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Procedure: Counselor Notes - WIOA Program
 Procedure for entering WIOA eligibility and case management TWIST counselor notes.

RESOURCES:
· WD Letter 06-13
· WD Letter 07-14
· WIOA Guide
· TWIST Procedures

SERVICES
Counselor notes are the documentation outlining a customer’s participation from outreach to exit. Counselor notes document eligibility, assessment, goals, needs, barriers, non-participation and progress. They also provide a summary of up to date events and information regarding the customer’s participation. Remember: If it is not documented in counselor notes, it did not happen.


COMPLIANCE REQUIREMENTS & MEASURES:	
· Must meet WIOA Eligibility Guidelines specification for eligibility determination status.

WORKFORCE SOLUTIONS EXPECTATIONS:
Staff will maintain contact with customers and document their contact in counselor notes at least at the minimum requirement and all efforts and indirect contacts should also be documented.  All significant events should also be documented in counselor notes in TWIST.

Staff will document in counselor notes that a determination was made regarding an applicant’s WIOA eligibility status.  This entry should indicate that the applicant’s eligibility status is either complete, or incomplete & pending, or denied and should identify which eligibility category was used to document the eligibility determination. 

Counselor notes will contain factual information, professional decisions and be written professionally and with integrity. Counselor notes should be objective. 

Staff should discuss with customer and notate that eligibility determination allows for service consideration and is not a guarantee of enrollment.  

Staff should notate and identify any documented Data Validation elements utilizing a verbal declaration or self-attestation. Any other allowable Data Validation documentation source utilized must be supported via physical documentation.

WHAT TO DOCUMENT:
Counselor notes should cover who, what, where, when and why of what is being documented: Who-customer’s name, employer’s name, contacts at schools (teacher’s, administrative Staff), etc.
· What-activity being reported, services being requested.
· When-includes dates of appointments, date activity is being reported and documented.
· Where-location of activity, employment, training, etc.
· Why-justify eligibility status (incomplete, denied, or complete: eligible), document and verify.
· How-how did contact occur.


EFFECTIVE COUNSELOR NOTE QUALITIES
Counselor notes should be written in complete sentence format; should contain a minimal amount of spelling errors and should describe customer behavior and not reflect the author’s opinions, assumptions, or judgments.  Qualities of effective counselor notes are:
· Individualized
· Specific
· Objective (avoid personal opinions or assumptions that portray negative views about the customer).
· Relevant to progress toward the goal
· Concise and to the point yet enough information to explain clearly.

CONFIDENTIAL DOCUMENTS
Counselor notes should also be sensitive to confidential information.  All confidential customer documents are to be kept in a separate manila folder, apart from the customer’s file.  Counselor notes should include information that the customer provided a confidential document and the actual confidential document has been filed in a secure cabinet.      

ALLOWABLE ABBREVIATION
Special Note: Before ANY abbreviations are allowed within the Counselor Note the word being abbreviated MUST be spelled out completely in its entirety. 


	AER – Activity Enrollment Request
	PRA – Personal Responsibility Agreement

	CC – Career Counselor
	SNAP – Supplemental Nutrition Assistance Program Employment and Training

	CA – Conditional Applicant
	SWE – Subsidized Work Experience

	CU - Customer
	TANF – Temporary Assistance for Needy Families

	EPS – Employment Planning Session
	TABE – Test of Adult Basic Education

	FEP – Family Employment Plan
	TWC – Texas Workforce Commission

	Gen Pop – SNAP General Population
	TRA – Timely and Reasonable Attempt

	GC - Good Cause
	VET REP – Veteran Representative

	HHSC – Health and Human Service Commission
	WIOA – Workforce Innovation Opportunity Act

	HOTWF – Heart of Texas Workforce
	FU – Follow-up

	SUP.SVC – Support Services
	ITA – Individual Training Account

	DLW – Dislocated Worker
	TAA – Trade Adjustment Assistance

	PV – Purchase Voucher
	PO – Purchase Order

	WIT – Work in Texas
	TWIST – The Workforce Information System of Texas

	GPA – Grade Point Average
	GED – General Education Diploma

	ETPS – Eligible Training Provider System
	FAFSA – Free Application for Federal Student Aid




COUNSELOR NOTE TEMPLATE AND REQUIRED INFORMATION:
Below is a template designed to ensure all pertinent information is captured (including who, what, where, when, why, and how).  All relevant information should always be included to ensure the whole story is complete.
	The words “Program,” “Activity,” “Analysis,” and “Next Step” must be included in the counselor note entry.
Program: List the specific funding stream (WIOA Adult, WIOA Youth, WIOA Dislocated or any combination).
Activity: The activity or purpose of the counselor note activity.
Analysis: The analysis is a detailed summary of what was covered during the visit/call.
Next Step: The next step for the customer and staff; what will happen next; next appointment, etc.



REQUIREMENTS BASED ON ACTIVITY
Staff will continue to document services provided, needs identified and addressed, and progress toward goals on a monthly basis at a MINIMUM.  Staff is allowed to show more than one subject activity in the service box. Staff will use refer to the Counselor Note Desk-aid for detailed guidance on what to include when documenting the following activities in TWIST Counselor Notes.  These activities should be outlined in the ANALYSIS section of TWIST Counselor Notes.

Intake:
· Orientation – attendance date and pertinent information required 
· Eligibility – determination/certification outcome 

Assessment:
	· Testing – type of testing, dates, and results 
· Education level and education goal
	· Employment Goals
· Transition and Back-up Plan

	· Work History
	· Childcare Needs & Back-up Plan

	· Job skills
	· Support System

	· Background (criminal history)
	· Military Background

	· Barriers removal (i.e. transportation, childcare)
· WIT Registration/Update
	· Health Concerns of Self/Family
· Barriers removal (i.e. transportation, childcare)

	· Financial Aid status
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Participation:
· Service Tracking –(Document service enrollments, changes, and completions, including justifications)
· Contacts – (Document contact regarding participation requirements, progress toward goals, expectations for the customer’s next step and next scheduled appointment)
· Significant Events – (Document events that impact or may impact customer participation, completion or success). This includes, but isn’t limited to finding employment, obtaining secondary degree (High School or GED), certifications or any post-secondary education degrees (Associations, Bachelor’s, etc.) and benchmarking of school progress.
· Documentation of the required participation hours for the month or list of classes and grades obtained.


Contact with Partner Agencies:
· Community referrals

Support Services:
· What is being requested and amounts
· Are other resources available
· Justify the need
· Do support services address customer barriers

Exiting:
· Exiting Decision & Justification– (Document a summary of services provided and customer participation/outcomes, including discontinuation of support service and expectations for post program activities if allowed by program).
· Performance Outcome Tab – ensure that this screen is completed when the customer was enrolled in a Training service.
· Employment Outcome Tab – ensure that this screen is completed when the customer has entered employment.

Follow-Up
· Document begin date and purpose of follow-up.


Note: Choose ADD not Insert to populate the new note row, this will ensure the row is added in the correct chronological sequence.
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