


WEST VIRGINIA REGION VII WORKFORCE DEVELOPMENT BOARD

WORKFORCE West Virginia CAREER CENTER OF 
MARTINSBURG 

BUSINESS PLAN - FY 27

For July 1, 2026 through June 30, 2027

INTRODUCTION 

The Region VII WorkForce West Virginia Career Center System of Region VII business plan is 
developed in accordance with the "Chartering Criteria" and policies and procedures issued by 
the Region VII Workforce Development Board (WDB) and WorkForce West Virginia. This 
business plan is a blueprint of how our community, education, social service and business 
partners will maintain, enhance and expand the Martinsburg Career Centers' delivery system 
under the direction and guidance of the Martinsburg Consortium in meeting the goals and 
priorities established for Career Centers by the Region VII WDB. This plan is a work in 
progress and will be updated and changed as objectives herein are achieved. A Consortium is to 
be established with the assistance of WorkForce West Virginia. 

MISSION STATEMENT 

The purpose of Region VII WORKFORCE West Virginia Career Center of Martinsburg is to 
advance the economic well being of the region through partnerships that develop and sustain 
productive workers for business and create a prosperous community for our citizens. 

GOALS 

The Goals of the Region VII Career Center of Martinsburg are designed to support the goals of 
the Region VII WDB. The goals include: 

1. Support of a business-driven workforce preparation system, with local, private-sector
leadership that is developed with clear goals, which provides accountability to its customers.
2. Pl'eparation of customers for lifelong skill development and promote a continuous learning
model.
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3. Support of true partnerships at the local and regional level among business, education and
government.
4. Universality of access by business customers and job seekers with multiple access points.
5. Customer choice with respect to method of access, information and services provided.
6. Service delivery driven by local business customer needs rather than by program offerings.
7. Integration of services across agencies and programs, replacing fragmentation and duplication
with coordination and consolidation.
8. Customer service focus of staff, facilities and services, supported by customer satisfaction
measures (especially business clients) directed to a continuous improvement model.
9. Maximize utilization of resources through co-location and sharing of operational costs.
10. Establish or more fully utilize new services including the AE Ready-to-Work Certificate,
Spokes, and the Business Services Team.
11. Provide all mandated partner Career Services through the WorkForce WV Career Center
System and ensure referral between partners is accomplished, tracked and reported within
MACC where possible.

OBJECTIVES 

• Universality - All population groups will have access to a wide array of job seeking and
employment services regardless of eligibility for specific categorical programs. Business
customers and job seekers will be offered services based on individual needs. Job seekers
will be afforded the opportunity to receive Career Services from each WIOA mandated
partner as well as referral between multiple partners, based upon the individual's needs.

• Customer Choice - Business customers and job seekers will have the opportunity to select
services appropriate to their individual needs and interests. The Centers will be flexible in
providing services and will be sensitive and responsive to customers' requirements and levels
of satisfaction achieved.

• Needs Identltk11tio11 � Business organizations will be considered the primary customers of
the Career Center System. Their needs for employment, training and economic development
services will be identified and provided to the Management Consortia and addressed by
appropriate partners.

• Service l11tcgl'atio11 - Delivery of services will be seamless to the customer. Staff
development and cross information sharing is ongoing. This model of service delivery will
result in more comprehensive service and, at the same time, reduce duplication of services.
lnteg1·ation will continue to have development priority as to enable "tminterrupted service
delivery" through timely referral and documentation in MACC wherever possible.

• Accountability - The Center· will be measured on outcomes designed aroU11d customer
needs, community/partner needs, WDB policies and procedures, and Region VII Chartering
Criteria.

DEFINED MANAGEMENT STRUCTURE 

The Martinsburg partners must establish a Management Consortium to oversee all operations 
of the career center. Career Center Partners, Thomas P. Miller and Associates, Adult Ed., Job 
Corp, and W01'kForce West Virginia will form the Management Consortia. The One Stop 
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Director, selected from one of 1he Management Consortia partners, will handle the day-to­day 
operations of the career center. The Management Consortia will also oversee any potential 
satellite offices within 1he three-county region. The Management Consortia will provide the 
WDB wi1h a listing of all possible satellite locations, to include name (point of contact), agency 
lead, address, phone number and available services. 

The Career Center operator is Thomas P. Miller and Assoxiates. The Martinsburg 
Consortium serves as an advisory body for operation and service delivery in accordance 
with this agreement and the certified partners' Memoranda of Understanding. 

Fiscal agent responsibilities for all employment functions over 1he WIOA Career Coaches, the 
Greeter(s) and staff will be held by the One-Stop Operator, Thomas P. Miller and Associates. 

The Management Consortia will chair meetings of 1he pal'tner agency employees who provide 
direct service to Career Center customers. This group is known as the Career Center 
Implementation Team (see appended organizational chart). In these meetings, 1he Career Center 
employees will discuss joint programming and service efforts and opportunities, ideas for further 
collaboration, and issues and challenges 1hat should be taken to 1he Management Consortium. 
Interagency cross training of Career Center employees will also be coordinated through the 
Implementation Team. 

Career Center services will be delivered by 1he partner agencies according to MOUs between 
the partner agencies and the WDB. The Management Consortia will be responsible for 
monitoring the day-to-day implementation of the MOUs and reporting progress and/or 
challenges to the chair. The Management Consortia will be responsible for informing 1he 
WDB of issues in execution of MO Us. 

A copy of each WIOA Mandated Partner Memorandum of Understanding (MOU) wi1h the 
Region VII WDB is contained wi1h this Work:Fo1·ce West Virginia Career Center Business 
Plan, as supplied by 1he WDB. Optional partner MO Us are also provided, as supplied by the 
WDB . 

.Roles and Responsibilities of the Martinsburg Consortium: 

A. Partner with the Career Centers in accordance wi1h the MOU negotiated between the WDB 
and the partners as well as WDB policies and procedures.

B. Advise on the fiscal integrity for the system and site, Thomas P. Miller and Associates is 
the current One-Stop Operator.

C. Evaluate performance in accordance with Region VII Chartering Criteria, MOU with WDB, 
WDB policies and procedures, and business plan.

D. Advise on personnel . issues (including bhing, evaluation, discipline and dismissal) of 
Career Center Director under the responsibility of the Consortium through 
appropriate supervisory channels according to the Organizational Chart.

E. Provide means to meet common needs such as training, technical assistance, etc. for the 
partner agencies conducting business in 1he Career Center,
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F. Clearly define and communicate the strategic objectives of the Local WDB to Career Center
partners.

G. Coordinate and integrate a system ofWIOA and pru:tner services that responds to community
needs for a seamless deliveiy system as articulated by the Consortium.

H. Lead efforts to develop systems and secure approvals necessary to allow for the receipt of
revenues to the Career Centers.

I. Investigate sources for and write proposals to secUl'e additional resources (grants, donations,
additional partners, corporate subsidies, etc.) that can be used to augment partner and WDB
allocations, expand Career Center services, and provide a foundation for eventual self­
sufficiency of the Career Centers.

J. Assist partner agencies in the development of new fee-for-service programming and develop
contract ai.nmgements to provide for in revenue sharing between the Career Center and the
partner agencies in such ventures.

K. Under the direction of and with support from the WDB, develop and write project proposals,
contract addenda (as may be necessai.y), process descriptions, future Career Center Business
Plans and other documents as may be necessary for the continued operation and expansion of
the Career Center.

L. Oversee the Resource Center, greeters, and/or staff.
M. Design and implement a seamless customer flow process that ensUl'es each customer is

appropriately referred to a Career Coach with services provided appropriately documented
for both quality control and reporting purposes.

N. Implement required actions as mandated by the WDB.
0. Design customer tracking, refei-ral and satisfaction data management system for use by the

Greeter(s). Analyze compiled data for report to chair and subsequent reporting to the WDB.
P. Analyze partner agency MOUs and assist partners in coordinating services to meet the

expectations ofWIOA and the Management Consortium as outlined in the MOUs.
Q. Implement the mission statement of the Management Consortium as outlined in the business

plan and as may be expressed tlrrough resolutions passed at Consortium meetings.
R. Participate in any Regional Rapid Response Teams that may be fo1med in response to local

business needs and assist in the coordination of services to dislocated workers, as identified
in applicable WDB Policy.

S. Monitor adhei·ence to the provisions of the MOUs reporting any challenges to the chair.
T. Market Career Center services to potential business/industry client companies, potential

partners and the general public in cooperation with the Career Center Career Coach and
WDB persoMel.

U. Determine and report to the chair common needs such as training, technical assistance, etc.
V. Define a matrix system for reporting customer satisfaction and Career Center effectiveness.

As invited, facilitate the sharing of data by delivering written or oral reports at regularly
scheduled meetings of the Region VII Workforce Development Board.

W. Clearly define and communicate the strategic objectives of the Consortium to the pai.tnei·
agency representatives, especially as they apply to WIOA.

X. In a continuum, assess customer needs and recommend to the chair additional access points
or affiliate sites.
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Duties of the Case Management Assistant (through Title V): 

A. Send monthly monitoring letters/cards and maintain file of same.

B. Receive referrals from greeter(s) & send out information as needed (letter, brochure,
business card)

c. Maintain log of referrals - date received, date info sent,

D. Maintain binder ofWIOA paper forms and update as needed. Maintain adequate supplies
of these forms.

E. Maintain binder of Region VII approved training providers with all pertinent info -
contacts, program start & end dates, cost and financial aid info, required courses,
employment trends, etc.

F. Request and maintain supply of marketing materials from training providers to be
displayed in the Resource Center.

G. Assemble information packets

H. Photocopy documents, brochures, etc, as directed.

I. Receive, open, date stamp mail.

J. Attend WARN Activities with Case manager

K. Schedule and assist with testing and assessment.

L. Maintain monthly contact with each service provider to obtain updates of active
participants, and any who have left or graduated a program that month.

Duties of the Grceter(s) (through Title V or paid staff): 

A. Provide efficient, courteous and speedy customer service to all Career Center clients whether
by telephone, e-mail, fax or in person, This includes individual job seekers and client
company representatives,

B. Answer the telephone for the Center (where applicable), screen and route calls to the
appropriate agencies as needed by the caller.

C. Greet customers as they enter the Center, insuring that each customer completes the Client
Intake Form.

D. Assist visitors with various services in the resource room, especially on-line resources
including MACC self-registration when necessary and appropriate.

E. Clearly and politely direct customers to the location/office of their appointment. Most first­
time customers should be directed to the Resource Center.

F. Insure that all Resource Center customers are properly informed of all logistical information
necessary for them to access any necessary services. Whenever possible, appropriate and/ or
necessary, escort customers to their next pince of service acquisition,
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G, Collect Client Intake, Referral and Customer Satisfaction infonnation. 

Monitoring: 

111e Region VII WDB staff will monitor the Region VII Career Centers according to the Region 
VII Chartering Criteria, the terms of the final mutually acceptable business plan and WDB 
policies and procedures. Evaluation and financial audit reports will be presented by the WDB to 
the Management Consortia, Representatives from WorkForce West Virginia and/or the US DOL 
may also request data from time-to-time and also perform some monitoring functions, Within 
the terms of the agreement, the Management Consortia will implement any required corrective 
action in the Career Center as defined in monitoring reports. Monitoring reports will clearly 
indicate which files were reviewed and what the problem was with that specific file. In addition, 
the monitoring team will review findings with the Management Consortia. 

Organizational Cha1·t: 

Please see the appendix to this business plan for a graphical representation of this defined 
management structure in the form of an organizational chart. 

ASSISTIVE TECHNOLOGY 

An accessible computer station is available for all partners, staff and customers of the 
WorkForce West Virginia Center of Martinsburg. The station assists individuals with 
specialized needs for core services, training, and/or training/employment related activities. With 
limited training and practice, an individual who once had limited or no use of a computer can use 
the specialized hardware and software. The unit is on an adjustable workstation with wheels and 
mobile for use anywhere in the facility, Peripherals include a Visual Magnification System 
(CCTV), a Uniphone (TTY/TDD), a portable word processor (Quickpad/Alpha Smart), ABC 
Keyboard, and includes a library of videos reflecting use of assistive technologies in the 
workplace. 

FACILITY ISSUES 

The WorkForce West Virginia Career Center of Martinsburg is located at 202 Viking Way, 
Martinsburg, West Virginia 25401. The partners are assessing this facility in order to improve 
Career Center activities, The Management Consortia will work with several other service 
providers and various nonprofits in an effort to develop a true business driven resource center. 

The partners, with the assistance of the Management Consortia, will continue to be focused on 
improving customer referral between partners and partner integration at the Career Center. 

PARTNERS 

Committed Partners of the Martinsburg Career Center: 
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Partner Contact Person Service Provided 

1. Blue Ridge CTC Megan Michael Carl D. Perkins 

2. Workforce WV NIA Unemployment Insurance Benefits 

Unemployment Compensation 

3. Workforce WV Job Service NIA Employment Services 

4. Vocational Rehabilitation Rehabilitative Services 

5. EPIC

Diane Heldreth 

John Holmes Adult Basic Education 

6. Job Corps Youth Services 

7. Telamon Max Cerna Migrant and Seasonal Farm Workers 

HUD 

8. Veterans Employment Employment opportunities for Veterans 

Services 

9. Veterans Administration Disability and Rehabilitation 

10. Title V Older Worker Older Worker Program 

Program 

11. WIOA Title I Michelle WIOA Career Coach 

McDowell 

12. Commuoity Service Block Max Cerna Telamon 

Grant 

13. HUD Dennis Rogers Grant Co. Housing Authority 

PRODUCTS AND SERVICES 

Job Seeker Services: Career and Training: 

The Greeter Station will be the initial contact point for all Career Center customers. There, the 
Greeter can efficiently direct the customer to the appropriate service (i.e. a Career Center partner, 
the Resource Room, job postings, etc.) Core services include the Resource Center information 
that is made available to the universal population at no cost. Services can be accessed in-person, 
via telephone, Internet and mail. To increase public knowledge of this resom·ce, the 
Management Co11s01tium will promote this service as the initial and primary point of contact for 
customers to access the Career Center. 

8 









planning 

e, lTA Case management 

f. 

g. 

Short-term 

services 

prevooational 

. . 

Supplemental Financial 

Assistance 

· h. WIOA Registration

• 

• 

• 

• 

• 

• 

• 

• 

• 

Vocational Rehabilitation 

Career Center Career Coach 

Career Center Career Coach 

AE 

Vocational Rehabilitation 

EWCAA (referred by WIOA CC) 

Pell Grants and other Scholarships 

available through Certified Training 

Providers 

WIOA Career Coach 

Wagner Peyser (State Set Aside) 

TRAINING SERVICES FOR JOB SEEKERS 

X 

X 

X 

X 

X 

X 

All One-Stop customers will have access to all the partner Career Services as outlined in the 
Workforce Innovation and Oppo1tunity Act of 2014, and so identified on each partner MOU. 
WIOA funded Greeters and Career Coaches will refer customers to any partner service needed 
by the individual. WDB-funded personnel can refer to approved partner program Core, Intensive 
and Training services. Any fee for service activity t11at is WDB-funded must be approved by the 
WDB and placed upon fue state approved Training Provider List. Free services are listed below. 

A. AE Ready-to-Work Certificate
B. Spokes
C. Self-registration in MACC for WorkForce West Virginia customers (assisted by Resource

Center Assistants)
D. Rapid Response Team. The Workforce West Virginia Career Center of Martinsburg will be

part of any Rapid Response Team in accordance with fue guidance contained in the
Governor's Workforce Investment Division Guidance Policy Letter 02-0, and Workforce
WV Informational Notice dated October 4, 2006.
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CAREER SERVICES FOR BUSINESS CUSTOMERS 

The Career Center is committed to reaching out to business and industry and will be making 
plans to offer the following services to that important constituency. Some of the services listed 
below may be offered on a "fee-for-service" basis in the future and clients will be made aware of 
this at the time. 

A. Career Center System Information:
• Orientation to Career Center System
• Labor Market Information
• Center Performance Information
• Regulatory Infonnation i.e. Child Labor laws, safety/OSHA regs, required posters, etc
• ADA compliance and accommodation infonnation
• Unemployment Insurance Information
• Tax Credit Information, application & processing
• Support Services Infonnation
• Information on & referral to business start-up, retention and expansion services
• Rapid response to mass layoffs or plant closings

B. Employee Recruitment Services
C. Business oriented "lending library" (in partnership with the College's SBDC)
E. Job Bank/Labor Exchange (listing and matching, job orders accepted by fax, phone, mail or

electronic)
F. Pre-Employment Testing Services -TABB (measure reading & math competency)
G. West Virginia Job Link
H. Job Fairs
I. Business Services Team The Implementation Team also serves as the Business Services

Team
• Inventory of services available to business and industry
• Coordination of such services
• Labor exchange services, testing, training, economic development assistance, temporary

assistance, etc.
• Space Utilization
• Employer Advisory Committee

PERFORMANCE GOALS AND STANDARDS 

Quality services will be delivered through. the WorkForce West Virginia Career Center of 
Martinsburg through a system of integration, cooperation, collaboration and cross informing of 
the participating partnei-s. Regular meetings will be held amongst the partner agency 
representatives who work at the Center (Implementation Team.) The Implementation Team 
meetings are held to network and cross inform each other about each other's services and also 
strategize for greater collaboration. The goal of the center partners is that each customer is 
directed through. the system so that he or she receives unintermpted services. 
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In addition, the MACC system will track certain important information that will assist the 
Region VII WDB in its monitoring of the Career Centers to be certain that the Martinsburg and 
South Branch Career Center systems meets DOL, WDB, Consortium and partner performance 
standards. 

Surveys will be administered with Center customers on a regular basis. We will use these 
surveys to evaluate, change and improve our processes. 

CENTER OPERATING BUDGET 

The budget will be based on WDB funding allocations and partner contribution, 

MARKETING PLAN 

The Career Center is committed to publicizing its programs and services to increase usage and 
access. Any mai1ceting effort that utilizes the "WorkForce West Virginia" logo will be submitted 
to the WDB for review. 

Job Fairs: 

Throughout the plan year, the Career Center will be involved in job fairs as necessary to help 
businesses locate potential employees, and help to make the Career Center more visible in the 
local community. 

Media: 

The Management Consortia will explore the possibility of writing a regular editorial for local 
newspapers and/or a radio call•in show for local radio stations. The content of this publicity will 
focus on information for job seekers as well as personnel issues for businesses. All media 
releases for joint Consortia activities must be approved by Management Consortia. 

CONTRACTING ARRANGEMENTS 

As illustrated by the Organizational Chart (see appendix), the Martinsburg Consottium is the 
primary advisory body under the consent and signature of the Region VII WDB and 
Ma11agement Consortia partners. 

The WDB has competitively selected Thomas P. Miller and Associates (TPMA) as the 
One-Stop Operator for the Martinsburg Career Center. On behalf of the Career Center, 
Thomas P. Miller will bill the Region VII WDB for its financial obligations with 
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regards to Career Center operations (as described in the attached budget) based on the agreement 
between the WDB and TPMA as described in this Business Plan. All fees charged by the 
Career Center to the WDB for the management and operation of the Career Centers will be paid 
by the WDB to TPMA who will accept such payments on behalf of the Career Center. All 
Career Center financial obligations that are funded by Region VII financial contributions ( as 
described in the attached budget) will be paid by TPMA on behalf of the Career Center. 
The fee paid by the WDB to TPMA, through their fiscal agent, is a reimbursement based on 
actual incurred expenses within the line item budget submitted with this Business Plan. 

CONCLUSION 

The Region VII WorkForce West Virginia Career Center of Martinsburg is committed to 
re­designing the way in which the Career Centers are managed and coordinated. By 
implementing a management structure with a clear division of duties, responsibilities and 
powers, and placing the day-to-day Center management under a clear coordination strncture, 
the Career Center is confident that it can become model Career Center that will be replicated 
across the country. 
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WEST VIRGINIA REGION VII WORKFORCE DEVELOPMENT BOARD 

WORI(FORCE West Virginia CAREER CENTER OF SOUTH 
BRANCH 

BUSINESS PLAN - FY 27

For July 1, 2026 through June 30, 2027 

INTRODUCTION 

The Region VII WORKFORCE West Virginia Career Center System of Region VII business plan 
is developed in accordance with the "Chartering Criteria " and policies and procedures issued 
by the Region VII Workforce Development Board (WDB) and WORKFORCE West Virginia. 
This business plan is a blueprint of how our community, education, social service and business 
partners will maintain, enhance and expand the South Branch Career Centers' delivery system 
under the direction and guidance of the South Branch Consortium in meeting the goals and 
priorities established for Career Centers by the Region VII WDB. This plan is a work in 
progress and will be updated and changed as objectives herein are achieved. A Consortium is to 
be established with the assistance of WORKFORCE West Virginia. 

MISSION STATEMENT 

The purpose of Region VII WORKFORCE West Virginia Career Center of South Branch is to 
advance the economic well being of the region through partnerships that develop and sustain 
productive workers for business and create a prosperous community for our citizens. 

GOALS 

The Goals of the Region VII Career Center of South Branch are designed to support the goals of 
the Region VII WDB. The goals include: 

1. Support of a busitiess•driven workforce preparation system, with local, private-sector
leadership that is developed with clear goals, which provides accountability to its customers.
2. Preparation of customers for lifelong skill development and promote a continuous learning
model.
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3. Support of true partnerships at the local and regional level among business, education and
government.
4. Universality of access by business customers and job seekers with multiple access points.
5, Customer choice with respect to method of access, information and services provided.
6. Service delivery driven by local business customer needs rather than by program offerings.
7. Integration of services across agencies and programs, replacing fragmentation and duplication
with coordination and consolidation.
8. Customer service focus of staff, facilities and services, supported by customer satisfaction
measures ( especially business clients) directed to a continuous improvement model.
9. Maximize utilization of resources through co-location and sharing of operational costs.
10. Establish or more fully utilize new services including the AE Ready-to-Work Certificate,
Spokes, and the Business Services Team.
11. Provide all mandated partner Career Services through the WORKFORCE WV Career Center
System and ensure referral between partners is accomplished, tracked and reported within
MACC where possible.

OBJECTIVES 

• Universality - All population groups will have access to a wide array of job seeking and
employment services regardless of eligibility for specific categorical programs. Business
customers and job seekers will be offered services based on individual needs. Job seekers
will be afforded the opportunity to receive Career Services from each WIOA mandated
partner as well as referral between multiple partners, based upon the individual's needs.

• Customer Choice - Business c1Jstomers and job seekers will have the oppo1tunity to select
services appropriate to their individual needs and interests. The Centers wil l  be flexible in
providing services and will be sensitive and responsive to customers' requirements and levels
of satisfaction achieved.

• Needs Identification - Business organizations will be considered the primary customers of
the Career Center System. Their needs for employment, training and economic development
services will be identified and provided to the Management Consortia and addressed by
appropriate pm:tners.

• Service Integration - Delivery of services will be seamless to the customer. Staff
development and cross information shal'ing is ongoing. This model of service delivery will
result in more comprehensive service and, at the same time, reduce duplication of services.
Integration will continue to have development p1iority as to enable ''unintenupted service
delivety" through timely referral and documentation in MACC wherever possible.

• Accountability - The Center will be measured on outcomes designed around customet·
needs, community/partner needs, WDB policies and procedures, and Region VII Chartering
Criteria.

DEFINED MANAGEMENT STRUCTURE 

The South Branch partners must establish a Management Consortium to advise on operations of 
the career center. Career Center Partners, Thomas P. Miller and Associates, Adult Ed., Job 
Corp, and WORKFORCE West Virginia will form the Management Consortia. The One 
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Stop Director, selected from one of the Management Consortia partners, will handle the 
day­to-day operations of the career center. The Management Consortia will also advise 
any potential satellite offices within the five-county region. The Management Consortia will 
provide the WDB with a listing of all possible satellite locations, to include name (point of 
contact), agency lead, address, phone number and available services. 

The Career Center operator is Thomas P. Miller and Associates, and that body will be 
responsible for operation and service delivery in accordance with this agreement and the 
certified partners' Memoranda of Understanding. 

Responsibilities for all employment functions over the WIOA Career Coaches, the Greeter(s) 
and staff will be held by Thomas P. Miller and Associates on behalf of the Consortium. 

The Management Consortia will chair meetings of the partner agency employees who provide 
direct service to Career Center customers. This group is known E\S the Career Center 
Implementation Team. In these meetings, the Career Center employees will discuss joint 
programming and service efforts and opportunities, ideas for further collaboration, and issues 
and challenges that should be taken to the Management Consortium. Interagency cross training 
of Career Center employees will also be coordinated through the Implementation Team. 

Career Center services will be delivered by the partner agencies according to MOUs between 
the partner agencies and the WDB. The Management Consortia will be responsible for 
monitoring the day-to-day implementation of the MOUs and reporting progress and/or 
challenges to the chair. The Management Consortia will be responsible for informing the 
WDB of issues in execution ofMOUs. 

A copy of each WIOA Mandated Partner Memorandum of Understanding (MOU) with the 
Region VII WDB is contained with this WORKFORCE West Virginia Career Center Business 
Plan, as supplied by the WDB. Optional partner MOUs are also provided, as supplied by the 
WDB. 

Roles and Responsibilities of the South Branch Consortium: 

A. Advise the Career Centers in accordance with the MOU negotiated between the WDB and 
the partners as well as WDB policies and procedures.

B. Monitor the fiscal integrity for the system and site, (Thomas P. Miller and Associates is 
the Consortium's designated One-Stop Operator).

C. Evaluate performance in accordance with Region VII Chartering Criteria, MOU with WDB, 
WDB policies and procedures, and business plan.

D. Advise on personnel issues (including hiring, evaluation, discipline and dismissal) of 
Career Center Director under the responsibility of the Consortium through 
appropriate supervis01y channels according to the Organizational Chart.

E. Provide means to meet common needs such as training, technical assistance, etc. for the 
pru.tner agencies conducting business in the Career Center.

3 



F. Clearly define and communicate the strategic objectives of the Local WDB to Career Center
partners.

G. Coordinate and integrate a system ofWIOA and partner services that responds to community
needs for a seamless delivery system as articulated by the Consortium.

H. Lead efforts to develop systems and secure approvals necessary to allow for the receipt of
revenues to the Career Centers.

I. Investigate sources for and write proposals to secure additional resources (grants, donations,
additional partners, corporate subsidies, etc,) that can be used to augment partner and WDB
allocations, expand Career Center services, and provide a foundation for eventual self­
sufficiency of the Career Centers.

J. Assist partner agencies in the development of new fee-for-service programming and develop
contract arrangements to provide for in revenue sharing between the Career Center and the
partner agencies in such ventures.

K. Under the direction of and with support from the WDB, develop and write project proposals,
contrnct addenda (as may be necessary), process descriptions, future Career Center Business
Plans and other documents as may be necessary for the continued operation and expansion of
the Career Center,

L. Oversee the Resource Center, greeters, and/or staff,
M. Design and implement a seamless customer flow process that ensures each customer is

appropriately refen·ed to a Career Coach with services provided appropriately documented
for both quality control and reporting purposes,

N. Implement required actions as mandated by the WDB.
0, Design customer tracldng, referral and satisfaction data management system for use by the

Greeter(s), Analyze compiled data for report to chair and subsequent reporting to the WDB, 
P. Analyze partner agency MOUs and assist partners in coordinating services to meet the

expectations ofWIOA and the Management Consortium as outlined in the MOUs,
Q. Implement the mission statement of the Management Consortium as outlined in the business

plan and as may be expressed through resolutions passed at Consortium meetings.
R. Participate in any Regional Rapid Response Teams that may be funned in response to local

business needs and assist in the coordination of services to dislocated workers, as identified
in applicable WDB Policy,

S. Monitor adherence to the provisions of the MOUs reporting any challenges to the chair.
T. Market Career Center services to potential business/industry client companies, potential

partners and the general public in cooperation with the Career Center Case Manager and
WDB personnel.

U. Detennine and report to the chair common needs such as training, technical assistance, etc,
V. Define a matrix system for reporting customer satisfaction and Career Center effectiveness.

As invited, facilitate the sharing of data by delivering written or oral reports at regularly
scheduled meetings of the Region VII Workforce Development Board.

W. Clearly define and communicate the strategic objectives of the Consortium to the partner
agency representatives, especially as they apply to WIOA.

X. In a continuum, assess customer needs and recommend to the chair additional access points
or affiliate sites.
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Duties of the Career Center Case Manager/Career Coaeh(s): 

A. Determine if individual customers are eligible for all WIOA Services ( career and training) in
accordance with WDB Policy, and, if the individual is eligible for any WIOA services,
certify them accordingly.

B. Provide Case Management services for OJT and ITA recipients in accordance with the
business plan as described below.

C. Referral to vocational and career counseling services to adults, dislocated workers, displaced
homemakers and youth.

D. Ensure all WIOA eligibility documentation is received, verified, and required copies
maintained in the participant's file before certifying eligibility.

E. Maintain documentation on all contacts with WIOA participants on the IBP and/or MACC.
F. Referral of participants to partner services must be documented on the IBP and or MACC.
G. Provide employment information relating to local, regional and national labor needs.
H. Provide Job Development or Job Placement for customers completing any of the two WIOA

services: (1) Career Services and (2) Training Services.
I. Determine and document on the IEP and 01· MACC individual barriers and needs.
J. Evaluate work history, interests, and skills for career chru1ges.
K. Match individual job skills and interests with regional demand occupations.
L. Conduct monthly follow-up on participants receiving Career Services and Training Services

and document such follow-up on the IBP and/or MACC.
M. Develop working relationships with area training pmviders, supportive service agencies and

other social service agencies in the area.
N. Conduct individual data entry into MACC to include WIOA eligibility, registration, services

provided, completion of training and follow up as described above in "L", employment and
wage data, and other required information.

0. Provide monthly WDB Case Management Activity Report to the Region 7 WDB with a copy
to the Management Consortia by the mu, of each month and, as invited, present this
information at scheduled WDB meetings.

P. Become familiar with all WDB policies and procedures applicable to the provision ofWIOA
services.

Q. Share participant data with agencies that acknowledge participant information sharing
agreement.

R. Within the parameters of a regulai· 40 hour work week, the Case Manager/Career Coach will
be at the Career Center providing WIOA services dm'ing normal operating hours, except
when serving special client needs and adjusting the case manager's work week (unless on
sick leave, annual leave, holidays, etc.).

S. Will provide TABE testing and other assessment tests as approved and provided by the
WDB.

T. Serve on and actively participate in the Career Center Programs and the Implementation
Team.
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Duties of the Case Management Assistant (through Title Y}: 

A. Send monthly monitoring letters/cards and maintain file of same.

B. Receive referrals from greeter(s) & send out information as needed (letter, brochure,
business card)

C. Maintain log ofreferrals - date received, date info sent.

D. Maintain binder ofWIOA paper forms and update as needed. Maintain adequate supplies
of these fonns.

E. Maintain binder of Region VII approved training providers with all pertinent info -
contacts, program strut & end dates, cost and financial aid info, required courses,
employment trends, etc.

F. Request and maintain supply of marketing materials from training providers to be
displayed in the Resource Center.

G. Assemble information packets

H, Photocopy documents, brochures, etc. as directed. 

I. Receive, open, date stamp mail.

J. Attend WARN Activities with Case manager

K. Schedule and assist with testing and assessment.

L. Maintain monthly contact with each service provider to obtain updates of active
participants, and any who have left or graduated a program that month.

Duties of the G•·eeter(s} (through Title V or paid staffi: 

A. Provide efficient, courteous and speedy customer service to all Career Center clients whether
by telephone, e-mail, fax or in person. This includes individual job seekers and client
company representatives.

B. Answer the telephone for the Center (where applicable), screen and route calls to the
appropriate agencies as needed by the caller.

C. Greet customers as they enter the Center, insuring that each customer completes the Client
Intake Form.

D. Assist visitors with various services in the resource room, especially on-line resources
including MACC self-registration when necessary and appropriate.

E. Clearly and politely direct customers to the location/office of their appointment.
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F. Insure that all Career Center customers are properly informed of all logistical information
necessary for them to access any necessary services, Whenever possible, appropriate and/or
necessary, escort customers to their next place of se1'Vice acquisition.

G. Collect Client Intake, Referral and Customer Satisfaction information.

Monitoring: 

The Region VII WDB staff will monitor the Region VII Career Centers according to the Region 
VII Chartering Criteria, the terms of the final mutually acceptable business plan and WDB 
policies and procedures. Evaluation and financial audit reports will be presented by the WDB to 
the Management Consortia, Representatives from WorkForce West Virginia and/or the US DOL 
may also request data from time-to-time and also perform some monitoring functions, Within 
the terms of the agreement, the Management Consortia will iniplement any required corrective 
action in the Career Center as defined in monitoring reports. Monitoring repo1ts will clearly 
indicate which files were reviewed and what the problem was with that specific file. In addition, 
the monitoring team will review findings with the Management Consortia, 

Organizational Chart: 

Please see the appendix to this business plan for a graphical representation of this defined 
management structure in the fonn of an organizational chart. 

TECHNOLOGY ISSUES 

Assistlve Technology: 

An accessible computer station is available for all prutners, staff and customers of the 
WORKFORCE West Virginia Center of South Branch, The station assists individuals with 
specialized needs for core services, training, and/or training/employment related activities. With 
li111ited training and practice, an individual who once had limited or no use of a computer can use 
tlie specialized hardware and software. The unit is on an adjustable workstation with wheels and 
mobile for use anywhere in the facility. Peripherals include a Visual Magnification System 
(CCTV), a Uniphone (TTY/TDD), a portable word processor (Quickpad/Alpha Smart), ABC 
Keyboard, and includes a library of videos reflecting use of assistive technologies in the 
workplace. 

FACILITY ISSUES 

The WorkForce West Virginia Career Center of South Branch is located at 151 Robert C. Byrd 
Industrial Park Road Suite 2, Moorefield, West Virginia 26836. The partners are assessing this 
facility in order to improve Career Center activities. The Management Consortia will work with 
several other service providers and various nonprofits in an effort to develop a true business 
driven resource center. 

The partners, with the assistance of the Management Consortia, will continue to be focused on 
improving customer referral between partners and partner integration at the Career Center. 
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PARTNERS 

Committed Partners of the South Branch Career Center: 

Partner 

1. Eastern WV CTC

2. Workforce WV

Unemployment Compensation 

3. Workforce WV Job Service

4. Vocational Rehabilitation

5.EPIC

6. Job Corps

7. Telamon

8. WIOA Title I

9. Community Service Block

Grant 

10.I-IUD

Contact Person Service Provided 

Unemployment Insurance Benefits 

Employment Services 

Rehabilitative Services 

Adult Education 

Youth Services 

Migrant and Seasonal Farm Workers 

WIOA Career Coach 

Telamon 

Lauren Arbaugh 

Melanie Delawder 

Melanie Delawder 

Diane Heldreth 

John Holmes 

Max Cerna 

Kim Malcolm  

Matt Hinkle

Dennis Rogers Grant County Housing Authority 

PRODUCTS AND SERVICES 

Job Seeker Services: Core, Intensive and Training: 

The Gt·eeter Station will be the initial contact point for all Career Center customers. There, the 
Greeter can efficiently direct the customer to the appropriate service (i.e. a Career Center partner, 
job postings, etc.) Career services include 1he Career Center information that is made available 
to the universal population at no cost. Services can be accessed in-person, via telephone, lntemet 
and mail. To increase public lmowledge of this resource, the Management Consortium will 
promote this service as the initial and primary point of contact for customers to access the Career 
Center. 

All Career Center pattners are connected electronically via e-mail, and this technology will be 
used more efficiently under this business plan with the Greeter(s) alerting agency employees to 
the fact that customers are waiting. Cmwntly, all partners are com1ected to MACC except for 
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• Continued meetings of partner representatives to plan and strategize
• Enhancement of the Career Centers with independent learning materials and aides
• Continued meetings of the Implementation Team
• Identify new One•Stop partners for co-location
• Identify funding sources for One-Stop operation and expansion

The following tables display the services, how they will be accessed and who provides each 
service currently available at the Career Center locations. 

CAREER SERVICES 

a. WIOA eligibility determinations

b. Outreach, intake (which may include .re•.
employment services) and orientation to the
information and other services . available
throu.!!h the Career Center deliveiy svstem

c. Initial assessment of sk!ll levels, aptitudes,
abilities and supportive service needs

d. Job search and placement assistance, and
where appropriate, career counseling·.

e. lnformation regarding the availability of
supportive servkes, including childcare and

f. 

. . 

transportation, available in the local. area
and referral to suoh services.
Information regarding filing claims for
unemolovment·comoensation

HOW ACCESSED AND PROVIDED 

• Each partner refers potential clients to
Career Center Career Coach

• Career Coach determines eligibility for
WI OA training services

• The intake function will be performed at
the initial point of contact (Greeter).

• Greeter will make appropriate referral to
AB, Career Center Career Coach, or
Vocational Rehabilitation depending upon
the type of testing required.

However, other testing tools, such as TABB, 
will be utilized when required by business 
customers or as deemed appropriate by the 
Career Center Case Manai;(er. 
• WORKFORCE West Virginia, Division

provides these services to the job seeker:
MACC, America's Job Bank, job referral,
automated job matching & notification.

Local Community & Technical College's will 
provide computer-aided career counseling 
(SIGH) in the Resource Room (when it 
becomes functional), resume preparation 
software will also be provided in the Resource 
Room, which will also contain customer use 
PCs and Internet com1ections to support these 
services. 
• The Resource Centers will be stocked with

information about local childcare,
transportation, emergency services, etc.

• Clients can file unemployment insurance
claims at the Career Center throuQh the
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services ■ Vocational Rehabilitation X 

g, Supplemental Financial ■ EWCAA (referred by WIOA CC)

Assistance ■ Pell Grants and other Scholarships

available through Certified Training

Providers

h. WIOA Registration ■ WIOA Career Coach X 

■ Wagner Peyser (State Set Aside)

TRAINING SERVICES FOR JOB SEEKERS 

All One-Stop customers will be have access to all the partner Career Services as outlined in the 
Workforce Innovation and Oppo1tunity Act of 2014, and so identified on each partner MOU. 
WIOA funded Greeters, Resource Room Attendants, and Career Coaches will refer customers to 
any partner service needed by the individual. WDB-funded personnel can refer to approved 
partner program Career and Training services. Any fee for service activity that is WDB-funded 
must be approved by the WDB and placed upon the state approved Training Provider List. Free 
services are listed below. 

A. AE Ready-to-Work Certificate
B. Spokes
C. Self-registration in MACC for WorkForce West Virginia customers (assisted by Resource

Center Assistants)
D. Rapid Response Team. The Workforce West Virginia Career Center of South Branch will be

part of any Rapid Response Team in accordance with the guidance contained in the
Governor's Workforce Investment Division Guidance Policy Letter 02-0, and Workforce
WV Informational Notice dated October 4, 2006.

CAREER SERVICES FOR BUSINESS CUSTOMERS 

The Career Center is committed to reaching out to business and industry and will be making 
plans to offer the following services to that important constituency. Some of the services listed 
below may be offered on a "fee-for-service" basis in tbe future and clients will be made aware of 
this at the time. 

A. Career Center System Information:
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• Orientation to Career Center System
• Labor Market Infonnation
• Center Performance Information
• Regulatory Information i.e. Child Labor laws, safety/OSHA regs, required posters, etc
• ADA compliance and accommodation information
• Unemployment Insm·ance Information
• Tax Credit Infonnation, application & processing
• Support Services Information
• Information on & referral to business start-up, retention and expansion services
• Rapid response to mass layoffs- or plant closings

B. Employee Recruitment Services
C. Business oriented "lending library" (in partnership with the College's SBDC)
E. Job Bank/Labor Exchange (listing and matching, job orders accepted by fax, phone, mail or

electronic)
F. Pre-Employment Testing Services -TABB (measure reading & math competency)
G. West Virginia Job Link
H. Job Fairs
I. Business Services Team The Implementation Team also serves as the Business Services

Team
• Inventory of se!'Vices available to business and industry
• Coordination of such services
• Labor exchange services, testing, training, economic development assistance, temporary

assistance, etc.
• Space Utilization
• Employer Advisory Committee

PERFORMANCE GOALS AND STANDARDS 

Quality services will be delivered through the WorkForce West Virginia Career Center of South 
Branch through a system of integration, cooperation, collaboration and cross informing of the 
participating partners. Regular meetings will be held amongst the partner agency representatives 
who work at the Center (lmplementation Team.) The Implementation Team meetings are held to 
network and cross inform each other about each other's services and also strategize for greater 
collaboration. The goal of the center partners is that each customer is directed through the 
system so that he or she receives uninterrupted se1'Vices. 

In addition, the MACC system will h·ack certain important information that will assist the 
Region VII WDB in its monitoring of the Career Centers to be certain that the Martinsburg and 
South Branch Career Center systems meets DOL, WDB, Consortium and partner performance 
standards. 

Smveys will be administered with Center customers on a regular basis. We will use these 
surveys to evaluate, change and improve our processes. 
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CENTER OPERATING BUDGET 

The budget will be based on WDB funding allocations and partner contribution. 

MARKETING PLAN 

The Career Center is committed to publicizing its programs and services to increase usage and 
access. Any marketing effort that utilizes the "WorkForce West Virginia" logo will be submitted 
to the WDB forreview. 

Job Fairs: 

Throughout the plan year, the Career Center will be involved in job fairs as necessary to help 
businesses locate potential employees, and help to make the Career Center more visible in the 
local community. 

Media: 

The Management Consortia will explore the possibility of writing a regular editorial for local 
newspapers and/or a radio call-in show for local radio stations. The content of this publicity will 
focus on information for job seekers as well as personnel issues for businesses. All media 
releases for joint Consortia activities must be approved by Management Consortia. 

CONTRACTING ARRANGEMENTS 

As illustrated by the Organizational Chart (see appendix), the South Branch Consortium is the 
official operator under the consent and signature of the Region VII WDB and Management 
Consortia partners. 

The WDB has competitively selected Thomas P. Miller and Associates (TPMA) as the One-
Stop Operator for the Career Center. On behalf of the Career Center, TPMA will bill 
the Region VII WDB for its financial obligations with regards to Cm·eer Center operations 
(as described in the attached budget) based on the agreement between the WDB and TPMA as 
described in this Business Plan. All fees charged by the Career Center to the WDB for the 
management and operation of the Career Centers will be paid by the WDB to TPMA who 
will accept such payments on behalf of the Career Center. All Career Center financial 
obligations that are funded by Region VII financial contributions (as described in the attached 
budget) will be paid by TPMA on behalf of the Career Center. The fee paid by the WDB to 
the One-Stop Operator, through their fiscal agent, is a reimbursement based on actual 
incurred expenses within the line item budget submitted with this Business Plan. 
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CONCLUSION 

The Region VU WorkForce West Virginia Career Center of South Branch is committed to re­
designing the way in which the Career Centers are managed and coordinated. By implementing 
a management structure with a clear division of duties, responsibilities and powel'S, and placing 
the day-to-day Center management under a clear coordination structure, the Career Center is 
confident that it can become model Career Center that will be replicated across the country. 
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