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Linking Jobseekers and Employers




Procedure: Youth Case Management            

( Procedure for case management in the WIOA Youth Program
RESOURCES:

WIOA Guide
SERVICES

Case management provides the coordination of services & resources, guidance, encouragement, and motivation at the level needed by each customer to successfully meet goals.  It also includes the appropriate documentation and tracking of plans, progress, needs, addressing of needs, and outcomes. 

Priority of services will be given to Veterans and Foster Youth.

WORKFORCE SOLUTIONS EXPECTATIONS:

Staff (individually and as a team) will provide and ensure on-going case management to all WIOA Youth customers within the caseload, center, and WDA with a positive and professional demeanor. Case management should be individualized for each customer based on their needs, goals, and plan.

Staff will use case management and case management skills to raise self-esteem and empower the customer to be included in decisions, planning, and responsibilities to enhance or prepare for independence. 

Staff will provide individualized and quality customer service by planning strategies, coordinating services, addressing needs as identified and providing the encouragement and motivation to participate, complete and succeed in all activities.

Staff will track and document case management through TWIST, counselor notes, and other documentation to be maintained in the file.

Staff will enforce compliance with rules, regulations, policies, & work instructions through case management to ensure the absence of disallowed costs.

Staff will make every reasonable effort to build a rapport, promote positive public relations, and maintain contact to assure the greatest potential to attain successful outcomes for customers and performance measures (local, state, and federal).  

WORK INSTRUCTIONS:

Case management is critical to providing quality customer service, justifying and tracking program participation and fund expenditures, ensuring compliance with rules, regulations, policies, & procedures and ultimately attaining successful outcomes for customers and performance measures (local, state, and federal).  It is the “glue” for service delivery.  

Service Tracking of Case Management:

Case management may begin as early as outreach or orientation; however, it is mandatory for all participants appearing on a caseload (indicating enrollment).  Even though the TWIST service code for case management is only opened as a one-day activity, on-going guidance and motivation is key to the participant’s success. Once a customer is enrolled in a specialized program case management is used to coordinate services, address needs, provide supportive services, encourage success, and monitor progress of the participant toward his/her goals.  

Enrollment Decisions:

A critical case management decision is program enrollment. Following the completion of eligibility determination, it is the decision of the Staff whether or not to enroll a customer based assessment results, customer goals, and customer barriers. Enrollment into the WIOA Youth program occurs at the delivery of the first qualifying service. In the WIOA Youth program, the first qualifying service received is always the Comprehensive Objective Assessment (COA).  In some cases, a customer may be more suited receiving services through another program and should be referred.

Effective case management skills are demonstrated by looking at the whole picture of goals and needs of the customer to create a plan of sequencing programs/funding streams in an effective map of all services needed. A customer may be participating in more than one program at a time (SNAP, Choices, etc.). This entire plan will encompass the participation period. A key component to successful co-enrollments is communication between the Staffs and assurance that staffing has occurred and is documented in counselor notes.  

Assessment and Setting Goals:

The starting point of case management is to assist customers in setting goals through assessing service needs, academic levels, goals, interests, skill levels, abilities, aptitudes, supportive service needs, barriers, and strengths. The primary tool used is the COA (TWIST Service 08), which consists of the Career Scope, TABE Locator, Staff interview, and the Needs/Barriers checklist. This assessment will be used to establish initial agreed upon goals for the youth customer and the development of the Individual Service Strategy (ISS - TWIST Service 68). It is explained to the customer that the ultimate goal may not be reached during his/her period of participation, but services provided will at minimum start the customer toward his/her goal in a related field and provide guidance to continue independent pursuit of long-term goals. 

Assessment is an ongoing component of case management that continues beyond the COA. Even after initial goals have been outlined in the ISS, the Staff should regularly re-assess the youth customer’s progress towards goals, any barriers/needs that have developed, and any other information pertinent to the successful completion of program activities/customer goals. The customer’s ISS should be reviewed regularly (at least quarterly) and updated as needed. Regular face-to-face contact with the customer is essential.

Removing Challenges:

Some obstacles are identified immediately when developing the ISS, others will arise as the customer is progressing through his/her employment plan. Addressing challenges is ongoing to assure the continued ability to participate, excel and complete steps leading to employment. The customer should always be included in the process of removing his/her challenges (not to be dictated by the Staff).  

Most challenges will be removed through supportive services, training, and/or assistance with job search.  A detailed list of allowable services may be used to resolve these issues (See Allowable Activities). The Youth Center Calendar, Community Resource List and the United Way Info Line (211) are also reference tools for Staffs.

It should always be a practice of Staff to start guiding the customer to independence.  Some techniques to apply are:

· Assist the customer to prepare a back up plan especially for transportation and childcare.  

· Let the customer develop ideas of how to research resources so when we are no longer working with him/her, the customer will be able to remember some tools to help them handle a similar situation independently.  

· Often time customers have developed tools to overcome challenges in their strengths and resources, the goal of the Staff is to enable the customer to use those strengths and resources. (Beverly Ford- Making Case Management Work)

· The customer should be actively involved in discovering solutions to resolving their challenges. (Beverly Ford- Making Case Management Work)

Maintaining Contact:

A vital part of case management is to maintain contact with the customer to monitor progress, provide guidance, and encourage successful completion of goals as quickly as possible within reason. Maintaining communication and establishing rapport are the foundations to effective case management characteristics. The following is an excerpt from Beverly Ford’s Making Case Management Work: 

“This will develop an environment where a productive working relationship can begin. The Staff has the primary responsibility for establishing rapport. How you relate to the customer will impact how he perceives you and the program. As the Staff you can affect what happens once you begin to interact with them.”  

It is usually easier to maintain contact with a customer when a positive rapport is built.  These customers will probably call you, which will reduce the effort needed to contact them. There will always be customers that prefer not to cooperate, but if most of the caseload is a challenge to reach, case management skills should be reviewed.  

Some customers have a remarkable support system; some have a good support system but lack accurate information; and unfortunately some have minimal, zero, or negative support systems for accomplishing goals. The contact with staff may be the sole support for some customers aiming into new territories. Regular positive contact may make the difference for a successful outcome. Staffs should use a variety of tools to maintain contact with customers, for example, they could include but are not limited to: phone calls, email, letters, postcards, home or school visits, website searches, or communication with other community agencies etc.

Staffs will maintain quality contact with youth customers a minimum of once per month in person and occasionally by phone or email. Notifications by letters, postcards, or email that do not initiate a response from the customer will not be considered a quality customer contact. Customer contact will center on the customer’s career goals and progression though services and interim goals.

All contacts made with customers should be documented in counselor notes to “tell the complete story” of what is happening with this customer. Any co-worker, manager, or monitor should be able to read contact notes and follow the activities that “tell the story” of the services provided to the customer.

Connection to Services:

Each Youth participant’s Individual Service Strategy (ISS) will lay out a plan of action that may include one or more of the services offered by WIOA Youth. While the plan of action may involve referrals to other staff and various partner agencies, the Staff remains the central point of contact, informing the various players of their roles in the ISS, giving them appropriate background information, and being aware of changes in the ISS when they occur. Regardless of what service activity the youth participates in, the Staff must maintain a high level of awareness of the service(s) the youth is referred to and a continual knowledge of how well the youth is doing in said activities.

Planned Gap in Services:

Participants who have a planned gap in service that is greater than 90 days but less than 180 days are prevented from exiting. A planned gap in service is recorded in TWIST using Service Code 11 – Planned Gap in Service; this code must be used only when additional qualifying services will be provided later. 

Valid reasons for a planned gap in service include: 

· a delay before the beginning of training; 

· a health/medical condition; 

· caring for a family member with a health/medical condition; or 

· a temporary move from the area that prevents the customer from participating in services, including National Guard or other related military service. 

TWIST Counselor Notes must include documentation that supports the planned gap in service, including the: 

· reason for the planned gap in service; 

· estimated period of time (more than 90 days but less than 180 days); and 

· services to be provided after the planned gap in service concludes and the customer returns. 

More than one planned gap in service is allowed for a period of participation; however, the use of Service Code 11 – Planned Gap in Service should be used only to resolve issues that prevent the participant from completing program services that lead to employment or improved skills. In general, Service Code 11 – Planned Gap in Service is used infrequently and if used multiple times for the same participant it should be closely monitored.

Disengaged Search:

In some cases, a participant may discontinue regular contact with the Staff. Under these circumstances staff should ensure that an appropriate amount of effort has been made to locate or re-engage the customer. This may include the utilization of back-up contacts, training providers, home visits, etc. The Staff should ensure that all efforts and modes of attempted contact are thoroughly documented in TWIST counselor notes.

Work Instructions for Disengaged Search:

· Staff will monitor and track caseload activity and identify participants that have lapse in program activity up to thirty days (30).

· Staff will attempt to contact participant by phone using primary and any alternative numbers provided in TWIST or during office visits.

· Staff will attempt to send a letter of reengagement with contact information of centers to address listed in TWIST both mailing, residence, and/or DHS (if different) for those who do not respond to the phone contacts.

· Staff will plan to conduct a home visit, as appropriate, if all other attempts are deemed unsuccessful.

· Staff will ensure that all attempts are documented in TWIST counselor notes.  

Exiting Decisions:

Although the decision to close a program (detail) is sometimes defined by the program (see procedures and work instructions for Funding Stream Closure and Potential Exit), the participation period for a customer is not entirely restricted. Since the customer is not actually exited for common measures until his/her participation period has a gap of qualified services for at least 90 days, center staff can influence the exiting of a customer.

At enrollment the Staff looks at the entire scope of services to assure the customer will be prepared for self-sufficient employment when the ISS is completed. However, there may be times when the service plan is complete and the customer has been participating/cooperating but is still not ready for exit. If this occurs and other services available will benefit the customer, the service should be provided and entered into TWIST. (This should not be done to prolong an exit of a customer who is no longer participating or cannot be located.)  The ISS should also be revised with justification in the counselor notes to reflect the need and addition of the service.  

Whether an exit is extended due to the customer’s continued participation in WIT, being outreached by other programs, or staff assessing the need for additional services, it is the responsibility of the Staff to know the status of customers on his/her caseload to ensure case management throughout the entire participation period. The best tool to monitor the countdown of the 90-day gap clock is the Web Report titled “CM Exiter Alert Report”. Other helpful tools include maintaining a caseload log or posting customer exits in Outlook Calendar.

Follow Up:

Follow up will overlap the soft exiting period during the 90-day gap in service. For WIOA Youth, follow up occurs for a minimum of 12 months following the exit date. Staff (or designated staff) will continue case management to provide, direct, or make referrals for services needed and be responsible for collecting customer information as it pertains to program performance.
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