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Section 1: Introduction   
 

On July 22, 2014 the Final Rule under Workforce Innovation and Opportunity Act (WIOA), became the law that reformed 

and replaced the Workforce Investment Act of 1998 (WIA). The Final Rule under WIOA set the framework for an 

unprecedented collaboration between the federal Departments of Education and Labor and a new vision for how America 

prepares job seekers and expands their opportunity for work.  
 

The final regulations, passed on June 30, 2016 known today as the Final Joint Rule, mandate core WIOA program providers 

to deliver integrated and coordinated services. The new regulations require aligning the six core, WIOA programs in a 

manner that supports: 

 
 

The Joint Final Rule also mandates states and local workforce boards to procure the role of a One-Stop Operator Manager 

(OSOM) by competitive selection. As a result, the Maricopa County’s local workforce board (MCWDB) awarded MAXIMUS 

Human Services, Inc. the role of ARIZONA@WORK Maricopa County One-Stop Operator Manager OSOM for Program Year 

2017 – 2018 (PY 17-18). Part of the OSOM role includes providing a report on the PY 17-18 accomplishments. Additionally, 

the OSOM contract officially renewed on June 27, 2018 for Program Year 2018 -2019 (PY 18-19), and so a brief overview 

of the OSOM initiatives for PY 18-19 is included in this report.  
 

We appreciate the leadership and partnership we received from Patricia Wallace, Executive Director of the MCWDB. She 

tirelessly supported the efforts of the OSOM in PY 17-18, by working collaboratively with the OSOM and all partners during 

this transitional first year. 
 

1.1 Report Overview 

Per the Joint Final Rule, the OSOM coordinates the service delivery of required WIOA program providers.  Figure 1 shows 

Maricopa County’s local area required WIOA programs and providers. 
 

Cross-Program Strategic and Operational Planning 

 

Performance Accountability 

 

Requirements for Administering and Operating  

The American Job Centers 
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Figure 1:  Maricopa County’s local area required WIOA programs & providers 

 

Local workforce development boards may set up additional functions for an OSOM, which the MCWDB has done. Figure 

2 shows the OSOM mandated function and the MCWDB’s additional functions.  

 
Figure 2: OSOM mandated function and the MCWDB’s additional functions 

 

SECTION 2: Achievements and Results   
The MCWDB initial request in September of 2017 to the OSOM was to assess the Maricopa County’s local area one-stop 

delivery system’s current state by conducting a series of evaluations. The OSOM worked with the MCWDB’s Executive 

Director to prepare evaluation results and findings to present to the full MCWDB by April of PY 17-18. So between the 

months of October through March of PY 17-18 the OSOM coordinated efforts in collaboration with required WIOA 

partners to conduct the following evaluations: 
 

 Strengths, Weaknesses, Opportunities, and Threats (SWOT) Analysis: 

Local Area, Maricopa County 
WIOA

PROGRAMS & PROVIDERS

WIOA TITLE I 
Adult, Dislocated Worker & 

Youth Services

Maricopa County, Human Services 
WORKFORCE DEVELOPMENT DIVISION 

WIOA TITLE II 
Adult Education & Literacy 

Act

Arizona Department of Education
ADULT EDUCATION SERVICES

WIOA TITLE III  
Wagner-Peyser Act

Arizona Department of Economic Security
EMPLOYMENT SERVICES

WIOA TITLE IV 
Vocational Rehabilitation

Arizona Department of Economic Security 
REHABILITATION SERVICES ADMINISTRATION 

MANDATED FUNCTION

•Must coordinate the service delivery of required one-stop partners and 

service providers

MCWDB ADDITIONAL FUNCTIONS

•Facilitate integrated service design

•Work collaboratively

•Act as a liaison

•Delivery of on-going training and technical assistance

•Open and ongoing communication 

•Development of standardized operation procedures (SOP)

•Innovative technologies

•Ensure appropriate requirements to target level of effort needed to match 

job seekers with employers in need of specific skills sets

•Monthly, quarterly, and annual reports
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 PURPOSE: Identify potential outcomes towards strengthening the current way of doing business and most 

importantly anticipate and prepare for any threats to the current way of doing business 

 PARTICIPANTS: 14 out of the 18 upper leadership groups representing each required WIOA program 

contributed to the results of the SWOT Analysis (See Attachment A to view results of the SWOT Analysis).  
 

 Customer- facing staff interviews; employer-facing staff interviews; documentation review; site observations 

and data request evaluations: 

 PURPOSE: To IDENTIFY, KNOW, REVIEW, and RECOMMEND findings impacting the current state of the 

local area’s one-stop delivery system 

 PARTICIPANTS: During the months of October through March of PY 17-18 the OSOM: 

 Evaluated each required WIOA program  

 Engaged with 53 partners system-wide   

 Visited 3 of the comprehensive one-stop delivery sites within Maricopa County’s local area 

The OSOM published the full results of the evaluation in the March 2018, MCWDB OSOM Project Plan. (See Attachment B 

for the complete report).  

 

2.1 Current State Evaluation  
The OSOM completed Phase 1: Planning, Phase 2: Analysis and the Communicate Findings section under Phase 3: 

Integration of the OSOM’s five-phase analysis process in PY 17-18. Figure 3 shows OSOM’s Five Phase Analysis Process 

and a summary of the OSOM’s evaluation process. 
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Figure 3: OSOM’s Five Phase Analysis Process 

           
Figure 4: MCWDB's Local Area OSOM Goals 

•IDENTIFY BENCHMARKS, Evaluating the CURRENT STATE of local area Maricopa County's One-stop

Delivery System.

•DETERMINE PARTNERS/STAKEHOLDERS, MCWDB members, and required WIOA program providers.

•DETERMINE DATA COLLECTION METHODS, SWOT Analysis, Semi-Structured Interviews, Standardized

Open-Ended Interviews, Site and Staff Observations, Data Requests, and Document Review

PHASE 1 PLANNING 

•IDENTIFY the DESIRED STATE OF PERFORMANCE, Figure 4 shows MCWDB's Local Area OSOM Goals

and the information reviewed for identifying the desired state of performance for the local area's one-

stop delivery system.

PHASE 2 ANALYSIS

•COMMUNICATE FINDINGS & GAIN ACCEPTANCE, The MCWDB reviews the OSOM's evaluation

findings and approves those findings; moving forward on establishing goals and actions plans to

address the gaps assessed. The OSOM presented key findings to the board in April 2018.

PHASE 3 INTEGRATION

•DEVELOP ACTION PLAN, An action plans for the findings approved by the MCWDB will be created in

collaboration with required WIOA partners participating in the in-person and virtual ARIZONA@WORK

Maricopa County Collaboration Workgroup sessions launched in quarter one of PY 18-19. Figure 5

displays the recommendations presented to the board in PY 17-18.

•IMPLEMENT SPECIFIC ACTIONS & MONITOR PROGRESS, Completion of this section is contingent on

MCWDB's approval of the completed actions plans.

PHASE 4 ACTION

•INTEGRATE PRACTICES INTO PROCESSES, Completion of this phase is contingent on MCWDB approval

of the activities completed in phase 4.

•MONITOR PROGRESS AND RECALIBRATE PROCESSES OR BENCHMARKS, Completion of this phase is

contingent on MCWDB approval of the activities completed in phase 4.

PHASE 5 INTEGRATE & MONITOR

Continue to effectively implement ARIZONA@WORK Maricopa County Local Workforce Development 
Agency Strategic Plan 2016-2020 regionalism plans and goals  

Coordinate joint efforts with required WIOA partners to meet and exceed the WIOA performance 
and accountability measures

Form a seamless integration model across Maricopa County's local area

Form a high-quality customer service experience for job seekers and employers
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The OSOM continued assessing the current state of the one-stop delivery system after March of PY 17-18 to promote 

collaboration and awareness working towards the goal of forming a seamless one-stop delivery system and integrated 

model across Maricopa County. These efforts also demonstrated to required WIOA partner staff how the OSOM is an 

advocate for the entire Maricopa County local area one-stop delivery system and charged with coordinating efforts to 

reach those goals. (See Attachment C to view additional evaluation results performed from April thru June of PY 17-18). 

The additional evaluation results included analysis based on 29 additional partner staff engagements. Bringing the total 

number of partner staff engagements for PY 17-18 to 82.  

 

First quarter of PY 18-19 marked the completion of the Phase 3 – Integration section’s Gain Acceptance element as the 

MCWDB approved the OSOM to move forward on their findings assessed in PY 17-18. Figure 5 outlines OSOM’s 

Recommendations presented to the MCWDB based on the OSOM’s PY 17-18 evaluation findings. The OSOM also received 

MCWDB approval in PY 18-19 to move forward on Phase 4 - Action of the OSOM five-phase evaluation process. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

2.2 Evaluation Results 
The OSOM’s achievements towards evaluating the current state of Maricopa County’s local one-stop delivery system lead 

to another accomplishment, which was the OSOM drafting eight recommendations based off the evaluation's findings. 

The OSOM highlighted the recommendations to the MCWDB during April 18, 2018, full board meeting. Figure 5 displays 

the complete list of recommendations submitted to the board for review and approval.   
 

 
ONE-STOP OPERATOR MARICOPA COUNTY ONE-STOP DELIVERY SYSTEM 

RECOMMENDATIONS TO MCWDB APRIL 2018 

 
Facilitate and coordinate discussions regarding co-location, co-enrollment, and one-stop delivery 

system-wide referral database and procedure. 
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Coordinate efforts for assessing methods for core WIOA partners to access real-time labor market 

information and ensure core WIOA partners receive relevant and timely information concerning 

upcoming or current career pathways, employment, and apprenticeships initiatives.  

 

Coordinate efforts towards technology innovations that will perform processes like universal 

customer intake and referral protocol including access to view local and trending labor market 

information, access to virtual resources for employers and job seekers, etc.  

 

Coordinate efforts towards universal design concepts for the AJC comprehensive one-stop sites. For 

instance, increase signage, additions, or upgrades to available accessibility technology or equipment 

for individuals with disabilities including real-time translator assistances, etc. 

 

Coordinate leaders from each core WIOA program into work groups to facilitate efforts towards 

integration and a seamless customer service experience for the local area’s one-stop delivery system 

and to include front-line staff and leadership in the workgroups as well. 

 

Coordinate efforts for continuous training and cross-training activities focusing on, core WIOA 

program services and intake processes, employer and customer engagement, labor market and 

industry trends, customer service, career pathways, apprenticeships, WIOA/ETPL overviews and more. 

 

Coordinate and support efforts towards data sharing amongst core WIOA programs and partners, 

and understanding of the already established core WIOA partners MOU. Including efforts towards 

core WIOA partner’s standard operating procedures, policies, and best practices are accessible to all 

core WIOA partners.  

   

Coordinate joint efforts towards defining continuous quality improvement measures and promote 

efforts for core WIOA partners to collaborate and support one another. 

 

Figure 5: OSOM’s Recommendations presented to the MCWDB 

  

 

 

 

 

 

 

 

 

 

2.3 ARIZONA@WORK Maricopa County Collaboration Workgroup Session 
 

In April of PY 17-18, the OSOM prepared the launching of the ARIZONA@WORK Maricopa County Collaboration 

Workgroup offering in-person and virtual workgroup sessions to begin forming solutions to the recommendations 

presented to the MCWDB. So, on March 27, 2018 during the required WIOA Partner Monthly Convening which the OSOM 

coordinates and facilitates, we shared the following:  
 

 The purpose of the ARIZONA@WORK Maricopa County Collaboration Workgroup is to address areas 

of opportunity the OSOM discovered from assessing the current state of the Maricopa County’s local 
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area one-stop delivery system. We provided the details the OSOM needs for identifying benchmarks 

to begin addressing the goals shown in Figure 4: MCWDB's Local Area OSOM Goals. 
 

 The approach to assessing the results of the March PY 17-18 evaluation and the results showing the 

needs the required WIOA partners’ have in common 
 

 The top recommendations or needs including a universal customer referral process; universal 

customer intake process; strategies towards co-locating partner programs and services and access to 

required WIOA partner’s program information including best practices; standard operating 

procedures; policies including access to required WIOA program’s calendar of events and 

promotional material 
 

 The strategy towards building a customer-centered design (CCD) team that consists of two partner 

members (any level) from each required WIOA program. This includes brainstorming approaches 

towards addressing the needs assessed by the OSOM, identifying solutions, and building frameworks 

to integrate and launch system-wide.  
 

 The logistics and time commitment for required WIOA partners to participate on the workgroup: 

o Current projected time commitment will start with one 90-minute in-person workgroup session 

and one 60-minute virtual workgroup session.   

o A potential additional four hours a month time commitment to complete actions assigned 

outside the workgroup sessions. Totaling a potential five and half hour time commitment from 

partners contributing to the workgroups  
 

 The announcement that the OSOM would host the in-person workgroup sessions in the 

downtown/central Phoenix area 
 

Due to the MCWDB’s strategic planning goals and initiatives, the approval to move forward with launching the workgroup 

originally scheduled in PY 17-18, moved to quarter one of PY 18-19. The decision to wait for the results of the MCWDB’s 

strategic planning sessions for the coming program years was strategic. It was critical to be aware of those strategic 

initiatives as we coordinated efforts to address the needs of the one-stop delivery system and incorporate them as we 

move forward with partner’s to frame solutions and successfully achieve the goals shown in Figure 4.  

 

 

  



Created: September 28, 2018                                                     MCWDB OSOM PY 17-18 REPORT                  P a g e  | 9 

2.4 Technology Solutions Workgroup  

In response to the OSOM evaluation of the current state of the Maricopa County’s local area one-stop delivery system, 

the MCWDB formed the Technology Solutions Workgroup. The purpose of the workgroup is to find quality 

technology solutions for the Maricopa County’s local area one-stop delivery system. The OSOM also collaborated with the 

MCWDB Technology Solutions Workgroup to define the current technical requirements and assure the technology 

requirements from the OSOM's evaluation were included. (See Attachment D for the list of technology requirements). 

Figure 6: Technology Solutions Workgroup Overview shows a summary of the workgroup’s processes and tasks. 

 

TASK TASK SUMMARIZED 

Research & Exploration 
Group Convening 

April 12, 2018, A small exploratory committee convened to form the Technology Solutions 
Workgroup. The workgroup was composed of the Technology Solutions Workgroup lead, 
Workforce Development Division staff, OSOM, and MCWDB staff. 

Preliminary System 
Requirement 
Development 

Preliminary system requirements relied heavily on the work and research conducted by the OSOM 
starting October 2017 to April 2018. In addition to the OSOM’s input, research group members 
held discussions with program staff and drew from their own knowledge and experiences to 
develop the requirements list. (See Attachment D for the list of technology requirements). 

Core Partners Info Session 

May 23, 2018, An info session was held involving  required WIOA meeting attendees also included 
the Technology Solutions Workgroup lead, board staff, and the OSOM. The purpose of the meeting 
was to inform required WIOA partners of the efforts to take place in the coming months and 
provided them with the list of system requirements for review. (See Attachment D for the list of 
technology requirements).  
 
Also, request required WIOA partners to nominate two representatives from their WIOA programs 
to attend the Technology Solutions Workgroup’s Phase I of vendor presentations set for May 2018. 

Phase I Vendor 
Presentations 

Six vendors were scheduled for Phase I vendor presentations, for the week of May 28, 2018, and 
the week of June of 11, 2018. 

Summary Report Summary of vendor capabilities 

Technology Solutions 
Workgroup Convening 

June 12, 2018, the workgroup convened to debrief regarding vendor presentations, discuss overall 
impressions, and share the scoring of each vendor presentation. 

Detailed Requirements 
Development 

See Attachment E for the final summary report for more details regarding this step in the process 

Phase II Vendor 
Presentations 

Workgroup needs to amend the existing system requirements and provide greater specificity, so 
that vendors and prepare for round two of vendor presentations.  

Updated Summary Report See Attachment E for the final summary report for more details regarding this step in the process 

Maricopa County WDB 
Presentation & Next Steps 

See Attachment E for the final summary report for more details regarding this step in the process 

 

Figure 6: Technology Solutions Workgroup Overview 

 

Thanks to the efforts of MCWDB’s Management Analyst, a summary report is available informing stakeholders of the work 

Technology Solutions Workgroup accomplishment as of August 2018. Including the response from vendors’ regarding the 

preliminary system requirements, and prepare the Technology Solutions Workgroup for the next phase of work. (See 

Attachment E for the final summary report).  
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2.5 Additional PY 17-18 Achievements 
The OSOM initiated a nationwide One-Stop Operator call to occur the third Wednesday of the month in PY 17-18. The 

purpose of the call was to convene OSOM’s locally, statewide, and across the nation to collaborate on best practices and 

assess how other local areas are defining the role of the OSOM to optimize the Maricopa County’s local OSOM role. 

 

In addition to the 80+ required partner engagements in PY 17-18, the OSOM also engaged with the following: 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

  

TYPE PURPOSE 

Engaged with 10+   
Community & Education Providers 

Evaluate Career Pathway opportunities, and assess additional resources to 
recommend to the Maricopa County’s local area one-stop delivery system to better 
serve their customers. 

Engaged with 5+  
AZ government agencies 

Evaluate how to obtain information at the state-level relating to labor marketing 
data, employment, and skills development opportunities for job seekers. 

Engaged with 3 other local areas 
in AZ 

Evaluate with the City of Phoenix, Pinal, and Pima the efforts of the OSOM role and 
more. 

Analyzed 4 innovative 
technologies 

Evaluate the following innovative workforce technologies outside the Technology 
Solutions Workgroup initiative:  

 SnagPad, for jobseeker and employer self-service, referral, case 
management 

 Community Resource Connection (CRC) Application, for system-wide 
referrals  

 Vox Greeters, for checking in customers coming to the American Job  
 Pipeline AZ, a career pathway and employer screening tool 

Engaged with 10+   
Community Providers 

Evaluate community resources for special populations like veterans or low-skilled job 
seekers to recommend to the Maricopa County’s local area one-stop delivery system 
partners towards serving the customer.  
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SECTION 3: ARIZONA@WORK Maricopa County OSOM PY 17-18 Year-

End Review Survey   
 

During July 2018, the OSOM sent 50 required WIOA partners a request to complete the ARIZONA@WORK Maricopa 

County OSOM PY 17-18 Year-End Review Survey. The response rate was 72%. The survey was anonymous, however the 

survey also requested respondents to select their affiliate required WIOA program. Figure 7: OSOM PY 17-18 Year-End 

Review Survey provides the response rate and additional information.   
 

Completion Rate 
 

 

Number of 
respondents out of 

the 50 invited to 
participate 

 

Required WIOA 
Partners Who 
Optd To Share 

Their Designated 
WIOA Program 

(this section was 
optional) 

 

  
Figure 7: OSOM PY 17-18 Year-End Review Survey 

 

3.1 ARIZONA@WORK Maricopa County OSOM PY 17-18 Year End Review Key Survey 

Results   
The following is a list of key results from the ARIZONA@WORK Maricopa County OSOM PY 17-18 Year End Review survey 

sent to required WIOA partners: 
 

 Seventy-eight percent of all respondents wanted the OSOM to move forward on solutions that 

address the recommendations identified and shared to the MCWDB for consideration. 

 

 Fifty-six percent of all respondents wanted more awareness regarding the resources and 

services other partners and community agencies provide. 

 

 Sixty-five percent of all respondents valued that the One Stop Operator has brought the 

mandated partners to the table.  
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SECTION 4: PY 17-18 Budget Summary 

MAXIMUS uses accounting and invoicing methods that are stringent, uniform, and audited. These methods conform to 

the guidelines set up by the Generally Accepted Principles (GAAP) and are audited by an Independent Certified 

Accounting Firm. 

Year One 2017 – 2018 Budget  

PY 2017 – 2018 Budget   $200,000.00 

Personnel $98,000 

Fringe Benefits $26,449 

Mileage $1,380 

Consultant $5,000 

Office Supplies $4,460 

Overhead & Administrative, Fees $64,771 

 

The OSOM itemizes monthly progress and forwards an invoice to local area’s accounting department by the 10th of the 

month for processing. Total expenditures for FY 17-18 were $199,951.50. 

Year One 2017 – 2018 Expenditures 

Total Expenditures   $199,951.50 

Personnel $100,493.22 

Fringe Benefits $29,173.18 

Mileage $0 

Consultant $0 

Office Supplies $4,023.16 

Overhead & Administrative, Fees $66,261.93 

 

The OSOM used internal resources rather than an outside consultant which explains the overages in the Personnel, 

Fringe, and Overhead & Administrative line items and $0 in the Consultant line.  The team did not charge mileage to the 

project.  There is no increase in the budget for FY 18-19. 
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SECTION 5: OSOM PY 18-19 Plan 
 

The OSOM collaborated with the MCWDB Executive Director in the first quarter of PY 18-19, to define the nine areas of 

focus expectations and performance measures. See sections 5.1 - 5.9, for details on the nine areas of focus expectations 

and performance measures for PY 18-19. 
 

5.1 PY 18-19 Facilitate Integrated Service Design 
 

Area  FACILITATE INTEGRATED SERVICE DESIGN  

Expectations 

Convene CORE partners 2x/month 

Define objective collectively (What issue(s) are we trying to solve?) in relation to: capacity, 

quality and customer service for job seekers and businesses as outlined in Year 2 OSO contract 

Complete a current asset inventory 

Complete a GAPS/opportunities inventory 

Produce an Action Plan/Responsibility Matrix 

 Collectively we identified XX number of items we need to address 

 Of what we identified which are top 2 priorities? May change based on evolution of 

work and should be reviewed and documented this review took place including who 

was present and participated each time the group meets to ensure everyone stays on 

the same page and is held accountable for action plan assignments 

Have the group identify what support is specifically needed from the OSO to implement 2 ISD 

design priorities and what success looks like 

Top 2 ISD Design priorities will be listed and tracked on a written goal/score card which gets 

reviewed every partner meeting to document/measure progress 

Frequency of 
Measurement  

MONTHLY 

Progress & Percent of 
Completion 

Evidence of all bi-monthly meetings (meeting invite, detailed agenda with back up material 

sent 10 business days before each meeting with specific instructions to attendees, sign-in 

sheets, including prepared detailed meeting summary sent to all attendees 3 business days 

following each meeting) 

PROGRESS AND PERCENT OF COMPLETION: 

1. Complete listing of all issue(s) generated during the define objective collectively 

convening with core partners 

2. Complete asset inventory with evidence of core partner development participation 

including follow up dissemination to all core partners 

3. Complete GAPS/Opportunity report with evidence of core partner development 

participation including follow up dissemination to all core partners 

4. Complete detailed action plan/responsibility matrix with evidence of core partner 

development participation including follow up dissemination to all core partners 

5. Complete detailed implementation plan with evidence of required partner development 
participation including follow up dissemination to all core partners. 
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5.2 PY 18-19 Work Collaboratively 
 

Area  WORK COLLABORATIVELY  

Expectations 

Define with core partners what collaborative work looks like in relation to:  service coordination, 

availability and delivery as outlined in Year 2 OSO contract 

Summary of collaborative work definitions as defined collectively by core partners including 

signoff /endorsement from each partner 

Complete a current asset inventory in relation to collaboration, communication 

Complete a GAPS/opportunity inventory in relation to collaboration, communication 

Identify with core partner’s realistic forms/modes of communication/feedback loops to be used 

resulting in a summary of agreed upon communications methods 

Produce an Action Plan/Responsibility Matrix: 

 Collectively we identified XX number of items we need to address 

 Of what we identified what are top 2 priorities? May change based on evolution of work and 

should be reviewed and documented this review took place including who was present and 

participated each time the group meets to ensure everyone stays on the same page and is 

held accountable for action plan assignments 

Have the group identify what support is specifically needed from the OSO to implement 2 

Working Collaboratively priorities and what success looks like. 

Top 2 Working Collaboratively priorities will be listed and tracked on a written goal/score card 

which gets reviewed every partner meeting to document/measure progress 

Frequency of 
Measurement  

MONTHLY 

Progress & Percent of 
Completion 

Evidence demonstrating regular meetings were held across all partner convening to include 

(meeting invite, detailed agenda with back up material sent 10 business days before each 

meeting with specific instructions to attendees, sign-in sheets, including prepared detailed 

meeting summary sent to all attendees 3 business days following each meeting) 

Evidence of strong attendance based on list of attendees as identified by core partner leadership 

(confirm who should be attending, create standing roster with updates as provide by core 

partner leadership) 

Evidence of strong meeting prep (materials are clearly written, free of errors, complete with 
meeting materials to be distributed 10 days in advance of all meetings 

Evidence of detailed documented partner participation during meetings per Title (beyond 

attendance capture who did or did not actively participate, replied, followed up as necessary) 

Evidence of the number of times core partners are asked to provide input (i.e. Include in 

communication such as at the conclusion of every meeting, at the top or bottom of meeting 

summaries, email communications, surveys, etc. and how many responses (per title) are 

received per item and totaled YTD 

“Ask if there is anything else to add, cover or if they see anything differently” goal is to get 

documented consensus or know what you need to address/resolve right then or at next 

meeting 

PROGRESS AND PERCENT OF COMPLETION: 

1. Complete listing of definitions generated during the define collaborative working convening 

with core partners 

2. Complete asset inventory with evidence of core partner development participation including 

follow up dissemination to all core partners 

3. Complete GAPS/Opportunity report with evidence of core partner development participation 

including follow up dissemination to all core partners 
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4. Complete detailed action plan/responsibility matrix with evidence of core partner 

development participation including follow up dissemination to all core partners 

5. Complete detailed implementation plan with evidence of core partner development 

participation including follow up dissemination to all core partners 

 

5.3 PY 18-19 ACT AS LIAISON 
Area   ACT AS LIAISON 

Expectations 

 As the MCWDB Liaison to Service Providers: 

 Provide monthly summary to MCWDB on Adult and Youth Service Provider(s) activities, 

performance 

 Provide visibility and support on Adult and Youth Service Provider(s) activities, performance 

alignment with MCWDB strategy 

 Convene 1x/month Adult Service Provider(s) meeting 

 Convene 1x/month Youth Service Provider(s) meeting 

 As the MCWDB Liaison to Partners: 

 Provide monthly summary to MCWDB on Core Partner(s) activities, performance 

 Provide visibility and support on Core Partner(s) activities, performance alignment with 

MCWDB strategy 

 Convene 2x/month Core Partner(s) meetings 

 Produce Service Provider Score Card 

Produce an Action Plan/Responsibility Matrix for Technical Assistance for both areas above: 

 # of issues identified that require action to resolve 

 Of that # what are top 2 priorities?  May change based on evolution of work and should be 

reviewed and documented this review took place including who was present and 

participated each time the group meets to ensure everyone stays on the same page and is 

held accountable for action plan assignments 

 Have the OSO with Service Providers and Partners identify what support is specifically 

needed for OSO to implement 2 Act as Liaison priorities and what success looks like 

 Top 2 Act as Liaison priorities will be listed and tracked on a written goal/score card which 

gets reviewed every partner meeting to document/measure progress 

Frequency of 

Measurement  
MONTHLY 

Progress & Percent of 

Completion 

Evidence of all Service Provider(s) and Partner meetings (meeting invite, detailed agenda with 

back up material sent 10 business days before each meeting with specific instructions to 

attendees, sign-in sheets, including prepared detailed meeting summary sent to all attendees 

3 business days following each meeting) 

PROGRESS AND PERCENT OF COMPLETION: 

1. Monthly summary on Adult and Youth Service Provider(s) activities, performance 

2. Monthly summary on Core Partner activities, performance 

3. Score card on Service Providers alignment with MCWDB strategy 

4. Score card on Core Partners alignment with MCWDB strategy 

5. Evidence of Adult Service Provider(s) participation 

6. Evidence of Core Partners participation 
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5.4 PY 18-19 Delivery of On-Going Training and Technical Assistance 
 

Area  DELIVERY OF ON-GOING TRAINING AND TECHNICAL ASSISTANCE 

Expectations 

Identify Staff Training needs collectively (What skills do staff need for the issue(s) we are trying 

to solve?) in relation to: capacity, quality and customer service for job seekers and businesses 

as outlined in Year 2 OSO contract 

Complete a current staff skill asset inventory 

Complete a skill staff GAPS/opportunities inventory 

Produce an Action Plan/Responsibility Matrix for Training 

 Collectively we identified XX number of items we need to address 

 Of what we identified which are top 2 priorities?  (May change based on evolution of work 
and should be reviewed and documented this review took place including who was present 
and participated each time the group meets to ensure everyone stays on the same page and 
is held accountable for action plan assignments 

Have the group identify what support is specifically needed from the OSO to implement 2 Staff 

Training priorities and what success looks like 

Top 2 Staff Training priorities will be listed and tracked on a written goal/score card which gets 

reviewed every partner meeting to document/measure progress 

Have the group identify what support is specifically needed from the OSO to implement 2 

Working Collaboratively priorities and what success looks like. 

Top 2 Working Collaboratively priorities will be listed and tracked on a written goal/score card 

which gets reviewed every partner meeting to document/measure progress 

Identify Technical Assistance needs collectively (What skills/capabilities does the system need 

for the issue(s) we are trying to solve?) in relation to:  capacity, quality and customer service 

for job seekers and businesses as outlined in Year 2 OSO contract 

Complete a current system asset inventory 

Complete a skill system GAPS/opportunities inventory 

Produce an Action Plan/Responsibility Matrix for Technical Assistance:  

 Collectively we identified XX number of items we need to address 

 Of what we identified which are top 2 priorities?  (May change based on evolution of work 
and should be reviewed and documented this review took place including who was present 
and participated each time the group meets to ensure everyone stays on the same page and 
is held accountable for action plan assignments 

Have the group identify what support is specifically needed from the OSO to implement 2 

Technical Assistance priorities and what success looks like 

Top 2 Technical Assistance priorities will be listed and tracked on a written goal/score card which 

gets reviewed every partner meeting to document/measure progress 

Frequency of 
Measurement  

MONTHLY 

Progress & Percent of 
Completion 

Evidence of all meetings pertaining to delivery of ongoing training and technical assistance 
(meeting invite, detailed agenda with back up material sent 10 business days before each 
meeting with specific instructions to attendees, sign-in sheets, including prepared detailed 
meeting summary sent to all attendees 3 business days following each meeting) 
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PROGRESS AND PERCENT OF COMPLETION: 

1. Complete listing of all Staff Training topics(s) generated collectively with core partners 

2. Complete Staff Training asset inventory with evidence of core partner development 
participation including follow up dissemination to all core partners 

3. Complete Staff Training GAPS/Opportunity report with evidence of core partner 
development participation including follow up dissemination to all core partners 

4. Complete detailed Staff Training action plan/responsibility matrix with evidence of core 
partner development participation including follow up dissemination to all core partners 

5. Complete detailed Staff Training implementation plan with evidence of core partner 
development participation including follow up dissemination to all core partners. 

6. Complete listing of all Technical Assistance topics(s) generated collectively with core 
partners 

7. Complete Technical Assistance asset inventory with evidence of core partner development 
participation including follow up dissemination to all core partners 

8. Complete Technical Assistance GAPS/Opportunity report with evidence of core partner 
development participation including follow up dissemination to all core partners 

9. Complete detailed Technical Assistance action plan/responsibility matrix with evidence of 
core partner development participation including follow up dissemination to all core 
partners 

10. Complete detailed Technical Assistance implementation plan with evidence of core partner 
development participation including follow up dissemination to all core partners. 

11. Implementation Plan progression for Staff Training 
12. Implementation Plan progression for Technical Assistance 
13. Staff Training score card 
14. Technical Assistance score card 
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5.5 PY 18-19 Open and Ongoing Communication 
 

Area  OPEN AND ONGOING COMMUNICATION 

Expectations 

Facilitate development of regional shared vision with core partners in relation to: capacity, 

quality and customer service for job seekers and businesses as outlined in Year 2 OSO contract 

Summary of collaborative work definitions as defined collectively by core partners including 

signoff /endorsement from each partner 

Summary of regional shared vision as defined collectively by core partners including signoff 

/endorsement from each partner 

Complete a current internal and external customer service asset inventory 

Complete an internal and external customer service GAPS/opportunities inventory 

Create a current career pathways asset inventory 

Produce an Action Plan/Responsibility Matrix for Training: 

 Collectively we identified XX number of items we need to address 

 Of what we identified which are top 2 priorities?  May change based on evolution of work 

and should be reviewed and documented this review took place including who was present 

and participated each time the group meets to ensure everyone stays on the same page and 

is held accountable for action plan assignments 

Have the group identify what support is specifically needed from the OSO to implement 2 Open 

and Ongoing priorities and what success looks like 

Top 2 Open and Ongoing priorities will be listed and tracked on a written goal/score card with 

gets reviewed every partner meeting to document/measure progress 

Frequency of 
Measurement  

MONTHLY 

Progress & Percent of 
Completion 

Evidence demonstrating regular meetings were held across all partner convening to include 
(meeting invite, detailed agenda with back up material sent 10 business days before each 
meeting with specific instructions to attendees, sign-in sheets, including prepared detailed 
meeting summary sent to all attendees 3 business days following each meeting) 

Evidence of strong attendance based on list of attendees as identified by core partner leadership 
(confirm who should be attending, create standing roster with updates as provide by core 
partner leadership) 

Evidence of strong meeting prep (materials are clearly written, free of errors, complete with 

meeting materials to be distributed 10 days in advance of all meetings 

Evidence of detailed documented partner participation during meetings per Title (beyond 

attendance capture who did or did not actively participate, replied, followed up as necessary) 

Evidence of the number of times core partners are asked to provide input (i.e. Include in 

communication such as at the conclusion of every meeting, at the top or bottom of meeting 

summaries, email communications, surveys, etc. and how many responses (per title) are 

received per item and totaled YTD (example: X core partner input requested divided by Y core 

partner input received = Z communication score) 

“Ask if there is anything else to add, cover or if they see anything differently” goal is to get 

documented consensus or know what you need to address/resolve right then or at next 

meeting 

Progress and percent of completion: 

1. Complete share vision document generated with evidence of core partner’s development 
participation 

2. Complete internal/external customer service asset inventory with evidence of core 
partner development participation including follow up dissemination to all core partners 

3. Complete internal/external customer service GAPS/Opportunity report with evidence of 
core partner development participation including follow up dissemination to all core 
partners 
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4. Complete career pathways asset inventory with evidence of core partner development 
participation including follow up dissemination to all core partners 

5. Complete career pathways GAPS/Opportunity report with evidence of core partner 
development participation including follow up dissemination to all core partners 

6. Complete internal/external customer service detailed action plan/responsibility matrix 
with evidence of core partner development participation including follow up 
dissemination to all core partners 

7. Complete internal/external customer service detailed implementation plan with evidence 
of core partner development participation including follow up dissemination to all core 
partners. 

8. Complete career pathways detailed action plan/responsibility matrix with evidence of 
core partner development participation including follow up dissemination to all core 
partners 

9. Complete career pathways detailed implementation plan with evidence of core partner 
development participation including follow up dissemination to all core partners. 
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5.6 PY 18-19 Development of Standardized Operation Procedures (SOP)  
 

Area  DEVELOPMENT OF STANDARDIZED OPERATION PROCEDURES (SOP) 

Expectations 

Convene CORE partners 2x/month 

Define objective collectively (What procedure(s) need to standardized across all core 

partners?) in relation to: 

MCWDB policies and strategy as well as capacity, quality and customer service for job seekers 

and businesses as outlined in Year 2 OSO contract 

Complete a current SOP inventory (Are there any SOPs that already span all partners?) 

Complete an internal and external customer service GAPS/opportunities inventory 

Complete a SOP GAPS/opportunities inventory (Where are holes necessitating new SOPs need 

be created and when?) 

Produce an Action Plan/Responsibility Matrix for Training: 

 Collectively we identified XX number of items we need to address 

 Of what we identified which are top 2 priorities? May change based on evolution of work 

and should be reviewed and documented this review took place including who was present 

and participated each time the group meets to ensure everyone stays on the same page 

and is held accountable for action plan assignments 

Have the group identify what support is specifically needed from the OSO to implement 2 SOP 

priorities and what success looks like 

Top 2 SOP priorities will be listed and tracked on a written goal/score card which gets reviewed 

every partner meeting to document/measure progress 

Frequency of 

Measurement  
MONTHLY 

Progress & Percent of 

Completion 

Evidence of all bi-monthly meetings (meeting invite, detailed agenda with back up material 

sent 10 business days before each meeting with specific instructions to attendees, sign-in 

sheets, including prepared detailed meeting summary sent to all attendees 3 business days 

following each meeting) 

PROGRESS AND PERCENT OF COMPLETION: 

1. Complete listing of all SOP(s) generated with core partners 

2. Complete SOP asset inventory with evidence of core partner development participation 

including follow up dissemination to all core partners 

3. Complete SOP GAPS/Opportunity report with evidence of core partner development 

participation including follow up dissemination to all core partners 

4. Complete SOP detailed action plan/responsibility matrix with evidence of core partner 

development participation including follow up dissemination to all core partners 

5. Complete SOP detailed implementation plan with evidence of core partner development 

participation including follow up dissemination to all core partners. 

5.7 PY 18-19 Innovative Technologies 
 

Area  INNOVATIVE TECHNOLOGIES 

Expectations 

Convene CORE partners 2x/month 

Define objective collectively (What issue(s) can Share Point/technology help us solve?) in relation 

to: capacity, quality and customer service for job seekers and businesses as outlined in Year 2 

OSO contract 

Obtain core partner consensus to stand up Share Point site (verify thoughts/concerns/any 

reasons not to move forward at this point in time? Address to resolve before OSO proceeds with 

MCWDB approval for implementation. 
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Produce an Action Plan/Responsibility Matrix for Training: 

 Once consensus is reached; what is needed to implement with Share Point  

 What are the top 2 priorities to get it launched and core partners trained to use it? (May 

change based on evolution of work and should be reviewed and documented this review 

took place including who was present and participated each time the group meets to ensure 

everyone stays on the same page and is held accountable for action plan assignments 

Have the group identify what support is specifically needed from the OSO to implement 2 Share 

Point implementation priorities and what success looks like 

Top 2 Share Point implementation priorities will be listed and tracked on a written goal/score 

card which gets reviewed every partner meeting to document/measure progress 

Frequency of 

Measurement  
MONTHLY 

Progress & Percent of 

Completion 

Evidence of all bi-monthly meetings (meeting invite, detailed agenda with back up material 

sent 10 business days before each meeting with specific instructions to attendees, sign-in 

sheets, including prepared detailed meeting summary sent to all attendees 3 business days 

following each meeting) 

PROGRESS AND PERCENT OF COMPLETION: 

1. Complete listing of all technology topic(s) generated with core partners 

2. Evidence of core partner consensus was obtained to proceed with Share Point 

implementation 

3. Submission to MCWDB for approval with evidence of core partner consensus 

4. Complete detailed action plan/responsibility matrix with evidence of core partner 

development participation including follow up dissemination to all core partners 

5. Complete detailed implementation plan with evidence of core partner development 

participation including follow up dissemination to all core partners 
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5.8 PY 18-19 Ensure appropriate requirements to target level of effort needed to match 
job seekers with employers in need of specific skills sets  
 

Area  
ENSURE APPROPRIATE REQUIREMENTS TO TARGET LEVEL OF EFFORT NEEDED TO MATCH 

JOB SEEKERS WITH EMPLOYERS IN NEED OF SPECIFIC SKILLS SETS 

Expectations 

Convene CORE partners 2x/month 

Define objective collectively (What issue(s) can Share Point/technology help us solve?) in relation 

to: capacity, quality and customer service for job seekers and businesses as outlined in Year 2 

OSO contract 

Collect core partner data and aggregate to show/tell FY19 big picture story for Maricopa local 

area 

Verify targets of each partner who have to report on this metric 

Complete a comprehensive list of mandated requirements across all core partners (How many 

requirements exists across all partners? Any duplication?) 

Complete a GAPS/opportunities inventory (What requirement should be in place to ensure 

successful matching between job seekers and business?) 

Produce an Action Plan/Responsibility Matrix for Training: 

 Collectively we identified XX number of items we need to address 

 What are the top 2 priorities? (May change based on evolution of work and should be 

reviewed and documented this review took place including who was present and participated 

each time the group meets to ensure everyone stays on the same page and is held accountable 

for action plan assignments 

Have the group identify what support is specifically needed from the OSO to implement 2 Job 

Seeker/Business Matching Requirement priorities and what success looks like 

Top 2 Job Seeker/Business Matching Requirement priorities will be listed and tracked on a 

written goal/score card which gets reviewed every partner meeting to document/measure 

progress 

Frequency of 

Measurement  
MONTHLY 

Progress & Percent of 

Completion 

Evidence of all bi-monthly meetings (meeting invite, detailed agenda with back up material 

sent 10 business days before each meeting with specific instructions to attendees, sign-in 

sheets, including prepared detailed meeting summary sent to all attendees 3 business days 

following each meeting) 

PROGRESS AND PERCENT OF COMPLETION: 

1. Comprehensive listing of all requirement(s) to match job seekers to businesses generated 

with core partners 

2. Evidence core partner data was collected and aggregated to show FY19 big picture story 

for Maricopa local area 

3. Evidence core partner targets were verified for matching job seekers to businesses 

4. Complete comprehensive list of mandated requirements across all core partners 

5. Complete a GAPS/opportunity inventory with evidence of core partner development 

participation including follow up dissemination to core partners 

6. Complete detailed action plan/responsibility matrix with evidence of core partner 

development participation including follow up dissemination to all core partners 

7. Complete detailed implementation plan with evidence of core partner development 

participation including follow up dissemination to all core partners. 
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5.9 PY 18-19 Monthly, Quarterly, and Annual Reports 
Area  MONTHLY, QUARTERLY, AND ANNUAL REPORTS 

Expectations 

Monthly OSO progress reports on all scope of work activities will be submitted 10 days following 

the month end 

Quarterly OSO progress reports on all scope of work activities will be submitted 45 days following 

the quarter end 

Annual OSO progress reports on all scope of work activities will be submitted 45 days following 

the year end 
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Attachments 

Attachment A: PY 17-18 Required WIOA Upper Leadership Partner SWOT Analysis 
Results 

 

 

Attachment B: Maricopa County Workforce Board One-Stop Operator Project Plan 
Update March 2018  
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Attachment C: Additional Evaluation Results for April - June of PY 17-18 
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Attachment D: Technology Requirements Identified in PY 17-18  
 

 
 
 
 



Created: September 28, 2018                                                     MCWDB OSOM PY 17-18 REPORT                  P a g e  | 30 

 
 
 
 
 

 



Created: September 28, 2018                                                     MCWDB OSOM PY 17-18 REPORT                  P a g e  | 31 

 
 

 

 



Created: September 28, 2018                                                     MCWDB OSOM PY 17-18 REPORT                  P a g e  | 32 

Attachment E: MCWDB’s Technology Solutions Workgroup Summary Report  
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 


