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Workforce Centers Handbook

The Workforce Centers are committed to fostering an environment where integrity, leadership,
and quality are the basis for all services provided in the Centers to both internal and external
customers. The Workforce Centers will create an environment that lends itself to open
communication, where all partners understand the importance of complying with policies and
procedures and demonstrating ethical behavior in all that we do.
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SECTION I - SAFETY

A. Emergency Procedures

In the event of an emergency or evacuation situation, every employee is responsible for ensuring their own
safety. Each partner agency is responsible for notifying its employees, customers, and/or students of an
emergency; it is recommended that each partner agency designate notification responsibility.

Depending on the emergency, people may need to evacuate or move to a different location. Everyone needs to
be familiar with emergency and evacuation procedures. The Emergency Evacuation Plan applies to any
situation in which evacuating is necessary.

Senior management for the Workforce Centers (WFC) have established Emergency Coordinators who are
responsible for ensuring everyone is accounted for in case of an emergency or evacuation; their primary
responsibility is to notify emergency responders of employees/customers/students unaccounted for. Emergency
Coordinators will be coordinating directions and information with WFC Senior Management. Procedures for
Emergency Coordinators are available on the WFC Intranet under the Emergencies Tab.

Emergency Coordinators for each Center are as follows (as of October 2025):
e Wichita Workforce Center —Erica Ramos, Alex Carlson, Sarah DeLuna
e Butler Workforce Center — Jason Brown
e Sumner Workforce Center — Stacy Cotten

In the event of an emergency, it is imperative that each supervisor conducts a thorough headcount of their
respective staff members to confirm all individuals are present. Subsequently, supervisors are required to
provide a detailed report to the Emergency Coordinator, specifying the name of the staff members who have
been accounted for, as well as those who are not accounted for.

Employees should notify their supervisor and/or Emergency Coordinator if their work schedule changes or will
be outside of normal office hours.

In the event of an emergency that would result in individuals not returning to the office please call the
Workforce Center Information line at 316-771-6677

B. Emergency Non-Evacuation Plan (Tornado)

In the event of a tornado, all employees shall evacuate to the below identified designated safety area:

e Wichita Workforce Center —The Jabara room and restrooms on the north side of the building (near the
Keeper of the Plains room) should be filled first, then overflow into the Eisenhower and McConnell
rooms

e Butler Workforce Center — South Central Mental Health has a designated shelter on the south side of the
building

e Sumner Workforce Center — the interior restroom

Once in the designated safety area, persons shall:
e Stay away from all glass windows and doorways
¢ Remain in the safety area until given the all clear from Emergency Coordinators

Employees and/or customers with disabilities should discuss what to do in case of a tornado with their
supervisor and Emergency Coordinator.
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Tornado drills will be held annually each spring.
C. Emergency Evacuation Plan (Fire or Other Emergency Warranting Evacuation)

A fire route diagram is located in each Center. Each diagram details the location of fire alarm pulls if
applicable, fire extinguishers, and fire exits. Center employees should be familiar with the locations of fire
alarm pulls if applicable, fire extinguishers, and fire exits.

If a Center employee smells smoke or sees fire, the employee shall locate the nearest fire alarm pull if
applicable, activate the pull, and evacuate the building. If a fire alarm pull is not available evacuate and call
911.

Employees and customers will be notified to evacuate by:
e An audible alarm for fire
e A verbal announcement made by Emergency Coordinators for other emergencies

In the event of fire or other emergency warranting evacuation, ALL employees and customers shall:
e Evacuate immediately by means of the nearest available marked exit
e Use the stairs; do not use the elevators
e Avoid any delay in evacuation for the purpose of critical operations shutdown procedures; no employee
is authorized to delay evacuation for this purpose

In the event of an emergency, all employees shall evacuate to the below identified designated evacuation area:

e Wichita Workforce Center — in the parking lot north of Walmart
e Butler Workforce Center —in the parking lot near Main Street
e Sumner Workforce Center — directly across Washington Street

Employees and/or customers with disabilities should discuss what to do in case of an evacuation with their
supervisor and Emergency Coordinator.

Each partner agency shall account for their personnel, clients, visitors and/or students once they reach the
designated evacuation area. A representative of each agency will then contact the Center’s Emergency
Coordinators or leave a message on the Workforce Information phone line 316-771-6677 to report that
everyone with the partner agency is accounted for.

No employee will be required or assigned to perform medical or rescue duties during emergency evacuation
situations.

Fire drills will be held at least once a year.

D. Centers’ Terrorism Emergency Plan

Active Shooter or Violent Person

In a situation where there is a violent person with a weapon, quickly determine the most reasonable way to

protect your own life. Remember that customers are likely to follow the lead of employees and managers during
a dangerous event.

Taken from guidance provided by the Department of Homeland Security:
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1. Evacuate

If there is an accessible escape path attempt to evacuate the premises. Be sure to:
e Have an escape route and plan in mind

Evacuate regardless of whether others agree to follow

Leave your belongings behind

Help others escape, if possible

Prevent individuals from entering an area where the active shooter may be

Keep your hands visible

Follow instructions of any police officers

Do not attempt to move wounded people

Call 911 when you are safe

2. Hide out
If evacuation is not possible, find a place to hide where the active shooter is less likely to find you.

Your hiding place should:
e Be out of the active shooter’s view
e Provide protection if shots are fired in your direction (i.e. an office with a closed and locked
door)
e Not trap you or restrict your options for movement

To prevent an active shooter/violent person from entering your hiding place
e Lock the door
e Blockade the door with heavy furniture

How to respond when Law Enforcement arrives:
Law enforcement’s purpose is to stop the active shooter/violent person as soon as possible. Olfficers will
proceed directly to the area in which the last shots were heard.

o Officers usually arrive in teams of four

o Officers may wear regular patrol uniforms or external bulletproof vest, helmets, or other tactical

equipment

o Officers may be armed with rifles, shotguns, handguns

e Officers may use pepper spray to tear gas to control the situation

o Officers may shout commands, and may push individuals to the ground for their safety

How to react when law enforcement arrives:
e  Remain calm and follow officers’ instructions
Put down any items in your hands (i.e. bags, jackets)
Immediately raise hands and spread fingers
Keep hands visible at all times
Avoid making quick movements towards officers such as attempting to hold on to them for safety
Avoid pointing, screaming and/or yelling
Do not stop to ask officers for help of directions when evacuating, just proceed in the direction from
which officers are entering the premises

Information to provide to law enforcement or 911 operators:
e Location of the active shooter
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Number of shooters. If more than one

Physical description of shooter/s

Number and type of weapons held by the shooter/s
Number of potential victims at the location

The first officers to arrive to the scene will not stop to help injured persons. Expect rescue teams comprised of
additional officers and emergency medical personnel to follow the initial officers. These rescue teams will treat
and remove any injured persons. They may also call upon able-bodied individuals to assist in removing the
wounded from the premises.

Once you have reached a safe location or an assembly point you will likely be held in that area by law
enforcement until the situation is under control and all witnesses have been identified and questioned. Do not
leave the safe location or assembly point until law enforcement authorities have instructed you to do so.

Along with the guidance above from the Department of Homeland Security and training provided by the
Sedgwick County Sheriff Department we encourage all staff partners to Run (Evacuate), Hide, and Fight (as a
last resort).

RUN/ESCAPE]  HIDE FIGHT

IF POSSIBLE IF ESCAPE IS ONLYAS A
NOT POSSIBLE LAST RESORT

If you become a hostage do what is in the best interest of you, customers, and other employees to become in a
position to Run, Hide, or Fight; this may be to obey commands and instructions until it is safe to evacuate.

All Workforce Center locations will have independent plans established and posted on the Workforce Centers
intranet and printed materials placed in secure locations in each office building. The plans will include exits,
assembly points, and information on making contact with the administrative office. Staff members need to make
themselves familiar with the information should an event occur and the plans need to followed.

In all evacuation situations the Workforce Centers Information Phone Line, 316-771-6677 will be a source of
information for staff members and partners.

Safety Devices

First aid kits, choking rescue devices, and bleeding control kits are safety devices provided at each location.
These devices are housed in a specific place at each location. All automated external defibrillators (AED) have
raised signage visible from a distance.

Wichita Workforce Center: First aid kit, choking rescue device, and bleeding control kit located in cabinet
behind Information Desk; AED located near the entrance to the breakroom hallway near the staff restrooms
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Butler Workforce Center: First aid kit, choking rescue device, and bleeding control kit located in the
breakroom; AED located in the PAC area

Sumner Workforce Center: First aid kit, choking rescue device, and bleeding control kit located in the bottom
drawer of black two drawer filing cabinet by Manager’s desk

Certain staff members have volunteered to assist in different types of emergency situations and have been
trained to do so. A list of trained and willing staff can be found with the emergency supplies. Please note: no
employee will be required or assigned to perform medical or rescue duties during emergency situations.

Bomb Threats

Bomb threats may be made in a variety of ways. The majority of threats are received through phone calls, but
can be communicated in person, in writing, or by a recording. Information you collect is vital in helping
authorities in the investigation. Make sure you have access to the Workforce Center Bomb Threat Checklist
form; keep a blank copy near your phone. If you receive a threat or see a suspicious device or package, call 911.

A sample of the Workforce Center Bomb Threat Checklist form may be found below. An electronic version of
the form will be made available to all partner agencies. Additionally, a fillable and printable version of the form
may be accessed through the Workforce Alliance Intranet using the Emergencies tab.

We recommend that you print this document and keep it near your phone. If it is not available, and there is not
time to access the form, please write down as much as possible in detail to share with law enforcement and
Emergency Coordinators.
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Bomb Threat Checklist — Sample Form, Page 1 of 2

Bomb Th;'eat Check List

Remain calm, be courteous, listen to, and do not interrupt the caller.
Do not hang up the phone. Leave the line open.

Name of Person Receiving Call:

Time Received: Time Concluded:

Phone number on which threat was received:

If your phone has caller ID display, record phone number of the incoming call:

Write down exact words of the caller and threat:

Try to keep the caller on the phone and talking by asking the following questions:
1. When will it explode? At what time?

2. Where is it located? What floor? What room?

3. What does it look like?

4. What kind of bomb is it?

5. What will set it off?

6. Why are you doing this?

7. Who are you?
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Bomb Threat Checklist — Sample Form, Page 2 of 2

Bomb Threat Check List
Description of Caller (check all that apply):
Sex: Male [ | Female[ ] Unknown|[ ] Approximate Age:
Language Behavior Backeground Noises
[] Clean [] Accented [ ] Educated [] Agitated [] Airport
[[] Distorted |[] Deliberate |[ ] Foreign ] Angry [] Animals
[] Loud [ ] Distinet [ ] Foul [] Blaming [ ] Baby
[[] Muffled [] Fast [] Intelligent [] Calm [ ] Birds
[[] Nasal [] Hesitant [] Irrational [] Fearful [] General Noise
[] pitch-High | [] Lisp [] Rational [] Laughing | [] Guns Firing
[ ] pitch-Med |[ ] Slow [] Slang [] Nervous |[ ] Gymnasium
[] Pitch-Low |[_] Slurred [] Uneducated ] Righteous [] Machinery
[] Pleasant [[] Stuttered L] Unintelligible [] Other. [] Music
[] Raspy [ ] If Accent. ] If Foreign, Describe: [] Party
[] Smooth Describe Describe: [] Quiet
[] soft [] Restaurant
[] Squeaky [] Talking
[] Unclear [] Tavern/Bar
[] Other, [] Television
Describe: [ ] Traffic
[] Train
[] Typing
[] Water/Wind
[] Other,
Describe
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Handling Suspicious Letters or Packages

Employees should not open, shake, empty or otherwise disturb a suspicious package/letter or its contents. Put
the package down and do not handle it further. Do not touch or try to clean up any substances from the
package/letter. Employees should remove any items from the area of the suspicious package/letter. Alert others
nearby, security, 911, and evacuate the area. After leaving the area, employees should wash their hands well
with soap and water and limit movements within the building to prevent the spread of any substances.

Characteristics of suspicious packages/letters include the following:

e Mailing Address — Incorrect titles, titles without names, no return address, postmark does not match
return address, distorted handwriting, block printing, misspelled common words, restrictive markings
such as confidential or personal, foreign mail, airmail and special delivery

e Packing — Oily stains and discoloration, crystals, powder, or powder-like residue, excessive weight, rigid
envelope, uneven envelope, protruding wires or aluminum foil, strange noise or odor, excessive postage,
suspicious or threatening language, and excessive tape or string

E. Security

Wichita Workforce Center

Security guards are on site during regular office hours and are responsible for opening and securing the Wichita
Workforce Center. Security may be contacted by calling *01 from any phone in the building. Security guards
are not armed, nor are they law enforcement. Security guards should not be used in place of law enforcement. If
an employee requires the assistance of law enforcement, the employee should contact 911.

Butler Workforce Center
Security guards are not on-site. If an employee requires the assistance of law enforcement, the employee should
contact 911.

Sumner Workforce Center
Security guards are not on-site. If an employee requires the assistance of law enforcement, the employee should
contact 911.

F. Personnel Identification

Photo ID badges and engraved magnetic name tags are provided to employees at the Centers. As a safety
measure, employees are required to wear either their ID badges or engraved magnetic nametag during working
hours or any time the employee is representing the Workforce Centers. For replacements of ID badges contact
Michelle Schintgen, at 316-771-6650. Contact your supervisor for a new or replacement engraved magnetic
nametag.

G. Proximity Cards/Tokens and Keys

A Proximity card/Token, also known as a “prox card/Token” provides access and security to a location by using
an embedded metallic antenna that stores cardholder information. The Workforce Centers use prox cards/tokens
to control access to several buildings, records areas, and to print to the Network Copy Machines.

All employees and partners will be issued a prox card/token by the Workforce Alliance (WA) IT Department.
Prox Cards/tokens are to be used only by the authorized employee or partner. They are not transferable, and any
unauthorized use by anyone other than the employee or partner to whom the card has been issued, is grounds for
confiscation of the card.
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A lost or stolen Prox Card must be reported immediately to your supervisor (if applicable), either in person or
via email, and to the WA IT Department via email at helpdesk@workforce-ks.com. Normal daily use of a prox
card has a lifespan of 2 plus years from the time of issue. If you lose or damage your card within 2 years, it will
be replaced as described below and your 2-year cycle will start over from your replacement date.

e The first time a card is lost or damaged the replacement is free.

e The second (or subsequent) time a card is lost or damaged there will be a $10.00 replacement
fee, cash only, payable when new card is received.

e Damaged cards will be replaced in person, and brought to the WA IT Department, before a
replacement card can be issued.

e Worn out cards, more than 2 years old, may be replaced without charge.

e Ifa card malfunctions, and is not damaged, bring the card in person to the WA IT Department,
staff will determine the cause of the malfunction, and will fix or replace as needed.

Please take the following into consideration:

Do not use the card for any other purpose other than for access control.

Do not leave it in direct sunlight, for example on the dash of a car.

Do not expose it to extreme heat or open flame, for example clothes washers, dryers or irons.
Do not expose it to organic solvents, thinners, mineral spirits, etc.

Do not use it as an ice scraper or scraping tool.

Do not crimp, bend, or twist the card

Do not machine wash or submerge in water

VVVVVVYY

Partners may be issued keys to the facility at the discretion of the Workforce Alliance. Partners will sign for
keys and are expected to safeguard them against loss or theft. Keys are not to be given to other partners,
customers, family members, visitors, etc. Lost or stolen keys are to be reported immediately to the Workforce
Alliance.

H. Customer Incidents

Behavior Based Incident

If staff sees or hears inappropriate behavior and/or behavior unrelated to job searching, staff should address the
issue with the customer. If the behavior continues, staff should ask another staff member to address the issue
with the customer. If the customer is still not compliant, staff shall locate a supervisor to address the issue with
the customer. It is up to the discretion of the supervisor to determine if an WFC029-0910 Incident Report is to
be completed based on the customer’s behavior or pattern of behavior. Supervisors will direct staff to fill out an
Incident Report if one is warranted. If the supervisor determines an /ncident Report is not needed, a Job Seeker
Note should be entered in KANSASWORKS documenting the customer’s behavior and noting that the
supervisor opted not to complete an Incident Report.

Injury/Accident/EMS

If an injury or accident occurs, staff should first call 911 if medical assistance is needed. Staff should then
locate a supervisor. Supervisors are responsible further handling of the situation and informing the appropriate
Director. An Incident Report shall be completed in this situation.

Threatening Behavior/Police

If a customer is acting in a way in which police assistance is needed, staff should first call 911. Situations in
which police assistance is needed include but are not limited to: physical altercations, weapons, and actual
destruction of property. Then staff should call security and locate a supervisor. Security can be reached by
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phone by dialing *01 or on MS Teams (Security). Supervisors are responsible for further handling the situation
and informing the appropriate Director. An Incident Report shall be completed in this situation.

Completing the WFC029-0910 Incident Report Form

Incident Reports are to be completed and submitted through M-Files within 24 hours of the incident. Involved
staff should begin the incident report then send to the supervisor who responded to the incident. The supervisor
must sign off on the report and submit it through M-Files.

When creating a new incident report, the document should be named according to the following convention:
Customer’s First Initial Customer’s Last Name Incident Report Date (year, month, day) (JSmith Incident Report
20190418). If the customer’s name is unknown, staff should enter Jane/John Doe with four zeros as the
participant ID.

When uploading the document, use the “Incident Report” class of document found under “Customer Incident”
and complete the additional required information. The “Incident Report” workflow should then be chosen; this
will assign the report to all senior leadership to be approved or returned for corrections. All supervisors will also
receive a notification when the workflow is started.

Customer Restrictions

At times, based on behavior or a pattern of behavior, customers may be banned from the Center or have
restrictions placed on future visits to the Center. In these situations, customers are notified via letter of their
restrictions; customers cannot be banned immediately following an incident. Senior management will be
involved in any decision regarding banning customers.

While in WaitWhile, staff are able to see the “Flagged” notation on a customer’s account.

If a customer has already been served and left the facility, flagged notes may still be added to the customer’s
account. Staff should also be aware that when booking or checking in a walk-in customer, a flag may appear on
an account that is not actually associated with that customer. Because WaitWhile uses similar data (phone
numbers, participant IDs, etc.) to retrieve repeat customer information, it is possible that a new customer might
have a phone number that was previously associated to a flagged customer. For this reason, Jobseeker Notes
must always be consulted in KANSASWORKS to verify a flag and to discover the reason for the flag.

Speaking with Customer

If a customer is flagged during the check in process, do not tell the customer. Instead, let the customer know
that there is an issue with the check in system, and that a supervisor is needed; ask them to have a seat while the
issue is resolved.
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Center Incident Report — Sample Form, Page 1 of 2

Incident Report

Workforce Center employees shall complete and submit this form within 24 hours of the incident. Gather
all relevant information; provide as much detail a possible. The Supervisor in attendance will submat

completed forms through the “Incident Report™ workflow in M-Files.

Person Invalved

First Name: Last Name:

Date of Birth: Part. ID Phone Number:
Address: City, State, Zip Code:
Alternate Phone # Inmjured: O Yes [ Mo
Please select one: [ Visitor/Client || Employee [] Other:

Incident Locaiion

Building Mame: Address:

Area of Building: Date and Time of Incident:

Intervention Required (Check all that apply)
[J Supervisor  [] Security [] Fire [] EMS [J] Police Case #:

Witness 1
First Name: Last Name:
Date of Birth: Phone Number:
Address: City, State, Zip Code:
Alternate Phone #: Injured: [] Yes [] No
Please select one:  [] Visitor/Client [ Employee [] Other:

Witness 2 [] NA

First Name: Last Name:
Date of Birth: Phone Number:
Address: City, State, Zip Code:
Alternate Phone #: Injured: [ Yes [ Mo
Please select one: [ Visttor/Client  [] Employee [] Other:
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Center Incident Report — Sample Form, Page 2 of 2

Incident Report

Detailed Description of Event

Printed Name Organization

Signature Date

Supervisor Comments/Actions

Resolution:
] Resolved with verbal intervention [ Customer signed Code of Conduct (attach)
[] Sign Code of Conduct at next visit [ ] Restrictions put in place; explain:

[ ] Unresolved

Supervisor Name Organization

Supervisor Signature Date
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SECTION II - PROFESSIONAL CONDUCT

A. Personal Appearance

The appearance of employees at work influences the public’s perception of the Workforce Centers’ competence
and professionalism. The Workforce Centers of South Central Kansas rely on employees to present a positive,
professional, business-like image to internal and external customers through dress and personal appearance for
their position.

It is important to remember that clothing, body art/tattoos, piercings, hair color, and other grooming techniques
that impair performance or disrupt the transaction of public business are not permitted. Below is guidance on
personal appearance; please note that supervisors and senior management may use their discretion for specific
events or occasions, when appropriate. Employees should consult their supervisors or HR if they have questions
as to what constitutes appropriate appearance for their position.

Guidance
To facilitate customer service and safety, everyone working in the Centers is given an ID badge and an
engraved name tag. A name tag or ID badge shall be worn at all times including networking events or other off-
site events where the employee is representing the Workforce Centers.

e Name tags and ID badges should not be modified in any way

e [D badges may be worn on decorative lanyards as long as they present a professional image

The Workforce Centers of South Central Kansas has adopted a Dress for Your Day approach to workplace
attire. The Dress for Your Day (DFYD) policy encourages personal discretion by allowing staff to determine
their clothing choices based upon the day-to-day demands of their role and the work they perform. DFYD work
attire is intended to be more casual or relaxed when employees have a workday that does NOT include external
meetings with partners and vendors. Customers are not considered the same as external meetings, therefore,
DFYD approved attire would be appropriate. The expectation is that employees will wear professional clothing
appropriate for the nature of the business and the type of work performed. If you have questions you should
refer to your supervisor or HR before the day of the event.
To provide staff guidance and explanation, some minimum dress standards are below:

e Attire should be clean, neat, and appropriate to the workday

e Attire should not be offensive or disruptive to others

e Staff are expected to practice good personal hygiene

e Facial hair must be neat and trimmed

e Ifan employee is not sure their clothing meets the dress code, they should consult with their supervisor

or HR

Attire DFYD Approved Inappropriate at any time
Pants/Skirts/ |e Dress pants e Sweatpants
Dresses e Dresses e Pajamas/loungewear

e Khakis e Exercise apparel or activewear

e Capris e Beachwear

e Skirts of appropriate length that come to e Shorts

the top of the knee ¢ Ripped pants of any kind
e Short skirts
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Professional jeans/denim (clean, free of
rips, tears, and fraying and not tight or
revealing)

Leggings are permitted only when worn
in the same manner as hosiery

Leggings, unless paired with
appropriate length skirt or dress
Garments that are dirty, wrinkled,
ripped or faded

Stirrup pants and other pants that fit
like hosiery do not project a
professional image and are not
permitted

Flats —not house shoes or slippers
Athletic or walking shoes — they must be
clean and only used for work activities

Shirts/Tops/ |e Sport coats or suit jackets e No graphic shirts
Jackets e Dress shirts e No team wear with excessive
e Ties with dress shirts graphics unless specified for the day
e Polo collar knit or golf shirts (small e Shirts with offensive writing or large
logos okay on chest or sleeves otherwise logos
no large logos) e T-shirts or sweatshirts
¢ Button down shirts e Beachwear, tank tops
e Professional blouses with sleeves, or e Exercise apparel or activewear
sleeveless but covered by a suit jacketif | e Crop tops, clothing showing
they don’t cover the shoulder midriffs, halter tops
e Sweaters, long and short sleeve e Garments that are dirty, wrinkled,
e Knit professional shirts ripped or faded
e Turtlenecks e Under garments should not be
e Sleeveless professional tops are allowed visible
as long as they are professional and
cover the entire top of shoulder
Shoes e Loafers or tie shoes e Beach flip flops or floppy sandals
e Dress shoes, pumps, Dress boots e Slippers
e Dress sandals e Dirty shoes
e Deck shoes e No gym shoes or specific sport shoes
e Clean cowboy boots e Combat boots
e Casual, open-back shoes (mules, sling e Work boots
backs) e Crocs

There will be times when specific attire may be requested by senior management based on business needs or
special occasions. On those occasions, special DFYD requirements will be announced by senior leadership. The

following categories of dress may be announced:

Business Casual dress guidelines:

Tops

e Button down and polo-style shirts are appropriate

e Sleeveless tops are permitted, as long as they are professional in style and the entire top of the shoulder
is covered
e Shirts that have sheer or lace material on the shoulders are permitted; sheer or lace material should not

extend to the middle of the back where undergarments may be exposed
e Tops and dresses should cover the entire top of the shoulder, back, and midriff
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Bottoms

e Dress pants and khakis may be worn, but hems must be below the knee (full-length, ankle-
length/cropped, or Capris) and should be professional and in good condition; styles that are extremely
casual, faded, frayed, wrinkled, or worn are not permitted

e Skirts and dresses are appropriate and should be of proper length and style for the business environment:
no shorter than the top of the knee when standing

¢ Denim and jean-like material are not appropriate for business casual dress

e Stirrup pants, leggings, and other pants that fit like hosiery do not project a professional image and are
not permitted

Hosiery, Foot Coverings, Misc.
e Leggings are permitted only when worn in the same manner as hosiery
Sandals and other open-toed shoes must have a discernable heel; foam-soled footwear is not permitted
Flip flops or beach/pool sandals are not permitted
Flats are permitted, but they should not resemble house shoes or slippers
Combat, and work boots are not permitted; Cowboy boots may be worn, but they must be clean and in
good condition
Tennis shoes and sport shoes are not permitted
e Hairstyles should be well-groomed and clean
e Facial hair must be neat and closely trimmed

Business Professional dress guidelines:

e Suits (skirt or pants) with coordinating shirt and tie are preferred

e Dresses and dress skirts or slacks with coordinating shirt, sweater, jacket, vest, or blazer are also
appropriate

e Skirts should be of proper length for the business environment: no shorter than the top of the knee while
standing

e Denim or jean-like material does not reflect a professional image and is not considered appropriate

e Dress shoes and dress boots are appropriate footwear

Accessories should be professional and not to excess. Head coverings, including scarves (not worn as bandana),
are permitted as long as they complement the other clothing items and present a professional image. Outdoor
hats do no present a professional image and are not permitted.

Visible tattoos are permitted with the exception of tattoos that display words or images of violence, hate, gore,
blood, obscene language, or that may violate a staff member or customer’s equal opportunity protections under
the law.

Ear, nose, and lip piercings are permitted. Nose piercings may include small studs, rings, or culturally
significant jewelry. Lip piercings should be discreet and not pose safety hazards. Employees are encouraged to
express themselves through jewelry and accessories that do not compromise safety or professionalism. While
we encourage individual expression, we ask employees to be mindful of safety, hygiene, and the potential for
distraction. Examples of piercings that are not allowed: Piercings that are large or elaborate, such as spikes or
gauged piercings. Piercings that are offensive or obscene in nature.

Religious and/or physical accommodations to this policy may be made. In order to request an accommodation,
please contact your local HR.
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B. Sexual Harassment

To ensure a work environment free of sexual harassment, each partner agency providing services within the
Workforce Center is expected to have a sexual harassment policy and to clearly communicate the policy to
personnel working in the center. Employees should follow the reporting requirements of their organization

In addition to sexual harassment of co-workers, as described in each partner agency’s policy, sexual harassment
of employees of partner agencies and of customers is prohibited.

C. Dealing with the Media

No Workforce Center staff or partner shall communicate with the media except for the VP/Chief Business
Development Officer (Amanda Duncan) or the President/Chief Executive Officer (Keith Lawing) of the
Workforce Alliance unless given prior approval by the President/Chief Executive Officer of the Workforce
Alliance. If the media comes to a Workforce Center, there are business cards for the VP/Chief Business
Development Officer and President/Chief Executive Officer at the Information Desk. If the media calls, the call
should be transferred to the President/Chief Executive Officer. If the media emails, the email should be
forwarded to the President/Chief Executive Officer.

D. Social Media

What Social Media means to us:

Conversations take place online about the Workforce Centers every day, and we want our staff to join those
conversations, represent the Workforce Centers, and share the optimistic and positive spirits of our brand.

These Social Media Values should guide participation in social media, both personally as well as when acting in
an official capacity on behalf of the Workforce Centers. The same considerations that apply to Workforce
Centers messaging and communications in traditional media still apply in the online social media space,
including on what might be considered “internal” platforms.

The Five Core Values of the Workforce Centers in the Online Social Media Community are:

1. Transparency in every social media engagement. The Workforce Centers does not condone
manipulating the social media flow by creating “fake” destinations and posts designed to mislead
followers and control a conversation.

2. Protection of our customer’s and/or fellow staff member’s privacy. The collection, storage, usage, or
sharing of Personally Identifiable Information (PII) should be done pursuant to applicable privacy and
information policies and laws and shall not be shared via Social Media without consent.

3. Respect of copyrights, trademarks, rights of publicity, and other third-party rights including regard for
user generated content. Consult with management to make informed, appropriate decisions.

4. Responsibility in the use of technology. Do not use or align the Company with any organizations or
websites that deploy the use of excessive tracking software, adware, malware, or spyware.

5. Utilization of best practices, listening to the online community, and compliance with applicable
regulations to ensure that these Online Social Media Principles remain current and reflect the most up-
to-date and appropriate standards of behavior.

Because staff positions are funded by public taxpayer dollars, Workforce Centers staff are held to a high
standard that requires staff to continually create and maintain a safe, welcoming environment for people of all
beliefs and backgrounds. This includes personal social media sites.
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To that end, staff should not post content on personal pages with work equipment or during work time unless
part of their usual job duties. Additionally, staff should refrain from any posts that:

Are inflammatory, cruel, hateful, or discriminatory.

Contain political endorsements or commentary.

Spread false or misleading information.

Identify staff members or customers.

Violate privacy rights or confidentiality agreements.

Staff are encouraged to make any personal social media accounts private, and keep in mind:
e Social media posts are considered public information.
e Content, even private content, can quickly spread across the community, country, or even worldwide.
e Interpretation of posts, comments, or content is uncontrollable; someone may take offense to a post even
though that was not the intent.
¢ Online content may be used by viewers as a reason to celebrate or denigrate staff or the Workforce
Centers as a whole.

E. Workforce Center Branding and Outreach Material

The Workforce Center strives to have a consistent marketing and branding through all brochures, flyers, forms,
handouts, and presentations. Located on the Workforce Center Intranet page, under the “Toolkit” there are
various pre-made templates for your use. Outreach material is maintained in each office please see your
supervisor for assistance.

For use of Workforce Center Logo’s please complete a Communications Team Request on the Intranet. To
update or create a form please contact Janet Sutton.

F. Outreach Events

Partners that plan to attend Outreach events in the community shall coordinate attendance at such events with
Kaitlyn Downey, Employer Services & Outreach Manager. Doing so ensures that there is no duplication of
outreach efforts in the community.
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SECTION III - FACILITY MANAGEMENT

A. Hours of Operation

General operating hours for the Workforce Centers are as follows. Please note operating hours may change due
to unforeseen circumstances. Staff and partners will be notified of any changes as soon as possible.

CENTER HOURS
Butler Workforce Center In-person & Virtual Services
Monday—Thursday
8:00am—5:00pm
Cowley College Workforce Center In-Person & Virtual Services
Monday—TFriday
8:00am—>5:00pm

Harper Workforce Center No Established Office; Services By Appointment
Kingman Workforce Center No Established Office; Services By Appointment
Sumner Workforce Center In-Person & Virtual Services

Monday—Thursday
8:00am—>5:00pm

Wichita Workforce Center In-Person & Virtual Services
Monday-Thursday
7:00am—o6:00pm

Friday

9:00am—Noon

B. Exceptions to Hours of Operation

If there is a reduction in hours of operation, partner agencies and the media will be notified (e. g. inclement
weather) by the President/CEO of the Workforce Alliance or his Designee. Workforce Center staff/partners may
call the Workforce Centers Information Line at 316-771-6677 to learn of any potential Center closing and/or
delay in opening due to inclement weather.

Requests for an increase in hours of operation may be made to the Workforce Alliance.

C. Holidays

The Workforce Centers will be closed on holidays observed by the State of Kansas. However, partner personnel
may observe their employer’s holiday schedule.

D. State Recognized Holidays

New Year’s Day Independence Day Friday after Thanksgiving
Martin Luther King Jr. Day Labor Day Christmas Day
Memorial Day Veterans Day
Juneteenth Nat’l Independence Day Thanksgiving Day
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E. Absence from Work Assignment

The Workforce Centers strive to provide excellent customer service at all times. To ensure the organization is
able to achieve this goal, it is imperative that each team and partner is represented in the Center.

When a Workforce Center co-located partner will not be represented at a Center during regular business hours,
the agency is asked to notify the One-Stop Operator as a courtesy and to facilitate planning and customer
service. The One-Stop Operator will then disseminate the information as necessary.

If a whole service delivery team (Career Center, RESEA, Training Team, etc.) will not be represented at a
Center, even for a limited amount of time, the supervisor(s) must notify the One-Stop Operator or other member
of Senior Staff to ensure coverage is available.

e For scheduled absences, of an entire co-located agency or team: provide ten (10) working days’ notice
whenever possible.
e For unscheduled absences of the entire co-located agency or team: telephone the Operator at 316-771-

6600 by 9:00 a.m. of the workday.
F. Parking

Wichita Workforce Center
e Parking is available in the lot located northeast of the building.

Butler Workforce Center
e Parking is available in the lot located west and of the building.

Sumner Workforce Center
e Parking is available along the street east of the building.

G. Facility Usage

The Workforce Alliance will make reasonable efforts to provide for the security of partners, property and
visitors; however, the Workforce Alliance assumes no responsibility for loss, damage, or theft of personal
property. Locking cabinets are provided at each workspace and lockers are available outside the breakroom as
well.

General Guidelines
Doorways and walkways, including those inside offices, should be kept clear at all times.

Any confidential or sensitive information must be secured when not in use, including locking files and
computer systems when staff are not at their desks. Any paper produced with customer information must be put
in the secured shred bin before departing for the day.

Food and beverages should be managed to avoid spills, pests, or odors. No perishable food should be stored at

desks and no food should be eaten at desks open to customers or in any shared work areas. Refrigerators and a

freezer are available in break rooms. Staff should put their name and the date on items that will be stored in the
fridge.
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Office Décor

As a general rule, all areas of the buildings should be professional in appearance. Workspace décor should
reflect a pleasant working environment for everyone, while at the same time allow some freedom of expression
within individual work areas. Reasonable judgement shall govern the types and quantity of work-related
information (flyers, brochures, etc.) as well as personal effects displayed within individual workspaces. Items
shall be exhibited in a manner which minimizes deterioration of the buildings and the overall work
environment. Staff may not paint, alter or otherwise modify any surfaces.

Staff and partners are not to use air fresheners, potpourri, or fragrance devices of any kind in open or public
areas. Only air fresheners or fragrance devices placed by management are allowed in open or public areas. Air
fresheners that plug in, warm, heat, or are liquid that do not come with a firmly attached lid are prohibited.

Individual Workspaces

Standardized name plates will be provided for all work stations. Décor should be simple and professional in
appearance. Professional items on cubical walls are limited to: 1 WorkKeys Certificate, 1 current job fair flyer,
1 current workshop flyer, 1 current Workforce Center services flyer, and 1 Program Quick Reference Guide.
Items should not exceed 8 2 x 11 and must be displayed in frames provided. Items should not be displayed
above partition panels (in the clear space), on the ledge by the clear space, or on top of the walls as it obstructs
the view of co-workers and detracts from the aesthetics of the work area. Additionally, windows, including
those in doors, must not be completely blocked as it is a security risk.

Personal items including religious, political, or legal items must be small, face away from customers, and
should not dominate the workspace. Staff should be mindful that décor items not interfere with their ability to
perform their work or impede customer safety, comfort, or accessibility. No lighted or electronic decorations are
allowed outside of the seasonal décor guidelines below.

Appropriate materials must be used when attaching items to fabric panels, metal shelves, or work surfaces; do
not use adhesive material (tape, glue, etc.). For safety purposes, items should never be hung from the ceiling or
interfere with emergency or safety items (fire extinguishers, vents, sprinkler heads, emergency exits, etc.).

Common Areas

Common areas of the buildings are: conference/meeting rooms, break room, kitchen, restrooms, lobbies, session
rooms, hall and walk ways, and other publicly accessed areas. All items posted in common areas will be on a
professional sign, in a sign holder, framed, or posted on a bulletin-type board (as in the white board in front of
the Youth area). The bulletin board in the breakroom is for staff use; postings should be professional and work-
appropriate. For safety purposes, items should never be hung from the ceiling or interfere with emergency or
safety items (fire extinguishers, vents, sprinkler heads, emergency exits, etc.).

Seasonal Décor

Staff may choose to decorate their workspaces for the season; good judgment and the above guidelines should
be used when selecting and displaying seasonal items. Staff must be respectful of others who may celebrate
differently or those who may not celebrate at all. Seasonal décor should be simple and not interfere with job
duties or the safety of other staff or customers. Any lighted or electronic decorations must be turned off or
unplugged before leaving for the day or weekend. No extension cords will be run through walkways as they
present a trip hazard. Staff must ensure out of season items are removed in a timely manner or they will be
asked to remove them.

The Centers provide seasonal décor for some Common Areas in the Wichita Workforce Center.

Any questions or concerns should be directed to your supervisor or Center Management.
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H. Meeting Etiquette

The Workforce Centers may host meetings for existing and potential partners that include food and/or drinks
throughout the year. Staff invited to attend the meeting should wait to get food until all guests have been served.
Staff that are not attending the meeting shall not enter meeting rooms to eat unless instructed to by a supervisor.

Any leftovers will be moved to the breakroom where staff at large may help themselves. Leftovers are first
come, first served; however, staff should be considerate of others who may have work duties to complete before
they are able to eat. No staff should save leftover items to take home until all staff have had a share, and the
items are to be disposed of.

Drinks are to be left for the group until meeting participants have left the building. Additionally, reusable items,
like bottled drinks, will be saved to be used for future events and should not be consumed by staff.

I. Facility Equipment

All repairs and maintenance of equipment belonging to the Center will be conducted by the Workforce Alliance
or contracted service provider. Please advise the Workforce Alliance of equipment that is not working properly.

Written authorization from the Workforce Alliance is required prior to removing equipment belonging to the
Centers from the facility. Partners are responsible for the proper use, care and return of all property and
equipment assigned to them.

J. Smoking

To maintain a safe and comfortable working environment and to comply with local ordinances, the Workforce
Centers are smoke free facilities. There are designated smoking areas outside of each Center no less than 25 feet
from the building.

K. Cell Phone and Electronic Devices Usage

In order to be respectful of other staff and customers, Workforce Center staff are to follow the below guidelines
regarding cell phone and electronic devices at the Workforce Center. Be mindful of the Local Area IV
Customer Service Grid when utilizing devices in the Workforce Centers of South Central Kansas.

1. Cell phone or other electronic device ringers should be turned off, changed to mute, or vibrate during

work hours.

2. Cell phones or other electronic devices should not be left unattended in the Workforce Center.
Employees assume the risk of loss or damage to cell phones or electronic devises carried during their
workday.

3. Personal cell phones calls should be made during break or lunch times to the maximum extent possible.
Frequent or lengthy cell phone calls may adversely affect productivity and disturb others.

4. To protect the privacy of fellow employees and customers, the use of cameras on cell phones or other
electronic devices during work time should be used with the consent of management and of the
person(s) present at the time.

5. Streaming music is allowed as long as it does not interfere with productivity. Staff is not to use
Workforce Center Wi-Fi and must use their own data for streaming. Staff streaming music must use
headphones in the open office area.
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L. Meeting Room Scheduling

Shared meeting rooms may be reserved by completing the Room Reservation Form found on the Workforce
Alliance Intranet. Please refer to the Room and Event Reservation Protocol for detailed instructions on
reserving meeting rooms.

M. Calendars

Partners may view calendars for meeting rooms and other individual partners as abilities and permissions allow.

N. Building Maintenance

Janitorial services provide a clean work environment. Janitorial issues should be directed to the Workforce
Alliance.

Wichita Workforce Center
Janitorial and maintenance services are provided by the Workforce Alliance.

Butler and Sumner Workforce Centers
Maintenance issues should be handled by each office’s lead staff. The lead staff should communicate all issues
to the Workforce Alliance.

O. Definitions

The Workforce Centers and partners have agreed to use common definitions for terms related to the provision
of services and shared funding. Through the use of common definitions, all parties achieve consistency in the
provision of similar services to customers. These terms are defined below:

Preliminary Services:
e Public Information: Facts about a Partner’s services distributed to the public.

e Outreach, Recruitment: Information about a Partner’s services circulated to potential customers for
the purpose of attracting customers to the program.

¢ Determination of Program Appropriateness for Customer: A decision about whether the Partner
provides services suitable for the customer.

e Orientation: Explanation of the Partner’s services and requirements to customers.

e Resource Center: A library of workforce, career and supportive service information, open to the
public. Information may be accessed through a variety of means including electronic and hard copy.

o [Initial Assessment: Interviewing and asking questions that would assist customer to consider his/her
resources, skills, abilities, and service needs as related to a plan of action.

e  Workshops: Short-term instruction to groups of customers to impart knowledge or skills related to
workforce or related issues, for example, how to complete a resume.

e Career Information: Facts and figures about occupational duties, requirements, demand in the labor
market, working conditions, and pay, given to customers to aid them in choosing a plan for
employment.

e Labor Market Information: Facts and figures about demand for workers by occupation, skill level, or
geographic area.
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e Job Search Skills & Information: The preparation of individuals or groups of individuals to plan and
execute an efficient investigation of employment opportunities and the effective marketing of their
skills and abilities. Covers areas of skill identification, understanding where potential jobs can be
found, organizing a job search, interviewing, applications and resumes.

e Job Referrals: Reviewing employer job requirements, determining qualifications and referring job
seekers to employers for consideration.

e Follow-Up: Contacting a customer after services have been provided in order to assess satisfaction &
review needs.

e Eligibility Determination: Collection of information and documents to make a decision whether an
individual can access eligibility-based services.

Services Requiring Eligibility:

¢ Enrollment or Registration: Completion and recording of eligibility determination data required
before individuals can receive services.

e Diagnostic Assessment: The use of valid and reliable formal tests to analyze customer skills, aptitudes
and interests, together with a review of customer resources, barriers, health issues, legal issues, service
needs and other matters that will lead to a plan for self-sufficiency, employment, or related goal.

¢ Individual Self-Sufficiency or Employment Planning: A written action plan, signed by the customer
and staff, that includes steps the customer must take and services the agency must provide, in order to
achieve a goal, usually for long-term self-sufficient employment.

e Case Management: Long term guidance and support through the process of finding and using a
variety of services leading to economic self-sufficiency.

e Basic Education, Literacy Training, GED Training: Training in reading, math, and related topics to
enable a customer to read and write English language. GED Training is given in order to assist a
customer in obtaining their General Education Development certificate.

e English as a Second Language Training: English language training given to customers who speak
and/or are literate in another language from birth.

e Computer Literacy Training: Basic instruction to assist customers with accessing, creating, and
saving documents and retrieving information from computers.

e Job Readiness Training: Instruction in job seeking and job keeping skills.

e Life Skills Training: Instruction in money management, time management, dealing with institutions,
and other skills needed for successful everyday functioning.

e Supportive Services: Goods or services purchased or provided to address the barriers or basic needs
that prevent a customer from successful completion of a plan of action. Examples are childcare
assistance, work tools, work clothing, housing, and transportation assistance.

e Post-Employment or Job Retention Services: Counseling and supportive services to eliminate
barriers targeted at allowing employed individuals to continue employment.

e Tutoring, Study Skills Training: Individual, classroom, learning lab, or other instruction given to
customers to encourage school or training completion and dropout prevention.

e Leadership Development Activities: The encouragement of responsibility and other positive social
behaviors such as communication skills, decision-making, teamwork, money management, time
organization, resourcefulness, parenting, citizenship and service to community.

e Mentoring: Providing a positive role model to guide and coach a customer in personal and decision-
making skills needed to become a successful member of a community or a work place.

e Alternative Secondary School: Any locally recognized educational program offering school credit
and graduation, established for students having difficulty completing their education in a traditional
secondary school setting.
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Training Services:

Financial Assistance for Training: Information and access to grants, loans, and scholarships,
including WIOA tuition assistance, Pell Grants, State Scholarships and Grants, Child Care Grants,
Perkins Loans, Work Study, Veterans Assistance Benefits, Bureau of Indian Affairs assistance, Indian
Scholarship Program, and Foundation Scholarships.

Occupational Skills Training: Specific programs or opportunities that allow an individual to gain
occupational skills and may lead to a certificate or credential.

On-the-Job Training: Training provided by an employer to an employee, with or without subsidy.
On-the-Job Training occurs while the customer is engaged in productive work and provides knowledge
and skills essential to the performance of the job.

Skills Upgrading: Instruction designed to improve or update basic or occupational skills.
Re-Training: Instruction in a new set of skills for customers whose occupational skills have become
obsolete or are no longer needed in the local labor market.

Entrepreneurial Training: Instruction designed to assist customers who are interested in opening a
business. Training includes instruction in marketing, business, and financial plans as well as legal
requirements for opening a business.

Apprenticeship Training: A program of instruction delivered to individuals while working on the job
at a beginning level and graduating skill levels and pay until journeyman level is achieved.
Customized or Workplace Training: Training conducted with a commitment by an employer or
group of employers to employ individuals upon successful completion. Training is specific to the skill
needs of the employer or group of employers.

Work Experience, Internship: Short term paid or unpaid work activity which provides an individual
the opportunity to acquire the skill and knowledge necessary to perform a job. Under the guidance of a
supervisor, Work Experience or Internship customers develop appropriate work habits and behaviors
while learning various aspects of an occupation.

Employer Services:

Job Listing: Information on current job vacancies, including required skills, knowledge and abilities,
wage and hours, benefits, and location of work. Available on a local, state and national level.
Candidate Screening: Comparing job seeker skills to the requirements of the job listing.

Candidate Testing: Administration of specialized testing as requested by employers to help identify
preferred candidates. May include achievement, proficiency, or any other validated measure.

Job Referrals: Reviewing employer job requirements, determining qualifications and referring job
seekers to employers for consideration.

Space for Job Interviews: Providing appropriate space for an employer to use to test and/or interview
applicants. This service may include access to TV/VCR, telephone, fax, copier, computer, and Internet.
Labor Market Information: Information about labor supply and demand, population, growth and
characteristics, trends in industrial and occupational structure, technological developments, shifts in
consumer demands, wage levels, trade disputes; recruitment practices; conditions of employment; and
training opportunities.

Local Economic Development Information: Information about aspects of a community’s
infrastructure, climate, recreational opportunities, housing conditions, educational opportunities, and
other information designed to attract new or relocating employers.

Employer Incentives: Tax credits, training subsidies, or other inducements offered to an employer in
return for locating in a community or hiring & training workers.

Employer Seminars: Workshops providing employers with information that will help them hire and
retain workers. Examples include training in fair employment practices as well as information about
employment laws and payroll withholding, workers’ compensation, and Unemployment Insurance tax
requirements.
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e Job Fairs: Open forums for the recruitment of applicants by several or many employers.

e Services to Laid Off Workers: Workshops and individual services initiated when significant numbers
of employers/employees in a community experience downsizing or plant closure. Several Workforce
Partners may combine efforts with employers to give information and support in the areas of
community services, Unemployment Compensation, retraining services, and strategies for
reemployment.

e Outplacement Services: Finding employment of an employee outside his/her current employer.

e Job Analysis: A detailed description of an occupation highlighting significant factors such as duties,
successful worker traits, equipment, qualifications, training, physical demands, environmental
conditions, and other employment factors. Comparison may be made to other jobs/careers.

e Focus Groups: Groups of employers coming together to discuss and guide Workforce Centers and
Partners in employment issues from the employer perspective.

P. Partner Referrals

Definition and Process

The definition of a referral is to send a customer to another agency or partner for services. Referrals are made to
serve the customer. Referrals are tools designed to track customers for the partners and to document services
provided. Outcomes of referrals are tracked by the receiving partner and the referring partner to ensure that
customers’ needs are met. Data will be generated to analyze the continuous process improvement. The referring
partner must request follow-up on the referral form if expected from the receiving partner.

Partner Referral Guidelines

Partner Referral Guidelines are provided to assist WFC staff and partners in making suitable referrals. These
guidelines, which include contact information for each partner, are intended to serve as a resource. Partners are
cautioned not to use these guidelines to attempt to determine eligibility, as this is ultimately the responsibility of
receiving agency.

WEFC staff making referrals to programs operated inside the WFC (WIOA Adult, Dislocated Worker, or Youth,
etc.) should follow the Program Quick Reference Guide when completing the WFC080-0910 Partner Referral
Form. For guidance on referrals to outside partners, see Tracking Partner Referral Protocol on the Workforce
Center’s Intranet.

The guidelines are a living document. The most recent information will be available through the Workforce
Center’s Intranet or by contacting the Workforce Alliance. To update your partner’s guidelines, contact the
Workforce Alliance with the updated information.

Partner Referral Form

A sample of the Workforce Centers’ Partner Referral Form may be found below. Partners, customers, and the
general public may complete and submit the electronic version of the form on the WFC’s website at
https://workforce-ks.com/partnerreferralform/. Additionally, a printable version of the form may be accessed
through the Workforce Center’s Intranet.
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Workforce Center Partner Referrals — Sample Form

Partner Referral Form

Referring Agency: Referring Staff Mame:
Referring Staff Phone: Referring Staff Email:
Customer Name: DOB: Last 4 of S5N:

Participant ID [Workforce Center wse anly):
Best time to contact (range of time and dayz):

Preferred method of contact: Phone- Emaail- Video call (service)-

The following information is necessary to refer the customer to the most appropriate program. Please
complete it as thoroughly as possible. If referring to a specific program, note it in “Additional
comments” section.

Customer is receiving: [_|SNAP [ |JTANF Customer is a: [ | Veteran [ |Eligible Spouse [ |N/A

[ JEmployed [ JUnemployed Has been laid off? [ _Jyes [ |No
Receiving unemployment benefits: D‘res |:|Nr:|
Most recent place of employment:

Last date of employment:

Requesting training assistance: [ Jves [ |No I yes, school preference:

In what training program?

If customer is 16-24, check all that apply:

[ ]Homeless [ |Runaway [ |Dropout [ |Disabled [ | English Language Learner
[ ] Pregnant or Parenting [ ] offender [ ] Currently or previously a foster child

Additional comments:

Receiving Partner Use Only
Date received: Date assigned: Staff Assigned:
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SECTION IV — CUSTOMER RELATIONS

A. Equal Opportunity

Equal Opportunity is the Law
It is against the law for this recipient of federal financial assistance to discriminate on the following basis:
e Against any individual in the United States, on the basis of race, color, national origin including limited
English proficiency, age, sex including pregnancy, childbirth and related medical conditions, sex
stereotyping, transgender status, and gender identity, political affiliation, belief, religion, disability and,

e Against any beneficiary of programs financially assisted under Title I of the Workforce Innovation and
Opportunity Act of 2014 (WIOA), on the basis of the beneficiary's Citizenship/status as a lawfully
admitted immigrant authorized to work in the United States, or his or her participation in any WIOA Title
I-financially assisted program or activity.

The recipient must not discriminate in any of the following areas:
e Deciding who will be admitted, or have access, to any WIOA Title I-financially assisted program or
activity;

e Providing opportunities in, or treating any person with regard to, such a program or activity; or
e Making employment decisions in the administration of, or in connection with, such a program or activity.

The following provisions apply specifically to Employment Service operations conducted by Kansas Works Job
Service Offices. States shall:

e Assure that no individual be excluded from participation in, denied the benefits of, subjected to
discrimination under, or denied employment in the administration or in connection with any services or
activities authorized under the Wagner-Peyser Act in violation of any applicable nondiscrimination law,
including laws prohibiting discrimination on the basis of age, race, sex, color, religion, national origin,
disability, political affiliation or belief. All complaints alleging discrimination shall be filed and processed
according to the procedures in the applicable DOL nondiscrimination regulations.

e Assure that discriminatory job orders will not be accepted, except where the stated requirement is a bona
fide occupational qualification (BFOQ).

e Assure that employers' valid affirmative action requests will be accepted and a significant number of
qualified applicants from the target group(s) will be included to enable the employer to meet its affirmative
action obligations.

e Assure that employment testing programs will comply with all applicable federal regulations.

What to do if you believe you have experienced discrimination
If you think that you have been subjected to discrimination under a WIOA Title I financially assisted program or
activity, you may file a complaint within 180 days from the date of the alleged violation with either:
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e The recipient's Equal Opportunity Officer, Chad Pettera, Workforce Alliance of South Central Kansas,
2021 N Amidon, Wichita, KS 67203; Telephone: 316-771-6600; Fax: 316-771-6690; TTY: 1-800-766-
3777; Email: info@workforce-ks.com; (or the person whom the recipient has designated for this purpose);
or Kansas Department of Commerce Regulatory Compliance Director, John Ybarra, at
John.Ybarra@ks.gov and 785-296-2122.

e The Director, Civil Rights Center (CRC), U.S. Department of Labor, 200 Constitution Avenue NW, Room
N-4123, Washington, DC 20210, 202-693-6502 (voice) 800-877-8339 (TTY/TDD), 202-693-6505 (fax).

If you file your complaint with the recipient, you must wait either until the recipient issues a written notice of
Final Action, or until 90 days have passed (whichever is sooner), before filing with the Civil Rights Center (CRC),
U.S. Department of Labor, 200 Constitution Avenue NW, Room N-4123, Washington, DC 20210.

If the recipient does not give you a written Notice of Final Action within 90 days of the day on which you filed
your complaint, you do not have to wait for the recipient to issue that Notice before filing a complaint with CRC.
However, you must file your CRC Complaint within 30 days of the 90-day deadline (in other words, within 120
days after the day on which you filed your complaint with the recipient.)

If the recipient does give you a written Notice of Final Action in your complaint, but you are dissatisfied with the
decision or resolution, you may file a complaint with CRC. You must file your CRC complaint within 30 days of
the date on which you received the Notice of Final Action.

If you think that you have been subjected to discrimination under the above conditions, you may file a complaint
within 360 days from the date of the alleged violation with either:

The recipient's Equal Opportunity Officer, Chad Pettera, Workforce Alliance of South Central Kansas, 2021 N
Amidon, Wichita, KS 67203; Telephone: 316-771-6600; Fax: 316-771-6690; TTY: 1-800-766-3777; Email:
info@workforce-ks.com; or the Kansas Department of Commerce Regulatory Compliance Director, John Ybarra,
at John.Ybarra@ks.gov or 785-2962122; or The Director, Civil Rights Center (CRC), U.S. Department of Labor,
200 Constitution Avenue NW, Room N-4123, Washington, DC 20210, 202-693-6502 (voice) 800-877-8339
(TTY/TDD), 202-693-6505 (fax).

Equal Employment Opportunity Commission (EEOC) Notice on Employer Consideration of Arrest and
Conviction History

Title VII of the Civil Rights Act of 1964 makes it unlawful to discriminate in employment based on race, color,
national origin, religion, or sex. This law does not prohibit an employer from requiring applicants to provide
information about arrests, convictions, or incarceration. But, employers may not treat people with the same
criminal records differently because of their race, national, origin, or another protected characteristic. In addition,
unless required by federal law or regulation, employers may not automatically bar everyone with an arrest or
conviction record from employment. This is because an automatic bar to hiring everyone with a criminal record
is likely to unjustifiably limit the employment opportunities of applicants or workers of certain racial or ethnic
groups. If an employer’s criminal record exclusion policy or practice has disparate impact on Title VII-protected
individuals, it must be job related and consistent with business necessity.

For more information:

http://www.eeoc.gov/laws/guidance/arrest_conviction.cfm;

http://www.eeoc.gov/laws/guidance/qa_arrest_conviction.cfm;
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http://www.nationalreentryresourcecenter.org/documents/0000/1082/Reentry Council Mythbuster Employme
nt.pdf

Fair Credit Reporting Act

The Fair Credit Reporting Act (FCRA) requires an employer to obtain the applicant’s permission before asking a
background screening company for a criminal history report, and requires the employer to provide the applicant
with a copy of the report and a summary of the applicant’s rights before the employer takes an adverse action
(such as denying an application for employment) based on information in the criminal history report. For more
information:

http://www.ftc.gov/bep/edu/pubs/consumer/credit/cre36.shtm

For additional information about these notices or to register a formal complaint about a KansasWorks job order
or services received in a KansasWorks Workforce Center contact:

John M. Ybarra

Regulatory Compliance Director

Kansas Department of Commerce

1000 S.W. Jackson Street Suite 100

Topeka, KS 66612

(785) 296-2122

Se Habla Espaiol

John.Ybarra@ks.com

B. Grievance and Complaint Policy

It is the policy of the Workforce Alliance of South Central Kansas (WA) that all workforce programs
operated by or under the WA shall be operated in conformance with all applicable laws and regulations. It is
also the policy of the WA that no program or provision of services under those programs shall allow
discrimination on the basis of race, color, national origin including limited English proficiency, age, sex
including pregnancy, childbirth and related medical conditions, sex stereotyping, transgender status, and
gender identity, political affiliation, belief, citizenship, religion or disability.

Who May File - Any applicant, participant, service provider, operator, partner or other interested party may
file a complaint alleging a violation of local programs, agreements or WA policies and activities.

Complainants with Disabilities - Complainants with disabilities will be accommodated in communication
and location. Alternate formats will be used on request to notify the complainant of hearings, results and any
other written communication. Auxiliary aides and services, such as deaf interpreters or assistive listening
devices, will be provided on request for negotiations, hearings and any other meetings where aural
communication occurs. An accessible location will be used for hearings and other meetings on request.

Time and Place for Filing - Complaints may be filed with the WA or the service provider within one year
from the date of the event or condition alleged to be a violation. Complaints filed with the WA shall be
directed to the following: Chad Pettera, Vice President & COO, Workforce Alliance of South Central
Kansas, 2021 N Amidon, Suite 1100, Wichita, KS 67203; Telephone: (316) 771-6600; Fax: (316) 771-6690;
TTY: 1-800-766-3777; Email: info@workforce-ks.com.
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Resolution Process - Service providers and employers of participants must have procedures in place to
process complaints related to the terms and conditions of the participant's training or employment.
Employers and service providers may elect to utilize the system established by the WA or operate their own
complaint procedures. If the employer is required to use the complaint processing procedures under a
covered collective bargaining agreement, then those procedures may be used to handle general complaints.

Any hearings conducted by an employer must comply with all provisions for hearings described in this policy.

Step 1 - Initial Review - If the complaint alleges a violation of any statute, regulation, policy, or program that is
not governed by WIOA, the complaint will be referred to the appropriate organization for resolution. Notice of
the referral will be sent to the complainant.

The WA or the service provider will receive the complaint from the complainant or the complainant's
designated representative. All complaints will be logged. A complaint file should be established that contains
the following:

Application and enrollment forms;

Completed General WIOA Complaint Form (or complainant's written statement);
Chronological log of events or conditions alleged to be a violation;

Any relevant correspondence; and

Record of the attempted informal resolution.

kv =

Step 2 - Informal Resolution - An attempt should be made by the WA or the service provider to informally
resolve the complaint to the satisfaction of all parties. The informal resolution process must be completed
within ten business days from the date the complaint is filed. If all parties are satisfied, the complaint is
considered resolved and the terms and conditions of the resolution must be documented in the complaint file.
When a service provider attempts the informal resolution, the service provider will forward the complaint file to
the WA. The WA will review the complaint file and investigate it further if necessary.

Step 3 - Formal Resolution - When an informal resolution is not possible, the WA will issue a determination
within 20 calendar days from the date the complaint was filed. If an appeal of the determination is not
requested, the complaint is considered resolved and the complaint file should be documented accordingly. Any
party dissatisfied with the determination may request a hearing within 14 calendar days of the date of the
determination.

Step 4 - Hearing - A complaint may be amended or withdrawn at any time prior to a scheduled hearing.

If the complaint is not withdrawn, the WA will request that the Workforce Compliance and Oversight, Kansas
Department of Commerce, 1000 S.W. Jackson, Suite 100, Topeka, Kansas 66612 designate a hearing officer to
ensure the complaint receives fair and impartial treatment. The hearing must be conducted within 45 calendar
days from the date the complaint was filed. The hearing officer will schedule a formal hearing and mail a
written notice to the complainant, the respondent, and any other interested party at least seven business days
prior to the hearing. The notice will include the date, time and place of the hearing.

Parties may present witnesses and documentary evidence, and question others who present evidence and
witnesses. The complainant may request that records and documents be produced. Attorneys or another
designated representative may represent each party. All testimony will be taken under oath or affirmation. The
hearing will be recorded either in writing or by audiotape. The hearing officer's recommended resolution will
include a summary of factual evidence presented during the hearing and the conclusions upon which the
recommendation is based.
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Step 5 - Final Decision - The WA will review the recommendation of the hearing officer and issue a final
decision within 60 calendar days from the date the complaint was filed.

Step 6 - Appeal - Any party dissatisfied with the WA’s final decision, or any party who has not received either a
final decision or a resolution within 60 calendar days from the date the complaint was filed, may request an
appeal. The appeal must be received by the Kansas Department of Commerce (Commerce) within 90 calendar
days from the date the complaint was filed at the following address: Kansas Department of Commerce,
Workforce Compliance and Oversight, 1000 S.W. Jackson Street, Suite 100, Topeka, Kansas 66612-1354
Commerce will review the complaint file, the hearing record, and all applicable documents and issue a final
decision on the appeal within 30 calendar days from the date the appeal was received.

C. Reporting Suspected Program Fraud or Abuse

Workforce Centers’ partners are required to report suspected fraud or abuse of any kind timely to either the
Local Workforce Development Board Chair, Kansas Department of Commerce, or United States Office of
Inspector General. Suspected fraud can include misapplication of funds, gross mismanagement, or abuse of
authority. Fraud can be, but not limited to, bribery, forgery, extortion, embezzlement, theft, kickbacks, misuse
of funds, misrepresentation of information.

Individuals are protected by Whistleblower’s Act (Kansas Statue No. 75-2973) and Whistleblowers posters are
posted along with other legally required employment notices in all the Workforce Centers to provide guidance.

Individuals can provide a written report of suspected fraud or abuse on their own form, or can use the fraud or
abuse reporting form found in Kansas Department of Commerce Workforce Services Policy #5-11-00 that can
be found at www.kansasworksstateboard.org/PoliciesandProcedures. Policy #5-11-00 also provides information
on the types of fraud and contains information that might help and individual make a determination of the
suspected fraud or abuse. If in doubt of the possibility of fraud or abuse, and individual is required to file a
report. Contact information for the Local Board Chair can be found under the board section of www.workforce-
ks.com. Reports to the Kansas Department of Commerce can be filed with:

John Ybarra
Kansas Department of Commerce
Director of Regulatory Compliance
1000 SW Jackson St, Suite 100
Topeka, KS 66612-1354
785-296-2122
(fax) 785-296-3612
John.Ybarra@ks.gov

Individuals can also report suspected fraud or abuse directly to the United States Office of the Inspector General
(OIG/USDOL) at 1- 800-347-3756.

D. Limited English Proficiency

Limited English Proficiency Definition

Individuals who do not speak English as their primary language and who have a limited ability to read, write,
speak, or understand English can be limited English proficient (LEP) and be entitled to language assistance with
respect to a particular type of service, benefit, or encounter. LEP individuals may be competent in English for
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certain types of communication (e.g. speaking or understanding), but be LEP for other purposes (e.g. reading or
writing).

Identification of LEP Persons
Census data indicates that Spanish and Vietnamese are the languages most often used in Local Area IV by
persons with LEP.

If a person's primary language is not recognized by staff, the Language Identification Flashcard will be used to
identify the language. The Language Identification Flashcard is included below. The Language Identification
Flashcard shall be maintained and easily accessible at all Workforce Center entry points.

Language Assistance Services and Interpretation

Any language assistance services, whether oral interpretation or written translation must be accurate, provided
in a timely manner and free of charge to the LEP individual. Language assistance will be considered timely
when it is provided at a place and time that ensures equal access and avoids the delay or denial of any aid,
benefit, service, or training.

Staff shall use the Language Line for all interpretation services. Instructions on how to access and use the
Language Line are available on the Workforce Centers Intranet. Staff fluent in the language of an LEP
individual may provide interpretation services as necessary.

Staff shall not require a LEP individual to provide their own interpreter. Additionally, staff shall not rely on a
LEP individual’s minor child or adult family or friend(s) to interpret or facilitate communication. A LEP
individual’s minor child or adult family or friend(s) may interpret or facilitate communication in emergency
situations while waiting for a qualified interpreter.
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Language Identification Chart by Dr. Lucila Makin/APCI

www.nrpsi.org.uk

| speak English _ English conpe
“Uné flas shqgip w>_co=_o_._ “Ming puhun suomea | Finnish . AS kalbu lietuviskai Lithuanian Wahan ku hadlaa Somali
ATICHE NG-00-%:: | Amharic Je parle francais french Jas zboruvam makedonski | Macedonian Soommali

Bu QuytiptG Yp juoupy | Armenian 83 arodomogmd Jhommep | Georgian Saya Bicara Bahasa Malay | Malay Hablo espafiol Spanish
A el Aall A5l Arabic Ich spreche Deutsch German T §0ST qTeiAr Marathi Ninasema Kiswahili Swakhili
Man 13p6ajan mnss namauspam | Azeri MU ta eEMnvikd Greek Mo koze créole Mauritian Creole Jag talar svenska Swedish
anf3r A1y 3| Bengali 3§yl owa &g . | Gujarati Eu vorbesc Moldoveneste | Moldovan Tagalog arg aking salita | Tagalog
Govorim bosanski Bosnian Na yia Hausa Hausa Ba Monroa xomop speaar | Mongolion Mo QR GonBamen | Tamil
%@ Brifish Sign MY 12T K Hebrew = Farefr sre=ss 1« | Nepalese Suwammlng Thai

Language % f&=1 ateran m Hindi Jeg snakker norsk Norwegian PTACHE NLAL: Tigrigna

A3 roBops Gbnrapcku | Bulgarian £n magyarul beszélek Hungarian Say salitac et Pangasinan | Pangasinan Ndi ngakula Tshiluba Tshiluba
méé [GEencdoncdalaozde | Burmese ww:k%:wﬁoa bahasa o —— I sabi speak pidgin or Pidgin English Ben Tirk¢e konusuyorum qc_...ﬁ:
Parlo catald Catalan s broken english Mekan Twi Twi
ﬁﬂ“*mﬂ Cantonese ~ Anam asu igbo Igbo Méwie po polsku Polish A posmosnmo yrpaincewow mosow | Ukrainian
BMEKE Hakka w, Ti sarc ket llocano llacano Eu falo portugués Portuguese Mew yabekua ranupaman Uzbek
i ¥ g Mandarin @l Porloitaliano Italian = SIS $a> 0 | Pushio r, ) oS pr Urdu
Govorim hrvatski Croatian WIFAXRBEEET Japanese o hd e 3 Puniabi T6i néi tiéng Viét Vietnamese
Miwvim cesky Czech Men kazaxwa 6uaemur | Kazakh % et W S Mo le so yoruba Yoruho
Jeg taler dansk Danish Nvuga ikinyarwanda Kinyarwanda Eu vorbesc limba Romand | Romanian

S o Cinaa 5 0 e Dari Li= 8I=20{ 8 8ttt Korean fl roBopIO NO-PYCCKM Russian

Ik spreek Nederlands Dutch Kurmanci zimané min e M“”ﬂ%: _.omnovxz_ Pnckn mw_‘_.xo:

Ik spreek Vioams Dutch /Flemish ' e9%mgme®odood | Sinhalese

Ma rigin Eest keelt e PEL wd Pl $aS S5 4 0+ | Kurdish Sorani Ndino taura Shona Shona

Medoa Ewegbe Ewe Es rundju latviski Latvian Hovorim po slovensky Slovak

25 o G b n Ford Ngai nalobaka Lingala Lingala Govorim slovenski Slovenian
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SECTION V — CONTINUOUS IMPROVEMENT

The Workforce Alliance is committed to regular review of service delivery practices to ensure an ongoing focus
on continuous improvement within the Workforce Centers of Local Area IV. Input from customers, internal
partners, and community partners is critical to the progression of delivering a high level of customer service
while aiming to meet needs of area businesses by connecting employers with a skilled workforce.

A. Core Values of Performance Excellence

Workforce Center partners are committed to creating a system-wide focus on performance excellence through
continuous improvement.

At the heart of any successful continuous process improvement initiative is involvement of every employee at
every level of the organization. As the Workforce Centers’ continuous improvement strategies evolve,
employees are invited to serve on work groups and to apply principles of improvement in the course of
performing day-to-day activities.

Below are the eleven (11) core values for performance excellence identified for the Workforce Centers:

Customer Driven Excellence
Visionary Leadership

Valuing Employees and Partners
Organizational and Personal Learning
Focus on the Future

Systems Perspective

Agility

Management by Fact

Managing for Innovation

Public Responsibility and Citizenship
Focus on Results and Creating Value

B. Customer Service

It is imperative that all customers of the Workforce Centers be treated with courtesy and respect. If you
encounter a difficult customer, do not take it personally; maintain your professionalism. Please be mindful of
the people you come in contact with on a daily basis; your actions, words, and expressions may be putting off a
signal that you are not truly interested in assisting a customer. Please remember the “10 Best Ways to Show
Your Commitment to Excellence”:

Provide prompt service. Answer phones quickly or, if face-to-face, acknowledge customers right away.
Stay upbeat and friendly. Keep a smile on your face and in your voice.

Give customers and their needs your undivided attention.

Be accurate and organized. Have information at your fingertips and take notes.

Communicate clearly. Talk in plain language, not jargon, and speak slowly.

Show courtesy and respect, even if a customer is upset.

Keep up to date on products, services, procedures, and policies.

Provide solutions. If you are unable to fulfill a customer’s request, offer options.

Keep your word. Build trust and customer loyalty by doing what you say you are going to do.

10 Always ask what else you can do for your customer.
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Local Area IV Workforce Centers Customer Service Bill of Rights

We commit together that each job-seeker, employer, partner, and co-worker who calls, visits, uses, or works in
our Center is entitled to treatment in the following manner:

Satisfying Customers with Our Services: Because our customers are turning to us to meet some need, we will
suggest services, programs, and products the customers can use but may not know about or have thought of to
meet those needs. There is always more than one way to meet the customers’ needs, and we will be flexible in
how we accomplish it.

Treating Customers Courteously: We will consistently treat employers and job-seekers alike with respect and
dignity. We will strive to go beyond the Golden Rule, treating them as we want to be treated, to the “Platinum
Rule:” Treating our customers as they want to be treated. We communicate clearly to the customers, at their
level, without using acronyms, buzzwords, or other language they don’t understand or that would make them
feel uncomfortable.

Prompt, Friendly Service: We will acknowledge the customers who come in, put them at ease, and respect
their time, which is as important to them as ours is to us. We will therefore treat their time as our own. We will
make them comfortable and welcome.

Closing Each Customer Interaction: As our customers finish their business with us, we try to make sure each
employer and job-seeker feel that they are valued parts of the Workforce Center.

Polite Understanding of the Customer’s Situation: We will take the time to understand the customer’s
situation and address it without argument. We will listen both with attention and generosity so that we forgive
customer behaviors displayed out of frustration, fear, panic, or other emotions. Understanding that although we
deal with customers in their situations every day, this is a stressful situation for them, we are non-
confrontational. This allows us to learn the customer’s true needs, even when the customer him- or herself may
not know that those needs are.

Get it Right or Make it Right: We will focus on accurate, reliable, quality service to employers and job-
seekers. This is critical to our credibility. We take this as a matter of honor. When occasions happen that we
realize we have made an error, we make the situation right for the customers. We realize that while a problem
may be a minor annoyance to us, or no big deal, it may well be the most important thing in a customer’s life
when it happens. Regardless, we acknowledge that it deserves immediate attention. We do not dwell on fault,
nor do we minimize the customer’s experience of the problem. Instead, we seek solutions that will both
eliminate the cause of the customer’s stress and prevent future customers from experiencing the same problem.

Open Professionalism in Delivering Qur Services: Each of us know our jobs, and focus on work- and job-
related activities at work. We treat each other, our job-seekers, and our employers, with dignity and respect at
all times. When we see things that need to be done—we simply do them without concern for whether or not it’s
“our job.” We will each be ready to help job-seekers and employers with high-quality, value-added services.
We constantly update our knowledge of the services, products, and programs offered through Local Area IV
Workforce Centers so we can better serve our customers. Knowing that customers hold us to promises made
through Workforce Center we each commit to knowing the services offered through our center, and how to
provide them.
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Customer-Focus and Follow-Through: We will help meet job-seekers’, employers’, partners’, and coworkers’
needs in a way that the customers feel that they are the Center’s priority while we are in contact with them. We
apply the principles and practices of customer service. We are accountable not only to our customers but to each
other. We welcome the help and feedback of our colleagues and peers in achieving our goals of superior
customer service.

Introduce Customers to the Person Who Can Help: We may not always be the right person to meet a
customer’s needs. When someone else can better help them, we will directly and personally introduce the
customer to that person, when possible. We will “hand them off, not pass them off.”

Happy Workforce Center Employees: Our customers have a right to be served by employees who enjoy the
work we do and believe that the services, programs, and products we provide are important. We each will find
those things we can enjoy in our job, and let that influence our attitude to our customers.

Our Belief in Pleasant Surprises: When we undertake the activities above, we believe our customers will
encounter pleasant surprises when they work with us. These surprises will keep our customers internal or
external satisfied and confident in the services that they received from the Workforce Center staff.
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Local Area IV Customer Service Grid

WICHITA WORKFORCE CENTER

JOB AID FOR DESCRIBING BEHAVIORS FOR ELEMENTS OF CUSTOMER SERVICES

Customer Service
Element

Examples of Behaviors

Your Rating:

Unacceptable 1

Acceptable 2

Exceptional 3

1

2

3

Your
Rationale

Customer Satisfaction—
suggest services,
programs, and products
the customer can use to
meet their needs;
flexibility in approach

Tells the customer that “that’s
not our problem”

Tells the customer “T used what
you gave me, so it’s not my
fault”

Does not assist customers,
whether employers or job-
seekers

Takes customers literally instead
of listening for deeper
customer needs

Tells the customer that the way
Kansas 1% offers the service is
the only way it can be
received

Greets job-seekers and
employers promptly and
cheerfully, despite whatever
else is going on

Asks customers questions that
identify their needs

Helps customers see how Kansas
1% services help with their
needs

Apologizes for customers’
problems, and reassures that
we can help

Tells the customer “Let’s see
how I can help”

Sees to it that each employer or
job-seeker is placed into
contact with the right person
to assist

Takes initiative to tailor
services within ethical,
moral, and legal
boundaries

Finds errors up front, and
takes the initiative to fix
them without a customer
complaint

Finds or creates services
specific to the customer’s
unique needs

Go above and beyond to
serve the customer by
asking if there is anything
else you can do for them
and giving them your
contact information for
future use

Adapted from: Performance-Based Management. Copyright © 2004 by John Wiley & Sons, Inc. Reproduced by permission of Pfeiffer, an Imprint of Wiley. www.pfeiffer.com
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WICHITA WORKFORCE CENTER (Continued)

JOB AID FOR DESCRIBING BEHAVIORS FOR ELEMENTS OF CUSTOMER SERVICES

Customer Service
Element

Examples of Behaviors

Your Rating:

Unacceptable 1

Acceptable 2

Exceptional 3

1

2

3

Your
Rationale

Maintains a Courteous
Workplace—ensures that
professionalism rules the
day, addresses conflicts
directly but respectfully,
directly and personally
introduce a customer who
needs help from someone
else to that person

Swears anyplace in the
workplace

Ignores customers if it doesn’t
seem the employee has the
ability to help them

Cuts customers off when they are
speaking

Uses body language that
communicates to the customer
“you bother me”

Tells the customer who to go to
for help

Points to or yells across the room
at the person the customer
needs for help

Treats customers with dignity
and respect

Listens patiently to customers

Is approachable

Makes a best effort to help the
customer before handing off
to someone else

Explains who can best help the
customer and why

Escorts the customer directly to
the person who can best help

Informs the person who can best
help the customer, if busy,
and then tells the customer
how long a wait to expect

Understands that the customers
who have the greatest need
likely have the most difficult
time knowing their own
needs

Takes the extra step to be sure

customers feel
comfortable, even in
uncomfortable situations

Follows up with customer to

be sure the help was
appropriate

Gives customer own name

and contact information
and promises to help with
other questions or needs

Before referring customer to

another individual, learns
all customer needs and
helps with all those things
that can be helped with
first

Adapted from: Performance-Based Management. Copyright © 2004 by John Wiley & Sons, Inc. Reproduced by permission of Pfeiffer, an Imprint of Wiley. www.pfeiffer.com
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WICHITA WORKFORCE CENTER (Continued)

JOB AID FOR DESCRIBING BEHAVIORS FOR ELEMENTS OF CUSTOMER SERVICES

Customer Service
Element

Examples of Behaviors

Your Rating:

Unacceptable 1

Acceptable 2

Exceptional 3

1

2

3

Your
Rationale

Prompt, Friendly Service—
Acknowledge the
customers who come in,
put them at ease, respect
their time

Uses a rude or insincere tone of
voice when greeting job-
seekers or employers

Makes customers ask for
assistance before offering any

Frowns when greeting customers

Makes customers wait even when
the Center isn’t busy

Takes breaks instead of assisting
waiting customers

Assumes customers have
computer skills and/or know
Kansas JobLink

Returns phone calls later than
next business day

Takes more than 1 business day
to post an employers’ job
order

Smiles when greeting customers

Greets customers with a phrase
such as “I’ll be with you in a
moment” or “How may I
help you?”

Returns phone calls by close-of-
business

Places job orders the same day
they are received

Answers phone by the third ring

Smiles when answering the
phone

Acknowledges customers
within 10 seconds of the
customer walking in

Asks someone else to help a
customer who must wait

Recognizes return customers
and greets them by name

Apologizes for waits

Posts job orders within 2
hours

Answers the phone after the
first ring

Returns calls within one hour

Adapted from: Performance-Based Management. Copyright © 2004 by John Wiley & Sons, Inc. Reproduced by permission of Pfeiffer, an Imprint of Wiley. www.pfeiffer.com

Page 41 of 46




WICHITA WORKFORCE CENTER (Continued)

JOB AID FOR DESCRIBING BEHAVIORS FOR ELEMENTS OF CUSTOMER SERVICES

Customer Service
Element

Examples of Behaviors

Your Rating:

Unacceptable 1

Acceptable 2

Exceptional 3

1

2

3

Your
Rationale

Closes Customer
Interactions—Make
employers and job-seekers
feel that they are valued
parts of the Workforce
Center

Fail to acknowledge them as they

leave

Acknowledges them with an
insincere tone of voice

Calls out “thank you” over the
shoulder instead of taking the
time to sincerely thank the
customer

Allow them to walk out the door

Fails to check with customers to
see if they have more needs

Says “Thank you for using the
Workforce Center today”

Invites the customer to return

Asks if the Workforce Center
can serve any family or
friends of the customer

Tells the customer to have a
great day

Refers customer to at least one
additional service for which
he or she is qualified

Gives the customer a call-back
number or e-mail and says
“please let me know how this
turns out for you”

Greet the customer by name and
says something like “Great to
see you”

Adds value to the customer’s
experience by explaining
upcoming events such as
workshops that may be of
interest

Asks the customer what other
needs the contributor can
help with

Refers the customer to
additional services for
which he or she is suitable

Solicits customer feedback on
how well the Center met
his or her needs

Provide follow up assistance
as appropriate with
customers

Adapted from: Performance-Based Management. Copyright © 2004 by John Wiley & Sons, Inc. Reproduced by permission of Pfeiffer, an Imprint of Wiley. www.pfeiffer.com
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WICHITA WORKFORCE CENTER (Continued)

JOB AID FOR DESCRIBING BEHAVIORS FOR ELEMENTS OF CUSTOMER SERVICES

Customer Service
Element

Examples of Behaviors

Your Rating:

Unacceptable 1

Acceptable 2

Exceptional 3

1

2

3

Your
Rationale

Polite Understanding—take
the time to understand the
customer’s situation and

Says things like “We can’t help
you,” “We don’t do that
here,” or “What do you

Asks questions that will help
understand what the
customer needs

Gives customers the
information they need,
even if the contributor has

Right—Focus on accurate,
reliable, quality service to
employers and job-seekers

customers need

Provides customers with
incorrect information

Passes the buck when told
information was inaccurate

Blames customers for not
knowing what they need

limits them to a single option

Provides customers with the
right information in timely
fashion

Ensures that information going
to customers is up-to-date

Responds quickly to customer
problems

Refers errors to the appropriate
person

Accurate information is
organized and accessible

address it want?” Matches customers’ needs to to find it
Makes rude comments to or services Shows patience and doesn’t

about customers or co- Says “Here’s what we can do” rush customers

workers when a customer makes a Makes the customer feel as if
request that can’t be met they’re the most important

Meets the customers “where person in the Center right
they are” without judgment now
or prejudice
Get it Right Or Make it Fails to provide information Gives customers an answer that | Gives customers answers that

allows them to have
multiple options

Follows up with customers to
ensure that the
information was what they
needed

Anticipates customers’ needs
and has the correct
information ready for
them

Recognizes when information
is inaccurate, and takes
initiative to correct it

Adapted from: Performance-Based Management. Copyright © 2004 by John Wiley & Sons, Inc. Reproduced by permission of Pfeiffer, an Imprint of Wiley. www.pfeiffer.com
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JOB AID FOR DESCRIBING BEHAVIORS FOR ELEMENTS OF CUSTOMER SERVICES

WICHITA WORKFORCE CENTER (Continued)

Customer Service
Element

Examples of Behaviors

Your Rating:

Unacceptable 1

Acceptable 2

Exceptional 3

1

2

3

Your
Rationale

Open Professionalism in
Delivering Our Services—
Know your job and focus
on work- and job-related
activities at work

Does not know basics of job or
Workforce Center information

Fails to learn job basics or Center
information

Finishes non-business activities
before assisting customers

Rolls eyes, sighs, or otherwise
makes customers feel like
they are a bother

Tells a customer “We don’t do
that/ we can’t help you here.”

Does not provide a service,
program, or product
advertised or promised

Bluffs the customer when an
answer to a question is
unknown

Respects job-seeker and/or
employer confidentiality

Gives attention to customers
rather than starting them on a
project and then leaving them

Follows up to help customers
with new questions or
problems

Follows the dress code

Helps with basic customer
questions or needs on all job-
seeker and employer
programs and services

Keeps up-to-date on offered
programs and services

Tells the customer “I don’t
know—Ilet’s find out
together”

Makes referrals to coworkers or
partners

Treats customers better than
expected

Controls own emotions when
customers lose control of
theirs

Takes/ creates opportunities
to deescalate customer
confrontations

Focuses on the situation, not
the person

Treats coworkers with the
utmost respect

Seeks information on which
customers are likely to
come in, anticipates their
likely needs, and has
materials and services
ready for them

Refers customers to resources
outside the Workforce
Center and Partner
network, even when they
are outside the scope and
mission of the Center

Adapted from: Performance-Based Management. Copyright © 2004 by John Wiley & Sons, Inc. Reproduced by permission of Pfeiffer, an Imprint of Wiley. www.pfeiffer.com
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JOB AID FOR DESCRIBING BEHAVIORS FOR ELEMENTS OF CUSTOMER SERVICES

WICHITA WORKFORCE CENTER (Continued)

Customer Service
Element

Examples of Behaviors

Your Rating:

Unacceptable 1

Acceptable 2

Exceptional 3

1

2

3

Your
Rationale

Customer-Focus and Follow-
Through—Help meet
costumers needs in a way
that they feel that they are
the Center's priority while
in contact with them

Makes people wait while
finishing personal business or
having conversations with
other employees

Interrupts customers, finishes
their sentences, or otherwise
does not listen to them

Tells customers “That’s not part
of my job”

Asks customers questions that
identify their needs

Helps customers identify and
solve their problems

Goes to the customers to greet
them

Listens with empathy to
understand both the
customer’s experience and
the customer’s need

Offers the customer solutions
with many options

Goes above and beyond the
job description to help
customers

Introduce Customers to the
Person Who Can Help—
directly and personally
introduce a customer who
needs help from someone
else to that person

Ignores customers if it doesn’t
seem the employee has the
ability to help them

Tells the customer who to go to
for help

Points to or yells across the room
at the person the customer
needs for help

Makes a best effort to help the
customer before handing off
to someone else

Explains who can best help the
customer and why

Escorts the customer directly to
the person who can best help

Informs the person who can best
help the customer, if busy,
and then tells the customer
how long a wait to expect

Follows up with customer to
be sure the help was
appropriate

Gives customer own name
and contact information
and promises to help with
other questions or needs

Before referring customer to
another individual, learns
customer needs and/or
barriers. Assist and refer
to resolve identified needs
and barriers

Adapted from: Performance-Based Management. Copyright © 2004 by John Wiley & Sons, Inc. Reproduced by permission of Pfeiffer, an Imprint of Wiley. www.pfeiffer.com
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JOB AID FOR DESCRIBING BEHAVIORS FOR ELEMENTS OF CUSTOMER SERVICES

WICHITA WORKFORCE CENTER (Continued)

Customer Service
Element

Examples of Behaviors

Your Rating:

Needs Development 1

Effective 2

Highly Effective 3

1

2

3

Your
Rationale

Happy Workforce Center
Employees—enjoy the
work and believe the
services, programs, and
products are important

Lets “bad days” affect service to
job-seekers or employers

Mumbles so that customers
cannot hear or understand

Uses body language such as
frowns or lack of eye contact
that communicate
dissatisfaction to customers

Moves lethargically in response
to customers

Makes eye contact with and
smiles at customers

Welcomes each job-seeker or
employer the contributor
comes into contact with

Makes an effort to be helpful to
any customer who asks or
appears to need assistance

Maintains a cheerful disposition

Responds enthusiastically and
energetically to customer
requests

Maintains an upbeat attitude,
regardless of what else
may be going on

Projects goodwill to all
customers and coworkers

Demonstrates a “sparkle” and
sense of appropriate fun

Embraces change

Adapted from: Performance-Based Management. Copyright © 2004 by John Wiley & Sons, Inc. Reproduced by permission of Pfeiffer, an Imprint of Wiley. www.pfeiffer.com
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