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Executive Summary 

 
WorkSource Oregon is undergoing a structural transformation that will improve the way customers 
receive employment and training services at local WorkSource Oregon (WSO) Centers. The structural 
change will also improve the way businesses receive services from WSO Centers.  This Executive 
Summary details at a high level the results of a self-assessment each WSO center completed in February 
2015 that provides information to local and statewide leadership teams about the readiness of the WSO 
system to adopt new standards to improve services to job seekers and businesses. 
 
Centers were surveyed regarding their present readiness to adopt future standards in four areas:  
Exploratory, Career, Training and Business Services.  The following is a summary of Oregon’s readiness 
to adopt standards and identify gaps in services, training needs and/or resources to meet the 
expectations outlined in the standards.  
 
Levels of readiness were higher in centers/areas with an operating workforce board, Wagner Peyser and 
WIA Title 1B resources co-located and that have an active talent pool process in place.  Centers that are 
not yet co-located are waiting for their local board to become operational and those without business 
service operations that focus on deep relationships with business and without a talent pool scored lower 
in their readiness to adopt the standards.    
 
Exploratory Services are provided to determine where customers are on their journey to employment 
and/or training and where they want to be in the future.  
 

 A primary shift from WSO’s current service delivery model transitions the current “three-team 
model” developed in 2007 and creates instead a “four services model” that each center will 
adopt.  The same process exists as it did in 2007 for allocating resources to each of the four 
services: local leadership will pool their collective resources and allocate them to meet the 
expectations expressed in each service.   

 New expectations to greet customers within one minute and ensure the customer is engaged 
with staff to provide the service requested by the customer within 15-minutes is causing local 
leadership teams to rethink their current processes at the Greeter.   

 Perhaps the most significant improvement in customer service for job seekers is they will be 
connected to the service they need at the time they need it.  In operational terms, this means 
the Greeter will assess each customer to determine their needs and refer them directly to that 
service.  This is a significant change from the current practice of fully registering all customers 
and then referring them to the service they need.  In the future, the staff who meets with a 
customer for the first time will register that customer only as much as the customer needs.  

 
Career Services are services which include job search, placement assistance and career counseling that 
assess a person’s readiness for work and rely on assessment, development of an Individual Employment 
Plan, career planning and skills validation. 
 

 Successful outcomes for this service rely on a quality assessment of the customer’s needs and 
WSO’s ability to meet that need. 

 Every center states they are currently meeting this standard.  
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 Each area and/or center use a wide variety of assessment tools.  No standard was reported to 
be in place for all WSO Centers. 

 Most centers requested updated training which informs staff how to connect labor market 
information to the service they are providing in order to meet this standard. 

 An opportunity exists to standardize WSO workshop content if desired by the system. 

 Significant efforts must be made to bring WSO into compliance with standards relating to “skill 
validation” (both hard and soft skills), establishing “work-ready” criteria, processes to effectively 
manage local talent pools, creation of effective feedback mechanisms regarding the quality of 
training received by WSO customers and the quality of referrals WSO sends to businesses. 

 
Training Services are provided to customers determined to be in need of training to obtain employment 
that leads to economic self-sufficiency or wages comparable or higher from previous employment. 
 

 The WSO system should focus on creating an effective feedback mechanism from businesses 
that evaluates the quality and effectiveness of the training received by their employees. 

 The standards expect Adult Education and Literacy services to be provided at WSO centers.  This 
will be a strong focus for system leadership to achieve and may not be in place until July 2016. 

 An opportunity exists to standardize WSO’s IEP if desired by the system. 

 Clarification and possible standardization of online skill development tools across the state is 
needed for center staff to successfully meet standards. 

 
Business Services connect businesses to qualified, thoroughly vetted job candidates.   Center functions 
that are the responsibility of Business Services include recruitment services, job posting, customized 
training, incumbent worker training, promoting incentives to hire workers and conducting rapid 
response activities.   

 Generally, WSO lacks proactive outreach to business customers and rely on businesses to call 
them to post vacancies.  A proactive outreach process should increase as sector partnerships 
and targeted populations are identified by local boards. Yet, areas with sector partnerships still 
report a passive approach to serving businesses.  

 Formal identification of target populations by local boards is an element missing in all 
areas/centers. 

 Establishment of local boards in some areas will provide the necessary structure to select sector 
partnerships and target populations and begin fulfilling the Business Services expectations. 

 Rapid Response teams are active in each area but many lack written protocols. 
 
There is nothing reported through the survey that would indicate any significant barriers for WSO to 
meeting all standards given the presence of a local board and local workforce partners who earnestly 
work together to find solutions. 
 
Many promising practices already exist in the system.  Highlighting those practices and creating a field 
guide so centers can learn from each other should be a significant step in closing the gaps we currently 
face as a system.   
 
Achieving full implementation of the standards with ongoing monitoring and improvement will realize 
the vision of WorkSource Centers as a prominent community asset and should increase the number of 
businesses working with WSO, which should in turn, increase the number of customers WSO assists in 
their return to work.   
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Exploratory Services 
 
E2.  All WSO centers will have adequate staff capacity at reception to listen and guide all 
customers toward a value-added service; and to ensure that all customers required to register 
or interested in pursuing Career and/or Training Services are engaged in a customized one-
on-one meeting with staff within 15 minutes of their greeting. 
 

 11 Centers cited the need for additional staff to meet this standard:  Beaverton, Bend, 
Burns, Coos Bay, Corvallis, Hood River, Madras, Oregon City, North Portland, Gresham 
and Prineville. 

 Many centers stated they could meet the standard with possible exceptions to periods 
of heavy traffic.   

 
E3.  All customers entering a center will be greeted within one minute. Greeters will 
query/probe customers about their reason for coming into the center (What brought you in 
today? How can I help you? What are your needs?). 
 

 Only 12 centers stated they could not currently meet this standard. 

 All centers reporting they are not meeting the standard are small/rural centers with the 
exception of Eugene. 

 Astoria, Umpqua Training & Employment and The Job Council (Medford) have promising 
practice as this is currently their standard. 

 
E4.  After listening, staff will inform customers of available services and propose 
options/guide customers toward next steps. This may be access to the resource room, a 
referral to a partner agency, or queued for a customized one-on-one conversation with the 
next available staff. 
 

 All centers report needing staff training to meet this standard. 
 
E5.  Customers needing to register with the labor exchange system, or interested in pursuing 
Career or Training Services will be provided a customized one-on-one engagement no more 
than 15 minutes after the initial greeting. 
 

 60% of centers report they are currently not meeting this standard.  

 Of those centers, all state they are unable to meet the standard without additional staff 
and/or a redesign of their center. 

 Very little reporting from centers suggesting they will think through the standard and 
develop an adequate response. 
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E6.  At the one-on-one, staff will review, assist with, or conduct basic registration; provide 
additional information about available services; listen to customer needs; and provide 
guidance on next steps based on needs and interests. 
 

 Most centers (60%) report they are able to meet this standard. 

 All centers report needing training to implement the standard. 
 
E7.  Registration information for customers engaging in services will be provided just-in-time 
based on what is required at any given time rather than all customers going through the 
same registration process as a first step coming in the door. 
 

 No basic registration available to centers. 

 Some centers using a “Job Fair Registration” form as the basic registration. 

 Just-in-time registration will require guidance for WSO staff.  What parameters will they 
be provided regarding which customer receives a basic or full registration. 

 Does “All” still mean “All”? 
 
E8.  At the one-on-one, next steps will be articulated and documented. What are your current 
processes for documenting next steps? Please include the database or method you use to 
track this information. 

 

 The system expects staff to track customer progress by documentation in iMS and/or I-
Trac.  

 No local board or OED management has written guidance in place to support staff.   

 Generally across the state, OED staff key information in iMS and 1B enter information 
into I-Trac. 

 Some staff enter data in iMS, I-Trac and TRACS. 
 
E9.  As customers engage in services, appropriate expectations are set, additional registration 
elements are collected and next steps are planned and scheduled. Staff provides LMI and 
referral to appropriate resources and partner services. 
 

 Some Eastern centers (7) and Oregon City report training needed to meet the standard. 

 78% of centers report they are able to meet this standard. 
 
E10.  Tech Survey 
 

 Tech survey results available independently of this report. 
 
E11.  Each time customers engage in services, appropriate registration elements are collected 
and next steps are planned and scheduled. 
 

 Most centers report the ability to meet this standard. 
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 Of the 11 centers reporting they cannot meet this standard.  Most requested a 
definition for “appropriate registration elements”, some reported no ability to collect 
the information. 

 
E12.  At least one Exploratory Service will be provided to each customer at each visit resulting 
in all customers receiving a value-added service prior to their departure. 
 

 Most centers report being ready to implement this standard. 

 Only 8 centers report they cannot meet this standard. 

 Some request additional staff to meet the standard. 

 Some request training on how to manage their customer flow to help them meet the 
standard. 

 
E13.  What tools or resources are necessary in order for your center to meet the expectations 
for E1-12 that you have not addressed in your responses. 
 

 Several centers requested up-to-date technology, but did not provide specifics. 

 Adequate staffing. 

 Request for a tool to evaluate “quality review of tracking notes”. 

 The WSO website could be more user-friendly. 

 One center requests adequate computer lab for customers to use.  
 

Career Services 
 
C1.  Assessments of skill levels (including literacy, numeracy, English language proficiency, 
soft skills, hard skills, and transferable skills), aptitudes (including interests and aptitudes for 
non-traditional jobs), abilities (including skills gaps), career interests, employment barriers, 
and supportive service needs will be conducted. Assessment should be a customer-centered, 
diagnostic evaluation of the person’s situation and needs related to work and the local labor 
market, including employment barriers, prior work experience, education, attitudes toward 
work, motivation, behavior patterns affecting employment potential, employability, and 
financial literacy. Assessment will include the validation of existing skills, realizing that 
jobseekers know what their skills are. Information should be gathered from multiple sources 
including observations and personal interviews.  
 

 Every center reports they are currently meeting this standard. 

 Assessment tools vary by area. 

 The Job Council (Medford) submitted a comprehensive list of career planning  tools.  

 Most common skill level assessments are NCRC, WIN, ISR, Mavis Beacon, Accuvision.  

 Few centers report using COP, COPE, CAPS and Quality Info. 

 No standard exists for consistent use and debrief of assessment tools at WorkSource 
Oregon. 
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C2.  Progressive assessment will be provided, as-needed, to inform provision of services on an 
ongoing basis; and is not limited to a specific point in time or program participation. 
 

 Portland centers report a successful process for progressive assessment. 

 WorkSource Oregon lacks clear guidance for staff that will inform them where to put 
customer’s information (iMS and/or I-Trac and how that relates to TRACS). 

 Several centers request a simpler data entry process. 
 
C3.  Staff will assist jobseekers with accessing, interpreting and implementing appropriate 
career planning tools to help them make informed decisions about career pathways, and in 
an effort to make sure they are successful and their expectations are realistic. 
 

 All centers report they are meeting this standard.   

 QualityInfo seems to be the most commonly used tool. 

 Umpqua Training & Employment submitted a list of tools that are available to staff to 
assist customers in implementing appropriate career planning.  Crosswalks are used to 
help customers connect assessment results (NCRC, NOCTI, CIS, TABE, Prove It, etc.) to 
Oregon Labor Market Information, Career Pathways and local Sector Strategies. The 
goal is to ensure customers understand their current skill advantages/deficits as they 
apply to career planning, education/training, and career opportunities in their 
community, the state, and nationwide. Available career planning tools are NCRC 
(including soft skill evaluation), CIS, CAPS COPS & COPES (aptitudes, interests and 
values) and WorkPlace Excellence Series include modules on Adaptability, Dependability 
and Workability.  Hard Skill evaluations occur through NOCTI, Prove It and Mavis 
Beacon.  

 Other tools include:  CIS, Welcome/Next Step process, NCRC, WIN, ISR, staff expertise, 
1:1 career counseling, and career exploration workshop. 

 No request for training from any center to meet this standard. 
 
C4.  Every center must provide career planning services and be able to help jobseekers identify 
and reach career goals. Career planning will include career exploration, interest and skill 
assessments, and provision of occupational and training information that inform current 
trends in the job market. 

 

 The vast majority of centers report they are meeting or will meet the standard within 
the timeline. 

 Potential to standardize the provision of career planning services for WSO if needed by 
the system.  

 
C5.  Career planning efforts will align with LMI and local sector strategies. 
 

 67% of centers report using LMI to create career plans. 
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 Several centers report using LMI but did not describe how their staff use LMI to support 
career planning efforts.  

 Consistent use of LMI for career planning purposes could be an important training 
component for WSO staff. 

 
C6.  Centers will provide career planning workshops and/or individual assistance. Does your 
center provide career planning workshops? 
 

 Many centers report they provide the service but not in a workshop setting. 

 Portland conducts career planning workshops and uses a regional curriculum (provided). 

 Ontario provides “Career Solutions” workshop that addresses all aspects of job search.   

 Umpqua Training & Employment’s career planning workshops that connects NCRC 
results to CIS, LMI, Career Pathways and Sector Strategies. 

 Astoria provided their comprehensive career planning outline. 

 Opportunity to standardize career planning workshop if needed by the system. 
 
C7.  One outcome of career planning is an Individual Employment Plan (IEP). It will include 
training options research (ETPL, CIS content, QualityInfo.org, and LMI), next steps for training, 
and resources; and will be used as a tool in job search efforts. 
 

 Most centers report using some type of IEP for customers receiving training and for 
veterans eligible for DVOP services.  

 South Coast Business Employment Corporation (Coos Bay/Brookings) calls the IEP an 
Individual Service Strategies (ISS). The ISS is a living document that changes as the 
customer's needs change or their goals have been accomplished.  An ISS identifies 
education, employment history, occupational goals, resources, barriers to employment 
and proposed outcomes. 

 Portland uses the “Occupational Skills Training Scholarship Application” process which 
incorporates these elements. 

 Umpqua Training and Employment (Roseburg) offers an E-Portfolio that helps customers 
manage their assessment data, resumes, cover letters, credentials, certificates, diplomas 
and applications. 

 Use of the term IEP varies around the state.   
 
C8.  Staff will teach customers the job search process—providing them with tools and 
knowledge so they are equipped to search for jobs in today’s market using the most thorough 
methods and strategies available, including: social media, online job boards, and networking 
in hidden and non-traditional job markets. 
 

 Many centers called out the need for training to meet this standard, especially in the 
appropriate use of social media for job search. 

 Portland delivers this information in their Resume workshop which is standardized for 
the region. 
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 Redmond offers a comprehensive set of workshops to meet this standard. 
 
C9.  Staff will assist with application processes and documentation— résumés, cover letters, 
employment applications, and effective interviewing techniques. 
 

 Every center in the state reports currently meeting this standard. 

 The Job Council (Medford) documented a comprehensive process that begins with 
development of job search materials and ends with a customized networking event to 
connect customers to employment. 

 Roseburg offers five workshops to support this standard. 

 Portland delivers Resume and Interview workshops use a regional curriculum.   
 
C10.  Staff will gain and maintain familiarity with local employment needs in order to provide 
relevant job search support and assistance to jobseekers. 
 

 Centers report very similar methods for maintaining  familiarity with local employment  
needs.  Most seem to be informal process of stand-up meetings, sharing “tribal 
knowledge”, QualityInfo, Chambers, local economic development agencies. 

 A follow-up question for centers could focus on the staff and management’s opinion on 
the effectiveness of their methods. 

 
C11.  Job search assistance will be customized, customer-centered and may be provided 
individually or in workshop/group settings. Staff assisting jobseekers must be strategic and 
take into account a customer’s skills (including skills gaps), experience, and fit. Job search 
processes should be transformational for customers, not transactional. 

 

 The system may need to provide clarity on what it expects as a “transformational” 
experience verses a transactional experience.  Some centers requested a definition. 

 Most centers report to currently be in compliance with this expectation using their own 
definitions of “transformational”.   Some centers report serving the customers by 
supporting the individual’s needs and not providing a “one size fits all” approach.     

 
C12.  Skills validation is an essential function of WSO to ensure that customers referred for 
employment meet business needs and the requirements of jobs to which they are referred. 
Prior to referral staff will verify: intent to work/motivation, work history, employer-required 
licenses, credentials and hard skills, and essential skills/soft skills. 
 

 This is a significant area of focus of WorkSource Oregon. 

 Several requests for a definition of “skills validation”. 

 Some centers report staff’s comfort with screening for work history, wage, hard skills.  
But indicated they need training to assess soft skills.  

 WorkSource Lane employs the five elements listed in the standard and reviewed during 
one-on-one conversation.  To address skills validation based on employer need 
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WorkSource Lane provides Prove It testing to ensure customer has skills employer is 
requesting. 

 The Job Council’s (Medford) “Foundational Skills Workshop” provides staff an extended 
period of time (7-8 mornings) to evaluate soft skills series. Work history is verified in the 
wage records of the customer’s iMatchSkills profile.  

 The Dallas center uses the “Roadmap to Employment” and includes the job readiness 
checklist process that customers self-attest.  They are able to verify work history based 
on employer tax reporting; verify completion of license/credential by reviewing 
documentation/certification. 

 Umpqua Training and Employment uses the Individual Service Strategy (ISS) which  
includes the listed 5 elements.  This is covered from the first one-on-one session 
through the life of the file. 

 Screening for “hard” on-the-job skills (machining, drawing blood, customer service) 
difficult to do for most WSO staff.  

 Some centers report using Accuvision to assess soft skills.   However, local training 
curriculum is not aligned with the assessment so that staff can provide meaningful 
feedback to customers.  

 
C13.  In addition to any employer-defined requirements, centers will implement local 
processes to validate skills, in collaboration with business and as part of assessment and 
recruitment efforts, in order to develop “pools” of qualified, work-ready candidates for vacant 
positions. 
 

 Some centers report a process in place but without feedback from business.  

 Portland’s TALENT LINK program has a comprehensive process in place at all their 
centers to create talent pools which includes meeting with businesses to learn about 
their needs.  

 WorkSource Lane’s STARR program provides a mechanism to serve target populations 
(WIA scholarship recipients, CASE participants, TAA training recipients and OFSET 
customers) through talent pool development. 

 Some centers report the need for clarification on this standard. 

 Standardizing the criteria to enter a “talent pool” could be put in place at WSO if 
needed. 

 
C14.  WSO staff will play a direct role in connecting engaged jobseekers with employers—it is 
a responsibility of staff to place those customers who have engaged with the system, had 
their skills validated and are considered work-ready. 
 

 Most centers reply they are in compliance with this standard by using the Customized 
Business Services job ready process.  However, not all centers are operating uniformly 
under the CBS process.   
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 WorkSource Lane’s STARR program describes the six required actions to enter the talent 
pool, identifies a method to manage the talent pool and has criteria to exit talent from 
the pool. 

 Portland’s TALENT LINK process is comprehensive for developing talent pools for priority 
sectors, engaging customers while in the talent pool, and working with them until they 
are employed or quit responding to job leads. 

 Some centers reported to have a process in place but the process omitted the role of 
business.  

 
C15.  Staff providing placement assistance will understand the local talent pool available for 
referrals, and will manage the “pool” of available work-ready jobseekers—prioritizing based 
on business needs and investment strategies outlined in the local plan. 
 

 Several areas are well underway in implementing this standard including; Albany, 
Astoria, Corvallis, Beaverton, Gresham, Tualatin, SE Portland, North Portland, Eugene, 
Florence, Lebanon, Lincoln City, McMinnville, Newport, Roseburg, Salem, St. Helens, 
Tillamook. 

 Some centers with a talent pool process did not have a mechanism to remove 
customers. 

 Portland’s TALENT LINK program creates talent pools for priority sectors 
(Manufacturing, Health Care, Information Technology). 

 Criteria to enter a WSO talent pool could be standardized with an emphasis on quality 
application materials and presentation and 1:1 screening prior to referral. 

 
C16.  Referral to job openings is a pre-placement activity and staff is expected to refer only 
quality/work-ready individuals. Effective job matching requires staff to ensure that skills have 
been validated through the approved process and that the customer is a good “fit” for the 
position and workplace environment prior to referral. 
 

 Most centers have a talent pool process in place through Customized Business Services 
or TALENT LINK. 

 One local leadership has some concerns around the legalities related to the 
determination of “fit” and further clarification/training is recommended to address from 
the Agency’s perspective where determination of “fit” begins and ends. 

 One center asked for a definition of “work-ready”. 

 Only one center reports not having a talent pool process in place.  
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C17.  Placement activities must include a feedback mechanism between WSO and employers. 
Employer feedback will be solicited to validate/concur with the readiness/quality of referrals. 
That feedback will be shared with career development staff to improve the supply and quality 
of available candidates. 
 

 This is a significant area of focus for WorkSource Oregon. 

 Many centers report their feedback mechanism as completing the customer satisfaction 
survey online.  The survey does not provide a feedback mechanism to improve the 
quality of referrals. 

 There aren’t processes in place to share feedback with the entire center staff. 

 At least one office reported using the 508e form as their feedback mechanism. 
 
 
C18.  LLTs will develop feedback mechanisms, monitor outcomes, and make adjustments to 
local career and training services based on feedback received. 
 

 This is a significant area of focus for WorkSource Oregon.  

 Most centers do not have a mechanism in place to meet this standard. 

 Portland submitted this informal promising practice:  Local Board staff produces 
quarterly reports for review by the LLTs regarding outcomes, service use, workshop 
attendance, and jobseeker customer satisfaction. While not a formal process, the 
leadership team reviews the reports, discusses workshop attendance, no show rates 
and how the job seeker is being scheduled. Feedback is given to staff in the monthly all 
staff meetings. Customer satisfaction information is captured through standardized 
regional evaluations of the WorkSource products. The Center review and certification 
process, overseen by the Local Board, provides feedback on each Center's adherence to 
the integrated model and service quality. This process produces recommendations for 
adjustments to career and training services. Feedback is also received and incorporated 
on an ongoing basis through local board engagement with targeted industry sector 
partners and community based and public agency partners. 
 

C19.  What tools or resources are necessary in order for your center to meet the expectations 
for C1-18 that you have not addressed in your responses. 
 

 Staff needs a “tool box” to refer to that gets updated regularly, perhaps an Open Source 
style tool box where staff can post links and favorite tools (with the ability to remove 
links or postings that have become defunct), searchable by category or industry, or 
“newly” posted resources/tools. Training in the form of a webinar or YouTube, on 
knowing where to look for these jewels and others like them, how to add a useful tool 
or remove one that is no longer valid. 

 Assessments:  Create and implement a clearly defined process to identify a quality 
control tool to use as a continuous improvement tool and to monitor outcomes. 
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 Some centers are waiting for their local board to form to move forward with 
implementing these standards.  

 Hard skills assessment tool such as Prove It for the remaining Central Oregon locations  

 Exploring alternate options for soft skills assessment (possibly Prove It or Strength 
Finders in lieu of Accuvision) 

 Statewide integrated system/database 

 Guidance is needed to address and identify an action plan (Redmond) 

 More online resources and online delivery of some current workshop offerings, e.g. 
Training Information. 

 Process for alerting staff about LMI products and updates. Instead of LRI, use of 
strength-based tools such as Strength Finders and other assessments. Create and 
implement a clearly defined process to identify a quality control tool for continuous 
improvement and to monitor outcomes. 

 Best practices from other centers.  
 

Training Services 
 
T1.  The workforce system is expected to increase investment in certifications that help people 
get jobs, and support the development and documentation of functional skills. There has been 
growth in the variety of skill building tools including on-line training and credentials, 
certification of new and existing skills, and work-based learning. All WSO centers are 
expected to build these types of tools into the menus of available training services and 
activities.  
 

 Most centers reported having this standard in place.  However, the survey did not ask 
centers to detail the online training tools they are using.   

 Could be the subject of a more in-depth and clear question to get more detailed 
information about the types of online tools being used.   
 

T2.  An IEP is required for all customers accessing Training Services. The IEP will be used to 
inform training needs, as well as to verify whether or not customers have the skills to be 
successful in training prior to enrollment into the training program.  
 

 Centers report IEPs are in place for customers eligible for training. 

 OED-only centers report a referral process to their 1B partner to meet this standard. 

 Some DVOPs use IEPs for their customers. 

 Suggestion:  (One area does) not use the term IEP and recommends not using it because 
of its use in education for another type of plan. This area uses the terms Service Plan for 
customers needing assistance navigating WorkSource and Training Plan (or ITA 
application) for training candidates.  
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T3.  Mechanisms must be in place to monitor the quality and effectiveness of training services 
both from outcome data and business/customer feedback. Do you currently have feedback 
mechanisms in place? If yes, please describe. 
 

 As is the case with business services, so it is with training services when it comes to 
effective feedback mechanisms to monitor the quality and effectiveness of training 
services which includes business/customer feedback.  This is an area of focus for 
Training Services across the state. 

 Hermiston/Pendleton suggests that this feedback come to WSO through the ETPL. 

 The Portland area listed a promising practice for gaining feedback from customers in 
training:  The Local Board has invested in centralized follow-up to obtain feedback from 
training completers. 
 

T4.  Local Boards will serve as a primary source of business intelligence to inform center 
priorities and investment strategies around training services. Describe responsibilities and 
agreements you have with your local board regarding business engagement in relation to 
center functions and/or services. 
 

 Three areas of the state report to meet this standard.  Those areas are Medford/ Grants 
Pass, Salem/McMinnville/Woodburn and Portland’s five centers.  These centers can be 
called upon to provide a model for the rest of the state.  

 Other centers not meeting this standard are waiting for their board to form and become 
operational. 

 
T5.  Adult Education and Literacy activities; including activities of English language 
acquisition, integrated education and training programs, and workforce preparation activities 
(as defined under Title II) will be available through WSO centers. Does your center currently 
meet this standard. If yes, please explain. If not, what is needed for your center to meet the 
standard? 
 

 This is another significant area of focus for Training Services for all WSO centers. 

 St. Helens and Albany are the only centers reporting to offer ABE/GED courses onsite 
which are provided by their 1B provider. 

 All others refer to Title II providers or their local community college for these services. 
 
T6.  All centers will offer staff-assisted talent development workshops to teach essential skills 
for work readiness including (at a minimum): resume development, basic computer skills, 
interviewing skills, networking/social media use, and soft skills.  
 

 42% of WSO centers provide all listed talent development workshops. 

 Areas with these workshops in place include:  Astoria, Dallas, Eugene, Hermiston, Hood 
River, La Grande, Newport, Oregon City, Salem, Woodburn and the Portland centers. 
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 Most centers provide some form of talent development workshops with the exception 
of social media and soft skills. 

 Some areas recommend development of a statewide curriculum.  
 
T7.  All WSO centers will offer NCRC preparation assistance and NCRC testing on-site for 
customers.  
 

 Most all centers report offering NCRC preparation assistance and NCRC testing on-site 
or available through a local partner. 

 Several centers report using various combinations of NCRC preparation assistance 
including:  WIN, open computer lab, preparation for Locating Information (Portland), 
printed manuals, Core Skills Mastery, OPB/PBS Learning Media and Kahn Academy. 

 South Coast Business Employment Corporation (Coos Bay/Brookings) offer NCRC testing 
at alternative and public high schools. 

 
T8.  Talent development workshops and activities will be required of participants assessed as 
lacking work readiness skills prior to receiving a staff referral for employment. Local areas will 
have processes in place to manage this expectation.  
 

 70% of WSO centers provide talent development workshops for customers lacking work 
readiness skills. 

 Centers not yet offering these workshops are:  Baker City, Burns, Canyon City, Coos Bay, 
Enterprise, Eugene, Florence, La Grande, Medford, Newport, Ontario and Oregon City. 

 South Coast Business Employment Corporation has a “job ready center” in their building 
where soft skills, work readiness and computer skills are offered. 

 
T9.  Though types and amounts may vary, all local areas will provide skill development based 
on structured, written curriculum designed to address gaps, develop new skills and advance 
toward attainment of industry-recognized and post-secondary credentials.  
 

 Most centers do not provide skill development based on structured, written curriculum 
to address gaps, develop new skills and advance toward attainment of industry-
recognized and post-secondary credentials. 

 Many centers suggest the state should develop the curriculum for the state. 

 Umpqua Training and Employment uses varied academic and hard skill assessment tools 
to identify skill gaps.  

 Non co-located sites refer customers to partner location for these services. 

 Promising Practice focuses on the Portland centers:  All Centers offer multiple standard 
skill development offerings. These products have structured, written curricula. Curricula 
has been developed by staff teams from LWB, OED and WIA partners and in some cases 
by subject matter experts selected through a procurement process by the Local Board. 
Skill gaps are largely identified in 1:1 conversations between customers and Center staff. 

 Other centers providing this activity include Hood River, La Grande and Baker City. 
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T10.  All centers will have online skills development tools available for customers (links to 
resources) in addition to in-person training, both of which will be delivered by approved 
providers. Staff will assist jobseekers with assessing and accessing these services and may be 
engaged in monitoring and testing to measure customer progress.  
 

 WSO leadership should clarify its expectations of centers regarding this standard and 
provide support so they can achieve this standard.  

 The WSO standards define skill development as “structured, written instruction provided 
to address technical skills gaps, develop new technical skills and advance toward 
attainment of industry-recognized and post-secondary credentials.  Skills development 
training may be online or in-person, and is provided by approved providers”.   

 WSO centers do not have all aspects of this standard completely in place mostly due to 
the fact that most WSO centers do not measure customer progress.  

 Some centers listed ISR and NCRC as skill development tools when they are actually 
assessment tools.   

 Some centers asked for the question to be clarified.  

 Online skills development tools reported include: Code Oregon, Core Mastery Skills, 
Kahn Academy, Core Mastery Skills, Mavis Beacon typing tutorials and Rosetta Stone.  

 McMinnville offers a suite of online skill development including:  DisCoverware for MS 
Office skills, ResCare Academy, Mavis Beacon, skill development links with the Job 
Seeker Menu of Resources on WSO, Courseware in the ISR, Math.com, GCFlearnfree.org 
(Goodwill MS Office programs), GED prep, OregonQCare.com for learning professional 
customer service skills, Food Handlers and OLCC certification.  ResCare Academy (Salem 
area centers) allows for monitoring progress through training modules, IEP’s monitor 
progress as well. 

 
T11.  All centers will make work-based opportunities available to customers in accordance 
with local area plans and investment strategies.  
 

 Most centers have this standard in place.  Centers without work-based opportunities are 
Bend, Brookings, Coos Bay, Madras, Prineville and The Dalles. 

 Portland’s Promising Practice:  Local board works closely with centers to coordinate 
OJTs in accordance with the local plan and investment strategies.  Engaged WSO 
customers are prioritized for these opportunities. 

 
T12.  Staff will pursue OJT opportunities with employers and make appropriate OJT-related 
referrals for work-ready jobseekers.  
 

 Most centers have a process in place to make OJT-related referrals. 

 Many centers did not mention whether or not they have a talent pool established to 
select OJT candidates from. 
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 Centers not providing OJT opportunities are:  Burns, Canyon City, Hermiston, Redmond 
and Roseburg. 

 Central Oregon centers report coaching their customers on how to develop OJTs with 
local companies.  

 
T13.  LLTs and/or WSO staff will research opportunities and develop relationships with local 
apprenticeship programs and training centers to make this training model available to 
customers.  
 

 Most centers have working relationships with apprenticeship organizations. 

 Centers without a working relationship are:  Salem, Dallas, Woodburn, McMinnville, 
Redmond and Roseburg. 

 The Dalles and Hood River centers refer to Portland as no programs exist in their area.  
 
T14.  Work experiences that are linked to careers will be provided at all WSO centers.  
 

 Half of WSO centers report they do not have work experiences linked to careers. 

 Those reporting to have work experiences in place provided the name of the program 
(WEX through TANF, Job Corps, Experience Works). 

 NOTE:  Potentially confusing question in the survey may be the cause for under reporting 
the use of work experiences that are linked to careers. 

 
T15.  Work-based learning opportunities should be marketed by both training and business 
service staff. Staff will pursue opportunities with employers and make appropriate referrals 
for work-ready jobseekers.  
 

 Most centers report having this standard in place.  

 Centers that do not are:  Bend, Dallas, Lincoln City, Madras, Redmond, Prineville and 
The Dalles. 

 
T16.  Local Boards will coordinate work-based learning opportunities across partner agencies 
to ensure maximization of employer contact and avoid business-contact fatigue. 
 

 30% of WSO centers report this standard is currently operational. 

 These centers are located in the Portland, Medford and Salem areas. 

 Centers without board coordination to ensure maximization of employer contact and 
avoiding business-contact fatigue are waiting on the formation of their board to develop  
this standard and the accompanying process. 
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T17.  Local Boards will research opportunities and develop relationships with local businesses 
and partners (including apprenticeship programs and training centers) to make these training 
models available to customers.  
 

 Half of the WSO Centers have this standard currently in place. 

 Most of the WSO Centers that do not have this place are waiting for their board to be 
formed and become operational.  

 There are no promising practices discovered for this standard from the survey process. 
  

T18.  In accordance with standards described under Career Services above, feedback 
mechanisms between Training Services and placement functions must be in place to ensure 
that the training being provided is meeting the needs of business.  
 

 This standard was difficult for centers to meet due to the requirement of an effective 
feedback mechanism to ensure the training being provided meets the needs of business. 

 This is a significant opportunity for WSO centers to use promising practices to help bring 
all centers into compliance with the standard.   

 Only 9 centers report having this standard in place.  Those centers are:  Portland (5), 
Baker City, Eugene, Umpqua Training & Employment, Enterprise and Ontario. 

 
 
 

Business Services 
 
B1.  The most important Business Services WSO provides is connecting employers to qualified 
candidates. Comprehensive Business Services will be offered through WSO centers to ensure 
that WSO is providing a value-added service to businesses and is supporting local sector 
strategies and investment priorities.  
 
B2.  Staff will be knowledgeable and responsive to business and workforce needs of the local 
area, how these align with local sector strategies, and protocols to access recruitment 
processes and other services.  
 
B3.  All WSO centers will provide appropriate recruitment and other business services on 
behalf of employers, including small employers, in the local area.  
 

 While most centers seem to be meeting this standard, the responses from across the 
state present an important area of focus for the WSO system.   

 Most centers report a “reactive” process to serving business customers in the form of 
“they call us when they want to post an opening”.  The standard encourages centers to 
proactively reach out to key businesses in their area. 
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 The creation of sector strategies across the state should put WSO in a better position to 
identify key industries/companies to proactively contact and work through their 
workforce issues.  

 The Job Council (Medford) created the Business Outreach team which is a collaborative 
effort staffed by OED and TJC team members. The overall intent is to offer a consistent 
message to businesses integrating all of the various service delivery offerings provided 
by each agency. This includes customized recruitment, on-the-job trainings, JOBS Plus 
wage reimbursements, work experiences, job shadows, employer forums (an 
opportunity to provide job seekers with information directly from employers in regards 
to what skill sets they’re looking to hire for, what the best approach for approaching a 
business is, as well as what types of careers and career pathways are available within a 
specific business and/or industry) as well as the overarching sector strategies efforts 
including the Certified Work Ready Communities initiative. (This is certainly a work-in-
progress). 

 While most centers report using the Customized Business Services process, data shows 
13 centers entered 10 or more CBS listings so far in PY-14.  Baker City, Eugene, Klamath 
Falls, Redmond and Bend have entered the most CBS listings respectively in PY-14.  No 
CBS listings were entered in the Portland Metro Area.   

 The CBS process has produced more hires (550) than listings (521) so far in PY-14. 

 The CBS process has an average of 3.2 referrals per hire. 

 Recommend a thorough review of the CBS process with all centers to ensure goals are 
monitored and achieved.  Performance in “average days to fill” need attention as 
centers have an average of 30 days or more (some are as high as 90 and 95 days average 
to fill a CBS listing). 

 
B4.  WSO staff conducting Recruitment Services will work closely with staff providing skills 
validation, training, and career placement functions to access the appropriate talent pool for 
the position(s) being recruited.  
 

 Of the 62% of centers that report having this standard in place, most report sharing 
information among other staff through formal and informal staff meetings.   

 Very few centers discussed how their communication among teams addressed using 
their meetings to connecting the right customer from the talent pool to business. 

 Portland offices report using a weekly “power hour” that bring together each function in 
the center to discuss job openings and the talent pool. They also report regular 
meetings between Skills Team and Business Services Team members to communicate 
about the current talent pool and training completers who will be entering the talent 
pool. 

 Roseburg reports all staff are cross-trained so that all staff are aware and respond to the 
needs of business.  

 McMinnville provided the most detailed explanation of their process which included 
benefits of WSO services to both large and small businesses. 
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 Concern mentioned again that increase in job seeker volume reduces center’s ability to 
perform business outreach.  

 
B5.  Recruitment Services will support targeted populations and Sector Strategies 
recruitments. Does the center have a documented investment strategy to support targeted 
populations and sectors?  
 

 Sector Strategies and target populations are the new cornerstones of Business Services.  
Most resources in this service should be dedicated to meeting the desired outcomes of 
serving priority sectors and target populations. 

 38% WSO centers report having a sector strategy in place. (Astoria, St. Helens, 
Tillamook, Newport, Lincoln City, McMinnville, Portland Area, Eugene, Florence, Albany, 
Lebanon) 

 The remaining 62% of WSO centers indicated sectors and target populations will be 
developed as new boards are formed and become operational.  

 Few centers report the existence of selected target populations which did not appear to 
come from a WIB decision, but rather local managers selecting target populations. 

 Portland offices report conflicting information to this question by stating both “we do 
not have target populations identified” to a thorough explanation of strategies in place 
to serve ex-offenders, English language learners, DHS customers as well as sector 
recruitments in Health Care and Manufacturing. 

 
B6.  WSO staff will conduct an on-site employer visit prior to the start of the recruitment then 
send qualified candidates to the employer in a timely manner.  
 

 Most centers reported a process in place to initiate on-site employer visit.   

 Given existing resources, centers provided four responses that generally represented 
the field.  Those include:  for all Customized Business Service listings, when a company 
requests a visit (outside of CBS), new company the center wants to learn more about 
and referred by workforce partner. 

 
B7.  The WSO referral-to-hire ratio is a target of 5:1, unless otherwise specified by employer.  
 

 Most centers were able to report their referral-to-hire ratio.  Some centers were 
referred to the “Monthly Business and Employment Service Activity Report” in WOMIS 
for their ratio.   

 Few centers have criteria for exceptions to this ratio. 

 Most centers with exceptions to the ratio listed employer request for additional 
referrals as the exception. 

 As of February 2015, the state’s referral to hire ratio is 3:1. 
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B8.  Placement and recruitment activities must include a feedback mechanism between the 
WSO and employers. Employer feedback will be solicited to validate/concur with the 
readiness/ quality of referrals.  
 

 Most responses refer to OED’s process of collecting business satisfaction surveys. 

 No centers described how they use the feedback to improve processes.  Most responses 
mentioned sharing information between teams or during daily stand-up meetings, but 
did not mention how staff take that information to improve service. 

 Suggestion made to change current survey process from staff-selected to randomly 
selected and create an online feedback mechanism to make feedback easier to obtain 
from business.   

 Suggestion made to also survey businesses that are unhappy with our services and to 
businesses that do not use WSO services. 

 
B9.  LLTs will develop feedback mechanisms, monitor outcomes, and make adjustments to 
local career and training services based on feedback received. Describe how the local 
leadership team develops, monitors and adjusts training and career services based on 
feedback.  Feedback will be shared with the Local Board to ensure continuous quality 
improvement.  
 
B10.  If made available in an area by a Local Board, training will take into account 
characteristics of participants in the program, relationship of the training to competitiveness 
of participants and employers, and other factors such as number of employees, wage and 
benefit levels, and existence of other training to support advancement opportunities. The cost 
will be shared with employers on a sliding scale based on employer size.  
 

 These two standards expect feedback mechanisms regarding the quality and 
effectiveness of training and job referrals to be in place at all WSO centers.  These 
standards present a significant area of focus for the entire WSO system.  

 Areas that report an effective process in place are: Salem, Dallas, Eugene, Florence, 
McMinnville, Oregon City, North Portland, Tualatin, Beaverton, Gresham and SE 
Portland.   

 WorkSource Lane reports performance measures are shared quarterly with the local 
board to ensure continuous quality improvement. 

 The Job Council (Medford) reports feedback is shared with the Local Board by the staff 
at The Job Council during the meeting every two months.  This exchange of information 
is not a formal process (but it would be good to create/implement one). 

 The remaining centers report the formation of their board as the trigger to create these 
feedback mechanisms.  

 Overall, the answers did not provide specifics on how a center’s feedback mechanism 
functions and ensures business input is provided.  

 This applies to feedback on the readiness and quality of referrals as well as feedback to 
improve career and training services. 
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B11.  The WSO will utilize information gathered from business feedback to inform the need 
for incumbent worker training and will market available opportunities, as appropriate. Please 
describe your strategy to utilize feedback to inform your incumbent worker training services. 
WSO staff will provide services to employers for posting vacant positions in the local labor 
exchange system. Jobs may be entered via automated mechanisms, self-service features, or 
staff-assisted services.  
 

 The five Portland area centers along with the Salem center are the only centers to have 
a plan in place to support the needs of incumbent workers.  Those plans are contingent 
on available resources.  

 Most remaining centers indicate the formation of the local board must occur before 
they can meet this standard. 

 Some indicated lack of incumbent worker funds at the time of survey and the 
forthcoming guidance on DOL on WIOA regulations. 

 
B12.  The WSO will utilize information gathered from business feedback to inform the need 
for incumbent worker training and will market available opportunities, as appropriate. Please 
describe your strategy to utilize feedback to inform your incumbent worker training services. 
 

 The five Portland centers along with the Salem center report a successful process in 
place to meet this standard. 

 Other centers report waiting for local board to become operational before they can 
meet the need. 

 Centers with a board but not meeting this standard lacked detail in their response 
indicating why this standard is not currently met. 

 
B13.  WSO staff will provide services to employers for posting vacant positions in the local 
labor exchange system. Jobs may be entered via automated mechanisms, self-service 
features, or staff-assisted services. Are there any reasons your center is not able to meet this 
standard? If yes, please explain what you need to fulfill this standard. 
 

 Every WSO Center reports to be in compliance with this standard. 
 
B14. WSO staff will be knowledgeable about available incentives in order to effectively 
market them to businesses. Are WSO staff knowledgeable about incentives for business and 
include them when marketing WSO services?  
 

 Most every center reports meeting this standard. 

 Most every center requested an updated training on business incentives.  Specifically 
mentioned were; WIA Preferred Worker, WOTC, TAA, Jobs Plus, OJT, and Veteran 
incentives. 

 A few requests for a checklist of incentives for staff use. 
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 Some centers mentioned their Business Services staff are knowledgeable, but request 
training for other WSO staff.  

 
B15.  All local areas will provide Rapid Response activities to employers and workers when a 
layoff or closure is going to occur, is occurring or has occurred, in compliance with state and 
federal regulations.  
 

 Every WSO Center reports to be in compliance with this standard. 
 
B16.  Rapid Response activities are time-sensitive and all LLTs will develop local protocols to 
ensure contact with affected parties within 48 hours of receiving notice of a layoff, closure or 
crisis event.  
 

 25% of centers report no written protocols in place for Rapid Response activities and are 
waiting for their boards to be formed.  

 Centers reporting a lack of Rapid Response processes are:  Baker City, Burns, Canyon 
City, Enterprise, Hermiston, La Grande, Ontario and Pendleton. 

 The OED Roseburg center reports having written protocols for Rapid Response. 
 
 

Co-Location 
 
CL1.  In order to be designated as a WorkSource Oregon center, Wagner Peyser employment 
service offices must be co-located with Title IB one-stop centers. Plans will be developed and 
transitions in progress for all communities no later than July 2015. These transition processes 
will be complete no later than July 1, 2016.  
 

 25% of WSO centers report a complete lack of co-location with a few reporting co-
location but with separate entrances.  

 Most centers cite absence of local board and foresee planning for co-location once the 
boards are in place.  

 Centers not co-located are: 
o Brookings 
o Burns 
o Canyon City 
o Coos Bay 
o Florence 
o La Grande (Co-housed, use separate entrances) 
o Lebanon (Co-located with community college and DHS) 
o Lincoln City 
o Roseburg 
o The Dalles 
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 Additionally, there are nine 1B only centers in the state located in: 
o Brookings 
o Burns 
o Coos Bay 
o John Day 
o Lakeview 
o Pendleton 
o Medford 
o Roseburg 
o The Dalles 

 

Alignment of Services 
 
AS1.  In order to be designated as a WorkSource Oregon Center, services among Wagner-
Peyser and Title 1B staff will be aligned resulting in seamless provision of services to 
customers. All operational functions, including supervision and management where 
appropriate, will be taken into consideration when developing a functional staffing plan for 
each center. Agreed-upon staffing plans (including methodology, roles and expectations) will 
be documented and may be solicited during program monitoring. What is the current staffing 
plan/ratio and management structure of the center across partner agencies? What is the 
management structure of the center (OED/LWB, OED/LWB contracted service provider, 
other?) 
 

 Most centers did not answer the question in full because they did not submit a staffing 
plan for their center.   

 Several centers anticipate their new board to determine staff allocations.  

 McMinnville provided a great example of their staffing plan.  

 Some centers need clarification on who to count as their FTE to be deployed.  Some are 
questioning whether or not to include Research, Hearings, Tax, and JOBS contracted 
staff. 

 An organizational tool can be provided to all the centers to assist them in distributing 
their staff in alignment with the new model if needed.  

 
AS2.  All centers that are currently co-located will be compliant with Alignment of Services 
criteria no later than July 1, 2015. All WSO centers will have Alignment of Services in place by 
July 1, 2016. Do you anticipate any barriers to meeting this standard? If yes, please explain. 
 

 Some centers request the definition of “functional supervision”.   

 Most of the centers (75%) are currently compliant (or will be within the timeline) with 
this standard. 

 Redesign of facilities was cited as a need to be in compliance with this standard. 

 Some centers stated their new boards may decide the staffing plan. 
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Branding 
 
BR1.  WorkSource Oregon (WSO) is the accepted brand for WorkSource Oregon centers. All 
centers will adopt and execute this brand, in accordance with the Oregon Workforce 
Investment Board decisions from September 2007 and December 2008. These (brand 
standards) will be established no later than July 1, 2016.  
 

 More than half of the centers reported alignment with the existing branding standards.  

 Centers that are not in compliance list funding as the key reason for not meeting this 
standard by describing the effort as “cost prohibitive”.   

 Branding issues are occurring in the Northwest, Eastern, Southern and Central Oregon. 

 Many centers expect branding issues to be resolved once their local board is 
operational. 

 One area described push back from a partner against the WSO brand standards as the 
reason they are not in compliance.    

 
BR2.  LLTs will establish protocols to ensure that physical structures are kept clean, neat, 
professional, and reflective of an aligned an integrated environment. These protocols will be 
established no later than July 1, 2016.  
 

 50% of centers report to be in compliance with this expectation. 

 25% of centers are waiting for their local board to form and provide guidance.   

 25% of centers reported no standard in place without mention of next steps to bring 
center into compliance.  

 
BR3.  LLTs will develop center/local area-specific professional standards which include 
expectations for acceptable work apparel. All sub-contractors providing WSO-funded services 
through the centers must comply with these standards and any additional local protocols 
established by LLTs. These will be established no later than July 1, 2016.  
 

 16 of 40 centers report a professional standard for work apparel.  Some of these centers 
have separate, but similar standards for Wagner Peyser and WIA 1B staff.  

 These centers have a professional standard in place for staff:  Astoria, Beaverton, 
Brookings, Coos Bay, Dallas, Gresham, Hood River, Klamath Falls, McMinnville, North 
Portland, Roseburg, SE Portland, St. Helens, Tillamook, Tualatin Umpqua Training & 
Employment and Woodburn. 

 The remaining centers without professional standards for apparel in place are waiting 
for local boards and local leadership teams to be formed.   
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Labor Market Information 
 
LMI1.  LMI will inform sector strategies, career planning, training decisions, business 
engagement and placement services.  
 

 LMI is used to support career planning and training decisions in all WSO centers. 

 Several centers report they will apply LMI to sector strategies once their boards are in 
place and select sectors. 

 No specific feedback provided on how centers use LMI for business engagement and 
placement services.  Some blanket statements of “LMI permeates all facets of the 
operation” were as close as any center came to identifying how they use LMI to inform 
business engagement or placement services. 

 
LMI2.  Staff will demonstrate use of quality data and LMI to inform decisions and provision of 
core center services and activities. Staff will explain the uses and benefits of LMI-related 
resources, assist jobseekers in accessing and interpreting tools and data in order to make 
informed career and education decisions, and will use LMI to coach job seekers toward higher 
wages.  
 

 LMI is used in every WSO center to support customer’s training plan or career path. 

 Near universal response was a request for updated training for staff on how to apply  
Labor Market Information.  Most every center reports that most staff have training but 
would benefit from an “updated” or “refresher” training.  

 Some centers without boards are expecting to apply LMI to sector strategies once they 
are selected by the new boards. 

 
LMI3.  LMI will include information on in-demand industry sectors and occupations, and non-
traditional employment; information relating to job vacancies; career pathways, job skills 
necessary to obtain jobs; and local in-demand occupations including the earnings, skill 
requirements, and opportunities for advancement in such occupations.  
 

 90% of WSO centers report they are currently meeting this standard. 

 5% of the centers state they are waiting for their board to be formed to select priority 
sectors.   

 5% of the centers state they need additional training to meet the standard. 
 

Continuity of Services 
 
COS1.  For customers engaged in Career and/or Training Services, staff will adequately 
document customer interactions to ensure a continuity of services for customers regardless of 
which staff assists. This occurs when customers can effectively access WSO services, being 
provided the next value-added service necessary for their progression, without regard for 
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which staff person provides the same service, and with the absence of great changes or 
interruptions. 
 

 This is a significant area of focus for WorkSource Oregon. 

 No center provides written guidance to staff to inform them which elements belong in 
iMS and/or I-Trac.  

 Some centers want the state to develop training to meet this standard. 

 Twenty-two centers report having a process in place to document customer 
interactions. 

 Centers reporting to have a process in place are: 
o Albany 
o Astoria 
o Beaverton 
o Bend 
o Burns 
o Canyon City 
o Dallas 
o Eugene 
o Grants Pass 
o Gresham 
o Klamath Falls 
o Lebanon 
o Lincoln City 
o McMinnville 
o Newport 
o North Portland 
o Ontario 
o Roseburg 
o SE Portland 
o St. Helens 
o Tillamook 
o Tualatin 
o Woodburn 

 

Sector Strategies 
 
SS1.  Local Boards will identify targeted sectors as part of the planning process. Local Boards 
will develop service priorities and dedicate resources based on local plans and investment 
strategies. Strategies by Local Boards will focus on demand-side aspects including connections 
to economic development and regional priorities and the engagement of employers and 
industry groups.  
 

 Most centers are waiting for their board to form and decide on sectors. 
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 Fifteen centers report sector strategies in place with resources aligned to support. 
o Astoria, St. Helens, Tillamook, Tualatin, Beaverton, North Portland, Gresham, SE 

Portland, Oregon City, Lebanon, Dallas, Salem, McMinnville, Lincoln City, 
Newport 

 
SS2.  Strategies by WSO will focus on the supply-side elements of a sector strategy, utilizing 
sector-based career pathways and training programs to prepare and connect qualified 
jobseekers and workers to high-demand sector-based occupations and careers.  
 

 The majority of centers report lack of a board in place as the reason they do not have 
this standard in place. 

 Some responded by mentioning how LMI is used to determine the viability of training 
plans.   

 Portland’s response for their five centers:  A Targeted Sector Workforce development 
plan template has already been launched for manufacturing that the region intends to 
replicate and implement in the build out of employer engagement strategies for 
Healthcare and Tech. The RETPL was also re-organized to align available training 
resources with the in-demand jobs available across each of the Targeted Sectors and 
considerable resources were set aside for On-The-Job Training for each of the targeted 
industries. 

 


