NORTHERN VIRGINIA WORKFORCE INVESTMENT BOARD

Monitoring Protocol for SkillSource Centers and Affiliates 

PURPOSE OF THE MONITORING VISIT:

· To ensure uniform compliance with the administrative requirements of the

Workforce Investment Act

· To observe the quality of services provided to customers

· To follow Center progress along CQI Plan

· To ensure that Quality Standards are upheld

· To provide feedback as part of the Board’s commitment to continuous quality improvement

MONITORING ACTIVITIES DURING THE VISIT:

· Observe center environment, customer flow, and resource area usage

· Conduct interviews with customers, staff, and center manager

· Administer customer and staff satisfaction surveys

· Review documents and data with the Center team
PROCEDURE FOR THE MONITORING VISIT:

· Conducted by two NVWIB staff and/or one Consortium Partner picked at random from pool of volunteers

· Each SkillSource and Affiliate site will be evaluated twice annually on scheduled visits
· Results will be reported to Center Directors within two weeks
· Comprehensive reports will be issued to Center Directors, WIB Director, the Administrative Entity, and Quality Assurance Committee on a bi-annual basis
Monitoring Visit Summary

Center Name:







__SSG Center __Affiliate 

Date of Visit:

Monitors:

Summary:
Examples of best practices:
Completed by: ________________________________________

Date: ________________________________________
Monitoring Visit Evaluation Outline

Section I. SkillSource Center and Affiliate Requirements

A. Improvements

Improvements Implemented

	What improvements have been made since the last visit?
	

	What were the bases for these improvements?
	


B. Partners

Information on All Consortium Partners Refer to the “Publications for Distribution” sheet
	Can customers take this information with them?
	

	Is program information and contact information posted prominently in the center?
	


Participating Partners Attach copy of partner agencies and schedules
	To what extent do partners participate in the center?   Is their time in center sufficient to meet customer needs?
	

	Are partners there when scheduled?
	

	What are the typical referral rates to partners? (Are they heavily utilized?)
	


C. Services

Core Services

	Are all required Core Services being provided?
	

	Who is providing them?
	


Intensive Services

	What Intensive Services are being provided?
	

	Who is providing them?
	


Training Services 
List partner agencies and on-site training provided.
	Is there a copy of the current state Eligible Training Provider List available to customers? (Attach copy)
	

	Is the list bookmarked on the computers?
	

	How are customers made aware of training opportunities?
	


Employer Services  
Attach copy of current employer customers, business customer comment card report, and employer services.
	When employers contact the center for services, to who are they referred?
	

	Is there an area dedicated to employer services in the center?
	

	Does the center get any walk-in employer customers?
	


D. Facility

Accessibility for Disabled Customers  
	Have any customers had issues with accessibility?
	

	What accommodations have been made for people with disabilities?
	


Business Machines List any equipment that has been added or removed since the last visit.
	Ask customers about their satisfaction with the machines.
	

	Are they easy to operate?
	

	Is there generally a wait?
	

	How long is the wait?
	

	Have you had any problems with the machines?
	

	What additional equipment would be useful?
	

	Ask staff about the satisfaction with the machines.
	

	How are repairs made?
	

	Are they completed in a timely manner?
	


Non-Traditional Hours of Operation

	What are the hours of operation?
	

	If you have additional hours, how did you decide which hours to be open?
	

	How are you measuring the effectiveness of your extended hours?
	

	Has the center had requests for additional service hours?
	

	Do you have plans to extend hours?
	

	Will the building allow you to be open during non-traditional hours?
	


Signage Check to see that all signs are correct (i.e., Affiliate signs always say “Certified Affiliate”)
	Is the SkillSource logo prominently displayed in all rooms of the center?
	

	Is the center easy to navigate, through signage?
	

	Is there exterior signage?
	

	Are the hours of operation clearly posted?
	

	Ask customers how they found their way around the center.
	


Staffing of Information Area

	Is there always a staff member available to welcome customers? 
	

	Who is the staff member?
	

	How are customers greeted?
	

	What information are they given?
	


E. Process Management
Established Referral Process

	How are customers referred to partner agencies?
	

	Are all staff aware of the process?
	

	Ask customers what services they are aware of.
	


Grievance Procedures

	Are Equal Opportunity Posters in plain view?
	

	Do staff know what the procedures are / who to contact in the case of an EO claim?
	

	Have any customers asked to file a grievance with the center? If so, how was it handled?
	


Case Management and ITA Procedures   
Attach copy of Case Management Processes
Action: Review 3 random intensive case files and 3 training case files
	Are cases kept in a uniform manner and properly documented?
	


Follow-Up Procedures

	Do you have written procedures?
	

	What are they?
	


Performance Reporting  
Attach copy of performance reports
	How is the center tracking performance information?
	

	How is this information shared with customers?
	


MIS Activity

	Number of customer entered into MIS system
	


Tracking System for Customers

	How are customers tracked?
	

	Is the electronic sign-in tool being used?
	

	Are regular reports generated? How is the data used?
	

	How many visitors per week and per month?
	


Customer Comment Collection  
Attach copy of customer comment report
	Is the electronic customer comment card being used?
	

	Have there been any problems? If so, what was done to resolve them?
	

	How many cards are collected each month?  In which languages?
	

	How is the information used?
	

	What improvements have been made as a direct result of customer comments?
	


Section II. Requirements for SkillSource Centers Only (N/A for Affiliates)
Resource Sharing Agreement








	Has an agreement been executed?
	

	What partners are included in the agreement?
	

	What are the provisions for including future partners?
	


Interagency Training Plan 
Attach copy
	What training has staff attended?
	

	Are partners involved?
	

	How useful was the training?
	

	What additional training would be useful?
	


CQI Team  
Attach copy of CQI members and positions
	What is the level of participation?
	

	How often does the group meet?
	

	How is information from the CQI meetings shared with all staff?
	

	Are there any sub-groups of the team? If so, what are they?
	

	How is customer data used in the CQI process?
	


Strategic Action Plan
Attach copy
Section III.  On-Site Surveys
Customer Satisfaction Survey

Number administered___.  Attach copies.
Staff Satisfaction Survey

Number administered___.  Attach copies.

Publications for Distribution

Attach checklist.

Section IV.  Additional Questions/Comments
What impact has the absence of WIA services in Prince William County had on your center?
What can the NVWIB/SSG do to assist your center’s continuous quality improvement?


1
  NVWIB Monitoring Protocol, rev. 11/2007

