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Executive Summary

This Corporate Plan is a living, breathing embodiment of the future focus of the Brevard Workforce Development Board.  In this plan, we are striving to meet our longstanding vision and mission while partnering with key stakeholders in Brevard to support attainment of broad County initiatives.  It is directed generally at our stakeholder community and specifically at our future Brevard Job Link operator management team.

There are a number of workforce development issues facing Brevard: 1) changing workforce needs in a diversifying economy; 2) visibility, accessibility and efficiency of workforce development services for incumbent workers and the unemployed; 3) an aging workforce in a tight labor market; 4) low labor force participation rates emphasizing a need to attract and engage early retirees and disabled persons in the community; and 5) limitations on worker advancement due to gaps between low and high skill jobs.

The Brevard Workforce Development Board has targeted five areas of focus to address workforce development issues and has identified strategies and action steps to accomplish each of these goals: 

1) Strengthening key business clusters by working with them to identify and solve workforce issues they face;

2) Increase community understanding of the connection between skills and good jobs;

3) Increase participation in the Brevard County labor force;

4) Identify and help build career ladders in the County for low- and mid-wage job holders; and

5) Ensure Brevard Job Link continues to improve and becomes an unparalleled “scout, broker and facilitator” for employers and job seekers. 

This plan also details the Brevard Workforce Development Board’s philosophy and approach to operating the Brevard Job Link system.  The Brevard Job Link will continue to deliver top quality services to customers with emphasis on customer satisfaction and continuous improvement.  This goal will be attained by establishing chartering criteria for the operator and in the process will examine: 1) size and makeup of Brevard Job Link partner budgets; 2) partnership expansion potential; 3) perception of workforce preparation providers; and 4) Brevard Job Link management.  The Brevard Workforce Development Board is committed to a system which is consistent in delivery and process and will incorporate the following: 1) a site manager model for accountability; 2) a staff organized and integrated across functions, not programs; 3) evaluation of the need for a full-time resource center manager; 4) education for employers and job seekers about services; 5) improved coordination of youth services; 6) enhancement of employers services beyond the traditional; 7) streamlined customer flows and the training approval process; 8) consistent processes across the system; 9) elimination of duplicated administrative services; and 10) formal internal and external customer satisfaction programs.  

The Brevard Workforce Development Board will engage community stakeholders in its efforts to achieve the goals described in this plan, as well as to address those workforce development issues defined outside of this document.  We will continue to build and nurture partnerships with the following: 1) businesses important to a thriving economy; 2) business leadership organizations; 3) community based organizations; 4) County commissioners; 5) economic development; 6) education (public and private schools and training providers); 7) legislative delegations; 8) municipalities; and 9) organized labor.  We will engage in a variety of activities with our partners to forge strategic partnerships.

The next steps for the Brevard Workforce Development Board are as follows: 1) adoption of the plan; 2) rollout of the plan to community forums for input and further refinement; 3) engage relevant community organizations to gain support in meeting goals; 4) organize committees for development of work plans on each goal; 5) develop chartering criteria for the Brevard Job Link system; 6) develop and release a Request for Proposal for an operator of the Brevard Job Link; and 7) develop system-wide measures with the Brevard Job Link operator.  

Introduction

Board Vision and Mission
The Brevard Workforce Development Board’s vision is “A highly competitive workforce for Brevard County.”  Our mission is “to facilitate and be the catalyst for workforce development services that are responsive to the employment needs of Brevard County.”  The Brevard Workforce Development Board strives to achieve our vision and mission while simultaneously helping Brevard County to meet the vision it has created through the Brevard Tomorrow strategic planning process.  

Brevard Tomorrow envisions Brevard County as a welcoming community with a strong economy and excellent quality of life.  Each of the values defined in the County’s “Preferred Future” are relevant to the area of workforce development: 

· Educational Excellence – The quality of the entire educational system in the County is a pivotal foundation for ensuring the county has a skilled workforce.

· Entrepreneurship – Workforce development financial supporters and service providers must assess their capacity and flexibility to help workers gain the skills and knowledge needed to succeed in an entrepreneurial future, which may involve substantial opportunities for change from today’s jobs and economy.
· Resource Conservation – Workers are one of the key resources to be conserved and not discarded.  Helping those facing dislocation to transition to new opportunities is a central workforce development strategy.  
· Managed Growth – Workforce development must participate in the process of planning for future growth to ensure that training and skills align with that growth.  

· Cultural Diversity – The diversity of the community affects the development of programs for education and training, including needs for services in languages other than English, as well as English as a Second Language programs.  

· Space Heritage – Continuing to take advantage of our international identity in serving as the primary site for manned space flight requires focusing on the workforce requirements of space-related industries and making certain that those industries stay in Brevard County and grow through the use of a technically skilled workforce.  

As Brevard shapes its future, the Brevard Workforce Development Board is aligning its efforts with economic development strategy in an effort to make certain that our workforce community has the skills and types of employment opportunities required to prosper.  

To achieve success, it is important for the Brevard Workforce Development Board to work with a host of strategic partners and to harness a number of resources to make our strategic plan and achievement of the goals identified in this plan a certainty.  There has never been a better opportunity or greater need to focus on the one community dynamic that drives economic growth and the community’s resultant quality of life – workforce development.  

The Brevard Workforce Development Board achieves goals through its work.  That work impacts local and regional workforce issues and ensures that the economy has an educated and skilled workforce to draw upon.  The Brevard Workforce Development Board also completes work that impacts the state of Florida through its Charter from Workforce Florida, Inc. (WFI), the state of Florida’s chief workforce development policy organization.

WFI provides oversight to both the new Agency for Workforce Innovation (AWI), which is the state agency administering workforce programs, funding and personnel, and to the 24 regional workforce boards, of which the Brevard Workforce Development Board is one.  
The new state law also established three councils: 

· First Jobs/First Wages - Helps prepare students and first-time workers for jobs.  

· Better Jobs/Better Wages - Helps people transitioning from low-wage jobs and underemployed adult workers.  

· High Skill/High Wages - Coordinates education and training programs designed to prepare workers for high-pay, high-demand jobs, building skills, careers, and a more capable workforce prepared to meet growing businesses.

Role of the Brevard Workforce Development Board

The specific role of our Brevard Workforce Development Board is threefold: 
· Strategic Planning – Identifying opportunities around workforce development issues, planning appropriate action to resolve those issues, and reacting to any barriers to the goals identified by Brevard County relating to workforce development. 

· Policy Development – Guiding policy for the region, with a commitment to leadership in workforce development and partnership with stakeholders and the broader community.

· Oversight of the Local System – Creating and ensuring accountability and quality from workforce system components, including Brevard Job Link, School-to-Work, Welfare-to-Work, First Jobs/First Wages, Better Jobs/Better Wages and High Skill/High Wages.

The Purpose of the Strategic Plan

This plan outlines the goals and strategies being established by the Brevard Workforce Development Board, and sets out the context demanding those actions.  The Brevard Workforce Development Board will make its goals the organizing device for its work.  Consequently, the goals and strategies will frame service provider expectations and standards, funding priorities and decisions, and partnerships that are developed as a result of the Brevard Workforce Development Board’s action.  

Using this Strategic Plan

While this strategic plan is comprehensive in scope, it is developed to address two distinct communities of interest: 1) community stakeholders with a focus on addressing broad community workforce issues, and 2) the Brevard Job Link operator management team designated by the Brevard Workforce Development Board to operate its Brevard Job Link One-Stop Career Centers, its flagship product.

As you read this plan, focus on the major goals being established by the Brevard Workforce Development Board and consider how they impact you.  Here are some questions to keep in the back of your mind and ponder as you consider the Brevard Workforce Development Board’s priorities: 

· Does achieving the goals require your organization to consider changes in your own work?  

· How do the issues identified in this plan align with those your organization is facing?

· Where are the opportunities you see to partner with the Brevard Workforce Development Board on strategies that can help achieve these goals?

· What’s most urgent to tackle?  And, a related question – where are the opportunities for achieving meaningful results in the near term?

One final note: we want your feedback.  This is not a document being created simply to rest on a shelf somewhere.  Rather, the Brevard Workforce Development Board views this as a long-term, directional plan that will be clarified, modified, and improved as the need to do so arises.  Your help in entering into a dialogue with us about workforce challenges and opportunities in our County can only assure continuing improvements of our plan.

Significant Trends and Workforce Issues

Every labor market is comprised of three major sectors: 

1) Employers;

2) Educators and trainers; and

3) Individuals in the labor force.

Where they intersect, workforce development issues emerge – when employers seek qualified workers or training resources; when individuals seek jobs, education or training services; and when trainers and educators plan and develop curriculum and services to meet employer needs.

Analyzing information about these sectors has given the Brevard Workforce Development Board a perspective about the issues facing the community in workforce development.  Building a highly competitive workforce and responding to the employment needs of Brevard County will not be easy tasks.  A number of fundamental issues must be addressed:

· Changing Workforce Needs – The economy of Brevard is diversifying.  As emerging businesses continue to grow, the workforce must also evolve.  This will require keeping a pulse on the changing workforce needs to ensure that the education and skill training provided in the County is relevant.

· Visibility, Accessibility and Efficiency of Workforce Development Services – Workforce development services are most often targeted toward people who are unemployed.  This is an important group on which to focus services.  However, there are also a high number of people in the workforce that are employed and looking for a new, higher skill level and higher paying job.  Many of these people are not familiar with the career opportunities and employment and training resources available in the County.

· An Aging Workforce – While Brevard’s population grew from 1990 to 2000, the percentage of the population age 25-44 has declined over the same period.  At the same time, the percent of the population age 65 and older has increased.  The shrinkage of the core working-age population adds additional pressure to an already tight labor market.

· Labor Force Participation – Brevard’s labor force participation rate is lower than state and national rates.  There are a significant number of working-age adults in the community who are not working because they choose not to work or because they are not aware of potential job opportunities.  This represents a significantly under-utilized community resource, which has the potential to enhance the diversity and skill level of the workforce.  

· Limitations to Worker Advancement – There are jobs available for unskilled and highly skilled workers.  There continues to be a shortage of job opportunities requiring mid-range skills and paying mid-range wages to bridge the gap between these low- and high-skill jobs.  

Strategic Direction

Brevard’s workforce issues indicate that the overarching challenge for Brevard County is to ensure that all citizens, young and old, have access to the education, training and economic opportunities that will ensure competitive success in the new economy.  We need to identify key industry sectors and their workforce needs and develop ways to find the people with the necessary skills to meet those needs.  This strategy will involve a community-wide education campaign about workforce issues and demands a strong Brevard Job Link system to successfully respond to the needs of both employers and job seekers.  

Over the next three-to-five years, the Brevard Workforce Development Board will work to create strategic alliances between employers and educators in the County to better support the career development needs for Brevard.  While this strategic planning initiative begins to identify what resources are being invested in career development in Brevard, the Brevard Workforce Development Board will continue to work with local businesses, educational institutions, public agencies and community-based organizations to create a pipeline for knowledge and skills attainment that will serve employers and job seekers alike.  

Goals and Strategies for the Brevard County Workforce Development System
This section is directed to the Brevard Workforce Development Board’s stakeholder community and addresses the broad workforce challenges facing our community and the planned comprehensive plan of work to address those challenges.

The Brevard Workforce Development Board has set five goals for the County’s workforce system.  These goals are: 

1) Strengthen key business clusters by working with them to identify and solve workforce issues they face.

2) Increase community understanding of the connection between skills and good jobs.

3) Increase participation in the Brevard County labor force.

4) Identify and help build career ladders in the County for low- and mid-wage job holders. 

5) Ensure Brevard Job Link continues to improve and becomes an unparalleled “scout, broker and facilitator” for employers and job seekers.  

Goal #1 – Strengthen Key Business Clusters

Summary of the Issue
Space and space-related industries have been and will continue to be vital to Brevard’s economy.  There is a community consensus that our strengths in the space industry can be leveraged and that the County will benefit by increasing the diversity of industries within the region.  The economic development community has focused much attention on identifying potential emerging business clusters, many of which are high technology-based.  The concern is that the skill requirements for jobs in these industries are not present in the County’s current population.  There is a dual need to target key business clusters and to identify the relevant worker skills required by those emerging industries.   It is our mission to facilitate and be a catalyst for workforce development services that are responsive to the employment needs of Brevard.  Developing and providing the necessary education and training for an expanding and diversified economy is essential to improving the quality of the workforce and solving workforce development issues faced by employers.  

Strategies and Action Steps

Strategy 1: Partner with relevant stakeholders and study target business clusters to identify employer concerns.

Action Step:

Initiate 3 business cluster studies with economic development organizations to assess the workforce development needs for the chosen industries.

Strategy 2: Identify skill gaps for incumbent workers and job seekers and identify education and training requirements to fill those gaps.

Action Step: 
Use the results from the business cluster studies to survey the skill-readiness of the existing workforce.

Strategy 3: Work with education and business to create quality programs for students choosing to enter the workplace or technical schools upon graduation.

Action Step: 
Convene a consortium of educators from K-12 and technical institutions and business leaders from key and emerging industries to create a contract for curriculum development.

Goal #2 - Increase Community Understanding
Summary of the Issue

The Brevard Workforce Development Board’s vision is a highly competitive workforce for Brevard County.  Our primary focus in the past few years has been on successful improvements made to the Brevard Job Link system.  The First Jobs/First Wages, Better Jobs/Better Wages and High Skill/High Wages stages of career advancement exhibit the crucial connection between skills and good jobs.  This connection must also be effectively communicated to the broader community.

Strategies and Action Steps
Strategy 1: Partner with stakeholders in K-12 to increase awareness of careers and career paths of the emerging workforce.

Action Steps: 
1) Support and expand the early awareness program for elementary school level; 

2) Support and expand careers/career paths programs for middle school level; and

3) Support and expand job shadowing/internships programs at the high school level.

Strategy 2: Educate the existing workforce about good skills/good jobs.

Action Steps: 
4) Conduct a public opinion poll to identify the public’s current knowledge; and 

5) Conduct a media campaign based on survey results. 
Strategy 3: Engage business in the campaign to educate the public.

Action Steps: 

1) Survey area businesses to gauge awareness of the importance of good skills for good jobs; 

2) Market the benefits of a quality education system to businesses based on survey results; and 

3) Co-produce a model for business presentations at schools.
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Goal #3 - Increase Labor Force Participation

Summary of the Issue

[image: image4.png]orporation

lled
orkforce




The population of Brevard County has grown from 1990 to 2000 (see Chart 1).  An increase in population generally translates into a rise in the labor force.  However, in Brevard County, there are two factors having a negative impact on the available labor pool.  First, as shown in Chart 2, the population of the County is aging and thus, the percentage of working-age people is declining.  The second factor affecting the labor pool is our relatively low labor force participation rate.  In 1999, Brevard’s labor force participation rate was 68.7%, as compared with 77.3% for the state of Florida and 78.6% for the nation.  Nearly 30,000 working-age adults were, therefore, not participating in the workforce.  This group may include a significant number of retirees from nearby Patrick Air Force Base and disabled adults who have a desire to work but are not aware of employment options.  

Strategies and Action Steps

Strategy 1: Identify ways to capitalize on the aging population.

Action Steps: 

6) Build a profile of what skills are available in the aging population and use it to entice individuals back into the workforce; and 

7) Educate business about the benefits of engaging or employing an older workforce.

Strategy 2: Identify who else could be participating in the labor force 

Action Steps: 
1) Build profiles of other non-participating groups and identify barriers to their employment (i.e., language, workplace accommodations, wage competitiveness);

2) Develop a plan for retaining and transitioning retiring military personnel into the labor force; and 

3) Develop a plan for facilitating entry of people with disabilities into the labor force.  

Goal #4 - Identify and Build Career Ladders

Summary of the Issue

Welfare reform succeeded in reducing the number of people on welfare.  We know from our work on the study of a living wage that in order to be sufficient, earnings must be enough to meet basic needs without the need for government assistance.  Average wages in Brevard County are higher than state averages, but this is largely due to high wages in a few sub sectors; wages in other sub sectors are below state averages.  Many former welfare recipients are working in low-wage jobs and still require supplemental assistance.  Thus, there are employment opportunities for people with little experience and there continue to be jobs for people with high skills and a lot of experience.  But there are an inadequate number of employment options for low- and mid-wage workers that present clearly identified career paths and opportunities for upward mobility.  

Strategies and Action Steps:

Strategy 1: Identify career path gaps in key business sectors in the County.

Action Steps: 

1) Use business cluster studies’ results to identify industries with potential for high-wage job growth and career path options; 

2) Create customized training programs to bridge the skill gaps from low-/mid-wage to high wage jobs; 

3) Develop community career ladders from low-wage to mid-wage jobs involving multiple employers; and

4) Work with economic development to attract and expand companies offering bridge jobs between low and high skills and wages.

Strategy 2: Educate the community about existing businesses and industries, careers and career paths opportunities.
Action Steps: 

8) Conduct a media campaign focusing on key industries and careers; and 

9) Promote awareness of existing careers and career paths through school-to-work programs.

Goal #5 - Ensure Brevard Job Link Success and Growth

Summary of the Issue

As the Brevard Workforce Development Board’s flagship product, the Brevard Job Link operates on a set of core assumptions to ensure the very best customer service is delivered to both employers and job seekers.  

Taken from the Brevard Workforce Development Board’s Corporate Plan of 1999, our concept of delivering seamless services is iterated for the partners and operator to be “Scouts of opportunity, Brokers of information, and Facilitators who make things happen.”  See attached document, Scouts, Brokers, Facilitators, for further discussion on Brevard’s vision for the Brevard Job Link System.

Without a consistent approach to Brevard Job Link processes, a measure of success cannot be identified.  It is the intent of the Brevard Workforce Development Board to establish consistent and high customer satisfaction through the mutual set of expectations between the Brevard Workforce Development Board and the Brevard Job Link operator management team.  The core assumptions we expect are:

1) A seamless delivery of services for a universal population;

2) Integration of functions across all Brevard Job Link partners;

3) Operator must achieve necessary system performance measures; and

4) The Brevard Job Link must operate on a competitive business model – timeliness to the market with products and services.

Strategies and Action Steps:
Strategy 1: Increase usage of Brevard Job Link by employers and job seekers.

Action Step: 

Operator management team will develop a comprehensive marketing campaign to reach the employer base and the large market job seeker base.

Strategy 2: Maintain technology-based access to Brevard Job Link.
Action Steps: 
1) Operator management team will increase types and numbers of electronic access points for employers and job seekers requesting services of the Brevard Job Link; and

2) Operator will assist the Brevard Workforce Development Board in enhancing the viability and content of the website.

Strategy 3: Invest in staff development to build professional capacity.

Action Steps: 

10) Operator management team will create opportunities for each staff member to become cross-trained in other services provided by partners; 

11) Team will provide for staff input to improve service delivery processes; and

12) The Brevard Job Link operator will assure that staff members of the Brevard Job Link will be certified workforce development professionals.

Strategy 4: Broker increased “just in time” training for employers.

Action Steps: 

13) Operations team will survey the employer base to determine training needs in specific skills and deliver qualified employees to them in time for hiring; 

14) Operations team, with staff member input, will enhance employer services beyond the traditional and implement fee for services to diversify Brevard Job Link funding sources; and

15) Operator will create and deliver a three-tier approach to business services to include Core, Intensive and Training. 

Strategy 5: Develop system measures of the Brevard Job Link by shifting focus from programs to center-wide measures.
Action Step: 
The Brevard Workforce Development Board and the operator management team will jointly develop and agree upon a set of core measures to be able to understand if the Brevard Job Link is delivering and meeting customer expectations.
Strategy 6: Develop consistent approach to service delivery by refining chartering criteria.

Action Steps: 

16) A site manager will be required at all Brevard Job Link locations (separated from service delivery); 

17) Brevard Job Link staff will be organized and integrated across functions, not programs; 

18) Incorporate full-time resource center staff at all Brevard Job Link locations; and 

19) Front Help Desk and telephones will be staffed by highly knowledgeable team members.

The Brevard Job Link System – The Brevard Workforce Development Board’s Flagship Product
This section is directed to the Brevard Workforce Development Board’s operator management team.  This section outlines the Brevard Workforce Development Board’s philosophy and quality improvement expectations for operating the Brevard Job Link to satisfy its customers with excellent service delivery.

Introduction

The Flagship is the ship that flies the Admiral’s fleet flag.  In the corporate world, the flagship product is the lead product for which the company and its brand are known.  In the world of workforce development, a board’s flagship product is its one-stop system. The Brevard Workforce Development Board is known for this product, the Brevard Job Link, first and foremost.  It flies the fleet flag.

Leadership boards all share one common element: their one-stop career centers are known for providing a system for both employers and job seekers that meet corporate and individual goals.  The one-stop system provides communities with a high quality and efficient delivery system that satisfies customer needs and expectations.  Because of this high degree of system development and integration, boards are able to focus the majority of their attention on managing large community-wide workforce challenges and developing comprehensive responses to those challenges.  Although a board may have numerous products, the board is known first for its flagship product.  If a board fails to meet community and customer expectations in the development of the one-stop system, it will not and can never be recognized as a leadership board.  Also, leadership one-stop systems are coming to a deliberate decision that is a turnaround from the old approach.  They are determining, with the board’s direction, that the business customer is the primary customer.  They are striving to meet the demand needs of employers while developing the supply skills of the labor pool.

The Brevard Workforce Development Board has a mission to facilitate and be the catalyst for workforce development services that are responsive to the employment needs of Brevard County.  The Brevard Workforce Development Board understands its role for its flagship product, the Brevard Job Link centers, as that of developing a high quality delivery system with its operator to deliver services in a seamless manner.  Continuous improvement of the system will drive the Brevard Workforce Development Board’s chartering criteria for the system.  A set of mutual expectations between the Brevard Workforce Development Board and the chosen operator will be critical for a quality product.  

Taken from the Brevard Workforce Development Board’s Corporate Plan of 1999, the concept of delivering seamless services is iterated for the partners and operator to be “Scouts of opportunity, Brokers of information, and Facilitators who make things happen.”  See attached document, “Scouts, Brokers, Facilitators,” for further discussion on Brevard’s vision for the Brevard Job Link system.

The concept that the Brevard Job Link is a seamless delivery system where scouts, brokers, and facilitators are organized is vital and crucial for its success and sustainability.  To compete, today’s businesses are faced with reorganization of their internal structures, changing the technology of their work platforms, upgrading skill requirements of their labor force, and searching for the most efficient means of bridging the gap between skills required and skills available.  The Brevard Job Link is going through this, as well.  It is important for the Brevard Job Link to run on a similar model.

From the Guidebook, Excellence in One-Stops: “Our customers do not appear to us out of a vacuum.  We are not the sole influence over how well a person will succeed in a training program or in a job.  We are only one small part of a much larger picture.  But it is our responsibility, as workforce investment professionals, to be constantly aware of, and take an active stance in nurturing and coordinating, the multiple ways in which our customers may access services, activities, and products to help them achieve their education, career or workforce development goals.”  The Brevard Workforce Development Board’s expectation that the Brevard Job Link associates utilize the scout, broker, and facilitator model is what quality is all about. 

From a witness statement made before a state Legislative Committee looking into workforce development programs, the witness said: 

“It is not our responsibility to take the complexity out of programs.  It is our responsibility to take the complexity out of how our customers and citizens access those programs.”  

The access to services for employer and job seeker alike begins at the multiple access points of the Brevard Job Link system.

Continuous Improvement of the Brevard Job Link Delivery System
The Brevard Workforce Development Board intends to establish quality improvement as a cornerstone of its corporate planning to ensure quality delivery and access to services through its Brevard Job Link system.  In terms of quality, it can be defined as any of the features that give the Brevard Job Link a degree of excellence and superiority.  The starting point in all quality delivery is with the customer.  Embedded in the customer approach is customer satisfaction and continuous improvement.

Without customer satisfaction, customers will not return, and the Brevard Job Link will not be sustainable.  To keep them satisfied and coming back is to always stay one step ahead of them through innovation and continuous improvement.  Continuous improvement drives product improvements, as well as process improvements and drives better business results in return.  From the Guidebook, Excellence in One-Stops - “Every aspect of the Job Link organization must be in tune with the wants and needs of the customer: its short- and long-range business goals and objectives, its management structure, job descriptions, administrative policies and, especially its work processes to be a quality organization.”

Strategically, the quality improvement process begins with the establishment of chartering criteria for an operator to respond to.  These criteria are developed with one thought in mind: delivering a quality product to both the employer and job seeker customer segments.  When an operator is chosen by the Brevard Workforce Development Board to run its flagship product, the Brevard Job Link system, the operator assumes the responsibility for meeting the Brevard Workforce Development Board’s outcomes as mutually agreed upon.  Quality delivery has to be defined as when two parties meet a mutual set of expectations.  These expectations are developed between the Brevard Workforce Development Board and operator, and, as importantly, between the operator and the Brevard Job Link customer.  Otherwise, the Brevard Workforce Development Board and its designated operator will not know when success has been achieved.  The Brevard Workforce Development Board will be driven by a mutual set of expectations with its operator partner, and the operator and customer.

Our strategic intent is to develop a sustained quality assurance process through chartering with the establishment of mutual system outcomes that the Brevard Workforce Development Board expects the operator to deliver.  

With excellent input and cues from two recently commissioned studies and reports from Adroit Solutions – “Identifying the Assets-A Review of Community Resources Supporting the Workforce Preparation Infrastructure in Brevard County”, and from KOG Associates, Inc. – “Assessment of Brevard Job Link Centers as an Integral Part of the Continuous Improvement Process”, the Brevard Workforce Development Board will refine chartering criteria to drive the continuous improvement process and quality assurance.

Taken from the Adroit Solutions report, the following will be examined for defining the chartering criteria further: 

· Size and Makeup of Brevard Job Link Partner Budgets: Based on the report, it is evident that the operator will need a plan to diversify funding for the centers’ sustainability.  The report on its face says that the system is too dependent on federal and state funds alone, over 90%, for budget and delivery of services.  A plan to develop new funding sources, as a business plan strategy, is critical if we are to meet the needs of the community. 

· Partnership Expansion Potential: It will be necessary to expand beyond the traditional partner list and add non-traditional partners.  “The mix of non-profit and for-profit organizations provides an opportunity to leverage both resources and influence in the labor market.”  This opportunity is one the Brevard Workforce Development Board cannot allow to slip away from us.  The plan to develop partner expansion beyond the traditional will be a requirement of the operator business plan strategy.  This need to expand is elaborated further in the same report under Limited and Strained Supportive Services Network.  It will be critical for the operator to expand the capacity of supportive services through innovation and critical partner development strategies.  

· Perception of Workforce Preparation Providers Dependent on a Select Few: It is critical to develop system measures that allow for a seamless approach from many partners and organizations.  It is the importance of “constant vigilance that ensures sound performance and cutting edge responsiveness for the system.”  The measure of system-wide performance is a critical component to quality assurance.  While all programs must deliver individual program measures, it is critical for us to step back and develop a set of system-wide performance measures that indicate the overall performance of Brevard Job Link centers.  The emphasis will be on a shift from program focus to system center-wide focus.  The question we will be searching for an answer to: How do we know we had a good month and a good year in our Brevard Job Link system?  A mutual set of performance measures will be developed between the Brevard Workforce Development Board and the designated operator to ensure this question can be answered in a manner that enable us both to explain them to our stakeholders.  This critical area of measure is emphasized as well in the KOG Associates, Inc. report.  There is not only a need for the Brevard Workforce Development Board to know if we had a good month/year; it is just as important for the Brevard Job Link staff to know if we had a good month/year.  

Taken from the KOG Associates, Inc. report, the following will be examined for defining the chartering criteria further: 

· Brevard Job Link Management: In the report, there is a critical concern given to overall management of the Brevard Job Link centers as it relates to separating management of the Brevard Job Link system from direct provision of services.  KOG Associates, Inc. outlines the concerns and identifies why both managing and delivering services is problematic.  The Brevard Workforce Development Board agrees with the concerns shown.  As an operator is chosen for our Brevard Job Link system, it will be a requirement in the business plan strategy for them to hire and designate a Site Manager for each of the sites they will operate.  The Site Manager will be responsible for the day-to-day team building activities, staff training on processes and methods, process management, overall system performance measures, delivery of the chartering criteria, business plan requirements, MOU requirements, and overall customer satisfaction.  The Site Manger will directly report to the operating management team with a Chief Operations Officer for the Brevard Job Link system.

The Brevard Job Link Assessment – Creating Consistency Across the System

The KOG Associates, Inc. assessment report provides an excellent backdrop for providing consistent delivery of the Brevard Job Link products and services across the entire system.  Being the board’s flagship product, the Brevard Job Link is highly visible and has a brand identity associated with the Brevard Workforce Development Board and our mission.  For a business to remain viable and sustainable, customers must come to expect a consistent delivery of product and processes across the entire system.  If the customer’s emotional experiences are varied, it will give the customer a feeling of a lack of quality assurance, not knowing that the product is either better or worse from site to site.  Without consistency, there is no benchmark for the customer to compare.  

Today’s business model requires consistent delivery not only in product but in process management, as well.  Customers will leave a business five times quicker for broken processes than for a bad product.  If a customer cannot get to the product, although it may be an excellent product, due to broken or inefficient processes, they will abandon our business and go elsewhere.  The strong tenet of quality assurance is customer satisfaction.  Broken or inconsistent processes will be cause for customer dissatisfaction.  Dissatisfaction is sometimes influenced by the inability to get new products and services to market in a timely manner.  Designing these products and services, and having operating processes in place to ensure proper support, is critical to overall customer satisfaction.  Continuous improvement requires our striving to be innovative to stay one step ahead of the customer and doing everything possible to ensure their satisfaction with the processes and the product.  

The desire of the Brevard Workforce Development Board is to have a Job Link system that is consistent in delivery and process.  The KOG Associates, Inc. provides for a starting point for our board and the designated operator to agree on delivery and process.  The report gave many positive comments about the level of staff professionalism and development.  These areas are to be built upon as best practices and will help determine ways to make processes consistent across the entire system.  The staff also saw themselves as part of the overall Brevard Job Link system and not an individual agency.  They see customer service as part of their overall identity.  These are very important attributes for the operator, and for us, as we take the Brevard Job Link system to the next level.

To that end, the report will be used to focus on areas for the operator to develop specific plans for delivering consistent product and process across the system.

Specified areas outlined in the report will require the attention of our Brevard Job Link partners and operator to move to the next level.  They are as follows:

· Create a Site Manager model for accountability to the operator and through the operator to the Brevard Workforce Development Board for overall site performance;

· Organize and integrate staff across functions, not programs;

· Evaluate the need for a full-time resource center manger to help customers with technical problem as well as transition to intensive services;

· Educate employers and job seekers about available services;

· Improve coordination of youth services by participating with the board’s Youth Council to serve as a resource for point of entry for the youth to access services;

· Enhance employer services beyond the traditional.  Explore ways to diversify funding through fee for service products;

· Streamline customer flows and the training approval process;

· Develop consistent processes across the system; i.e., customer entry data collection and triage, core to intensive hand-off;

· Train the staff on consistent process delivery

· Form process teams from frontline staff to strive for continuous improvement to the process flows

· Eliminate duplication of administrative services; and

· Develop and implement formal internal and external customer satisfaction programs.

· Share results with staff

· Develop customer gap closure plans with frontline staff and keep the board notified of results

Brevard’s Job Link report says many positive things about our system.  The KOG Associates, Inc. feel we have a functional and effective Job Link and staff.  We commend our operator and many partners for making these observations possible.  For the operator and Brevard Workforce Development partnership to stay one step ahead of the customers, it will require our most important asset, the centers’ frontline staff and management, to provide their very best thinking to develop a consistent delivery plan across the system.  The Brevard Workforce Development Board’s flagship product is flying our flag.  

Moving To Action

Engaging the Community

Leading community change is a daunting task requiring bold leadership, and strong resource, stakeholder and partnership development.  The Brevard Workforce Development Board occupies a unique position in the community with a table that is not duplicated anywhere else.  The Brevard Workforce Development Board table is set with both private and public interests composed of employers, economic development, education, including secondary and post-secondary, public workforce agencies, non-profit agencies, community action groups, labor, and government.  The Brevard Workforce Development Board table has the representative community leadership and passion to make things happen.

We all come together for one reason: to accomplish the vision of a highly competitive workforce for Brevard County.  This shared vision is the glue that binds us all as a diverse group where we bring our personal, corporate, and community agendas together to achieve this vision. 

Our focus, as a workforce development board, is on the development of an efficient workforce system that will serve all of our customers.  It is a system that is large and it has many points in the community.  It is a system that is interconnected.  The interconnections include the common issues formed around education, economic and workforce development.  The Brevard Workforce Development Board will investigate these commonalities for workforce issues that will define the work of the Brevard Workforce Development Board.  Workforce issues are those challenges in our community that stand in the way of our community expanding its labor pool, increasing participation in the labor pool, and increasing the skill level of its labor pool.  They are issues that stand in the way of economic development and our ability to improve our quality of life.  

The Brevard Workforce Development Board will be known not only for its flagship product, the Brevard Job Link, but also for the work we accomplish over the next three-to-five years.  Our work will lead us to identify workforce issues, define goals to address the issues, establish measures of success, and assign specific goals to committees/ad hoc groups to achieve those goals, and hold them accountable for the work to be accomplished.  Our objective is that all work identified will lead us to eliminate workforce barriers and lead us and the community to achieving the bold vision the County and we have for Brevard County.  Our work will be relevant and worthwhile for all of our members.  We will remain a strong board that will maintain focus because we care.  

To accomplish our bold initiative for community change, it will require us to bring people together around those things everyone cares about, our quality of life.  This will require us to listen and to respond.  It will require us to include a broad cut of the community to develop and support the Brevard Workforce Development Board’s and the County’s initiatives.  Our driver will always be “Who is missing from the table?”  If anyone is missing, we will invite them to the table to help resolve issues.  Achieving the vision is a bold undertaking and will require a broad cut of people and resources at the table.  

Tapping Existing Resources 

The Brevard Workforce Development Board recognizes it cannot accomplish its and the County’s vision alone.  It will require the Brevard Workforce Development Board to identify and include all available resources for each of the identified issues and goals for our community to be successful in eliminating workforce issues.  

The Adroit Solutions report, Identifying the Assets, provides a road map for the board and community to identify specific public resources available for achieving goals.  We will also need the resources of the private sector to ensure success.  

The Brevard Workforce Development Board controls a small percentage of the overall workforce development resources in Brevard County.  More important than control, however, is the ability to influence the resources.  Because we have the community’s private and public leadership at the table, we have a common vision that will bring the resources to bear.  

The Brevard Workforce Development Board will use the report as a catalyst to convene the right resource mix at the table for issue identification, and development of the appropriate comprehensive response required to resolve the issue.  

The Brevard Workforce Development Board will serve as a community convener around specific workforce issues for those where there is no existing convening agent identified.  For those where a convening agent has been identified, we will lend our support and resource leadership to ensure successful outcomes.  

From the resource map outlined in the Adroit Solutions report, we will bring the organizations together to form resource groups for each relevant issue/goal they are cross matched to.  This will allow us to gain the resources and commitment needed to achieve the community vision.  

Building Key Partnerships
With the identification of public resources completed, and having private sector resource development as a goal, the next critical element is to develop key alliances and partnerships to ensure success in reaching the County’s and our vision.  

Partnership development is a very important ingredient for successfully resolving workforce issues.  Without successfully identifying these partnerships, we will fail in our mission and in achieving the overall vision.  The Brevard Workforce Development Board’s power and authority comes by the fact that we are a convener and facilitator for resolving community workforce issues.  

The Brevard Workforce Development Board’s effectiveness depends upon alliances and partnerships.  Influencing public and private decision-makers is key to achieving outcomes well beyond the limited resources directly under our authority.  

Our first task is to identify our key stakeholders.  This identifies our primary customers, those we must satisfy, and those who have an inherent interest in whether we succeed or fail.  If we do not forge a relationship with our primary stakeholders, we will fail in accomplishing our goals.  

Our primary stakeholders are:

· Businesses important to thriving economy;

· Business leadership organizations;

· Community based organizations;

· County commissioners;

· Economic development;

· Education (including public, private and for-profit training providers);

· Legislative delegations – state and federal

· Municipalities; and

· Organized Labor.
We must develop the necessary partnerships with each of these and it will require a combination of activities and tactics to ensure success for each issue and goal we have identified.  
Our approach to partnership development will include the following kinds of activities, not all inclusive, to engage and gain support for our plan of action to impact workforce challenges facing our community: 

· Periodic one-on-one meetings and updates with stakeholder groups;

· Board-to-board meetings;

· Shared strategies between economic and workforce development;

· Focus groups of employers;

· Community forums;

· Newsletters and publications;

· Sustained communications and engagement strategy about the issues to identify ongoing policy opportunities; and

· Speakers’ bureau to inform and engage civic organizations.  

The Brevard Workforce Development Board goal is to forge strategic partnerships with our stakeholder base and to maintain open communication with each to listen and respond to the community’s common vision.  

Taking the Next Steps

For every strategic plan there must be a plan to implement the strategy and its work plans.  Taking the immediate next steps is a critical factor in our success and will define our leadership. 

Next steps will be: 

· Adoption of the plan by the Brevard Workforce Development Board;

· Rollout plan with community forums to gain further input and refinement;

· Organize ad hoc and standing committees for the development of work plans on each assigned goal;

· Or, support existing work groups with Board and staff support;

· Review and develop chartering criteria for the Brevard Job Link system;

· Develop and release a Request for Proposal for an operator of the Brevard Job Link and providers of specific workforce services; and

· Develop system wide measurements in concert with the Brevard Job Link operator.

We will be known for the work we accomplish as it relates to achieving the County’s and our vision for the Brevard community.  Work to accomplish goals will be a cornerstone of the Brevard Workforce Development Board’s culture and identity.

Implementation of our plan will require a concerted effort to develop adequate resources to accomplish the work.  It will require our full attention to develop strong partnerships with our stakeholders who will then engage with us in supporting our plan of work.  Many of our actions will be completed in a timely manner, however not always in sequence.  The strength of our leadership will be tested in whether we meet our goals, thus the importance of organizing around our work.  

Attachment A: Scouts, Brokers, Facilitators

The Brevard Workforce Development Board envisions a One-Stop delivery system where associates are Scouts, Brokers and Facilitators.  This brief is intended to articulate the framework of what this means in the delivery of services.  

Scouts – This is the function of gathering assets we need to assist our customers through the Brevard Job Link.  We are fortunate to have a rich and diverse fabric of community-based organizations, educational institutions and public and private partners that, in their own work, have resources of value to our customer base.  

It is the responsibility of the Brevard Workforce Development Board members, staff, One-Stop partners and contractor associates to be vigilant in identifying these assets and adding them to the inventory, or “tool box” for our customers to access.

Examples of this activity: 

1) The Brevard Library system has on-line computer access in all of its libraries.  They also have a team of library personnel skilled in research techniques and people helping skills.  

In searching for ways to have Brevard Job Link services available to the widest audience possible, the Brevard Workforce Development Board and the Library system arranged for the Brevard Job Link home page to be prominently featured on the library’s home page.  In addition, the Brevard Workforce Development Board arranged for training the library personnel on the content of the virtual Brevard Job Link and how to access the rich inventory of resources on-line.  In this way, we leveraged our presence and the library offers expanded added value to library patrons.  This came about as the result of Brevard Workforce Development Board staff and County staff exploring ways to provide access to a targeted group of customers.  

2) The Brevard Job Link contractor, working with Brevard Community College and the medical industry, created a “just in time” training opportunity to fill a medical industry occupation (Medical Transcriber) in order to train a group of dislocated workers from the travel industry.  The contractor acted as a scout in this situation while exploring ways to fill both a job seeker and an employer need.  This created an asset for the Brevard Job Link that did not previously exist.

3) The Brevard Workforce Development Board staff worked with the Crisis Help Line to create an online database, searchable by taxonomy, to provide access to all community-based resources by associates at the Brevard Job Link.  This tool is extremely useful for associates to use as scouts of opportunities.

Brokers – As we scout out opportunities, we gather the assets and bring them back to the organization for use by all.  This has developed into an extensive inventory of specialized resources.  Having the assets in house is not sufficient, however.  We must be brokers of information in order to let others know about the availability and how to access this.  

This brokering function is most important at the level where the Brevard Job Link associates interact with our customers.  Therefore, it is seen as a critical function of the operating/management contractor.  

The value of the brokering function is to have the knowledge and skill to sort through the abundance of inventory of assets that have been gathered, and identify potential resources that will be of service to the customer.  In brokering the information, it provides choices for the customer without overwhelming them by looking at resources that do not provide value in a given situation.  

An analogy is that of an investment broker, who must be knowledgeable about the various investment instruments, and the individual investments within a category.  After probing carefully for the customers’ interests, financial situation, goals and risk tolerance, the investment broker presents a series of choices that have been culled from the vast array of investments available.  The individual then makes their choices from the smaller list.  

Facilitator  - Once the community assets have been scouted and added to the Brevard Job Link inventory, and the inventory sorted for a particular situation, with the information brokered to the customer, it is then time to put those assets into play.  

This is where the role of the Brevard Job Link associates as facilitators happens.  Having guided the customer to the choices available and helping them through the process of choice, it is now time to make things happen, through an Individual Service Strategy.  The facilitator provides the support to overcome barriers to the Individual Service Strategy being implemented. 

This is an important distinction from traditional social services case management.  In this model, the customers take responsibility for the choices and the implementation and follow through of the strategy.  The facilitator’s role is to assure that the resources chosen to implement the plan are available, and working as expected (i.e., tuition voucher, child care, job referrals, retention strategies).  The facilitator provides the check and balance as the customer moves through the planned activities to reach goal.  

The Scout, Broker, Facilitator model is as applicable to our employer customer as the job seekers.
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