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contained herein are intended to guide Alabama Career Center System staff in 

developing and properly managing the Customer Service delivery process.  
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Numerous others have provided comments and suggestions that have been 

incorporated into this Guide.  Thanks to all those Workforce Development 

professionals who have dedicated their careers to helping customers enrich their life 

situations by securing new jobs and better jobs. 

 

These guidelines are intended for use by State of Alabama Career Center 

System staff to provide the highest quality services to customers. This guide 

replaces all previous Customer Service Guidelines or other related instructions 

distributed by Alabama Department of Economic and Community Affairs ADECA), 

Governor’s Office of Workforce Development (GOWD), and Skills Consortia.  

 

Should a situation arise wherein customer service may be improved by an 

exception to provisions of this Guide, when those exceptions violate neither 

Federal, State, nor Local Area Policy, Alabama Career Center System staff are 

encouraged to make a request for the exception on behalf of their customer.
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I. Introduction 

 

These guidelines provide instructions to the Alabama Career Center System staff for delivery 

of services in accordance with the Workforce Innovation and Opportunity Act (WIOA). 

 

The WIOA contains six key principles, which are to: 

1. Increase, for individuals in the United States, particularly those individuals with 
barriers to employment, access to and opportunities for the employment, 
education, training, and support services they need to succeed in the labor 
market. 

2. Support the alignment of workforce development, education, and economic 
development systems in support of a comprehensive, accessible, and high-
quality workforce development system in the United States. 

3. Improve the quality and labor market relevance of workforce development, 
education, and economic development efforts to provide America’s workers 
with the skills and credentials necessary to secure and advance in 
employment with family-sustaining wages and to provide America’s employers 
with the skilled workers the employers need to succeed in a global economy. 

4. Promote improvement in the structure of and delivery of services through the 
United States workforce development system to better address the 
employment and skill needs of workers, jobseekers, and employers. 

5. Increase the prosperity of workers and employers in the United States, the 
economic growth of communities, regions, and States, and the global 
competitiveness of the United States. 

6. Provide workforce development activities, through statewide and local 
workforce development systems, that increase the employment, retention, 
and earnings of participants, and increase attainment of recognized 
postsecondary credentials by participants, and as a result, improve the quality 
of the workforce, reduce welfare dependency, increase economic self-
sufficiency, meet the skill requirements of employers, and enhance the 
productivity and competitiveness of the Nation. 

 

The Alabama Career Center System has been developed in keeping with the WIOA 

requirement that a One-Stop system of service delivery be made available to customers.  

This system is designed to offer a variety of services to customers through the coordinated 

efforts of several agencies, whether on-site or through electronic connections.  Fostering 

partnerships among partner agencies results in a more cost-efficient and seamless 

environment for those customers who desire services. 
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Partners and their services that are located within the Alabama Career Center System 

include:  

• Alabama Department of Commerce (WIOA Title I),   

• Alabama Department of Labor (ADOL) including Veterans’ Services (WIOA Title III), 

• Alabama Community College System/Adult Education (AE), (WIOA Title II)  

• Alabama Department of Rehabilitation Services (ADRS), (WIOA Title IV), 

• Alabama Department of Human Resources (DHR),  

• Alabama Department of Senior Services (ADSS),  

• Alabama Community College System (ACCS), and  

• Housing and Urban Development (HUD) Employment and Training Activities.   
 

Customers, as defined in the WIOA, are both job seekers and employers.  Job seekers 

receive services such as training, education, and other employment-related services, to 

include résumé development, labor market information, job search and referral.  Employers 

use the Career Centers to post job orders, review résumés and find job-ready, skilled 

workers who meet their current employment needs.  Employers utilize available Career 

Center office space and video capabilities to conduct job interviews for qualified applicants 

recruited through the Career Center. 

 

As a service provider, the Alabama Career Center System’s mission is two-fold.  Services 

are provided to both Job Seekers and Employers (businesses who provide jobs). Full-time 

WIOA and Employment Service staff of the Career Centers are well-trained professionals 

who specialize in providing customer-focused services. 

 

Job Seeker services connect unemployed customers to jobs, prepare underemployed 

customers for new jobs, and introduce youth to job readiness skills.  Priority of service is 

given to Veterans and their spouses. Services for Adults and Dislocated Workers are 

delivered through a two-tiered approach as defined in the WIOA as Career Services and 

Training Services.   

 

Services mandated in the WIOA and provided in the Alabama Career Centers include Basic 

Career Services and Individualized Career Services (Section II) (Attachment A), Training 

Services (Section III), Youth Services (Section IV), Follow-up Services (Section V), 

Business Services (Section VI) and Partner Services (Section VII). Additionally, 

Performance Measures and Reporting will be discussed (Section (VIII). 
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Basic Career Services are universal services available to all customers of the Alabama 

Career Center System.  These services can be found in the Resource Area of the Career 

Center and are generally self-services or services that require little staff intervention.  They 

may be as simple as accessing Labor Market Information, checking Job Openings in the 

local area, taking self-administered assessments, completing online job applications, or 

online filing for Unemployment Benefits.  In some instances, Basic Career Services may 

require limited staff assistance such as an orientation to the Career Center services, 

résumé review and upload, eligibility determination for WIOA training services, and group 

workshops. 

 

Individualized Career Services are more in-depth and tailored to the specific needs of 

customers and require more staff assistance.  The cornerstone of Individualized Career 

Services is the comprehensive assessment and the development of the Individual 

Employment Plan (IEP). Information gathered through these processes are used to 

recommend a set of individualized career-planning options opening up a pathway to 

employment. 

 

Through Training Services, both occupational and basic skills, customers can access job 

opportunities in their communities and other areas to which they are willing to relocate. Training 

provided in the Alabama Workforce Development Area (AWDA) will lead to industry-recognized, 

post-secondary credentials.  Career Center partners will use career pathways as a guide to 

provide a combination of education, employment and training assistance to accelerate job 

seekers' educational and career advancement.  

 

Training is provided through Eligible Training Providers and Programs which is comprised of 

private and public entities who have a demonstrated capability of training individuals that are 

able to enter employment. WIOA also provides enhanced access and flexibility for work-based 

training options, such as On-The-Job training (OJT), customized training, internships, registered 

apprenticeships and incumbent worker training.  

 

While some Youth Services may be similar in nature to those offered to adults and 

dislocated workers, services to youth are specifically designed to meet the special needs of 

at-risk Youth. The most obvious changes in the WIOA relate to the Youth Services provided 

through the Alabama Career Center System.  The first change is an expansion of the age 
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limits for youth eligibility to include young adults from 16-24 years of age.  Secondly, the act 

targets service provision to Out-of-School youth who are at risk of falling out of the labor 

force all together.  As a result, Youth program elements now include additional activities 

and services such as dropout recovery services and strategies; financial literacy education; 

entrepreneurial skills training; postsecondary preparation and transition activities; integrated 

education and training for a specific occupation or cluster; and services that provide labor 

market information about in-demand industry sectors and occupations. 

 

WIOA requires that a minimum of 12 months of Follow-Up Services will be offered to all 

participants. Follow-up will be seen as an extension of program services during which staff 

help participants find their own solutions to the challenges they continue to face as they 

transition to further education or employment. The intensity of follow-up contacts varies 

based on the needs of each individual and on the determination of appropriate services 

necessary to assist participants in facing challenges that come up on the job, in college, or 

in occupational skill training. Follow-up services should help each participant complete 

training and/or maintain employment and should provide a continuous link to the Alabama 

Career Center system as a whole, including referrals to partner programs and on-line 

resources. 

 
Business Services must be made available to local employers as they seek to fill job 

openings with qualified individuals and/or as they make plans to expand and upgrade their 

business. The WIOA specifically addresses labor exchange activities and labor market 

information as business services, but there are many more services available to employers 

through the Alabama Career Center system as referenced in Section V of this 

guide.  Career Center staff are actively involved in the marketing of business services to 

appropriate area employers, including small and mid-sized employers. 

 

The WIOA enhances partner collaboration by streamlining service delivery across multiple 

programs by requiring colocation, coordination, and integration of activities and information.  

Career Center partner collaboration serves to make the system understandable and accessible 

for individuals, including individuals with disabilities, individuals with other barriers to 

employment, and businesses. 
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Each required partner must: 

• Provide access to its programs or activities through the Alabama Career Center system, 

in addition to any other appropriate locations; 

• Use a portion of funds made available to the partner’s program to provide applicable 

career services and jointly fund the Career Center infrastructure. 

 
This document provides instruction and guidance to Alabama Career Center System staff to 

clarify their responsibilities regarding the provision of services to all Career Center customers.  

Any questions arising should always be directed to the immediate supervisor for resolution and 

then up the chain of command, if necessary. 

 

II. Alabama Career Center System Basic and 
Individualized Services for Adults and Dislocated Workers 
 

Funds received by the State and allocated to the Local Workforce Development Board 

(LWDB) for Adult and Dislocated Worker Services will be used to: 

• Provide Basic Career and Labor Exchange Services to assist job seekers in 
finding employment; 

• Provide Individualized Career Services including   a more comprehensive 
assessment to identify the need for additional services; 

• Provide Training Services to job seekers who do not have the skills necessary 
to secure employment; and  

• Provide Follow Up Services for not less than 12 months following entry into 
unsubsidized employment. 

 

The Workforce Innovation and Opportunity Act (WIOA) provides the framework for a 

unique national workforce preparation and employment system designed to meet the 

needs of the nation’s businesses and employers, as well as the needs of job seekers 

and those who want to further their careers.  Services provided through the Alabama 

Career Center System will assist customers in finding employment, education and/or 

training that will lead to employment and/or career enhancement. 

 

For customers who need more than Basic Career Services to find employment, WIOA 

provides more comprehensive and specific Individualized Career Services and Training 

Services to assist in employment development.  The key components of WIOA are 
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based upon local, regional and state input and extensive research and evaluation 

studies of successful training and employment innovations over the past decade. 

 

In order to receive WIOA Services that are beyond universally accessible Basic Career 

Services the following criteria must be met: 

Eligibility Criteria for all Applicants 

• Citizenship / Eligible Non-Citizen (U.S. national, lawfully admitted permanent 
resident alien or other immigrant authorized by the Department of Homeland 
Security to work in the U.S.)  Identity and Employment Authorization must be 
verified. 

• Age/ Date of Birth 

• Selective Service Registration – Males, age 18 through 25, must register with the 
Selective Service System.  Register at the Selective Service website:  
www.sss.gov 

 

Adults 

• Must meet the general eligibility criteria for all applicants and 

• Is an individual who is age 18 or older, and  

• Must be low income to receive WIOA Training services (Attachment E). 

 

Dislocated Worker  

Must meet the general eligibility criteria for all applicants and 

Is an individual who: 

A. has been terminated or laid off, or who has received a notice of termination or lay 

off, from employment;  

is eligible for or has exhausted entitlement to unemployment compensation;  

or 

has been employed for a duration sufficient to demonstrate an attachment to the 

workforce but is not eligible for unemployment compensation due to insufficient 

earnings or having performed services for an employer not covered by the state 

unemployment compensation law  

and 

is unlikely to return to previous industry or occupation; 

 

http://www.sss.gov/
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B. has been terminated or laid off, or has received a notice of termination or layoff 

from employment as a result of any permanent closure of, or any substantial layoff 

at a plant, facility, or enterprise; 

 

is employed at a facility where the employer has made a general announcement 

that such facility will close within 180 days; or  

 

for purposes of eligibility to receive services other than training services in Section 

134(c)(3), career services described in section 134(c)(2), or supportive services, 

is employed at a facility at which the employer has made a general announcement 

that such facility will close; 

 

C. was self-employed (including employment as a farmer, a rancher, or a fisherman) 

but is presently unemployed as a result of general economic conditions in the 

community where the individual resides or because of natural disasters; 

 

D. is a displaced homemaker which means an individual who has been providing 

unpaid services to family members in the home and who: 

1. has been dependent on the income of another family member but is no longer 

supported by that income;  

or 

2. is the dependent spouse of a member of the Armed Forces on active duty and 

whose family income is significantly reduced because of deployment, a call or 

order to active duty,  

a permanent change of station, or  

the service-connected death or disability of the member (See Attachment B) 

and 

is unemployed or underemployed and is experiencing difficulty in obtaining or 

upgrading employment.  

 

E. is the spouse of a member of the Armed Forces on active duty (as defined in 

Section 101(d)(1) of title 10, United States Code), and who has experienced a 



 

8 

 

loss of employment as a direct result of relocation to accommodate a permanent 

change in duty station of such member;  

or 

is the spouse of a member of the Armed Forces on active duty and who is 

unemployed or underemployed and is experiencing difficulty in obtaining or 

upgrading employment.  (Attachment B) 

 

1.  Basic Career Center Services 

Basic Career Services will be provided by Alabama Career Center staff, assigned to 

WIOA Title III, Wagner-Peyser (WP) duties. These services are Labor Exchange 

services and are available to Adult and Dislocated Worker customers through the 

Alabama Career Center System.  Basic Career Services will include, at a minimum: 

• Determination of whether the individual is eligible to receive assistance from 
the adult, dislocated worker, or youth programs. 

• Outreach, intake, and orientation to information and other services available 
through the Career Center System 

• Initial assessments of skill levels including academic skills, aptitudes, abilities 
(including skills gaps), English language proficiency, and supportive services 
needed 

• Labor Exchange Services, including: 
o Job search and placement assistance, and, when needed by an 

individual, career counseling, including: 
▪ Provision of information on in-demand industry sectors and 

occupations  
▪ Provision of information on nontraditional employment 

• Provision of referrals to and coordination of activities with other programs and 
services, including those within the Career Center System and when 
appropriate other workforce development programs 

• Provision of current Labor Market Information relating to local, regional, and 
national labor market areas, including: 

o Job vacancy listings in such labor market areas 
o Information on job skills necessary to obtain the jobs described above 

• Information relating to local occupations in demand and the earnings and skills 
requirements for such occupations 

• Provision of performance information and program cost information on eligible 
training service by program and type of providers 

• Provision of links to information on how the local area is performing on 
Performance Measures and any additional performance information with 
respect to the Alabama Career Center System 

• Provision of information relating to the availability of supportive services or 
assistance, and appropriate referrals to those services and assistance, 
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including: child care; child support; medical or child health assistance available 
through State’s Medicaid program and Children’s Health Insurance Program; 
benefits under the Supplemental Nutrition Assistance Program (SNAP); 
assistance through the earned income tax credit; housing counseling and 
assistance services sponsored through the U.S. Department of Housing and 
Urban Development (HUD) and Hardest Hit Alabama; assistance under a 
State program for Temporary Assistance for Needy Families (TANF), and 
other supportive services and transportation provided through that program 

• Provision of information regarding Equal Opportunity under the law and non-
discrimination policies 

• Assistance in establishing eligibility for programs of financial aid assistance for 
training and education programs not provided under WIOA 

• Provision of information regarding filing claims for unemployment 
compensation 

• Assistance in establishing eligibility for programs of financial aid assistance for 
training and education programs that are not funded under the WIOA and that 
are available in the local area 

• Follow-up services, including counseling regarding the workplace for 
participants in workforce development activities, who are placed in 
unsubsidized employment for not less than 12 months after the first day of 
employment, as appropriate 
 

a) Basic Career Services Procedures 

Customers entering a Career Center for the first time or those that are inactive will 

complete an initial assessment using the Customer Information Form (CIF) (Attachment 

C) and will receive a one-on-one seated interview with Alabama Career Center staff. 

Customers may also need to complete the Self-Certification/Applicant statement. The 

interview will include the following: 

• Check over the Customer Information Form / initial assessment  

• Complete registration into Alabama JobLink (AJL) 

• Orientation of Career Center Services / Partner Services 

• Review of Labor Market Information 

• Job search instructions and AJL overview 

• Screen for needs and barriers to employment 

• Make appropriate referrals 

• Résumé review, revision and update in the system 
 

Repeat customers’ contact information and résumé should be reviewed and updated as 

needed and they will be provided additional/updated information and assistance as 

requested.  
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Information on services available through the Alabama Career Center System may be 

provided in a variety of ways including Career Center brochures, fact sheets, 

information packets, audio, video or computer presentations, a guided walk-through, 

and other methods.  During this orientation, customers should be encouraged to ask 

questions and to consider resources with which they may not be familiar. 

 

Completing the Customer Information Form (CIF) provides the initial assessment 

information, such as work history, skills and abilities obtained through former jobs, and 

education status, and are recorded in the electronic data base. The Customer 

Information form also provides information on the customer’s family size and status, 

barriers and supportive service needs.  Alabama Career Center staff should review the 

information and make recommendations regarding services that might be helpful. While 

the CIF is the recognized Initial Assessment tool for the Alabama Career Center 

System, other similar assessments may be used that can be self-administered and 

easily evaluated.   

 

Alabama Career Center staff are available to assist with accessing self-directed and 

informational services regarding current Labor Market Information, eligible training 

providers, local area performance, and supportive services. Such information may be 

provided in either electronic or hard copy formats and is available in the Resource Area. 

In addition, a Community Resources Directory, complete with maps and/or directions, 

allows customers to choose the information they desire. Alabama Career Center 

System staff should make every effort to keep up-to-date information on services 

available through the supportive services agencies in the local area. 

 

Resource Area computers, via access to AJL, O*Net and other websites, provide many 

informational services relative to the local labor market including job vacancy listings, 

skills and educational requirements for particular jobs, occupations in demand, and 

entry level wages. Job search and career exploration through Internet websites are 

encouraged. These computers may also be used to access Performance Measures and 

program cost information for eligible training providers and the Alabama Career Center 

System. 
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Reasonable accommodations will be considered and provided by the Alabama Career 

Center staff during initial assessment and Basic Career Services for individuals with 

disabilities. Alternative formats of materials and/or systems will be developed for 

assessment needs, such as video and audio tapes, Braille, individualized reading 

assistance, and other methods. 

 

Customers should be encouraged to keep an active résumé with current information in 

the automated system. Staff should help the customer understand that many employers 

view résumés online and those employers call qualified candidates for job 

interviews.  Customers will be made aware of the option to receive email notifications of 

possible job opportunities.  Customers who are unable to complete a résumé on their 

own will receive one-on-one assistance from Alabama Career Center staff.  If the 

customer is unable to obtain employment through Career Services, whether Basic or 

Individualized, they may be a candidate for Training Services. 

 

Labor Exchange Services including job search, referral, and placement services are on-

going activities that can be provided at various times during the course of participation 

in Basic and Individualized Career Services.  The attainment of any of the goals 

indicated on the Individual Employment Plan (IEP), including attainment of pre-

employment and work maturity skills, may indicate the need for job search services.  

The job seeker may use AJL and other Internet job search websites, classified ads 

(electronic or hard copy), State and Federal job listings, and community contacts to 

search for employment.  Labor Market Information may be utilized in locating high-

wage/high-demand employment.  Referrals to jobs may be provided by Alabama 

Career Center staff or partner agencies.  Helping the job seeker find stable, self-

sufficient employment is the ultimate goal of the WIOA and is facilitated through Labor 

Exchange Services.  

 

The Alabama Career Center System will provide Job Shops (short-term pre-vocational 

services) for job seekers.  These services may improve the likelihood that job seekers 

will obtain and/or retain employment.  Alabama Career Center staff can provide these 

services on a one-to-one or group basis with flexible hours as indicated by initial 
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assessment. There are no established limitations or standardizations imposed on the 

provision of these services or the format in which they are provided to the customer. 

 

Resources used to provide Job Shops (short-term pre-vocational services) are plentiful 

and designed to be of aid to as many users as possible.  Materials may vary by Career 

Center according to the needs of local job seekers.  Resources may consist of 

software, books, audio and video recordings, workbooks, Internet websites, television 

programs, computer terminals, posters, directories, pre-vocational soft skills workshops 

and many others. 

 

Pre-Vocational Activities addressing essential Soft Skills offered through the Alabama 

Career Center System may include any of the following: 

 

• Learning Skills Development…This is an important skill for all job seekers who 
enter further training and may include study skills, such as, taking notes, time 
management, listening skills, test-taking techniques, accessing information, and 
others.  Developing these skills is necessary to complete entrance exams for 
postsecondary and other training programs and employment tests necessary for 
job attainment. 

 

• Communication Skills…This activity may provide job seekers with the ability to 
improve interviewing skills which are a crucial part of the hiring process.  Written 
communication skills may be addressed as relative to cover letters, résumés, 
and thank-you letters.  These skills may also provide a better means of handling 
conflict, aggression, shyness, and social discourse. 

  

• Interviewing Skills…These skills may enhance hiring opportunities for job 
seekers by preparing them for actual interviews.  It will familiarize them with 
standard interview questions they can expect to be asked and provide them with 
appropriate answers to questions. Mock interviews are useful tools in preparing 
job seekers for actual interviews. Interviewing skills can also provide guidance 
on professional body language, such as handshakes, introductions, etc. 

 

• Time Management Skills…Understanding the importance of punctuality is 
critical to obtaining and holding employment.  It is also necessary to know how 
to inform employers of tardiness, how to arrange for time away from work, and 
how to maintain exact attendance report sheets. 

 

• Personal Maintenance…Job seekers will learn appropriate dress for interviews 
and workplace environments and the role of personal hygiene.  Health and well-
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being issues can be presented as needed, or in-group sessions, by outside 
speakers. 

 

• Professional Conduct…Job seekers can learn how to avoid situations that may 
threaten employment, to include avoiding gossip, attitude problems, interfering 
with another’s job, laziness on the job, and not showing proper respect to 
employers and co-workers. 

 

• Job Search Skills…These skills may provide direction for job seekers in their 
search for employment, to include use of Alabama JobLink, other Internet 
websites, classified ads, and community contacts.  Instructional information 
regarding résumés, references, employment applications, cover letters, 
scheduling appointments for interviews, and personal arrangements for 
transportation and childcare can be instrumental in obtaining and keeping a job. 

 

• Career Exploration…Involves the use of specialized aptitudes and values 
assessments, such as “MyNextMove.org”, “CareerInfonet.org”,  
“mySkillsmyFuture.org”. Vocational interest tests, interviews, discussions, work 
experience, and job shadowing help job seekers focus on a particular work 
interest. 

 

• Labor Market Information…LMI provides job seekers with current local and 
regional job market information, including average incomes by occupation to 
illustrate jobs with high wages and in high demand.  Staff will assist job seekers 
in locating Internet sites and how to access them and also provide assistance to 
job seekers in interpreting and understanding information gathered. 

 

• Computer Literacy…Computer literacy is necessary for most occupations in 
America today, not just computer-related jobs.  Even the ability to look for a job 
is enhanced by computer literacy.  Job seekers may wish to learn more about 
current operating systems and software.  Self-help tutorials, such as 
GCFlearnfree.org, will be available to assist job seekers in learning about 
Microsoft Windows® and other operating systems, word processing and 
spreadsheet programs, keyboarding skills, “how to develop a résumé” programs, 
and how to navigate the Internet.  Job seekers may establish their own free e-
mail accounts so they can send résumés, file applications electronically, receive 
job posting notifications and responses to inquiries about job openings. 

 
 

2.  Individualized Career Services 
 

Individualized Career Services will be provided by the Alabama Career Center 

System Title I staff to Adults and Dislocated Workers who have been determined 

eligible for WIOA services and who are unable to obtain self-sufficient employment. 
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Individualized Career Services for job seekers, require significant staff time, and include the 

following: 

• A comprehensive and specialized assessment of skills levels, aptitudes, 
abilities and needs which will include: 

o diagnostic testing and use of other assessment tools; and/or 
o in-depth interview and evaluation to identify employment barriers, 

supportive service needs, and appropriate goals 
o Development of an Individual Employment Plan (IEP) that will include 

employment goals, appropriate planning objectives and the 
appropriate mix of services (both WIOA and non-WIOA) available in 
the local area necessary for customers to achieve employment goals 
(Attachment D) 

• Career Planning activities 

• Labor Market Information on jobs related to individual career goals 

• Individual career counseling/planning 

• Group career counseling 

• Referral to Training Services 

• Out-of-area job search and relocation assistance 

• Short-term pre-vocational services and activities provided through the 
Alabama Career Center System to include: 

o learning skills 
o communication skills 
o interviewing skills 
o punctuality and personal maintenance skills 
o professional conduct skills 
o other skills development designed to prepare job seekers for 

unsubsidized employment 

• Internships and work experiences that are linked to careers 

• Financial literacy information and workshops 

• Referrals to English language acquisition and integrated education and 
training programs as provided by Adult Education and Basic Literacy 
services 

• Re-Employment Services including a one-on-one interview, résumé 
assistance, initial assessment, orientation to the Career Center and 
electronic database, Labor Market Information, Individual Employment Plan, 
referrals to Supportive Services, and other services as deemed appropriate 

• Unemployment Compensation Eligibility Assessment regarding availability 
for work, ability to work and job search activities. 

 

a) Individualized Career Services Procedures  

While Basic Career Services may be quickly and easily provided, Individualized Career 

Services can go well beyond the informational and self-directed services found in the 

Resource Area of the local Career Center.  There is no prescribed sequence or pattern 

by which these services are offered to customers.  Indeed, any of the services may be 
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offered concurrently and/or intermittently.  These services may be offered concurrently 

and/or intermittently.  Provision of services may overlap throughout the duration of a job 

seeker’s participation.  The amount of time job seekers spend in any of the Career 

Services is based on individual needs and achievement of the job seeker’s stated 

goals.  These on-going services continue to be offered and, as appropriate, provided 

concurrently even when a job seeker enters Training Services, whether those Training 

Services are WIOA or non-WIOA funded. 

 

3. Comprehensive and Specialized Assessments 

The Comprehensive and Specialized Assessments will determine academic skills 

levels, interests and aptitudes.  Additional information on occupational skills levels, 

abilities and supportive service needs will also be gathered at this time.  Assessment 

results could also be useful in helping customers to identify barriers that are hindering 

their ability to obtain or to retain employment.  These individuals may also benefit from 

assistance and services provided by partner and other non-WIOA funded agencies. 

 

Alabama Career Center staff may accept assessments provided by Career Center 

partners and other service providers if completed within the past six months. The 

academic portions of the assessment must include grade level information. 

 

a) Diagnostic Assessment 

In order to help job seekers set realistic goals, a comprehensive assessment of 

academic and occupational skills, abilities and aptitudes will be administered.  

Diagnostic tools that are more comprehensive than those used during the initial 

assessment will be used in this process.  A more thorough assessment of academic 

and occupational skills levels plus more in-depth aptitude and interest inventories are 

used to gain more specific and complete diagnostic information.  In addition, Alabama 

Career Center staff have the option to accept assessment information gathered and 

provided by other agencies. The Test of Adult Basic Education (TABE) Locator and/or 

the full testing instrument will be used for determination of basic skills.  My Next Move 

(www.MyNextMove.org) or other acceptable diagnostic tools may be used to determine 

occupational skills, abilities and aptitudes for all Adults and Dislocated Workers enrolled 

http://www.mynextmove.org/
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in Individualized Career Services. Alabama Career Center staff may want to assess job 

seekers’ employability and work maturity skills at this time.  This important assessment 

can provide information on job seekers’ knowledge of job search tools and job/career 

information, their ability to make career decisions, and their interviewing, interpersonal, 

and job maintenance skills. 

 

b) In-Depth Interview  

An in-depth interview will be used to gather more specific information on a job seeker’s 

past work history, training and education previously received, levels of employability, 

and career goals.  The interview may also assist in identifying employment barriers and 

supportive service needs not discovered earlier so that appropriate referrals can be 

made for the customer.  Identified needs may include assistance with transportation, 

child care, housing or utilities, medical or health issues, clothing or work uniforms/tools, 

food, counseling, legal aid, or financial aid. It is imperative that the Alabama Career 

Center System staff are aware of the requirements of the Americans with Disabilities 

Act (ADA) and accommodations will be provided as appropriate during the interview 

process.  Vocational Rehabilitation partners will assist as necessary and provide 

specialized assessments if needed. 

 

4. Development of the Individual Employment Plan (IEP) 

The WIOA states that the Individual Employment Plan (IEP) is an on-going strategy 

jointly developed by the participant and the Case Manager that identifies the 

participant’s employment goals, the appropriate achievement objectives, and the 

appropriate combination of services for the participant to achieve their employment 

goals and career pathways to attain career objectives. 

 

Comprehensive/specialized assessment information will be used in the development of 

the IEP.  Staff will explain the results of their assessment process to job seekers.  

Alabama Career Center staff and job seekers will then work together to develop 

employment goals that are based on customer choice with staff guidance; however, the 

goal must be realistic, attainable and supported by current Labor Market Information.  

The IEP should state the job seeker’s employment goals and document the need for 
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assistance relative to basic skills remediation/training, occupational skills training, 

supportive services, pre-employment and work maturity skills activities, work 

experience activities, and internships.  This individualized plan of action may rely on the 

intervention and assistance of various partner agencies within the local area. 

 

Job seekers’ supportive service needs will be determined through information obtained 

during initial and comprehensive assessment.  Referrals to supportive service providers 

are important in the reduction of a job seeker’s barriers to employment and increase the 

likelihood of goal attainment.  Consequently, referrals provided during Individualized 

Career Services can be more than a visit to the community resource directory.  Staff 

may be involved in scheduling appointments and coordinating services with local 

supportive service representatives.  Where possible, local service providers may either 

be located in the Career Center or provide part-time, on-site representatives on a 

regularly scheduled basis.  Referrals to off-site supportive services will be addressed in 

a variety of ways including electronic linkages, telephone, fax, email, or hard copy 

referral documents.  Referrals should be recorded in the job seeker’s data file. 

 

The IEP should be reviewed periodically to check on the job seeker’s progress, and 

record benchmarks attained. Changes should be made as needed to facilitate 

successful attainment of the job seeker’s employment goals.  Once the IEP is initiated, 

the participant will be registered in the system and the Alabama Career Center staff will 

work with the job seeker in coordinating the activities, which should lead to gainful 

employment.  Job seekers will be provided a signed copy of their Individual 

Employment Plan.  

 

Registered Adults and Dislocated Workers should be asked to read and sign all 

necessary forms, such as the Customer Agreement Form (Attachment H), WIOA 

Participant Information Release Form (Attachment I), and WIOA Grievance and 

Complaint Procedures Form (Attachment J).  These forms are maintained in the hard 

copy file. 
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5. Case Management 

Case management is the method used to develop a relationship with the customer and 

manage the services provided.  Through these activities, the Alabama Career Center 

staff has the opportunity to make a positive impact on job seekers during their 

participation and long after participation when services have ceased.  Case 

Management is initiated during comprehensive assessment and continues to be 

provided as long as the job seeker is receiving services, including services provided by 

partner agencies and follow-up services. 

 
Case management notes are an integral part of career planning services as they 

provide the documentation and narrative of effective career planning.  Case 

management must be provided at a minimum of every 30 days and will be documented 

in case notes.  If a value-added service is given, then the service will be recorded in 

AJL and documented in the case notes. 

 

Accordingly, the WIOA states that case management notes are considered to be a part 

of the IEP.  It further states that Case Management notes should: 

• Thoroughly document all case management contacts 

• Support decisions, activities, and needs recorded on the IEP 

• Provide evidence of a working relationship between participants and staff. 
 

Case management notes will be recorded electronically and hard copies will be made 

available as needed and, upon the job seeker’s exit, will be printed and maintained in 

the job seeker’s hard copy file.  The Alabama Career Center System will maintain these 

files for the period of time specified by the WIOA, currently six years plus the current 

year.  

 

6. Career Planning 

Job seekers will participate in the career planning process through several services 

whereby they can validate their career/employment choices and show progress on their 

career pathway.  These services may include: 

• In-depth career exploration 

• Participation in short-term pre-vocational services/essential soft skills  
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• Internships in their chosen field and/or 

• Work experience activities 

• Participation in Occupational Skills Training 

• Monthly contacts with Alabama Career Center staff to discuss needs, 
barriers, progress, etc. 

• End of Term contacts to provide evidence of skill attainment progress 
 

The WIOA defines career planning as the provision of a client-centered approach in the 

delivery of services designed: 

• To prepare and coordinate comprehensive, individualized employment plans, 
such as, service strategies for participants and to ensure access to 
necessary workforce development activities and supportive services using, 
where feasible, computer-based technologies 

• To provide job and career counseling during program participation and after 
job placement 

 
 

a) Individual Career Counseling and Planning 

Through individual career counseling and planning, job seekers may discover firsthand 

if they have the necessary skills and commitment to work in their chosen area of 

employment.  If indications for employment are good at the completion of these 

services, job seekers can then enter job search activities and may be provided job 

referrals.   

 

In other instances, the services provided may indicate the need for further career 

counseling, planning, exploration activities and training services.  Case management 

will be provided monthly throughout the term of participation in Individualized Career 

services. 

 

b) Group Career Counseling 

Group career counseling sessions for those enrolled in Individualized Career services 

may assist job seekers through interaction with other customers who have similar 

needs.  Group presentations provide excellent opportunities to use audio/visual aids or 

encourage role-playing.  Services provided in a group format could include job shops 

on application and interviewing tips, updates on new or expanded Career Center 
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offerings, including introduction to new software, computer tutorials or websites, and 

other services necessary to meet the needs of job seekers. 

 

If a determination is made to enroll customers in training, group sessions could also be 

used to provide orientation and safety procedures to Work Experience, Internship, On-

the-Job Training, or Individual Training Account worksites.   

 

7. Labor Exchange Services and Activities 

As with Basic Career Services, Labor Exchange Services are an integral part of the 

customer focused services provided in the Career Center.  Labor Exchange Services 

are an ongoing effort in the achievement of customer career goals.  They are non-

sequential and may be provided numerous times as customers travel their career 

pathway to self-sustaining employment. 

 

8. Re-Employment Services and Eligibility Assessment 
(RESEA) for Unemployment Insurance (UI) Recipients 

 
The RESEA program provides an important Individualized Career service in the 

comprehensive, integrated workforce system established under the Workforce 

Innovation and Opportunity Act (WIOA). Through RESEA, individuals who have lost 

employment through no fault of their own and have earned sufficient wage credits may 

receive UI benefits if they meet initial and continued UI eligibility requirements. The 

Alabama Career Center System is in full support and shares the national vision and 

framework for providing increased and improved Reemployment Services to UI 

Claimant customers. The Title III Wagner Peyser programs have been striving to 

identify and serve UI claimants through re-employment services designed to facilitate 

re-entry into the labor force in as short a time as possible.   

The RESEA program provides claimants accessibility to a full array of reemployment 

services available at Alabama Career Center and helps to ensure that claimants comply 

with all UI eligibility requirements. Individuals receiving UI benefits are active job 

seekers who are provided Individualized Career services including, but not limited to: 

• orientation to the Career Center 

• one-on-one interview 
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• UI Eligibility Assessment regarding availability for work, ability to work and an 
active job search 

• résumé assistance  

• initial assessment using the Customer Information Form (CIF) 

• orientation to the electronic job search and registration database  

• Labor Market Information 

• Individual Employment Plan  

• referrals to Supportive Services  

• follow-up as appropriate  

• other services as deemed suitable. 
 

A Career Center orientation provides one of the first impressions that the job seeker 

develops of the Career Center. This is the Career Center’s opportunity to highlight all of 

their services such as workshops, one-on-one counseling, training opportunities and 

referral to other resources. Job seekers are scheduled to attend the mandatory RESEA 

orientation. At the completion of orientation, a staff person meets with individual job 

seekers to discuss their job search, review their résumé, and develop an Individual 

Employment Plan, which includes goals, action steps and target dates. This ensures 

that the job seeker understands all of the requirements of the RESEA Program and 

what they must bring to any subsequent RESEA reviews. All RESEA customers are 

encouraged to make the Career Center their one-stop shop for all services relating to 

their re-entry in the labor force. 

 

9. Out-of-Area Job Search and Relocation Assistance 

When job seekers are unable to find suitable, self-sufficient employment within a 

reasonable commuting distance (75-mile radius from his/her residence), they may wish 

to seek employment for which they would be willing to relocate.  Website addresses for 

other states and their labor market information may be posted or listed for job seekers 

interested in out-of-area job search. 

Under the WIOA, Relocation Assistance is listed as one of the Career Services 

available for Adults and Dislocated Workers.  Customers who were unable to secure 

employment through Career Services may be eligible for Relocation Assistance.  

Relocation Assistance can be provided for customers in need of assistance to accept 

employment in another location.  It is intended to serve eligible job seekers who, 

following the receipt of Individualized Career Services, cannot obtain self-sufficient 
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employment within the commuting area but receives an offer of suitable employment 

outside the commuting area and needs Relocation Assistance in order to accept the job 

offer.  The WIOA defines the commuting area as a seventy-five (75) radius or less of he 

participant’s place of residence.  At a minimum, the relocation employment should lead 

to self-sufficiency as determined by the 200% Lower Living Standard Income Level 

(LLSIL).  Adults and Dislocated Workers who complete Training Services are also 

eligible for Relocation Assistance. 

Alabama Career Center staff will complete the Relocation Assistance Request and 

Reimbursement Forms.  Guidelines for this assistance are available through Governor’s 

Workforce Innovation Directive Number PY2015-01, issued January 2016 (and any 

subsequent changes thereto).  http://www.madeinalabama.com/divisions/workforce-

development/governors-workforce-innovation-directive/ 

 

10. Referral to Training Services 

Referral to Training Services may be necessary once job seekers have participated in 

Basic and/or Individualized Career services and appropriate employment has still not 

been attained.  The need for Training Services and the inability to obtain employment 

that leads to self-sufficiency must be electronically documented in the job seeker’s file 

and on the IEP. Considerations to be addressed before referring job seekers to Training 

Services include: 

• Results of the comprehensive/specialized assessment 

• Inability to obtain or retain employment through Individualized Career 
services 

• Skills and qualifications necessary to enter selected training programs 

• Ability to benefit from selected Training Services 

• Selected Training Services being directly tied to employment goals 
 

Those customers who do not demonstrate a need for Training Services should continue 

to receive Basic Career services and/or Individualized Career services or be referred to 

services provided by partner and non-partner agencies. 

 

III. Alabama Career Center System Training Services 

Training Services may be necessary for employed, unemployed or underemployed   

Adults, Dislocated Workers and Youth who have not been able to obtain employment 

http://www.madeinalabama.com/divisions/workforce-development/governors-workforce-innovation-directive/
http://www.madeinalabama.com/divisions/workforce-development/governors-workforce-innovation-directive/
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leading to self-sufficiency. There is no sequence of services requirement for “career 

services” and training. This means that the Alabama Career Center System staff may 

determine training is appropriate regardless of whether the individual has received 

basic or individualized career services first.   

 

The Alabama Department of Commerce, through the Workforce Development Division, 

hosts a website that provides job seekers full and accurate information concerning 

available Individual Training Account Services on the Eligible Training Provider List 

(ETPL), which is accessible at https://www.etpl.alabama.gov.  Cost information is 

provided and may include such items as tuition and required books, materials, supplies, 

and fees.  Performance information available through the website provides general 

statistics including successful training completions, job acquisition rates, entry-level 

wages, and career and promotional opportunities.  This information will be provided to 

job seekers and should facilitate comparison shopping to ensure an informed customer 

choice, which aligns with the current Labor Market Information. 

 

An Individual Training Account (ITA) is an account established by Local Workforce 

Development Boards on behalf of Workforce Innovation and Opportunity Act (WIOA) 

participants to assist them in the attainment of Training Services.  Youth, Adult and 

Dislocated Worker funds available through the Workforce Innovation and Opportunity 

Act are used to purchase Training Services from eligible Training Providers selected by 

participants in consultation with Alabama Career Center staff through a comprehensive 

assessment including the development of the Individual Employment Plan or Individual 

Service Strategy (IEP/ISS).  These funds are made available through the Workforce 

Development Division or other Local Workforce Area entities.  Priority of service is 

given to Veterans and other special populations including TANF/SNAP recipients and 

low-income Adults lacking a significant work history. 

 

ITA participants receive Case Management services including monthly contact with 

their Case Manager to provide copies of grades, schedules, other measurable skills 

gains achieved and credentials attained.  They also receive both Pre-Employment 

Follow-Up and a full 12 months of Post-Employment Follow-Up services. 

 

https://www.etpl.alabama.gov/
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The Alabama Department of Labor, facilitated by the Alabama Career Center System, 

provides training services through the Trade Adjustment Assistance for Workers Act 

(TAA).  TAA provides a variety of reemployment services including training and job-

searching assistance and benefits to displaced workers who have lost their jobs or 

suffered a reduction of hours and wages as a result of increased imports or shifts in 

production outside of the United States.  The TAA program aims to help program 

participants obtain new jobs faster, ensuring they retain employment and earn wages 

comparable to their prior employment. 

 

In Alabama, the TAA Training Program is operated exactly like the WIOA ITA program.  

All TAA participants must be co-enrolled in WIOA ITA services and therefore must 

follow normal Career Center practices to receive TAA Training.  This means that TAA 

eligible workers will have an opportunity to meet with staff in a local Career Center for a 

comprehensive assessment of his or her employment and training needs and the 

development of an IEP.  TAA funds will be used to sponsor training if the chosen 

training is deemed suitable and appropriate for the worker, the proposed training plan 

meets TAA requirements, and funds are available. Training may occur in a classroom 

setting and may include college-level courses, technical or vocational training and basic 

skills education. 

 

TAA participants will receive Case Management services including monthly contact with 

their Case Manager to provide copies of grades, schedules and other benchmarks 

achieved, and a full 12 months of Follow-Up services.  If otherwise eligible, the worker 

may receive unemployment compensation, TRA or RTAA funds while participating in 

the approved training program. 

 

TAA participants are also eligible for job search and/or relocation assistance. 

 

“Employer-Assisted Training” services such as On-the-Job Training, Incumbent Worker 

Training, Work-Based Learning and Registered Apprenticeships are addressed in 

Section VI: Alabama Career Center System Business Services of this document. 
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Job seekers may not need WIOA financial assistance to complete training necessary 

for job acquisition.  Non-WIOA assistance may be available through grants, 

scholarships, or partner services and should be accessed in the event that WIOA funds 

are not sufficient to meet all training needs.  Non-WIOA funded training may be 

available through public and private, partner and non-partner agencies, such as Adult 

Vocational Rehabilitation Services, Adult Education, Pell Grant, academic and/or 

technical scholarships, employer tuition reimbursement programs, and others. 

 

The decision to refer job seekers to Training Services will be made by the Alabama 

Career Center staff. The Alabama Career Center System does not provide training, but 

instead refers eligible individuals to WIOA-funded training provided by an Eligible 

Training Provider.  WIOA-funded Training Services, supplied by Eligible Training 

Providers, both public and private, are identified by the Eligible Training Providers List 

(ETPL). 

 

The underlying principle of the WIOA provision for Training Services is customer choice 

that is aligned with current Labor Market Information (LMI) that reflects a high-

wage/high-demand job is likely to occur at the end of the training.  Participants should 

not make impulsive decisions regarding Training Providers.  Instead, they should be 

challenged to comparison shop in order to make an informed choice relative to their 

individual needs, training service availability, and cost effectiveness.  The resource area 

computers allow customers to access the ETPL and LMI.  These websites provide 

information that will assist customers in making responsible decisions regarding their 

occupational training future.  Information will include available Training Services, 

provider cost and entry requirements, length of program, and job placement 

performance upon program completion.  Training Services may include: 

• Dedicated Classroom Training 

• On-the-Job Training 

• Individual Training Account 

• Incumbent Worker Training 

• Adult Education Training 

• Customized Training 

• Job Corps 

• Apprenticeship 

• Entrepreneurial Training 
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• Trade Act Training 

• Other programs as approved by the Local Workforce Development Board 
 

 

1. Training Referral Procedures 

WIOA funds are allocated to the local area so that Training Services may be made 

available to underemployed and unemployed Adults and Dislocated Workers who: 

• Have met the WIOA eligibility requirements  

• After an interview, assessment, and career planning have been determined 
by the Alabama Career Center System staff to be in need of Training 
Services 

• Have the documented necessary skills and qualifications to successfully 
participate in the selected training program 

• Select training programs that are directly linked to area employment 
opportunities or to another area in which customers are willing to relocate 

• Select training programs that provide high-wage/high-demand employment 
opportunities with the potential for high growth 

• Are unable to obtain other grant assistance or require assistance beyond 
that made available through other sources 

• Are determined to be eligible in accordance with the Local Workforce 
Development Board’s policy regarding priority for services 

 

Alabama Career Center staff will initiate and maintain case management services with   

participants enrolled in training contracts.  While participating in Training Services, 

customers will continue to receive Basic and Individualized Career Services, as 

appropriate, to assist them in achieving their employment goal. These services will be 

documented in the electronic data base system. 

 

Open lines of communication between the Alabama Career Center staff and the proper 

contact persons, as identified by the training provider, are very important.  This may 

help to ensure that job seekers will have a smooth entry into Training Services and will 

facilitate both the case management and maintenance of training contracts during the 

term of participation.  

 

Case management will take on even more importance since customers will be receiving 

services away from the Career Center.  Extra efforts may be required to stay in contact 
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with them.  Also, additional supportive services may need to be addressed at this time 

to help ensure success. 

 

Once again, as job seekers complete or near the end of participation in Training Services, 

appropriate Labor Exchange activities, which may include an updated résumé, should be 

initiated to facilitate entry into unsubsidized employment.  These services can be 

accomplished through a team approach of Alabama Career Center staff and other partners. 

 

Job seekers participating in Training Services will have an array of placement services 

available through the Career Center and will be encouraged to take advantage of this 

assistance during job search.  Job seekers may use the self-directed job search activities 

available in the resource area of the local Career Center.  They can also receive job search 

services through staff assistance available through the Career Services provided by the 

Alabama Career Center System staff. 

 

IV. Alabama Career Center System Services for Youth 
 
Under the Workforce Innovation and Opportunity Act (WIOA), the enrollment date for 

provision of Youth Services is always the date of eligibility determination.  One-on-one 

assistance should be provided to youth to ensure that any and all required services are 

provided to the individual, and that the youth gains the maximum amount of exposure to 

Alabama’s Career Center System to ensure success in his or her stated goal/objective 

attainment. 

 

Title I of the WIOA outlines a broad youth vision that supports an integrated service delivery 

system and provides a framework through which local areas can leverage other resources 

to support In-School Youth (ISY) and Out-of-School Youth (OSY).  Title I of the WIOA 

affirms the U.S. Department of Labor’s commitment to providing high-quality services for all 

youth and young adults following a career pathway and culminating with a good job. 

Services include career exploration and guidance, continued support for educational 

attainment, opportunities for skills training in in-demand industries and occupations, such as 

pre-apprenticeships or internships, and enrollment in postsecondary education or a 

Registered Apprenticeship. All youth service programs should promote evidence-based 
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strategies to assist in achieving high levels of performance, accountability and quality in 

preparing young people for the workforce.  

 

The Alabama Career Center System uses its association with its Career Center 

partners and local community agencies to ensure that the needs of youth are met while 

presenting the maximum opportunities for their goal achievements.  A strong 

connection is fostered between youth program services/activities providers and the 

Alabama Career Center System. Youth learn early in their participation how to access 

career services and how to utilize those services throughout their working lives. 

 

Information on all available services is provided to youth during a Career Center 

orientation.  This information may include all providers of youth employment, education, 

and training services, as well as all Career Center partners and community agencies 

that provide supportive services assistance for youth.  The information may take the 

form of verbal discussions between youth and the Alabama Career Center System 

staff, handouts, videos and/or audio presentations, computer website information, 

bulletin board presentations, and other methods as appropriate. 

 

It is important to ensure that youth are completely familiar with community services that 

assist to reduce barriers to employment, education, or training. These supportive 

services are often provided by Career Center partners and may include assistance with 

transportation, childcare, housing, medical costs, uniforms and work clothing, or tool 

costs, including such items as eyeglasses and protective eye gear.  Supportive service 

referrals are an integral part of the assistance provided to youth.  Alabama Career 

Center System staff will be aware of both partners and community service 

organizations to which supportive service referrals can consistently be made and have 

the information available for customers.  The referrals will be entered into the electronic 

case file. 

 

It is essential that youth possess the skills and qualifications necessary to successfully 

complete the selected Youth Services program.  Every consideration is made to 

encourage participation in non-traditional career training opportunities.  Current Labor 
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Market Information (LMI) is provided to assist in this determination and the youth is 

made aware of how to access LMI for career planning purposes. 

 

Alabama Career Center System staff ensures youth are provided full and accurate 

information concerning available WIOA and non-WIOA Training Services, to include 

Eligible Training Providers.  Providers and available training services are listed on the 

Eligible Training Provider List (ETPL) at www.etpl.alabama.gov.  Youth should 

participate in training programs that are directly linked to employment opportunities 

either in the immediate area or in another area to which they are willing to relocate.   

 

To be eligible for youth services an individual must be 16 – 24 years of age and must 

be either an In-School Youth (ISY) or an Out-of-School Youth (OSY). (Attachment F) 

Once eligibility is established, and the decision is made to enroll the youth, the 

enrollment date will always be the date of eligibility determination.  Once registration is 

accomplished, eligible youth enter a system designed to assist in the development and 

accomplishment of goals and objectives leading to successful employment, as 

evidenced by the Individual Service Strategy (ISS), which is developed jointly by the 

youth and the Case Manager. (Attachment G) Case notes will annotate steps/activities 

toward the ISS goal and will be entered as they occur into the electronic case file so 

that all staff and supervisors have access to be able to seamlessly assist the youth.  

Registered youth should be asked to read and sign the necessary forms, such as the 

Customer Agreement Form (Attachment H), WIOA Participant Information Release 

Form (Attachment I), and WIOA Grievance and Complaint Procedures Form 

(Attachment J). These forms are maintained in the participant’s hard copy file. 

 

1.  Eligibility 

Out-of-School Youth 
a) Not attending any secondary or postsecondary school at the time of enrollment   
b) Not younger than 16 or older than age 24 at the time of enrollment and 
c) One or more of the following: 

1) A school dropout;  

2) A youth who is within the age of compulsory school attendance but has not 

attended school for at least the most recent complete school year calendar 

http://www.etpl.alabama.gov/
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quarter.  School year calendar quarter is based on how a local school district 

defines its school year quarters;  

3) A recipient of a secondary school diploma or its recognized equivalent who is 

a low income individual and is either basic skills deficient or an English 

language learner; 

4) An individual who is subject to the juvenile or adult justice system; 

5) A homeless individual, a runaway; an individual in foster care or has aged out 

of the foster care system, a child eligible for assistance under section 477 of 

the Social Security Act (42 U.C.S. 677) or an individual who is in an out-of-

home placement; 

6) An individual who is pregnant or parenting; 

7) An individual with a disability; or  

8) A low-income individual who requires additional assistance to enter or 

complete an educational program or to secure or hold employment.   

*Low Income eligibility requirements apply to youth in #3 and #9 only. 

 
Documentation to Verify Dropout Status: 

• Age 17 - Notarized Student Exit Interview form from the public school system 
(implemented 8/1/2009) 

• Age 16 - Certificate of Exemption issued by his/her local school superintendent 

• Age 16 or 17 – evidence of withdrawal on school/program letterhead from a 
private or church school or private tutor program 

• School Attendance Record 

• Dropout Letter 

• Telephone Verification 

• Applicant Statement - The Applicant Statement may be used by young adults 
who dropped out of school years ago and do not have any type of school 
document to verify their status.  This form requires a witness to verify the 
applicant’s information. 

 
The above list is not all-inclusive but lists acceptable documentation to verify dropout status.   

In-School Youth 
a) Attending any secondary or postsecondary school at the time of enrollment;   
b) Not younger than age 14 or older than age 21; 
c) Low income individual; and  
d) Have one or more of the following barriers: 

1) Basic skills deficient 
2) An English language learner 
3) An offender 
4) A homeless youth or a runaway, in foster care or has aged out of the foster 

care system, 
5) Pregnant or parenting 
6) A youth who is an individual with a disability 
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7) An individual who requires additional assistance to complete an educational 
program or to secure or hold employment. 
 

State Policy for “Requires Additional Assistance” Barrier 
The State policy for the youth barrier “requires additional assistance to complete an 
educational program or to secure or hold employment” is a Low Income individual who has 
at least one of the following criteria:  

• Indians, Alaska Natives, and Native Hawaiians  

• Individuals who are English language learners 

• Individuals with low levels of literacy 

• Individuals facing substantial cultural barriers 

• Eligible migrant and seasonal farmworkers (as defined in section 

167(i)) 

• Low academic performance (a grade point C or below or basic 

academic skills in the bottom quartile of the class) 

• A past record of excessive absences as verified by school officials 

• Has been suspended, expelled, or put on probation during high 

school 

• Has dropped out of school previously 

• Limited English proficiency 

• Family environment is not conducive to education or career goals 

• Has documented alcohol and/or substance abuse 

• Has a record of violent behavior 

• Lacks motivation or maturity to pursue education or career goals 

• Emotional disorder which impairs education or career goals 

• Health problems which impair education or career goals 

• Eligible for free lunch Under the National School Lunch Programs 

• Has inadequate or no work experience 

• Lacks marketable, occupational skills that are in demand in the 

local labor market 

REMINDER:  Not more than 5% of the In-School Youth (ISY) in a local area may be 
determined eligible based on the barrier “An individual who requires additional 
assistance to complete an educational program or to secure or hold employment.”   
 
NOTE:  Individuals, ages 22 – 24 who are attending school at the time of enrollment, 
are not eligible as In-School youth due to their age and must be served through the 
WIOA Adult Program. 
 

Youth with a disability, whose family income exceeds the maximum levels established 

under the WIOA, are automatically eligible based upon their disability status.   
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It is allowable for eligible youth who are 18 through 24 years of age to be considered for 

concurrent participation in Youth, Adult, or Dislocated Worker Services programs.  It is 

essential, however, that youth possess the skills and qualifications necessary to complete 

the selected services program and that the ISS/IEP, along with electronic case notes, 

clearly documents the situation. 

 

2.  Purposes of Youth Services 

WIOA has established several purposes for eligible youth to receive Youth Services: 

• Provide assistance in achieving academic and employment success, 
effective and comprehensive activities, which shall include a variety of 
options for improving education and skills competencies and provide 
effective connections to employers 

• Ensure on-going mentoring opportunities for eligible youth with adults 
committed to providing such opportunities 

• Provide opportunities for training 

• Provide continued supportive services 

• Provide incentives for recognition and achievement 

• Provide opportunities in activities related to leadership development, 
decision-making, citizenship and community service 

 

Keeping these purposes in mind, youth are provided with the following service strategies: 

• Services that prepare for postsecondary educational opportunities, as 
appropriate 

• Strong linkages between academic and occupational learning 

• Preparation for unsubsidized employment  

• Effective connections to intermediary organizations with strong links to: 
o The job market and 
o Local and regional employers 

 
 
To increase the likelihood of youth success, there are fourteen Youth Program Elements 

outlined in the WIOA that are offered through a variety of sources including the Alabama 

Career Center System, eligible Youth Service providers, secondary and postsecondary 

schools and the business community.  These elements include: 

• Tutoring, study skills training, and instruction and evidence-based dropout 
prevention and recovery strategies that lead to completion of the 
requirements for a secondary school diploma or its recognized equivalent 
(including a recognized certificate of attendance or similar document for 
individuals with disabilities) or for a recognized post-secondary credential; 
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• Alternative secondary school services, or dropout recovery services, as 
appropriate; 

• Paid and unpaid work experiences that have academic and occupational 
education as a component of the work experience, which may include the 
following types of work experiences:  

o summer employment opportunities and other employment 
opportunities available throughout the school year 

o pre-apprenticeship programs 
o internships and job shadowing  
o on-the-job training opportunities 

• Occupational skills training through Individual Training Accounts; 

• Education offered concurrently with and in the same context as workforce 
preparation activities and training for a specific occupation or occupational 
cluster; 

• Leadership development opportunities, which include community service and 
peer centered activities encouraging responsibility and other positive social 
and civic behaviors; 

• Supportive services; 

• Adult mentoring for a duration of at least 12 months that may occur both 
during and after program participation; 

• Follow up services for not less than 12 months after the completion of 
participation; 

• Comprehensive guidance and counseling, which may include drug and 
alcohol abuse counseling; as well as referrals to counseling, as appropriate 
to the needs of the individual youth; 

• Financial literacy education; 

• Entrepreneurial skills training; 

• Services that provide labor market and employment information about in-
demand industry sectors or occupations available in the local area, such as 
career awareness, career counseling, and career exploration services; 

• Activities that help youth prepare for and transition to post-secondary 
education and training. 

 

For eligible youth, 18 through 24 years of age who also meet the respective eligibility 

requirements for Adult and/or Dislocated Worker Services, all of the above opportunities 

may be available, as well as, all Adult and Dislocated Worker Training Services previously 

discussed. 

 

3.  Program Design 

The Local Workforce Development Board (LWDB) has oversight of Youth Services 

programs; however, the Local Boards are encouraged to develop a Youth Standing 

Committee that will have advisory responsibility to the LWDB to ensure that adequate and 
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appropriate services are available to youth.  Using the purposes, strategies, and elements 

mentioned earlier, youth programs are designed to provide high quality services for youth 

and young adults beginning with career exploration and guidance, support for basic skills 

and academic attainment, opportunity for skills training in high-wage, in-demand industries 

and occupations that lead to a successful job in a career pathway that promotes job growth 

and advancement.  

 

As required under WIOA, youth receive an orientation to the Career Center services.  This 

orientation will include complete information on the full array of applicable and appropriate 

services that are available through Career Center partners, as well as other eligible service 

providers.  Youth, who express an interest in partner or non-WIOA services, are referred to 

appropriate programs.  WIOA eligibility will be determined on those youth expressing an 

interest in WIOA services.   After eligibility and assessment, youth are referred to 

appropriate WIOA-funded programs to meet their specific basic skills and/or training needs.  

Youth Service programs are designed to meet the goals and objectives of youth, which may 

not be immediate employment.   

 

4. Youth Services Provided Through Alabama Career Center 
System 
  

a. Assessment Procedures 

Once eligibility determination is complete, the eligible youth is enrolled into WIOA and 

will receive services available through the Alabama Career Center System to include an 

objective assessment that contains an academic and skills assessment of: 

• Basic skills 

• Occupational skills 

• Prior work history 

• Employability (pre-employment/work maturity skills) 

• Aptitudes  

• Interests 
 
The assessment process also includes an orientation to the assessment process, an 

interview, determination of supportive service needs, and the determination of 

developmental needs.  Information collected during the assessment process assists in 

developing individual service strategies for youth and is recorded on the ISS and 
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documented in the electronic case file.  If the youth has been recently assessed by 

another agency for education or training purposes and the previous assessment meets 

WIOA requirements, additional assessments may not be necessary or required. 

 

The eligibility determination date is the date of the first youth service and Career Center 

Youth Services must be entered in the electronic database on this date.  Youth must be 

administered an academic assessment (TABE) within the first 60 days of eligibility 

determination.  This will be the pretest for determining “measurable skills gains”.  

(Attachment K) The TABE assessment can be provided by another approved agency, 

such as Adult Education, if it was administered within 6 months prior to eligibility 

determination.   A TABE post-test to document measurable academic skills gains can 

be administered at any time and should be administered multiple times during a youth’s 

enrollment period, but MUST be administered at least once during a program year. All 

program years begin on July 1 and conclude on June 30.  This means that measurable 

skills gains are reported in real time.   

 
Participants will be able to show a measurable skill gain in 5 proposed ways:   
 

• Achievement of a least one (1) educational functioning level by a participant in an 
education program that provides instruction below the post-secondary level 
(Attachment L) 

• Attainment of a high school diploma or its equivalent 

• Transcript or report card for either secondary or post-secondary education for one 
(1) semester (or 12 credit hours) that shows a participant is achieving the State’s 
policies for academic standards 

• Satisfactory or better progress report, towards established milestones from an 
employer/training provider who is providing training (e.g. completion of a set of On-
the-Job Training (OJT), tasks or completion of the first year of an apprenticeship 
program, etc.) 

• Successful completion of an exam that is required for a particular occupation, 
progress in attaining technical or occupational skills as evidenced by trade-
related benchmarks such as knowledge-based exams 
 

During assessment, reasonable accommodations are provided for individuals with 

disabilities.  Alternative formats of materials or systems may be developed or incorporated 

for assessment situations, such as video or audiotapes, individualized reading assistance, 

etc. 
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Orientation to the assessment process begins with an overview of the process including 

what youth can expect from the assessment process, what the Alabama Career Center 

System expects from youth, and the expected results of the assessment activity. 

Additionally, the orientation will explain that: 

• It is the role of the Alabama Career Center System or approved Youth 
Service Provider staff to assist youth in the determination of their 
interests, abilities, and future plans through the assessment and interview 
process. 

• Assessment information will assist both youth and the Alabama Career 
Center System staff in developing an appropriate career plan. 

• Alabama Career Center System staff will assist youth who are prepared to 
make the commitment toward success. 

• Assessment is a process through which joint decisions can be made 
concerning goals, objectives, employment, education, or training. 

• If, during the assessment process, it is determined that youth need the 
services of another Career Center partner or community activity, referrals will 
be made to that agency with the youth's concurrence; and the action will be 
recorded in the electronic case file. 

 

Following is a brief description of each component of the assessment process: 

• Academic Achievement Assessment includes the evaluation of reading and 
mathematics computation skills; 

• Vocational Aptitude and Interest Assessment identifies natural vocational 
abilities and assists youth in identifying jobs they may enjoy doing; 

• Supportive Services Needs Assessment determines to what extent supportive 
services needs are acting as a barrier to employment, education, or training, 
and how these needs can be met.  The supportive service needs assessment 
is used to accomplish the following: 

o Identify both met and unmet needs which may affect the youth’s 
likelihood of being successful while progressing through Youth 
Services 

o Initiate referrals to service agencies that can provide assistance with 
these needs 

o Provide information to be used in developing the youth’s goals and 
objectives for success 

• Employability and work maturity assessment produces information on the 
youth’s knowledge of jobs, career decisions, job search, employment 
documents, job interviews, employers’ expectations, job performance, 
interpersonal skills, personal value to employers, and personal finance 

• The case management interview is the link between the collection of 
assessment data and the development of the youth’s goals and objectives.  
Alabama Career Center System staff uses the Customer Information Form as 
a guide during the interview process to gain in-depth information for assisting 
youth in better decision-making.  The interview process may include obtaining 
information on personal data, education and training, work history, 
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developmental and supportive service needs, and employment and 
occupational goals.  It is imperative that the Alabama Career Center System 
staff is aware of the requirements of the Americans with Disabilities Act (ADA) 
during the interview process.  Information related to job demand 
characteristics or other specific job requirements for different occupations or 
training may be discussed with the customer. 

 

5.  Case Management and Career Guidance Activities 

Case management coupled with career guidance plays a significant role in the 

development and implementation of youth’s goals.  The term career planning included 

in WIOA Sec. 3(8) means the provision of a client-centered approach to the delivery of 

services designed: 

• To prepare and coordinate comprehensive employment plans for youth, 
such as the Individual Service Strategy (ISS), to ensure access to 
necessary workforce investment activities and supportive services using, 
where feasible, computer-based technologies 

• To provide job, education and career guidance/counseling during 
program participation and after job placement 

 

Career planning and case management will be interchangeable terms within the 

Alabama Career Center System.   Case management and career guidance utilizes a 

comprehensive and individualized, client-centered approach, which assists youth in 

becoming independent, self-sufficient, productive citizens.  Alabama Career Center 

System staff will provide concurrent services, coordination of supportive services, and 

monthly reviews of the youth’s progress, which will be directed toward successful 

attainment of basic skills, training and employment goals.   

 

a) Alabama Career Center System Case Management/Youth 
Partnership 
 

It has been demonstrated that youth have a better chance for success when they are 

guided on a one-to-one basis.  The more quickly a case manager establishes a 

partnership with a youth, the better the opportunity for success and program 

completion.  The case manager will work closely with the youth to develop appropriate 

goals based on the youth’s needs and choices.  Aligned with current Labor Market 

Information, guidance provided will facilitate the youth in obtaining education, training or 

employment in a field that reflects the long-term goal of a high-wage/high-demand job.  
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Goals may be amended at any time during participation and any change will be clearly 

documented on the ISS and in case notes. 

 

Case management and career guidance is an all-encompassing activity that begins 

with the initial contact with the youth and culminates with any post-follow up activities 

that may be needed by the youth.   Alabama Career Center System staff begins the 

case management process by conducting an informative orientation to the selected 

activity, maintaining close contact with youth throughout participation, counseling and 

referring to supportive services as needed, assisting in job search and placement 

activities, and performing needed follow-up services.  Evidence of all case management 

and career guidance activities will be documented through notes entered into the 

electronic case file.     

 

b) Development of the Individual Service Strategy (ISS) 

WIOA requires that the Individual Service Strategy (ISS) is developed for each youth and 

that it identifies “an employment goal including, in appropriate circumstances, non-

traditional jobs, appropriate achievement objectives, and appropriate services for the 

participant…” Having a well-developed ISS, with related documentation, is a vital part of 

case management and is required by DOL regulations. The ISS will: 

• Identify specific assessment outcomes for achievement, aptitude, and 
interests; 

• Clearly designate the need for program intervention for basic skills, 
occupational skills, supportive services, pre-employment/work maturity, and 
work experience activities; 

• Identify the youth’s stated real or perceived barriers to employment, 
education, or training; 

• Designate supportive services needs and their resulting referrals; 

• Match employment, education, or training needs with available services; 

• Specify an employment goal; 

• Designate separate planning objectives for work readiness skills, basic skills, 
and occupational skills attainment. 

 

The ISS documents the services and activities selected that directly relate to the 

accomplishment of the youth’s stated goals and objectives, which is why it is so important 

that youth are given a copy of their service strategy. Their copy of the ISS serves as a 
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continuation of their Career Path toward their chosen career. Case notes supporting 

achievement of goals and objectives are kept in the electronic case file.   

 

Special attention is invested in recognizing supportive services needs and to connecting 

participants with targeted supportive service providers.  All referrals will be documented in 

case notes as a service.  The appropriate mix of services is listed sequentially, when 

possible, for each individual service and activity selected.  The ISS will serve as a guide to 

goal attainment. 

 

Case Managers and Youth Services providers are encouraged to review resources relative 

to creation and enhancement of the ISS and implementation of the various components of 

the service strategy. The Department of Labor developed the Toolkit for Frontline Services 

for Youth available at http://www.doleta.gov/youth_services/Toolkit-improve.cfm.   

 

c) Referral to Supportive Services and Selected Activities 

The Case Manager will assist youth in developing a supportive services plan to obtain 

assistance needed for program participation.  Supportive services may include 

transportation, child care, and housing.  In addition, many youth may require more 

specialized assistance to overcome barriers to employment (both real and perceived).  This 

assistance may include referrals to health related services, drug and alcohol abuse 

counseling, offender related advocacy, family abuse intervention, parenting skills, 

counseling for dysfunctional families, workplace attire and tool needs. Off-site service 

providers are accessed through a variety of referral options, including electronic linkage, 

telephone, fax, or written referral documents. 

 

Once goals have been established and barriers and supportive services needs have been 

addressed, youth will be referred to selected activities and services.  Youth choose from a 

menu of varied services that may be provided alone or in combination at various times 

during participation.  It is expected that most youth will receive more than one service during 

their participation. 

 

http://www.doleta.gov/youth_services/Toolkit-improve.cfm
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Youth, who choose employment as a primary goal, can be given the opportunity to 

participate in work readiness activities such as Work-Based Learning.  Youth, who request 

job readiness or employment activities, may participate in work experience (paid or unpaid), 

job shadowing, internships, and/or occupational skills training.  In the Alabama Career 

Center System, Work Based Learning (WBL) is a critical program element designed to help 

youth with limited skills and little to no work experience achieve a state of job readiness.  

This program is designed to help youth get a foot in the door.  Exposure to proper 

workplace behavior and gaining valuable soft skills will provide necessary skills and 

experience for youth and will help them be better prepared for a lifelong career.  The WBL 

Program allows youth to explore occupational areas and feel comfortable with their career 

goals.  In many instances participation will lead youth to further skills development through 

occupational skills training, On-the-Job Training, or Apprenticeship training, all of which 

complete with full time employment.    

 

Once they are job ready, youth will be provided Labor Exchange Services including job 

search through Alabama JobLink and other methods.  In addition, the youth will have a 

professionally developed résumé that includes all education and training gained, as well as 

any other criteria that would make the youth more employable.  

 

The two major groups of young adults receiving assistance through Youth Services 

programs are In-School and Out-of-School Youth.  In-School Youth are served through 

Individual Training Accounts which allow them to complete up to 104 weeks of training in 

community college courses in a technical field.  In-School Youth are those Youth who are 

currently attending school of any kind, including post-secondary education. Additional pre-

vocational offerings which do not require eligibility determination and are offered in the 

Career Center setting may include leadership development activities addressing teamwork, 

decision-making, personal responsibility, citizenship training, positive attitude development, 

self-esteem building, cultural diversity training, adult mentoring, and positive social behavior 

development.   

 

WIOA shifts the primary focus of youth programs to support the educational and career 

success of Out-of-School Youth (OSY). Out-of-School Youth are youth currently not 

attending school of any kind and may include drop-outs, those with diplomas based on 
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attendance, or High School graduates. OSY may participate in basic academic skills 

development to obtain the developmental skills necessary to enter employment, 

postsecondary education and/or training leading to employment.  Depending upon the 

degree of remediation necessary, these youth may be involved in study skills training, one-

on-one tutoring, academic skills remediation, or GED preparation.  

 

d) Value-Added Services 

All currently enrolled youth should be actively engaged in appropriate services. All youth, 

whether enrolled in Career Center Youth Services and Individual Referrals or with a Youth 

Services provider, must receive a monthly contact from their case manager. In addition, all 

youth enrolled with a Youth Services provider must receive a “value-added” service from 

the Youth provider on a monthly basis. These services must be well documented and 

dictated by needs identified and incorporated in the ISS.  

 

Value-added services are provided in person and may include, but are not limited to, 

workshops, job shadowing, tutoring, résumé development, labor market and career 

exploration, development of basic skills, occupational skills and work readiness skills, drop-

out prevention strategies, interest inventories, peer group motivational meetings, 

applications for financial aid and many more. 

 

Youth should also be introduced to planning tools such as My Next Move, 

www.MyNextMove.org, and mySkills myFuture, www.mySkillsmyFuture.org. 

 

e) Work-Based Learning 

Out of School Youth who are progressing through their Individual Service Strategy are 

considered for the Work-Based Learning (WBL) program operated through the Career 

Centers. Career Center staff establish worksites at local businesses and non-profit 

organizations where youth can gain work experience and employment based skills 

necessary for gainful employment. Once the youth successfully completes WBL, they can 

be transitioned to an On-the-Job Training contract and from there to full-time unsubsidized 

employment.   

 

http://www.mynextmove.org/
http://www.myskillsmyfuture.org/
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f) Completion of Youth Services 

Youth should not be kept in active status when value-added services are no longer being 

provided. Outcomes should be recorded as they occur, even if the participant is currently 

active.  The attainment of a credential should be recorded at the time of attainment.  When 

a participant enters employment, education or training after the program completion and 

exits from youth services, outcomes should be recorded at that time.  Outcomes can be 

obtained and reported during the 12 months of Follow-Up Services. Timely reporting of 

program completion is important for the accurate recording of accomplishments achieved 

during provision of Youth Services. 

 

V. Alabama Career Center System Follow-Up Services 
 

The WIOA recognizes the importance of Follow-Up services for individuals receiving 

services through Career Center programs.  It specifically states that follow-up services, 

including counseling regarding the workplace, must be provided for Adults, Dislocated 

Workers and Youth who participated in workforce development activities funded by the 

WIOA.  

  

1. Follow-Up Services for Adults and Dislocated Workers 

Follow-Up services must be provided as appropriate for participants who are placed in 

unsubsidized employment, for up to 12 months after the first day of employment as outlined 

in TEGL 3-15, issued July 1, 2015; Guidance on Services Provided through the Adult and 

Dislocated Worker Program under WIOA.  

 

Follow-Up for Adults and Dislocated Workers can be broken down into a three-tiered 

process: 

Initial Follow-Up, Retention Follow-Up, and Performance Follow-Up.  

• Initial Follow-Up is conducted for those Adults and Dislocated Workers where 1st 

day of employment needs to be verified. 

• Retention Follow-Up is then made available to Adults and Dislocated Workers for 

up to 12 months in order to increase job retention and to provide support  

• Performance Follow-Up captures information pertinent to performance 

attainment. 
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The purpose of Initial Follow-Up is to establish 1st day of unsubsidized employment* and 

may be conducted in any of the following ways. 

• Face-to-Face conversations 

• Phone call / Text / E-mail / Letter 

• Case Manager’s 1st hand knowledge (documented) 

• UI wage verification  

• Supplemental Data  

* If a participant is working at the time of eligibility and remains employed during their 
enrollment in WIOA, the 12-month Follow-up period would begin on the exit date.   
Initial Follow-Up attempts can be documented using:  

• Case Notes  

• Emails or Text from participants 

• Facebook / Social Media 

• Letter 

• Employment Verification Form (Attachment H) 

• Telephone Verification Form 

 

It is very important to stay in contact with the participant throughout the WIOA enrollment 

period. The sooner the date of employment is verified; the sooner Follow-Up Services can 

be provided.  Again, once the first day of employment is documented, the 12-month Follow-

Up Services begins. Ways to document first day of employment include: 

• New Hire Data  

• Federal employment records 

• Military employment records 

• Other Administrative wage records 

• Supplemental Data (can be Case Manager’s knowledge)  

 

Retention Follow-Up services for Adults and Dislocated Workers are to be provided to those 

who are placed in unsubsidized employment for not less than 12 months after the first day 

of employment, as appropriate.  These follow-up services should have as much value as 

other components of the WIOA program.  Participants should be aware “up-front” that 

Retention follow-up services will be made available to them after leaving the program.  The 

goal of Retention Follow-Up services is the prevention of job loss, ensure job retention, 

wage gains and career progress for those who obtain unsubsidized employment.  The case 

manager may assist in arranging a wide array of services designed to improve the 

employment status of the participant during Retention Follow-Up.  All follow-up services will 
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be documented in case notes.  While Retention Follow-Up services must be made 

available, not all Adults or Dislocated Workers who are placed in unsubsidized employment 

will need or want such services. Adults and Dislocated Workers may decline Retention 

Follow-Up services if they so choose. Case notes must contain documentation 

substantiating that these follow-up services were offered to the participant and were 

declined.  

 

Retention Follow-Up services vary and are determined on a case-by-case basis and may 

include: 

• Additional career planning 

• Counseling to assist in job retention, increase earnings and completing education 

requirements, if needed 

• Contact with the participant’s employer, including assistance with work-related 

problems that may arise 

• Peer support groups 

• Information pertaining to additional educational opportunities 

• Referral to supportive services available in the community  

• Include non-WIOA service(s)  

 

Retention Follow-Up services must be made available to participants the first day 

unsubsidized employment is verified and continues for one year.  The intensity and 

frequency of follow-up contacts should align with the needs of the individual.  Retention 

Follow-Up contacts must be meaningful and may not simply be a contact to obtain needed 

data.  There is no minimum number of attempts that must be made in order to meet the 

requirement to offer follow-up services.  The case manager, after no less than six attempts, 

may cease contact if one of the following is documented: 

• Participant refuses follow-up services  

• No longer employed with the initial employer and current employment status 

unknown  

• Has moved with no forwarding address 

• Phone has been disconnected  

• No other alternative contact information is available 

  

The case manager will document the appropriate scenario and no other contact attempts 

are needed. 

  



 

45 

 

Performance Follow-Up begins after the participant exits from WIOA and any partner 

service(s) and runs consecutively with Initial and Retention Follow-Up.  The ‘clock begins 

ticking’ at exit as to their inclusion in performance measures.  Several Adult and Dislocated 

Worker measures are captured after program exit, thus information gathered during follow-

up can be used as Supplemental Data necessary to capture performance for the following: 

• Employment Rate 2nd Quarter:   is based on verifiable wages captured in the 

2nd quarter after exit  

• Employment Rate 4th Quarter: is based on verifiable wages captured in the 4th 

quarter after exit  

• Credential Attainment: Number of participants who obtained a recognized post-

secondary credential or diploma during the program or within 1 year after 

program exit 

 

The employment rate 2nd quarter and employment rate 4th quarter performance measures 

are gathered via UI wage data (state and nationally).  For those participants not found in UI 

wage data (self-employed, cash-only, tips, etc.), supplemental data can be used. 

Supplemental data can be attained and verified by first-hand knowledge of employment 

situation, usually documented as follows: 

• Supplemental wage forms 

• Case notes (visual observation)  

• Employment verification (pay stubs, W-2, etc.)  

 

Documentation needed for the Credential Rate is verified during the 1-year follow-up period 

and includes copies of: 

• Transcript 

• Certificate 

• Diploma 

 

2.  FOLLOW-UP SERVICES FOR YOUTH 

Follow-up services are another important part of Youth Services.  Follow-up services 

provide support and guidance after placement to facilitate sustained employment and 

educational achievement, advancement along the job and/or educational ladder, and 

personal development. All youth will receive follow-up services.  The types of follow-up 

services provided are based on the needs of the participant.  
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Follow-up services should include more than just a contact attempted or made for securing 

documentation for the case file in order to report a performance outcome. However, regular 

contacts with the youth to ensure successful continuation of employment or education may 

be sufficient as a follow-up service, as long as the case manager has determined the youth 

is not in need of additional services.  

Follow-up contacts will begin at the completion of Youth Services participation.  WIOA 

states that follow-up services will be provided for “not less than 12 months” and that these 

services begin at the completion of participation in youth service activities.  Intensity of the 

follow-up activities may vary with each youth based upon involvement with the ITA program 

as well as their individual needs. 

Follow-up services may include: 

• Leadership development activities  

• Regular contact with the participant’s employer, including assistance with 
work-related problems which arise 

• Assistance in securing better paying jobs, promotions and career 
development 

• Work-related peer support group 

• Adult mentoring 

• Case management and progress tracking during training/educational 
programs 

• Supportive services referrals 

• Tracking progress and offering assistance once training/educational 
programs are completed 

 

Of the fourteen identified youth elements, the following five are more likely to be provided 

during follow up: 

• Supportive Services 

• Adult mentoring 

• Financial literacy education 

• Services that provide labor market and employment information about in-demand 
industry sectors or occupations available in the local area, such as career 
awareness, career counseling, and career exploration services 

• Activities that help youth prepare for and transition to postsecondary education and 
training 

 
 

3. SUPPLEMENTAL DATA  
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The primary data source for capturing the performance measures of entered 

employment, employment retention and median earnings is accessing UI wage records 

(state and nationwide).  UI wage records include private sector, non-profit sector, and 

government employer wage data. Certain types of employment situations are not 

covered by UI wage records such as: 

• Self-employed 

• Postal Service 

• Military 

• Railroad 

• Some Agricultural employment 

• Employment based on commission  

• Tips or cash-only payments  

 

Supplemental data will be used for program management as well as gain a full 

understanding of program performance.  For those individuals who are or are not found 

in either the state UI wage records or the nationwide WRIS database, Alabama has the 

option to gather and report supplemental data for the above-mentioned performance 

measures.  

  

It is anticipated case management especially during the follow-up period will be the 

most common method used to obtain timely supplemental data.  It is likely during this 

period certain employment situations will be verified and documented in the electronic 

database (i.e. self-employed, working for cash, etc.).  For those participants not covered 

by state UI records, supplemental sources of data can be utilized to document entry and 

retention in employment.  These sources must be properly documented.   Allowable 

forms of documentation include:  

• Telephone/form/mail response from participant documented w/W-2 form, pay 

stub, 1099 form or other written documentation when available 

• Telephone/form/mail verification w/employer documented by W-2 form, pay stub, 

or other written documentation when available 

• Telephone/form/mail verification for Self-employed  

• Case Notes 

• Other Automated database systems (could be through partner service)  

• Administrative Records (i.e. government employment records)  

• Revenue or Tax records (i.e. accessing Dept. of Revenue for self-reported 

occupations) 
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• Participant’s license and/or business-related documentation  

 

All data and methods to secure and verify supplement employment data must be 

documented and are subject to audit.  

 

Workforce Development Division (WDD) staff will identify program exiters who have not 

been found in UI or WRIS wage records and provide Career Centers with a printout for 

those participants who are not showing UI wages in quarter 2 and quarter 4 after exit.   

 

VI.  Alabama Career Center System Business Services 
 

Title III Labor Exchange Services for businesses may include:  

• employer contacts 

• job order listing 

• screening job seekers to establish a qualified candidate pool 

• electronic résumé search 

• individualized job fairs for businesses 

• assessment testing 

• referral to external resources may include but not limited to: 
o Alabama Industrial Development Training (AIDT) 
o Alabama Technology Network (ATN) 
o Community Colleges 
o Small Business Administration (SBA) 
o Economic Development groups 
o Ready To Work (RTW) 

• electronic interviews by Skype 

• provide interviewing space 

• access to computers, copiers, telephones, fax machines, scanners, etc. 

• Equal Employment Opportunity (EEO) Information 

• Labor Market Information (LMI) 

• Business Recruitment Presentations 

• Work Opportunity Tax Credit (WOTC) 

• Federal Bonding 
 

1.  Listing Job Orders 

Employers will be contacted by the Alabama Career Center System staff and advised 

how to list job orders at no cost and how to access résumés of qualified applicants 

through use of the electronic data system.  Information on all options should be given to 

the employer:  
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• Hands-on assistance will be provided for the employer to learn how to 
use the system to list their own job orders  

• Staff can assist and list the order for the employer  

• Employer can list job orders without assistance  

• Résumés can be viewed if the employer would rather select potential 
candidates for hire by that method rather than by listing a job order 

 

Every effort will be made to assist the employer in matching job openings with qualified 

candidates. Job orders are to be listed for legitimate job openings, meaning the opening 

is immediate and has a reasonable expectation of hire.   

 

2.  Establishing a Qualified Candidate Pool 

Staff will assist job seekers to register in electronic data system to establish a candidate 

pool for employers and will screen those candidates for employers to assist the business in 

finding qualified workers for listed job openings.  As new job seekers receive their sit down 

interview it would be expected that the qualified candidate pool would be ever-growing and 

constantly changing.  The Alabama Career Center staff is aware of recently trained 

participants who have the potential skills to fill current job openings and will refer those 

qualified individuals.   

 

3.  Electronic Résumé Search  

Job seekers can work with staff who will assist them in development of a professional 

résumé in the database that can be accessed and viewed by any registered employer.  

Résumés are available in either hard copy or electronic format to be retrieved and/or 

updated by Career Center staff or job seekers and can be forwarded to employers who are 

seeking qualified applicants.  Staff can fax or email the résumé for the applicant to the 

recruiting employer or the employer is able to view available résumés without listing a job 

order to find a qualified match.   

 

In order to be successful in matching qualified job seekers with businesses, it is imperative 

that the résumé be updated on a continuous basis and remain active.  For this reason, 

Career Center staff need to make job seekers aware of the importance of an active résumé 

in order to receive email alerts and be viewable by employers and Career Center staff. 
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Because the résumé is representative of the work history and educational background the 

participant possesses, this is a service to both the job seeker and the employer. 

   

4.   Interviewing Space 

Each Alabama Career Center System has free space available for employers to use for 

interviewing potential employees.  Employers can request to schedule space that is private 

and confidential for both parties by contacting the Alabama Career Center staff.  Employers 

using the center space will be assigned a staff contact person to assist them with their 

needs throughout their time in the Career Center.   

 

5.  Business Recruitment Presentations 

Alabama Career Center staff can invite business customers to provide workshop 

presentations that market their business, help them find job seekers and also help job 

seekers become familiar with the company and the benefits it provides.  

 

6.  Employer-Specific Hiring Events 

Alabama Career Centers regularly host hiring events for employers.  Local and social 

media are utilized to advertise the function and hopeful applicants are invited to the 

local Career Center.  Career Center staff act as hosts while applicants are waiting to be 

interviewed by handing out applications, copying résumés and introducing interviewees 

to the employers.   Afterwards, those applicants not registered in the electronic 

database are encouraged to have an updated résumé uploaded so that other 

employers may view their skills and qualifications.  

 

7. Work Opportunity Tax Credit (WOTC) 

The Work Opportunity Tax Credit (WOTC) is a Federal tax credit available to employers 

for hiring individuals from certain target groups who have consistently faced significant 

barriers to employment. This program helps targeted workers move from economic 

dependency into self-sufficiency as they earn a steady income and become contributing 

taxpayers, while participating employers are able to reduce their income tax liability. 

 

https://doleta.gov/business/incentives/opptax/eligible.cfm
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WOTC joins other workforce programs that incentivize workplace diversity and facilitate 

access to good jobs for American workers.  This program is actively marketed to 

employers by Career Center staff.  The maximum tax credit ranges from $1,200 to 

$9,600, depending on the employee hired. 

Target groups include: 

• Veterans 

• TANF Recipients 

• SNAP Recipients 

• Clients of Rehabilitation Services 

• SSI Recipients 

• Qualified Long-Term Unemployment Recipients  

• Residents of Rural Renewal Communities 
o Butler, Dallas, Macon, Perry, Sumter and Wilcox 

• Ex-Felons 

• Summer Youth Employees 
 

8. WIOA Employer Services 

 Services available through WIOA Title I funds include: 

• On-the-Job training (OJT) 

• Incumbent Worker training 

• Work Based Learning activity (Work Experience and Internships) 

• Registered Apprenticeships (RA)  
 

Business Services Representatives (BSR) are dedicated to serving businesses and will 

spend the majority of their work time marketing and serving employers, primarily 

through On-the-Job Training (OJT) contracts, Work Based Learning activities, and the 

Incumbent Worker Training program.  The BSR will be the lead person on the Career 

Center Business Services Team.  Team members will consist of the Local Veterans 

Employment Representative (LVER), WIOA Title I Case Manager, Labor Exchange 

Employment Specialist and others as appropriate to include partner agency 

representatives.  The team leader will keep the manager apprised of team activities and 

goals. 

 

Team members should communicate regularly with Career Center staff to help place 

those who have been trained through WIOA funding.  To complete the teamwork effort, 

the Career Center staff will develop and maintain a pool of OJT candidates from the 
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WIOA-eligible participants they interview and refer those to the BSR for placement.  An 

expected goal for the BSR would be a minimum of three (3) OJT contracts per month. 

The manager will oversee the combined efforts of the staff to make sure this 

communication and referral exists and works well for the benefit of the customers, both 

the job-seeker and the employer.    

 

Each BSR is expected to provide his/her supervisor with a written weekly plan of 

activities that is expected to further the goals of the Business Services Program.  

Follow-up on the plan is required with the management of each career center being 

responsible to ensure the business community is adequately served and that a strong 

linkage is established for service provision.   

 

 All services provided by the Alabama Career Center staff will be recorded in the 

electronic data system in real time as the work is accomplished.  This will allow any 

staff person to be aware when other staff are working with an employer and prevent 

overlap/duplication of services. Recording of work is also necessary for performance to 

be evident.  Reports in the electronic data system will allow the manager and the BSR 

to track performance, as needed.   

 

Training programs that assist employers include: 

 

a) On-The-Job Training (OJT) Development and Management 
 

OJT is training provided by an employer to a participant while on the job and results in: 

• Knowledge or skills essential to the full and adequate performance of the 
job 

• Reimbursement to the employer of up to 75 percent (or more when special 
programs are implemented) of the participant's wage while in OJT 

• Limited duration as appropriate to the occupation for which the participant 
is being trained 

 

OJT is provided under a contract with an employer in the public, private non-profit, or 

private for-profit sector.  The reimbursement of up to seventy-five percent (75%) of the 

wage rate is to compensate the employer for the extraordinary costs involved with 
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training and supervision.  Employers are not required to document the extraordinary 

costs.   

 

Contracts are not to be negotiated with employers who have previously exhibited a 

pattern of failing to provide participants with continued long-term employment, wages, 

benefits, and working conditions that are equal to those provided to regular employees. 

Contracts must be limited to the period of time required for a participant to become 

proficient in the occupation for which the training is being provided.  In determining the 

appropriate length of the contract, consideration should be given to the skill 

requirements of the occupation, the academic and occupational skill level of the 

participant, prior work experience, and the participant's Individual Employment Plan. 

 

b)  Incumbent Worker Training (IWT) 

Training for incumbent workers is essentially customized training for employers seeking 

to prevent job loss caused by obsolete skills or technological changes.  Incumbent 

workers are currently employed workers whose employers have determined that 

training is required in order to keep their businesses competitive and the affected 

workers employed.  The training is intended to avert layoffs, upgrade skills, increase 

wages, and/or keep skills competitive.  This training must support job retention and 

career development to improve economic self-sufficiency for employed workers.  

Incumbent workers are not subject to the WIOA provisions that require Career 

Services. Registration in the data system is accomplished by the Workforce 

Development Division staff; however, the Incumbent Worker Application will be 

provided to the Alabama Department of Commerce, Workforce Development Division 

for processing.  Primary performance outcomes should be related to job retention and 

wage gain. The IWT Program may only be established for employers who have 

operated in Alabama for at least two years and shall not be used to supplant current 

company training.  

 

c)  Work Based Learning Activity 

The Alabama Career Center System operates a Work-Based Learning Program for 

Youth 18 - 24 years old.  Eligible youth will be paid for 30 hours per week and will work 
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the equivalent of thirteen (13) weeks or a maximum of 390 hours.  Eligible youth will be 

paid $7.25 - $9.00 per hour.  Participant placements at worksites that are either public 

(governmental) agencies or not-for-profit agencies (non-profit) will earn $7.25 per hour.  

Participants placed in Internships at private (for-profit) worksites can earn from $7.25 

per hour up to $9.00 per hour.  The participant’s rate of pay for the internship should be 

comparable to the rate of pay for a new employee at the worksite who is performing the 

same tasks not to exceed $9.00 per hour.  Case managers will need to document in the 

participant’s case notes that the individual’s pay rate is the company’s normal beginning 

rate for the position.   

 

The program will target young adults who are not attending secondary or 

postsecondary school and meet the requirements of the WIOA out-of-school youth 

program. The goal of the program is to promote the development of good work habits 

and basic work skills by participation in a structured, paid, work-based learning activity.  

Objectives include: 

• To improve a participant’s work maturity skills through meaningful work-based 
learning assignments and proper supervision; and/or 

• To improve a participant’s occupational skills through worksite instruction and 
well-supervised job tasks; and 

• To enhance a participant’s academic and other basic skills through relevant 
worksite experience.  

 

The BSR will be responsible for contacting employers to market the activity and 

establish worksites.  The BSR will work with Career Center and partner staff to identify, 

determine eligibility and refer potential candidates for the worksites, as well as, 

completing and maintaining participant records. The Career Center will solicit, review 

and select worksites/facilities.  The Career Center staff will monitor the participants’ job 

performance, help solve work-related problems that may occur, provide very basic 

counseling as necessary, and link the participants with support services.    

 

Career Center staff will be responsible for collecting timesheets for youth participant(s) 

on a weekly basis and sending the timesheets to the payment facility.  Staff will also 

enter participant(s) eligibility information in the electronic system, track participant(s) 

and associated outcomes, verify participant(s) time and attendance with worksite 
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supervisors, assist youth participant(s) with on-line applications and career exploration, 

answer questions, assist in addressing problems and other services as necessary. 

    

d)  Registered Apprenticeships (RA) 

Alabama Career Center System is committed to fully integrating RA programs as an 

employment and training solution for one-stop centers.  Career Centers are encouraged 

to use RA as a career pathway for job seekers and a job-driven strategy for businesses. 

RA programs automatically qualify to be placed on the State and Local Board’s Eligible 

Training Provider List (ETPL) allowing ITA’s to support participants in RA programs.  

Given the unique nature of apprenticeships, there are several ways in which funding for 

training may be used with these programs:   

•    An ITA may be developed with an eligible training provider for a 
participant to receive RA training 

•    An OJT contract may be developed with an Apprenticeship employer 
program for training participants.  OJT contracts are made with the 
employer, and RA generally involves both classroom and on-the-job 
instruction.  The OJT contract may be made to support some or all of the 
OJT portion of the RA program 

•    A combination of an ITA to cover the classroom instruction along with an 
OJT contract to cover on-the-job portions of the RA is allowed 

•    Incumbent worker training may be used for up skilling apprentices who 
already have an established working/training relationship with the RA 
program 

 
VII. Partner Collaboration 

 
The core programs currently mandated in the WIOA have participated and partnered in the 

Alabama Career Center System since 2001. A culture of strong communication and 

collaboration by these partners enhances services throughout the Alabama Career Center 

System.  In Alabama, partner collaboration is a “top down” process.  Top level partner 

agency administrators meet quarterly at a WIOA Partners’ Roundtable to discuss and share 

information on new initiatives, progress made toward workforce development goals, process 

updates, labor market information, local area updates and other issues.  This process is 

mirrored in all Alabama Career Centers where mandated quarterly partner meetings are 

held to share similar information at the local level. 
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The State agencies overseeing Alabama’s WIOA core programs and optional partners not 

only share space and services throughout the Alabama Career Center System but also 

interact on a regular basis to share program opportunities and determine how best to deliver 

programs on a local and regional basis. Our agencies working off a solid background of 

sharing data and collaboration of program services are ready to serve the State’s 

businesses, jobseekers, training seekers, and others with the most viable options to meet 

their needs. 

 

 

1.   Adult Education in the Career Center 

The Adult Education (AE) Division of the Alabama Community College System has proven 

to be one of the most critical and often accessed of the WIOA core partners.  From 

academic assessment to remedial activities to contextualized learning, AE provides much 

needed services to Career Center customers. Alabama Community College System 

(ACCS) Adult Education’s primary focus is expanding low-skilled individuals’ access to 

career pathways in high-demand occupations. 

 

Title I and Title III Career Center staff check for HS Diploma/GED information on the 

Customer Information Form.  If those items are not notated, customers are automatically 

referred to Adult Education partners for GED preparation and testing.  Likewise, customers 

preparing for postsecondary education are referred to Adult Education for basic skills 

upgrades necessary to be successful in their desired training. 

 

In Alabama, adult education means academic instruction and education services below the 

postsecondary level that increase an individual’s ability to read, write, and speak in English 

and perform mathematics or other activities necessary for the attainment of a secondary 

school diploma or its recognized equivalent; transition to postsecondary education and 

training; and obtain employment.  Adult Education services may include: 

• adult education and literacy 

• basic skills upgrade 

• workplace adult education and literacy  

• family literacy 

• English language acquisition  

• Integrated English literacy and civics education 
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• workforce preparation through soft skills workshops  
• integrated education and training that provides  

o adult education and literacy activities, concurrently and contextually with 

both, workforce preparation activities, and workforce training for a specific 
occupation or occupational cluster, and  

o Is for the purpose of educational and career advancement.  

 

The Alabama Non-Traditional High School Diploma Option (HSDO) is a fairly new program 

through Adult Education for Alabama public school students who: 

• Did not pass all sections of the Alabama High School Graduation exam, or  

• Who earned 10 or more graduation credits from an Alabama High School and 
requires additional graduation credits to be awarded an Alabama High School 
Diploma. 

Through this program, individuals can accumulate credits and receive their high school 

diploma from the last school system attended.   

 

In Alabama, Adult Education providers have focused their efforts on Career Pathways 

programs also known as contextualized learning.  These technical/occupational training 

programs allow AE students to work on obtaining a GED/Alternative Diploma while learning 

an occupational skill.  The occupational portion of this training program may be paid for with 

WIOA funds for those students meeting WIOA eligibility requirements and suitability 

assessments including Grade Level requirements.  The Career Pathway program must also 

be on the Eligible Training Provider List. 

 

Our Adult Education partners have asked us to develop a way to keep up with referrals 

made to their programs.   A referral form has been developed to facilitate referrals from 

Career Center services to Adult Education Services.  (Attachment M) Scanning this form in 

the database allows us to see the number of customers we have referred to Adult Education 

services. 

 
 

2. Vocational Rehabilitation in the Career Center 

Alabama Department of Rehabilitation Services (ADRS) – The Department of 

Rehabilitation Services Vocational Rehabilitation Services (VRS) provides specialized 

employment and education-related services and training to assist youth and adults with 
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disabilities to become employable. Services include skill assessments, counseling, training 

programs, job placement, assistive technology and transportation. 

 

The agency has counselors stationed on a permanent basis in Career Centers in several of 

the larger cities in the state. These staff members receive referrals and also provide advice 

and information to other staff in the Career Centers on how to serve individuals with 

disabilities. 

 

Career Center customers who disclose a disability or a need for an accommodation are 

referred to Vocational Rehab counselors for a more in-depth evaluation of needs prior to 

entering training.  Individual Training Accounts can be established where WIOA Title I pays 

for training costs and Title IV Vocational Rehab services will provide necessary 

accommodations.  Vocational Rehab services may include: 

• specialized employment 

• education-related services and training to assist disabled youth and adults to 
become employable 

• skill assessments  

• counseling 

• training programs  

• job placement 

• assistive technology 

• transportation 
Vocational Rehab is currently working in collaboration with the Career Centers and 

Workforce Development Partners on assessing all of the Career Centers in the state for 

accessibility. Recommendations will be made by the agency and the Workforce 

Development Core Partners will work together to ensure that the Career Centers continue 

to be accessible for all individuals with disabilities. Also, as mentioned previously, the 

agency has established a Video Interpreting Network. Should a hearing-impaired individual 

come into the local Career Center, a video interpreting session can be set up for that 

individual to be served. 

 

3.   Department of Human Resources in the Career Center 

The Alabama Career Center System developed a priority of services for training 

programs that targets low-income individuals, public service recipients, and individuals 

who are basic skills deficient.  This policy ensures that the Career Centers are serving 
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the hardest-to-serve and those most in need of career-focused services.  DHR provides 

referrals of individuals to the Career Center who need more than basic Career Services 

to enter and remain in the labor force.  Likewise, the Career Center will refer individuals 

who are determined to be in need of food assistance, child care and other assistance 

offered through DHR. 

a)  SNAP Job Search Assistance 

The Career Centers provide the job search assistance portion of the Employment and 

Training program in the Supplemental Nutrition Assistance Program (SNAP).  Both 

Food Assistance Able-Bodied Adults Without Dependents (ABAWDs) and Food 

Assistance Non-ABAWDs will be identified by SNAP Case Workers and informed of the 

requirement to visit their local Career Center for job search assistance in order to retain 

their Food Assistance budget.  SNAP Case Workers will then create a co-registration in 

the electronic system.  It is incumbent upon the ABAWDs and Non-ABAWDs to 

voluntarily complete the Career Center job search assistance program in order to keep 

their SNAP benefits.   

 

Customers coming into the Career Center are screened for SNAP co-registrations using the 

electronic database.  All ABAWDs/Non-ABAWDs will not need each of the available career 

services but will be assessed for determination of the services to most benefit the 

ABAWD/Non-ABAWD in the job search process. Some services are provided in a group 

setting, while some are provided in individual interviews with Career Center staff.  ABAWDs 

and Non-ABAWDs requesting training services will be referred to Adult Education partners 

to complete the TABE for grade level proficiency.  Once they have completed the TABE 

they will be referred to a Case Manager who specializes in training services for further 

assessments and referrals. 

The services offered under SNAP Job Search include: 
 
Career Center Orientation: Interview or meeting to orient client to Career Center services 
and provide information about the availability of, access to, and participation in services. 
May include tour of Resource Room, demonstration of Alabama Job Link (AJL), 
demonstration of self–assessment software and availability of Labor Market Information. 
Labor Market Information is important to recipients in the job search process, as it provides 
information about occupational demand, high-wage, high-demand jobs, education/skills 
required, wage data, etc. for the state and by geographic region.   
 



 

60 

 

Job Search: Interview to develop a plan for the client’s job search. Includes assessment of 
client’s work history, education, interests, supportive service needs, barriers to employment, 
and eligibility for services. Plan includes steps to achieve employment objective. Information 
on available jobs can be found on the ADOL Job Link system accessible in the Career 
Centers.  
 
Résumé Preparation: Client is provided instruction on the content and format of résumés 
and cover letters and is given assistance in the development of both documents. Career 
Center staff will ensure résumé’s are uploaded into the electronic database.   
 
Job Shops: Short seminars to provide clients with information to improve their job–search 
knowledge and skills. Subjects will include: self–assessment, employment applications, 
résumés, employment interviews, job search methods and others.   
 
Referral for Training: Interviewer refers a client to educational or training services to 
develop competency in basic literacy skills or job skills in order to secure employment.  
 
Individual Employment Plan: Clients who are determined not job–ready and who are 
willing to commit to training will work with staff to develop a plan to improve employability by 
addressing identified barriers to employment. Planning may include career exploration, 
education, training, and/or job search activities.  
 
Case Management: Interview to assist clients in resolving issues related to occupational 
choice, change or adjustment to include barriers to employment such as lack of educational 
achievement and/or basic skills proficiency, lacking or erratic employment history, family 
problems, or other factors precluding full employment.  
 
Referral for Support Services: Referral for services not available from the career center 
partners include food, shelter, health, transportation, veteran’s agencies, and financial 
counseling and services.  
 

b) TANF Services 
 
Individuals who receive Temporary Assistance for Needy Families (TANF) are one of the 

priority groups for WIOA services in the Alabama Career Center System.  Many local DHRs 

fund Work Readiness programs for TANF recipients.  These groups are regular visitors to 

our Career Centers where they receive an orientation to services, job search registration 

and assistance, resume assistance and posting in the local database, assessment for 

training programs and many other services.  In addition, Career Center staff regularly 

provide workshops and presentations for the DHR jobs program. 

 

TANF recipients who are likely to benefit from Job Search and Training Services are 

identified by the Case Workers as being in need of Career Center services.  As with the 

SNAP program, TANF Case Workers will then create a co-registration in the electronic 
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system.  It is incumbent upon the TANF recipients to voluntarily complete the Career Center 

job search assistance program and training preparation activities in order to keep their 

TANF benefits and receive training funding. 

 

All Career Center customers are screened for TANF co-registrations using the electronic 

database.  All TANF recipients will not need each of the available career services but will be 

assessed for determination of the services that will most benefit them in the job search 

process.  Services may be provided in a group setting or in individual interviews with Career 

Center staff.  TANF customers requesting training services will be referred to Adult 

Education partners or Career Center staff to complete the TABE for grade level proficiency.  

Once they have completed the TABE they will be referred to a Case Manager who 

specializes in training services for further assessments and referrals to training pre-

registration. 

The services offered through the Alabama Career Center System to both SNAP and TANF 

customers are: 

Initial Assessment:  Includes a review of the completed Customer Information form and/or 
Self-Certification/Applicant Statement during a sit-down interview with career center staff at 
which time a full electronic registration is entered into the system, complete with a basic 
resume. 
 
Career Center Orientation: Interview or meeting to orient client to Career Center services 
and provide information about the availability of, access to, and participation in services. 
May include tour of Resource Room, demonstration of Alabama Job Link (AJL), 
demonstration of self–assessment software and availability of Labor Market Information. 
Labor Market Information is important to recipients in the job search process, as it provides 
information about occupational demand, high-wage, high-demand jobs, education/skills 
required, wage data, etc. for the state and by geographic region.   
 
Labor Market Information:  Clients will be provided with appropriate hard copy Labor 
Market Information and will be introduced to the online LMI website for career exploration 
and job market outlook. 
 
Job Search: Interview to develop a plan for the client’s job search. Includes assessment of 
client’s work history, education, interests, supportive service needs, barriers to employment, 
and eligibility for services. Plan includes steps to achieve employment objective. Information 
on available jobs can be found on the ADOL Job Link system accessible in the Career 
Centers.  
 
Résumé Preparation: Client is provided instruction on the content and format of résumés 
and cover letters and is given assistance in the development of both documents. Career 
Center staff will ensure résumé’s are uploaded into the electronic database.   
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Job Shops: Short seminars to provide clients with information to improve their job–search 
knowledge and skills. Subjects will include: self–assessment, employment applications, 
résumés, employment interviews, job search methods and others.   
 
Referral for Training: Interviewer refers a client to educational or training services to 
develop competency in basic literacy skills or job skills in order to secure employment.  
 
Comprehensive Assessment:  Clients will be provided with academic assessments, 
interest inventory profiles and an in-depth interview. 
 
Individual Employment Plan: Clients who are determined not job–ready and who are 
willing to commit to training will work with staff to develop a plan to improve employability by 
addressing identified barriers to employment. Planning may include career exploration, 
education, training, and/or job search activities.  
 
Case Management: Interview to assist clients in resolving issues related to occupational 
choice, change or adjustment to include barriers to employment such as lack of educational 
achievement and/or basic skills proficiency, lacking or erratic employment history, family 
problems, or other factors precluding full employment.  
 
Referral for Support Services: Referral for services not available from the career center 
partners include food, shelter, health, transportation, veteran’s agencies, and financial 
counseling and services.  
 

4. Senior Community Services Employment Program (SCSEP) in 
the Career Center  

 
The purpose of SCSEP is to provide training opportunities for older individuals who want to 

re–enter the workforce. Gaining additional or enhanced job skills improves their 

employability. Job training is provided by host agencies that are either 501(c)3 nonprofit 

organizations or government agencies. SCSEP provides valuable training opportunities 

while increasing the capacity of these host agencies to fulfill their missions. 

Goals of the SCSEP program are to 

• Identify training for seniors in soft and occupational skills including those seniors with 
disabilities 

• Work with WIOA partners, faith–based and community organizations to identify 
financial assistance and financial planning supportive services for SCSEP 
participants  

• Work with the WIOA and One Stop System to identify senior friendly user technology 
and identify resources to secure the technology, such as WorkKeys, as a career 
readiness tool for participants  
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• Work with WIOA partners, faith–based and community organizations to identify and 
encourage SCSEP participant participation in work–related training and education 
activities  

• Identify literacy resources in Alabama and work to build partnerships and improve 
coordination of these resources with WIOA and SCSEP; encourage participation by 
SCSEP participants in these programs 

 

Once training is completed, SCSEP participants will return to the Career Center for 

assistance with résumé preparation, posting and unsubsidized job search assistance. 

5. Alabama Community College System (ACCS) 

As a whole, the Alabama Community College System is the largest provider of training 

services within the State of Alabama.  Community Colleges and their associated Workforce 

Solutions Division of Career Technical programs provide representatives in each 

designated workforce region who participate in regional meetings with businesses, Career 

Center staff and others to discuss workforce training development and programs funded by 

WIOA resources. The ACCS works to stay informed of the latest in-demand skills wanted by 

businesses and works to develop training relative to these skills. Based on service sectors 

identified in Accelerate Alabama plan, ACCS focuses its effort on closing the skills gap for 

thousands of unemployed and underemployed Alabamians.   

The Alabama Community College System (ACCS) has implemented streamlined Prior 

Learning Assessments for those individuals that have gained skills while on the job, military, 

or other means. This allows the students to earn college credit for their experience, and 

accelerates their entry into their chosen career pathway. This program is also available for 

those Adult Education students that may have several years of experience and are looking 

to improve themselves and increase their earning capacity.  

The ACCS has also devised several strategies to improve access to postsecondary 

credentials. In addition to articulation, Alabama has become a national leader in providing 

high school students dual enrollment for dual credit in CTE and academic courses. Career 

Center staff are keenly aware of the value of the dual enrollment program and regularly 

counsel In-School Youth on the profitability of this program.   

The ACCS is seeing extensive expansion of stackable certificates within CTE Programs. 

Students may earn several short certificates (minimum of 9 semester hours for each 
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certificate) that lead to a Long Certificate or AAS Degree, depending on the program. This 

also includes advanced short certificates that may be beyond the Long Certificate or AAS 

Degree for those individuals needing advanced training and/or credentials. This structure 

allows for multiple entry and exit points for students, and allows them to gain a significant 

credential when they exit a program. 

6. Alabama High School Career Technical Education (CTE) 

The Alabama Career Center has a record of supporting Career Technical Training through 

the High School System of the Alabama Department of Education.  CTE Counselors and 

Job Coaches regularly bring students to their local Career Centers for hands-on experience 

in career exploration, developing a résumé, completing online job applications and other 

prevocational activities.  Students receive an orientation to Career Center services and are 

encouraged to return to the Center at the completion of their high school curriculum. 

The ACCS has long been a nationally recognized leader in the number of articulated Career 

Technical Education (CTE) courses between secondary and postsecondary, allowing high 

school students an edge in accessing college credit. In addition to articulation, Alabama has 

become a national leader in providing high school students dual enrollment for dual credit in 

CTE and academic courses. Career Center staff are keenly aware of the value of the dual 

enrollment program and regularly counsel High School students on the educational worth of 

this program.   

7. Youth Services Providers (YSPs) 

Staff of the Alabama Career Center system maintain a close working relationship with Youth 

Service Providers (YSPs) contracted through the Alabama Department of Commerce, 

Workforce Development Division.  The YSPs are the purveyors of services linked to the 14 

youth elements outlined in the WIOA.  YSP case managers assist in devising the Individual 

Service Strategy (ISS) for youth enrolled in their programs and their purpose is to assist 

those youth as they navigate their career pathways to a meaningful career. 

 

YSPs should have weekly contact with the youth enrolled in their services and will provide 

constant updates to Career Center case managers on the progress of youth in their care.  
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Services may begin as providing access to basic skills acquisition but will end with 

significant advances made along a career path.  Services expected from YSPs include, at a 

minimum, career exploration, basic skills remediation and GED attainment, life skills 

workshops, financial literacy workshops, referrals to Work-Based Learning, referrals to 

training in a high-wage, high-demand occupation and follow-up services for not less than 12 

months after program completion.  

 

8. Rapid Response Services 

Rapid Response activities in Alabama are the responsibility of the Workforce Development 

Division of the Alabama Department of Commerce. According to the U.S. Department of 

Labor, Rapid Response must "deliver services to enable dislocated workers to transition to 

new employment as quickly as possible." 

Rapid Response staff responds to WARN and non–WARN events immediately upon 

notification of pending layoffs or business closures. Rapid Response staff will contact the 

designated contact person for the company or business to provide an overview of services 

and material available to the affected employees. If the affected employees are part of a 

union, a representative of the AFL/CIO Labor Institute for Training (LIFT) is also included in 

the meetings. Once Group Employee Meeting (GEM) dates are established, the Rapid 

Response unit immediately notifies the local Career Center, UI, community based 

assistance agencies and others that can provide support and information to the affected 

workers. The State Rapid Response unit assisted by local Career Center staff, together, 

comprise the Rapid Response team. Career Center staff are regular presenters at Rapid 

Response GEMs, providing an overview of services available at the local Career Center to 

assist adversely affected workers. 

Early intervention for possible TAA–eligible workers is provided by the Rapid Response 

Team. Adversely affected workers attending Rapid Response GEMs are provided a general 

outline of available TAA services and instructed to report to their local Career Center upon 

receipt of their TAA eligibility notice. Resources can be made available to assist in early 

intervention efforts through the Mobile Career Center vehicle (MCCV) that provides internet 

access to areas not located near a Career Center and ten (10) PCs for access to additional 

resources. 
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9. Veterans Services in the Career Center 

Services to Veterans are a top priority in the Alabama Career Center System.  Services 

to veterans are provided by all Career Center staff regardless of their in-house, service 

specialty.  Veterans are automatically eligible to receive all Basic Career Services 

available in the Career Centers and most are eligible for Individualized Career Services 

and Training Services.   

 

Local Veterans Employment Representatives (LVERs) and Disabled Veterans Outreach 

Program specialists (DVOPs) provide specialized services within the Career Center setting. 

LVERs and DVOPs work directly for Career Center managers and are tasked to assist them 

in the evaluation as to the degree of utilization of all services and training by veterans. 

LVERs assist in providing training on Priority of Services to partners in statewide network 

and are active in increasing public awareness of Priority of Service for Veterans and other 

eligible persons. They also assist managers in the training of Priority of Service 

requirements to all career center partners, within the Alabama Career Center system, and 

monitor the effectiveness and coordination among all partners in the following endeavors:  

• Individual assessments of veterans for job preparedness, referral to 
supportive services, job training and outreach services, and improving access 
statewide and local labor market information. 
  

• Cooperation among all agencies and programs providing services and 
assistance to veterans to promote maximum awareness and availability of 
benefits among veterans, particularly veterans who may need such services 
or assistance in gaining employment or job training.  

 

• Participation in state workforce development training conferences and 
workshops with topics regarding priority services to veterans and marketing 
veterans to employers. The Governor of Alabama established the Alabama 
Workforce Council and appointed state leaders in business, industry, 
education and government, to improve collaboration between educators and 
employers so that job–seekers can identify and participate in job–driven 
training that fit the skill sets needed for jobs available in business and 
industry. As a member of the council, Veterans Services will ensure that job–
driven training will recognize corresponding military skill sets, thus 
encouraging the participation of veterans and separating service members.  

 

• Assisting Federal agencies to recruit veterans, particularly disabled veterans 
and veterans described by the Veterans Employment Service for special 
emphasis under Title 38 U.S.C Chapter 42 and the grant provisions, and 20 
CFR Part 1010 (Priority Service for Covered Persons; and special recruitment 
initiatives of veterans by individual Federal agencies.)  
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• Providing assistance to military service members and eligible spouses in 
transition to civilian jobs and careers through the Transition Assistance 
Program (TAP) at several military facilities in Alabama, and will provide 
intensive services to veterans participating in vocational rehabilitation, in 
cooperation with the U.S. Department of Veterans Affairs (US DVA), as 
provided under Title 38 U.S.C., Chapter 31.  
 

• Assign a State Intensive Service Coordinator (ISC) to work directly with 
Employment Coordinators the US DVA Vocational Rehabilitation and 
Employment (VR&E) Service to coordinate the referral of “Job Ready” 
veterans enrolled in vocational rehabilitation services under Chapter 31 of 
Title 38 U.S.C. to the American Job Center for assistance in gaining suitable 
employment consistent with their vocational rehabilitation plans. 

 

• Establish policy for the delivery of Priority of Service by the State, Local 
Workforce Investment Boards, and the Alabama Career Centers.  

 

• Establish the first point of contact for veterans and Eligible Persons seeking 
services from Alabama’s Career Center system in the American Job Center 
network is a representative from Employment Services.  

o  Those who access self–services through the Internet will complete a 
universal application that includes features and questions designed to 
assist staff members in identifying them for Priority of Service and 
training at any point of entry into the workforce development system.  

o  Additionally, AJC locations will use signage, graphics, and displays to 
create awareness of the policy that requires Priority of Service for 
eligible veterans and certain Eligible Spouses.  

 
DVOP specialists prioritize their efforts with veterans who are facing “significant barriers to 

employment” (SBE) in securing a career, including veterans who appear to be having 

difficulty in using the Alabama Job Link (AJL) automated system. Veterans who enter the 

workforce development system through the Career Centers are served initially by career 

center specialists. For veterans who appear to have significant barriers, career center 

specialists offer additional services, to include referral to a DVOP who provides intensive 

services and case management services to veterans having a significant barrier to 

employment (SBE), as defined by Veterans Program Letter. 

 
Standard DVOP case management practices will include:  

• Assisting veteran–clients in development of job objectives and a résumé 

• Identifying significant barriers or challenges to employment 

• Referring or assisting veteran–clients to appropriate supportive services  

• Determining veteran–clients’ economic need  

• Identifying training or educational goals 
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• Documenting contacts with employers on behalf of individual clients  

• Maintaining current contact information 

• Documenting job referrals and job development for employment, internship, 
or on–the–job–training (OJT) opportunities for individual clients 

 
DVOPs will use the AJL case management feature to load cases into the “My Cases” 

portfolio. Managers, on a quarterly basis, will conduct a case management review of the 

caseload for every DVOP representative under the AJL “My Cases” feature. This is done to 

ensure adherence to required practices and privacy concerns as a self–assessment 

measure, managers will review the “My Cases” portfolio of their DVOP representatives to 

identify effective performances (best practices and success stories) and shortcomings in 

services needing correction. 

 

DVOPs will use reports provided from the Alabama JobLink to outreach and contact 

“Recently Separated Veterans”, ages 18 to 24, and veterans receiving ex–service members 

Unemployment Benefits (UCX) to offer job placement or job training services. Veterans 

responding to this outreach are provided assessment services to determine their readiness 

to apply for employment opportunities in their area of choice with their current skills. 

Assessment will include evaluating the additional skills needed for employment with 

employers having those jobs. This approach provides veterans with customer choice as to 

specific occupations for which to begin training. Veterans are also acquainted with the 

Career Center resources that are available to pursue job–driven training in emerging 

industries, such as fast growing jobs in Green Industries.  

 

10.   Unemployment Insurance Benefits and Services (UI) in the 

       Career Center  
 

Dislocated workers are regular visitors to Alabama Career Centers.  Once lay-off or plant 

closure notices are received, dislocated workers are able to file a claim for unemployment 

compensation through the Unemployment Insurance program (UI) online.  Many of the 

former workers find their way to the Career Center from information received at a Rapid 

Response General Employee Meeting or they are prompted during the claims process to 

visit the Alabama JobLink and register for work. 
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For those who do not have computer access, the Resource Area of the local Career Center 

provides computers used to file for UI.  For those who are still unsure of their computer 

skills, phones (landlines) are available so that applicants can speak directly to a 

representative.  Career Center staff are available to answer questions, give an orientation to 

Career Center services, review résumés and assist with posting them online, discuss 

possible training options necessary to re-enter the labor force, and counsel claimants on 

basic UI eligibility. 

 
 
VIII. Performance Measures  
 

WIOA specifies core measures of performance for workforce development activities in 

adult, dislocated worker, and youth programs.  WIOA requires registration of adults and 

dislocated workers receiving WIOA funded services, except self-services and 

information services.  All Youth Services require registration. 

 

1. WIOA Performance Measures 

WIOA includes common performance measures, or “primary indicators of 

performance”, for its six core programs including Adult, Dislocated Worker and Youth 

programs, Adult Education and Family Literacy program, Employment Service program 

and Rehabilitation Services programs. (Attachment N) Most measures are consistent 

across all six programs indicating congressional intent to promote more integrated 

programming and accountability at the state and local levels. 

 

2.  Adult, Dislocated Worker and Wagner-Peyser Measures 

The WIOA core measures applied to the Title I Adult and Dislocated Worker programs 

and Title III Wagner-Peyser services are as follows:  

 

• Employment Rate 2nd Quarter: 
o The percentage of program participants who are in unsubsidized employment 

during the 2nd quarter after exit from program 
o Captured 2nd quarter after exit  
o Verified by unemployment wage data 

 

• Employment Rate 4th Quarter: 
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o The percentage of program participants who are in unsubsidized employment 
during the 4th quarter after exit from program 

o Captured 4th quarter after exit 
o Verified by unemployment wage data 

 

• Median Earnings 2nd Quarter: 
o The median earnings of program participants who are in unsubsidized 

employment during the 2nd quarter after exit from the program/career pathway 
o Includes all who exited their career pathway and not just those employed in the 

2nd and 3rd quarters 
o Captures median earnings during the 2nd quarter after exit 
o Median Earnings defined as the numerical value that separates the higher half 

from the lower half of earnings 

• Credential Attainment Rate: 
o The percentage of program participants who obtain a recognized postsecondary 

credential or a secondary school diploma or its recognized equivalent during 
participation in or within 1 year after exit/leaving the career pathway 

o Excludes participants who do not receive training services 
o Captured on participants who are in program participation and up to 1 year after 

program exit/leaving their career pathway 
o The Credential Rate measurement is for WIOA Title I programs only. 

• Measureable Skills Gain: 
o The percentage of program participants who, during a program year, are in an 

education or training program that leads to a recognized postsecondary 
credential or employment and who are achieving measurable skills gains toward 
such a credential or employment 

o Measured in real time while the participant is actively enrolled in a 
program/career pathway 

o Measurable Skills Gains must be documented in the participants’ file and can 
include: 

▪ Educational Functioning Level gains (EFL) 
▪ High School Diploma 
▪ GED attainment 
▪ Developmental/remedial education completion 
▪ College level course completion in the career pathway 
▪ College level Math or English course completion 
▪ Credit accumulation of 12 semester hours or 15 quarter hours within 

the career pathway 
▪ Credit accumulation of 24 semester hours or 30 quarter hours within 

the career pathway 
o The In-Program Measureable Skills Gain is for WIOA Title I programs only. 

 

3. Youth Measures 
 

• Placement in Employment, Education or Training: 
o Percentage of program participants who are in education or training services or 

in unsubsidized employment during the 2nd quarter after exit 
o Captured 2nd quarter after exit 
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• Retention in Employment, Education or Training: 
o Percentage of program participants who are in education or training services or 

in unsubsidized employment during the 4th quarter after exit 
o Captured 4th quarter after exit 

 

• Median Earnings 2nd Quarter: 
o The median earnings of program participants who are in unsubsidized 

employment during the 2nd quarter after exit from the program/career pathway 
o Includes all who exited their career pathway and not just those employed in the 

2nd and 3rd quarters 
o Captures median earnings during the 2nd quarter after exit 
o Median Earnings defined as the numerical value that separates the higher half 

from the lower half of earnings 
 

• Credential Attainment Rate: 
o The percentage of program participants who obtain a recognized postsecondary 

credential during participation in or within 1 year after exit/leaving the career 
pathway 

o The percentage of program participants who obtain a secondary school diploma 

or its recognized equivalent and have obtained employment or are in an 

education or training program leading to a recognized postsecondary credential 
within 1 year after exit from the program 

o Captured on participants who are in program participation and up to 1 year after 
program exit/leaving their career  

o The Credential Rate measurement is for WIOA Title I programs only. 
 

• Measureable Skills Gain: 
o The percentage of program participants who, during a program year, are in an 

education or training program that leads to a recognized postsecondary 
credential or employment and who are achieving measurable skills gains toward 
such a credential or employment 

o Measured in real time while the participant is still enrolled in a program/career 
pathway 

o Measurable Skills Gains must be documented in the participants’ file and can 
include: 

▪ Educational Functioning Level gains (EFL)  
▪ High School Diploma 
▪ GED attainment 
▪ Developmental/remedial education completion 
▪ College level course completion in the career pathway 
▪ College level Math or English course completion 
▪ Credit accumulation of 12 semester hours or 15 quarter hours within 

the career pathway 
▪ Credit accumulation of 24 semester hours or 30 quarter hours within 

the career pathway 
o The In-Program Measureable Skills Gain is for WIOA Title I programs only 
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4. Employer Measures 
 

• Indicators of Effectiveness in Serving Employers: 
o Employer Retention: 

▪ Participant Retention with Same Employer in the 2nd & 4th Quarters 
after exit 
 
Number of participants employed with the same  

                                  Employer in 2nd & 4th quarters after employment  
                       ***Divided by*** 

Number of participants employed in 2nd quarter after exit 
 

o Employer Engagement: 
 

Number of businesses that received a service or continues to receive 
a service or other assistance during the reporting period 
                    ***Divided by*** 
Number of businesses located within the State at the end of the 
reporting period 
 

o Repeat Business Customer: 
 

Number of businesses that have received a service or continues to 
receive a service or other assistance during reporting period AND that 
received a service anytime within the previous 3 program years   
                             ***Divided by***  

                                  Number of unique business customers that received a service anytime 
   within the previous 3 program years. 
 
 

5. Credential or Certificate 

A credential is awarded in recognition of an individual’s attainment of measurable 

educational, technical or occupational skills necessary to gain employment or advance 

within an occupation. Technical or occupational skills are based on standards developed or 

endorsed by employers. Work Readiness and WorkKeys certificates are not included in this 

definition. 

 

A credential is a nationally recognized degree or certificate or an industry-recognized 

credential.  Credentials include, but are not limited to:   

• Postsecondary Degrees and Certifications 

• Licensures and Industry-Recognized Certificates  

• High School Diplomas and GED Certificates 

• Registered apprenticeship certificates  
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• Occupational licenses (typically awarded by government agencies)  

• Personnel certifications from industry or professional associations  

• Other skill certificates for specific skill sets or competencies within one or 
more industries or occupations (e.g. writing, leadership, etc.).  
 

Awarding institutions include: 

• A State educational agency 

• Institution of higher education 

• Professional, industry or employer organization 

• Registered apprenticeship program 

• Public regulatory agency 
o Government Licensing Agencies 

• A program approved by the Department of Veterans 
 

The measurement of certificates/credentials is limited to individuals who receive training 

services and enter employment.  Training is the only service that leads to attainment of 

a credential.  To promote program integration and partner collaboration, this measure 

does recognize joint participation in WIOA services and non-WIOA funded training 

programs.  In order to count a credential earned during any non-WIOA funded training, 

including Adult Education, a participant must be registered in individualized career 

services.  It should be noted that WIOA funded programs can earn credit for non-WIOA 

funded training in addition to WIOA funded training. 

 

This measure includes all individuals who received training regardless of whether they 

had jobs at registration.  It recognizes not only individuals who enter employment but 

also incumbent workers who have jobs or are placed in jobs but continue receiving 

training services to attain more skills and better jobs.  A time frame of three (3) quarters 

after exit to obtain a certificate/credential allows time for individuals to take tests, which 

may occur after training is completed and may only be offered once a year. 

 

6. Registration 

For accountability purposes, WIOA states that the point of registration determines who 

is counted in the Performance Measures and who is excluded from the measurement.  

All youth who receive WIOA youth services (eligibility determination is a service) are 

registered for services and are counted in the measures. All adults and dislocated 

workers who receive individualized career services are registered for services and 



 

 

 

 

included in the common performance measures.  For performance measure purposes 

in the Alabama Workforce Development Area, those individuals receiving individualized 

career services are considered program participants. 

 

7. Planned Gap  

Participants who have a planned gap in service of greater than 90 days should not be 

considered as exited if the gap in service is due to a delay before the beginning of 

training, health/medical condition, or military service that prevents an individual from 

participating in services.  The Alabama Career Center staff should document any gap in 

service that occurs with an approved gap reason.   

 

8. Exit 

A participant who does not receive any WIOA-funded or non-WIOA funded partner 

service for 90 days and is not scheduled for future services except follow-up services 

will be exited by the electronic data system as of the last date of service.   

 

Participants who exit from services due to incarceration, deceased, or have a health or 

medical condition that prevents the individual from participating in services will be 

excluded from the performance measures. 

 

Once a participant has not received any WIOA funded or partner services for 90 days, 

except follow-up services and there is no planned gap in service or the planned gap in 

service is for reasons other than those specified above, that participant will exit WIOA 

for the purposes of measurement in the common measures. 

 

 

 
  



 

 

 

 

 

 
ATTACHMENT 

A 

 

EXAMPLES OF BASIC AND INDIVIDUALIZED 

SERVICES 

  



 

 

 

 

 
 
Basic Career Service examples:  
 

➢ Eligibility determination  
➢ Outreach, intake and orientation to info and other services available 
➢ Initial assessment  
➢ Labor Exchange services 
➢ Coordination of activities with other programs/services  
➢ Labor market employment info  
➢ Eligible training provider info and program cost  
➢ Availability of Local Board performance accountability  
➢ Availability of supportive services 
➢ Assistance in filing UI claims  
➢ Assistance in establishing financial aid assistance  

 
 
 

Individualized Career Service examples:  
 

➢ Comprehensive and specialized assessments 
➢ Development of IEP/ISS 
➢ Group and individual counseling  
➢ Career planning 
➢ Short-term prevocational services  
➢ Internships and Work Experience linked to careers 
➢ Workforce preparation activities  
➢ Financial literacy services  
➢ Out-of-area job search/relocation assistance 
➢ English language acquisition 

 

 

 

 

 

 

 

 



 

 

 

 

 

 

 

ATTACHMENT 

B 

 

ADULT/DISLOCATED WORKER 

ELIGIBILITY 

  



 

 

 

 

Workforce Innovation and Opportunity Act (WIOA) 
Adult and Dislocated Worker Eligibility 

 
General Eligibility Criteria for All Applicants: 

• Citizenship / Eligible Non-Citizen (U.S. national, lawfully admitted permanent resident 
alien or other immigrant authorized by the Department of Homeland Security to work in 
the U.S.)  Identity and Employment Authorization must be verified. 

• Age/ Date of Birth  

• Selective Service Registration – Males, age 18 through 25, must register with the 
Selective Service System.  Register at the Selective Service website:  www.sss.gov. 
 

Adult 
 
Must meet the general eligibility criteria for all applicants and 
Is an individual who is age 18 or older. 
Must be low income to receive WIOA Training services. 
 
Dislocated Worker  
 
Must meet the general eligibility criteria for all applicants and 
Is an individual who: 
 

A. has been terminated or laid off, or who has received a notice of termination or lay 

off, from employment;  

is eligible for or has exhausted entitlement to unemployment compensation;  
or 

has been employed for a duration sufficient to demonstrate an attachment to the 
workforce but is not eligible for unemployment compensation due to insufficient 
earnings or having performed services for an employer not covered by the state 
unemployment compensation law  

and 
 is unlikely to return to previous industry or occupation; 
 

B. has been terminated or laid off, or has received a notice of termination or layoff 

from employment as a result of any permanent closure of, or any substantial 

layoff at, a plant, facility, or enterprise; 

 
is employed at a facility where the employer has made a general announcement 
that such facility will close within 180 days; or  
 
for purposes of eligibility to receive services other than training services in 
Section 134(c)(3), career services described in section 134(c)(2), or supportive 
services, is employed at a facility at which the employer has made a general 
announcement that such facility will close; 

http://www.sss.gov/


 

 

 

 

 
C. was self-employed (including employment as a farmer, a rancher, or a 

fisherman) but is presently unemployed as a result of general economic 

conditions in the community where the individual resides or because of natural 

disasters; 

 
D. is a displaced homemaker which means an individual who has been providing 

unpaid services to family members in the home and who: 

1) has been dependent on the income of another family member but is no longer 

supported by that income;  

or 
2) is the dependent spouse of a member of the Armed Forces on active duty* 

and whose family income is significantly reduced because of deployment,**  

a call or order to active duty,***  
a permanent change of station, or  
the service-connected **** death or disability of the member 
 

and 
is unemployed or underemployed and is experiencing difficulty in obtaining or 
upgrading employment. 

* as defined in section 101(d) (1) of title 10, United States Code, the term active duty means full-time duty in the active military 
service of the United States.  Such term includes full-time training duty, annual training duty, and attendance, while in the 
active military service, at a school designated as a service school by law or by the Secretary of the military department 
concerned.  Such term does not include full-time National Guard duty.) 
 
** as defined in section 991(b) of code 10, United States Code, or pursuant to paragraph (4) of such section, a 
member of the armed forces shall be considered deployed or in a deployment on any day on which, pursuant to 
orders the member is performing service in a training exercise or operation at a location or under circumstances that 
makes it impossible or infeasible for the member to spend off-duty time in the housing in which the member resides 
when on garrison duty at the member’s permanent duty station or homeport.  In the case of a member of a reserve 
component who is performing active service pursuant to orders that do not establish a permanent changed of station, 
the housing referred to is any housing (which may include the member’s residence) that the member usually occupies 
during off-duty time when on garrison duty at the member’s permanent duty station or homeport.   
Paragraph (4) – The Secretary of Defense may prescribe a definition of deployment for the purposes of this section 
other than the definition specified.  Any such definition may not take effect until 90 days after the date the Secretary 
notifies the Committee on Armed Services of the Senate and House of Representatives. 
 

*** pursuant to a provision of law referred to in section 101(a)(13)(B) of title 10 United States Code, a call or order 

to active duty of members of the uniformed services under section title 10 section 688, 12301(a), 12302, 12304, 
12304(a),12305, or 12406, chapter 15 of this title, section 712 of title 14, or any other provision of law during a war or 
during a national emergency declared by the President of Congress.  (Note: These sections refer to retired members 
of the regular armed forces, reserve units and the National Guard being called to active duty.) 
 
**** as defined in section 101(16) of title 38, United States Code, service-connected means with respect to disability 
or death, that such disability was incurred or aggravated, or that the death resulted from a disability incurred or 
aggravated, in line of duty in the active military, naval or air service. 
______________________________________________________________________ 
 

E. is the spouse of a member of the Armed Forces on active duty (as defined in 

section 101(d) (1) of title 10, United States Code *), and who has experienced a 



 

 

 

 

loss of employment as a direct result of relocation to accommodate a permanent 

change in duty station of such member;  

or 
is the spouse of a member of the Armed Forces on active duty and who is 
unemployed or underemployed and is experiencing difficulty in obtaining or 
upgrading employment. 

 
Low Income Criteria 
 
The term low-income individual means an individual who: 

• Receives or is a member of a family that receives or in the past 6 months has 

received assistance through Supplemental Nutrition Assistance Program 

(SNAP), Temporary Assistance for Needy Families (TANF) or the Supplemental 

Security Income (SSI) program or State, or local income based public assistance. 

• Is in a family whose total family income that does not exceed the higher of the 

poverty line or 70% of the Lower Living Standard Income Level. 

• Is a homeless individual or a homeless child or youth or runaway youth. 

• Is a youth who receives or is eligible to receive a free or reduced price lunch 

under the National School Lunch Act. 

• Is a foster child on behalf of whom State or local government payments are 

made. 

• Is an individual with a disability whose own income is the poverty line but who is 

a member of a family whose income does not meet the requirements. 

• Is a youth living in a high-poverty area. 

Additional Definitions  
 

➢ WIOA Family means two or more persons related by blood, marriage, or decree of court, 
who are living in a single residence, and are included in one or more of the following 
categories: 

o A married couple and dependent children; 
o A parent or guardian and dependent children; or 
o A married couple. 

 
➢ WIOA Dependent Child – a youth under age 19 (or under age 24 and a fulltime student) 

living in a single residence, and who is being claimed as a dependent on a parent or 
guardian’s tax return.  

o Related by blood or adoption 
o Shared the same principal residence as parent/guardian for more than half of the 

tax year  
o Met one of the following:  

• Younger than 19 

• Younger than 24 if a fulltime student for at least 5 months during 
the year.  A fulltime student is enrolled for the number of hours or 
courses the school considers to be fulltime attendance; or 



 

 

 

 

• Totally and permanently disabled during any part of the year. 
o Did not provide more than half of his/her own support during the year 
o A U.S. citizen or national, or a permanent resident alien 

          

➢ Note:  Individuals, ages 22 – 24 who are attending school at the time of enrollment, are 
not eligible as In-School youth due to their age.  These individuals must be served by the 
WIOA Adult Program. 

  



 

 

 

 

 

 

 

 

 

ATTACHMENT  

C 

 

CUSTOMER INFORMATION FORM 

SELF-CERTIFICATION / APPLICANT STATEMENT 

SELECTIVE SERVICE WAIVER 

TELEPHONE VERIFICATION 

VERIFICATION OF EMPLOYMENT INCOME 

VERIFICATION OF LAYOFF 

CUSTOMER EXIT 

DOCUMENT CHECKLIST 
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INDIVIDUAL EMPLOYMENT PLAN 

(IEP) 
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INCOME CHART 
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ELIGIBILITY FOR YOUTH 
In-School & Out of School  



 

 

 

 

Workforce Innovation and Opportunity Act (WIOA) 
Youth Eligibility 

  
General Eligibility Criteria for All Applicants: 

• Citizenship / Eligible Non-Citizen (U.S. national, lawfully admitted permanent 
resident alien or other immigrant authorized by the Department of Homeland 
Security to work in the U.S.)  Identity and Employment Authorization must be 
verified. 

• Age/ Date of Birth  

• Selective Service Registration – Males, age 18 through 25, must register with the 
Selective Service System.  Register at the Selective Service website:  www.sss.gov. 
 

Out-of-School Youth 
 
Must meet the general eligibility criteria and is 
 

a) Not attending any secondary or postsecondary school at the time of 
enrollment; is  

not younger than 16 or older than age 24 at the time of enrollment (because 
age eligibility is based on age at enrollment, participants may continue to receive 
services beyond the age of 24 once they are enrolled in the program); and  
 

b) One or more of the following: 

1) A school dropout  

2) A youth who is within the age of compulsory school attendance 

but has not attended school for at least the most recent 

complete school year calendar quarter (In Alabama the school 

quarter would be defined as the last 9 weeks of school); 

3) A recipient of a secondary school diploma or its recognized 

equivalent who is a low-income individual and is either basic 

skills deficient or an English language learner; 

4) An offender; 

5) A homeless individual, a homeless child or youth, or a runaway; 

6) An individual in foster care or has aged out of the foster care 

system or who has attained 16 years of age and left foster care 

for kinship guardianship or adoption, a child eligible for 

assistance under section 477 of the Social Security Act (42 

U.C.S. 677) or an individual who is in an out-of-home 

placement. 

7) An individual who is pregnant or parenting; 

8) An individual with a disability; 

http://www.sss.gov/


 

 

 

 

9) A low-income individual who requires additional assistance to 

enter or complete an educational program or to secure or hold 

employment.   

➢ Low income eligibility requirements apply to youth in #3 and #9 only. 
 
Documentation to Verify Dropout Status: 

➢ Age 17 - Student Exit Interview form from the public-school system (implemented 
8/1/2009) 

➢ Age 16 - Certificate of Exemption issued by his/her local school superintendent 
➢ Age 16 or 17 – evidence of withdrawal on school/program letterhead from a private 

or church school or private tutor program 
➢ School Attendance Record 
➢ Dropout Letter 
➢ Telephone Verification 
➢ Applicant Statement - The Applicant Statement may be used by young adults who 

dropped out of school and do not have any type of school document to verify their 
status.  This form requires a witness to verify the applicant’s information. 
 
The above list is not all inclusive but lists acceptable documentation to verify 
dropout status.   

In-School Youth 

 
a) Attending any secondary or postsecondary school at the time of enrollment   
b) Not younger than age 14 or older than age 21(because age eligibility is based on 

age at enrollment, participants may continue to receive services beyond the age of 
21 once they are enrolled in the program); 

c) Low income individual and  
d) Have one or more of the following barriers: 

1) Basic skills deficient 

2) An English language learner 
3) An offender 
4) A homeless individual, a homeless child or youth, or a runaway; 
5) An individual in foster care or has aged out of the foster care system or who 

has attained 16 years of age and left foster care for kinship guardianship or 
adoption, a child eligible for assistance under sec. 477 of the Social Security 
Act (42 U.S.C. 677), or in an out-of-home placement; 

6) Pregnant or parenting 
7) A youth who is an individual with a disability 
8) An individual who requires additional assistance to complete an educational 

program or to secure or hold employment. 

 
State Policy for “Requires Additional Assistance” Barrier 
 
The State policy for the youth barrier “requires additional assistance to 
complete an educational program or to secure or hold employment” is a low-
income individual who has at least one of the following criteria:  
 



 

 

 

 

➢ Indians, Alaska Natives, and Native Hawaiians  

➢ Individuals who are English language learners 

➢ Individuals with low levels of literacy 

➢ Individuals facing substantial cultural barriers 

➢ Eligible migrant and seasonal farmworkers (as defined in section 

167(i)) 

➢ Low academic performance (a grade point C or below or basic 

academic skills in the bottom quartile of the class) 

➢ A past record of excessive absences as verified by school officials 

➢ Has been suspended, expelled, or put on probation during high 

school 

➢ Has dropped out of school previously 

➢ Limited English proficiency 

➢ Family environment is not conducive to education or career goals 

➢ Has documented alcohol and/or substance abuse 

➢ Has a record of violent behavior 

➢ Lacks motivation or maturity to pursue education or career goals 

➢ Emotional disorder which impairs education or career goals 

➢ Health problems which impair education or career goals 

➢ Eligible for free lunch Under the National School Lunch Programs 

➢ Has inadequate or no work experience 

➢ Lacks marketable, occupational skills that are in demand in the 

local labor market 

REMINDER:  Not more than 5% of the In-School Youth (ISY) in a local area 
may be determined eligible based on the barrier “An individual who requires 
additional assistance to complete an educational program or to secure or 
hold employment.”   
 

NOTE:  Individuals, ages 22 – 24 who are attending school at the time of 
enrollment, are not eligible as In-School youth due to their age.  These 
individuals must be served by the WIOA Adult Program. 
 
Low Income Criteria 
 
The term low-income individual means an individual who: 
 

o Receives or is a member of a family that receives or in the past 6 

months has received assistance through Supplemental Nutrition 

Assistance Program (SNAP), Temporary Assistance for Needy 

Families (TANF) or the Supplemental Security Income (SSI) program 

or State, or local income based public assistance. 



 

 

 

 

o Is in a family whose total family income that does not exceed the 

higher of the poverty line or 70% of the Lower Living Standard Income 

Level. 

o Is a homeless individual or a homeless child or youth or runaway 

youth. 

o Is a youth who receives or is eligible to receive a free or reduced price 

lunch under the National School Lunch Act. 

o Is a foster child on behalf of whom State or local government 

payments are made. 

o Is an individual with a disability whose own income is the poverty line 

but who is a member of a family whose income does not meet the 

requirements. 

o Is a youth living in a high-poverty area. 

Counties in Alabama that would meet the high-poverty area criteria are: 
 
Butler County    Clarke County    Conecuh 
County 
Dallas County    Escambia County   Greene 
County 
Hale County    Lowndes County   Macon 
County 
Marengo County   Monroe County   Perry 
County  
Pickens County   Pike County    Sumter 
County 
Wilcox County 
 

   
Additional Definitions 
 

➢ Homeless individual, homeless children and youths, or Runaway youth is defined 
as an individual who: 

▪ Lacks a fixed, regular, and adequate nighttime residence; this 
includes an individual who (1) is sharing the housing of other persons 
due to loss of housing, economic hardship, or a similar reason; (2) is 
living in a motel, hotel, trailer park, or campground due to a lack of 
alternative adequate accommodations; (3) is living in an emergency 
or transitional shelter; (4) is abandoned in a hospital; or (5) is 
awaiting foster care placement; 

▪ Has a primary nighttime residence that is a public or private place not 
designed for or ordinarily used as a regular sleeping accommodation 
for human beings, such as a car, park, abandoned building, bus or 
train station, airport, or camping ground; 

▪ Is a migratory child who in the preceding 36 months was required to 
move from one school district to another due to changes in the 



 

 

 

 

parent’s or parent’s spouse’s seasonal employment in agriculture, 
dairy, or fishing work; or 

▪ Is under 18 years of age and absents himself or herself from home or 
place of legal residence without the permission of his or her family 
(runaway youth). 

 
This homeless definition does not include an individual who may be sleeping in a 
temporary accommodation while away from home should not be recorded as homeless. 

 
➢ English Language Learner is a person who has limited ability in speaking, reading, 

writing or understanding the English language and also meets at least one of the 
following two conditions: 

▪ His or her native language is a language other than English 
▪ He or she lives in a family or community environment where a 

language other than English is the dominant language. 
 

➢ Low levels of literacy is a person who is unable to read, write and speak English; 
compute and solve problems at levels of proficiency necessary to function on the 
job, in the family of the participant, or in society.  This is not the same as basic 
skills deficient. 
 

➢ Cultural barrier is defined as if the participant perceives himself or herself as 
possessing attitudes, beliefs, customs or practices that influence a way of thinking, 
acting or working that may serve as a hindrance to employment. 
 

➢ WIOA Family means two or more persons related by blood, marriage, or decree of 
court, who are living in a single residence, and are included in one or more of the 
following categories: 

 
o A married couple and dependent children; 
o A parent or guardian and dependent children; or 
o A married couple. 

 
➢ WIOA Dependent Child – a youth under age 19 (or under age 24 and a fulltime 

student) living in a single residence, and who is being claimed as a dependent on a 
parent or guardian’s tax return.  

o Related by blood or adoption 
o Shared the same principal residence as parent/guardian for more than half 

of the tax year  
o Met one of the following:  

• Younger than 19 

• Younger than 24 if a fulltime student for at least 5 months 
during the year.  A fulltime student is enrolled for the number of 
hours or courses the school considers to be fulltime 
attendance; or 

• Totally and permanently disabled during any part of the year. 
 

o Did not provide more than half of his/her own support during the year 
o A U.S. citizen or national, or a permanent resident alien 

**Revised September 2017 
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INDIVIDUAL SERVICE STRATEGY 

(ISS) 
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H 

 

CUSTOMER AGREEMENT FORM 

 

Governor’s Local Workforce Development Areas  
Drug Policy 

and 
WIOA Post-Employment/Post-Program Follow-Up 

Services 
 

 

 

 

 

 

 

 

 

 



 

 

 

 

 

CUSTOMER AGREEMENT FORM 

 

GLWDA Drug Policy 

 
The following drug policy is applicable to all Alabama WIOA participants: 

1. The GLWDA reserves the right to require participants to take a drug test. 

2. A participant who is found to have used illegal drugs will be suspended from participation until 

such time as he/she can demonstrate that he/she is drug-free or has entered a drug treatment or 

counseling program before he/she is considered for re-enrollment. 

3. A participant who has been refused employment based on failure of a drug test or refusal to take 

a drug test will be suspended from participation until such time as he/she can demonstrate that 

he/she is drug-free or has entered a drug treatment or counseling program before he/she is 

considered for re-enrollment. 

4. Participants who exhibit the use of alcohol while participating in a WIOA program will be 

suspended from participation. 

5. A participant may appeal an order for a drug test and/or sanctions imposed as a result of a drug 

test in writing to the Division Director, Workforce Development Division, Alabama Department 

of Commerce, P.O. Box 304103, Montgomery, Alabama 36130-4103. 

 

I have read and understand the above statement. 

 

 

_________________________________________  _________________________ 

Signature       Date 

 

 

 

WIOA Post-Employment/Post-Program Follow-Up Services 
 

We are committed to you during your participation in WIOA services and afterwards on an as-needed 

basis.  We will be here to offer you career counseling, career guidance, and/or agency referrals for other 

support if needed.  After completing these services someone from the Alabama Career Center System 

will contact you periodically or write you a letter requesting information about your employment status.  

If you move, your phone number changes, or your employment status changes please call or write to let 

us know. 

 

I have read and understand the above statement and agree to cooperate with the Alabama Career Center 

System staff to provide information during this period of follow-up services. 

 

 

_______________________________________  __________________________ 

Signature       Date 
WDD-15 
9/2018  
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PARTICIPANT INFORMATION RELEASE FORM 

 

 

 

 

 

 

 

 

 

 

 

 

 



 

 

 

 

WORKFORCE INNOVATION AND OPPORTUNITY ACT 

 

PARTICIPANT INFORMATION RELEASE FORM 

 

 

 

 

 

 

I, the undersigned, do hereby authorize the Alabama Career Center System staff and any training facility 

I attended to release any and all information regarding my test scores, grades, progress, or other 

pertinent information for the purpose of Workforce Innovation and Opportunity Act reporting 

requirements.  

 

 

____________________________________   ________________ 

                  Participant Signature                  Date 

 

 

 

 

 

____________________________________   ________________ 

                    Witness Signature                  Date 
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WIOA GRIEVANCE AND COMPLAINT PROCEDURES 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 

 

 

 

 

ALABAMA DEPARTMENT OF COMMERCE 

WORKFORCE DEVELOPMENT DIVISION 
 

WORKFORCE INNOVATION AND OPPORTUNITY  

ACT (WIOA) GRIEVANCE AND COMPLAINT PROCEDURES 

 
The Workforce Innovation and Opportunity Act (WIOA) is a federal law that provides for state programs, services, 

and activities to increase job opportunities, the length of time people stay in jobs, and the amount of money working 

people earn. The Alabama Department of Commerce (ADC), Workforce Development Division (WDD), receives 

money from the U.S. Department of Labor to provide WIOA programs, services, and activities.  The ADC/WDD 

is a partner in the Alabama Workforce Development System and in the Alabama Career Centers located throughout 

the State, except the Career Centers located in Jefferson and Mobile Counties. 

 

 Who may use these grievance and complaint procedures?  

These grievance and complaint procedures apply to WIOA programs, services, and activities in the Alabama 

Workforce Development Area (all Alabama counties except Jefferson and Mobile) and Statewide programs, 

services, and activities run or paid for directly by the ADC/WDD. The procedures may be used by any person who 

believes the Workforce Innovation and Opportunity Act, or any rules or agreements under the WIOA, have been 

violated (not obeyed) in any ADC/WDD WIOA program or activity. 

 

 How much time do I have to file a grievance or complaint?  

Discrimination complaints must be filed within 180 days (within about six months) of the date you believe the 

discrimination happened. Other WIOA grievances and complaints about programs and activities must be filed 

within one (1) year of the date you believe a violation happened.  

 

 How do I file a grievance or complaint? 

If your complaint is about a WIOA program or activity, but you are not claiming discrimination, first discuss the 

grievance or complaint with your supervisor, a counselor at a training location, a human resources or personnel 

manager where you work, or a person who is responsible for helping people with complaints in the Career Center 

where you received services to try to settle the complaint locally.  If your complaint is not settled in a way that 

satisfies you within ten (10) days, you may send a written complaint within five (5)  days (after the 10 days are 

over) to Ms. Lillian Patterson, Equal Opportunity/Grievance Officer; Alabama Department of Commerce; 

Workforce Development Division; 401 Adams Avenue; PO Box 304103; Montgomery, Alabama 36130-4103.  

Include your name, address, telephone number, and the name and address of the person(s) you believe did something 

wrong.     

 

An investigation may be conducted, a hearing may be held, or other action may be taken by the WDD to settle the 

complaint within sixty (60) days.  If you are complaining about a program or activity of the Alabama Workforce 

Development Area and you do not get a decision about your complaint within sixty (60) days, or if you are not 

satisfied with the decision, you may appeal by writing to Mr. Steve Walkley, Director, at the same address as the 

Equal Opportunity/Grievance Officer (see above) within ten (10) days after you either get the decision or should 

have gotten the decision.  

 

If you are complaining of labor standards violations (e.g., An employer disobeyed a law or rule about working 

conditions, wages and benefits, health and safety standards), and you and the employer you are complaining about 

are covered by a collective bargaining agreement (i.e., an agreement between an employer and a union about wage 

rates, hours of labor and working conditions), you may choose to file your grievance through what is called a binding 

arbitration procedure.  Contact your supervisor, personnel manager, or union representative for information about 

whether this applies to you and the steps you should follow. 



 

 

 

 

Equal Opportunity is the Law 
It is against the law for the Alabama Department of Commerce (ADC), Workforce Development Division (WDD), 

or any person, agency, organization, employer, or training provider who/that receives WIOA money from the 

ADC/WDD to discriminate against any person in the United States on the basis of race, color, religion, sex, national 

origin, age, disability, political relationship or belief; and against any person who benefits from a WIOA program 

because of the person’s citizenship, because the person is a legal immigrant, or because the person is a WIOA 

participant. 

 

The ADC/WDD and agencies, organizations, employers, and training providers that receive WIOA money must 

not discriminate in any of the following ways: 

➢ Deciding who will be admitted or have access to a WIOA program or activity; 

➢ Providing opportunities or treatment in a WIOA program or activity; or 

➢ Making employment (job) decisions related to a WIOA program or activity.   

  

If you think someone discriminated against you because of your race, color, religion, sex, national origin, age, 

disability, political relationships or beliefs; or, if you are a WIOA participant and you think someone discriminated 

against you because of your citizenship, because you are a legal immigrant, or because you participate in a WIOA 

program, you may file a complaint within 180 days of the date you think the discrimination happened with either 

Ms. Lillian Patterson, Equal Opportunity/Grievance Officer, at the same address given above or the Director, Civil 

Rights Center (CRC), U.S. Department of Labor, 200 Constitution Avenue NW, Room N-4123, Washington, D.C. 

20210. 

 

If you file your complaint with the Equal Opportunity/Grievance Officer at the ADC/WDD, you must wait either 

until the ADC/WDD issues a written Notice of Final Action, or until 90 days have passed (whichever comes first) 

before filing with the Civil Rights Center (see address above). 

 

If the ADC/WDD does not give you a written Notice of Final Action within 90 days after you file your complaint, 

you do not have to wait for the ADC/WDD to issue the Notice before filing a complaint with the CRC.  But you 

must file your CRC complaint within 30 days after the 90-day deadline (in other words, within 120 days after the 

day you filed your complaint with the ADC/WDD). 

 

If the ADC/WDD gives you a written Notice of Final Action on your complaint, but you are dissatisfied with the 

decision or result, you may file a complaint with CRC.  You must file your CRC complaint within 30 days of the 

date you received the Notice of Final Action. 

 

Grievance and complaint procedures were explained to me  

 

 

by_________________________________________________ 

         Employee’s Name 

 

 

 _____________________________    ___________________________________       _________ 

    Title       Agency     Date 

 

 

 ________________________________________________________________          

                Applicant’s/Registrant’s/ Participant’s Signature        
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WIOA Performance Measurable Skill Gains 

  



 

 

 

 

WIOA Performance Measurable Skill Gains  

 
❖ Overview 

 
Measurable Skill Gains (MSG)- Participants during a program year who are:  

• In an education or training program that leads to a recognized Postsecondary Credential or 
Employment AND 

• Who are achieving measurable skill gains toward such a credential or employment  
 

❖ Positive Measurable Skill Gains 
 
Educational Achievement: Achievement of at least 1 Educational Functioning Level (EFL) or successfully 
passed a section of the GED exam or its equivalent for a participant who received educational instruction 
below the postsecondary level.  These are participants who have low levels of literacy or are basic skills 
deficient at program entry.  
 
Attained Secondary Diploma/Equivalent: Participants who did not have a secondary education diploma 
at program entry who had a successful outcome (diploma/equivalent). 
 
Secondary/Postsecondary Transcript or Report Card: Transcript or report card for either secondary or 
postsecondary education showing the participant is achieving at least a 2.0 GPA or maintaining a ‘C’ 
average in core curriculum if the participant is considered a full-time student regardless of credit hours.  
 
Training Milestone: Satisfactory or better progress report, towards established milestones from an 
employer or training provider. These are participants who are enrolled in On-the-Job Training, 
Apprenticeship or Work Experience during program participation.   
 
Skills Progression: Participants enrolled in education or a training program who successfully pass an 
exam that is required for an occupation, progress in attaining technical or occupational skills as 
evidenced by trade-related benchmarks such as knowledge-based exams.  
 

❖ Notes  
o MSG performance measures are reported in real time (within the current program year), 

not reliant on an Exit date  
 

o Stand-alone Work Based Learning does not qualify for a MSG 
 

o Participants may attain multiple MSG’s within a program year; but only one will count for 
performance purposes  
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ABE/ASE FUNCTIONING LEVELS 

 
  



 

 

 

 

FUCTIONING LEVEL DESCRIPTIONS AND BENCHMARKS 

Revised 7/01/2013 

 

 

 
For use with basic academic skill levels determination for WIOA Literacy and Numeracy Performance Measures 

 

 

ESL 
FUNCTIONING 
LEVEL 1 2 3 4 5 6 

 Beginning 
ESL 

Literacy 

Low 
Beginning 

ESL 

High 
Beginning 

Low 
Intermediate 

High 
Intermediate 

Advanced 
ESL* 

BEST Literacy 0-20 21-52 53-63 64-67 68-75 76-78 

BEST Plus 0-400 401-417 418-438 439-472 473-506 507-540 

CASAS (Life 
Skills) 0-180 181-190 191-200 201-210 211-220 221-235 

TABE CLAS-E 
(Reading & 
Writing) 225-394 395-441 442-482 482-514 515-556 557-600 

TABE CLAS–E 
(Listening & 
Speaking) 230-407 408-449 450-485 486-525 526-558 559-600 

*If a student’s initial BEST Plus score is 540 or higher, he/she should be referred to a GED class 
and be administered the TABE. 
**Exit scores for Advanced ESL: BEST Plus = >541; CASAS =>236 

 
  

ABE/ASE 
Functioning 
Level 1 2 3 4 5 6 

 

Beginning 
ABE 

Literacy 

Beginning 
Basic 

Education 

Low 
Intermediate 

Basic Ed. 

High 
Intermediate 

Basic Ed. 

Low Adult 
Secondary 
Education 

High Adult 
Secondary 
Education 

TABE 9/10 
Scale Scores 0-1.9 2-3.9 4-5.9 6-8.9 9-10.9 11-12.9** 

       

Total Reading 0-367 368-460 461-517 518-566 567-595 
596 & 
above 

Total Math 0-313 314-441 442-505 506-565 566-594 
595 & 
above 

Total 
Language 0-389 390-490 491-523 524-559 560-585 

586 & 
above 
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WIOA Common Performance Measures 

 

 
Adults 

Employment Rate Quarter 2 Number of exiters employed during the 2nd quarter after exit 

      Total Number of exiters 

 

Employment Rate Quarter 4   Number of exiters employed during the 4th quarter after exit 

      Total number of exiters 

 

Median Earnings Midpoint of wages earned during the 2nd quarter after exit for all exiters with 

wages in 2nd qtr 

Credential Rate Number of exiters that were in postsecondary education or training program 

and obtained a postsecondary credential during or within one year after exit 

PLUS exiters that were in a secondary education program and obtained a 

diploma or equivalent during or within one year after exit AND were also 

employed or enrolled in education or training leading to a credential within one 

year of exit         

Number of exiters that were in a postsecondary education or training program 

PLUS exiters that were in a secondary education program (at or above 9th 

grade level) without a high school diploma or equivalent 

Measureable Skill Gains Number of in-program participants in an education 

or training program that leads to a postsecondary credential or employment 

and are achieving skill gains in one of the following:  

1-Educational Achievement   4-Training milestone 

2-HS Diploma or equivalent   5-Skills progression 

3-Secondary/post-secondary transcript/report card     

Number of in-program participants during the program year that are in 

education or training program that leads to a postsecondary credential or 

employment 

 

 

 

Dislocated Workers 

Employment Rate Quarter 2   Number of exiters employed during the 2nd quarter after exit 

      Total Number of exiters 

 

Employment Rate Quarter 4   Number of exiters employed during the 4th quarter after exit 

      Total number of exiters 

 

Median Earnings Midpoint of wages earned during the 2nd quarter after exit for all exiters with 

wages in 2nd qtr 

Credential Rate Number of exiters that were in postsecondary education or training program 

and obtained a postsecondary credential during or within one year after exit 

PLUS exiters that were in a secondary education program and obtained a 

diploma or equivalent during or within one year after exit AND were also 

employed or enrolled in education or training leading to a credential within one 

year of exit        

   



 

 

 

 

Number of exiters that were in a postsecondary education or training program 

PLUS exiters that were in a secondary education program (at or above 9th 

grade level) without a high school diploma or equivalent 

Measureable Skill Gains Number of in-program participants in an education 

or training program that leads to a postsecondary credential or employment 

and are achieving skill gains in one of the following:  

1-Educational Achievement   4-Training milestone 

2-HS Diploma or equivalent   5-Skills progression 

3-Secondary/post-secondary transcript/report card     

Number of in-program participants during the program year that are in 

education or training program that leads to a postsecondary credential or 

employment 

 

Under WIOA, a new set of performance standards were developed.  The performance measures resemble those under WIA but are 

distinctly different for youth.  Employment Rate Quarter 2 is a new measure for youth and includes the youth who were employed, 

in education or other occupational training during the 2nd quarter after they exited.  Employment Rate Quarter 4 is also a new 

measure and is calculated in the same manner as the 2nd quarter except it looks at those in the 4th quarter.  Median earnings is a 

new measure and it pulls the midpoint of all wages earned by youth during the 2nd quarter after exit.  Credential rate is basically the 

same as it was under WIA except it expands the cohorts.  Measurable skill gains is a new measure for youth and it allows the tracking 

of a wider variety of ways to measure a skills gain, such as a report card or a training milestone. 

 

Youth 

Employment Rate Quarter 2 Number of youth entered employment, education or in occupational skills 

training during the 2nd quarter after exit      

      Number of youth exiters 

 

Employment Rate Quarter 4 Number of youth entered employment, education or in occupational skills 

training during the 4th quarter after exit      

      Number of youth exiters 

 

Median Earnings Midpoint of wages earned during the 2nd quarter after exit for all exiters with 

wages in 2nd qtr 

 

Credential Rate Number of exiters that were in postsecondary education or training program 

and obtained a postsecondary credential during or within one year after exit 

PLUS exiters that were in a secondary education program and obtained a 

diploma or equivalent during or within one year after exit AND were also 

employed or enrolled in education or training leading to a credential within one 

year of exit         

Number of exiters that were in a postsecondary education or training program 

PLUS exiters that were in a secondary education program (at or above 9th 

grade level) without a high school diploma or equivalent 

Measureable Skill Gains Number of in-program participants in an education or training program that 

leads to a postsecondary credential or employment and are achieving skill gains 

in one of the following:  

1-Educational Achievement   4-Training milestone 

2-HS Diploma or equivalent   5-Skills progression 

3-Secondary/post-secondary transcript/report card     



 

 

 

 

Number of in-program participants during the program year that are in 

education or training program that leads to a postsecondary credential or 

employment 

 

 

**Exiters  - participants who have completed all WIOA services and are not expected to return for future services.   

 

Effectiveness in Serving Employers 

 

Retention with Same Employer in the 2nd   Number of participants employed with the same employer in 2nd & 4th qtr 

& 4th Quarters after exit    Number of participants employed in 2nd qtr 

 

Employer Penetration Number of businesses that received a service or continues to receive a service 

or other assistance during the reporting period     

Number of businesses located within the State at the end of the reporting 

period 

 

Repeat Business Customer  Number of businesses that have received a service or continues to receive a 

service or other assistance during reporting period AND that received a service 

anytime within the previous 3 program years     

Number of unique business customers that received a service anytime within 

the previous 3 program years



 

 

 

 

 

 

 

ATTACHMENT  

O 

 

CUSTOMER SATISFACTION SURVEY



 

 

 

 

 
  



 

 

 

 

 
 
 
 
 
 
 
 

ATTACHMENT  
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EMPLOYER SATISFACTION SURVEY  



 

 

 

 

  



 

 

 

 

 
 
 
 
 
 

ATTACHMENT 
 

Q 

 

FAMILY INCOME FOR WIOA  

ELIGIBILITY DETERMINATION  

  



 

 

 

 

Family Income for WIOA Eligibility Determination 
 

Family income includes total annualized cash receipts before taxes from all sources: 

 
1. Money wages and salaries before any deductions (includes payment for work performed under Title V of OAA-

Community Service Employment for Older Americans); 
2. Net receipts from nonfarm self-employment (receipts from a person’s own unincorporated business, 

professional enterprise or partnership, after deductions for business expenses); 
3. Net receipts from farm self-employment (receipts from a farm which one operates as an owner, renter or 

sharecropper, after deductions for farm operating expenses); 
4. Regular payments from railroad retirement, strike benefits from union funds, workers’ compensation, 

veterans’ payments and training stipends; 
5. Alimony; 

6. Military family allotments or other regular support from an absent family member or someone not living 
in the household; 

7. Pensions whether private, government employee (including military retirement pay); 
8. Regular insurance or annuity payments; 
9. College or university scholarships, grants, fellowships and assistantships; 
10. Dividends, interest, net rental income, net royalties, periodic receipts from estates or trusts; 
11. Net gambling or lottery winnings. 
12. Unemployment compensation* 
13. Child Support* 
14. Old Age, Survivors Social Security Benefits, and Social Security Disability (SSDI) 

 

Family income does not include: 
1.   Welfare payments: including Temporary Assistance to Needy Families (TANF), Supplemental Security Income 

   (SSI), Refugee Cash Assistance (RCA), General Assistance (GA) or General Relief, and Emergency Assistance 
  payments);  

2.  Capital gains; 
3. Any assets drawn down as withdrawals from a bank, the sale of property, a house or a car; 

4. Tax refunds, gifts, loans, lump-sum inheritances, one-time insurance payments or compensation for injury; 
5. Noncash benefits, such as employer paid fringe benefits, food or housing received in lieu of wages, 
       Medicare, Medicaid, food stamps, school meals and housing assistance. 
6. Allowances or pay received by any person while serving on active duty in the Armed Services, if that person is now 
        a veteran (i.e., discharged from active duty).  
7. Allowances and pay received by any person while serving in Reserve or National Guard on six-month active duty 

             for training, weekend drills or Summer Camp are also excluded; 
8. Educational assistance and compensation payments to veterans and other eligible persons under Chapters 11  
       (Compensation for Service-Connected Disability or Death), 13 (Dependent Indemnity Compensation for   
       Service-Connected Death), 31 (Vocational Rehabilitation), 34 (Veterans’ Education Assistance), 35 (War 
       Orphans’ and Widows’ Educational Assistance) and 36 (Administration of Education Benefits) of Title 38, 
       United States Code; 
9. Pell Grants; 
10. Title IV of the Higher Education Act Federal Supplemental Education Opportunity Grants (FSEOG) and Federal  
        Work Study (FWS); 
11. Needs-based scholarship assistance; 
12. Foster care child payments. 
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