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Welcome and Introductions

Region 6 Administrator,

US Department of Labor- ETA
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Be customer focused
“These proposed regulations would 

establish requirements of the one-stop 

career center system as defined under 

WIOA, requiring partners to collaborate 

to support a seamless customer-

focused service delivery network.”
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WIOA regs mention 

customer 253 times.
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Co-location of Wagner-Peyser Act ES Offices. (  TEGL 16-16 

Page 9 )

WIOA recognizes the Wagner-Peyser Act ES program's role in the

American Job  Center network and, as a result, has made the Wagner-

Peyser Act ES one of the six core programs.  Accordingly, the

Departments recognize that Wagner-Peyser Act ES programs are vital to

the successful operation of American Job Centers and strongly encourage

access to these services throughout the workforce development system.

A major change to the American Job Center network under WIOA is the

discontinuance of separate, stand-alone Wagner-Peyser Act

ES offices that were permitted under WIA (20 CFR 678.315, 34 CFR

361.315, and 34 CFR 463.315). Under WIOA,

Wagner Peyser Act ES programs must be co-located in comprehensive
and/or affiliate American Job Centers.
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Your Presenters

Senior Analyst, 

Maher & Maher

Program Director, 

Jobs for the Future
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Objectives for Today

• Rethink the way we approach service design to our 

shared customers

• Empathize with our customers

• Harness the creativity of our talented staff 

• Create solutions leading to integrated service delivery
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Group Activity
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What is Human Centered Design? 

Get inspired by 

the people 

you’re serving. 

Start by listening to 

people to get new 

ideas about how to 

design for them. 

Identify patterns 

and surprising 

insights to 

inspire new 

opportunities 

for design.

Brainstorm new 

ways to serve 

your customers.

Try out your 

ideas and get 

feedback from 

customers – so 

you can revise 

your prototypes 

and get more 

feedback.

Try out a pilot 

program and 

experiment 

with ways to 

implement your 

new ideas.

A collaborative, discovery-based journey.
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USING 
HUMAN 
CENTERED 
DESIGN

Start with 

People
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Look beyond 

what people 

say, to 

understand 

what they 

believe.
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How We Empathize

OBSERVE

ENGAGE

IMMERSE
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Use empathy and emotion 

to develop better services
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The Power of Empathy: 
Helen Riess, TEDxMiddlebury

https://www.youtube.com/watch?v=baHrcC8B4WM

https://www.youtube.com/watch?v=baHrcC8B4WM


|  16

Research

Get inspired by 

the people 

you’re serving. 

Start by listening to people 

to get new ideas about 

how to design for them. 
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Research: Engaging Customers

• Research Methods:

– Group Interviews 

– Individual Interviews 

– Emersions       

– Research of Best Practices

• Those interviewed included 

students from the Goodwill Excel 

School and TCAT-M, TANF 

recipients, adults seeking to 

return to school, WIN customers 

and employers

• Team members also went 

through the customer experience 

at several service agencies.
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Inspiration: Field Interviews
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Learn from People: Employers
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Story Board: What We Look Like Now

Employer

Engagement 

Santa Barbara, California 



|  21

Story Board: 

Where We Want to Go

Santa Barbara, California
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Santa Barbara: Business Engagement
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Synthesize 

Identify patterns and 

surprising insights to 

inspire new opportunities 

for design.
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Write your customer feedback insights on 

Post-it notes and place them on the wall.
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Group Insights around Common Themes
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Ideation

Brainstorm new 

ways to serve 

your customers.
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http://www.ted.com/talks/steven_johnson_where_good_ideas_come_from?language=en#t-366786
http://www.ted.com/talks/steven_johnson_where_good_ideas_come_from?language=en#t-366786
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assume solutions exist

how might  we …
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reduce commitment

how might  we …
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do it together

how  might  we …
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How might we tap into 
the Center’s synergy 
around recruitment?

How might we refocus 
individual partners’ sense 
of responsibility around 
recruitment?

How might we foster the 
employer’s confidence to 
recruit with any partners 
within the Center? 

“HMW”…Questions

Insight: Partners need to take 
advantage of the fact that we can 

be one source of recruitment 
thereby taking advantage of the 

potential synergy.

Insight: Individual partners don’t 
see overall picture as their 

responsibility and a few take the 
opposite stance.

Insight: Employer’s comfort level 
among individual agencies within 

the Center differs so partners 
maintain status quo. 
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Director of First Impressions

Workforce Board of South Central Kansas 

From Receptionist = Welcome Team 
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Customer Feedback 

South Central Workforce Alliance

Tennessee 

• One-stop located in Rural Jail (Title I, 

W-P, Adult Ed)

• 25% of Youth in the County Jail were 

out of school youth 

• Customer research feedback indicated 

youth interest in Entrepreneurial training 

the Arts  

Increased Engagement 
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130% Increase In Calls!

130%
Increase in Calls!
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Break
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Research

-Interviews with Staff of DETR, 

Workforce Connections, Job 

Connect, Freedom for Independent 

Tomorrow

- Interviews with Workforce Board 

Members & OWINN

-Phone & In-person interviews with 

jobseekers and employers

-Observation of workforce service 

agencies

-Immersion in Job Connect, 

Workforce Connections and Local 

Library
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Employers









Silver State =



Employer Insights

• Worries? 

• Delights?

• Experiencing?

• Nursing shortage, competition

• Having a means to develop a 
pipeline of talent

• WC helped build a partnership 
with the local community college

• Using OJT for new nurses 

Marcia, Healthcare Sector



Employer Insights

• Worries? 

• Delights?

• Feeling?

Keri, Recruiter, Healthcare/IT

Not enough potential employees 
to meet the growing demand.

The pre-screening that WC does. 
“It works perfectly.”  

Listened to 
Impressed “their pre-screening 
is really good.” 



Employer Quotes

• “Workforce Connections staff are really creative 
and innovative. They’ll call me to talk about 
creating a pipeline of talent – ‘how about if we 
try this? ‘ They make me aware of all of the 
options, like using OJT.” 



Employer Insights: Laura, IT Sector

• Thinking: Quick turnaround at Job Connect even with last minute 
request

• Feeling: Workforce Connections has a more complicated process, they 
need the employee list at least a week in advance

• Saying: “I have a strong relationship with Collen at Job Connect. Not so 
much with Workforce Connections.  It seems like they are a government 

agency that is understaffed. I have to email sometimes at least three 
times.”

• Saying: “Workforce Connections is better on the backside once the 
contracts are in place.  It seems like they have a smoother process. Job 

Connect needs signatures from every employee every month.”



Employer Insights: Laura, IT Sector

• Seeing: It is difficult for candidates working with Workforce 
Connections because they have to travel to their site to do the 
initial in-take. We previously had Workforce Connections come 

to our site, but they had to stop due to equipment hardships and 
being able to access their information.

• Fear/Pain: Losing candidates who don’t understand the 
Workforce Connections Process. Those who do not want to share 

personal information.



Employer Insights: John, IT Sector

• “I see Job Connect like an eharmony for Jobseekers. 

• “I have hired 140 people so far and have only lost 3.  That rate is 
unheard of”

• Delights: “Job Connect helped me get my company up and 
running. With any startup that is difficult and there are many 

moving parts. The space they provided for us to conduct 
interviews kept our project team on schedule so I could spend 
time worrying about building permits and all the other parts”



Employer Insights: John, IT Sector

• Saying: The Job Connect System is much better than what I 
experienced in New Mexico.  In fact, I’ve contacted my U.S. 

Senator and let him know about the differences between Job 
Connect here and Workforce Connections in New Mexico. It’s one 

of the reasons I’m moving other pieces of my company to 
Nevada.

• What causes them gain or success: “I want to be more involved 
in the community. I hope to work with Ellen to connect with 

chambers and other community organizations.”



Employer Insights: Elisha, Hospitality Sector

• Feeling: “Ellen (Job Connect) has been great. She even came and 
shadowed me for a day to see what my needs are. She is the only 
one out of all the workforce programs and professional recruiters 

I work with who have ever done that”

• Thinking: “Job Connect centers are a good area because there 
are always candidates there. The candidates see it as a credible, 

government place where they are comfortable going.”

• Saying: “Hilton does sometimes throw our own job fairs on our 
multiple locations, but those are not as beneficial because I don’t 

have the resources of Job Connect to pull in candidates”



Themes & Patterns

• Employers do not see the Job Connect services and Workforce Connections 
as partners. They are seen as competitors

• Employers unaware of what causes the difference in response other than 
Workforce Connections has internal and government requirements they 
have to meet

• Employers have a need for fast action and quick response

• Most employers were connected to system through economic development 
or through long-standing relationship with organizations

• Employers only mentioned Workforce Connection in connection to talent 
pipeline needs



What if...? 

• We developed a system where employers saw the multiple programs 
as one source of resources

• We communicated to employers as a team of services to make sure 
we harness all available services options
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Jessica, Job Connect Center

• Delights?

Came in last week. Scheduled appointment with job coach. “He was great, 

I feel like we could go have a beer”

• Experiencing?

Found out through Unemployment
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Sampson, Job Connect

Experiencing

• Looking for a job as a dishwasher

• His sister told him to come to Job Connect

• Walked 40 minutes to get to Job Connect center
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Daniel, Workforce Connections 

Youth

Experiencing

• Referred to Workforce Connections at Henderson Job Connect Center

• Told Workforce Connections could help him with leadership training 

and finding a career pathway (Excited)

• Was already enrolled in school
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Lisa, Laid-off, Workforce 

Connections 

Experiencing

• “Job  Connect told me they were out of training funds. So did Goodwill. 

When I got here I could have gotten training months ago. I don’t 

understand, I thought this was all a one-stop center.”

• “If you want to know something you have to ask.  I had to ask what was 

behind that door and I found out it was dress for success. It’s up to 

you to find resources and what is available.” 

• “In Henderson, I told her when I was there a month ago I was here for 

an hour and all she did was talk about The Bachelor. I was scared and 

overwhelmed and you did not help me.”
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Michael, former jobseeker, 

Workforce Connections staff 
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Michael, former jobseeker, 

Workforce Connections staff 

Experiencing

• “People are often embarrassed they need assistance. I see my role is 

to make them comfortable that they need assistance. But help them to 

also be confident to be self-sufficient.”
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Lisa
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Lisa

FEAR
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Lisa

FEAR

OVERWHELMED
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Lisa

FEAR

OVERWHELMED

EMBARRASSED
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Lisa

FEAR

OVERWHELMED

EMBARRASSED
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Lisa

FEAR

OVERWHELMED

EMBARRASSED

CONFUSION
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Lisa

FEAR

OVERWHELMED

EMBARRASSED

CONFUSION
Insecurity
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Themes & Patterns

• Awareness comes mostly from word of mouth

– Re-entry came from former incarcerated peers 

– Jobseekers: family members, co-workers

– Jobseekers lost in the system form cohort of support and share information

– Veterans, when they search on google it comes up for Job Connect

• Jobseekers see Job Connect and Workforce Connections as separate 

entities

• Service Integration only happens in pockets and appears to be individual 

location/staff motivated
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Themes & Patterns

• Frustration that different organizations did not provide accurate (or any) 

information about other services available (workforce agencies, food banks, 

mortgage relief, housing, etc.)

• Jobseekers provided written information were not in emotional state to 

process 

• Only helpful when someone knowledgeable and empathetic delivered them 

and walked through with jobseeker
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Lunch
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Mapping the Customer Journey



|  70



|  71

Jobseeker Journey Map

Thinking? What’s 

going on in their head

Doing? relevant 

actions taking place

Touch Point
usual contact medium

Experience what has 

the user gone through

Feeling? predominant 

mood

1. Past ExperiencesStage 2. Awareness 3. Engagement 4. Enrollment 5. Outcome 

What 
happened prior 
to interacting 
with workforce 
system

How did the 
customer 
become aware 
of services

First 
engagement 
this time
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http://blog.uxeria.com/wp-content/uploads/2015/09/2.png
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Ideation
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Break
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Prototyping

Try out your ideas and 

get feedback from 

customers – so you 

can revise your 

prototypes and get 

more feedback.



|  76

Environment Prototype: Inspiration 

Station

OCTAE National Conference: Adult Educators 

• Redesign of One – Stop

• Welcome Desk

• Child’s Play Area 

• Modification of Center Hours 

• Customer Scanning System  



|  77

Prototype: Service & Person-to-Person

Designing  for Customer: 
Sam. 22-year-old single mom 

with 2 kids. She is a student 

and wants to get her G.E.D. 

Sacramento, CA

• Develop Mobile One Stop Center 

storyboard 

• Outline expected interaction with 

customers

• Storyboard service flow with the 

customer in the center
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Outcome: Awareness

Sam Sees a Facebook post of a new Sacramento Works 

Mobile One Stop.

Sacramento, CA
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Outcome: First Visit

Sam visits the Sacramento Works Mobile One Stop 

and is greeted by happy and energetic staff.

Sacramento, CA



|  80

First Visit (continued)
• Sam is given a bag and a pen with the Sacramento 

Works Mobile One Stop phone number: (916) One 

Stop

• Head Start partner staff encourage Sam’s children to 

participate in activities in the nearby park. This 

provides Sam an opportunity to explore employment 

services. 

• Healthy, tasty snacks from the Sacramento Food 

Bank help Sam focus on exploring services instead 

of hunger. 
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Test your ideas! 

• Test ideas to learn what works

• Modify ideas based on feedback 

• Fail often and early 
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Wrap-Up
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Action Plan Forward

Planning Process?

More Meetings?

Design Team Starting 
May 9th?
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June 30th

66 Days

09 Hours     00 Minutes   00 Seconds
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• Jobs for the Future (JFF) completed this project with federal funds awarded 

to Maher & Maher under contract number DOLQ131A22098 

DOL‐ETA‐14‐U‐00011, from the U.S. Department of Labor, Employment and 

Training Administration. The contents of this publication do not necessarily 

reflect the views or policies of the Department of Labor, nor does mention of 

trade names, commercial products, or organizations imply endorsement by the 

U.S. Government.

• Jobs for the Future (JFF) designs and drives the adoption of innovative, 

scalable approaches and models—solutions that catalyze change in our 

education and workforce delivery systems.

• Maher & Maher completed this project with federal funds, under contract 

number DOLQ131A22098 DOL‐ETA‐14‐U‐00011, from the U.S. Department of 

Labor, Employment and Training Administration. The contents of this 

publication do not necessarily reflect the views or policies of the Department of 

Labor, nor does mention of trade names, commercial products, or 

organizations imply endorsement by the U.S. Government. 

• Maher & Maher is a specialized change management and talent‐development 

consulting firm focused on advancing the collaboration between workforce, 

education and economic development.


