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I. Executive Summary: Background, Process and Recommendations 
Summary 

 

In July 2014, the Commonwealth of Kentucky engaged Maher & Maher to support its Career Center 

Customer Flow initiative.  The goals of this project are to develop recommendations to improve 

customer flow through Kentucky’s Career Centers, increase the efficiency and effectiveness of Career 

Center services, and enhance the value received by customers from their experience with Career 

Centers and their receipt of Center services.  The Customer Flow initiative focuses on both individual 

(job seeker/worker) and employer customers.  In our view, the Customer Flow effort is a critical 

component of the Commonwealth’s work to ensure the Kentucky Career Center system’s ability to 

deliver on its brand promise. 

 

 In support of this effort, the Maher & Maher team pursued the following primary project activities: 

1. October 2014: Conducted one-day site visits in 10 Career Centers throughout the state, one 

Center per workforce area. See Appendix 1 for a list of offices visited, and Appendix 2 for a 

summary report of those visits; 

2. November-December 2014: Conducted online surveys of individual and employer Career Center 

system customers to gather customers’ input on the Center services they most commonly use 

and their perceptions of the quality and value of those services. Appendix 3 contains a report on 

responses to the individual and employer customer surveys; and 

3. December 2014: Facilitated a one-day workgroup meeting of state and local Career Center 

system  stakeholders to discuss observations from the Center visits and survey responses and 

develop recommendations and potential solutions for meeting identified needs and challenges.  

Our reports on the individual offices visited appear under separate cover. 
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The purpose of this particular report is two-fold: 

1. To provide a summary of the customer flow and service delivery observations gleaned from the 

Career Center site visits, the customer surveys, and December 2014 workgroup discussions; and  

2. To present related recommendations for Career Center customer flow and service delivery 

enhancements and improvements, incorporating knowledge of promising practice examples 

both from within and outside of Kentucky.  Recommendations reflect the input of Career Center 

site visit participants, customer survey respondents, December 2014 workgroup participants, 

and Maher & Maher consulting team members.  

Recommendations Summary 

In this section, we provide a condensed, high-level summary of the recommendations offered in this 

report.  These recommendations, and the observations they derive from, are discussed in much further 

detail in the section that follows, “Observations and Related Recommendations.”  Recommendations 

are organized by three thematic areas of focus: 

1. Enhance Industry Sector Focus and Business Services  

2. Re-Orient Career Center Focus and Developing Staff 

3. Organizational/Service Integration and Need for Greater Service Diversity 

Enhance Industry Sector Focus and Business Services   

 Embed industry sector strategies focus at the service delivery level through communications, 

training, and possible structural/organizational changes 

 Hold all system partners accountable for engaging on and contributing resources to Business 

Services Teams and delivering solutions for employer customers 

 Increase the diversity, value, and accessibility of employer services, and ensure that employers 

are aware of the range of assistance available to them 

 Connect demand-side knowledge to supply-side service planning and delivery 

 Refine candidate matches for job postings in Focus 

Re-Orient Career Center Focus and Develop Staff 

1. Enhance Career Center focus on employment/reemployment and skill and career 
development 

 

 Expand Career Center focus beyond job placement toward longer-term career development 

 Reduce focus on performance measures as the primary drivers of service design and 

delivery 

 Use common, up-front assessment to inform and improve career development assistance 

 Continue effort to design and implement team-based case management in Career Centers 

 Leverage and integrate all Career Center partners’ strengths and expertise 
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2. Address staff development needs 
 

 Improve staff capacity to provide career exploration, planning, development, and coaching 

support 

 Set knowledge and competency expectations related to WIOA and continue to leverage the 

Kentucky Workforce Academy and other avenues for staff development 

 Focus on applied training methodologies and ensure accountability for training results 

Organizational/Service Integration and Need for Greater Service Diversity 

1. Improve relationships, integration, and collaboration among Career Center partners 
 

 Set clear expectations for communication, collaboration, and integrated service planning 

and delivery among Career Center partners 

 Eliminate “tracking” of customers into single programs by implementing functional Career 

Center organization, co-enrollment of customers in multiple programs, and team-based case 

management 

 Strengthen Career Center-community and technical college partnerships 

2. Diversify Career Center services 
 

 Provide comprehensive Career Center orientations to all new customers to ensure that 

customers are aware of the full range of assistance available 

 Increase the provision of staff-supported career exploration, advising, and planning with 

customers 

 Expand the range of workshops available, and ensure that workshops address the nature of 

“job finding” and career development in the current context 

 Increase utilization of models such as peer-based groups, networking circles, and job/career 

clubs for customers 

 Expand the use of employer-driven, non-ITA-based training models, such as Registered 

Apprenticeship and on-the-job training 
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II. “Current State” of Career Center Customer Flow: The “As-Is” Map  
 

As part of the Career Center Customer Flow project, we developed a generalized map of the “current 

state” of Centers’ individual customer flow, as well as a generalized map depicting individual customer 

flow in an “ideal state.”  It is important to stress that both maps are indeed generalized; the current 

state map is an amalgam of multiple different customer flows we saw in Centers across Kentucky, and 

the ideal state map that appears in Part IV is not intended to suggest a “one size fits all” model for all 

Centers in the state.  Rather, the maps are intended as visual tools to highlight current trends and 

suggest future options for a more “ideal” Career Center customer flow.  

Certain problems can be identified by analyzing the map. (Note that the number preceding each bullet 

refers to the spot in the map where the stated problem is exemplified.) 

 

 (#1) – As will be seen, the flow of customers into the Center is not adequate given the clear 

need throughout the Commonwealth.  Most people who enter the Centers seem to do so for UI-

related issues. 

 (#2) – It appears that a walk-in customer is asked whether self- or staff-assisted service is 

desired.  This is not really sufficient to determine an initial service “route” for a customer, or 

which type of service may be needed. 

 (#2 – #3) – The initial service pathway for any customer is typically job search, whether self-

directed in the Resource Room or staff-assisted with OET.  While this may be appropriate for 

many customers, it is also quite likely that others would benefit from different services and 

assistance at the outset, most notably an assessment (or at least basic triage) of their needs, 

interests, and skills, prior to being directed immediately into job search.  As can be seen, the up-

front focus on immediate job search communicates the impression that other services are not 

available until after a job seeker has been unsuccessful in finding employment. 

 (#4) – Customers in need of services beyond job search are referred to individual partner 

agencies, which are generally organized and operate independently.  This practice may lead to 

the “tracking” of customers into particular programs, where they may remain.  

 (#5 – #6) – Note that the center rectangle (shaded pink) depicts partner services that might be 

available across multiple different Career Center locations.  During our visits, many of these 

services were present in a number of Centers.  However, it was clear that no Center offered the 

full range of these services and, viewed totally, the diversity in most offices was not adequate to 

the new conditions. 

 (#5 – #6) – Case management is conducted independently by each Center partner agency, rather 

than coordinated with partners across programs and agencies. 

  (#7) – Referrals to needed complementary services provided by other partners take place 

sequentially, rather than being coordinated simultaneously among multiple partners.  
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Current State “As-Is” Map 

 

 

While the map surely helps to identify challenges from the viewpoint of individual customers, the root 

causes need to be fully discovered in order to develop recommendations that would lead to a more 

“ideal” customer flow solution.  Those items are the subjects of Part III. 
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III. Observations and Related Recommendations  

In this section, we first focus upon the significant positive changes and accomplishments reflected in the 

Kentucky Career Center system since Maher & Maher’s team members were last on-site for previous 

project work, largely during the most challenging years during and immediately following the “Great 

Recession.”  

We then provide a high-level synthesis of observations made in the process of conducting Career Center 

site visits, reviewing customer survey responses, and facilitating discussions with December 2014 

workgroup members.  For a more detailed discussion of observations and findings gathered over the 

course of the project, please see the Career Center Site Visit Summary Report in Appendix 2 and the 

Career Center Customer Survey Report in Appendix 3. 

Our main area of focus in this section, however, is to offer recommendations that are intended to 

support needed customer flow and service delivery enhancements raised over the course of this project, 

and largely depicted in the current flow map.  We have divided our observations and recommendations 

into three thematic areas of focus: 

1. Enhancing Industry Sector Focus and Business Services 

2. Re-Orienting Career Center Focus and Developing Staff 

3. Organizational/Service Integration and Need for Greater Service Diversity 

Positive Trends and Accomplishments 

The following discussion offers a high-level review of some of the very positive enhancements seen 

during the course of the Customer Flow project work.  In addition to these trends, we found a number 

of specific examples of promising practices in different workforce areas, which may be considered for 

scaling and replication.  These promising practice examples are discussed in our Career Center Site Visit 

Summary Report, included as Appendix 2. 

 As the unemployment rate has quite steadily and significantly declined, Career Centers report 

job growth and increasing job orders from employers.  While employers do express some level 

of concern with candidates’ skill and credential deficits and/or mismatches, it is positive that 

career opportunities are on the rise for Kentucky’s job seeker customers, particularly those that 

pursue re-skilling and up-skilling to meet current and projected labor market demands. 

 The re-branding of the Kentucky Career Center system has given visible cohesion and visual 

appeal to the state’s Career Centers, and, we suspect, supported an ongoing shift away from the 

perception of Centers as “unemployment offices.”  Other infrastructure enhancements, such as 

facilities upgrades and implementation of the Focus suite, have enhanced services and service 

access for customers, and have, in many cases, fostered improved program and service 

integration among system partners.  
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 While obtaining assistance related to Unemployment Insurance (UI) remains a major driver for 

customer traffic in Career Centers, it is clear that Centers are shifting toward an 

employment/reemployment focus, and exploring what that means in terms of organization and 

service delivery at the Center level.  While UI customers will always be a critical customer base 

for Career Centers, and the provision of UI-related assistance essential, Centers are working on 

becoming the “employment source” for UI customers and other customer groups.  

 A very significant accomplishment is the clear shift towards aligning around industry sectors, 

introducing sector-focused strategies, and enhancing business services for employer customers.  

This shift was evident to varying degrees in all of the workforce areas we visited.  Employer 

customers surveyed were very positive about the services and support provided by Career 

Centers, noting that they value in particular assistance with applicant assessment, screening, 

referral, and recruitment. 

 The Kentucky Career Center Certification effort has gained a good deal of traction, and Centers 

at varying points along the certification continuum report a number of positive results from the 

process, including enhancing partner collaboration, more functionally-aligned Center staff and 

services, and more coordinated Center management and operations.  

Given the Workforce Innovation and Opportunity Act’s (WIOA) emphases upon career pathways in the 

context of industry sector strategies, unified strategic planning, and coordinated and integrated service 

planning and delivery, Kentucky’s accomplishments in the areas above position the state well to be at 

the leading edge of WIOA implementation.  

Opportunities and Recommendations 

In this section of the report, we offer a synthesis of the observations drawn in the process of conducting 

Career Center site visits, reviewing individual and employer customer survey responses, and facilitating 

discussions with December 2014 workgroup members.  Following each major observation, we offer 

recommendations designed to address customer flow and service delivery opportunities and 

enhancements.  These recommendations, while offered by the Maher & Maher project team, were 

significantly informed and shaped by feedback from Career Center site visit participants, customer 

survey respondents, and December 2014 workgroup participants. 

During the December 2014 workgroup meeting, we structured the conversation around three primary 

areas of focus, in which Career Center customer flow and service delivery issues seemed to organize 

themselves rather naturally (though there is certainly overlap and synergy among them).  Those 

thematic areas are: 

1. Enhancing Industry Sector Focus and Business Services 

2. Re-Orienting Career Center Focus and Developing Staff 

3. Organizational/Service Integration and Need for Greater Service Diversity 

For purposes of consistency and continuity, we present our observations and related recommendations 

within the same organizing framework here. 
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Enhancing Industry Sector Focus and Business Services  

One of the most striking advancements in the Kentucky Career Center system over the last several years 

is the growing focus on industry sector strategies and the expansion of coordinated business services 

among partners.  This has been a significant evolution and has produced tangible results in many local 

areas.  At the same time, the Customer Flow effort revealed opportunities for continued focus and 

attention.  While there is certainly traction with the industry sector strategy focus, it is more broad than 

deep in many cases, more concentrated at the regional/leadership level than at the service delivery 

level.  Closer to the service delivery level, sector strategies appear more “embedded” with WIA vs. OET 

staff; in Center visit interviews, WIA staff were generally more familiar with their regional target sectors, 

and with how target industry sectors inform training decisions and service delivery. 

In the area of business services for employer customers, there are opportunities to better engage non-

WIA and OET partners in Business Services Teams (BSTs)/service delivery, and also to ensure that BSTs’ 

demand-side knowledge is in fact connected to supply-side service delivery.  This latter observation is 

particularly important, as we learned that while job orders are up, employers indicate (via our 

interviews with Center staff, and through survey responses) that they often can’t find candidates with 

the right skills and qualifications, and that Centers need to improve screening and preparation of job 

seeker customers.  Finally, employer survey responses suggest that employers are largely accessing 

“traditional” Career Center labor exchange services like job postings and job fairs; Centers need to 

consider additional ways to add more value, particularly related to candidate assessment and screening, 

skill enhancement, and training. 

 Embed industry sector strategies focus at the service delivery level through communications, 

training, and possible structural/organizational changes: To ensure knowledge and penetration 

of Kentucky’s industry sector focus and related strategies at the service delivery level, pursue 

communications, training, and possible structural/organizational changes to ensure that 

customer-facing staff understand how the sector focus can and should inform their work.  This 

effort may include any number of areas, such as: 

 How sector strategies inform career advising, job search, and job matching services; 

 How sector strategies shift the focus from transactional labor exchange with employers 

(i.e., filling job orders) and “one-off” job placement to sustained and scaled relationships 

with groups of employers in targeted sectors; 

 How LMI and other sources of regional labor market intelligence should be integrated 

into service design and delivery for both employer and individual customers; and 

 How Centers can organize staff serving both individual and employer customers by 

targeted industry sector (or sectors), or at least assign staff to be liaisons to, and familiar 

with, target sectors. 

 Hold all system partners accountable for engaging on and contributing resources to Business 

Services Teams and delivering solutions for employer customers: The Kentucky Skills Network 

(initiated as Kentucky’s Unified Business Services Strategy) is enhancing the collaborative and 

complementary roles of Career Center system partners on BSTs.  At the same time, Customer 
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Flow participants see additional opportunities for all Career Centers system partners not just to 

more actively partner on BSTs, but also to bring their resources and expertise to bear for 

employer customers.  Where on-site Center partners are not effectively contributing to BSTs, it 

was suggested that “willing” off-site partners be sought and engaged, such as community and 

technical colleges, Vocational Rehabilitation community agencies, and industry association 

representatives (perhaps in a liaison capacity).  There is a sense, as well, that all BST partners 

need to be held more accountable to collaboratively serving employers and delivering 

responsive solutions for them.  Additional training for BST members may be an important 

component of improving engagement and accountability.  

 Increase the diversity, value, and accessibility of employer services, and ensure that employers 

are aware of the range of assistance available to them: In order to build credibility with 

employers, Career Centers need to offer both higher-quality/value services and more diverse 

services.  December 2014 workgroup participants felt that the system needs to determine what 

it is best-positioned to provide, and what services employers can access more easily and cheaply 

elsewhere (for example, from staffing firms, which could, participants noted, be engaged as  

Career Center partners).  Based upon employers’ survey responses, the most highly-valued 

services are applicant assessment, screening, referral, and recruitment; employers’ survey 

comments also indicate a desire for candidates with higher and/or better-matched skills and 

qualifications.  Less than half of employer respondents indicated that they have used services 

such as LMI, training, downsizing and layoff aversion assistance, and help with accommodations 

for employees with disabilities.  These are all service areas for which Career Centers should 

assess the quality of the services currently offered and the need for new service offerings, in 

order to provide additional value for employers.  As important, Career Centers should expand 

their efforts to ensure that employers are indeed aware of the full complement of services 

available to them and that these services are in fact easily accessible from employers’ 

perspectives.  

 Connect demand-side knowledge to supply-side service planning and delivery: Efforts should be 

made to ensure that knowledge of industry sector and employer needs on the demand side is 

better and more regularly shared with job seeker-serving staff and job seekers themselves on 

the supply side.  Specific recommendations include: 

 Invite employers and industry associations to share their needs and expectations 

directly with Center staff; 

 Have BST members conduct regular intelligence-sharing and staff development sessions 

with staff serving individual customers;  

 Conduct training on using various types of LMI (both demand side and supply side, from 

Focus) and other regional data indicators to inform job seeker service delivery;  

 Offer industry sector-specific orientations for job seekers; and 

 Engage employer-serving KCTCS staff in job seeker orientations or other appropriate 

services.  
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 Refine candidate matches for job postings in Focus: As an issue for state-level consideration and 

attention, the Customer Flow project process revealed that system matches in Focus are 

overwhelming and not easily useable.  Especially in the larger areas, there are too many 

matches for every job order and sorting them is a problem.  The system does not allow sorting 

by date, so there are a lot of very dated job seekers.  Searching by keyword is very challenging, 

and does not produce a usable list.  Given the impacts on employer customers and employer 

service delivery, improving the functionality and usability of Focus has been identified as a 

priority for the state level.  

Re-Orienting Career Center Focus and Developing Staff 

1. Enhancing Career Center focus on employment/reemployment and skill and career 
development 

As noted previously, Kentucky’s Career Centers, post-recession, have been working to transition from 

managing significant levels of unemployment (and UI-related customer traffics and needs) to positioning 

Centers as “the place to go” for employment and reemployment assistance.  While some progress has 

been made, Customer Flow project conversations revealed that Centers are still struggling to some 

degree with fashioning and implementing a post-recession service model that emphasizes skill 

development and longer-term career planning and development.  A part of this challenge is that many 

staff have significant experience and expertise in serving the UI customer population, and in helping 

those customers with immediate job search needs, but have less experience with job seeker skill and 

interest assessment, skills transferability mapping, in-depth career advising and coaching, and helping 

customers craft individual plans for career planning and advancement.  In order to best position 

individual customers to be competitive in current and projected regional labor markets – and to ensure 

that employer customers’ needs for talent are indeed being met – Career Centers will need to continue 

to build their expertise and capacity in a variety of ways.  This is especially important in preparation for 

implementation of WIOA, which places strong emphasis on career development and career pathways in 

the context of regional labor market analysis and the workforce needs of critical industry sectors.   

 Expand focus beyond job placement toward longer-term career development: Local Workforce 

Investment Boards, regional program managers, and Center management staff in particular 

should examine the communication of their vision, mission, strategic priorities, and staff 

development objectives.  While it is indeed true that many – if not perhaps most – Career 

Center system customers need assistance with finding a job in the immediate-term, leadership 

staff must communicate that the customer engagement should not end there.  Educating 

customers about and supporting them in the development of longer-range career plans, tied to 

regional labor market needs, is a critical component of the post-recession operational model, 

and one that Center staff may need additional support to execute, as discussed below.  While 

serving UI customers and addressing their UI-related needs will always be major components of 

any Kentucky Career Center mission, workforce system partners must be skilled not only in 

providing support for immediate job placement, but also in helping individual customers 

become active agents in their own career development and advancement.  
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 Reduce focus on performance measures as the primary drivers of service design and delivery: 

Part of the “cultural” shift we suspect is needed here is the movement from a “transactional” 

model with customers to one that is more relational and sustained.  The reality is that all Career 

Center system partners have their own individual performance measures, to which they are held 

accountable by both state and federal funders.  In our experience, these performance metrics 

often come to drive the design and delivery of services, such that customer “transactions” (for 

purposes of tracking and reporting) and ensuring “credit” for services provided often eclipse the 

focus on customer needs (especially longer-range needs).  An important part of shifting Center 

focus and enabling staff capacity will be communicating the message that assessed customer 

needs – not program or funding stream performance mandates – should drive service delivery, 

and that hitting high performance benchmarks follows high-quality service planning and 

delivery.  In our opinion, overcoming the long-standing emphasis on performance standards and 

rapid reemployment will require management to specifically and pointedly empower and 

support staff to operate in different ways.  

 Use common, up-front assessment to inform and improve career development assistance: 

Partners each have their own assessment tools for customers they determine to be in need of 

assessment support, but up-front assessment does not appear to be taking place for many 

individual program customers, and certainly not as a coordinated effort among Career Center 

system partners.  At a minimum, strategies for an up-front “mini-assessment,” in the “triage” 

model, could be considered here, as an alternative to moving customers immediately to self-

directed job search in the Resource Room.  While we certainly understand that different 

programs want, and in many cases, must use, tailored assessments, enhanced basic front-end 

assessment of interest, skills, and goals could go a long way toward supporting the larger 

objective of advancing customers’ longer-term career development, and to better connecting 

them earlier to the right partners, services, and supports. Basic training and a mini-assessment 

tool could be designed to support this enhanced “reception function”. 

 Continue effort to design and implement team-based case management in Career Centers: Staff 

interviewed throughout the course of the project value a more team-based and collaborative 

case management approach that crosses agency and program “lines,” but seem to lack the 

models for operating in this way.  We are aware that Kentucky is pursuing a new effort related 

to team-based case management, and this should go a long way toward addressing this need.  

On a practical level, the shift entails moving from a model in which a single agency or program 

“owns” a customer, and refers customers sequentially to additional programs and services, to 

one in which a primary agency or program might take lead brokering responsibility for a 

customer’s service plan, but around which all involved partners simultaneously meet or at least 

communicate regularly to ensure customer service coordination, “care,” and planning. 

 Leverage and integrate all Career Center partners’ strengths and expertise: During the December 

2014 workgroup meeting, the metaphor of the Career Center as a body – in which every part is 

equally important and essential – was used.  The emphasis here is that all partners in the Career 

Center system bring their own unique strengths and assets, and all must be equally valued.  

There is some sense that Career Centers are often thought of and operated as “mainly OET,” or 
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perhaps OET and WIA.  Career Centers must engage and leverage all system partners, whether 

on-site or not, for customers, including OFB, OVR, KCTCS, economic development, etc.   

2. Addressing staff development needs 

Throughout the course of the Customer Flow project, several specific need areas for staff development 

and training surfaced.  These include: 

 Improve staff capacity to provide career exploration, planning, development, and coaching 

support: It was our impression that, in many cases, staff are not adequately prepared to 

comprehensively advise and support job seekers in exploring potential career “matches” and 

skill transferability pathways and undertaking the necessary steps to enter and advance in those 

careers.  System staff appear relatively strong in relation to supporting customers with labor 

exchange and job matching, but less so with helping customers understand regional labor 

markets and their attendant trends and skill and credential requirements.  Active use of labor 

market information (LMI), both “traditional” and “real-time,” in work with customers, seems 

minimal.  We are aware that Kentucky is deploying LMI training in relation to serving both 

individual and employer customers, and that is extremely promising.   

 Set knowledge and competency expectations related to WIOA and continue to leverage the 

Kentucky Workforce Academy and other avenues for staff development: Continue to define and 

refine the critical framework of knowledge and competencies that all “core” Career Center staff 

would be expected to have, regardless of program or agency affiliation, particularly through the 

lens of WIOA and its areas of emphasis.  A significant foundation for knowledge and competency 

development has already been established through the Kentucky Workforce Academy and 

Partner for Success efforts; these can continue to serve as vehicles for enhancing workforce 

system capacity relative to new skill sets and strategic and operational priorities envisioned 

under WIOA.  

 Focus on applied training methodologies and ensure accountability for training results: From an 

overarching perspective, there is some sense that training provided to Kentucky’s Career Center 

system partners over the last several years has been a bit of an exercise in “drinking out of the 

fire hydrant,” without adequate ongoing assessment and accountability related to practical 

application, impact, and results.  Staff are interested in applying training to their front-line work, 

but feel more hands-on guidance in terms of how their jobs should change as a result of new 

service delivery models and strategies is needed.  In general, project participants expressed 

interest in ongoing development activities, such as peer exchanges and mentoring, that would 

sustain and deepen learning over time and help embed it more deeply, as opposed to “one-off” 

training sessions.  They also expressed interest in group-based, rather than individual/self-

paced, training, as well as additional opportunities for multi-partner cross-training.  
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Organizational/Service Integration and Need for Greater Service Diversity 

1. Improving relationships, integration, and collaboration among Career Center partners 

It is our sense from project conversations that implementation of the Kentucky Career Center 

Certification standards has provided a framework to foster enhanced integration of and coordination 

among system partners, programs, and services.  This is extremely positive.  At the same time, Center 

site visits revealed that in many locations, Center organization and service delivery persists along agency 

and program lines; agencies frequently operate independently even when co-located in Career Centers; 

and customers are often sent into individual program “tracks,” rather than being exposed at the outset 

to (and perhaps even co-enrolled in) the variety of services and supports that a diversity of programs 

working in concert could offer.  Our recommendations include:  

 Set clear expectations for communication, collaboration, and integrated service planning and 

delivery among Career Center partners: Ideally, Customer Flow project participants envision 

Career Centers that operate on a customer-centric service delivery vision that is shared and 

supported by all partners.  In this model, partner staff are organized and operate functionally, 

case management is collaborative and team-based, and communication and information-sharing 

among Center partners is open and regular.  In reality, however, project participants often note 

barriers to this ideal, including a lack of support and direction at management levels, a need for 

policies that support this ideal vision, lack of partner buy-in (and, in some cases, passive or 

active resistance), and the need for greater accountability among all staff.  As a solution, LWIBs 

and other entities in leadership roles in partner organizations should exercise their authority to 

not only encourage, but also set concrete expectations for, improved communication, 

collaboration, and service planning and delivery among Center partners.  This expectation 

certainly already exists to a large degree in the Center Certification standards and measures, and 

could be further embedded at all levels of partners’ organizations and operations through 

policy, memoranda of understanding and resource-sharing agreements, operational guidance 

and plans, performance metrics, performance evaluation, and staff development.   

 Eliminate “tracking” of customers into single programs through functional Career Center 

organization, co-enrollment of customers in multiple programs, and team-based case 

management: There is a concern that large numbers of Career Center customers tend to be 

“tracked,” and remain, in the program whose “front door” they initially entered, rather than 

being exposed to and accessing the full range of services and assistance that all Center partners 

have to offer.  Three proposed solutions could help remedy this situation: 

 Career Center staff should be reorganized on functional, rather than program- or 

agency-based, teams, according to common functions that “make sense” from 

customers’ perspectives.  For example, our ideal map names three functional teams as 

Career Planning, Skill Development, and Job Search and Placement, with a bit of detail 

on each.  As much as possible, common assessment, service planning, and individual 

employment planning tools should be used by all functionally-organized partners. 
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 Customer co-enrollment should be maximized.  We are aware that two workforce areas 

are piloting co-enrollment of customers in Wagner-Peyser and WIA, and we applaud this 

effort and encourage its replication.  As appropriate, co-enrollment in other programs 

should be strongly encouraged.  This would enable customers to simultaneously access 

all services which may be of use to them, rather than the current predominant model of 

customers being “owned” and served by a single program at a time, and then later 

referred “sequentially” to other partners and programs. 

 As has been noted, increasing adoption of a team-based case management model is an 

essential component of improving Career Center partner relationships and operations, 

customer flow, ease of access, and value for customers.  In this model, while one 

program or agency may have lead case management responsibility, it acts as a broker of 

all other Center programs and services, and actively and regularly engages with partners 

to coordinate the design and delivery of comprehensive, holistic services on customers’ 

behalf.  

 Strengthen Career Center-community and technical college partnerships: It is worth mentioning 

that in many cases, KCTCS is not meaningfully engaged as a critical talent development partner 

in Career Center service planning and delivery, even in areas where Accelerating Opportunity 

initiatives are in place.  Given the skill development needs voiced by employers, and in evidence 

with many job seekers, enhancing community and technical college partnerships to increase 

training and development options for Career Center customers appears to be a significant need.  

We strongly encourage regional leaders to strengthen and sustain partnerships with community 

and technical colleges to expand “bridge” and post-secondary and training and education 

options for job seekers, and to expand market-driven training programs for employers.  

2. Diversifying Career Center services 

Even in Career Centers that include the full complement of partners envisioned in the Certification 

standards, Center service offerings often appear relatively limited to UI-related assistance, self-directed 

and staff-assisted online job search in Resource Rooms, and limited orientations and/or workshops.  

While different partners may be providing other services to varying degrees, the predominant focus 

upon UI-related assistance and immediate labor exchange emphasizes the perception of Career Centers 

as “the unemployment office,” and undermines their larger career development mission.  Survey 

responses from individual (and employer) customers also bear this observation out.  Almost half of 

individual customer respondents indicate that the main way they use Centers is to get help with UI.  

Significantly smaller proportions of individual customers access services such as career assessment and 

counseling, training and education programs, or referral to support services.  In our view, enhanced 

service diversification is as important as, and goes hand-in-hand with, enhanced partner and service 

integration in Kentucky’s Career Centers. 
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 Provide comprehensive Career Center orientations to all new customers to ensure that customers 

are aware of the full range of assistance available: It was our impression that very few Career 

Centers routinely offer front-end Center service orientations for new customers, beyond the 

required six-week UI eligibility review orientations.  Some staff we interviewed noted that 

customers who participate in the six-week review sessions wish they had had those sessions 

earlier.  In addition, individual customer survey responses suggest that one reason these 

customers might not be accessing services beyond UI and job search assistance is that they just 

don’t know about the range of available services.  We suggest that Career Centers expand and 

regularize their orientation offerings, and ensure that orientations are offered at customers’ first 

encounter with the system. 

 Increase the provision of staff-supported career exploration, advising, and planning with 

customers: During our visits, we noticed that customer traffic in Career Centers is, not 

surprisingly, significantly lower than it was during the recession.  At the same time, however, 

many and sometimes most of the customers we observed were not engaged in staff-supported 

activities, but rather were conducting job search at Resource Room computers (those customers 

we observed meeting with staff were most often there for UI-related assistance).  This is not to 

say that self-directed job search is not an important activity, but on the whole, we feel there is a 

need for much higher levels of face-to-face, staff-supported engagement, coaching, and 

planning with customers.  Particularly given the skill and credential gaps many customers appear 

to have, and employers’ concerns about these gaps, a more proactive approach by Center staff 

toward skill and interest assessment, career exploration and advising, use of LMI, and individual 

career planning, beyond immediate job placement, is very important.  Such services should 

prioritize industry sector-based career development and career pathways, rather than just more 

immediately-focused job placement. 

 Expand the range of workshops available, and ensure that workshops address the nature of “job 

finding” and career development in the current context: While Career Centers across Kentucky 

certainly offer workshops, there is great variance in the number of workshops regularly offered, 

as well as the topics offered.  In some Centers we visited, staff also noted that workshop 

participation is often quite low.  We can only speculate, but it’s possible that Centers that offer 

only the more “traditional” workshops (e.g. resume development, interviewing skills, “dressing 

for success,” etc.) should consider expanding both the diversity and frequency of their offerings 

to better align with the realities of job-finding and career development in the current 

environment.  For example, workshops on networking, informational interviewing, computer 

basics and use of social media tools such as LinkedIn might be additions that would offer 

significantly increased value and return for customers.  

 Increase utilization of models such as peer-based groups, networking circles, and job/career 

clubs for customers: Some areas in Kentucky are making great use of models such as peer-based 

groups and job/career clubs to foster career planning, job search, and career development.  

However, these approaches are not widespread, and expanding their use would likely be very 

beneficial to customers.  
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 Expand the use of employer-driven, non-ITA-based training models, such as Registered 

Apprenticeship and on-the-job training: We were pleased to see that in most areas of Kentucky, 

training investments have been quite explicitly linked to target industry sectors and demand 

occupations.  In many cases, these investments are individual training accounts (ITAs).  We 

suggest that in addition to offering ITAs, Centers should expand their use of alternate training 

modalities, specifically employer-driven and work-based models that might be shorter-term, 

more modular in nature, and more explicitly tied to the attainment of “stackable” credentials.  

Registered Apprenticeships, on-the-job training, and customized training are all approaches that 

could be targeted for increased use and expansion, perhaps in partnership with KCTCS and 

others.  
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IV. Ideal State of Career Center Customer Flow: The “Can-Be” Map 

As with the “current state” map, this rendition of an ideal customer flow is necessarily generalized and 

therefore devoid of detail.  However, it has the advantage of picturing the major emphases for change in 

flow from the customers’ viewpoint, while allowing each Center management to customize its detailed 

flow to fit the Center’s particular environment, staff capacity, partnership status, etc.  A quick look at the 

map reveals a number of major themes that are reflected in our recommendations, and that should be 

mirrored in the customer flow.  (Note that the numbers preceding the following bullets refer to 

numbers that are embedded in the map.) 

 (#9) – Career planning assistance is at the heart of Center operations. 

 (#5) – In no case is job search presumed to be the first activity a customer must enter, but it 

remains an option for those individuals who enter the Center with only that need in mind. 

 (#3 – #5) – Initial triage is enhanced and is designed to remove certain “single-purpose” visitors 

from the more intensive customer flow that begins at box #6, delivering them directly to the 

appropriate service provider.  This also frees up staff time to allow for the more comprehensive 

services that most customers need.  Initial triage therefore has a two-fold purpose: 

 Ensure that anyone who enters the Center for the specific and sole purpose of receiving 

UI information or assistance, or self-searching for a job, is routed directly to those 

functions; and 

 All those with needs or desires extending beyond those two narrow options is personally 

engaged in an orientation, triage and assessment process. 

  (#6 – #8) – Orientation and assessment are early steps in any customer’s service process; 

intelligence gained by both parties is then used to inform the service delivery “route” and 

service portfolio design. 

 (#4 – #16) – Customers’ “face time” with Center staff is maximized.  

 (#9 – #11) – Career Center partner agency/program staff is organized in functional teams that 

reflect benefits to customers, reducing the likelihood that customers will be tracked into 

individual program silos and increasing the probability that needed services will be identified 

and delivered. 

 (#9 – #12) – The service “menu” reflects the full complement of assistance envisioned in the 

Career Center Certification standards and necessary for talent pipeline formation and 

sustainability. 

  (#12) – Due to the functional nature of Center organization, referrals to additional services 

happen in “real time,” rather than sequentially, reducing the risk of customers “falling through 

the cracks.” 

 (#16) – Case management may be brokered by a lead partner, but is coordinated among all 

partners serving the customer in a team-based case management environment.  

 (#16) – Ongoing assessment of customer progress and responsive service adjustments are 

integrated.  
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Our recommendations for future investment strategies related to customer flow beginning on the 

following page are designed to support the state and local areas in their efforts to achieve this ideal 

customer flow. 
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V. Recommendations Related to Future Career Center Customer Flow 
Investments 

As part of Maher & Maher’s work on the Career Center Customer Flow project, Commonwealth leaders 

asked our team to consider potential future investment strategies related to customer flow technical 

assistance and to share our thoughts on which strategies might be most impactful.  Because resources 

for customer flow technical assistance are obviously not unlimited, we have given much thought to 

whether more impact can be made by keeping the funding at the state level for Commonwealth-wide 

activities or by distributing significantly smaller “chunks” of funding from the overall “pot” to all the local 

workforce areas.   

At first glance, it may seem intuitive that using a larger pot of funding for Commonwealth-wide activities 

would have more impact and achieve great scale.  In our view, this would indeed be the case if the 

Customer Flow project identified a limited number of uniformly common, “core” need areas that exist in 

all local workforce areas, and that could be addressed effectively by a homogenous set of activities 

across Kentucky.  However, the project ultimately revealed a very diverse set of needs and 

recommendations that vary enormously by workforce area (and by individual Career Center).  As such, 

we are recommending that while the Commonwealth certainly has important state-level roles to play 

related to customer flow technical assistance, and may even wish to reserve a small portion of the 

funding available to support carrying out these roles, distribution of the majority of the funding to local 

workforce areas would likely foster greater local/regional support, commitment, action, and, ultimately, 

positive change.  Funding local areas would also accommodate the very different environments among 

workforce areas in the state, and send the message that while the state has a clear vision, it is also not 

imposing a “one size fits all” approach.  

We feel that state leadership from all Kentucky Career Center system partners can and should pursue 

the following roles, among others, to help advance improvements in Center customer flow: 

 Facilitate customer flow enhancements and improved customer experiences/value through clear 

and direct policy guidance and performance expectations that directly attack some of the 

barriers to change discussed in this report: State leaders can leverage their positions as vision-

setters and decision-makers to prioritize and support customer flow and customer value 

improvements through issuing policy and operational guidance; promoting the imperative that 

partners work in the collaborative ways envisioned in report recommendations; putting positive 

pressure on their constituencies to take up these recommendations; and clarifying that while 

program-based performance measures are one indicator, they are not the only indicator (or 

driver) of how the system should measure success from the customer’s perspective.  The 

benefits of co-enrollment in achieving standards should be used to help promote the 

programmatic changes herein. 

 Continue to leverage WIOA as a driver for systems change: WIOA envisions and in many cases 

requires many of the shifts discussed in this report.  Kentucky’s continued efforts among 
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partners to be at the leading edge of WIOA implementation can no doubt be harnessed to 

advance progress toward the recommendations in this report. 

 Facilitate peer knowledge exchange and learning: Through our individual office reports and 

other means, the state is well-aware of local areas that are either struggling with or excelling in 

areas related to customer flow.  Supporting the pairing of “mentor/protégé” relationships 

among local area partners could go a long way toward embedding the principles discussed in 

this report.  

 Connect customer flow enhancements to the Career Center Certification continuous 

improvement process: Once Centers have achieved initial certification in 2015 and full 

certification in 2016, expectations for customer flow enhancements could be built into the 

continuous improvement re-certification standards and measures. 

 Leverage the Kentucky Workforce Academy: Some of the recommendations here, particularly 

those related to semi-universal needs such as enhanced focus on career advising, planning, and 

development and functional organization and management, might well be pursued through 

KWA courses, particularly if they were  designed as applied learning activities. 

 Focus enhancements: Center site visit participants noted that Focus returns a large number of 

mismatched candidates for available jobs.  If it is within the state’s purview to pursue enhancing 

this functionality in Focus, and it is in fact enhanced, significant actual and perceived benefits 

would result. 

We recommend that the Commonwealth make available to local workforce areas, on a competitive 

basis, portions of the technical assistance funding for the following types of activities, among others: 

 Retreats or planning sessions that convene all Career Center partners and focus on one or more 

of the recommendations in this report.  The state should also specify that such activities must 

result in concrete plans and results that will be disseminated statewide, for the advantage of 

other workforce areas. 

 Solicitation of job seeker/worker and employer customer feedback on their experience and 

sense of value received in dealing with Kentucky Career Centers.  

 Detailed mapping of individual Center current and ideal customer flow experiences, based upon 

the observations and recommendations in this report and Centers’ own customer feedback 

mechanisms. 

 Functional service process analysis and redesign activities, involving all Career Center partners 

and customer feedback. 

 Staff capacity-building and training activities, so long as those activities are tied to principles 

such as functional team organization, team-based case management, and the Career Center 

Certification standards and measures. 

 Connecting customer flow redesign to the work of industry sector partnerships and Business 

Services Teams.  
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VI. Closing 

It should be emphasized again that Kentucky has made enormous strides in the effort to transform its 

workforce system, and merely commissioning this project is a solid indication that the Commonwealth is 

intent on pursuing the final, and most difficult step in that transformation, that is, enhancing its 

customer flow and service mix to ensure that employers and individuals directly benefit from all the 

strategic gains that have accrued. The Maher & Maher team hopes that this report provides Kentucky 

Career Center stakeholders with a clear and actionable launching-point for future activities related to 

enhancing customer flow.  In combination with other system change efforts Kentucky is pursuing, such 

as Career Center Certification, Industry Sector Strategies, the Kentucky Skills Network, the Kentucky 

Workforce Academy, and Team-Based Case Management, the Customer Flow effort can support 

significant improvements in the service process for Center customers, and perhaps most importantly, 

provide customers with increased value.  As always, Maher & Maher is grateful for the opportunity to 

partner with the Kentucky team, and we look forward to serving you again in the future.  
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VII. Appendices 

 

Appendix 1: List of Kentucky Career Centers Visited 

 

Region Location 

Barren River Glasgow 

Bluegrass Lexington 

Cumberlands Russell Springs 

EKCEP Hazard 

KentuckianaWorks Shelbyville 

Green River Henderson 

Lincoln Trail Leitchfield 

Northern Kentucky Covington 

TENCO Maysville 

West Kentucky  Paducah 
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Appendix 2: Kentucky Career Center Site Visit Summary Report  

CAREER CENTER WORKFLOW PROJECT: 
Summary of Site Visits

 

INTRODUCTION/CONTEXT: Kentucky’s statewide goal in this project is to improve customer flow 

through the Kentucky Career Centers and to enhance value received by customers from their experience 

with the Centers. In pursuit of that goal, in October of 2014, Maher & Maher project staff members 

spent one day in each of ten Career Centers, one per workforce region. The objectives of the visits were 

to:  

 Establish a generalized picture of business and jobseeker customer flow through the Centers; 

 Identify new and promising practices being implemented in the various offices; and 

 Identify issues and challenges that may be affecting the quality of services that customers 

receive. 

Site visits were not meant to assess customer satisfaction or any individual Career Center’s 

performance, but to identify patterns, trends and practices, and to gauge how the major KWIB 

transformational initiatives are being expressed in service delivery processes in the Centers. We were 

especially interested in implementation of the principles and processes contained in the following 

initiatives:   

 Sector Strategies – for both customers 

 Unified Business Services – for employer customers 

 Career Center Certification – for both customers 

 Partner for Success – for both customers 

 Adoption of uniform Career Center Branding  

Two of the four project staff making the visits had participated in visiting ten Centers as part of the 

Career Center Certification project about four years earlier and they, as well as our Project Manager, 

had also participated in the initiatives listed above. As a result, we were well-positioned to identify 

changes that had occurred generally in center operations over the past several years. 

The Centers visited were chosen by the State and represent a diversity of urban/rural, 

comprehensive/satellite and large/small Centers. Before the visits, the management team at each of the 

ten Centers completed a pre-site visit questionnaire designed to provide basic information on the 

Center’s operation. In addition, Maher staff created a comprehensive protocol to guide discussions 

during the visits.  

One caveat to the reader: This is a summary of trends and practices gleaned from visits to ten Centers. 

There is nothing here that applies uniformly to all ten Centers; and no Center exhibits every single trait 
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discussed herein. No two Centers are exactly the same; nor should they be. That said, there are certain 

trends and general conclusions that can be drawn. There are some characteristics and features that are 

startlingly similar, distinguished only by degree, even though each Center operates within its own 

particular regional labor market and under its own management team. Taken together, we believe those 

similarities constitute a “story” – one with positive aspects that also presents significant opportunities 

for improvement.  Along with the improvements already in place, we are confident that the will, skills 

and energy exist to continue to develop customer services that will fully deliver on the 

Commonwealth’s Brand Promise: 

 

 

 

 

 

 

 

 

POSITIVE TRENDS and ACCOMPLISHMENTS: There are a number of positive changes that have occurred 

over the past several years, both external as well as internal to Kentucky’s workforce system.  The 

unemployment rate has come down substantially and the number of jobs in the economy is growing, 

though many of the new jobs are not necessarily family-sustaining. Seemingly intractable problems 

remain for some long-term unemployed, but the State’s receipt and use of a federal grant to serve that 

customer sub-group is encouraging. The Career Centers are receiving many more job orders, and report 

that employers are again concerned with the mismatch of candidates’ skills to job requirements.   

Passage of the Workforce Innovation and Opportunity Act – WIOA – reinforces sector strategies as the 

Career Centers’ service framework and generally offers more flexibility in service delivery in Centers 

throughout the country. This certainly plays to Kentucky’s strengths, and one can expect additional 

Federal grant opportunities for which the Commonwealth will be well-positioned to compete. 

We also found significant positive changes and accomplishments reflected in the Commonwealth’s 

Career Centers: 

1. Definite understanding by Center management teams and staff of the State’s vision and 

direction, especially on the employer services side. This represents real change in culture 

and operations. 

 

 

As a team of experts, we are dedicated to providing Kentucky 

employers with a qualified, skilled workforce and the people of 

Kentucky with career, job training and educational opportunities. 

With the unique ability to connect employees and employers 

through the combined efforts of state and local partners, we will 

become a valuable, competitive and best-in-class asset in the growth 

of our regional and national economy. By guiding, empowering and 

inspiring our customers, we will continue our mission to create 

success stories across the Commonwealth. 
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a. The Centers definitely “get” the emphasis on sectors and organizing to deliver 

valuable services to employers. 

b. Sector approaches are well underway throughout the system and Centers. 

c. WIA training investments appear to be uniformly aligned to demand occupations in 

target industry sectors. 

d. There is a distinct appreciation and recognition that the State Cabinets are 

collaborating more productively, ultimately enhancing the Centers’ services. 

 

2. Although there is still a lingering (and somewhat valid) perception of Career Centers as “the 

unemployment office,” Kentucky Career Centers’ branding is now uniform, and has no 

doubt had some impact on this perception. The developing use of social media – for 

example, many offices have Facebook pages – is also positive.  

 

3. There have been many infrastructure improvements, including: 

 

a. New and improved facilities in a number of areas, which has fostered more physical 

colocation of agencies and, in some cases, enhanced program and service 

integration. 

b. The phone system has been improved, but there are clearly some “customer-

unfriendly” aspects still present.  

c. Better customer-serving technology (the Focus suite), which is a vast improvement 

over prior online resources. However, several office managers stressed the need for 

Wi-Fi in the Centers. 

d. Unemployment Insurance on-line systems are working, which has served to reduce 

the stress on Centers. 

 

4. We found a number of promising practices in the Centers, some of which may be considered 

for adoption elsewhere or being brought to scale generally. As examples:   

 

a. Detailed LMI Reports in KentuckianaWorks and Northern Kentucky: These are 

valuable for all workforce development personnel, individual job seekers, and 

businesses. 

b. Prevalence of on-site job fairs to introduce the idea of the Career Center as more 

than just the “unemployment office”, and to connect area businesses directly to the 

Centers, their staff members, and job seekers. 

c. Spreading presence of cross-agency leadership teams that work well together, 

including in Northern Kentucky, Russell Springs and Leitchfield, as well as 

achievement of alignment among agency leaders in Lexington. 

d. Where they exist, connections of Centers and Center customers to KCTCS Trains and 

Accelerating Opportunity enhance availability and accessibility of training for both 

sets of customers. 
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e. Concerted efforts to reach out to, identify and serve veterans, as exemplified in 

Covington, Henderson, and Lexington. 

f. Collaborations with KCTCS to widen the applicant pool for employers in Northern 

Kentucky and elsewhere. 

g. Outreach to professional workers and peer group job search teams. 

h. Resource Navigator position in Maysville and the expired Resource Navigator 

position in Paducah. 

i. Embracing technology to facilitate work-from-home jobs as with Hazard Teleworks.  

j. Creative strategies to spark entrepreneurship, as with the 100 Ideas contest at 

Lincoln Trail. 

k. Exposing youth to focus sectors at a younger age (Manufacturing Week in 

Leitchfield). 

 

PROBLEMS and CHALLENGES: Our analysis distinguishes between problems and challenges in the 

following way: 

 A “problem” is something in the Centers’ process that does not add value for either or both 

customers, or that otherwise constrains staff from providing value.  

 A “challenge” is the underlying cause (“root cause”) of the problem that needs to be overcome. 

However, due to the interrelated nature of Career Centers’ operations, there is not necessarily a one-to-

one relationship between a problem and a challenge. We identified a set of problems and a set of 

underlying root causes (“challenges”). The problems identified are as follows: 

1. Jobseeker customer flow into the Centers is way down. This is good news in that staff is not 

constantly inundated and stressed. The bad news is that Centers’ jobseeker-related resources 

are underutilized, which inhibits Centers’ capacity to meet both customers’ needs. We believe 

that customer flow is down because: 

 

a. With the economy improving and UI extensions ended, the Centers’ previous major 

source of traffic has fallen off enormously. 

b. There is only a narrow range of services offered to engage job seekers. 

c. There are limited staff skills to effectively deliver a broad range of services. 

d. Many staff may still find self-worth in getting people their unemployment benefits as 

opposed to  enhancing their skills and employability. 

e. Job seekers have other alternatives, especially the proliferation of free online job search 

tools and job boards that can be accessed from anywhere there is an Internet 

connection. This raises a significant longer-term question of what the “next generation” 

of Career Center customers will look like and how they will prefer to access services, 

which may prove to be less “bricks-and-mortar” and more virtual and social media-

based in nature.  
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2. There is a lack of diversity, richness, and range of services. 

 

a. The same assumptions, processes and services utilized during the recession are not 

compatible with developing talent, which is a foundational element of the State’s vision. 

There is a real need for the jobseeker preparation side to “catch up” with the employer 

service side and end the heavy focus on UI. In every Center visited, at least half of the 

people visiting the Centers were there for UI reasons. As examples: 

i. Job search assistance for most customers is most often delivered solely through 

computer-based offerings, i.e. Focus. 

ii. There are limited services and little focus on improving self-marketing skills and 

career development of job seekers. In most cases, career development is limited 

to those who indicate they want training and have not succeeded in a job 

search. 

iii. Robust case management and career planning assistance appears targeted 

primarily to OVR customers, profiled UI claimants, and REA participants, rather 

than to all Career Center customers. 

b. There is a lack of understanding and use of labor market information. 

c. There appears to be a large variation in the extent of Centers’ tie-in to career pathways, 

KCTCS Trains and Accelerating Opportunity. 

 

3. While the sector focus was found at every Center, it is more broad than deep in some cases, 

and often has not permeated job seeker services. 

 

a. In some Workforce Areas, e.g. Northern Kentucky, sector strategies with both 

employers and job seekers appear to be well-developed.  

b. In others, these strategies are just getting underway and so cannot be assessed at this 

time. The challenge seems to be how to incorporate this approach into job seeker 

service processes and content. 

c. Currently, sector understanding seems deeper among WIA staff as opposed to OET.  

While OET’s focus on UI (as well as placement for those who are seeking immediate 

employment) has understandably delayed OET’s full participation, it is important that 

ALL partners become deeply involved in sector strategies. 

 

4. Business Services Teams are in different stages of development in different workforce areas. 

 

a. Some are further ahead than others. 

b. Key partners appear to be WIA and OET, with other partners participating to a far lesser 

extent in many areas. 

 

The underlying causes – the “root” causes – of the problems can be characterized as follows: 
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1. Center culture – These are all “of one piece” in that together they tell a story of Centers 

continuing to operate in recession-era response mode. The same assumptions, processes and 

services utilized during the recession are not compatible with developing talent, which is a 

foundational element of the State’s vision for meeting the needs of both customers. There is a 

real need for the jobseeker preparation side to “catch up” with the employer service side. 

Center staff is still largely focused on sustaining people through UI, and on carrying out UI 

functions, often to the exclusion of other things. They seem to be overly task-oriented, largely 

as a result of: 

 

a. The continued overemphasis on credit and “performance” numbers. Staff appear quite 

focused on discrete tasks, as well as getting “credit” for individual services provided 

and meeting performance benchmarks, rather than upon larger talent pipeline 

concerns and individual career development for customers.   

b. There has been little movement from the “job first” mentality in many Centers; that is, 

the notion that core services, primarily job search, must be delivered unsuccessfully 

before any other service, especially training, can be considered.  This may be driving a 

“sequence of service” approach, and services for jobseekers seem largely transactional.   

c. Lack of exposure to and training in key workforce development skills, including 

assessment, career exploration and planning, use of LMI, coaching and more.  Some 

staff expressed concern that they don’t have the skills/knowledge to “operate 

differently,” as well as some level of resistance to change.  

 

2. Issues with partner and service integration 

 

a. OET and WIA – A “silo” effect between OET and WIA persists in many areas, as 

exemplified by either separate physical location of OET and WIA staff (different 

buildings/different floors); and/or the tendency for customers to enter one service 

track (i.e., UI/job placement or full assessment/training) and remain there.   

b. Other partners – Even where partners are co-located, the sense is that they are each 

operating independently, not as a cohesive system. This seems especially the case with 

Vocational Rehabilitation. Partners’ lack of engagement creates missed opportunities 

for outreach and better provision of services at the Centers. 

 

This lack of organizational integration and collaboration among partners contributes directly to 

the related challenge of the lack of diversity in services for customers.  Rather than offering a 

rich mix of services for jobseekers, Centers primarily offer UI-related services (help with claims 

and orientations for profiled claimants) and self-directed online job search. In addition, the lack 

of partner integration and service diversity very likely impacts negatively on the amount of 

customer traffic in Centers.  

3. Sector focus and business services – Uneven implementation and synergy 
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a. Communicating knowledge gained on the demand side to staff serving the supply side – 

jobseekers – remains a real challenge.  Centers report increased numbers of job orders, 

and employers are having difficulty finding workers with the right skills and 

qualifications.  This only emphasizes the need for Centers to both expand their job 

seeker candidate pool and pursue additional strategies for helping jobseekers increase 

their skill levels and labor market competitiveness.   

b. It is not clear, though, if and how an understanding of industry sector strategies is 

informing other services, particularly services for job seekers. Implementation of sector 

strategies appears to be more broad than deep; local staff feel that employers’ focus 

currently is immediately filling new jobs and so they focus on that. 

c. They “get” what is to be done, especially among WIA staff. In general, OET staff do not 

seem as attuned to the potential benefits of the sector approach. 

 

4. Need to reorient and develop staff – As the state invested significant time, resources, and 

messaging around “demand-driven,” industry sector strategies, and unified business services, 

so will it need to do the same around enhancing and diversifying partners’ planning and 

delivery of services for jobseekers.  It is our sense that jobseeker staff need to be re-oriented to 

what they should (and should not) be doing for individual customers, and will need ongoing 

reinforcement of this message. That said, there are clearly roles for all levels in improving staff 

capacity. Local and regional leadership all need to take some responsibility for training their 

own staff members, especially in relation to local partner agency functions and services; how 

they are carried out; and how those services might become more accessible to all customers.  

 

Recommended areas of training focus include the following: 

 

a. Team building for Center staff  

b. Team-based case management 

c. Organizing and operating functionally rather than in program silos  

d. Use of LMI and understanding demand industries and occupations 

e. Comprehensive skill assessment 

f. Career advising and coaching  

g. Helping job seekers to develop skills relevant to the current job market 

h. Current job search practices, such as telephone interviewing, behavioral interviewing 

and using social media 
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5. Continuing to leverage the Career Center Certification framework – All workforce areas are 

required to have at least one comprehensive Career Center certified by July 1, 2015 (and all 

Centers must be certified by July 1, 2016). The Career Center Certification process, and the 

standards themselves, provide a roadmap for organizing and achieving success in serving 

customers. Given the strong linkages between the Center Certification and Customer Flow 

efforts, the continued focus on the values and expectations embedded in the Certification 

framework can help Career Centers achieve improvements for customers in terms of the 

service process and experience and service results. 

 

CODA:  It is our greatest wish that Kentucky workforce system officials accept this summary in the spirit 

in which it is intended: To assist the Commonwealth in identifying problems and challenges, as the first 

step in an effort to move forward collaboratively to overcome them.  

In discussing problems and challenges, it must be recognized that Kentucky is absolutely in the forefront 

of states attempting to transform its system after emerging from a crippling recession where everyone 

was intensely focused on “stopping the bleeding.”  

The kind of transformation sought in Kentucky requires incredible energy, innovation, skill, perseverance 

and dedication even in the most favorable of environments.  The mantra we encountered in our visits 

was overwhelmingly “customer service“ and “customer value,” and it is our opinion that, to a person, 

Kentucky’s workforce personnel fully adopt that principle. But getting there can be truly difficult in the 

demanding environment of a Federal-State-Local bureaucratic system that is admittedly overly 

complicated, cumbersome and resistant to change.  

How does a change initiative truly progress in this type of environment? By doing what Kentucky is 

doing: Identifying, acknowledging and working collaboratively and transparently, with the focus always 

on the customers, to find ways to increase value delivered to customers. Accordingly, this summary of 

findings will be used by a cross-agency, multi-level, integrated work group to identify not just ideal 

solutions, but specific actions to take in order to move the system and its Career Centers closer to fully 

delivering on its Brand Promise. 
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Appendix 3: Kentucky Career Center Customer Survey Report 
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Executive Summary 

Background. As part of the Kentucky Customer Flow Project, Maher staff worked closely with the 

Commonwealth of Kentucky to conduct on-line surveys of employer and jobseeker customers in 

November and December of 2014. The surveys included closed-ended questions and open-ended 

questions, which were designed to elicit feedback from customers in their own words. The purpose of 

the surveys was to understand which services were used, and the perceived value and quality of the 

services. A total of 99 employers and 555 jobseekers responded. 

The surveys were designed to complement information gathered during visits to Kentucky Career 

Centers in each of the Commonwealth’s 10 workforce areas, and this report precedes what will be the 

final report on the project.  

Findings. In general, employer customers were very positive about the services they received and the 

staff that assisted them. For example, four in five business customers reported that they were able to 

consistently connect with a Career Center staff person who could help them. The services they valued 

the most were “applicant assessment, screening, referral and recruitment.” 

This positive feedback from employers is a major accomplishment, and is consistent with findings from 

the site visits, which indicated that Kentucky Career Centers have dramatically increased their emphasis 

on business services, to good effect.  

Jobseeker customers were also positive about the services they received, with 78% reporting that the 

Career Center provided them with useful services and help. It is important to note that the largest 

proportion of jobseeker customers – almost half – said that the main way they use the Career Center is 

to get help with Unemployment Insurance. On the other hand, the service they believe helps them the 

most is job search assistance. 

For both employers and jobseekers, there was limited use of other types of services. Less than half of 

employers used services such as labor market data, training for new hires or assistance with 

accommodations for employees with disabilities. Similarly, much smaller proportions of jobseekers used 

services such as career assessment and counseling, training and education programs, or referral to 

support services.   

Kentucky is fortunate to be experiencing rising employment levels and lower unemployment rates, and 

the needs of both employers and jobseekers with respect to the Kentucky Career Center system are 

changing dramatically. Both the survey and site visit findings suggest that there is a need to continue the 

shift away from a focus on Unemployment Insurance toward more extensive talent development that 

would benefit both employers and jobseekers. Employers need candidates with more skills, and 

jobseekers need to develop more skills. Survey findings indicate that the focus of the Kentucky Career 

Centers should be on developing their capacity for, and then delivering, services that meet these 

complementary needs.  
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Part I:  Employer Survey Summary 

The survey of employers was sent via e-mail as a Survey Monkey link directly from Career Center staff to 

their list of business contacts during November and December 2014 (the survey closed December 19, 

2014).  The survey contained six multiple choice questions; two questions pertaining to services 

accessed/service value provided at the Career Center; and two open-ended, qualitative response 

questions.  While it is not clear exactly how many individuals received the survey to complete (thus 

making it impossible to calculate a response rate), 99 responses were received. .  

A. Career Center Usage, Accessibility, and Responsiveness to Business 

Customer Needs 

Question 1. How would you describe your level of interaction with the Kentucky Career Center? 

 

The vast majority of respondents (84.9%) use a Career Center either occasionally or regularly.  This 

indicates that many of the respondents at least have familiarity with the workforce system, whether 

they use the system regularly or more sporadically.  See pie chart below for full responses. 

 

 

  

15.2% 

47.5% 

37.4% 

How would you describe your level of interaction with the Kentucky Career 
Center? 

I have just begun working with the
Career Center (15.2%)

I use the Career Center
occasionally, on an as-needed
basis (47.5%)

I regularly use the Career Center
to meet my business and
workforce needs (37.4%)



Kentucky Career Center Customer Flow Project: Final Report 

35 

 
3535 Route 66, Bldg. 4  Neptune, NJ 07753  732-918-8000  www.mahernet.com 

Question 2. 
Are you able to connect with a Career Center staff person who can help you on a 

consistent basis?   

 

The overwhelming majority of respondents (80.8%) reported “yes.”  This matches site visit observations 

that business services teams strive to be responsive to the needs of the employer community and make 

themselves available to assist whenever a business customer expresses a need.  See pie chart below for 

full responses. 

 

 

  

80.8% 

4.0% 
11.1% 

4.0% 

Are you able to connect with a Career Center staff person who can help you 
on a consistent basis? 

Yes (80.8%)

No (4.0%)

Sometimes, but not consistently
(11.1%)

Not applicable; I only use the
online employer job advertisement
posting and resume search portal,
Focus Talent (4.0%)

“Recruiting and referring qualified applicants for job 

orders. The staff … has, and does continue to be, pro-

active in helping us meet our employment needs. I 

feel they go above and beyond to meet those needs. I 

truly consider them partners; and can't imagine how 

difficult it would be without their assistance. Their 

attitude and efforts are remarkable.” 

~ Survey quote 
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Question 3. 
Respondents were asked to rate the following statement on a scale of “Strongly Agree” 

to “Strongly Disagree”: 

 

Career Center staff clearly seeks to fully understand my individual business needs. 

The majority (76.7%) responded with either “Strongly Agree” or “Agree.” This also matches site visit 

observations about the increased emphasis on business services within Career Centers.  See pie chart 

below for full responses. 

 

 

  

44.4% 

32.3% 

14.1% 

3.0% 

1.0% 
5.1% 

Career Center staff clearly seeks to fully understand my individual business 
needs. 

Strongly agree (44.4%)

Agree (32.3%)

Neutral (14.1%)

Disagree (3.0%)

Strongly disagree (1.0%)

Not applicable or do not know
(5.1%)

“They are a great source of information to get our job postings 

out to the people of Kentucky looking for jobs. They are a great 

resource for information for disabled/veteran applicants and 

contacts. They are always willing to talk with us regarding any 

questions we have about services they offer.” 

~ Survey quote 
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Question 4. 
Respondents were then asked to rate the following statement on a scale of “Strongly 

Agree” to “Strongly Disagree”: 

 

Career Center staff understands the broader workforce needs of my industry sector. 

The majority of respondents (70.7%) “Strongly Agree” or “Agree.”  Again, this matches site visit 

observations about the successful implementation of statewide initiatives, including Sector Strategies.  

See pie chart below for full responses.  

 

 

  

33.3% 

37.4% 

17.2% 

5.1% 

0.0% 

7.1% 

Career Center staff understands the broader workforce needs of my industry 
sector. 

Strongly agree (33.3%)

Agree (37.4%)

Neutral (17.2%)

Disagree (5.1%)

Strongly disagree (0.0%)

Not applicable or do not know
(7.1%)

“They constantly are letting me know what’s going on 

with the labor market and suggesting ways to help me 

recruit.” 

~ Survey quote 
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Question 5. 
Respondents were then asked to rate the following statement on a scale of “Strongly 

Agree” to “Strongly Disagree”: 

 

The Career Center delivers valuable workforce solutions for my company. 

The majority of respondents (67.7%) selected either “Strongly Agree” or “Agree.”  Again, this aligns with 

previous survey responses and site visit observations about the increased quality of business services.  

However, it is important to note that the most common response to this question was “agree,” rather 

than “strongly agree.” In addition, fully 25% either were neutral or disagreed, and this is significant.  See 

pie chart below for full responses. 

 

 

 

 

  

27.3% 

40.4% 

19.2% 

5.1% 

1.0% 

7.1% 

The Career Center delivers valuable workforce solutions for my company. 

Strongly agree (27.3%)

Agree (40.4%)

Neutral (19.2%)

Disagree (5.1%)

Strongly disagree (1.5%)

Not applicable or do not know
(7.1%)

“We are statewide and I have used the services of about every 

office in the state. I have found some to be more helpful than 

others. The majority are very helpful while a few are hard to get 

in contact with. Some are to the point that the phone is never 

answered. I realize that they are busy; however, I find it 

frustrating after trying to contact an office for a week at 

various times to never get an answer.” 

~ Survey quote 
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Question 6. 
For the last question, respondents were asked to rate the following statement on a 

scale of “Strongly Agree” to “Strongly Disagree”: 

 

I find it easy to get the help I need from the Career Center. 

The majority (79.8%) of respondents chose either “Strongly Agree” or “Agree.”   This aligns with the 

observed availability and flexibility of businesses services teams during site visits.  However, as in the 

previous question, the largest number of employers selected “agree” rather than “strongly agree,” 

meaning that it may not always be easy for them to get the help they seek. See pie chart below for full 

responses. 

 

The viewpoint that it is not always easy to get help is illustrated in the following comment: 

35.4% 

42.4% 

10.1% 

6.1% 

2.0% 4.0% 

I find it easy to get the help I need from the Career Center. 

Strongly agree (35.4%)

Agree (42.4%)

Neutral (10.1%)

Disagree (6.1%)

Strongly disagree (2.0%)

Not applicable or do not know
(4.0%)
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The overwhelmingly positive feedback to the six questions on the first part of the employer survey is in 

line with our primary site visit observation that Kentucky Career Centers have a focused emphasis on 

business services.  Those employers who are involved with the workforce system seem to have 

relationships with particular Career Center staff members and generally receive prompt responses from 

their contacts.  It appears as though Kentucky’s emphasis on the Brand Promise, the Unified Business 

Services, and Sector Strategies has reached the business customer-level and has improved individual 

interactions with business customers.   

While the majority of responses were positive, there is always room for improvement in systems that 

are as complex and diverse as the public workforce system.  One area where the Commonwealth and 

local Career Centers could focus would be to increase the usage of Career Center resources and 

personnel for those who reported only occasional usage, with an emphasis on offering additional 

services to those businesses who only use online job posting services.  Additionally, a non-negligible 

number of respondents (around 10%) reported only engaging inconsistently with Career Center staff.  

These responses also are in line with site visit findings that while business services have improved 

considerably in Kentucky, some workforce areas are experiencing more success in this regard than 

others. 

B. Career Center Service Usage and Value 

This portion of the employer survey first asked whether respondents had used a number of Career 

Center services.  As the following chart shows, more than half of respondents received services onsite; 

general information services; online services; applicant assessment, screening, and referral services; and 

connections to outside resources.  About half of respondents received assistance with labor market 

information.  Less than half received training services for new hires or existing employees; downsizing 

assistance and/or layoff aversion; and assistance with accommodations for people with disabilities.   

“Staff is unavailable or the Business Liaison group is 

understaffed. They also work inefficiently due to constraints 

of the programs they are administering. I have seen many 

opportunities for streamlining the process and much of it 

seems to be issues with internal communications.” 

~ Survey quote 
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The survey then asked the degree of “value” each service had for the employer (on a scale from “No 

Value” to “Excellent Value”).  The table on the following two pages includes value assessments of each 

of these services, as well as the above utilization reports of each service.  

 

Not all respondents answered the question about services received (only 77 of the 99 respondents did 

so).  Presumably those who were newer to the Career Center or only use the Career Center occasionally 

might have chosen not to answer due to a lack of familiarity with or use of services.  Of those who did 

answer the “services received” question, many who had not received a particular service (e.g. disability 

accommodations) also rated the value of that service.  There are many reasons this could be – perhaps 

these services are not offered and respondents highly value them and desire them to be available 

(which would indicate that these particular respondents would rate the services highly.)  Conversely, 

respondents might not have received a particular service that is available because they do not see the 

value in the service and would rate that service very poorly.   

It appears as though respondents rated the services that are most frequently used (onsite services; 

general information services; online services; applicant assessment, screening, and referral services; and 

connections to outside resources) slightly higher than services that were reported as used less 

frequently.  This could be due, in part, to participants assigning a lower rating to services that they had 

not received.  The services that are ranked highly might also be the most easily accessible and available 

services at the Career Center, making them seem particularly attractive or valuable to business 

customers.  
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Please indicate whether you have received a variety of Kentucky Career 
Center services and assistance by selecting “Yes” or “No” for each type of 

service. 

Yes

No
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All services had a value rating somewhere between “Neutral” (which was given a quantitative score of 3) 

and “Service Provides Excellent Value” (which had a score of 5.)  The highest rated service was 

application assessment, screening, and referral services with a mean value of 4.11; and the lowest rated 

service was disability accommodations assistance, which had a mean value of 3.52 (though it should be 

noted that only 14 of the 77 respondents who answered this question reported receiving these 

services).  It is unclear whether the underused services were not accessed because employers were not 

interested in accessing them, if they were not well marketed as available services, or if they were not 

widely available/were hard to access.  Chances are the reasons are different in each regional area. 
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Please rate the level of value you feel you receive from a variety of services and assistance in terms of achieving your goals. “Value” is defined as the worth, utility, or 

importance you place on the service or assistance. Please rate value on a 1-5 scale, with 1 as lowest value and 5 as highest value. Please select “Do not know” if you 

do not know the level of value a service provides. 

 
Services 

Service Received  1: 
Service 

provides 
no value 

2: Service 
provides 

little 
value 

3: Neutral; 
value is 
neither 
low nor 

high 

4: Service 
provides a 
good deal 
of value 

5: Service 
provides 
excellent 

value 

Do not 
know 

Rating 
Average 

Yes No 

Services on-site in the Career Center: Any services or 

assistance received within the Career Center building, 

for example hosted hiring fairs, space for conducting 

interviews, individual consultations with Center staff 

50 27 2.6% 5.2% 11.7% 23.4% 32.5% 24.7% 4.03 

General information: Provision of information about 

available resources, services, benefits, and assistance 

58 19 2.6% 5.2% 9.1% 27.3% 32.5% 23.4% 4.07 

Online services: Focus/Talent employer portal site, 

Kentucky Skills Network site, Kentucky Labor Market 

Information site, etc. 

54 23 2.6% 5.2% 18.2% 18.2% 32.5% 23.4% 3.95 

Applicant assessment, screening, referral, and 

recruitment: Testing of applicants based on employer 

specifications, evaluation of job candidate 

qualifications and suitability for open positions, referral 

of qualified applications for listed positions, recruiting 

potential hires through job fairs, partners such as 

community colleges, appropriate training program 

graduates, or other avenues 

53 24 2.6% 6.5% 7.8% 19.5% 36.4% 27.3% 4.11 

Labor market information: Provision of labor market 

data such as labor supply/demographic information, 

wage information, industry and occupational 

projections, real-time job vacancy information, and 

occupational competency information 

35 42 2.6% 5.2% 14.3% 19.5% 20.1% 37.7% 3.81 
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Services 

Service Received  1: Service 

provides 

no value 

2: Service 

provides 

little 

value 

3: Neutral; 

value is 

neither 

low nor 

high 

4: Service 

provides a 

good deal 

of value 

5: Service 

provides 

excellent 

value 

Do not 

know 

Rating 

Average 

Yes No 

Training for new hires and/or existing employees: 

Information and assistance in retaining and developing 

or advancing current employees, through re-training, 

“up-skilling,” raising literacy or computer skill levels, 

etc., information and assistance on designing and 

implementing on-the-job training, customized training, 

apprenticeship training, and other programs for new or 

current employees 

26 51 2.6% 6.5% 6.5% 19.5% 24.7% 44.2% 3.88 

Downsizing assistance and/or layoff aversion: Assistance 

in managing downsizing or layoffs, services to avoid or 

minimize worker layoffs 

14 63 3.9% 2.6% 9.1% 10.4% 10.4% 63.6% 3.57 

Assistance with accommodations for employees with 

disabilities: Guidance and help in meeting the workplace 

accommodation needs of employees with disabilities 

14 63 2.6% 5.2% 13.0% 7.8% 11.7% 59.7% 3.52 

Help connecting with outside resources: Connections to 

resources outside of the center, such referrals for 

employees, referrals to other organizations, and linkages 

to industry sector partnerships 

40 37 2.6% 5.2% 9.1% 16.9% 24.7% 41.6% 3.96 
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C. Open-Ended Questions 

The last two questions on the survey were open-ended: 

Open-ended Question 1. 
What does the Kentucky Career Center do that provides you with the most 

value? 

 

The response here reinforces previous responses about what services are being used at the Career 

Centers and value placed on those services (see discussion of previous two questions).  The most 

common responses included language about finding qualified applicants, using Focus/Talent to post job 

openings electronically, access to labor market information/data, having pre-screened applicants that 

have undergone assessments, access to on-the-job training programs, and the use of the Career Center 

facility for interviewing and job fairs.   

Many responses included acknowledgments of specific staff members or offices that were felt to be 

responsive.  These responses suggest the importance business customers place on customer service, 

responsiveness, and the availability of flexible solutions. If a Career Center cannot be contacted easily 

and quickly then the potential value of services they provide is negated by the difficulty involved in 

accessing those services.  This also reflects site visit observations about the effectiveness of rebranding, 

focusing on employer needs, and being responsive to and/or identifying local needs.  Additionally, on-

the-job training programs were mentioned consistently throughout survey responses and were also 

identified during site visits as popular options for businesses in Kentucky.  

Open-ended Question 2. 
What are the Career Center’s main challenges?  What does the Career 

Center need to do differently to better meet your needs? 

 

While business services appear to be improving across the Kentucky workforce system, there are clearly 

still some areas for improvement, many of which align with responses to the job seeker survey and site 

visit findings.  As many respondents pointed out in the “value provided” question, the ability to get in 

touch with someone at the Career Center quickly and easily is highly valued; in fact, it is absolutely 

necessary if any substantive value is to accrue.  While this appears to be an asset in many Career 

Centers, the responses to our survey (and our site visit findings) indicate that this varies from location to 

location and that problems persist, specifically with regard to the somewhat cumbersome and, at times, 

unreliable telephone system.  While the overall number of businesses unable to contact a Career Center 

representative may be low, experiencing frustration with this specific issue would be extremely 

detrimental to business/Career Center relationships.    

Respondents also indicated that the Career Center could be more proactive about communicating 

available services and labor market information. Certain services are widely marketed and used, 

including electronic job posting, hosting job fairs, and making the Career Center available for employers 

who wish to conduct on-site interviews.  More extensive services like intensive labor market analysis 

and training for new hires or existing employees are not used as much.  This could be because 
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employers just do not know about them (a lack of marketing), they are not offered, or if they are offered 

that they are not accessible and are perceived as requiring extensive paperwork or other 

documentation.   

Another challenge identified is the impression that the Career Centers are still “Unemployment Offices” 

that work with low-skilled individuals and are mostly for cash assistance benefits. Along similar lines the 

Career Centers are still sometimes seen as very bureaucratic, and that the programs administered 

through the Career Center are complex, time-consuming, and inflexible.   These responses are similar to 

responses in the job seeker survey, which indicates that the notion that Career Centers are still mainly 

Unemployment Insurance and low-skills-focused still persists across both populations.   

 

Another frequent response to this question concerned quickly hiring and then retaining a qualified and 

engaged workforce.  This presents an opportunity for the Career Centers to provide services to 

employers that are not already common, such as offering training to employers on employee retention 

strategies, successfully marketing open positions, and creating a work environment that meets the 

cognitive and other needs of employees.  Additionally, to the extent possible, training services provided 

to individual job seekers should be focused on local labor market needs and resource expenditures 

should be data-driven.   More services to jobseekers could also address this point, such as soft skills 

training and follow-up after job placement to ensure that the individual succeeds at work.  

  

“Programs sound great but they are too cumbersome. When we 

have openings, we have to act quickly and it takes too long to 

get people approved. Candidates are often lacking in the skills 

required and/or the experience required and are sent as 

applicants anyway. This is a waste of our time and theirs.” 

~ Survey quote 
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D. Conclusion 

The employer survey results largely echo findings from site visit observations.  These results reinforce 

the importance of effective and open communication from Career Centers to the business community.  

They also point out that businesses value what Career Centers seem to be most comfortable providing –

job listings and hosting job fairs, screening applications, administering assessments, and providing 

quality labor market information and guidance.   

Employers use and value “traditional” Career Center services like job postings, but this survey seems to 

indicate that they would like a broader array of services, specifically more training for future or current 

employees and more access to high-quality, relevant labor market information.  They do not want to go 

hunting for these services either; they would like the Career Center to more aggressively advertise and 

communicate available services.  

Increased marketing of Center services could prove beneficial to employers by: 

1. Helping employers see the value in services that they could eventually need, such as incumbent 

worker training or lay-off aversion; 

2. Helping employers widen their applicant pool by engaging in services such as reasonable 

accommodation guidance for workers (and customers) with disabilities; 

3. Helping employers see the interconnectivity of available services, such as using OJT to help 

workers attain the skills needed for positions employers are recruiting for, then assisting these 

individuals with attaining industry-recognized credentials. 

The fact that most employers surveyed think assessment, screening, and recruiting activities are the 

most valuable services at the centers does NOT mean they feel the Centers necessarily do an 

exceptional job of delivering these services. In fact, some employers feel that they are not hiring the 

most skilled workers when they utilize the Center’s referrals. While training is also rated high, it was not 

often accessed, and one could certainly surmise that employers do not feel that training services are 

very accessible.  

Keeping abreast of and being knowledgeable of prevailing industry standards, training requirements and 

certifications is a strategic way for Centers to market employee upskilling to forward thinking 

employers. 

As with any customer service-based relationship, interactions with individual staff members and 

individual offices matter.  The flexibility and responsiveness Career Centers seem to be offering in 

general to businesses is well received and is strengthening partnerships.  Improvements can be made, 

however, at the individual Career Center level and at the state level.  Some improvements are 

institutional in nature and are almost universal in Kentucky’s public workforce system, such as changing 

the stigma of the “unemployment office” that works with low-skilled individuals; and some are local 

infrastructure or personnel concerns, such as when staff members do not thoroughly understand local 
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labor market conditions.  Ultimately these survey results indicate that employers who are working with 

Kentucky Career Centers are mostly pleased with services provided and any improvements and 

additions the Commonwealth or Career Centers can make will only enhance already strong relationships 

and value received and widen the pool of businesses working with the Career Centers to match qualified 

candidates to good jobs.  



Kentucky Career Center Customer Flow Project: Final Report 

49 

 
3535 Route 66, Bldg. 4  Neptune, NJ 07753  732-918-8000  www.mahernet.com 

Part II:  Jobseeker Survey Summary 

A survey designed to gauge the perceived value of Career Center services was sent out to jobseekers 

that received at least one service from a Career Center.  The survey, comprised of nine questions, 

concerned the types of services typically used, frequency of Career Center visits and the usefulness of 

services available to them.  Through a mix of closed and open-ended responses (responses to open-

ended, qualitative questions were optional), 17,500 jobseekers were asked to indicate what they felt 

Centers could do to improve service delivery and what services Centers are currently providing that help 

them the most.  A total of 555 customers responded to the survey, a response rate of 3%.  In reviewing 

these data it should be noted that it is likely that most respondents are motivated to participate by 

either really positive experiences or what they perceive to be unpleasant experiences.  Either way, the 

responses give important insights into jobseeker perceptions of how Center services are marketed, 

presented, and delivered.  

A. Career Center Usage, Accessibility & Responsiveness to Jobseeker 

Customer Needs 

Question 1. How much do you use the Kentucky Career Center? 

 

Most respondents had been to the center to address an immediate service need, followed by those who 

visited the Center occasionally.  Almost a quarter of respondents indicated that they visit the Center 

frequently.  Job search was the top Center visit reason given by jobseekers that added supplemental 

information to their responses.   

 

  

35% 

42% 

23% 

How much do you use the Kentucky Career Center? 

I have been there once or
twice

I use Career Center services
once in a while, when I need
them

I go there all the time



Kentucky Career Center Customer Flow Project: Final Report 

50 

 
3535 Route 66, Bldg. 4  Neptune, NJ 07753  732-918-8000  www.mahernet.com 

 

Question 2. What is the main way you use Career Center services? 

 

Responses to this question align directly with the findings of the Career Center site visits, with 

jobseekers indicating that their primary reason for center visits is for UI assistance, followed by job 

search, which together cover about 78% of Center visits.  It is striking that only 6% get help with 

resumes. This should be viewed as an essential element of a job search, both for the benefits the final 

resume product presents, and also for the opportunity to assess, and affect, an individual’s 

employability. Further, only 6% get career planning help, and only 8% receive training help. 

 

Interestingly, jobseekers that offered additional information in their written response noted job search 

as the primary reason for center visits followed by UI.  This discrepancy makes sense, in that most UI 

claimants are in fact searching for jobs.  

47% 

31% 

3% 

6% 

6% 

8% 

What is the main way you use Career Center services? 

Get help with Unemployment
Insurance

Look for a job online on the
computers at the Career
Center

Go to workshops

Get help with my resume

Get career planning help

“I go for my 6 weeks eligibility reviews, any time there is a problem 

putting in for my benefit check, to confer with my WIA/TAA advisor and 

talk to my student advisor, perform job searches on the computers 

provided there, and attend workshops that are provided.” 

~ Survey quote 
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Question 3. 
Respondents were asked to rate the following statement on a scale of “Strongly Agree” 

to “Strongly Disagree”: 

 

I get the services I need from the Career Center quickly and easily. 

Jobseekers viewed centers favorably regarding the efficiency and ease of receiving services, with over 

73% of respondents either agreeing or strongly agreeing with the statement. 

 

Question 4. 
Respondents were asked to rate the following statement on a scale of “Strongly Agree” 

to “Strongly Disagree”: 

 

If the Career Center cannot help me with something I need, they help me get what I need from 

another organization. 

  

30% 

44% 

15% 

6% 
4% 1% 

I get the services I need from the Career Center quickly and 
easily. 

Strongly agree

Agree

Neutral

Disagree

Strongly disagree

Do not know

21% 

37% 

18% 

6% 

4% 
14% 

If the Career Center cannot help me with something I need, they 
help me get what I need from another organization. 

Strongly agree

Agree

Neutral

Disagree

Strongly disagree

Do not know



Kentucky Career Center Customer Flow Project: Final Report 

52 

 
3535 Route 66, Bldg. 4  Neptune, NJ 07753  732-918-8000  www.mahernet.com 

Respondents rated Career Centers highly on helping them connect to other organizations, with over half 

selecting “agree” or “strongly agree” to the question. However, the fact that nearly 30% of respondents 

were neutral, disagreed, or strongly disagreed here is certainly not a positive result – especially when 

one considers that most “neutrals” probably did not receive the service.  

Question 5. 
Respondents were asked to rate the following statement on a scale of “Strongly Agree” 

to “Strongly Disagree”: 

 

The Career Center provides me with useful services and help. 

 

The majority of respondents either agreed or strongly agreed with this statement, with only a small 

percentage disagreeing or selecting neutral answers.  

 

 

  

30% 

48% 

11% 

5% 
3% 3% 

The Career Center provides me with useful services and help. 

Strongly agree

Agree

Neutral

Disagree

Strongly disagree

Do not know
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B. Career Center Service Usage and Value 

Question 6 of the survey asked whether respondents had used a variety of Career Center services.  More 

than half of respondents had used greeting/orientation, self-service, career assessment and job 

search/placement services. Roughly 40% indicated that they had received access to training or partner 

referrals at the centers: 

 

 

 Nearly 90% of the 495 customers that responded to this question used the Career 

Center’s self-service options 

 88% said they were greeted and directed to the right staff person 

 53% received career assessments or counseling 

 62% received help with resume development, job search and placement services 

Question 7 of the survey asked the degree of “value” each service had for the jobseeker (on a scale from 

“No Value” to “Excellent Value”). The following table includes value assessments of each of these 

services, as well as the utilization reports of each service.   
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help from the Kentucky Career Center by checking “Yes” or “No” for 
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No
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Services 

Service Received 
 

1: Service 
provides 
no value 

2: Service 
provides 

little value 

3: Neutral; 
value is 
neither 
low nor 

high 

4: Service 
provides a 
good deal 
of value 

5: Service 
provides 
excellent 

value 

Do not 
know 

Rating 
Average 

Yes No  

Greeting/welcome and orientation: Being 

welcomed to the center, asked about 

why you’re there, and directed to the 

right service or staff person; information 

about available resources, services, and 

assistance 

88.48% 11.52% 3.43% 4.44% 13.54% 28.08% 47.88% 2.63% 4.16 

Self-service: Online tools, such as the 

Focus/Career resume building and job 

posting website and online labor market 

information 

89.90% 10.10% 2.63% 5.25% 13.54% 27.27% 46.46% 4.85% 4.15 

Career assessment and counseling: Help 

with determining job readiness, tests to 

identify skills and interests, personal help 

52.93% 47.07% 4.65% 6.46% 13.74% 21.62% 37.98% 15.56% 3.97 

Job search and job placement: Help with 

interviewing, resume development, job-

finding skills, networking, etc., help with 

job 

61.82% 38.18% 5.45% 4.85% 12.12% 22.22% 39.39% 15.96% 4.01 

Training: Training and education 

programs to develop new skills or 

improve current skills 

41.01% 58.99% 5.86% 6.06% 11.92% 17.37% 36.36% 22.42% 3.93 

Referral to support services: Information, 

assistance, and referral to services such 

as childcare, transportation, housing, etc. 

40.20% 59.80% 7.68% 7.27% 8.08% 17.78% 30.91% 28.28% 3.79 
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Career Centers scored high in the value jobseekers experienced in terms of Center services meeting 

their needs.  The most used services were rated the highest in perceived value by respondents.  Nearly 

three-quarters indicated that they felt greeted /welcomed when entering the center; the same result as 

for online tools, such as Focus/Career.  Training and referral services were the least used services at 60% 

and 59% unused, respectively. These two services also ranked the highest in customers indicating they 

did not know about the service.  These responses suggest that Center staff have an opportunity to 

enhance customers’ awareness of training and related career development services, and offer those 

services more consistently to customers, in conjunction with job search activities. Certainly employers 

seem to be looking for more skilled applicants/workers, so a focus beyond job search/placement, to 

include more work around skill development, would likely also better meet employers’ needs 

C. Open-Ended Questions 

There were two open-ended feedback questions on the survey: 

 

Open-ended Question 1. What does the Kentucky Career Center do that helps you the most? 

 

Responses to this open-ended question were aggregated based on similarity and ranked according to 

the number of responses received for each service type.  Out of 369 responses, five key services topped 

the “most valuable” list:  Job search assistance, UI assistance, technical assistance/counseling, resume 

creation and training.   

 

 Job search assistance was referenced in 117 responses.  This included the availability of posted 

jobs, staff assistance with finding jobs and matching jobseekers to employers.  Many 

respondents noted their use of Focus/Career in conducting their job search. 

 Following job search assistance, 74 respondents found assistance with UI claims to be the most 

valuable service they received at the centers.  UI assistance included help navigating the online 

system, resolving errors made during the claim process or understanding the UI process and 

requirements. 
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 A total of 61 respondents felt that technical assistance/counseling was the most helpful service 

they received from the Career Centers.  This included services such as assistance in completing 

job or college applications, receiving answers to questions regarding center services and 

guidance on suitable career options.  Respondents who described needing and receiving 

“encouragement” or “support” were also included in this category of services.   

 Assistance with revising or creating a resume was noted in 39 responses.  Whether staff-assisted 

or through Focus/Career, some respondents appreciated the help they received in creating a 

new or updated resume usable for their job search.   

 There were 24 respondents who noted funding and/or information on training as being 

instrumental to their employment success or in making them more marketable to employers.  

Customers noted that they were able to attain degrees or certifications through various funding 

streams, including WIA and TAA. Services that were mentioned in fewer than 10 responses each 

were: 

Service # Responses 

Workshops 6 

Outreach Activities 5 

Referrals 4 

Veteran Services 4 

Skills Assessments/Testing 3 

Resource Center (computer, fax) 2 

LMI 1 

Outplacement Services 1 

 

It is interesting to note that while most jobseekers visit the centers for UI reasons, the services they say 

help the most are connected to job search – counseling, resume assistance and general job search 

assistance. Many services that could help individuals in their job search were not mentioned as often.  

This includes such services as workshops to hone job search skills, skill assessments and labor market 

information. Jobseekers might not be aware of these services and/or they might not be as available at 

Career Centers.  

This response aligns with findings from site visits to Kentucky Career Centers, which basically suggested 

that many Career Centers should offer a broader range of career planning and development services to 

“This is a difficult time for us.  It has been my 

experience that the staff is encouraging and helpful.” 

~ Survey quote 
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assist jobseekers. In light of this, some ideas related to items that were not mentioned as utilized by 

jobseekers may be put forward: 

 A good mix of attractive workshops would diversify Center services and provide needed skill-

building for jobseekers. These might include workshops on basic computer skills, networking, 

and resume writing, held at the Career Center or through partner organizations such as libraries.  

 Labor market information was noted in only one response.  This could indicate that very few 

people received this service or, just as likely, that they did not realize they had received it.  

Whichever is more prevalent, the data supports the onsite visit recommendation that additional 

staff training on the use, value and interpretation of LMI data would be advisable. 

 Only two respondents reported that the availability of computers in the Centers was most 

helpful to them.  Many customers like the accessibility of Focus/Career at home, but encounter 

trouble when trying to find jobs relevant to their experience, location or interests. Career 

Centers might pay closer attention to assisting jobseekers in taking advantage of the features in 

Focus/Career that are most beneficial to their job search efforts. 

 Partner referrals were not mentioned, which could speak to the need for more robust 

partnerships at the Centers that are visible, accessible and beneficial to jobseekers. 

 

Open-ended Question 2. What should the Career Center do differently to better help you? 

 

Jobseekers offered candid responses on what Career Centers could do to better serve their needs.  

Comments related to services were grouped into three broad categories for analysis:  service 

availability, service delivery and service quality.  The chart below represents data categorized by Maher 

& Maher from similar responses entered by customers into the survey and does not represent aggregate 

data or calculated statistics from Survey Monkey. 
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a. Service Availability 

Comments on service availability point to a possible need for increased marketing of Center services, as 

many of the suggestions made were for services that most Centers are already providing either onsite or 

through partner organizations. For instance, one jobseeker notes, “They could offer more classes to help 

with computers”; another one writes, “Provide better resume review and writing assistance.”  Nearly all 

workshop suggestions concerned learning or improving basic computer skills, although one respondent 

requested help with networking skills.  

Workers who considered themselves highly skilled appeared to feel left out of Center offerings or did 

not see where available services could help them in their job search.  One commenter noted, “With my 

level of education and my salary requirements I have found little help locally to achieve placement.  

Better networking introductions could be helpful.”  One jobseeker expressed displeasure in the jobs 

recommended for their skill level through the Career Centers, noting: 

This jobseeker recommended that local businesses be incentivized to post more of their job openings 

through the Centers.  The respondent makes a valid point as this view of Career Centers as primarily for 

low-skilled workers can be seen in the responses to the employer survey as well.  Career Centers will 

need to continue to build upon their branding and marketing strategies (and skill development 

offerings) to move beyond this reputation. 

Some 55+ workers and veterans felt that there were service gaps in meeting their reemployment needs 

at the Centers.  Some older jobseekers wanted more training geared toward them, simply writing, “Offer 

more training for seniors”.  A few older workers remarked on a need for the centers to intervene with 

employers and help them overcome what they perceive as age discrimination.  Veterans also wanted 

targeted services specific to their needs.  One veteran suggested Centers assign a veterans’ assistance 

representative immediately to veterans when they enter the center to provide assistance and guidance 

as needed.  The same commenter also suggested that specialized training be offered to veterans who 

have recently been separated from the armed forces to make them marketable to industries that are 

hiring.   

Other suggestions included the provision of additional information on available training programs, 

maximizing use of available vocational centers to facilitate the expansion of training options for 

jobseekers, technological enhancements such as mobile apps and job alerts, enrollment assistance for 

training programs, and assessments that measure the skills needed in today’s job market.  Given the 

“All jobs posted through the Career Center in my field are low 

skilled and entry level, and it is highly insulting and degrading to 

have them recommended to me every week by email.” 

~ Survey quote 
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prevalence of these training-related suggestions, it could be argued that many more jobseekers value 

this service than are receiving it. 

b. Service Delivery 

Many jobseekers requested enhancements to Center job search assistance processes and capabilities.  

They reported that while they found Focus/Career useful, many of the jobs listed were not local, had 

expired, were irrelevant to their skill set or were missing key employer information, such as the 

employer’s name.  One commenter noted, “Use better means of determining job search matches… 

(knowledge of) basic first aid does not make me qualified to be an RN, LPN or doctor.” 

Some jobseekers thought that hiring additional staff could significantly improve service delivery, 

especially in the areas of answering incoming calls and assisting customers with computer usage in the 

resource area. Whether or not additional staff would solve the problem, the fact is that some jobseekers 

expressed frustration with the phone responsiveness and computer support. More staff interaction and 

attention to customers was also mentioned, specifically one-on-one sessions to provide guidance to 

jobseekers on service needs unique to individuals.  As observed and noted in the site visit reports, 

focused staff development would help address these areas.   

Several respondents commented on the reception they received from front desk staff and suggested 

some improvements. One jobseeker noted: 

 

Other related comments concerned feeling welcomed upon entry to the Centers and being asked how 

they could be helped.  One jobseeker wrote: 

“The person working the main desk in the lobby should identify why 

you are there and ask if you need to speak with a representative 

before assuming you already know what you are doing when you 

get there.” 

~ Survey quote 

 

“I was greeted but never offered orientation.  I also felt 

like they all just assumed I should know what to do or 

how it all worked…I felt like an outsider.” 

~ Survey quote 
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Customer service training and improved triage processes could facilitate improvements in the 

perception by customers that they are not receiving adequate attention or direction when they enter 

the Center.  Some possible approaches could be to develop a script or decision-tree for staff working in 

the reception area to follow when customers indicate they need a specific service or simply don’t know 

themselves what type of service(s) they may need.   

Some UI claimants wanted more fluid processes and suggested system upgrades so that services could 

be completed via telephone, expediting the UI application process and creating targeted services for 

unemployed jobseekers whose UI has just ended.   

 

  

“I think as soon as you are accepted to receive benefits, have 

the applicant go online and enter jobs for each week. Then 

when it comes to the Eligibility Review, the information is 

there and you will know where that person stands and where 

you can help if needed, if there's training or leads, etc.  I 

think a little more hands on with customer would be good.” 

~ Survey quote 
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c. Service Quality 

Many customers offered suggestions on improving the quality of services they received at the Center, 

with improvements to customer service leading the list.  Most suggestions involved implementing 

processes to ensure staff is knowledgeable, respectful and caring about customers visiting the Center.  

Some jobseekers wanted more efficient services with less wait time and staff that followed-up with 

them after they had received services.  In addition: 

 Some customers thought that Focus/Career was not user-friendly. One jobseeker remarked 

having had to click through numerous pages of jobs to filter down to those relevant to their 

background, finding the process “time-consuming and futile.”  Some noted that jobs listed as 

open had actually been filled. One jobseekers experienced difficulties resetting a password or 

other system errors while online. Importantly, others noted a need for more hand-on assistance 

with computer job searches. Providing that may well address most or all of the difficulties 

mentioned here. 

 A small number of jobseekers indicated that they had to drive to the Center to get information 

because they could not reach anyone by phone.  Some reported that this was due to technical 

issues with the telephone system while others noted that no one would answer the phone or 

return their calls from messages left on the Center’s voicemail. 

D. Conclusion 

While survey results indicate that jobseekers see value in the majority of services they have received at 

the Centers, most were self-service or UI related. By increasing the accessibility of all services, in 

addition to those related to job search or financial benefits, customers may utilize and see the value in 

other services.  It is also clear that increased outreach and marketing of Center services could be 

beneficial, as evidenced by customer suggestions for services already available at the centers.   

Although 88% of respondents indicated that they were greeted, welcomed and directed to the 

appropriate service they needed, some customers suggested improvements to front desk processes.  

This pivotal point could be the perfect platform to provide information regarding services that are 

underutilized but valuable to customers, such as computer workshops, training options and labor 

market information.  This could come in the form of brochures and/or information sections included on 

the Focus/Career site or other, more proactive, activities. 

Survey results provide support for the recommendations related to the need for a more diverse service 

mix that were made based on site visits to Career Centers. Further, there are indications in the employer 

survey that businesses need more highly qualified candidates, implying a need for more intense skill 

assessment and development. Using innovative strategies to market less utilized but valuable services to 

jobseekers could improve Center service delivery and employment outcomes – for both jobseekers and 

employers.  
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Especially given changed economic conditions, jobseekers now are looking for a more “hands-on” 

approach to service delivery, to include in-depth assessments, staff-supported resource center activities 

and enhanced triage. By appropriately connecting diverse services to customers’ assessed needs, 

Centers could more effectively meet jobseekers’ immediate needs, while simultaneously offering them 

longer-term career benefits.  


