work and learn
how to, you know, talk it through and, and get along and, and, you know, just, it was just, it was
wonderful. It really, really was. So we try to, to, uh, steer out our customers that way, these are they're
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free. That's number one and B we, we put it on their next steps, so they could still attend certain types
of training or trainings or whatever to get them prepared for the next steps that they're going to go into
along with referring them to the, uh, the, uh, orientations that workforce solutions has, uh, Wurk
solutions.

Speaker 6 (01:12:01):

You had to list all the, all the links from LinkedIn that have all these trainings that you love. So you have,
like, you have like some links or something, like, have you been sharing the, the LinkedIn videos, like you
have them or something, or

Speaker 3 (01:12:19):

We share the, the LinkedIn site for them to give them the link to that they can go in and actually
registered for LinkedIn trainings.

Speaker 4 (01:12:29):

So the trainings for workforce solutions on work solutions, just let me, um, get a clarity on that. So is
there, are there trainings that are offered on work solutions? Yes.

Speaker 3 (01:12:39):

They have a calendar interview skills closing the deal, and a job written is to kit. There's a calendar and it
lets, you know, when, uh, when, uh, they're going to, uh, to be facilitated and, uh, the time, the date
and time.

Speaker 4 (01:12:58):

Okay. And so on those types of, on those who's conducting those interviews, is it just,

Speaker 3 (01:13:06):

We are facilitators workforce solutions and facilitators that, that do them online.

Speaker 4 (01:13:11):

Okay. Okay. And that's the workforce. And so is that a part of their employment plan that's going to be
on their employment plan that y'all create

Speaker 3 (01:13:24):

In some cases? Yes.

Speaker 4 (01:13:27):

Okay. And what about the, uh, do you also encourage them to go to the virtual events as far as the
virtual job fairs or they, are you okay. And that's also on WIRK solutions as well? Yeah. Okay. Um, | think
we're pretty good. Are there any online services that are offered by your career opposite the career
office that we haven't discussed or that we should discuss? Is there anything that you can think of? No.
Okay. Right now. Okay. Um, and then I'll just we'll then I'll just look for as far as the online experience
from your, your office staff, um, I'll look for that for tomorrow, but thank you very much. Appreciate
your time. You've

Page 88 of 281


https://www.rev.com/transcript-editor/Edit?token=9Is9FlcFEGgDnLBF-SE7mQZuYzLkgh92AviSQALZsLWLTKlftDXum9hsSBRvUVf6dH7Ul61fUYGisneVaFINAot1wfU&loadFrom=DocumentDeeplink&ts=4321.49
https://www.rev.com/transcript-editor/Edit?token=fO8XF6j0kTkTYAO4nJ15a0MBcN-0hGiQ2ZE5y0N3ch1NNsIY15a_aRrG4xlmZ6J9FaH_Cpd7GpaUZQibF1y2e6oqu2g&loadFrom=DocumentDeeplink&ts=4339.55
https://www.rev.com/transcript-editor/Edit?token=MsBUicOdAQkRyEvfkVBf0RCpIpl0EtlHLvCxeeYBJotThnmej0Dh-pNTiJ0N8C7NGNp4e5f2nwtFwlitYxSDEHsNK1I&loadFrom=DocumentDeeplink&ts=4349.93
https://www.rev.com/transcript-editor/Edit?token=wi3ayuvL5zzC7DXtteEdZoNi4gVrV7lPDr3y8laJPpcDo9_xgYvFuNfupbv3nKvcP3ttnosmbV-hI6h2f6p7a1tPPwk&loadFrom=DocumentDeeplink&ts=4359.41
https://www.rev.com/transcript-editor/Edit?token=1zx-sa50ekuU_dINKOMPW6VYHmq_JSiKLkEOx9yowzIjYsVwANdjxSTkelKCfaZVFobVVAqe8ATNatwLalwyWC2G-YQ&loadFrom=DocumentDeeplink&ts=4378.25
https://www.rev.com/transcript-editor/Edit?token=j1mSd0zcSLgt4-IlXbxN3Ivh57CELA4KHAiLXTRbEyziG6ZOPNv7jyLLQMRVSPWIMeTY-hbnxmxFlA4MinsogI13uqs&loadFrom=DocumentDeeplink&ts=4386.14
https://www.rev.com/transcript-editor/Edit?token=HWR_nQSVai-8-a0CKS0w7IO1ox4fO2hV_S6ksEhA4z7Rb3DjyoJUb2xv3DBVP1FlfLcHCU1DGE0Eh3iKN0xyUs5m1P0&loadFrom=DocumentDeeplink&ts=4391.72
https://www.rev.com/transcript-editor/Edit?token=NdeRYqsA8WXaJSoJapoWVkqMtv1lb_1Amz7Z4SqBpxvWgH_2Jdjavt2WJQhUlhXnL0hDQ-iHEszr1cgCyxDNey0i-6Y&loadFrom=DocumentDeeplink&ts=4404.08
https://www.rev.com/transcript-editor/Edit?token=g5PFSPMekJCrZGaZLoFaJruaWb9kFdr1x1TkezLqfvRyuT4-NQ-WwF-PfLolbsa_zcWg2kahIqxCSD4nrMjWhEF3kWE&loadFrom=DocumentDeeplink&ts=4407.77

Speaker 2 (01:14:12):

Been very informative.

Speaker 5 (01:14:14):

Um, this, this wasn't bad at all.

Speaker 2 (01:14:18):

You not, it was gonna be bad now. Um, we appreciate it. Like | said, very informative. You've really
broken down quite a bit. Um, if | have any additional questions I'll | would like to be able to just send
them to you and just say, Hey, is this correct? But | think that we have everything. | think this is really
good.

Speaker 5 (01:14:40):
Okay. Thank you so much. You have a good rest of your day. Be safe. Okay. Thanks. Bye-bye.
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Speaker 1 (00:00:29):

Lisa

Speaker 1 (00:00:33):

Morning, Lisa, how are you? I'm doing fine. How are you? I'm doing well. Thanks so much for asking and
thank you. | know your schedule was busy. You had a lot going on, so | really appreciate you being here
with us. Good, good. Um, so | have I'll let me go ahead and introduce myself and my colleague. So, um,
I'm Tammy Frazier and the media director with outreach strategist, and we have been brought on with
H H HAC, um, to basically evaluate the operation systems, the website, um, at this point, you know,
we're in the middle of COVID and | know that all of the operations had to move basically online. Um, you
may still be seeing some people in the, um, and the career office, but we are seeing, evaluating whether
we need to, um, whether they need to be there needs to be updates or any type of changes,
adjustments, um, to the website that will make it easier and more accessible for either the, for both the
customer, as well as, um, the career office employee. So you're in your, uh, knowledge and your
feedback will be very helpful in this. Um, we interviewed, uh, we had it listed eight career office
managers that were given to us, um, from Mike [inaudible], um, through faith. And so you are on that
list. So we helped to learn a lot from you today.

Speaker 1 (00:02:13):

| was a little surprised to be on the list because | actually do not work in the career office. Oh, okay.
Where are you? And I'm not a career manager. I'm actually the manager for the regional team. And the
regional team is right now, we're 20 is, um, consists of 20 members that we provide our job search, as
well as all of our curriculum out into the community. We're all a fine to an office, but we're, we're only
in the office, maybe 5% of the time, because most of our time is out of facilitating events. And what's
the official name for your, your group? Is that a local team or what is your official?

Speaker 2 (00:03:01):

It's like, it's a regional thing. It's workforce solutions. Regional team. Okay.

Speaker 1 (00:03:08):

And okay, well, I'm glad you told me that, but so | may have to make some modifications, but let's, |
want to introduce you, um, to Isabella Harkrider, she's also a team member. And are you, are you at the,
are you, I'm sorry. Excuse me. Are you at the office in Missouri city right now,

Speaker 2 (00:03:34):

Or you're not home base? My home assigned office. Yes. Oh, okay. Okay. And | haven't seen it. Okay.

Speaker 1 (00:03:44):

It's a newer office, right? It's the new, | know. Cause we were doing also some, some work with them for
the opening of the office. And | have my other colleague on the line as well, who is working on that. So,
um, well, let's just see. So w w you were in the career office at one time or

Speaker 2 (00:04:04):

Never,
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Speaker 1 (00:04:04):

You've never been in a career office when you started?

Speaker 2 (00:04:07):

No. Yeah. | started with, uh, workforce solutions in 2014 started, uh, | started as young adult. Um, Oh
God, | can't believe, uh, | was working for the summer program, helping to recruit young adults and find
what works for them and works for young adults during the summer. | did that for two years. Now. All of
the members of the regional teams have, are assigned to an office, but you don't necessarily from a to
five, we're not in the office.

Speaker 1 (00:04:49):

Okay. Let me tell you, uh, Alisa, you may need to log out and come back in, um, because your internet
connection, we are you're in slo-mo. Excuse me. So sorry about that.

Speaker 2 (00:05:04):

So, excuse me. What did you say? 80 and T has been working in the area for the last two days. And
whenever | see an 80 and T truck, | know there's bound to be bubble, so that's, but | tell you what, let
me sign out. I'm going to move closer to my modem and maybe that will help. Okay.

Speaker 1 (00:05:31):
Okay. Thank you. No worries. Okay. Thanks. Okay.

Speaker 2 (00:05:35):

Well actually | don't have to sign it now. | can just move your items over and just move. And maybe this,
| don't know if this will help, but I'm changing roles. | could see my house seat changing and me blow my
nose.

Speaker 1 (00:05:58):

Excuse me. So, one second,

Speaker 2 (00:06:01):

Give me a second. I'm going to the modem.

Speaker 1 (00:06:06):

Okay. Um, Tim, | know you're on the line. Um, and | know you're not talking about this yesterday, so,
um, feel free if you have questions, Tim, now that you know her role, | know you're driving, but I'm not
sure if he can talk.

Speaker 3 (00:06:34):
Okay,

Speaker 1 (00:06:35):

Great. Great. So did you hear what she says? She is a regional team member, so she, so maybe you can
structure. | mean, | have some questions that I'm thinking | can ask her as well, but maybe there's some
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that you can come up with since you are. Um, so she's still, she's doing a lot of those workshops and
remember how we were talking yesterday about the events that are online and possibly even types of
trainings. So maybe she can help.

Speaker 3 (00:07:02):

Uh, | believe so. Um, | think we've exchanged emails before on, uh, uh, maybe over a little over a year
ago on some things, um, uh, under our previous contract. | don't remember now, | just remember your
name when,

Speaker 1 (00:07:18):

Oh, she's out, she's changing, she's moving around because the closer to the modem. So she can't, but,
um, but yeah, if we can, you know, kind of go from there, | guess you can give a description of what she
does and okay. Is that better? Oh my goodness. Yes. Now | feel like,

Speaker 2 (00:07:41):

Sorry about that. | am so sorry. Um, no worries.

Speaker 1 (00:07:46):
This is COVID

Speaker 2 (00:07:49):

Whenever they're in the area, | have that problem. So | don't know if they'd be working, you know, in
the wiring lines or what, but whenever | see a truck I'm like, okay, it's going to be one of them days.

Speaker 1 (00:08:01):

Oh, goodness. | understand. Cause when they come over here, they mess up all kinds of stuff and the,
and the break and the boxes in my yard, in the backyard. So, so it's for connects the whole
neighborhood one side of a grid. So it's horrible. | understand.

Speaker 2 (00:08:20):

So let me give you kind of a little as quick as | can an overview. | think it was okay.

Speaker 1 (00:08:26):

Hold on. Just one second, Lisa. Um, | just wanna let you know, we're recording this. So if you go ahead
and, um, just, and it's just for our own internal purposes, it's not anything going external. Um, um, just in
case we have to review and add, you know, like something you said and say, Oh yeah, we need to focus
on that. So does it, if you can officially just introduce yourself and your title and then that would be
great if you could give us an overview. Okay.

Speaker 2 (00:08:51):

Uh, my name is Elisa Laverne and |, um, my, um,

Speaker 4 (00:08:56):
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The manager for the regional team. And I've been with workforce solutions probably about since 2014.
And, uh, I've had many roles. Uh, I've been a disability navigator or a college navigator, young adult, uh,
manager and a regional team supervisor now region to team manager. And so, uh, let me tell you what
the regional team who we are. | think it was back in 2014, the board, um, issued an issuance that, uh,
workforce solutions would form a select number of individuals that would facilitate all of our job search
curriculum. Uh, our, when | grow up curriculum out into the community, we are a mobile unit. So to
speak a mobile arm of the career office, where all each member is assigned to a different office based
on the contractor that they work for. So we're not actually in the office from eight to five, we're really
mobile.

Speaker 4 (00:10:09):

Uh, we provide jobs or seminars, um, out in the community, of course, before the virus, uh, we were
face-to-face. We go into the prisons, school districts, uh, non-profit organizations, churches, um, you
name it. And so that's pretty much our role. My role is pretty much to manage the team, uh, our events
that we schedule and provide oversight to the team. So the team 20 right now, so | have two what's
called disability navigators. Their role is to provide, uh, training for our career office staff on issues
pertaining to assisting customers with a disability. They also work individually with customers on a case
by case basis phase will provide, uh, training out into the community, but their specialization for one of
a better word is more assisting individuals with disability to college navigators. And their role is more
person to working with individuals that are in adult education literacy.

Speaker 4 (00:11:22):

And then there are six facilitators, none of facilitators facilitate the jobs or seminars we have, what's
called jobs or seminar curriculum. And so they facilitate that curriculum out into the community. Right
now we're doing everything virtually. And most recently I, uh, have a new project that's called
opportunity and that has six, uh, career navigators that work exclusively with adult education providers
and our career office. So there might be more than you want to know, but that's kind of, that's kind of
the regional team and what we look like. No, that's, that's good. That's good. Um, | do have a question.
So just the disability navigators, do they work with VR? Yes, absolutely. They are not the VR, no
representative, but they do work with them. Do they work with the ECS or the, um, PSRs at all? Yes. Um,
the disability navigator does all of the EO training for not only all staff, but also new staff that comes on
board.

Speaker 4 (00:12:36):

They do the equal opportunity training alongside with, uh, Sabrina, who is the EO officer at the board
level. Uh, they do all have good training in the career offices with all of the staff, not just the, uh, uh, uh,
ECS, but also PSRs, uh, the supervisors and managers. They do all the training for accessibility
technology. Uh, we do that several times a year. Uh, we go into the offices, uh, when is October for
disability, national disability awareness month. So they work with all of the career office staff and
training for all of the career office staff throughout our region. Okay. Um, Tim, do you have questions?

Speaker 5 (00:13:24):

Yeah, | believe the, my name is Tim Lang front. I've worked with outreach strategy system, | think at one
point in the past couple of years, you and | have exchanged emails on, uh, on some items, but | don't
remember when or why. And it was, | just recognized your name. Um, uh, so how, at what point is, uh, is
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an navigator, uh, brought in to conversation with a customer, uh, and how did, how do they get brought
in?

Speaker 4 (00:13:58):

Okay. That can happen several ways, depending on a navigator. So navigators pretty much are more
specialized. Let me say that. So give you a good example. We do have, what's called an income now
navigator and, um, Omar, uh, it's been in the workforce system several years now. He worked
exclusively with non-profit organizations that provide services to individuals that are homeless. So if an
individual comes into the office or open, uh, virtually, and they are, for whatever reason are unable to
make the connection for the customer to a shelter or to a nonprofit organization for resources, then
they will contact Omar for assistance. So that's one way in terms of, um, that's for customers that are
experiencing homelessness and then for the navigators. Now, all of the career office staff are trained to
work with any type of customer that come into office. That's their job.

Speaker 4 (00:15:00):

They're rather your home was rather you come in there with a disability. It does not matter all the
career office staff where there's a PSR, whether it's an EPC supervisor manager are trained to be able to
meet the needs of any customer that comes into the door, IR regardless of what their background is or
their current living situation. But we do have navigators sort of specialized in those particular areas that
in the event that the office staff run into some areas that are unknown unfamiliar to them, and they
need some, some assistance, then they call on a navigator. And so whether the navigator do either one
or two things, the navigator will either assist the staff in helping that client, that customer, or in some
cases in the, working with the customer alongside with the career office.

Speaker 1 (00:15:53):

Yes.

Speaker 4 (00:15:55):

Okay. Yeah, that was very helpful. I'm sorry. Let me step on your toes. Here's here's another quick
incidence. Um, give you another example when the facilitators are facilitating, say one of our, um,
lessons that talks about resumes, we might get a customer out of that group to say, can | email you or
get some additional assistance? And in that case, then there we have what we have an email that's
exclusively for the regional teams. So the customer can email seminars at Wurk and say, | need some
help with the resume. And so the facilitator will follow up, uh, and work with that customer, help them
with their resume. In some cases, most of the time they really would like some individual help with
mock interview. And so there are different depending on the scenario and the situation, that's kind of
how we connect with customers.

Speaker 1 (00:16:56):

Um, and Tim really quick, just so, so the services that any of the ECS, or like, | know the whole staff is
trained, but the services that the EDC gives, um, like the assistance with the resume or, um, the training,
like, you know, your resume, uh, interview training or whatnot. So you're saying that, um, if the EDC or
the PSR can't do it with them, then some | remember with your team and navigator will help with that
as well. Or is that outside of the realm of an ISl and a PSR?

Speaker 4 (00:17:32):
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No. And in terms of, let me see how to say it now. Uh, the office staff are trained to do, to have job
search seminars. So they're all trained to do that. And so, um, if a customer comes in, they should be
able to help with their resume or, uh, interviewing in some cases, if we're facilitating, say an event with
the high school students, we wouldn't direct them to the office. At that point, we would go ahead and
make the connection with that student and help that student on a one-on-one if that's what they're
requesting. Okay. Does that make sense?

Speaker 1 (00:18:14):

Yes. It makes sense, Tim, what were you saying?

Speaker 5 (00:18:17):
No, | just need to hop off

Speaker 4 (00:18:24):
At what it looks like

Speaker 5 (00:18:32):

You have a great day.

Speaker 4 (00:18:36):

Okay. So that, so that does that have we're, we're kind of, uh, we're like the mobile unit of the career
office. We're just, we're out in the Houston Galveston area, providing our job search, uh, seminars in our
curriculum to schools. We go into prisons, we go into libraries, we go to hospitals, we go to churches, we
go all throughout the Houston Galveston area. And we could have anywhere from five to a hundred
individuals attending our job search seminars and we, and facilitators pretty much we'll do that. And a
customer oftentimes will reach out and say, you know, that was real. Give you a good example. We got
a thank you from, uh, uh, from a individual that attended one of Frieda's classes on interview. And she
reached out to Frieda because at the end of our presentation, we'll always have the facilitator's name.
She reached out to Frieda long story, short, free to work with her for about 20 minutes on a mock
interview. And she ended up getting the job. So that's the kind of assistance we provide. Now, the
career office staff can provide, also provide jobs or seminars, but they do it more inclusive of their office
in their office. And then there is space, whereas we're more we're out in the community providing that
service on a larger scale.

Speaker 1 (00:20:00):

Let me ask you, could you just walk us through, uh, what that looks like now? | know, you know, we had
the pre COVID, so | know that those were interacted. They were in-person. So how does that work now?
Um, D are they, they're virtual online and if you just walk us through, how do people sign up for them?
Where did they find the information? Um, you know, how does that what's that process look like? Okay.
So one more thing. And this, the systems that you use, like, in other words, the software systems that
you use, like, like for instance, example in the office they use wit and, you know, twist for those that are
on snap or, uh, uh, TANIF benefits, but just, if you could just kind of, if you know, the, that you use
connect, that would be great.

Speaker 4 (00:20:51):
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Okay. All right. Uh, so let me tell you, uh, how does it work pre uh, COVID 19, they were all face to face,
right? So when COVID happened, we were still, we realized that it was time for us to kind of change our
mode of operation. And so all of our curriculum, we took it virtually, we redesigned it totally that we
could deliver our material virtually versus face-to-face. So now our curriculum is what | consider as well-
rounded and more comprehensive than not only can we provide it in person, but we have also made
some changes in adaptive so we can deliver the same material, but delivered virtually. Okay.

Speaker 1 (00:21:39):

Okay. So let's say I'm a job. Let's say I'm someone that you need to help. How do you get the
information to the public? And then talk to me, walk me through it. Let's just say, | don't know anything
about how this works, how | can be a part of this. How can | come to one of your seminars? Like what,
what do they need to do? What does a customer?

Speaker 4 (00:21:57):

So there are two scenarios. So if you have a customer that comes in, I'm gonna give you one scenario,
and this is the career office scenario. If a customer comes in and say, | just got laid off because of COVID
and | need to find a job. So then individuals will go into the career office or contact that number, and
then EDC or PSR will follow up with that customer. Do what, uh, do either a short term should do an ECC
will meet with that customer either virtually or in person do what's called a short term and a long-term
plan. If doing that plan. Um, the ECC feels that the customer would benefit from having some, uh,
sharpening their skills in terms of interviewing, developing a 32nd commercial, or even how to complete
applications online, then the EDC and or the PSR will register them for a job search seminar that the
career office is hosting.

Speaker 4 (00:22:57):

So that's our customer that comes into either physically get walk into our office or reach out to our
office virtually. That's how they get that individual one-on-one assistance for job search. Excellent.
However, if you are a teacher ed for being an ISD and you have students that will be graduating and you
have part of your curriculum is workforce development, then you would simply send a request to
seminars at, which is an email that we have at seminars, ed Wurk solutions.com and that, uh, and you
would say, hi, my name is Sheila. | work with career technical and education. | have some that, um, will
be graduating soon as part of our workforce development. Is it possible you could come in and talk to
the students about labor market information and how to do job search. So then the regional team, we
will get that email. Uh, we will see what the date is. The time is the number of participants. And then
based on that information, we will assign either one or two facilitators. We will, uh, send a calendar
invite to the district. They will accept, and we would conduct the seminar virtually.

Speaker 1 (00:24:23):

So, okay. | want to go back to the ones that the, okay, so the ISI, so, and maybe, you know, this question
I'm answering, maybe you don't. So the ECS and the PSRs, it is not in their purview to, um, to in, it's not
in their purview to actually train a person, like as far as like, Hey, let's update your resume. Do they do
that in office? And are they, they can do that.

Speaker 4 (00:24:49):

They can do that in the office. Um, there is, uh, there's a mandate that any person in our system,
whether they work in an office or even on the regional team, has to do, what's called a delivering
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effective workshop and any person in our system that has, uh, attended the delivering effective
workshop and passed it is qualified at that point to be able to facilitate it, facilitate any jobs or seminar
class, whether it's on interviewing, whether it's on 32nd commercial, whether it's resumes, uh, how the
creative plan, anyone that has taken that is considered certified in our system and can facilitate the
classes.

Speaker 1 (00:25:36):

Okay. But there's, but these are online. Are they online? Now? These are online now right now. So is it a
verb is an appointment they set up at like a, through a pointy and then that's how they work with you.
Or is there a video

Speaker 4 (00:25:50):

How the career office is handling the virtual jobs or seminars for customers? Uh, | know they're
conducting them. I'm assuming now that they've gone to this new self, the system appointee, we don't
use a pointy. Uh, | would imagine that's how they're scheduling their appointments. I'm that | really
can't answer because I'm not really sure,

Speaker 1 (00:26:10):

But how do we schedule yours? So how did, how does that work for you? So once a VC or PSR says, Hey,
I need your help. Um, how do they get you with the person?

Speaker 4 (00:26:22):

Okay. If the career office has a staff that they feel like need assistance beyond what they're able to do,
typically they're sending me an email or they'll go to, they'll send an email and say, Elisa, we're working
with this customer. Is there anything you can do? Dah, dah, dah that's one way. The other way is the
team has an email address called seminars at wr K solutions. They can send an email, a sinner requests
through that email through seminars@wurksolutions.com.

Speaker 1 (00:26:57):

So how do you set up an appointment with the client though with the customer?

Speaker 4 (00:27:02):

Again, we don't typically we do provide some, uh, some assistance to customers, but that's not our,
that's not our primary focus. Typically we get customers that are, that come as a result of an event that
we have hope that we have hosted they're reached out to us as a result of that, but we don't typically
get, we do get some individual requests, but the majority of our requests typically come because we
have facilitated an event at a school or a hiring event or some larger platform. And then the customer
typically will reach out to them.

Speaker 1 (00:27:42):

So let's talk about that. | guess that's what | meant to ask you. So the events, how are you, so how are
you connecting to events at this point? Is it only because a school or church organization, a prison
requests you, or do you host them regularly, like different times,

Speaker 4 (00:28:03):
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But that probably, | would say probably about 80% is because they've had some experience already with
the regional team and we've done some events with them in the past. Face-to-face so like, uh, the
libraries we typically have, um, the Houston public library for being library. We have like five libraries
we've been working with for years. And so typically they just know the routine and they'll go to the, uh,
reach out to us via the email seminars at WIRK slash it says, can you host a job search seminar on this
day, in this time and we'll click. Yes. And then we'll just assign it to a facilitator. So, um, so that's kind of
how the large groups will contact us is via email. Most of them we've had relationships with all of the
school districts, the reasonable team in existence for over 12 years. Right. So it's established a really
great relationship with the community that most of them have already worked with us in the past. The
other thing is we might do an event at one place, and there's a teacher there from another district. And
she'll say, can you come to our school and do that as well? So sometimes it's referral, but most of the,
sometime it's word of mouth, but nine times out of 10, it's someone we've already facilitated an event
with. We have a relationship with,

Speaker 1 (00:29:26):

Okay. And | want, you know, just remember now, remember we're outside. We don't really know how
all this works. So if my questions are repetitive,

Speaker 4 (00:29:37):

Yes, I'm making it clear because it's easy for me to talk about it in our system. And | have to remember
that you're not in the system. So we have these two methods of being able to meet the needs of the
customer. We have the career offices that are like 27, 28. And then we have, uh, the regional team,
which tends to provide those same services. But we tend to do it more on a larger scale. We're seeing
people in groups, whereas the career office might facilitate an event for FA for two individuals, five
individuals, 10, but anything that's typically larger than that, the regional typically will do.

Speaker 1 (00:30:20):

So 80% is from those who have requested it. I'm just trying to get to the point, like, is this something
that workforce solutions promotes? | know you have these established relationships, but I'm saying if
this is somebody, if, if I'm a person, an individual, I'm not a part of a group, I'm not a part of a church
group. I'm not in prison, I'm not in school. How would the other, how would someone find out about,
uh, do you just arbitrary? Do you guys just host them on your own without someone asking you to host
these events? Is it

Speaker 4 (00:30:52):

So, so you're asking if you wanted to attend an event and no.

Speaker 1 (00:30:58):

Like how would someone know? Cause you said 80% of it comes because you are requested to host an
event of this nature, but the other is the other 20% of you. Is that going into an office or is it 20% where
you guys have generated and come up with your own, like, Hey, every month or every other month let's
do a jobs or some events

Speaker 4 (00:31:20):

Like, uh, and maybe | need to change that percentage. Um, because it varies. So most probably about, |
said 80%, maybe probably about 85 to 90% are established relationships. There are times we get a rare
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event request that comes straight from the board. Someone contacted somebody at the board and said,
can you help us with this? And then the board will filter to the regional team. Okay. Sometimes it'll come
referral. Someone heard about the regional team or the event we did and we'll say, Hey, can you come
and, uh, have a table at this event. And so probably about 90 PR, probably about 85 to 90%. My
percentage might be all, um, our relationships we've established and the rest will come from different
entities, either come directly from the board or come from a referral from someone else that knows
about the services that we provide.

Speaker 1 (00:32:23):

Okay. So it's not a self-generating self-promoting, uh, entity part of workforce solutions. It's like, it's
more like an internal, external type of thing. It's like, you've got the relationships. Okay. You can request
us to come out. We will that, Hey, career offices will also help you. If you feel like we need assistance
with a customer, we'll also come in and help you with your training if need be, you know, if you need to.
And then the rest is like, Hey, board member who's over, whose sits on a charity board. There's so many
of them. Yeah. Um, so they say, Hey, can you come over to my, uh, organization and host this ORC or
elected official? Can you co you know, like official calls of, Hey, can you come in, host this in my district?
Yeah.

Speaker 4 (00:33:17):

And Ashley, just to give you a good example about that one really quick, um, uh, Senator miles, uh, two
years ago, started doing really wanting to focus on young high school students and college student
getting jobs. And so they had a hiring event in different areas of the city, and they asked us to come in
and do while, uh, do some, pull up some job search assistance to talk to the kids, talk to the young
adults about their social media. Um, we, we decided on the topic later, but either social media, how to
interview, how to dress. And so we will host the seminars either before the hiring event or during a
hiring event. And that's something that came to us through one of the board members that sits on the
board, on the board with Senator miles, somewhere else. So things like that happened happened, uh,
probably about 10% of them

Speaker 1 (00:34:12):

It's specialized sometimes. Okay. Um, and how do, so now that we're not in person, you're not meeting
in person, so how does someone connect? So if you're at, uh, let's say United way, and someone says,
okay, | want to attend that a bet that you're have having, do you work with, is this done through zoom,
through teams? How are you, how are you getting them the link to participate?

Speaker 4 (00:34:40):

So we have, um, and let me just say, well, we do host twice a month, four days, twice a month for four
days, Monday through Thursday, what we call our online job seminar, that's on our website and we do it
twice a month, uh, for four days from 10 to 1130 and that's advertised on our website.

Speaker 1 (00:35:06):
Okay.

Speaker 4 (00:35:08):

And so we do all of our attorneys are done via zoom.
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Speaker 1 (00:35:14):
We have

Speaker 4 (00:35:14):

Done some teams, uh, but typically has been zoom or teams.

Speaker 1 (00:35:21):

So this, this is one that is self promoting. You do it twice a month.

Speaker 4 (00:35:27):

Online modules are really directed by the board that we do them. So it's just like, we want you to, uh, do
the online modules, uh, twice a month, four

Speaker 2 (00:35:38):

Days. And it's ongoing. Sometimes we have five people that 10, sometimes we have 20, and that
information is on our website. It's on our calendar and we all list the dates we'll list of time. And we'll
also list the, uh, platform. Can, do you, are you able to share screen, or can you walk me through going
through that so | can see it it's Wurk solutions? Or is it at your, um, at the, uh, other address that you
gave the work [inaudible] solutions? Just an email, it's just an email. It has no other function other than
to be able to send an email to, to the regional team requesting whatever the issue may be, but it's just
simply an email seminars. Ed Wurk solutions.com is just an email inbox. So I'm actually on the website.
So where would | go? Do you want me to share screen and you can walk me through or if we already
have it up? Yes. Okay. Just a,

Speaker 6 (00:36:42):

Let me

Speaker 2 (00:36:45):

And | am sharing now. Okay. Here | am. Okay. Uh, advance your career. This one, uh, try job search.
Okay. Uh,

Speaker 6 (00:37:08):
Oops.

Speaker 2 (00:37:09):

Oh, you move fast. Uh, this go to, I'm sorry, go to career. Uh, | don't, uh, you can tell, | don't go here very
often. Career expiration. Okay. Um,

Speaker 6 (00:37:29):
Okay.

Speaker 2 (00:37:30):

Go back to job search. Okay. I'm on job search here. Uh, go to job fairs and hiring events. Okay.
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Speaker 6 (00:37:40):
Okay.

Speaker 2 (00:37:41):

Hmm, go down, go down. Okay. There, see, see where it says upcoming events over to the right where it
has. Um, it has a hiring event, their young adult hiring event. Okay. Right here. No, don't, don't click on
it. Okay. Regional youth event, uh, and young adult Facebook, Lauren home try. | don't think that's what
we're calling it. Filter it by try regional youth event. Oh, okay. | don't post them on here. Uh, Oh, there
you go. If it's regional, does it mean we're not doing this? This is just, this is where | said, remember |
said the officers also hire, cause | recognize Jennifer Bridgford we interviewed, do you need some
water? Go ahead and get you some water. Okay. So Texas city apparently is hosting a job readiness
seminar on this day. It's the virtual in event and you can register there. Okay. And if you click on it, |
think the, uh,

Speaker 6 (00:39:05):
Yeah.

Speaker 2 (00:39:08):
Oops. Okay. Click on it just on.

Speaker 6 (00:39:11):
Yeah.

Speaker 2 (00:39:17):

And so it'll just give you the link where it is, where you can just go to the button and register. Oh, okay.
So will you all be there? This is when this is an example of something you may be attending or we will
not be attending. Apparently the Texas city career office staff, uh, we'll be facilitating this workshop. It
seems like workforce solutions has, you know, they have their own things. They have set up where
anyone can kind of go in here and set up, uh, their own virtual event. Well, the only ones really let me
tell you the calendar pretty much. Uh, the career office have access to add events to the calendar. Um,
we have two, uh, areas called employer services where employee services will host like current events.
Uh, and they also do. They also do a bit, so they will put there as on here as well. And then we will also
list on here when we're doing the online modules. So do you have a date for your next online, larger?
Um, should I look, should | search go to the week of maybe the 15th? See if it'll come up there. Hmm.
Uh, go back to February. Maybe we haven't put March in yet. Uh, | know we just did it filter, go down to,
uh, filter about topic. Let's see what comes up. Okay. Job readiness.

Speaker 2 (00:41:02):

Hmm. So it just comes with the youth event again, coming up though. It's not coming up for February.
Yeah. Let me do February. I'm wondering if it will show me something that occurred in February. | don't
know. It doesn't look like you can go back to February. That's interesting. And it's wiped off. That's
interesting. Yeah. Um, and so what would it be called? And maybe | can search for it. Uh, try online
module. | can make a phone call and find out what we're doing at, in March. Oh yeah. It's not up yet. |
guess I've seen it up here. You've typically Sr. Your virtual events in different since COVID has started. It's
typically been available in this way. Yeah, it should be here. Uh, | don't know why
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Speaker 6 (00:41:57):

It's not showing up. Hold on a second.

Speaker 2 (00:42:03):

Let's see. Let me finish here. I've got some online learning here February. Okay. That's all right.

Speaker 6 (00:42:39):

Yeah. Is it on the calendar? Okay,

Speaker 2 (00:42:56):

That's fine. So we do have an online module scheduled for next week. Oh, for next week. Okay. Yeah.
The date

Speaker 6 (00:43:09):
March the eighth. Yeah.

Speaker 2 (00:43:12):

Okay. Okay. Do you see what | have up right here? April 11th, Debbie, where is it listed on our website?
Isn't it under jobs?

Speaker 6 (00:43:47):
Uh huh.

Speaker 2 (00:43:50):
Here it is. Okay.

Speaker 6 (00:43:58):
Okay. Got it. Got it. Thanks David. All right. Bye-bye

Speaker 2 (00:44:09):

Yeah, | don't, | don't enter the events on the calendar. So as you can see, we'll be doing them the week
eighth through the 11th. So here is, here's what | have. | have information session and then | have a
targeted plan. Okay. The regional team is doing a targeted plan. The workforce solution session that's
being hosted, looks like by our career office staff.

Speaker 1 (00:44:36):

Right? Stephanie Harrison. Okay. So, but this is your, this is your team right here? Yes. Okay, awesome.
Okay. And then you said through the 11th, so let's look at the nine. So here's some more here. Uh, this
would be YouTube as well, right? The job readiness toolkit. Uh, awesome. Okay. But this parent chat is
not, you

Speaker 2 (00:45:09):

Know.
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Speaker 1 (00:45:12):
Okay. So | think, I, I think I, | get it now that that works. So job readiness tool. Okay.

Speaker 2 (00:45:19):

We have this great system, but it has different pods of different pods within the system that they were
all supposed to come together to make, to make sure that the goal is to make sure that we're addressing
all of the needs of the community. And so the regional team was created to make sure it wasn't people,
individuals that are unable to come into a career office that we could still provide them that same job
search assistance, because the goal is to help them get a job, keep a job. And we can provide that out in
the community on a larger scale because the career office staff, of course the offices don't have the
capability and the staff to be able to go out into community and provide their services in the

community.

Speaker 1 (00:46:07):

Okay. And | see here, so excuse me. Um, thank you. So it is zoom, like we were saying, it's, it's more on
the zoom platform. All right. Um, | like that. Okay. And yes, everybody kind of puts every department
that has like even the parent chat and this is coming from a different entity. Uh, they put theirs here,
everyone just puts it on the calendar.

Speaker 2 (00:46:37):

And now the parent trap, | can tell you who they are, those are what's called career education
specialists.

Speaker 1 (00:46:44):
Right. Okay. There it is to

Speaker 2 (00:46:46):

Then hire ability navigators. Now they actually, when | say they're actually employees of the board, H G
a C, okay. They're employees of the board direct employees of the board. And so the career education
specialists go into schools that are, uh, rural areas like your warden. We have like warden County, some
areas that are very drool, no to public transportation. The only place to get to one to the other is by
transportation. And, uh, they go into the schools out there and talk to the high school students in the
rural areas. That's what the correct education specialists do. So they do a series of things, be able to
connect with the community. And the parent trap. Chad is one of them. They go into the schools and do
some job search assistance in the school. And they also have what's called a career corner. And it's a
YouTube channel where they do a lot of hosting of professionals to provide, um, encouragement to
students to finish your education. And they host different careers.

Speaker 1 (00:47:56):

Okay. Okay. So those are so really, um, so |, |, yeah, thank you for that information. Cause | think that,
you know, our, our bigger part, our, our scope was just to talk about what happens in the career office,
but you are a tenant. These are all a part of career office, but they are not internally in the offices. They
are, they may visit an office, but they're not housed in, in, uh, in each career, in a career office, a specific
career office.
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Speaker 2 (00:48:26):

We are we're there. Um, on the regional team, there are 20 of us and we all are signed to office offices,
Missouri city, but say out of 12 months, 12 months out of the year, | may visit my office 10 times, 12
times. That's only just to get supplies or maybe to have our monthly meetings there. But most regional
team facilitators and navigators are not in the office because they're actually out in the community, but
everyone is assigned an office, not our office of a disability navigator. One is, uh, have an office at
Astrodome. One has an office in Rosenberg, I'm in Missouri city. We, all of us are assigned in office
based upon where we live, uh, based upon our home address and where we live. But we typically are
not like in the office eight to five, we might visit the office maybe twice a month or three times a month
just kind of to connect his supplies and just make copies and things of that nature. But most of our work
is actually done out in the community. And |, our cars typically are our office.

Speaker 1 (00:49:42):

You can see that. | can see that you're mobile all the time.

Speaker 2 (00:49:47):

Yeah. Because we easily, before the pandemic could be several hundred miles just within a two week
period on our automobiles from going place visiting the offices because we've visited offices in schools.
So we just really, | like to think of as kind of, as the mobile extension of the career office,

Speaker 1 (00:50:08):

Love that. Okay. Um, let me ask you, so the, who promotes this too, like, so let's just say the United way
has called you and said they want you all to come out and do, um, wanna, you know, a job readiness
toolkit virtual event. Do they, are they responsible promoting it? They're amongst their members.
They're there. Okay. They're lists. Okay. Yeah.

Speaker 2 (00:50:32):

All right. For instance, they, uh, library, we go into a library, the library will send us an email at seminars,
uh, ed seminars, WIRK solutions and asked if we could host a job readiness to kid on Wednesday from
11 to 1230. So the library will create their own flyer. They'll put it on their website or whatever social
media that they have and they'll post it there. We will, we will also host it. I'm sorry. Also put it on our
calendar. As far as marketing the event. It's really up to the person that's posting it.

Speaker 1 (00:51:10):

Okay. Okay. All right. That's good. That's what | need to know. | pulled up another one you have here
sharpening your interview skills. Okay. Um, so the only time that these are done in a career office is if
the career office, | guess, manager or supervisor staff says, Hey, we need to host one of these. Then they
will post it in there. Um, but what, and maybe, you know, this answer, maybe you don't, but, um, so
within a meeting with an ISI, | mean, with a C uh, uh, an employee get an AC, um, might a person have
time to discuss this with them? Would they actually sit there and help them work on their interview
skills? Or do they say, Hey, wait, till we have a interview skill training,

Speaker 2 (00:52:01):

Chances are, uh, they won't have time to do that because each is a case by case basis. And sometimes
you get individuals that, uh, give you, here's a good example. My son recent, this has recently got laid off
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from working for oil company for 13 years. He hasn't done a resume in 13 years. So you and | both know
how much doing a resume has changed in 13 years, Lennon interviewing, he sees simply don't have that
kind of time at the time of that appointment. So do is doing an assessment of the customer, find out
kind of what their experience or what they're looking for, what skills they have. And if the ECC
determines based upon that, that they would benefit from going to a job or seminar class. And they
would scheduled them with one that they're having in office, but they wouldn't do it right then and
there on the spot.

Speaker 1 (00:52:56):

Great. That's what | needed to know. Okay. Because | was asked that question yesterday about, uh, in
office, what can they actually do, but it really is, like you said, for the ECS and the PSRs to evaluate

Speaker 2 (00:53:10):

Yeah. It's a case by case, not if you have someone sitting in your chair and asked you the question,
should | put my address on my resume? Well, yeah. Yeah. So it's a case by case. But most of the time, if
it's somebody that is looking for employment has been laid unemployed for awhile, um, that really need
some more extensive assistance. The ECC will suggest that they attend one of the classes that fits what
their needs, that they may not need to go to sharpening and abuse schools skills they might need go to
resume, but they won't know that until after they've done a complete assessment. And those
assessments sometimes | think can take anywhere from 30 minutes to an hour. Wow. Okay. Um,

Speaker 1 (00:53:53):

So just sign in and go to the sharpening, your interview skills seminar. You don't have to have had an
assessment. It can just be anybody.

Speaker 2 (00:54:00):

Yes. Say for instance, you have a customer that's in office and the office is not going to be having one.
And then, then the ISl can say, um, there's one being hosted online, um, March the 10th, 1130 to 1230,
go on our website, give them the link and tell them where to go. And then they can just register. Um, let
me ask you

Speaker 1 (00:54:25):

This. So when, when we're navigating in the website,

Speaker 2 (00:54:28):

Um, do you have sort of a

Speaker 1 (00:54:31):

Wishlist or anything that you would suggest changes you'd like to see as far as navigation? Or

Speaker 2 (00:54:40):

Can we just wipe it out and start all over?

Speaker 1 (00:54:43):
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Well, I'm about to start all over. Okay. Um, so what, so based on that, let's just say, if we did wipe it out
and start all over, what would you like to see?

Speaker 2 (00:54:56):

Uh, I don't go to our website to be quite Frank. | don't go to our website very often. | find it very
convoluted and kind of complicated. If you are a person that don't know very much about computers
and websites and going here and going there, we have to go through, you have to go through too many
different steps to get to where you need to go. For instance, if an individual was looking for the virtual
online, there were three places they'd have to get to before they could actually get this place. Right.
Yeah. So | think it's great if your ex, if you, if your experience, as far as websites and maneuvering
websites, but if you are novice, it can be very intimidating.

Speaker 2 (00:55:47):

So what would you like to see? | think those things that are most prevalent to job seekers, like virtual
online trainings, the job should be very upfront right there, or with just one click or instead of having to
go to four individuals, then you go to job search, and then you go here that, that information may be,
could be on the side, perhaps set aside. And if you're looking for jobs or seminar interviewing skills, you
can just go right to the right or on the left and click and you're there. So just maybe a cheat sheet or
something to that effect that you don't have to go through so many different layers to get to where you
need to do.

Speaker 1 (00:56:31):

Absolutely. What about, um, do you, do you think, uh, a virtual chat where perhaps a person get typing,
where do | find virtual events, or where do | find a resume events, or even when you do

Speaker 2 (00:56:46):

That? S unless you, even when you do that, there are things that comes up then unless you know what
they are, you're not going to understand. So you're still going to end up having to click here and click
here because we have a lot of topics just, just say resume. So there are like four things that are pop up
that you're still going to have to go through each one to see if that's what you actually need.

Speaker 1 (00:57:11):

Okay. So yeah, maybe a sidebar that specifically says like calendar calendar event. Okay.

Speaker 2 (00:57:18):

Yeah. Or something that you can go exactly to that without having. Yeah. Because in addition, we have

two curriculums, we have a job search seminar curriculum that provides some assistance with resumes.
Then we have, what's called a, when | grow up curriculum. So if you just type in resume, you might eat,
you might get one or the other.

Speaker 1 (00:57:40):

Right. So, and people may get confused and sign up and register for the wrong thing. Okay. So making it
as simple as possible as an employee now, that's what you're saying outward facing for customers that
you feel would be, make it better and more comfortable for them, um, to be able to access that because
you're right. Everybody's not technology, doesn't it incline technology-wise. So, um, and | don't know if
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they have trouble seeing this on their phone or if they, you know, if they're able to do it on the phone or
not. Um, what about internally as an employee? What, if any changes do you feel would be helpful to
any Reaper? Do you have a reporting system? Like, do you turn in and turn in your time or your mileage,
or do you ha how, uh, just admit any documents through the website or

Speaker 2 (00:58:37):

Yeah. Uh, workforce solutions, uh, has, uh, three contractors. So all of us are employees of one of those
contractors. One is Baker, Ripley, Equis, or, uh, interfaith charities. | work for interfaith now, interface
time, keep time, uh, system is different than Baker. Ripley is Baker Brad's care has its own. So each
contractor has its own time tracking system. The one that interface uses is called Paycom.

Speaker 1 (00:59:11):
Okay. And

Speaker 2 (00:59:14):

| think Baker, Ripley use what's called Ultrapro or UltiPro, I'm not sure what care use. So each contractor
uses a different timekeeping, HR, payroll time keeping system, but it's not done through our website. It's
a whole different app that we use. We don't, even if we don't go to the website at all.

Speaker 1 (00:59:38):

Okay. So an app, would you like to see something that was available to you online on the R K solutions?
Or, oris it you're okay with the way that

Speaker 2 (00:59:49):

With the way it is now? Because yeah. Uh, right now we can, we have it on our phone. | mean, we can
clock in and out on our phone, keep track of our time on our phone. So it's a lot easier. | think having it
separate from the website, because there's just so much information that involves our system, not just
the jobs or seminars you saw the parent chat, you got the employed deficient, they're doing hiring
events and they hold seminars. Uh, | think keeping it separate apart from the website it's for me, uh, in
my opinion, would work is best. Okay.

Speaker 1 (01:00:29):

Um, okay. So what about, do you have to submit any documentation from these meetings, the events
that you have and do the attendees have to submit any documentation? So for instance, if somebody
that's involved in snap or TANIF, if they, if they record this, they, | mean, do they have to submit that as
a part of like, Oh, this is, was a part of my job training or job search, or, um,

Speaker 2 (01:00:56):

If, if they're a snap orientation customer and it's a part of their plan, then they probably will have the job
search. They probably will take the class in with the career office staff so that they can track it for our
purposes, for the regional team. We do keep our own tracking system of all the events that we do for all
the events that we do. We track where the date, the time, the number of hours, which facilitator
facilitated that events. How many attended the event? What platform did we use? Um, so we track that
apart from, uh, the website and other apps. We, we, we have our own internal system we use. And what
is that? You're just a spreadsheet.
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Speaker 1 (01:01:45):

Oh, okay. So you're just saying you just create it. Do y'all have to submit that to anybody. Do you have to
submit it to the board member or who do you, do you have to submit that to you?

Speaker 2 (01:01:55):

No, but | do make it a practice to do annual reports as well as quarterly reports. And | submit quarterly
reports and annual reports to the board. And you just do that through email. Okay.

Speaker 1 (01:02:12):
They don't ask you to you just do it. You're saying that's something that you, yeah.

Speaker 2 (01:02:16):

Okay. It's a good practice to have. It's not.

Speaker 1 (01:02:21):

Um, okay. So have you seen this shift with the shift from in-person to virtual? Any feedback on that?
They like it better or prefer that

Speaker 2 (01:02:31):

| like get better? Does the team like it better?

Speaker 1 (01:02:34):

| guess we can look at all aspects of customer the facilitators, which would be like the church, the
organizations that are hosting it, the hostess, the hosting, uh,

Speaker 2 (01:02:44):

Yeah. You know, it's almost 50 50 for a lot of the events that we're facilitating virtually, but let me be
more specific. | know the schools prefer face to face because kids tend to be more engaged when
there's someone that they can see and you can, uh, interact a little bit more in person than virtually. So |
think for our events, with the school districts, once my guess is once this pandemic gets to a safe place,
we get to safe place. We will end up going back to face-to-face. We will find out probably we'll probably
end up doing maybe 75 face-to-face in 25 virtually, but | think we will end up doing a combination of
both depending on the venue. Um, ours, the facilitator's concern, um, is 50 50 us. Uh, uh, most of the
facilitators are okay with virtual, but we like that engagement with the students. You know, students get
to come up after advantage say that was really great. Thank you so much. | miss we miss that
interaction, that one-on-one connection with the, the individuals and stuff. So, | mean, working from
home has had its benefits and we're grateful for it. But if we had a choice between continuing what we
do virtually and going face-to-face, we would choose face to face. It's just more effective.

Speaker 1 (01:04:11):

Um, but it's lot. So your, your events are not recorded. They are live so that's actual in real time. So that,
that does make a difference too. Um, as opposed to somebody sitting and watching a recording. Um,
okay. But you're just saying overall, you think it would be more effective just to kind of phase in some
sort of face to face.
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Speaker 2 (01:04:31):

Eventually we will. | don't know exactly when it's going to happen, but, uh, of course it's gonna depend
on our economy and the vaccine distribution and all those other things, but essentially I, um, | have no
doubt. We will be resuming some face to face. We may not, it may not happen until the fall. It may
happen in the summer, but eventually we will go back to doing some face to face.

Speaker 1 (01:04:56):
Well, | thank you. That's all | have right now. Um, it's valid

Speaker 2 (01:04:59):

And help, and | haven't thrown a wrench into your plan.

Speaker 1 (01:05:03):

You've been very helpful. Um, I'm so glad that, um, we got a chance to speak with you because honestly
speaking, um, none, none of the managers mentioned this, this component of the career office that,
because you said you were all based somewhere and that's probably why they weren't looking at it from
that perspective, because you're not actually working in directly in the office. You're just housed there.
Um,

Speaker 2 (01:05:29):

Yeah. And sometimes we don't even see, we may only see a manager and a career office maybe three or
four times out of the year. Oh, wow. So, | mean, we don't really, we interact more with the line staff
because they're always there, but, uh, with the managers, not as much because you know, they have
busy schedules too, and the time we're in the office, they might not be in the office, but, uh, am | going
to say this real quick, all of the facilitators and the navigators are required to make sure that they're
keeping the manager kind of abreast of, you know, what they're doing? Um, they report directly to me,
but they also indirectly report to the managers at the, at the offices.

Speaker 1 (01:06:14):

And how do they file any reports? Is it done

Speaker 2 (01:06:18):

When | say report like, uh, uh, like for instance, if they're going to be on vacation, they'll send me to
request, | want to take vacation, then they'll CC the office manager. So the manager will know

Speaker 1 (01:06:30):

What system do y'all use for that. Is there a workforce solutions, uh, system for requesting time off or is,
are, y'all just doing it through email,

Speaker 2 (01:06:39):

It's really based on the contractor. So it's based on the contractor now for the regional team, if a
navigator or a facilitator's requesting, um, a vacation, then they will just simply email me. Uh, the office
manager say, I'm interested in taking March the eighth through the 15th off, uh, and I'll say, okay, you
don't have any events scheduled. That's fine. And then it'll go into whatever system, depending on who,
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uh, who their contractor is, either facilitator for Baker, Ripley, then it would go and UltiPro, if it's
interfaith and | will enter, then it'll, | will enter it. So. Okay. Does that make sense?

Speaker 1 (01:07:26):

Yeah, it does. Absolutely. It actually does make sense. | understand it. Um, so you've done a very good
job of breaking it down

Speaker 2 (01:07:33):

So glad | was so concerned, upset when | saw the email. I'm not in the office and I'm not sure how much
help I'm going to be. So I'm, I'm really, really, truly glad that | was able to be a help. | don't need to meet
you to be a help, but if there's anything | can do while you're putting this all together and you have some
last minute questions or need some last minute pieces, uh, call me, uh, feel free to call me. Or if you
send me an email, um, for some reason your emails were going to my junk mail that you told me. And
I'm, | rarely check that. Not as often as | should, so | need to make a practice, but feel free to call me. I'll
I'm more than happy. Seven one three, okay. Three, six, seven, okay. Five, four, six, five. Great. And I'd
be willing to help any, any way | can. So if there's any missing pieces for you and you think | can help you
feel free to, and if | can't, | know at least two to point you to Isabella.

Speaker 7 (01:08:39):

No, I mean, | think it was really informative if | could just think about how the curriculum maybe has
changed a bit. Now that you're virtual, if you wanted to, if something comes to mind or maybe we'll
think more about it, um, how it could benefit, you know, on more of an online platform, just maybe
some changes that have happened with that, but we can follow up later if that comes up. Okay.

Speaker 2 (01:08:59):

We're in the process of reviewing our curriculum now because it was great. It's great. Don't get me
wrong for face to face, but so much has changed now in a workforce development in terms of how you
look for a job and, um, applying online and now most employers are having you do these pre-
assessment tests. Um, so a lot of resumes now will be re, are being, are review. And even we've had
people interviewed by robots and didn't know it really. Yes, it depends on the company, the larger
companies, some larger companies are not actually now using you. You don't even know it are now
using robots for interviews. Wow. So, and you have to be very careful because they use, they put some
kind of metrics in there where they scan body language. They look at eye contact, body language, they
do a lot of, how should | say evaluating you based on tone of voice, your voice, your eye contact, how
you move your head, your shoulder, all kinds of things that you would never even think about. So
looking for a job is changing, it's evolving. And so we realized that our curriculum is good, but we need
to go back and look at it and make sure that we're keeping note with those changes in, in the workplace
and how you look for a job.

Speaker 2 (01:10:30):

That's amazing that that's where we're headed. And | guess it's cause a reduction in force also, you
know, and work workforce. So, um, um, no, that's helpful. So yes, you're right. So y'all are in the middle
of, uh, maybe adjusting your curriculum somewhat to accommodate these new, uh, new interview
forms. Yeah. Yeah. My, uh, real quick, and | know you got to go and | got another, me, my daughter, um,
got laid off too, and she's been looking for a job and for every job she's applied to, she's had to do some
type of assessment in the assessments have been anywhere from 10 minutes to as much as 45. And
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each of them have been different. Some of them are behavior questions, one test she had to do where
they gave you. They give you some blocks and you have to decide which piece best fits into this block.
Wow. So it's changing. And so | said all that to say, we have to make sure that our curriculum and what
we're doing to help our customers get employment, that we're keeping up with that so that we can
prepare them for, uh, to look for a job.

Speaker 1 (01:11:44):

Okay. Yeah. Thank you. No, that's a very helpful, um, | think that may be good for a, uh, to get to, we
also have a partner firm that's also working with us as well. So that may be some good information and
feedback to give to them in regards to, you know, adapting, to changes to, um, employment searches or
employment interviews. It's very helpful. Thank you so much to Lisa.

Speaker 2 (01:12:14):

Feel free to call me if you have any problems or questions. Okay.

Speaker 1 (01:12:17):
Well, thank you so much. Take care. Bye bye.
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Speaker 1 (00:01):

Um, but we're working with them so that we can look at ways and ways that we can improve the, the
system itself, the online system, um, not just for the customer, but also for employees as well. Um, so
we have a series of questions and these questions may seem very elementary to you. Cause | know you
do this day in and day out, but, um, we'll be asking you questions that basically breaks down the
customer experience, the systems that are used within the career service offices, um, by both. Um, so |
may repeat some questions or ask for clarity on questions. Um, but under no circumstances, is it, you
know, an assessment of your office of that may in that manner, it's more, we're just strictly, uh,
operational, strictly operational. Um, and when | make sure that we understand the process better, so |
will I'll I have some questions for you. I'm sure. Ron has some questions for you as well. So we'll go
ahead and get started. Um, if you can go ahead and just say your name and your title, um, position for
us for the record.

Speaker 2 (01:07):

Yes. My name is Michelle Westlake and I'm the office manager for the waller workforce solutions
location.

Speaker 1 (01:14):

Okay, great. So my first question, Michelle is describe the roles within the career service office.

Speaker 2 (01:24):

There's many roles, many. Um, so, um, we have like myself office manager who runs the office to make
sure that the daily reports were done and make sure everything's running smoothly, make sure that the
staff understand the new issuances that are coming down. Um, we have our supervisor that also makes
sure everything's running smoothly. He has his own reports that he does, and he helps with, we both
help with the training of the staff and making sure that they have a clear understanding and what our,
where our customer service to look like according to what our board and our TWC would like to see.
And, um, we have a greeter, she answers the phone. She also even assist with resetting passwords, um,
for work in Texas. Um, she, she can even do what we call reconsideration. Our, our, our staff are able to
do a lot of multiple things, not just one thing.

Speaker 2 (02:19):

Um, we have resources and specialists and we're actually in the process of hiring for that right now. But
what they do is they help customers on the resource floor. They can help them with their work in Texas
application. They can help them with resumes. They can, if they get stuck on an application that they're
submitting to a, an employer, they can help walk them through that, you know, maybe see where they
got stuck at and help them through that. Um, they also can provide the greeter and the resource
specialist also provide the type of services that we do like that we can provide for our customers. If
there's additional resources, they need both are able to provide them additional resources and where
they can go. Um, we have employment counselors who help with job searching, resume, writing support
services, like we'll work, support, um, multiple things as well. Um, they can give a little bit of information
on our training, but then they'll refer the customer to a personal service representative who then in turn
does more of the bigger picture with the case management and with helping people with like substantial
support, anything that's over 200 training, um, snap, uh, Cain of customers, finding jobs, working with
them to track their hours. Um, so that's pretty much the roles in, in, in our offices.
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Speaker 1 (03:39):

| want to go back to a question, um, as far as your daily reports that you're preparing, what system or
app are you, are you preparing those through,

Speaker 2 (03:48):

Um, different ones? It can come to it's like, um, one of the things we do, like a cash setup report on a
daily basis where it tracks the number of cars that we have on hand. And we've pulled that from our,
um, matrix is, um, yeah, it's just a matrix thing that, um, is able to report our inventory and how many
we should have on hand and how many we gave out that previous day and make sure that nothing was
admits that we didn't have an issue with. Maybe Bizel, maybe it didn't swipe out and Gizelle or
something. So we keep track of our daily cards and stuff like that, that we submit out. Um, our boss, our
directors, our even has, they may send out a spreadsheet that they need for us to track numbers on or,
or answer certain questions. So we do a lot of spreadsheets, um, Apple active and inactive reports from
our, um, twist.

Speaker 2 (04:47):

And it allows us to see, um, it allows us to manage our cases better because we can see who's coming
up. Like, should they be completing school? | need to follow up with them, make sure that they're doing
okay. Make sure they don't go past a certain date if they're going to, | need to update it. Um, w work in
Texas, | pull reports from work in Texas as well, um, to see who is applied for unemployment, what age
group are they in? Especially if we have a hiring event coming up or we're trying to target a certain age
group. So we, we use multiple systems to pull reports from.

Speaker 1 (05:20):

Okay. And, um, do you have rehabilitation vocational rehabilitation in your office?

Speaker 2 (05:27):

| don't, but | do have a point person that | can contact and refer any of my, of anyone that might have a
need for VR. | do have a point person that | can refer them to.

Speaker 1 (05:39):

Okay. And any recruiters in your office as well?

Speaker 2 (05:43):

They're not located in my office. | do have them assigned to my office and | have a good relationship
with the recruiters and the recruiter managers as well. So any type of needs we have there, I'm able to
reach out.

Speaker 1 (05:54):

So they're just not, they're not in, they're not there yet, but you can connect with them. Okay. And do
you, um, just through regular communication, | mean, there's not a system that you all use for that or

Speaker 2 (06:07):

To reach out to like VR and to creators is sort of regular. | like with being heard, we have a referral
referral form that we can use, but we can also, | can take it. The son, | have his cell phone number. | can
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reach him through email. Um, so there's multiple ways, um, with the manager of the recruiters or with
recruiters themselves, | have his cell phone number. | can reach out to his staff by email.

Speaker 1 (06:31):

Okay. So there's not any particular system that you all use and | wanted to ask you, | should have started
with this one with who are you contracted through

Speaker 2 (06:40):

Interface.

Speaker 1 (06:42):

Okay. Okay. And just walk us through, are you still receiving customers in your office or is it curbside?

Speaker 2 (06:52):

No. At this time it's curbside. Um, and, um, it is, | think by appointments only, but we always, of course
we always take a septum. If someone just comes to the office and they call us, we'll help them. We don't
make them leave. We don't make them set up an appointment. We just do we go ahead and assist them
right then and there with their needs, whether it's faxing, whether it be email me something to print off
or if they need something copied. Um, so yeah, so right now we're still doing curbside appointments,
but if they show up to the office, we'd go ahead and assist them

Speaker 1 (07:26):

And you'll still assist them. Okay. And are customers using the wifi services that are available at the
office?

Speaker 2 (07:33):

We've had a couple that | know that have, you know, cause it is, we've had it extended to the parking
lot. So I've seen a few that have called and they've actually used it out there once we let them know,
Hey, it's been extended to the parking lot. If you need it, you're more than welcome. So, um, I'm going
to say we have a few that have used it.

Speaker 1 (07:50):

Okay. So, and the customers are aware of it or is it like you said the, you, um, basically if they come up
and then you let them know that they can.

Speaker 2 (07:58):

Yeah. Basically when they come up with let them know, but while are hints is kind of a small area, so
word of mouth thing start getting out. So we'll probably see more people coming, you know, or calling
us and making sure it's okay to come on that.

Speaker 1 (08:11):

And with the usage of that wifi, are you also having to allow them to use your, um, pads?

Speaker 2 (08:19):
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Yes. Most definitely. If they have a need and they're not able to use their cell phone for that need. Yes.
They can definitely use our tablets.

Speaker 1 (08:27):

Okay. Cause that's what, that's what we're finding that, um, there's a concern as far as the technology
piece that a lot of, uh, the customers may or may not have access to, well, they don't have access to,
um, anything other than possibly their cell phone. And there may be difficulty with, uh, uh, completing
the documents that they need to complete effectively by using their cell phones. So they let us know
that they're having

Speaker 2 (08:56):

Any kind of issues. Then we will definitely offer the tablet to them. Or if there's something that we can
help them with, you know, like if they can email it to us and we can finish, you know, we not finish it on
private printed off for them, or if they can, if they say, Hey, | can't finish this because of my phone, then
we can offer them a tablet.

Speaker 1 (09:14):

Okay. Are there any services that you feel can't, um, occur online at this point?

Speaker 2 (09:23):

No. We've pretty much have been able to go virtual. We can do all sorts of people online. We do our
orientation for Alon at the customer. Some customers want to see face to face and, but we're finding
most customers rather just talk to us on phone, but they have any issues. We can send out a team invite
to them and walk them through those issues. And we have, um, we pretty much everything can be done
for actual, if we have a training student that needs our vouchers, | can sign it and send it to them
virtually | can send a copy of it to the school, um, as we're doing, um, because we also have painted
dock if a customer needs to sign documents, if we're done support service, we can send it through
Panadol and they can sign it that way. Um, there's, there's really not much that we can't do virtual now.

Speaker 1 (10:12):

Okay. And, um, can you just kind of go through, | know we've kind of mentioned it and hit and missed.
Oh, | did want to ask you one thing. I'm so sorry. | think it just, um, | had it, you know how you have the
guestion? Could you have you said something? Oh, the, um, the appointments, are you all utilizing
appointee?

Speaker 2 (10:31):

Yes. Yes. We do use it a lot. We do use a pointy. Yes.

Speaker 1 (10:35):

And what has the feedback been, um, for customers as well as your employees in the office?

Speaker 2 (10:43):

Um, we haven't really had a lot of feedback of course, like issues or anything. Um, the customer seem to
be able to go on there. Okay. S in the very, excuse me, in the very beginning, when my, | had a couple of
customers that got a little confused, so we would schedule appointments for them if they call in and
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they're wanted to know about their unemployment. And they're like, Hey, | see that | need to make an
appointment. We'll go ahead and make the appointment for them. You know, it's not a problem. Um,
but we haven't gotten any kind of feedback that says that they're having issues using it. Now the staff
are not having any issues.

Speaker 1 (11:17):

Okay. Does the staff prefer so overall it's a positive for the staff? They, like | said, overall, it's a positive
for your staff as far as seeing their schedule daily and knowing what they do with the issues they have to
address every day.

Speaker 2 (11:32):

Yes. Most definitely. It makes a lot easier. And then two, if for whatever reason, if the appointment
doesn't take, as long as she thought it was going to take, or if their customer, for whatever reason isn't
able to attend, then they'll move on to the next thing. If the customer calls in they'll go ahead and assist
them. If they're not with another customer or, you know, we'll have someone else to assist the
customer. But yeah, it makes a lot easier. It makes it for my supervisor not to, to see what the staff are
doing, what's going on, especially for those that are still working from home. We have a better idea of
what their day looks like.

Speaker 1 (12:01):

Okay. That's good. And can you, um, name the software systems that you use in the career office?
Whether, | mean, | know they're working from home as well, but what are the, the main software, the
software systems that you're using? So like we know it's a pointy, um, you're using work in Texas. Are
there, what other,

Speaker 2 (12:21):

Yeah. Oh gosh. Okay. So obviously appointee work in Texas. We use our twist. We, um, use gazelle,
which is what our batches are in. We use our fact issue, which is an internal communication between
our financial aid support center PFAFFA, which is our payment office and our tracking unit. Um, let's see,
uh, I'm looking, um,

Speaker 1 (12:47):

Take your time. | know you probably have to think like, okay, wait,

Speaker 2 (12:51):

Um, uh, Oh, we'll use our document, which is where we do all of our electronic filing for our customers.
We keep all of their documents electronically. Um, we use painted doc, which is what we can use to
send our customers documents and they can sign it and send it back to us. It's a really easy way for a
customer to be able to sign them and also for us to attract. And they viewed it, signed it. So if we're
seeing that they're not signing their orientations, we can call them there. Hey, did you get it? You know,
| really need for you to sign it so you don't lose these benefits. So it's an easy way of keeping track of
what you're, if they've even viewed it, look at it, try to send it back or what's going on. Um, those are the
main things that we use.

Speaker 1 (13:30):
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Ron, do you have any questions in that area for Michelle? No, I'm good. | think we're covering
everything. Okay, great. Okay. Um, so now what, um, what feedback are you, are you getting any other
feedback from your employees, um, regarding the online system? Um, cause | know they're addressing
customer concerns, but is there anything that you've been hearing consistently from the employees
that, you know, Oh, this is kind of difficult for them to do online, whether it's documents or,

Speaker 2 (14:08):

Um, I've only had maybe recently, um, | noticed that two customers not to, | know it's one of our
customers had not signed her documents and she kept telling my employment counselor why | didn't
get them. So she sent them one more time to her and she finally got and was able to find them. That
was the first issue I've heard of a customer, not receiving the document to paint a doc. Um, but no, |, |
think right now the customers appreciate the fact that we can do some of the salons to that because
there's still, some are concerned about coming to the office and they'd rather do it either backbone or
on teams, you know, one of those it's easier for them. Um, and yeah, they seem to that a little bit better
right now, instead of just coming in the fact that too, | mean, again, we can still help them with their
other needs, such as, um, printing stuff off for them doing their, you know, copies for them or their
faxes. So we really haven't had any negative feedback

Speaker 1 (15:08):

As far as, as far as from your employees. And then like, | know there's a lot.

Speaker 2 (15:12):

Yeah, yeah, yeah, no, I'm you, my staff, the only, um, I think the hardest thing was, | think we've got this
issue fixed was | have one staff that live kind of far out, um, and the internet service isn't as good, but |
think we finally have been able to fix that issue for her and our, it guys were finally able to get her to
where she could get tied into her desktop. It may not run as fast as she would like for it to, but | think
that's been like the only issue is maybe like the internet services depending on where people live is not
as strong or as not as, | guess, not as strong, not as good

Speaker 1 (15:48):

Right. May take a little bit longer. Um, and then the customers, of course, | know that we've been
hearing a lot, that there are some customers and it usually relates to generation. Um, as far as those
that want to come into the office, they're just not tech savvy or they, you know, so they're, they're
wanting that and or maybe they just want that in-person, um, experience. So are you finding that, um,
with a certain age group?

Speaker 2 (16:16):

No, | don't find it so much with a certain age group as to the frustration. I'm not dealing with software
unemployment because a lot of times they tie us into TWC, even though we're the employment side. So
a lot of, some things still come into us and talking to us, we can file for unemployment for them. That's
where the frustration has come in. Not that they can't do it, not that because most of the people that
have called us and we've been able to walk them through it, either have a family member that is tech
savvy. And then we just talk with them on the phone with a family member. We're able to make sure
that they get that taken care of. The biggest complaint is not being able to get in touch with TWC. And
can they file for unemployment through that? That's been the biggest ones,
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Speaker 1 (17:01):

Right? There's still battling that misconception, which | feel it is generational just because, you know,
you may have a previous family member that has gone through that system and they think that you guys
are TWC or that they can file their unemployment benefits. Right. So, um, | would like you to walk us
through, um, we're a new customer coming into the office. Can you just walk us through that new
customer experience?

Speaker 2 (17:30):

Well, because there's so much, uh, it would depend on what the person was coming in for. So, um, let's
say the customer, you're a new customer coming in and you need job search assistance. Then we can
help you, um, afraid to work in Texas, let you know. Um, it's a really good system to use because this is
something implores you use to look for candidates. You can upload up to 10 resumes and you can make
those, um, they can specialize towards that employer because my, towards that employers, it's, you're
going to get hired with that position that you're wanting. Um, we can help you with job searching in
work in Texas to see if we can help you find some good matches. If you're coming in in your first home
customer and you're needing work support, then we can talk to you about, okay, you have a job when
you started, what is it that you need help with still type food?

Speaker 2 (18:22):

Yes, we can help you with that. So let's start that process. Um, we got verify your employment. We'll
start the process. We'll go through that. If the first time customers coming in and they're wanting
assistance with training, then we talk to them about what type of training are they looking for? All right,
well, let's take a look at our AGPL and see if that's not, let's see if that film there is, you know, what
vendor do we have in the area that you feel like you could, you're close enough to, that you would like
to attend the school? Um, the type of, if we assist you with your training, we can often help you with
transportation assistance to help you get back and forth, to training. That is something that you need.
Once you complete training, we can help you with job searching and help place you in a job. So those
are things.

Speaker 1 (19:10):

Okay. And then what about those that are coming for snap or Tana? What's that process like? Do they
automatically go through the greeters? | mean, | guess the greeters are the appointment setters, right?

Speaker 2 (19:22):

So yes and no. Um, for snap. So like right now, Avon, you have two snaps. You have gen coffin Avon. And
right now a bar, Avon is someone that is mandatory to participate. So the customer will receive an
outreach letter. And in that outreach letter, it tells them to contact the office or to even it even refers
them to our appointee online. Like if their outreach by my office, it will have the link to my office, to the
appointee and they can go in there and schedule their appointment. Now, if they happen to call, then
the greeter can definitely schedule the appointment for them. No problem. Then we give them a little
background about what's going to take place to Jacob is going to call you on Tuesday. You're going to,
your orientation will take roughly about an hour. Um, go ahead and register and work in Texas.

Speaker 2 (20:09):

Cause it'll help us out. If you have any struggles, don't worry about it. He'll help you. Once he make that
contact with you, we can walk you through it. We will help you with job searching. We can help you with
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work support. Once you find employment, if you need some type of support, why are looking at it?
Something else we can assist you with and we'll go over that with you during your orientation right now,
um, epitaph customer is outreached. Same thing. There provides a link for the orientation and if they
call into the office, we do the same thing and explain to them what to expect at the interview and how
long and give them an estimated time. That way the customer, you have to look at kids or something's
going on in their life. We try to let them know about how long the orientation will take.

Speaker 1 (20:52):

Okay. And then, uh, with the, with the snap and the TNF there's of what, the three, four week period
that they need to obtain a job, correct employment within that timeframe,

Speaker 2 (21:04):

There are different programs that sound different. Um, the answer is yes for, so for snap, for an a box,
for instance, St. John's for four weeks, if they don't find employment within that four weeks, if we have

a place to place them for, um, workfare, then we'll fight them work. There is still work with them to try
and help them find employment can have yes, ideally we would like for them to have find employment
within four weeks. Um, but if they're not able to reassess what's going on, you know, with Tim, if you get
a little bit more detailed with them, because they're with you longer chain of can be with you for a year
or two years or whatever the situation might be. They, um, if they need to get their GED. So with Tana,
you get dig a little bit deeper into what's going on.

Speaker 2 (21:56):

They can, well, honestly, they, they, they, they count towards the work rate. You have to make, make
me to work right for the state. So it's not, you know, so we dig a little deeper and try and figure out
what's going on to help place them in a job. Don't misunderstand me. We help snap as well. But | asked
them, for instance, Jen taught me a job or to keep for four weeks and then they're done. They don't
have to. And if they're not on a job in that four week and they choose not to continue with you, they're
not required to Avon. Of course you try and help them because here they are going to work fair. So
basically they're doing what was called community service for the, for to continue receiving their snap
benefits. So you do try and figure out why couldn't they get a job and you try and help them as well. Um,
that with tennis, if you find yourself digging a little bit deeper, because saying it's a performance you
have to meet,

Speaker 1 (22:50):

Okay. And then that work fair. That's another system you have to report to you as well.

Speaker 2 (22:56):

No, it works. There is like community service. So basically instead of turning in jobs for towers, they're
only required. So if they get, um, and it's based on the amount of food stamps to think that the value of
food stamps, or if they're getting like a hundred dollars, you take that and you divide it by seven 25 and
that's how many hours for that meant that they're going to need. Um, so it's just basically trying to help
them gain some work skills in case, you know, could you ask them like, you know, why do you think
you're not getting jobs that do, do we need to work on some of your skills? | have a place | can place you
to help you with those skills or let's look at training, let's take a train. Can we help you into training and
help you gain some of that skills too, and get a certificate to help you get that job? Do you need your
GED? You know, so we try and figure out what's going on.
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Speaker 1 (23:44):

Okay. And just some clarity on TANIF. So wa someone that's with tan F they are receiving state benefits
as well.

Speaker 2 (23:55):

Yeah. Temporary assistance for needy families basically is, um, monetary. It said like they may receive
like $247 a month have to find a job it's um, and it could be getting that in food stamps. Um, but
basically they're participating in job, searching with you to continue receiving those benefits. But the
biggest thing is, as you encourage them to get a job, because who can, you can't live off $247 a month,
you know, and maybe $300 in food stamps, let's be real. So we're trying to help them understand that
let's get you a job, let's help you be able to get, you know, better, you know, stable, you know, so yeah.
So they're receiving sustained benefits as well, and they have to job search for those.

Speaker 1 (24:42):
Okay. And their reporting system comes through TWC. Is that correct? Or,

Speaker 2 (24:49):

Yeah. And so, um, they come through health and human services, health and human services. Um,
they're they are ran by the state. Um, they, um, so basically our system communicates with our Swift
communicates with their careers and it lets us know who needs to be outraged. So that's how we know
or lets us know who's receiving benefits. If a customer comes in and says, Hey, look, | was approved for
pain. If | need it, | want it. | have an interview coming up. | need childcare. So we can look in there, see
that they're receiving benefits and do their orientation and provide that service and help them get that
childcare. So it it's, | guess I'm giving you too much. I'm sorry.

Speaker 1 (25:36):

It's great. Because | mean, we, you know, we've done this as like our fifth interview, so we kind of have a
little idea about, you know, the process, but each time we learn a little bit more, right. Isabella, it's like,
we're getting there. We're, we're learning a little bit, uh, more and you go into more in depth because
like | said, you guys do this every day. And so you're kind of like, Oh yeah, it just flows. So we just break
it down a little bit more. Um, but, um, so who decides, who is job ready? Who is, or isn't job ready,

Speaker 2 (26:06):

Basically the counselor. Um, and they, they do basically assessment. And I'll give you an example. You
have a customer that comes in and they're having a hard time getting jobs. They don't have their GED,
unfortunately, realistically, even to work at McDonald's or somewhere, even to work as a CNA, you got
to have your GED or your high school diploma. So, um, or if you find that they don't have the skill to try
and get that job, you know, so as your, or were they going to have housing? What if they're going
through abuse or something like that? So the counselors doing the orientation and | never call it
orientation, but realistically it's an assessment to find out what their needs are and to make sure that
they aren't already cause you don't want them to fail because if they don't participate, if they don't turn
in their hours, they lose those benefits. And that's not what we want. So the counselor does an
assessment and then | make sure that they aren't shot. Right. Cause if they're not, we're going to get
them job ready to make sure that they do not lose those benefits and they're able to continue receiving
them and do what they need to do.
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Speaker 3 (27:08):

Michelle, this is Ron. | have a question related to that point, right there. Is there a specific cyst, is there
kind of a, for lack of a better word, a codafide assessment that they do or does each of the, uh,
counselors kind of do it differently and is there a system or a spreadsheet or a way that they gather and
collect that data in case they need to use it in the future? Those types of things.

Speaker 2 (27:31):

Great question. And yes, we use our twist and our twist is our case notes. So we do have a, um, you
have like this foundation of questions that you can go by, but as you get more familiar in your role, you
start knowing the questions to ask. And as you're learning that customer, you know, different questions
to be asking, to find out more about them and we document all that in twist. So not only can | see it, but
it seems statewide. So if this customer goes to somewhere else, if they go to Austin, they go to Dallas,
they're going to see how we were helping them and continue them with that assistance.

Speaker 3 (28:09):

And the documentation that you do is that, uh, is it standardized? Like there is, is there for, again, lack of
a better term on assessment form you use or do they do the assessment and then kind of free flow, text
and twist and then that's what people see.

Speaker 2 (28:23):

Yeah, no, um, it depends on the counselor, honestly. Um, there is one that | give my staff to use that
we've always used it it's called the comprehensive assessment desk gate. And it covers everything from
that person's education work history background, like, do they have a criminal background? Do they
have, what about their education with their family? Like, like their family situation, like, um, some
people even, um, maybe just go off and then we also have to leave. We have a no like list of like
guestions that can be asked again. There's like, as you get more familiarized with your role, you don't
necessarily go, you don't necessarily do that. If that makes any sense, you kind of knew what questions
to start asking. And as you get more deeper with the customer, that's what you're putting into your
twist and what the notes are. So it's, | don't know if I'm making any sense. So yeah, we have like a, um,
like a basic question thing or something that you can use as a guideline, but, um, each board is different
the way they want their notes to look like ours. They weren't very detailed. So we get very detailed. We
tell the story and back seeing other case notes from other fours look a little different than ours. | don't
know if that answers your question. Okay. Wanted to, um,

Speaker 1 (29:42):

Go back to the orientation, which you said is really typically more of an assessment. Um, does the
process change if the customer is, and I'm just going to name the different categories, um, receiving
unemployment benefits, seeking skill improvement, job training, seeking financial aid, or as a young
adult.

Speaker 2 (30:02):

No, it doesn't. And I'll tell you why, because if we use what | was talking about earlier, just as our
foundation, if you will questions to ask, it goes along with anything that you could be a part of. If you go,
like, if, | mean learning about your history, your work history, your education history, do you have some
type of background? Are you experiencing youth? What are your situation? It might be all of our
assessments fit the category. The only thing that changes you may customize it more to what that
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customer needs, you know, you know, um, the way that you're going to help them will be a little
different. But for the most part, the assessments are the same, but it's been, it is customized to the
needs of that person. Does that make sense?

Speaker 1 (30:51):

Absolutely. Um, | specifically, | think I'm sorry, what were you going to say?

Speaker 2 (30:57):
No. No. Okay.

Speaker 1 (31:00):

Um, with this seeking financial aid aspect of it, is there a different, um, is it still being done through twist
or is there a different source that you use

Speaker 2 (31:13):

As far as,

Speaker 1 (31:14):

So when they come in and they need the scholarship scholarship, um, the is for like a training or school
or whatnot, | mean, that still goes into the same system or is there a separate system for

Speaker 2 (31:26):

No twist is our system for all of our case suits. And for all of our tracking twist is what we use to, um,
yeah. To put in our assessments, to pin our service tracking because you have to you'll have your
tracking in it, put in the service tracking for them to the board or ourselves can pull these reports and
see who's under what tracking where we're at the board can see where our numbers are at through the
twist issues for, for all of our, for all of our, um, case management.

Speaker 1 (31:57):
So that online app that they have to fill out for the financial aid goes through that system.

Speaker 2 (32:04):

The online app goes through what we call document. It goes through our electronic. So basically the way
that works, um, is, um, a customer calls me. They're like, Hey, look, I'm interested in going to school for
CDL. I'm like, okay, great. I'll go ahead and do that assessment right then and there with them. And then
I'm going to refer them to the link to go and complete the application so that when that application hits
our document system immediately, because then it's assighed to someone in the financial aid support
center for eligibility. And that way they already see that I've done my assessment and this customer has
a, um, meet majority of the eligibility requirements because you still have to look at income and a
couple other things. Right. Um, and then the hinges are part of it. So when the financial aid application,
when I fill it out, it immediately goes into our document system so that it can be reviewed.

Speaker 1 (32:55):
Okay. And that's a separate URL or website. I'm sorry. Okay. What's the same
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Speaker 2 (33:05):
System.

Speaker 1 (33:06):

Okay. A separate system. Are you, and what's the, what's the system or what's the site? Is it through
work solutions?

Speaker 2 (33:14):

It's document, document document? Our filing system is [inaudible].

Speaker 1 (33:21):

Okay. Um, and are you feeling, uh, do you, um, as far as young adults, I'm not sure, do you service a lot
of young adults in your office at your location?

Speaker 2 (33:32):

Which yeah. Um, we have, um, and I'm trying to think, because it has been a minute with the whole
COVID thing. Um, | know that we've serviced like our numbers at 10. We're probably done between 10
and 15 we've, you know, um, we try to service more is my area's a little different. Each year is different.
And within the actual sheets and area, they service a lot more adults, young adults than we do out here.

Speaker 1 (34:02):

But do you, do you feel with the young adults that perhaps there needs to be a separate, a separate site
or a separate for them to, to address the needs that they have? Or are you finding that they're the same
overall?

Speaker 2 (34:17):

No, their needs are pretty much the same. | think, | think we're where we are going to get where we're
actually talking about this and trying to figure out where to get stronger is recruiting them again,
engaged in what we're doing is a big thing. It's not so much because the services are the same. They
might need training. Ma you know, you have a lot of young men that want to go into like a welding
electrician, HVAC, you know, um, we have a lot of, | have a lot of students right now, they're in nursing
and some of them fit the young adult age. Um, so they're wanting the training. They're wanting the jobs,
they're needing the support services. Those pieces are not different, but what's different is how can we
get them engaged and how can we let them know more about it and how can we communicate better
with them? That's what we're. And we're actually, | want to work for it when we're working on that, like
using the Twitter and the Tik TOK and ways to actually outreach kids, young adults.

Speaker 1 (35:10):

Okay. So you're looking at the different, uh, social apps that you can use to reach out. Okay. Okay. Um,
so let's see. Well, I've kind of answered that one, what services are currently taking place. Um, so you
think that anything that that's taking place in office, | mean, you've got curbside at this point, so really
you only are seeing people that are walk-ups right. They just still in come to the office, but, but, um,
everything else is being conducted curbside. So nobody's really coming in. Other than those that are just
walk up or curious about what services are. Okay.
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Speaker 2 (35:51):

Yeah. And yeah, so far we really haven't had like, um, you come up and we have our nurses on the door
to the, Hey, we're here to help you just give us a call, let us know, and then we can go from there. Um,
most of the people are already calling. They know that workforce relations is close to headlock right
now. Um, | didn't ha honestly, | did have an increase in walk-ups and I'm really think most of it had to do
with the case of last week storm. Um, there were some people trying to reach out to unemployment
due to that, uh, last week's storm. So we did get a lot of walk-ups for that every now and then I'll get a
up for unemployment because the letters that go out say be at the office from the hours of eight to
four, you know, so, um, but we don't have as many as you would think.

Speaker 1 (36:45):

Okay. Let's see. Isabella, Ron, do y'all have any other questions? Okay.

Speaker 4 (36:51):

No, | was just thinking about, um, just cause we're talking about online and we're trying to find things
that could be translated. And I'm just wondering maybe what is your kind of like wishlist for what you're
using, what you're seeing now on the website, what would be like your wishlist, whether it's maybe an
addition. | know you guys have been doing virtual orientations, but there's something maybe that you're
thinking would be a great asset to add to the website.

Speaker 2 (37:16):

I'm thinking. Um, you know, | think right now, um, with them adding the financial aid application, which |
think was a really good thing to do because not everyone has access to get out to the offices or to print
out the application. So them being able to do everything online and affluent online, | think that was a
huge asset. Most of our stuff is already on there. Our ETPL system are, um, you know, for people to look
at what training we offer and who our vendors are in our area that's already on there. Um, I'm trying,
I'm just trying to really think, um,

Speaker 4 (37:53):

Or like a, um, mentioning like G like customers kind of like a G chat or some sort of like assistance tool
for when people have questions about certain services, but it would just be like online. How do you feel
about how do you feel about that?

Speaker 2 (38:08):

| think it would be good. Um, but | mean, the offices are also available and we're answering the phones
and can take the call if it's something after hours, that would be a good thing. Um, but because like all
the offices are listed online, our phone numbers are listed online, | guess. Like, | see what you're saying. |
think that would be good for after hours that most of the questions are already coming in to the office.

Speaker 4 (38:33):
[inaudible]

Speaker 1 (38:36):
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Okay. And have you with that, um, what issues do customers frequently encounter on the website? So
just for example, are there issues with forms, documentation, or with deadlines and meeting dates, for
instance, in the appointee like cancellations, do they experience any delays with that?

Speaker 2 (39:01):

Um, | haven't seen anything with their pointy yet, but, um, we had a few kinks with the on app with it
working out. We did some tests, um, some for the, has the officers do some tests just to kind of help
them figure out what's going on? Cause initially there were some issues with uploading the documents
or getting through the online application. | believe most of that's been worked out because even my
office, we haven't received very many calls about people still having issues. Um, most of the, so
enlighten the last time | went in and did the practice run, | didn't have any issues, but | think they got
most of those kinks worked out for right now. Um, | think one of the things might be is sometimes just
finding things on the website. And | know that's another thing that's being worked on is just being able
to find things a little bit more easy. Like how is it organized?

Speaker 1 (39:50):

Do you mean like what people, what customers might be searching or do you mean like the way it's
organized?

Speaker 2 (39:56):

Um, probably a little bit. It's like, if you're, if I'm talking to you about the, um, like, um, how we can help
with training and Hey, just go to the website and you'll find our ETPL, they wouldn't be that easy to, |
mean, for me, | guess, because I've been doing it for a minute, | know where to go, but I'm thinking as a
new person where | know exactly where to go to find that list of schools or how we can help, you know,
so most of the time | walk out and walk a customer through it, you know, especially if it's their first time
or my staff, or | will just go ahead and send the ETPL list to them, you know? So | think making it a little
bit more user friendly and making that a little bit easier to find things.

Speaker 1 (40:40):

| think that was one of the questions too regarding, uh, we got some feedback in regards to the youth,
part of the young adult part of it that, um, if you're on the website getting to that section that's for
them. So that's kind of where my question was earlier about, do you think there needs to be a separate
site or

Speaker 2 (40:59):

| see what you're saying. | see what you're saying. Um, | don't know if it needs to be separate, but maybe
easier for them to find because it does get lost in everything else that we do because we have all of our
jobs sort of services on there. You had your financial aid for childcare on there. So | think the youth get,
and the, you seem to get lost in all that other stuff. So | don't know about a separate science image. It's
just making it like a button right there. It says young adults click it, here's everything, you know, um, you
know, it's just something to make it a little bit simpler to see.

Speaker 4 (41:34):

Do you think the areas of like the training or any information about that online is, is, is received well, or
do you think that's also another area, like certain areas like the training or maybe someone needs more
information about, you know, snap or something, or | know appointee is filling in gaps for scheduling,
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but is there just looking at the website for how it is now? Is there any areas that you feel could maybe
use from the questions maybe you're getting from customers to like | went online, but | couldn't find.

Speaker 2 (42:03):

Yeah. Yeah. And | think that, | think you're, | see what you're saying and customers are curious about the
participation in snap and TANF and it probably wouldn't hurt to have a little bit of information on that
or, um, that accounts to be confusing, honestly, because even just with a general, there's just not even a
general for snap or attainment, um, hours are different. Participation's a little different. Um, I'm just
trying to think if it could just be broken down simple and then just refer them to the offices for more
detailed information, maybe for, um, maybe with unemployment, maybe something a little bit more
informative about the unemployment might help, you know, they get, | know a lot of customers get
confused with, um, wanting assistance in workforce solutions for filing for unemployment or present
their passwords or, um, fixing their problem with their Ul or answering or, you know, why didn't | get my
benefits? And | don't know if there's anything that we can fit on there, you know that, Hey, we're here
to help you find a job. If you have questions about unemployment, here's the link to their website.
You're more than welcome to call our offices. We're, we're happy to talk to you. | don't know. You know,
| don't know how that would go, go over, but | don't know. Maybe you helping people a little bit more
clear understanding of how we can assist them maybe, but then you obviously summit.

Speaker 1 (43:31):

That's good. And, um, Ron, do you have any other follow up questions? No, ma‘'am, I'm good from my
end. Okay. And | think the very last question would be, is there anything else, um, anything that we've
missed that we, that we haven't discussed?

Speaker 2 (43:54):

Yeah. I've covered snap Tannis training services, | think. And young adults. So | think, | can't think of
anything.

Speaker 1 (44:05):

Okay. | do have one now that | see the veteran services. Do you have someone that directly works with
veterans veterans in your office?

Speaker 2 (44:15):

They're not in our office, um, but we do have contact. And um, so anytime we receive anyone that
meets, so, you know, you'd have to triage them. So if you meet, if you come across anyone that meets
that requirement for Yvette, Yvette rep, we do have contacts that we email them and let them know,
and we'll let the customer, we're going to get in touch with the vet rep and they're going to we'll have
him call you. Um, or if we get an email in our office, email, you know, requesting of that rep we've for
that email to our vet rep. Okay.

Speaker 1 (44:46):

So that's just not necessarily in your office, so it's your opposite. I'm just going to adjust them. And it's a
little bit smaller maybe than some of the other ones.

Speaker 2 (44:56):
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Yeah,

Speaker 1 (44:59):

| thank you, Michelle. Um, just, uh, around again, Ron Isabella, anything else? Or

Speaker 2 (45:06):

I'm good.

Speaker 1 (45:07):

Okay. Thank you for your time. Appreciate it. If you have any additional questions for us, please feel free
to email me are, you know, you can contact bathe and she can get in touch with us as well.

Speaker 2 (45:19):

Okay, great. Well, thank you very much. It's nice talking to y'all and y'all have a great weekend. Take
care. Bye.
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Speaker 1 (00:00:40):

Good morning. Hi. How are you? I'm doing well. Thanks for asking. | am Tammy Frazier. So I'm the one
that sent you the email, the strategist. How are you? I'm very well, Tammy. Nice to meet you. Good. And
this is my colleague Isabella. You're doing good. So, um, so do you have any questions for us before we
get started? Cause | know | don't want to take up a lot of your time. Um, I, well actually have time. | kind
of separated time. Um, | wasn't sure what this was about. The email came I'm like, what is this? But
because | saw you guys CC'd someone from HJC. So | figured that, okay, this is legit. So | bet. Oh yes.
With faith Edwards. Yes, yes, yes, yes. Um, so what we're doing is, uh, we have been hired with HIC to,
um, we're working on developing a, uh, an RFP for an RFI rather for a new website.

Speaker 1 (00:01:42):

And so what we were doing is we're trying to see what services, essentially, we need to understand
what services are offered in the office and the career offices, and then, um, determine how we can
move them online. Um, those that may or may not be able to be moved online. So that's where we're
talking with. Um, in our previous conversations with Mike, um, Mike and Dorian Cockrell were just, and,
uh, Brenda, so we're, we are doing some back binding if you say so that we can understand the process.
So, um, so forgive me if some of the questions seem you're like, wait a minute, | think that's redundant a
little, but, but we're just trying to get a full grasp of the operations, um, that occur within the career
office service offices. So the Gulf coast region, I'm sorry, are you in the Gulf coast region? Oh, yes. We're
in Houston. Okay, great. Yeah.

Speaker 1 (00:02:42):

I'm sorry. | did, have you ever been to an office before? | have been to a workforce solutions office
before. Okay. All right. Um, so it's been, it's been quite a while. It's probably back in the nineties.
[inaudible], I'm thinking it's like, it's been way a lot and it was right. If I'm not mistaken, it was over near,
you know, | still, I'm still calling everything, the Astrodome, the NRG, you know, like | have an office over
there. Yeah. So it's been a long time. So yeah. So, so, but |, and, and, you know, I'm talking to people
who've tried to talk and just kind of recalled different things. | was like, you know what, we're going to
talk to the experts, which are you guys, you're one of the experts. So, um, we'll be able to find out, uh,
the information we need and we'll get it straight from you. So | think you'll be able to help. Okay. All
right. So let's go ahead and let's get started. Um, | just wanna let you know, we are recording this. Okay.
So in case, so we can go back and we can pull material, pull information, so it is being recorded. And, uh,
are you ready? Do you have any, because I've got my water right here and just want to make sure cause
okay, good. Got it. Okay. All right.

Speaker 2 (00:04:06):

Dry mouth. And I'm talking and giving session some constantly drink. So did you see me doing that
please? Don't mind.

Speaker 1 (00:04:15):

Oh, that's good. Like, like Isabel's got her cup of coffee. |, you know, that's typically what | have in one
hand at all times. Um, but | had to lay off the coffee, so, you know, we good right now, so we'll go ahead
and get started. Um, the time is nine 32. And so the first question, if you want to go ahead and just state
your name and your position for us. My name is
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Speaker 2 (00:04:39):

Amanda Clark. | am the office manager over the workforce solutions, Cypress station office.

Speaker 1 (00:04:45):

And how many departments comprise, uh, the career services office?

Speaker 2 (00:04:51):

What do you mean have how many departments

Speaker 1 (00:04:53):

Are there different departments within that career service office? Or is it just one?

Speaker 2 (00:04:57):

| don't like to say they're different areas. | just look at us as one. Some people might say you have the
employment counselors, you have the ECS and you have the resource room and the greeter, but | like to
see all of us as one. So because, um, it's a good, in my opinion, it's good when we can cross train. So that
once one person in this department is not available, somebody else can always take over. So | try to stay
away from seeing where have different departments. Now, if I'm going to characterize departments
within the career office, | would say we have vocational rehabilitation, which not all offices have VR
integrated into the office, but for my location, we do.

Speaker 1 (00:05:38):

Okay. And | think for the purposes of this back binding is that, um, if you can break down those
different, | know you don't want to say departments, but the different services that are offered, like |
know you mentioned the greeter and then the counselor. So if you can just break down for us, um,
those particular services. So what, what's the, of each one of those, even though | know you don't like to
depart departmentalize it in office, but just for us to understand,

Speaker 2 (00:06:06):

Right? So within the career office, you have the employment counselors, um, and those are the people
who help you bind the job. Um, they, uh, provide all the basic services. Then we have the personal
service reps who are the ones that you usually send your customers to, if they have, uh, the barriers that
does not allow them to quickly go to work. Okay. Okay. Then you have your greeters and your research
from specialists. So the greeters are, of course the people who greet the customers coming into the
office, they're well-versed in basic services, so they can, um, let the customer know who they need to
see perhaps. Okay. You seem like you need to see an employment counselor, counselor first, or seems
like you need to see a personal service rep first, or you're here for this specific service. This is the person
that you would need to go ahead and see.

Speaker 2 (00:06:56):

So they are the IOA say they're the strong holes because they are the ones that advise on where each
customer should go direct them into the right, um, area. Um, and then we have the resource from
specialist who primarily work on the resource room floor. Um, in my office, we have over 60 computers
on my research firm floor. So they are the ones that guide and assist customers on the floor with
anything they might need as far as using the computer, using the fax machine, using the printers. Um,
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and then | usually utilize my resources from specialists to help when we have employers in the office
and they serve as like their support and backup.

Speaker 1 (00:07:34):

Okay. And those are different from recruiters. They're, they're just the only different

Speaker 2 (00:07:39):

From recruiters. Yes. So we do have recruiters. Um, it's so wrong of me. | always forget my recruiters
because they don't report to me anymore. Um, but we didn't have recruiters in the office and their main
job is to just work on those job postings that come into our system. So the job postings are signed, you
know, we have the Cypress station jobs and then they're the ones that actually work at calling the
customer customers to refer them, following up with their employers, updating their employers on the
job posting and the status, things of that nature.

Speaker 1 (00:08:11):

Okay. Okay. So we've got, those are the different roles. Um,

Speaker 3 (00:08:15):

Tammy, do you mind, um, | love what you were saying about the personal service reps and | just wanted
to get a little more understanding of what they do day to day, just so we can, | just want it to fill in that
gap. Cause | was kind of, you said send to customers and | just wanted to see if you could expand a little
bit.

Speaker 1 (00:08:31):

We're gonna hold on a second. | do have that kind of question coming on a little bit, a little bit deeper.
So just let me go ahead and go through these and then it kind of flows into that a little bit more. Okay.
Um, so let's pick up on what happens inside the, the, um, 35 full and part-time offices that you feel that
can occur online.

Speaker 2 (00:08:53):

Okay. So primary that | think that we can take online, um, would be orientations.

Speaker 1 (00:09:00):

Okay. Currently not offered online

Speaker 2 (00:09:03):

Right now because we're not in the office. Okay. Um, well I'm in the office, but my staff, majority of my
staff work in Burke vert virtually. So they're working over the phone with the customer, with the
customers, all of your teams, but normally the orientation is done in person. And | think this can be
taken online when | say orientation is not all orientations orientations that | believe that can be taken
online as snack orientations, 10 if orientations and unemployment orientations.

Speaker 1 (00:09:33):
And you said that snap and what was the second one? I'm sorry. Yeah. Tana. Okay. TMI. Okay. And
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Speaker 2 (00:09:40):

Then unemployment orientations.

Speaker 1 (00:09:43):

Okay. So those are currently not being done online, but you feel that they could actually, they could be
placed online. Yes.

Speaker 2 (00:09:51):

Because these customers are required to come into us. Um, they apply for benefits with like health and
human services and they have to come here and do an orientation in that case. It's already required that
they do it. So they have no other choice as opposed to things that they come in and where we need to
assess to make sure that the customer meets the requirements, but snap, TANIF, and Ul, it's a
requirement that you do.

Speaker 1 (00:10:16):

Okay. The orientation. And can you just break down a little bit? What does the orientation entail? So the
orientation

Speaker 2 (00:10:23):

Pretty much entails. Um,

Speaker 1 (00:10:26):

And they're different, right? I'm sorry. Just, are there going to be different or is it kind of the same? It's a
little bit

Speaker 2 (00:10:31):

Because we a little bit the same, which is to find your job, which is the bottom line, but the, um, for
snap, um, well the premise for all three are the same to find you a job with snap. We're bringing them
in. We're talking about what they're doing to job search because only a certain group of snap recipients
are sent to us. Only the ones that are coded as mandatory. And if you're mandatory, there are two
categories of mandatory. There are those who have kids on their cases or under the age of 18. And if I'm
talking too fast, let me know. | tend to, Oh no,

Speaker 1 (00:11:04):

No, it's on your work. We're recording it. So you're fine. | knew that there would be a deep dive into the
office, but really deep.

Speaker 2 (00:11:14):

So we have the snap, um, GP population, general pop, and then we have the Al, the Al bots, a bot stands
for able-bodied adults without the dependence. All right. So, so those are the two group of people that
would come in if they're coded as mandatory. So with them, we're talking to them about, you know,
their job search, why they're not working, um, what kind of job they're looking for, if they need any type
of training. So we kind of put together a plan for them, like an employment plan that, okay, this is what
you're going to do for the next four weeks. Okay. So snap, they have to participate with us for four
weeks, as far as job job search, meaning that they look for jobs. And then they update us regarding, um,
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the outcome of that job search. So they bring in a form every week that they fill out, they submit to us
showing who they went to work for, uh, went to, uh, what job they applied for, how long it took, what
the status of that job is. So they send that to us every week for four weeks, for our general population.
After four weeks, we just close out their case. If they don't need anything else, they've done four weeks.
That's the maximum they can do. Um, and then for our, a bod after four weeks, if they have not found
employment, they would go into community service.

Speaker 1 (00:12:31):

Okay. Okay. So, and that's, and that's for them to receive any additional benefits as well, like
unemployment? No, this is just for snap.

Speaker 2 (00:12:41):
Okay. That's that's that's net. Okay.

Speaker 1 (00:12:44):

And so then the next category was the tenant, right?

Speaker 2 (00:12:48):

Canada, temporary assistance, but needy families, which is cash assistance. Not everyone qualifies for
that. You have to have a child and you have to have a child under the age of 18. All that determination is
done by health and human services. When they go and apply, um, on like snap, where you actually have
to be receiving the benefits for TANIF, when you go and apply, even before you were approved, they
send you to workforce solutions to do the orientation. Okay. That's the only time we actually see the
customer, they will do their orientation. We won't see or hear from them anymore because either they
will offer one time tenant, which is usually like a large sum of money. Sometimes there'll be offered, um,
a monthly payment. So usually the monthly payments at that time, health and human services has not
determined any exemption codes for them.

Speaker 2 (00:13:41):

So sometimes we'll see them one time, they get an exemption code. They don't come, they don't come
back again. So we don't see them again after that orientation. And other times we do see them because
they are coded as mandatory. Okay. Well, if they're mandatory, they're required to participate on like
snap. Once they, they start participating, they have to continue on to that benefit has stopped and that
can be anywhere from six months to even up to a year, I've had customers on F for years at a time. So
there might be a break because maybe they did not do what they needed to do. They didn't complete
orientation. They didn't submit their hours. They're not maintaining contact with us. And then they drop
off and they take away their benefits. They can then go back in and apply, but they have to go through
the process again.

Speaker 1 (00:14:31):

Okay. Okay. Okay. So, but there's is not, uh, it's not that mandatory timeframe, like you said, like with
snap before,

Speaker 2 (00:14:39):
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If, if they're coded mandatory, they will have to participate until their benefits stops. And a lot of times

it's not four weeks. It's more than four weeks. If they're receiving it on a monthly basis, as opposed to a
one-time. So one time just gives them a large lump sum. They can just give them a thousand dollars and
that's it.

Speaker 1 (00:14:59):
Okay. Okay. Got that. And then the other orientation

Speaker 2 (00:15:04):

On employment orientation. So this is when a customer has been receiving unemployment for several
months and that customer has not found a job. They will send the customer a letter saying, Hey, you
need to go to workforce solutions. And then when they come, we just talk to them, Hey, what's going on
with your job search? Do you know about our system? Do you know about work in Texas? Do you know
about these tools that you can use to job search? What are you doing to job to find employment? So we
just kind of have those conversations with them. Now with Ul, they have a piece that they already do
online right now. That was a, | think in the past it was online and over the phone. And then we sent the,
they brought it back into the office years ago for the staff to, um, handle it in the office.

Speaker 2 (00:15:50):

Um, | would say that takes up a lot of our time because it's, uh, we're dealing with snap customers.
We're dealing with Ul with our Ul customers. And this is what the employment counselors usually are.
The ones who would complete these orientations for snap and unemployment. The PSR is we'll usually
do the ones for, for Tenneth because the tan of customers have more of a barrier. As far as a lot of times
they're receiving snap and they're receiving cash assistance and they're not working. So they have more
of a barrier to overcome. So there's childcare issues because again, 10 of customers are the ones that
have kids. So there's that childcare issues. So the PSRs able to address that with them, provide them
with any childcare assistance that they might need. Um, so that's why those are handled by the PSRs.
And then they can discuss more too, as far as education and training if needed.

Speaker 1 (00:16:44):

Okay. All right. So yeah, that's a, that's a lot of services that are being offered, but they're currently, so
what, um, what services do you feel that we can't move online?

Speaker 2 (00:16:58):

Any service that requires a thorough assessment based on funding? So we're talking about supportive
services, um, and in my opinion, anything that has to do with training. Okay. Because a lot of times I've
seen customers just do a pick and choose, or these are what workforce stays for. I'm gonna go, um,
complete this and that's. And so, because of that, I'm sorry, I'm laughing. My staff's happier.

Speaker 1 (00:17:22):

Are you okay?

Speaker 2 (00:17:25):

Um, so, um, and | see that when customers pick and choose, as opposed to going with a program that
they have a passion in, they tend not to stay long-term or they tend not to finish the program. And then
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that's the resources that we wasted and invested, um, that yield, no, that you didn't know results. So |
feel like the training needs to be assessed and we need to talk about, you know, your background prime
example. | see lovely people come in and they want to do SAP. | want to do SAP too. Cause it pays like a
hundred per hour in some cases. But the fact about it is that the fact that you have an SAP certification
doesn't mean that an employee is just going to hire you because you have that because you have no
background, you have no foundation. And the other things that go with the SAP, those things, | feel like
need a thorough assessments. And this is where, um, career planning comes in, where we have that
discussion that look, this might not be the right route for you, but based on your experience, based on
your foundation, this other route might be a better route for you as opposed to just letting people do it
online and just complete it and move on.

Speaker 1 (00:18:35):

Mm. Okay. So those are supportive services.

Speaker 2 (00:18:39):

Let me says assessment for financial aid training. Okay. Those are the two that would not, would not,
not move online. You're

Speaker 1 (00:18:51):

Not recommending them online now. And

Speaker 2 (00:18:53):

| understand that. | think that we could move on line two would be hiring events or any events, um,
childcare, child childcare, um, general childcare requests could definitely go online

Speaker 1 (00:19:12):

And current currently, currently they're in the office.

Speaker 2 (00:19:16):

Um, well right now, because we have with where we're testing out the new, uh, financial aid application,
they go ahead and apply online right now. Um, but we still have customers who are still coming in or
because of one issue or the other, they can't access the application. They say they can't upload some
things. So they bring it into the office in the past. That's how it worked. They came into the office to get
an application, complete the application. And then we went ahead to go ahead and, um, submit it into
the system for the customer.

Speaker 1 (00:19:49):

Okay. Okay. So let me just, we just want to clarify that those, the ones that you're saying that can be
moved online would be the hiring events and then I'm sorry, orientation, um, and childcare requests.

Speaker 2 (00:20:06):

Yeah. Okay. And what do you see move online? | mean, | feel like general inquiries can also be moved
online maybe through a chat system, because a lot of times we have customers who have simple, basic
questions, you know, uh, what community resources can help me with food. Uh, where can | go and get,
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um, uh, clothes for my kids? Where can | go get some clothes to go to work? Um, those general
questions, maybe through a chat system, not necessarily online, but through a help desk.

Speaker 1 (00:20:40):

Okay. Yeah. | definitely, we, we did discuss that, um, having that ability to have the live chat, um, for like
you said, general questions like that, they don't need to come into the offices for, uh, for those services.
Um,

Speaker 2 (00:20:54):
When | apply for Ul things of that nature.

Speaker 1 (00:20:58):

Absolutely. Um, so walk us through, um, the new customer experience. So for instance, when you come
through the door, just kind of give us a whole breakdown. What is that experience?

Speaker 2 (00:21:10):

Are you talking prior to the pandemic? Because right now our doors are open

Speaker 1 (00:21:15):

Prior to the, prior to the pandemic, what would it be? The new customer experience?

Speaker 2 (00:21:21):

So something that we do here at Cypress station prior to the pandemic is that every morning at eight
o'clock all my staff, we go out to the door, we open the door and we welcome customers in. So as soon
as they come in, they don't have to get on a wait list to see someone when they come in, Hey, I'm here
for this. Someone quickly grabs them and walks them over to the staff's desk. Any staff, if all the staff
have have a customer, then we go ahead and place those customers on a wait-list. Okay. So when we
put a customer on the waitlist, we always ask, you know, what are you here for? If you're here for like a
snap and a TANIF orientation, what we usually advise is that customers get on the computer while they
wait and complete their wits application. The which application is the working Texas app.

Speaker 2 (00:22:05):

Um, usually the staff would have to go in and update, but before they can update, it needs to be
completed. Our new Wix has a process where the customers have to fill out their Wagner Kaiser first,
before we can even put in services before we can give out referrals, things of that nature. So we usually
advise the customer, Hey, while you're waiting to get on the computer. Um, | see that, you know, your,
uh, application is not up to date or | see that you do not have a profile, go ahead and create a profile or
make the whole orientation process go by faster.

Speaker 1 (00:22:37):

Okay. Let me, let me just back up really quickly. So when you're going to open the door, who is that?
You're then this is what we're going to talk about the roles. So is that the greeter, the greeters are going
out. | know you like to incorporate everyone and not to departmentalized, but is it the greeters that are
walking them, walking, welcoming them in and then asking them to either, you know, checking to see
what they need? Yes, it's a greeter. Yes. Okay. So the greeter checks with them, um, from that point
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they let them, they, of course the customer tells them, okay, I'm here for this. I'm here for that. So once
that greeter finds out what they do, is there a system that the greeter uses to go places them in the
system like th do they type their names in the system and they determine if they need to talk to like
somebody with employment, counselor, um, or personal service rep, or how does that work?

Speaker 2 (00:23:33):

Correct. So they placed them on a wait list on the wait list or collect the customer's name. Um, if the
customer wants to see a specific staff, they have the option of selecting that specific staff. Um, if not,
there's an option for selecting this customers here to see an ECC, a PSR. In addition, they're here for job
search. They're here for orientation. They're here for resume assistance. They're here to see a VR
counselor. They're here to see a veteran. So whatever it is that they need, they will go ahead and
indicate that on the wait on the wait list.

Speaker 1 (00:24:05):

Okay. And so how do you determine, so from that greeter, and | know you mentioned this earlier about
sometimes they rotate roles, so that's why you don't like to departmentalize, but does a greeter have
any other role that they play or they just, | mean, cause they're not in a vocational count, they're not a
vocational rehabilitation counselor. They're not an employment counselor. | mean, I'm assuming

Speaker 2 (00:24:26):

Vibe basic information. So all staff at workforce solution needs to be able to provide basic services. Basic
services would include letting them know about the trainings that we have, hiring events that are going
on, um, community resources that are available. Talk about childcare, talk about the resources we have
in the office. We have a TTY machine for those who might be disabled. We have a video relay if anyone
needs it. These are the staff that we have here to assist you if you are a vet. So they'll go ahead and
assess, um, customers who are veterans who would qualify to see a vet counselor as well. Okay. | forgot
to mention that's another department. Yes. The veteran services.

Speaker 1 (00:25:11):

Oh, okay. Yes. Okay. Okay. Um, so from that initial Grieder, um, and they tell them what they're there
for, how do you determine, um, how do you determine who they need to see? Like who determines
whether a new customer is, or is not job ready?

Speaker 2 (00:25:36):

So it's based on the conversation that they have. So as far as the job ready piece, a customer comes in
and says, Hey, I'm looking for, for a job. The greeter would engage and say, okay, that's, that's great.
Have you reached in and work in Texas? Have you been here before? Have you been saying, Oh, no, |
have, no, | have not. This is my first time here. | was told you guys can help me find a job. Yes, we can.
Awesome. Great. Let me have you put in your information here. Let me see if you're in the system.
Okay. It looks like you were in the system. You were last here in 2015, 2015. Uh, | think your profile, your
width profile will need to be updated, but that's not a problem. I'll go ahead and put you on the wait list
to see an employment counselor, um, while you're waiting.

Speaker 2 (00:26:16):

Um, | would advise that you get on the computer and update your wit, um, application. And, um, we
have resources from staff and the resource from that can assist you. If you need assist assistance, just
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raise your hand. They'll walking around and they'll come over to assist you. Here's your username. And |
helped you reset your password. So once you log in, it'll ask you to create a new one before you can
move on to the next step. Is there anything else | can help you with? No. Okay. So here's your pager?
Um, once it goes off, come back right here. Uh, counselor will go ahead and pick and pick you up and
then they move.

Speaker 1 (00:26:47):

Okay. And so now, so | see the greeters, the first person they meet, Amy, they have to,

Speaker 2 (00:26:54):

The greeter is the very first person that they meet. Yes ma'am. Okay.

Speaker 1 (00:26:58):

And so then, um, you said the resource specialist. So from the greeter to, like you said, there, okay. You
wait over here, you're going to see a counselor. Um, but the resource specialist now break that down
resource. Cause it seems like they are the ones helping. Um, are they helping the customer or are they
help? Are they helping a vendor?

Speaker 2 (00:27:18):

They're helping the customer. Okay. Then there are also situations where the, um, the greeter will
recognize that this specific customer needs more help than the average. So they would then go ahead
and pay and said, can | have a resource person to the greatest station, please? The resource pressing will
come up and then the video will say, Hey, this is Mr. So-and-so. Um, he really does not know how to use
the computer. So he needs more help than the average. So can you please help him get started on the
computer? | also gave him resources for computer classes at the Barbara Bush library. If he can help him
get an appointment for, for that. And then the greeter will take the customer to the computer. This is
how you do this. This is how you do that. Start here. Um, I'm going to walk around and help some other
people, but I'll be back again to check on you. But if you need me immediately just raise your hands up
and I'll get back to you as soon as possible. So that's the resource specialist refill specialist. Okay. Okay.

Speaker 1 (00:28:16):

So they're the ones. Um, and | think | know what you're talking about. The I've seen them, like they, they
help you with the computers resume. You know, if they have any questions, you know, pulling up job
searches, all that

Speaker 2 (00:28:28):

Customer customers are in the resource from sitting down waiting, Oh, | have a question. You know,
what do you guys do about this? Oh, this is this, this and that. Once you get to the ECC, they'll they can
give you more information or, Oh, you need a resource packet. Let me help you get one, you get an
application or you need, uh, you need to file a wage claim. They know where all the things are, where all
the forms are and all the quick information that accustomed that a customer might need. So they're like
the runners on the fleet.

Speaker 1 (00:28:56):
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Okay. Gotcha. And | think I'm understanding it. So, cause | actually, I'm picturing, | have a picture in my
head, so I'm like,

Speaker 2 (00:29:03):

Okay, | can also give you a little tour of the office. If you wanted to see the layout to actually get an idea
of how that running around looks like that.

Speaker 1 (00:29:12):

It's a good, that's a good idea. That's something we can probably set up. Um, so, so | know I've got my
greeter and | come in. Hi, how you doing Tammy? Okay, great. Um, you're going to wait for an
employment counselor, but here in the meantime, work on the computers. Okay. If you have any
guestions or your resource specialist is going to is going to help me, you know, | can't turn the computer
on or like, how do | apply? How do | get to the website? Can you help me,

Speaker 2 (00:29:37):
Especially, this will help you do that. Okay.

Speaker 1 (00:29:39):

So then while I'm doing all that, the next thing that's going to happen to me is that I'm going to get
called by called to see a, is it going to be a personal service rep or an employment counselor?

Speaker 2 (00:29:53):

Either one. So your, so let's say they're here to see an employment counselor. So the employment
counselor will go to the page and station put in the number of the pager based on what was on the wait
list. The customer comes, comes up. They take the pig, the pager from the customer, they greet the
customer. Hi, my name is Amanda Clark. I'm an employment counselor, counselor. I'll be assisting you
today. And of course, as they're walking to their desk, | always encourage that's where you start the
engagement. That's where you start the talking. So what are you here for? How can you looking for this
job or you're interested in this job, or you saw a job online that required a referral from a staff. So, you
know, you start to engage and talk and talk to them while you're taking them to your desk. And then
once they get there, they have a station.

Speaker 2 (00:30:39):

This is what I'm here for. If there's job search. The first thing that the employment counselor usually
does is, Hey, this is the key pad. Can you please enter your social on the keypad? They try to pull them
up and work in Texas. Now the only challenge there is that when there no work in Texas application and
the employment counselor has to do that, it takes away time from actually getting to the job search.
Okay. So | always advise that to keep everything job focused, start with just engaging in talking about
what they're looking for. Just based on, you know, perhaps there might even be an employer that day in
the office who was looking for that same position that that customer might be looking for that can buy
you time to kind of help that customer kind of get that application complete. Um, the work in Texas
application completed because that's where they can go in and give referrals.

Speaker 2 (00:31:28):
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And, um, even in a situation where perhaps there's no referral in our system to go outside and use other
resources outside of work in Texas, but that's usually, usually our first go-to place. There's been some
jobs that even me, myself, I've never heard about. That's not in our system. And oftentimes | have to go
into career builders or indeed to find them. So, but usually our first step is to go into work in Texas
because it helps us, you know, because employers also have access to that system. So we always want
to make sure that the customer is represented well on paper in the system for an employer that is
looking for a candidate through work in Texas.

Speaker 1 (00:32:10):

Okay. So they sit there with the counselor and they go through this and hopefully they've done their wit
you know, so this, it doesn't take an extra long time or extra time from that. So, so from there, so with
that said, so do they go see a personnel service rep after that? Or is that okay? How do you determine?

Speaker 2 (00:32:31):

So, so in extenuating circumstance, the ISI can identify that, okay, this person needs training. So it looks,
it looks like you need training to get the specific job. So what I'm going to do is that I'm going to hand
you off to a PSR. So in that situation we encourage hand to hand, um, pass on. So in other words, the
ECC will call and say, is there any available PSR and a little bit PSR calls that you see and say, Hey, I'm
available. What do you need? It says, Oh, | have a customer here that I'm just job search you with, but
they're interested in training. Um, and they will need more information and possibly an assessment. And
then that ISI would not take that customer over to that PSR and do the handoff.

Speaker 1 (00:33:14):

Hmm. Okay. So, so let me, so, um, and I'm just doing this so | can make sure, like I'm the person and I'm
going through the office. Okay. So | come in greeter, then | see my, um, resource specialist helps me out.
Then | see my employment counselor is determined. Hey, you are not job ready right now. So, or | need
this, | need some extra help. So then the employment counselor is going to give me to the personal
service rep is going to help me obtain training that | need or any type of additional.

Speaker 2 (00:33:43):

Yes. There's some basic things that the customer needs to be job ready. And that could be things like
childcare. It could be things like, um, clothing, those things, and ISl can also do an ISl can go ahead and
refer the customer to dress for success, success, or career gear. The ECC can also go ahead and say,
okay, so you need this resource to go to work. You need this supportive services to be work ready. The
ISI can also give that, but in extreme circumstances, like training, that's a situation where they will hand
off to a PSR and say, Hey, this person needs some training, but there are also other things that make a
customer not work ready that the ECC can manage on their own without having to send the customer to
somebody else.

Speaker 1 (00:34:25):

Okay. So those are the basic things that AC can help with. Like, Oh, | don't have anything to wear to a job
interview. Don't worry. We'll get you to dress for success. Okay, great. Okay.

Speaker 2 (00:34:33):
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You don't have computer skills. Don't worry. | have classes over at Barbara Bush library that | can read
that | can refer you to. Those are simple. Those are simpler things. But when he now comes to career
training or upskill training, then they would send it to the PSR.

Speaker 1 (00:34:50):

Okay. Because they're the person that's going to really dive deep and say, okay, you need to, you don't
know how to work on word or Excel, or, you know,

Speaker 2 (00:35:00):

Perhaps even a young adult who needs more of a hand-holding. So we have to open a case and track
that young adult. Then | would send that younger does and tell the kids like, Hey, this would be a great
candidate for young adults. They have this barrier and that barrier. And | think they'll benefit from a
program that coaches and helps develop this young adults. Um, so let me go ahead and transfer you
over.

Speaker 1 (00:35:25):

Okay. Okay. Um, so I've got, I've got a good understanding. So there don't automatically the first, well
really the first person outside of our basic services, they're going to see the ISI. Okay. And then if it's, it's
a little bit more, if they, if they aren't necessarily job ready in a manner in which the ECC can help, then
it's going to go over to the PSR expanded services. Yeah.

Speaker 2 (00:35:50):

Okay. So they expanded services usually. Like it involves a lot of case management, um, and long period
of time.

Speaker 1 (00:35:57):

Okay. So that's case management more so, so that, so the, so when they get with those personal service
reps, like you said, they are like case managers, how do they stay with the person the whole time they
monitor them the whole time, or while they're going through,

Speaker 2 (00:36:11):

If a customer decides to go into a training program, we have to monitor them from start to finish.

Speaker 1 (00:36:17):

Okay. But if they don't, if you're just going, if you just go that day and say, Hey, | need you to do, to help
me with this. And they say, okay, you need to go over to Barbara Bush and do this for this training. And
they go, and they're like, okay, well, thanks. So that's where their services end with them. Yes. Okay.

Speaker 2 (00:36:35):

That's the orientation. Of course, you know, that keeping up with them for the next four weeks for jobs.
And then after job search for a bods, they go from the ECS to the PSR because now they've not found a

job within four weeks for the Avon able-bodied adult with all depending. And they need to be placed in

a work workfare that work varies usually handled by the PSR.

Speaker 1 (00:37:02):
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Okay. And what's workfare community service. Oh, that's right. Yeah.

Speaker 2 (00:37:08):

Because, um, the PSR will then have to do the calculation on how many hours that customer would have
to participate in community service to continue to receive their benefits.

Speaker 1 (00:37:19):
Okay. And that's their unemployment benefits or their snap benefits or their tenants, their TANIF,

Speaker 2 (00:37:23):

Just, no. So this is for snap. So once a customer is participating in snap and they need to go into
workfare, we only count their snap benefits. Okay. Now for Tennessee is a little bit different. If you need
to go into community service for TANIF, we take your snap benefits and your tan of benefits. Add them
together. That becomes income. We divided by minimum wage, and then whatever the amount comes
up to as a number of community service hours, that customer will have to complete. So it's like income.
So now becomes you earning those benefits. Excuse me.

Speaker 1 (00:37:58):

Um, okay. So that's interesting. So it becomes like, okay, so you, you didn't find a job within that four
week time period, so, right. So then now we've got to, you got to do community service or right. And
what are you calling it again? I'm sorry. Work, work fair work fair. Okay. So in order to continue to, we're
going to base your hours off of the benefits that you've received so that it can be paid out to you.
Correct.

Speaker 2 (00:38:26):

That's how we determined the number of hours,

Speaker 1 (00:38:28):

Hours they have to. Okay. Okay. And so, so, so let me just make it clear because I've got a really good on
each person's role now, but | bet the personal service reps have to go a little bit further, right. Just a
little bit further. So they're going to, they're going to be the people that do the training advise on
training, but they also have a role when it comes to those that are, um, they'll snap box

Speaker 2 (00:38:55):

Customer customers who are a bod and I've completed four weeks of job. So | could I'll find an
employment.

Speaker 1 (00:39:01):
Got it. Okay. Anything, anything else from them in that area?

Speaker 2 (00:39:05):

No. Now TANIF is handled by the PSR. So the PSRs are the ones that do the orientation for tenant. They
implement counts the employment counselors. Don't do the orientation for a tenant.

Speaker 1 (00:39:17):
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Okay. Well, let me ask you about that. You said that's one of the things you'd like to see go online,
correct? As far as the orientation. Yes. Yes. So, um, is there a video that you Pele for that, or like you're
saying that the, that these reps that they are the ones that they conduct the orientations, but is there a
video

Speaker 2 (00:39:36):

Years ago? There was a video. Then we had a slide show that we used to use, but over the years, as staff
get much more comfortable with what is needed and required in an orientation, the seasoned ones
usually can do an orientation of top of their head. Like someone like me. | can do an orientation without
having to look at the slide. Um, but for the newer ones, it's kind of just a slide and making sure that you
touch on this and that who we are, make sure that there's employment focus, you focus in on job search
first. They understand the tools that are available for them to find a job, discuss what it is that they're
doing to find a job, things of that nature.

Speaker 1 (00:40:13):

Okay. So let me, let me put it this way. I'm thinking that the, and then you can correct me if I'm wrong.
So the person who decides if a new customer isn't or is job ready is actually the employment counselor.
It's any staff. Okay.

Speaker 2 (00:40:29):

Once they stopped to sit, um, to yes, an employment counselor, but any staff that a customer sits with
should be able to assess and say, okay, you're not job ready. We need to do a, B and C to get you ready
for this job that you want to go into. Like, you've like for instance, a customer who's been applying for a
warehouse job and can not get the warehouse job where discussing, okay. Do you have the tools? Do
you have your basic education? Do you have your GED, your high school diploma would, uh, would a
certificate as a forklift operator help you and make you a more competitive candidates? Things of that
nature. Okay.

Speaker 1 (00:41:07):

So, but agree. | just want to get this clear. A greeter would not decide if somebody is job ready. Not at
all.

Speaker 2 (00:41:14):

They cook. Why? Because a customer who comes into my office that is not dressed, could be
considered, not job ready.

Speaker 1 (00:41:23):
Oh, wow. Okay. Okay.

Speaker 2 (00:41:25):

So you've come into my office with some tights and a crop crop. Top. Your Fest is all out. Your stomach
is all out. I'm looking at you and saying that you're not job ready.

Speaker 1 (00:41:34):
Okay.
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Speaker 2 (00:41:36):

If it needs to be covered because the employer is looking at you first by your appearance, if you come in
your hair is a mess, there's a little bit of a, a smell which does happen. Um, or you come in after you've
just had a smoke or something outside and you smelling of something that we know it's not legal. Oh
gosh, I'm looking at you and saying you are not job ready.

Speaker 1 (00:41:59):

Okay. Okay. Gotcha. Um, but let's just say for in general purposes, if it's a person that just comes in and
they're dressed decently, you know, they don't smell reek of smoke or anything. And then they're
saying, hi, I'm here too.

Speaker 2 (00:42:14):

Look for a job. Okay. Then they'll go ahead and sit down with a accounting counselor. And then maybe
through their conversation, they'll then determine, okay, | see some deficiencies here that might make
you not job ready, or maybe you don't have transportation because based on your last job, you could
get a job and you could never keep the job because of transportation issues. So we'll go ahead and
address the easiest can go ahead and address that. So that, that customer is able to keep that job and
continue to go to that job, because sometimes it might be even sending the customer to maybe financial
planning classes. That's, what's going to make you job ready because you can get the job or you can't
keep the job because when you get the job, you spending your money and then you don't have money
for transportation, or you don't have money to maintain your housing or something like that.

Speaker 1 (00:42:59):

Okay. And then if it's a little bit deeper, then that's when they go to the personal service rep. Yes ma'am.
Okay. So then there was another, um, area, you said, um, you went into recruiter. Well, | asked you
about the recruiter or you said, you know, they are there, but let's talk about the other services before
we get to the recruiter. Um, vocational rehabilitation was one and then the veteran services. Right. Am |
missing anybody there?

Speaker 2 (00:43:32):

No, | don't think so. That are in my office. No. So how does someone

Speaker 1 (00:43:38):

Go? How do they end up going to veterans services? | guess I'm assuming if they are a veteran.

Speaker 2 (00:43:43):

So we have questions that we screen, uh, customers for the vet services. So things like, um, a veteran
who is between the ages of 18 to 24, I'm a disabled veteran, a homeless veteran. I'm a veteran that was
recently septum separated from active duty. I'm a veteran who is an ex offender who, um, lacks a high
school diploma, um, low income. We screen those at the greeter station to determine if they can see a
veteran career advisor.

Speaker 1 (00:44:18):
Okay. So
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Speaker 2 (00:44:21):

Those are the only people that they would actually go ahead and see. Now we do have a lot of
customers who are vets. They get priority of service, meaning that they're number 20 on list is they
move up to number one. Um, so they're seen, and they can be seen by any staff, but this specific group
of customers, um, are eligible to see a vet career advisor, especially those that just came out of active
duty, trying to find out, okay. So how do | now, um, get acclimated to civilian life and things of that
nature. So that's where they now step in and they give that support.

Speaker 1 (00:44:57):

Okay. Okay. And then the veteran services personnel, um, are they typically, always tied up with the vet
or is there any other time that they may shift into a different role or they strictly only work with veteran
services? Strictly bits. Okay. And then now the next one that you mentioned was vocational, sir, re
vocational rehabilitation.

Speaker 2 (00:45:18):

Yes. So those that department will help people who have physical or mental disability prepares to find
employment or keeping employment or gain career skills, um, learn how to prepare for job interviews.
Um, so pretty much they help people with disability increase productivity and independence.

Speaker 1 (00:45:37):

Okay. So is, uh, and can | say in both of those areas, I'm just gonna kind of go back to veteran services
and vocational rehabilitation. Those, they are the ones that, that would determine who is job ready and
who isn't. Okay. And then if let's just say, if a veteran services, um, person says, okay, this veteran's not
job ready. So that person goes onto the personal service rep or do they stay within the veteran services
areas

Speaker 2 (00:46:05):

Within the veteran services because they have, um, resources as well to help vets. They have fundings
to help vets. They have special there's there, there there's special allowances that vets have that they
will go ahead and present to them.

Speaker 1 (00:46:20):

Okay. And same for re vocational rehabilitation as well. Correct. So they wouldn't leave out of that
service area. Yes.

Speaker 2 (00:46:28):

Okay. They could. Um, but usually they have what it is like, especially for training vets have this funding
through the government for education and training. So that's where the vet rep would tell them, Hey,
you know, you have this amount of money available for you to go to school and things of that nature.
And this is, and you have this special fund for housing and things of that. So they usually stay there.
Yeah. Go, do we get vet school don't necessarily see a vet advisor that see a PSR or an ISI? Yes.

Speaker 1 (00:47:00):

Okay. Okay. And would you say that they only see them initially, like at their first visit, they see their
event, the veterans services at their first, very first visit,
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Speaker 2 (00:47:10):

Only if they qualify to see the vet. So they have to qualify to see that vet rep if they meet any of that
criteria that | listed earlier. Okay.

Speaker 1 (00:47:19):

Okay. Got it. Okay. Um, so, so | guess there's several, um, and I'm just kind of get back to, if you have,
those are your new customers. If you have existing customers, can you tell me, does the existing
customers, or do you keep existing customers outside of those that have to go see their, um, the
personal service rep and they're tied to either TANIF or either snap? Yes.

Speaker 2 (00:47:45):

Yes we do. I'm there, there are some customers that whoever they've engaged with the first time, that's
the person they want to continue to deal with. I'm the same way. Like my doctor moves somewhere else
and I'm like, no, I'm not coming there. She's not there. I'm going to go look for her. Um, so we do have
customers who are very much like that. | saw Amanda Amanda's and the person I'm going to see. | want
to see I'm going to wait an hour until she sees me. So we do have customers who come in like that. Um,
just because of familiarity, the service that they receive, this person is familiar with me, knows my story.
| don't have to give her the whole, give somebody else the whole spill. She knows me by name. So this is
the person that | want to see. And that there are some that, look, | need to turn in this job, job search
log. | don't mind who | see, but | just need to turn to turn this in. So, yes. Okay.

Speaker 1 (00:48:36):

And | guess it's hard for me to, like, I'm trying to grasp like an existing customer, because cause that
would be someone that's still in the process of, uh, either a training or a person that's in the process
now,

Speaker 2 (00:48:48):

Uh, an existing customer could also be someone that's job searching. See, | tell you, you, you came, you
came here. | gave you some assignment that said, okay, you know what? Let's go ahead and try this. Let
me send you to this seminar and an activeness seminar. This is the, um, job referral I'm going to give
you. Um, so you go ahead and apply and come back and see me next week. And I'll let you know what
else is new in my system, whatever, what | was able to find out, if there are any new leads. So that
customer comes back in and saying, Oh, | went for this seminar that you referred me to. So | want to tell
her how it went. | want to give her feedback feedback. So those customers could also come back in to
see an employment counselor that they saw. They might not have a case. Um, but they coming back
because you gave me a referral last week or | applied, or | went for that interview. | want to come back
and tell you how it went. Do you have any more like that? For me, I'm interested in some more leads.
Let's let's let's go ahead and, um, sit down and discuss that. So you would have customers that come in
like, like, like that.

Speaker 1 (00:49:50):

Okay. Now at what point in time? Um, so it's a counselor is not sending someone out or a personal
service rep is not sending someone out, uh, um, on jobs that just isn't job ready. | mean, they wouldn't
even get to that point unless they were already job ready, ideally. No. Okay. Okay. And then let's talk
about, on, we talked about orientation, which | would consider the same as your onboarding process.
Would that be correct to say, or
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Speaker 4 (00:50:20):
Yeah, you could say that. Okay.

Speaker 1 (00:50:22):

Cause, um, my next question is we're going to pertain to the onboarding process for if customer is
unemployed and receiving unemployment benefits. Um, so if you can walk us through that and it kind of
categorizes each one, so that would be the first category unemployed and receiving unemployment
benefits. Is there an onboarding process or is it the same for everyone? It's just like you come into the
office, you fill out the wit and you've,

Speaker 2 (00:50:49):

It's the same for everyone. You come in, you'll receive an unemployment. You're looking for a job. I'm
going to focus on trying to find you a job. But now it's different if you're coming in for unemployment
orientation, because you were sent a letter, meaning that you've been receiving unemployment for a
long period of time and you're still not exactly sure.

Speaker 1 (00:51:09):

And you need to come in because we need to find out why you're not get a job.

Speaker 2 (00:51:13):

Yeah, exactly. We need to find out what it is that you're doing is they work in, can | give you a
suggestion? And for them it's a one-time thing. And then we keep in touch with them. Um, every 30
days sometimes they respond. Sometimes they don't, sometimes they tell us I'm fine doing the job. Like
| can do on my own or the kind of job I'm looking for. You guys don't have it in your system. I'll have, |
have lots of customers who would tell me that, look, my level is not on your

Speaker 1 (00:51:38):
Yeah. Yeah.

Speaker 2 (00:51:40):

Standard job is not in your system. It's very specialized, but you know, I'm just letting you know what it
is that I'm doing. I'm like, Oh, okay.

Speaker 1 (00:51:48):

Yeah, | was gonna, | was gonna say that because | know that I, and I've told the team this too, | had a
friend that was like a higher level executive. And even though, you know, she got laid off and you know,
she was receiving unemployment benefits. But the problem that she experienced is that the jobs that
were, | guess, in the system were not at the level that she was, you know, she was like a VP with, uh, you
know, | mean, she, she has a head Hunter helping her now, but I'm just saying that it was like, she didn't.

Speaker 2 (00:52:18):

And that's, that's the part that we're understanding that there are some jobs that require people like
head hunters. Um, and there are some jobs that are very specific whereby it's certain people that have
to reach out to you for those kinds of jobs. And we do understand that. Um, so the most we do is to just
let them know, Hey, if at any point, you know, where you want to look at things like transferable skills,
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maybe something that's, we can go into, you kno