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Forward Careers Case Management Programs 
 

Forward Careers is a team of workforce professionals that specialize in delivering and providing employment and training 
programs for its primary customers: 
  

• individuals seeking to improve their employment potential in demand-driven and high growth professions; and 
• businesses, of any size and industry, seeking quality services to help attract, train, and retain the talent needed to 

succeed and grow. 
  

Our Mission: To develop a thriving workforce and strong economy.  
 

It is our commitment to provide high quality, effective and accessible workforce development services to Our Vision: 
individuals seeking demand-driven and high growth professions and connect businesses to skilled talent and integrated 
solutions to remain competitive. 
 
Whether clients are exploring a career change, looking for a new job, preparing to graduate, or are currently 
unemployed or underemployed, FCI Career Planners will provide individuals with the right tools to reach their career 
goals.  
 

Overview of Programs 

 DVR Service Provider: As an approved Division of Vocational Rehabilitation service provider, we provide assist to 
referred individuals in the following areas: job preparation, job development, job placement, employment readiness 
assessments, job shadows and temporary work experiences. 
 

 Independent Living:  Designed for young adults who are aging out of the foster care system, this program provides 
education for independent living in the following areas: housing, education, employment, health/well-being, 
transportation and permanent connections. 

 

 Tech Hire: The WorkIT program is designed to assist young adults ages 17 to 29, with a high school diploma, pursue 
education, employment, and training opportunities in information technology (IT) positions in the advanced 
manufacturing, healthcare, or IT industries. 

 

 Windows to Work: Designed to assist incarcerated individuals in becoming work-ready at 6 months pre-release and at 
3 months post-release. Services are focused on cognitive intervention, general work skills and experience, financial 
literacy, community resources and job seeking/applications/resumes. 
 

 Workforce Innovation and Opportunity Act Programs: WIOA programs provide case management services to 
individuals who meet program eligibility.   Once determined eligible, participants can receive a variety of services, 
including the following: adult and financial literacy, basic skill instruction, career exploration, employment counseling, 
work readiness assistance, funding for training and upgrading skills, on-the-job training 
 

o Youth Program Eligibility: Designed to assist eligible individuals aged 18 - 24 with achieving their educational 
and employment goals through case management and program elements with a focus on educational 
opportunities, work experience and on-the-job training. 
 
 

o Adult Program Eligibility: For those aged 18 and older who are legally authorized to work in the United States 
and who, if male, have registered with Selective Service 
 

o Dislocated Worker Program Eligibility: For those aged 18 and older who are legally authorized to work in the 
United States and who, if male, have registered with Selective Service and who have 1) lost their job through 
no fault of their own or 2) are from a mass lay-off or company closing, or 3) are displaced homemakers or 4) 
were self-employed or 5) are separating or separated members of the US Armed Forces and/or are 5) 
spouses of active duty military members.  



4 
 

Contact Information 
 
DVR Service Provider Contact:  

• Jennifer Aldrich, Waukesha, Ozaukee and Washington, 262.695.7989, jaldrich@wctc.edu 
 
Independent Living Contacts:  

• Lauren Quinnies, Waukesha, 262.695.8044, lquinnies@wctc.edu 

• Cindy Hinckley, Washington and Ozaukee, 262.335.5309, wdc_chinckley@morainepark.edu 
 
TechHire Contacts: 

• Lauren Schrubbe, 262.695.8041, lschrubbe1@wctc.edu  

• Amber Zahn, Waukesha, 262.695.7935, azahn1@wctc.edu 

• Kathy Wolfe, Washington and Ozaukee, 262.335.5318, kwolfe@morainepark.edu 
 
Windows to Work Contact: 

• Brian Luera, Waukesha, Ozaukee and Washington, 262.695.6222, bluera@wctc.edu 
 
WIOA Youth Program Contacts: 

• Lauren Friedl, Waukesha, 262.695.8044, lfriedl@wctc.edu 

• Amber Zahn, Waukesha, 262.695.7935, azahn1@wctc.edu 

• Cindy Hinckley, Washington and Ozaukee, 262.335.5309, wdc_chinckley@morainepark.edu 
 
WIOA Adult/Dislocated Worker Program Contacts: 

• Heather Stuebner, Ozaukee, 262.238.2883, wdc_hstuebner@morainepark.edu 

• Jeff Hopton, Waukesha, 262.695.7972, jhopton@wctc.edu  

• Kim Mullikin, Waukesha, 262.695.7947, kmullikin1@wctc.edu 

• Patty Faul, Washington, 262.335.5308, pfaul1@morainepark.edu 
 
Program Managers 

• TechHire: Jessie Johnson, Waukesha, 262.7882, jjohnson235@wctc.edu 

• W2W and DVR: Kimberly Trinko, Waukesha, 262.695.7885, ktrinko@wctc.edu or wdc_ktrinko@morainepark.edu  

• WIOA and IL: Lisa Maylen, Washington, 262.335.5304, lmaylen@morainepark.edu or lmaylen@wctc.edu 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 

mailto:lquinnies@wctc.edu
mailto:wdc_chinckley@morainepark.edu
mailto:lfriedl@wctc.edu
mailto:wdc_chinckley@morainepark.edu


5 
 

Guiding Principles for Customer Service 
 

Forward Careers, Inc. (FCI) strives to bring meaning and purpose to the work of our team members and customers. We do 
this by fostering a culture under the tenets of our guiding principles and a set of unified values. As a partner of the 
American Job Center network, FCI has incorporated the Workforce Development Center’s customer engagement goal into 
its daily operation. 
 
CUSTOMER ENGAGEMENT GOAL: “95% of communication within the workforce development system will be delivered by 
staff in a professional and consistent manner when engaging with internal and external individuals.”  
 
To provide consistency across programs and three Centers, FCI has added the AIAE and AIDET concept into its internal 
standard operating procedures. AIAE or AIDET is an evidence-based communication tools that help teams establish 
powerful communication frameworks to use with client, families and each other. This tool has shown to reduce client anxiety 
and thus enhance the ability of the client to participate in services. Using a consistent conversation framework helps staff 
anticipate the needs of clients so that they can meet and exceed the level of services clients expect. 
 
AIAE is the acronym that stands for: 
 

 AIDET is an acronym that stands for: 
 

A Acknowledge Acknowledge the client by 
name. 

 A Acknowledge     Acknowledge the client by name. 

I Introduce Introduce yourself with 
your name. 

 I Introduce           
 

Introduce yourself with your name, 
your role and experience. 

A Ask Ask how you might help 
them. 

 D Duration            
 

Duration of interaction or wait time. 

E Ensure Ensure that they get to the 
right place. 

 E Explanation       
 

Explanation of what to expect next. 

    T Thank You         
 

Thank the customer. 

 
Additionally, the following principles apply. 
 
Equality of Service 

 All individuals accessing the American Job Center will be treated with respect and dignity. 
 
Promptness of Service 

 Every effort will be made to serve customers in a reasonable length of time.  This includes returning customer phone 
calls within 24 hours. 

 
Incoming Calls 

 All calls should be answered using “Forward Careers” as the opening statement, staff name, and “ask”.  For 
example, “Forward Careers, you have reached Maureen. How can I help you?” 

 
Outbound Calls 

 All outbound calls should include an introduction, staff name, and company name. For example, “Good morning, my 
name is Maureen with Forward Careers.” 

 
Voice Mail Greeting and Out-of-Office Messages 

 All voice mails are to have a greeting that includes introduction, staff, and company name. Staff that will be on 
PTO should include a temporary out-of-office message in their voice mail and email auto response with signature. 

 
Standard Greetings 

 Hello, this is _______________ with Forward Careers.  I am not available to take your call at this time.  Please 
leave your name, number and a complete message after the tone.  Thank you for calling. 
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PTO Greeting 
Hello, this is _______________ with Forward Careers. I will be out of the office with a return date of 
________________________.  If your call requires immediate assistance, please call _______________ (include 
name and phone # of backup staff). Otherwise, I will return your phone call upon my return. Thank you. 
 
Email Auto Response 
Thank you for your message. I am out of the office returning on June 17. I look forward to connecting upon my 
return. 

 
Client Service Philosophy 
FCI’s overall approach to service delivery puts the client at the forefront and maintains the flexibility to change as a client’s 

life changes. We Champion our Customers by treating everyone as an individual and knowing that a “one  

size fits all” model does not serve the client well.  Each individual has a unique set of skills, backgrounds, and strengths; and 
it is those strengths that should be the focus of conversations with Career Planner. 
 
The goal with every client is to provide the highest level of service possible and be a provider of choice, which is achieved 
through meeting clients where they are (i.e., providing an upfront assessment of their current situation, barriers, and 
strengths) and developing a plan which consists of activities that lead to realistic and attainable goals.  Each service that is 
provided (workshops, mock interviews, GED/HSED, basic skill instruction, short- and long-term training) and how it is 
provided (one-on-one, group setting, at the Workforce Development Center, off-site, via video conference, or webinar) is 
all based on individual client need.  
 
A few hallmarks of FCI’s expectations include: 

 Going above and beyond is just part of the job 

 Never say “no” but provide alternatives so the answer can be a “yes, but through this service or agency,” 

 We get what we except, so expect the best from clients and that is what you’ll get  
 
 

Co-Enrollment 
The purpose of co-enrollment is to meet the training and employment needs of program participants and provide as many 
participants as possible with comprehensive services that may not otherwise be available or allowable under an individual 
grant or funding source.  The goal of co-enrollment should always be to maximize program funding by creating a 
customized service and benefits package for each participant enrolled in both programs and never just to increase 
enrollment numbers for programs. It is expected that coordination between local staff will be carried out through ongoing 
monitoring of the established coordination process with changes made to keep the process as streamlined as possible. The 
expected outcome of program coordination for each participant is to make a successful transition to the next step in their 
career path and the expected outcome of state and federal entities is to exceed performance standards. Referrals and co-
enrollment in non-workforce related programs is also allowable to provide wrap-around services clients may need. 
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Standard Operating Procedures  

 
Current FCI service methodology has two main focuses: clients and the career planner role as driver of services and success.  
To aid locally in the establishment of consistent service standards and service levels across programs, counties and career 
planners, FCI developed standard operating procedures for the stages of case management to make sure all clients are 
receiving the same high level of education, service and engagement.  The following were developed with Career Planners 
and cover all programs, regardless of funding source. 
 

Intake 
Department: Career Planners 
 

Purpose: Define introduction of programs/services to clients, determine eligibility and steps to complete program 
enrollment.  This process can happen in stages and can typically take between a few days to a few weeks.  Note: Early 
connections with clients are key to long term engagement and begin with enthusiasm, empathy and a focus on client needs 
rather than program requirements. 

 
Responsibilities:  

Career Planner (CP): The CP is responsible for: 

 Inviting people to enroll in programs through various recruitment methods,  

 Determining the client’s eligibility for programs by utilizing the Intake Screening Guide, 

 Referring to other resources as needed, 

 Completing data entry and paperwork, 

 Completing intake process and enrollment into the program. 
Process:  

Career Planners drive the intake process by: 

 Asking individuals about their needs/what made them reach out.  Listening and assessing for possible 
programs/services/referrals 

 Asking about Veteran’s status as all federally funded programs are required to provide priority of service at first 
point of contact  

 Asking about specifics for program eligibility using Intake Screening Guide.  All clients should be screened for all 
FCI programs 

o If eligible for multiple programs, determine which need is most important and refer/enroll in that program.  
If a reverse referral, note all programs person is eligible for and indicate on the BSR Referral form 

o Co-enrollment should take place when it’s a benefit to a client, not just to get increased numbers 

 Providing overview of program(s) or service(s) and talking about enrollment or referral process focusing on client’s 
most immediate need(s).  Providing value in first meeting - if person’s immediate need is employment, provide job 
leads or walk to Resource Room.  If interested in school, provide direction for research to begin.   

 If not eligible/appropriate for a program, walk out to Resource Room for job search assistance and/or provide 
community referrals for other needs.  If your program can not help, find something else that can. 

 If another intake appointment is needed, clearly state next steps and consider providing handout/guidance for 
steps and providing needed paperwork for completion before the next meeting.   

 Scheduling next appointment for as soon as possible to keep engaged in the program 

 Considerations before enrollment (beyond eligibility) 
o Is this person’s goal employment and is 

this person ultimately employable? 
o Is this person suitable for the program? 
o Does the person seem interested in the 

program? 

o What motivates this person? 
o Has this person followed through on steps 

so far?   

 Setting clear expectations and clear goals for next steps  

 Completing required data entry / documentation 
 

Additional Resources 

 Intake Screening Guide and ERN Resource Map for referrals to non-workforce related services / programs 
Back-up 

 Each CP is responsible to communicate and provide the details of his/her back-up with everyone 
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Assessment Standard Operating Procedure 
 
Department: Career Planners 
 
Description: Assessment is the gathering of information on a client’s academic levels, skill levels, and service needs, which 
includes a review of basic skills, occupational skills, prior work experience, employability, interests, aptitudes, supportive 
service needs, and developmental needs.   

 
Responsibilities:  

Career Planner (CP): The CP is responsible for: 

 Creating a trusting relationship where clients feel at ease discussing their strengths/situations/needs  

 Conducting informal and formal assessments on all areas listed above for all clients, customizing tools and 
resources based on individual client needs/aptitudes, and using assessments with a solutions focus 

 Using assessment results to determine gaps in occupational choice, work readiness, education, employment 
history and using the results to determine which services will be needed / provided 

 Using client strengths as a motivator to help achieve goals 

 Documenting assessment results and creating action steps/employment plans based on gaps, 

 Reassessing throughout program involvement for ongoing needs. 
 
Process:  

Career Planners drive the assessment process by: 

 Beginning assessment with the first conversation as a natural expansion of the intake process.  

 Gathering client information through program application, resume, previous program episodes, databases 

 Using the Work readiness assessment tool as an additional resource in exploring strengths and possible gaps 

 Formal assessment tools should be used to further clarify needs or to guide client decisions.   

 Fully involve client in the assessment process – it’s not just about getting the results that point to something easy. 

 Utilize the “check it, prove it” model; don’t just take the client’s word for it, investigate to make sure it’s true. 

 Assessment results, at a minimum, should answer the following questions: 
o Does the client have a clear employment goal/occupational choice that is:   

 Based on results of informal and formal assessment? 

 Investigated by the Career Planner?  Employment choice needs to be more than just “family 
said I should” or “they make high wages.” 

 Researched and fully known (hours, wages, working conditions, shifts, etc.) 

 In line with their likes and dislikes? 

 Doable with their employment history, education level, offender background, abilities, etc.? 
o What gaps need to be addressed in basic skills, education, prior work experience, aptitudes, or 

developmental need?  
o What types of supportive services will the client need to be successful? 

 Setting clear expectations and clear goals for next steps 

 Completing required data entry / documentation 
 

Additional Resources 

 Program Application, Program Assessment forms, Client Resume 

 Career Planner Resources list 
 

Back-up 

 Each CP is responsible to communicate and provide the details of his/her back-up with everyone. 
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Barrier Screening / Dealing with Barriers Standard Operating Procedures 
 
Department: Career Planners 
 
Description: Suitability for our programs should never be based on whether an individual has a barrier or multiple barriers 
to employment.  It is expected that we serve clients with barriers but it is appropriate and necessary to help them deal with 
those barriers when they impact their ability to get and maintain employment.   Areas of possible impact include: 
health/wellness, legal status, self/family care, transportation, interpersonal, and financial. 

 
Responsibilities:  
Career Planner (CP): The CP is responsible for: 

 Employing active listening skills, discussing barriers in a professional and supportive manner that fosters trust 
and a sense of shared commitment to goals. 

 Conducting informal and formal barrier screening on all areas listed above for all clients, customizing tools and 
resources based on individual client needs/aptitudes. 

 Using barrier screening results to determine which services will be needed / provided and which will be 
referred out and / or program funded. 

 Documenting barrier screening results and creating action steps/employment plans to deal with barriers that 
impact employability. 

 Reassessing throughout program involvement for ongoing/new barriers. 
 

Process:  
Career Planners (CP) drive the barrier screening process by: 

 Gathering information /screening for barriers and helping client recognize barriers that could hinder his/her 
successful participation in program services and their employability 

 Problem solving with clients ways to successfully address barriers 

 Helping clients connect with available external resources or program funded resources 

 Helping clients discover what, if anything, is out there: conducting CCAP search /google search. 

 Setting clear expectations and clear goals for next steps 

 Completing required data entry / documentation 

 Follow-up and inquire about progress on addressing personal/professional barriers.  Check about referrals 
and follow-through.  

 Ongoing discussion regarding barriers as the clients status changes or as new items become apparent.  
 

Additional Resources 

 Program application, DVR reports, work readiness assessment 

 Barrier Screening Guide  

 Career Planner Resources list 
 

Back-up 

 Each CP is responsible to communicate and provide the details of his/her back-up with everyone. 
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Work Readiness 
 
Department: Career Planners 
 

Description: Enrolling in a Forward Careers program should entitle clients to a consist level of work readiness and job 
preparedness. Just as those who seek help from a therapist expect to receive therapy, those who come to FCI expect to 
learn more than just the basics of searching for job. The following outlines the baseline of skills / services clients should 
receive. 

 

Responsibilities:  
Career Planner (CP): The CP is responsible for: 

 Employing active listening skills, discussing workforce preparedness and job preparation in a professional and 
supportive manner that fosters trust and a sense of shared commitment to goals. 

 Determining what skills the client already possesses and what the client needs to learn, then customizing tools 
and resources based on individual client needs/aptitudes. 

 Documenting progress utilizing the “check it, prove it” model; not just take the client’s word for it, investigating 
to make sure it’s true. 

 Reassessing throughout program involvement for ongoing/new skills to learn. 
 

Process:  
Career Planners (CP) drive the work readiness and job preparation process by: 

 Gathering information /screening for what client already knows and what the client’s background reveals 
about work readiness 

 Providing training in multiple formats based on how clients will learn best (one-on-one, in group settings,  on-
line videos, role playing, work experience, on-the-job, job coaching) 

 Problem solving with clients ways to successfully address gaps in knowledge / practice 

 At a minimum, Career Planner should provide guidance for each client and by program end, each client should 
be able to:  

o Possess the types of identification needed by businesses  
o Gather all data related to previous employment 
o Document their job search (record where/when/how client applied) 
o Have a professional email and voicemail  
o Know how to research occupations for job duties/transferable skills, wages and outlook  
o Complete on-line applications (or know where to learn computer basics) 
o Understand how to target all aspects of job search to specific positions  
o Know where and how to find openings and how to apply for jobs 
o Know how to research potential employers  
o Properly complete job applications and answer specific barrier questions 
o Have a “why hire me” statement  
o Have a working resume that can be changed for each job 
o Know the different types of interviews, what to bring, what to ask and how to answer questions  

 Reviewing soft skills / core competencies to determine possible weak areas and providing some type of 
intervention / training / skill development  

 Setting clear expectations and clear goals for next steps 

 Completing required data entry / documentation 

 Ongoing discussion regarding work readiness and job preparation as the clients status changes or as new items 
become apparent 
 

 
Additional Resources 

 Program application, work readiness assessment, client developed resume, mock applications and interviews 

 Career Planner Resources list 
 

Back-up 

 Each CP is responsible to communicate and provide the details of his/her back-up with everyone. 
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Supportive Service Process  
Departments: Career Planners, Data and Planning, Fiscal 
 
1. Purpose: To standardize the Supportive Service Process. 

 
2. Responsibilities: 

a. Career Planner (CP): The CP is responsible for: 
i. Notifying clients know about supportive service options in a fair and equitable manner, 
ii. Submitting Supportive Service Request form and supporting documentation to the Reviewer 

BEFORE providing the supportive service, and 
iii. Collecting receipts after purchase. 

 
b. Reviewer: The Reviewer is responsible for: 

i. Reviewing supportive service requests, 
ii. Tracking supportive service estimated amounts, 
iii. Pulling reports as needed, 
iv. Signing the supportive service request form, and 
v. Submitting form to the Program Manager with any recommendations.  

 
c. Program Manager: The Program Manager is responsible for: 

i. Final Review and approval of supportive services, 
ii. Notifying the Career Planner if the request has been approved or denied. 

 
d. Fiscal: The Fiscal Department is responsible for: 

i. Entering approved supportive service request information in ACCESS, 
ii. Processing school supportive service requests and mailing to schools, and 
iii. Processing requests, reimbursements/payments. 

 
3. Process: 

a. For items to be reviewed in a timely manner, forms must be submitted at least 2 days before an item is 
needed. Failure to do so may delay approval and/or result in the request not being approved. For items that 
need to be purchased with in the 2 day period, see h. Emergency Purchases.  
 

b. For Supportive Service Requests not being sent to a school without a Purchase Request (Reimbursements): 
i. CP will submit the Supportive Service Request Form to the Reviewer for review/signature. 

o CP will not provide supportive service or authorization for client to proceed with 
supportive service, until the request has been approved. 

ii. Reviewer will review supportive service budgets and make recommendation to Program Manager.  
iii. Program Manager will review and notify the CP if the request has been approved or denied.  
iv. For approved requests, the Program Manager will provide a physical or scanned copy of the 

approved request form to the Career Planner. 
v. Once the CP receives receipts, the CP will submit the Approved Supportive Service Request form and 

receipts to Fiscal for payment.  
o NOTE: Wait until all receipts have been received to submit to Fiscal. If the client needs 

reimbursement sooner, the CP must indicate that more receipts will be submitted. All receipts 
must be received no later than 15 days following the end of the month to be processed. For 
courtesy to the Fiscal department, use appropriate email prompts when submitting receipts to 
minimize confusion and allow for emails to be better tracked.  

vi. Once payment has been processed, the Reviewer will notify the CP via email.  
 

c. For Supportive Service Requests not being sent to a school with a Purchase Request (Credit Card or Check): 
i. CP will submit the Supportive Service Request Form and Purchase Request Form to the Reviewer 

for review/signature. 
o CP will not provide supportive service or authorization for client to proceed with 

supportive service, until the request has been approved. 
o A separate purchase request should be made for each vendor/ store. 
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ii. Reviewer will review supportive service budgets and make recommendation to Program Manager.  
iii. Program Manager will review/ sign the Supportive Service Request Form and Purchase Request Form.  

o If denied, the Program Manager will notify the CP.  
iv. For approved requests, the Program Manager will provide the approved request form and purchase 

request to Fiscal for processing.  
v. Fiscal will notify the CP when the purchase request has been processed. 

o If CP is using the FCI credit card, Fiscal will provide the approved request form and purchase 
request to the CP. The CP will submit the approved forms back to Fiscal once receipts for 
purchases are received. 

o If Fiscal is making the purchase with the FCI credit card, the forms will be held by Fiscal until 
payment has been made. 

vi. Once payment has been processed, the Reviewer will notify the CP via email.  
vii. NOTE: For rent assistance or items that have been approved for more than one month at a time, a 

new purchase request must be submitted with the approved supportive service request form to 
prompt Fiscal to issue payment. For any new items not included in the approved purchase request, a 
new purchase request must be submitted.   

 
d. For Supportive Service Requests being sent to a school: 

i. CP will submit the Supportive Service Request Form to the Reviewer for review/signature. 
ii. Reviewer will review supportive service budgets and make recommendation to Program Manager. 
iii. Program Manager will review/ sign the Supportive Service Request Form.  

o If denied, the Program Manager will notify the CP.  
iv. For approved requests, the Program Manager will provide the approved request form to Fiscal for 

processing.  
v. Fiscal will send the approved request form to the school, copying the Career Planner, for processing.  
vi. When bills are received, Fiscal will be responsible for reviewing and processing payment.  

 
e. For Transportation Bus Passes, Gas Cards, Gift Cards, or Taxi Tickets: 

i. CP will submit the Supportive Service Request Form to the Reviewer for review/signature. 
o Use the front page of the supportive service request form since this is a client item that 

will be handed out. 
o CP will not provide supportive service or authorization for client to proceed with 

supportive service, until the request has been approved. 
ii. Reviewer will review supportive service budgets and make recommendation to Program Manager.  
iii. Program Manager will review and notify the CP if the request has been approved or denied.  
iv. For approved requests, the Program Manager will provide the approved request form to the Career 

Planner 
o In West Bend and Mequon, the CP will receive the bus pass, gas card, etc. with the approved 

request. Once the client signs the request indicating they have received the item, the CP will 
send the completed form to Fiscal.  

o In Pewaukee, the CP will show the approved form to Fiscal when requesting the bus pass, gas 
card, etc. Once the client signs the request indicating they have received the item, the CP will 
give the completed form to Fiscal. 

v. NOTE: Per policy, for long term support, only 50% of the total cost will be covered. Example: For a 
client who needs 4 months of bus passes, we will only cover the cost of 2 months.   

 
f. For Transportation Reimbursement: 

i. CP will submit the Supportive Service Request Form to the Reviewer for review/signature. 
o Use the second page of the supportive service request form to calculate the daily rate. 

Make sure to also include the training agency and location. 
o CP will not provide supportive service or authorization for client to proceed with 

supportive service, until the request has been approved. 
ii. Reviewer will review supportive service budgets and make recommendation to Program Manager.  
iii. Program Manager will review and notify the CP if the request has been approved or denied.  
iv. If approved, Program Manager will send the approved form, attendance forms, and sample email 

for the Client to the CP.  
v. On a monthly basis the CP will request attendance forms from the client and submit to the Program 
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Manager for review and approval.  
vi. The Program Manager will submit the approved attendance forms to Fiscal for processing. 
vii. Once payment has been processed, the Reviewer will notify the CP via email.  

 

g. Revisions 
i. CP will submit a supportive service revision form to Fiscal for review when: 

o A client drops a class, 
o A client drops out of school, or 
o A client needs more funding above the approved item amount. 

ii. Fiscal will give the revision to the Program Manager for final approval. 
iii. Once approved, Fiscal will make adjustments in the database and send the updated form to the 

school 
 

h. Emergency Purchases 
i. Emergency purchases are those purchases that are needed to be made within 2 days.   
ii. All approvals must be in writing. 
iii. In the event that items need to be purchased immediately: 

o Career Planners will contact the Program Manager 
o The Program Manager will contact the President 

iv. Once the purchase has been approved by the President, the Career Planner will submit the 
paperwork using the standard process listed above. 

v. For other medical emergencies, the Career Planner shall call the Program Manager who will 
contact the President and provide details about the situation. The President will provide a written 
response. Once the written response is provided, the Program Manager shall call the Career 
Planner to make the purchase. 

 

If the Program Manager is unavailable upon the Career Planner initial call, the Career Planner shall contact the 
President directly either via phone, text or email. 
 
i. Independent Living Purchases 

i. Reimbursements  
o For items that a client purchases before a supportive service request has been approved, 

receipts and a supportive service request form must be submitted within one week of 
purchase to be reimbursed.  

 Extraordinary circumstance must be approved by the President.  
ii. Credit Card Purchases 

o All purchase on the company credit card must be approved in writing prior to purchase.  
o As a note, if clients are co-enrolled in Independent Living and DCF- Innovation Grant, the 

company credit card can be used for purchases. 
iii. When new supportive services are being requested for rent, rental agreements or rent assistance 

forms must be attached. For rental agreements, only the page that includes the duration of the 
rental agreement, cost per month, client’s name, and address of the client is needed.  

 
4. Additional Resources 

a. Paperwork includes Supportive Service Request Form, CM-07: Supportive Services Policy, T-00: Training 
Services Policy and CM-05: IEP Policy 

b. Independent Living Examples: 
i. Supportive Service without a purchase request(reimbursement) 

o John paid for his electrical bill this month and has a receipt.  
o Kendra paid for her groceries and has a receipt.  

ii. Supportive Service with purchase request (credit card or check) 
o Molly needs to have her rent paid to Sunnyside Apartments. 
o Luther needs to go shopping with his career planner to buy clothes for his first day of work.  

5. Back-up 
a. Each CP is responsible to communicate and provide the details of his/her back-up with everyone. 
b. For review and signature, the back-up for: 

i. The Reviewer is the Executive Assistant/ HR Coordinator. 
ii. The Program Manager is the Executive Assistant/ HR Coordinator. 
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Protected Personally Identifiable Information  
 

Confidential Information is any information that is considered private, personal or “personally identifiable”. Personally 
identifiable information (PII) is defined by § 19.62(5) of the Wisconsin Statutes as “information that can be associated with 
a particular individual through one or more identifiers or other information or circumstances.”  
 
In most cases, personally identifiable information involves social security numbers, home addresses, phone numbers and e-
mail addresses as well as designations of disability and/or ethnicity. However, other information may also meet the 
definition by serving to identify a particular individual (e.g. an ASSET PIN, database key, date of birth, etc.).  
 
Use of Confidential and Personally Identifiable Information  
Forward Careers, Inc. may only use Confidential and Personally Identifiable Information for the following:  

1. Administering state, federal and local programs.  
2. Verifying individual income and eligibility for the above-mentioned programs.  
3. Generating, maintaining and providing data necessary for performance reporting and accountability under the 

terms of state, federal and local programs.  
4. Medical and disability information is considered confidential PII when containing health, diagnostic or perceived 

information related to a physical or mental disability, and includes enrollment and health/medical exclusion 
documentation. This information must be kept in a separate locked file and apart from working files. 
Health/medical information should never be shared in customer notes. Medical files should only be accessed with 
approval from program management for purposes of serving a WIOA participant, emergency response staff, or 
local, state and federal monitors in compliance with 29 CFR Part 32.44c and 29CFR Part 38.60. When all services, 
including follow-up services, are complete and the participant file is ready to be archived, participant medical and 
disability-related information that had been previously stored apart from the active file must be placed in a 
sealed envelope and marked “Medical and Disability Information” and secured in the participant file.  

 
Exclusions  

1. Is part of the public domain.  
2. Is or becomes generally known on a non-confidential basis, through no wrongful act by Forward Careers, Inc.  
3. Was known prior to disclosure that hereunder without any obligation to keep it confidential.  
4. Was disclosed by a third party that is not required to maintain confidentiality.  
5. Was independently developed by Forward Careers, Inc.  
6. Is subject of a written agreement whereby the State (or some other qualifying entity) consents to disclosure of such 

confidential information by Forward Careers, Inc. on a non-confidential basis.  
 
Security of Confidential Data  
Forward Careers, Inc. must demonstrate due diligence in safeguarding data and DWD DET systems used in daily business 
operations they have authorized access to, including ETO, ORION, and other related databases. In addition, they will take 
all precautions to prevent unauthorized access or disclosure of any confidential and personally identifiable information (PII). 
The following security guidelines are to be used:  
 
General Security Guidelines  

1. Confidential and personally identifiable information may only be used for the purposes listed under Use of 
Confidential and Personally Identifiable Information above. In addition, it will only be made accessible to staff who 
require it in the official performance of their job duties. All data will be kept in strict confidence and will be made 
available to staff on a need-to-know basis.  

2. Information passed to staff for purposes of a second, unrelated program will require a “Release of Information” 
from the participant.  

3. Confidential or personally identifiable information will not be disclosed to unauthorized individuals, agencies, or 
third parties without Forward Careers, Inc. administrative approval.  

4. Reasonable precautions will be used when viewing data to prevent unauthorized individuals from seeing the 
confidential or personally identifiable information.  

5. Request screen filters for desktop monitors if the monitor is located in a public area where confidential or 
personally identifiable information can be read by the public.  

6. Close all data screens displaying PII data when leaving an office or cubicle, even for a few minutes. Log out or 
“lock” computer when leaving for meetings, lunch, etc.  
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7. Using only the United States Postal Service (USPS) Direct (standard, registered or return receipt) delivery as a way 
to send confidential workforce information by mail.  

 
Paper Documentation and Files  

1. Limit paper documentation (reports, screen prints, etc.) containing workforce information of a confidential or 
personally identifiable nature.  

2. Paper documentation and participant files must be stored in a locked file or cabinet and never left in work areas 
unattended in view of potentially unauthorized persons.  

3. Shred all unnecessary paper documents which contain confidential or personally identifiable information.  
4. Cabinets and/or offices must be locked when not in use.  
5. Paper files containing confidential or personally identifiable information must never leave the office without 

Forward Career, Inc. administrative approval. A locking file box can be checked out from H.R. for transporting 
confidential files after receiving approval.  

 
Data and Electronically Transferred Information  

1. All unnecessary/outdated electronic data stored on CD’s, DVD’s, flash drives containing confidential or personally 
identifiable data must be given to your immediate supervisor. The supervisor will notify and/or deliver them to the 
I.T. Manager or H.R. Coordinator so they can be properly destroyed.  

2. Confidential or personally identifiable data must not be stored on CD’s, or DVD’s. Flash/thumb drives may be used 
if they are approved by the I.T. Manager and if confidential and PII files are encrypted. Issued laptops must use 
encryption if they are to leave the office or travel to other work sites.  

3. Never allow anyone else to use your password to access your computer, network, state or federal databases or 
websites.  

4. Sending or receiving email messages or files that includes confidential or personally identifiable information using 
a personal computer is not allowed. Sending or receiving email containing PII on business computers must not 
contain first and last names in subject line. Personally owned smartphones may be used for business purposes but 
must be “locked” when not in use. In addition, all personal phones used for business are subject to subpoenas or 
other legal actions that request information regarding staff.  

5. Peazip or Cisco Registered Envelope Service (CRES) Encryption must be used to send or forward confidential 
business information by E-mail to recipients outside a staff’s assigned network. Emails being sent from staff in their 
network to someone else in their network are exempt from having to use Peazip or CRES. In-network is defined as 
having the same email domain, e.g. [staff name]@wctc.edu or [staff name]@morainepark.edu. Emails sent 
between two domains must be encrypted.  

 
Duties in the event of a Breach  
If a staff person becomes aware of any threatened or actual use or disclosure of any confidential information, or if any 
confidential information is lost or cannot be accounted for, they must notify the Forward Careers, Inc. Data Steward the 
same business day that they became aware of such use, disclosure, or loss. Such notice shall include, to the best of the 
individual’s knowledge at that time, the persons affected and the confidential information disclosed. Staff will then be 
instructed on a course of action.  
 
Confidentiality and Security Awareness Training Acknowledgment and Verification  
Forward Careers, Inc. will be continually aware of security guidelines regarding the use of confidential and personally 
identifiable information and expects all staff and subcontractor(s) staff to do the same. Improper or intentional misuse will 
not be tolerated.  

1. All new employees of Forward Careers, Inc. will be required to read (or be read) the guidelines on confidentiality 
and personally identifiable information during orientation and/or training, and complete the Wisconsin 
Department of Workforce Development’s security awareness training located at the link below.  
http://media.wisconsin.gov/elearning/ext/sec_awareness/2018/launcher.html  

2. Current employees will be required to sign an acknowledgment and verification form stating that they have 
received and read (or have been read) these guidelines, completed security awareness training, and agree to 
comply with them.  

3. Every program year, all employees of Forward Careers, Inc. will be required to reread (or be read) these 
guidelines, and complete. Each employee will be required to sign an acknowledgment and verification form for the 
new program year stating that they have received and read (or have been read) these guidelines, completed 
Refresher training, printed certificate and agree to comply with them.  
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Connections with the Business Solutions Representatives 
 
FCI’s Business Solutions Team is committed to providing high quality, effective, and accessible workforce development 
services to connect businesses to skilled talent and integrated solutions to remain competitive within the local and regional 
economy. To help Business Solutions be effective in helping businesses reach their goals and help Career Planners be 
effective in helping clients reach with goals, both departments need to work hand in hand.  Developed through a two-part 
joint planning and training session, Career Planners and Business Solutions tackled three areas and developed the resulting 
process information.   
 

Referral Form and Referral List 
Google Sheets is being utilized to exchange and streamline employment or work-based learning opportunities for our 
clients. This is a collaborative space, where both Business Solutions Representatives (BSR) and Career Planners (CP) have 
task ownership. 
 
For this to be effective, it is to be maintained daily for accurate and real-time data for the benefit of clients and to 
expedite communication between BSRs and CPs. 
 
How-to Guides 
Below are links on how to upload files, link files, and develop folders for easy access. 

 Uploading Files to Google Drive 

 Adding Files to the Referral List 

 Downloading Files and the Referral List 

 Creating a Filter for the Referral Form 
 
Definitions 

 Consult: BSR meets client and discusses work experience and employment or work-based learning goal. 

 Mock Interview: BSR conducts a mock interview to assess the client interviewing abilities and to aide in the 
development of needed areas of improvement. 

 Job Leads: Available positions an employer has within that company and distributed via email by BSR to CP. 

 Resume Submission: The submission of a resume by BSR to an employer on behalf of a client for appropriate 
positions the individual is searching for. 

 Follow-Up: On behalf of the client and within 48 hours a BSR provides tangible follow-up activities with the 
business once an employment or work-based learning match was made, an interview was scheduled, and/or a 
resume was submitted via phone or email communication. 

 
Placement Types 

 Direct Placement: The result of a direct employment placement facilitated by BSR. 

 Internship: The result of a signed internship contract developed by a BSR for a work-based learning opportunity 
for a WIOA Youth client. 

 Job Shadow: The result of a signed job shadowing form developed by a BSR for a work-based learning 
opportunity for a DCF, DVR or WIOA Youth client. 

 OJT: The result of a signed on-the-job training contract developed by a BSR for a placement opportunity for a 
TechHire: WorkIT or WIOA Adult / DW / Youth client. 

 Work Experience (W/E): The result of a signed work experience contract developed by a BSR for a work-based 
learning opportunity for a DVR or WIOA Youth client. 

 Work Experience Leading to OJT (W/E & OJT): The result of a signed work experience contract that leads to a 
signed on-the-job training contract developed by a BSR for a work-based learning opportunity that leads to 
employment. 

 Job Ready Client: An enrolled client that is actively seeking employment and has been determined job-ready by a 
CP. To be considered job ready, the client has completed enrollment and services forms and continues to 
participate in individualized services that may include: 

o Enrollment Services: Application, Eligibility Determination, Initial Assessment, IEP/Employment Plan 
Development, Evaluation of Resume 

https://drive.google.com/file/d/1lA2J-3Z5rXaztdH01-o8M5FquM4jy6-q/view?usp=sharing
https://drive.google.com/open?id=1UfOMHX1Ms-BBcgg29Tbd-w_mGCZzgQZa
https://drive.google.com/open?id=19j7Rka-bV1_nWn03eIH_MxQla9eflj1c
https://drive.google.com/open?id=1TKcrLThcpILU7lWaRrGYyFIOvNHRSUNz
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o Preparation, Work Readiness, and Career Planning Services: Assessment (Work Readiness, Employment, 
Interest), Barriers Identification, Community Resource Referral, Career Exploration, Coaching (soft skills 
development), Basic Employability Skills Workshops, and Individual Consultation 

o Training: Career Exploration, Admissions, Registration, Coaching, Job Search Preparation 
o Job Search Assistance: Resume Development, Interview Skills Development, Practice Interviewing, 

Development of Job Search Strategies and Skills, Coaching, Consultation, and Networking 
 

 “Actively seeking employment” includes: 
o Client has identified and narrowed the field in which they are seeking work, which is evidenced by having 

a clearly defined career objective 
o Client has gained the appropriate skills, experience, training and education for the employment or work-

based learning opportunity sought 
o Client has made a plan for dealing with potential barriers to job retention (child care, transportation) 
o Client has a marketable resume 
o Client is able and willing to follow-through with provided job leads and interviews within 24 hours 

 
Roles and Responsibilities 
CP Task: Once client meets the "job ready" definition, CP is to collaborate with BSR to facilitate direct or work-based 
learning and employment opportunities in real time. 

 Adding Talent: 
o Input client’s info in the tab named “Active Talent Data Input", with specific attention to “Referral Date”. 

Referral Date will be used to filter new additions to the top of the list. 
o Upload and link current referral form 
o Upload and link current resume 

 Removing Talent: 
o Move client from the referral list once employed and/or no longer job searching and add to tab named 

"Archive" in real time 
o Update archive date and reason for being archived (e.g. hired w/ ABC company as Welder on 8.3.18) 

 
BSR Tasks: Once client has been added to referral list, BSR is to facilitate or job develop for direct or work-based 
learning employment opportunities and provide updates in real time. 

 Check referral list daily for job matching opportunities 

 Scan referral list to identify placement opportunities 

 Review referral form and resume for additional details 

 Advocate for client to businesses via phone or email by highlighting his/her strengths 

 Email CP with details on employment prospects as follows: 
o Subject Line: Resume Sent [First Name and Last Initial] to [Name of Company] 
o Body: Job Lead Details / Date Sent / & Follow-up Details 

 Follow-up with the business on the status of resume sent, specifically inquiring: 
o are they interested in interviewing client, if not interested, why? 
o do they have additional questions 
o email CP’s with update on business’s response 

 Maintain and review referral list details/comments/status to be most current info daily 
 
Back Up Plan 
Each BSR and CP is responsible to communicate and provide the details of his/her back-up with everyone. 
 
Removing Talent: 

 Move client from the referral list once employed and/or no longer job searching and add to tab named "Archive" 
in real time 

 Input reason for being archived and the date you move the client to archive 
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The WOW Factor 
The WOW Factor is a monthly publication that connects talent to businesses. Business Solutions Representatives (BSR) and 
Career Planners (CP) collectively collaborate to market actively job seeking program clients to businesses for employment 
or work-based learning placement opportunities. As needed, the WOW Factor or a Special Edition may be issued more 
frequently. 
 
The following table includes ownership and deadlines.  

Ownership Task Deadline 

Career 
Planners 

Review referral list and identify up to 2 active job seeking clients to feature 
on the WOW Factor by submitting an email to the Executive Assistant/HR 
Coordinator with the following: 
 

 SUBJECT: WOW Factor Feature: [Month Year] 

 BODY: 

 First Name │  Occupation Title 

 Wage Range 

 Preferred Location (maximum of 3 cities) 

 Travel Radius 

 WOW Factor Statement  

 (CP’s Initial) 
 

EXAMPLE: 
Email Subject: WOW Factor Feature: October 2018 
Email Body: 
 

Joe │ Product Development / Operations  
Wage Range: $25.00 to $28.00/hr. 
Preferred Location: Germantown, Menomonee Falls, and Sussex 
Travel Radius: 10 Miles 
 
Joe is a multi-lingual professional with over fifteen years of 
international and US experience in operations and research and 
development related to consumer products and field testing. This 
candidate has an extensive product-development background, 
technical translation, and presentation experience.  Fluent in French, 
Italian, and currently studying Spanish. (MP) 

 

1st Wednesday of the month 
by 4 pm. 
 

 If you are on PTO, plan 
to submit in advance. 

 

 If you have 2 clients to 
feature, please provide 
their information in the 
same email and not in 
separate emails.  

 

 CPs are responsible to 
have the most current 
referral form and 
resume of client(s) on 
the referral list for BSR’s 
immediate access.  

 

 Clients will not be 
featured on the WOW 
Factor if they are not 
added to the referral 
list upon submission. 

 

Executive 
Assistant  

 Enter Client’s WOW Factor Statement into Constant Contact template  

 E-mail one (1) template to Career Planners for proofing and CC 
Business Solutions Representatives 
 

1st  Friday of the month by 
4:00 pm 

Career 
Planners 

 Proof WOW Factor template and forward, if any, edits to Executive 
Assistant only (no group messages) 

2nd Monday of the month by 
12:00 pm 
 

Executive 
Assistant 

 Develop copies of approved WOW Factor for each Business Solutions 
Representatives and schedule to each’s business distribution lists   

2nd Tuesday of the month 
at10:00 am or no later than 
11:00 am. 
 

Business 
Solutions 
Reps. 

 Business Solutions Representatives will follow up with the company that 
requested resumes and request the following information: 

 Status of client’s resume review and interview interest, with date/ 
time. 

 Hiring decision timeline/date. 

 Advocate for client by reminding business of OJT benefits. 

3rd Day after Business 
Requests Client’s Resume  
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  Intake Screening Guide 
Revised [07/09/19] 

 

Purpose: The intake screening guide is intended to be a tool to maximize program eligibility and co-enrollment 
opportunities. It is not intended to be a guarantee of services. The information below are guidelines for each 
program. A client’s enrollment could be based on additional factors and is determined on a case-by-case basis by 
Career Planners. For some programs, there may additional criteria for receiving training or supportive service funds.  
 

Applicant 
Name: 

 Date:  

 
Check each box that “fits” the individual’s current circumstances. 
 
Age Range: 

☐ 16-17 

☐ 18-21  

☐ 21-24 

☐ 24-29 

☐ Over 29 

 
Employment Status: 

☐ Employed 

☐ Full-Time  ☐ Part-Time 

 

☐ Unemployed 

☐ Unemployed due to being laid off, down 

sized, position eliminated, or collecting 
unemployment benefits 

☐ Last Date of Employment: ______________ 

 

☐ Underemployed 

☐ Current Occupation: ___________________ 

☐ Current Wage:_______________________ 

☐ Current # of hours per week:____________ 

 

 
Background: 

☐ Has high-school diploma 

☐ Legally authorized to work in the U.S. 

☐ Incarcerated or just released: ___________________ 

                                                  (release date) 

☐ Has a documented disability: 

☐ Type: _______________________________ 

 
Training Interest: 

☐ Interest in Employment 

☐ Occupation:___________________________ 

*does it include technology skills 
 

☐ Interest in Training 

☐ Training Area:_________________________ 

☐ Is training in IT or technology field where 

placement can be in the advanced manufacturing, 
broadband, healthcare or IT industries                         
(optional) 

CLIENT INFO 

_____________________ ____________________________ ____________________________________ 
DOB Phone Number Email 

_____________________ _____________________________ ____________________________________ 
City County State 

Referral Type: ☐ Walk-in    ☐ Reverse Referral  ___________________________________________________ 
 Referral Source 
 
Additional Notes:_____________________________________________________________________________ 
 
____________________________________________________________________________________________ 
 
____________________________________________________________________________________________ 
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Based on data collected, refer to appropriate program and staff. 
 

WIOA Adult   WIOA Dislocated Worker   WIOA Youth (employMEnt NOW!) 
 

 18 or older  

 legally authorized to work in US 

 registered with selective service  
 
REFER TO: 
 
Waukesha Co. 

 Kim M. 

 Jeff 
 

Ozaukee Co. 

 Heather 
 
Washington Co. 

 Patty 
 

 

 18 or older  

 legally authorized to work in US 

 registered with selective service 
   and 

 lost their job due to no fault of 
their own 

 
REFER TO: 
 
Waukesha Co. 

 Kim M. 

 Jeff 
 
Ozaukee Co. 

 Heather 
 
Washington Co. 

 Patty 
 

 

 16 – 24  

 legally authorized to work in US 

 registered with selective service 

 barrier: high school dropout, pregnant 
or parenting, has a disability, offender, 
low income, foster care or aged out of 
foster care, or homeless/runaway 

 
 
REFER TO: 
 
Waukesha Co. 

 Lauren F. 
 
 
Ozaukee & Washington Co. 

 Cindy H. 
 

Independent Living   DVR Service Provider   Windows to Work 
 

 18-21 

 aged out of foster care / other 
out-of-home placement 

 
REFER TO: 
 
Waukesha Co. 

 Lauren F. 
 
Ozaukee & Washington Co. 

 Cindy H. 
 

 

 documented disability 

 interest in employment 
 
 
REFER TO: 
 
All Co. 
Jennifer  
 

 

 currently incarcerated or just released 

 will be on probation or currently on 
probation for at least 12 months, 
unemployed, and assessed at medium 
to high risk to re-offend 

 
REFER TO: 
 
All Co. 
Brian 
 

TechHire:WorkIT      

 

 17-29 

 has HSD 

 unemployed/ under-employed 

 work in technology related 
position 

 reside in one of the M7 counties  
 

 
REFER TO: 
 

Kenosha, Milwaukee, Racine, 
Ozaukee, Walworth, Washington & 
Waukesha Co. 

 Kathy 

 Amber 

 Lauren S. 
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  Barrier Screening Guide: Waukesha County 
Revised [03/25/19] 

 

When assessing clients for barriers, this guide can be used to help uncover hidden barriers, as a way to know which 

questions to ask concerning suspected barriers and as a starting point to find resources to deal with specific barriers.  

This tool does not need to be used with every client but all clients need to be screened for barriers.  

Greatest Strengths:  ____________________________________________________________________________________ 

 What are three things other people say you’re really good at? 

 What kinds of things do you enjoy doing / what do you do in your free time / hobbies?  

 What qualities do you like about yourself? 

 Who are your role models / what do you admire in them? 
 

Work Readiness 

Attitude Towards Work 

 Do you want to go get a job? 

 Do you believe you can be successful at work?  

 When do you anticipate starting work? 

 Who in your life helps provide emotional support when 
you need it? 

 What motivates you? 
 

Resources: Soft Skills training (DVR), FCI, Career Locker 

Financial Barriers 

 Do you have enough to eat on a daily basis? 

 Do you have clothes for interviewing and/or work? 

 Do you have an active phone number / email address? 

 Do you have your social security card and birth 
certificate? 

 What is your credit score? 
 

Resources: ADRC, Meals on Wheels, FSET, W2, LaCasa, DVR, 
Food pantries, Goodwill, Salvation Army, Associated Bank 

Work Preparedness 

 Have you ever experienced or are you concerned about 
possible employment discrimination based on gender, 
race, religion, age, sexual orientation, national origin? 

 Do you check your voicemail regularly? 

 Is your voicemail / email address / ringtone business 
appropriate? 

 Do you have a personal data record completed? 

 Do you have three references? 
 

Resources: Career Center workshops 

Soft Skills 

 Do you typically arrive on time for school or work? 

 Can you maintain attention/effort during the day? 

 Do you perform work with little or no supervision? 

 Can you perform work accurately? 

 How do you work as part of a team? 

 Do you typically have a positive or negative attitude? 

 If someone criticizes you, how do you handle it? 
 

 

Resources: Soft skills workshops, assessment tools: career locker, 
123.test, JCW workshops, HHS open access hours 

Possible Supportive Service Needs 

 Do you have work-related items you might need (tools, 
steel-toed shoes)? 

 Do you have a reliable vehicle? 

 Can you easily get a ride anytime you need it? 

 Do you have enough money to afford gasoline or bus / 
taxi tickets? 

Resources: ADRC, St. Vincent DePaul jail ministry, FSET 

Social Skills 

 Do you feel uncomfortable around other people, in crowds 
or in unfamiliar places? 

 Do you have trouble taking directions from a supervisor? 

 Do you have trouble asking for help when you are having 
a difficult time with tasks? 
 

Resources: FCI 

Learning Style 

 How do you learn best (hearing, seeing, doing)? 

 When you were in school did you ever find yourself 
falling behind and needing extra help with learning?  

 Do you have trouble filling out forms?  

 Do you have trouble adding and subtracting small 
numbers in your head? 

 Do you have trouble taking notes? 
 

Resources: Systematic instructor 

Violence/Aggression 

 Have others ever described you as aggressive? 

 Do you have a hard time expressing your feelings other 
than anger? 

 Do you believe that your way is always right and get 
angry when others disagree? 

 Do you feel powerless over most things in your life? 
 

Resources: NAMI, ADRC, Cornerstone Community Counseling 

Self-Direction 

 Can you keep to a schedule? 

 Are you rarely late for appointments/ meetings? 

 Can you tell me a goal that you set for yourself in the 
next year? 

 

Resources: google calendar, planner 

Communication 

 Do people have trouble understanding what you say? Or 
do you have a hard time explaining things? 

 Do you have difficulty expressing yourself in writing? 

 Do you have difficulty concentrating on work? 
 

Resources: worksheetworks.com, interpreter 
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Personal Barriers 

Medical and Mental Health 

 Do you have any medical problems that would prohibit 
you from getting and keeping a job? 

 Have you been diagnosed with or experienced 
symptoms of a mental health condition (i.e., ADHD, 
Learning Disability, and Processing Deficits)?   

 If so, how comfortable are you with sharing this with 
others? 

 “When people are as upset as you seem to be, they 
sometimes wish they were dead. I’m wondering if 
you're feeling that way, too?” 

 
Resources: DHHS, Lake Area free clinic, St. Joe’s Medical clinic, 
Eagle’s Wing Free Clinic, Waukesha County Community Dental 

Clinic, Sixteenth Street Community Health Center  
 

Trauma Impact 

 Have you had a trauma experience that interferes with 
your ability to work in certain environments or settings?  

 Do past memories cause you problems at work or in daily 
life? 

 During the past month, have you felt afraid for no reason?  

 Do you have trouble falling asleep or staying asleep? Do 
you have nightmares that prevent you from getting 
enough sleep? 

 
 
 
Resources: ____________________________________ 
 

Environmental Conditions 

 Do you have any allergies or sensitivities to chemicals, 
dust, fumes or smells? 

 Do you have trouble with noise or vibrations? 

 Do you have difficulties with extreme temperatures? 

 Are you sensitive to touching certain materials? 
 

Resources: ____________________________________ 
 

Nutrition and Physical Health 

 Do you see a connection between eating healthy and job 
performance?  

 Describe the last healthy meal you ate? 

 How many hours of sleep are you getting a night? 

 How many times a week do you exercise for more than 
20 minutes at a time? 

Resources: ____________________________________ 
 

Daily Living / Self-Care Skills 

 Do you forget or need reminders to keep track of things? 

 Do you have difficulty remembering what you have just 
been told? 

 How often do you shower/bathe? 

 How many times do you wear clothes before washing 
them? 

Resources: ____________________________________ 
 

Domestic Violence 

 Is someone hurting you (emotionally, verbally or 
physically), your other family or friends, or your pet(s)? 

 Are there any work environments that would make 
you uncomfortable / trigger you because of past 
domestic violence or sexual assault? 

 
Resources: The Women’s Center 
 

Alcohol/Drugs  

 Do you drink or use drugs? 

 Can you pass a drug test? 

 Has anyone ever suggested that you cut back on your 
drug/alcohol use? 

 Have you ever felt bad about something you did while 
using drugs/alcohol? 

 

Resources: DHHS, Genesis House, Addiction Resource Council 
 

Legal  

 Have you ever been involved in the legal system? 

 If you have a criminal record, do you understand how that 
might impact your ability to go to school or get a job? 

 Do you know how to explain your criminal charges to a 
potential employer? 

 
 

Resources: ____________________________________ 
 

Family Care 

 Do you have a child(ren)? If so, do you have adequate child care?  Are there certain times of day when childcare would be 
a challenge? 

 Do you have a family member in your household with medical /mental health /AODA problems that would interfere with 
your ability to work?  

 Do you have a family member in your household who is frequently suspended from school or work (or who gets in other 
trouble) due to behavioral problems? 

 

Resources: ____________________________________ 
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 Barrier Screening Guide: Ozaukee County 
Revised [03/25/19] 

 

When assessing clients for barriers, this guide can be used to help uncover hidden barriers, as a way to know which 

questions to ask concerning suspected barriers and as a starting point to find resources to deal with specific barriers.  

This tool does not need to be used with every client but all clients need to be screened for barriers.  

Greatest Strengths:  ____________________________________________________________________________________ 

 What are three things other people say you’re really good at? 

 What kinds of things do you enjoy doing / what do you do in your free time / hobbies?  

 What qualities do you like about yourself? 

 Who are your role models / what do you admire in them? 
 

Work Readiness 
Attitude Towards Work 

 Do you want to go get a job? 

 Do you believe you can be successful at work?  

 When do you anticipate starting work? 

 Who in your life helps provide emotional support when you 
need it? 

 What motivates you? 
 
Resources: 40pluswi.org, Volunteer Center, DWD Career Counselor 

Financial Barriers 

 Do you have enough to eat on a daily basis? 

 Do you have clothes for interviewing and/or work? 

 Do you have an active phone number / email address? 

 Do you have your social security card and birth certificate? 

 What is your credit score? 
Resources: Energy assistance, ACCESS, W2, college scholarships, consumer 
credit counseling services, patient assistance programs (hospitals), family 
promise, Ozaukee Homeless prevention program, SVDP, MATC 
Dreamkeepers, VISTA – MATC tax assistance, Human Society – Furry Friend 
program, advocates of Ozaukee (domestic violence) 

Work Preparedness 

 Have you ever experienced or are you concerned about 
possible employment discrimination based on gender, race, 
religion, age, sexual orientation, national origin? 

 Do you check your voicemail regularly? 

 Is your voicemail / email address / ringtone business 
appropriate? 

 Do you have a personal data record completed? 

 Do you have three references? 
 
Resources: Equal Rights, 50+ programs, WDC workshops, lifeline, 
safelink, community corrections employment program, fidelity 
bonding 

Soft Skills 

 Do you typically arrive on time for school or work? 

 Can you maintain attention/effort during the day? 

 Do you perform work with little or no supervision? 

 Can you perform work accurately? 

 How do you work as part of a team? 

 Do you typically have a positive or negative attitude? 

 If someone criticizes you, how do you handle it? 
 

 
Resources: Forward Careers 

Possible Supportive Service Needs 

 Do you have work-related items you might need (tools, steel-
toed shoes)? 

 Do you have a reliable vehicle? 

 Can you easily get a ride anytime you need it? 

 Do you have enough money to afford gasoline or bus / taxi 
tickets? 

Resources: FSET, work access loans through W2, DVR, veterans  

Social Skills 

 Do you feel uncomfortable around other people, in crowds or in 
unfamiliar places? 

 Do you have trouble taking directions from a supervisor? 

 Do you have trouble asking for help when you are having a difficult 
time with tasks? 

 
Resources: Free community activities 

Learning Style 

 How do you learn best (hearing, seeing, doing)? 

 When you were in school did you ever find yourself falling 
behind and needing extra help with learning?  

 Do you have trouble filling out forms?  

 Do you have trouble adding and subtracting small numbers in 
your head? 

 Do you have trouble taking notes? 
Resources: DVR, school/student accommodations 

Violence/Aggression 

 Have others ever described you as aggressive? 

 Do you have a hard time expressing your feelings other than anger? 

 Do you believe that your way is always right and get angry when 
others disagree? 

 Do you feel powerless over most things in your life? 
 

Resources: Ozaukee County – Counseling Services 

Self-Direction 

 Can you keep to a schedule? 

 Are you rarely late for appointments/ meetings? 

 Can you tell me a goal that you set for yourself in the next 
year? 

 
 
Resources: Small business start-up, WCTC, SCORE program 
 

Communication 

 Do people have trouble understanding what you say? Or do you have 
a hard time explaining things? 

 Do you have difficulty expressing yourself in writing? 

 Do you have difficulty concentrating on work? 

 Can you read and follow written or oral directions? 
 
Resources: ESL – Adult Literacy Center, Ozaukee Mental Health 
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Personal Barriers 

Medical and Mental Health 

 Do you have any medical problems that would prohibit you 
from getting and keeping a job? 

 Have you been diagnosed with or experienced symptoms 
of a mental health condition (i.e., ADHD, Learning 
Disability, and Processing Deficits)?   

 If so, how comfortable are you with sharing this with 
others? 

 “When people are as upset as you seem to be, they 
sometimes wish they were dead. I’m wondering if you're 
feeling that way, too?” 

 
Resources: ADRC, NAMI, DVR 
 

Trauma Impact 

 Have you had a trauma experience that interferes with your 
ability to work in certain environments or settings?  

 Do past memories cause you problems at work or in daily life? 

 During the past month, have you felt afraid for no reason?  

 Do you have trouble falling asleep or staying asleep? Do you 
have nightmares that prevent you from getting enough sleep? 

 
 
 
Resources: Advocates of Ozaukee 
 

Environmental Conditions 

 Do you have any allergies or sensitivities to chemicals, dust, 
fumes or smells? 

 Do you have trouble with noise or vibrations? 

 Do you have difficulties with extreme temperatures? 

 Are you sensitive to touching certain materials? 
 
 

Resources: DVR, knowledge of local businesses/working conditions 
 

Nutrition and Physical Health 

 Do you see a connection between eating healthy and job 
performance?  

 Describe the last healthy meal you ate? 

 How many hours of sleep are you getting a night? 

 How many times a week do you exercise for more than 20 
minutes at a time? 

 
Resources: Hurias Family Community Clinic – uninsured, Marquette 
Dentistry Clinic, Lakeshore Technical College Dental Clinic, Family 
Sharing, WIC 
 

Daily Living / Self-Care Skills 

 Do you forget or need reminders to keep track of things? 

 Do you have difficulty remembering what you have just been 
told? 

 How often do you shower/bathe? 

 How many times do you wear clothes before washing them? 
Resources: YMCA gym scholarships, Family Sharing store voucher 
 

Domestic Violence 

 Is someone hurting you (emotionally, verbally or physically), your 
other family or friends, or your pet(s)? 

 Are there any work environments that would make you 
uncomfortable / trigger you because of past domestic 
violence or sexual assault? 

 
Resources: Advocates of Ozaukee 
 

Alcohol/Drugs  

 Do you drink or use drugs? 

 Can you pass a drug test? 

 Has anyone ever suggested that you cut back on your 
drug/alcohol use? 

 Have you ever felt bad about something you did while using 
drugs/alcohol? 

 
Resources: Starting Point of Ozaukee, Ozaukee County Counseling 
Services 
 

Legal  

 Have you ever been involved in the legal system? 

 If you have a criminal record, do you understand how that might 
impact your ability to go to school or get a job? 

 Do you know how to explain your criminal charges to a potential 
employer? 

 
 
Resources: MATC Legal Clinic, Legal Action, Equal Rights Division, 
Marquette Volunteer Legal Clinic, Tenant Resource Center 
 

Family Care 

 Do you have a child(ren)? If so, do you have adequate child care?  Are there certain times of day when childcare would be a challenge? 

 Do you have a family member in your household with medical /mental health /AODA problems that would interfere with your ability to 
work?  

 Do you have a family member in your household who is frequently suspended from school or work (or who gets in other trouble) due to 
behavioral problems? 

 
Resources: ____________________________________ 
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 Barrier Screening Guide: Washington County 
Revised [03/25/19] 

 

When assessing clients for barriers, this guide can be used to help uncover hidden barriers, as a way to know which 

questions to ask concerning suspected barriers and as a starting point to find resources to deal with specific barriers.  

This tool does not need to be used with every client but all clients need to be screened for barriers.  

Greatest Strengths:  ____________________________________________________________________________________ 

 What are three things other people say you’re really good at? 

 What kinds of things do you enjoy doing / what do you do in your free time / hobbies?  

 What qualities do you like about yourself? 

 Who are your role models / what do you admire in them? 
 

Work Readiness 

Attitude Towards Work 

 Do you want to go get a job? 

 Do you believe you can be successful at work?  

 When do you anticipate starting work? 

 Who in your life helps provide emotional support when 
you need it? 

 What motivates you? 
 

Resources: FCI, online resources 

Financial Barriers 

 Do you have enough to eat on a daily basis? 

 Do you have clothes for interviewing and/or work? 

 Do you have an active phone number / email address? 

 Do you have your social security card and birth 
certificate? 

 What is your credit score? 
 

Resources: Consumer Credit Counseling Services, UW Extension 
Office, Economic Support Programs, Full Shelf food pantry 

Work Preparedness 

 Have you ever experienced or are you concerned about 
possible employment discrimination based on gender, 
race, religion, age, sexual orientation, national origin? 

 Do you check your voicemail regularly? 

 Is your voicemail / email address / ringtone business 
appropriate? 

 Do you have three references? 
 

Resources: Legal Action, Lifeline Assistance program, gmail for 
business email account 

Soft Skills 

 Do you typically arrive on time for school or work? 

 Can you maintain attention/effort during the day? 

 Do you perform work with little or no supervision? 

 Can you perform work accurately? 

 How do you work as part of a team? 

 Do you typically have a positive or negative attitude? 

 If someone criticizes you, how do you handle it? 
 

 

Resources: On-line workshops, Job Service Counselor 

Possible Supportive Service Needs 

 Do you have work-related items you might need (tools, 
steel-toed shoes)? 

 Do you have a reliable vehicle? 

 Can you easily get a ride anytime you need it? 

 Do you have enough money to afford gasoline or bus / 
taxi tickets? 

 

Resources: Red Cross, Interfaith, WIC, FSET, St. Vincent DePaul 

Social Skills 

 Do you feel uncomfortable around other people, in crowds 
or in unfamiliar places? 

 Do you have trouble taking directions from a supervisor? 

 Do you have trouble asking for help when you are having 
a difficult time with tasks? 
 

 

Resources: Waukesha County Health and Human Services 

Learning Style 

 How do you learn best (hearing, seeing, doing)? 

 When you were in school did you ever find yourself 
falling behind and needing extra help with learning?  

 Do you have trouble filling out forms?  

 Do you have trouble adding and subtracting small 

numbers in your head? 

 Do you have trouble taking notes? 
 

Resources: Career Cruising learning style assessment, MPTC 
Student Success Center 

Violence/Aggression 

 Have others ever described you as aggressive? 

 Do you have a hard time expressing your feelings other 
than anger? 

 Do you believe that your way is always right and get 
angry when others disagree? 

 Do you feel powerless over most things in your life? 
 

Resources: Friends support groups, DHHS 

Self-Direction 

 Can you keep to a schedule? 

 Are you rarely late for appointments/ meetings? 

 Can you tell me a goal that you set for yourself in the 
next year? 

 
 

Resources: FCI 

Communication 

 Do people have trouble understanding what you say? Or 
do you have a hard time explaining things? 

 Do you have difficulty expressing yourself in writing? 

 Do you have difficulty concentrating on work? 

 Can you read and follow written or oral directions? 
 

Resources: MPTC Student Success Center, on-line workshops 
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Personal Barriers 

Medical and Mental Health 

 Do you have any medical problems that would prohibit 
you from getting and keeping a job? 

 Have you been diagnosed with or experienced 
symptoms of a mental health condition (i.e., ADHD, 
Learning Disability, and Processing Deficits)?   

 If so, how comfortable are you with sharing this with 
others? 

 “When people are as upset as you seem to be, they 
sometimes wish they were dead. I’m wondering if 
you're feeling that way, too?” 

 
Resources: DHHS, NAMI, Albrecht Free Clinic, Elevate, WCMH, 
Oakbrook Health Center, DVR 

Trauma Impact 

 Have you had a trauma experience that interferes with 
your ability to work in certain environments or settings?  

 Do past memories cause you problems at work or in daily 
life? 

 During the past month, have you felt afraid for no reason?  

 Do you have trouble falling asleep or staying asleep? Do 
you have nightmares that prevent you from getting 
enough sleep? 

 
 
 
Resources: WCMH, DHHS 
 

Environmental Conditions 

 Do you have any allergies or sensitivities to chemicals, 
dust, fumes or smells? 

 Do you have trouble with noise or vibrations? 

 Do you have difficulties with extreme temperatures? 

 Are you sensitive to touching certain materials? 
 
 

Resources: ____________________________________ 
 

Nutrition and Physical Health 

 Do you see a connection between eating healthy and job 
performance?  

 Describe the last healthy meal you ate? 

 How many hours of sleep are you getting a night? 

 How many times a week do you exercise for more than 
20 minutes at a time? 

 
Resources: Food Pantries, Feeding America, Ruby’s Pantry, 
YMCA, WIC, Planet Fitness 

Daily Living / Self-Care Skills 

 Do you forget or need reminders to keep track of things? 

 Do you have difficulty remembering what you have just 
been told? 

 How often do you shower/bathe? 

 How many times do you wear clothes before washing 
them? 

Resources: ADRC, DHHS 

Domestic Violence 

 Is someone hurting you (emotionally, verbally or 
physically), your other family or friends, or your pet(s)? 

 Are there any work environments that would make 
you uncomfortable / trigger you because of past 
domestic violence or sexual assault? 

 
Resources: Friends, Child Abuse/Neglect hotline 
 

Alcohol/Drugs  

 Do you drink or use drugs? 

 Can you pass a drug test? 

 Has anyone ever suggested that you cut back on your 
drug/alcohol use? 

 Have you ever felt bad about something you did while 
using drugs/alcohol? 

 

Resources: Elevate, hotline, DHHS, Exodus House 
 

Legal  

 Have you ever been involved in the legal system? 

 If you have a criminal record, do you understand how that 
might impact your ability to go to school or get a job? 

 Do you know how to explain your criminal charges to a 
potential employer? 

 
 

Resources: W2W, Marquette Law School, Legal Action of WI 
 

Family Care 

 Do you have a child(ren)? If so, do you have adequate child care?  Are there certain times of day when childcare would be 
a challenge? 

 Do you have a family member in your household with medical /mental health /AODA problems that would interfere with 
your ability to work?  

 Do you have a family member in your household who is frequently suspended from school or work (or who gets in other 
trouble) due to behavioral problems? 

 

Resources: Elevate, W2, WCMH, DHHS, Seeds of Hope 
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