
Employer Service Network

Members Agreement

Background 

The Employer Service Network (ESN) is a formal affiliation of workforce and economic development entities and professionals who offer an array of services to employers.  Its purpose is to add value, reduce waste and continuously improve Rhode Island’s capacity to connect people, employers, jobs, education and services.  While its target customer is the employer, the ESN ultimately serves job seekers and ESN members themselves whose continuous professional development is key to quality service.  The ESN is a component of netWORKri, Rhode Island’s One Stop (Career Center) System.

The concept and design of the ESN was developed during a system change grant 1997-2000 which Rhode Island received from the US Department of Labor (USDOL) to establish a One Stop System.  The ESN was further defined and implemented during a follow up grant 2000-2003 from the USDOL, in response to the Ticket to Work and Work Incentives Improvement Act of 1999, to enhance the One Stop System for customers with disabilities. 

Throughout the planning and implementation stages of the ESN, government and community-based agencies worked closely together.  Therefore, the ESN is the product of and is primarily sustained by its members.  Formal oversight responsibility rests with the Human Resource Investment Council which was the recipient of both USDOL grants and which has statutory authority for coordinating workforce development efforts in Rhode Island.

ESN Elements

The ESN has two primary elements.  The first is electronic.  It is anticipated that the One Stop Operating System (OSOS) will be the system in use in Rhode Island and it has an Employer Account component within it.  ESN members can track contacts with employers through this account system, enter new employer relationships, and record critical updates.  Communication among members to ensure timely response to employer needs will be facilitated by OSOS and by e-mail.  Access to OSOS will be available to netWORKri investing partners.  ESN members who are not investor partners in netWORKri must access and deliver information (as, for example, an update to the Employer Account system) through an investor partner.

The second element of the ESN is regular meetings of members.  These meetings are essential to build trust among members, the underpinning of any ESN.  The meetings also afford opportunity to enhance job development, network, share information, job leads, and tips, and to problem-solve.  Member meetings will be local, primarily held at One Stop Centers, and facilitated by Employer Service Representatives from the Department of Labor and Training (DLT) who are assigned to the local One Stop Centers and/or by other ESN members.   Models previously established in South County and East Bay may be expanded.  The local ESN meetings are designed to meet the needs of the members in terms of frequency and content.  They will meet not less frequently than quarterly.  A representative from each ESN member agency is expected to attend.

Standards/Principles 

As is true for the One-Stop system in general, the following Core Principles apply to the ESN:

· Universality:  all people, knowledge-seekers, job-seekers, and employers, will have access to a wide array of information and services related to employment and training

· Customer Choice:
customers may go to any netWORKri location or access services remotely; the system is flexible and sensitive to customer satisfaction

· Integration:  services and programs administered by federal, state and local governments and by participating community-based organizations are coordinated to function in the One Stop environment

· Accountability:  the One Stop system is enhanced when it is measured; the system and the Centers are judged by clearly measurable outcomes and future funding is based on their success in meeting the expectations of customers

In addition, ESN members hold the following principles to be critical to its success:

1. A unified approach serves the customer best and is embodied in the ESN as the “lead point of contact” (see section on protocol)

2. Confidentiality, in principle, in accord with applicable laws and in accord with various professional codes of ethics, is paramount; ESN members will not release any information about a customer which may harm him or her or compromise an individual’s or business’ competitive interest without the informed, written consent of that individual or business

3. ESN members do share basic job opening, job referral and business information to facilitate or meet the customer’s written or verbally authorized request

4. Integrity and openness in communication facilitate the trust which underlies the ESN

5. Members do not discriminate on the basis of race, color, national origin, disability, religious or political beliefs, age, sex, or sexual orientation

6. Members facilitate access for one another to employers, services, and job orders (see section on protocol)

7. Members function as ESN/netWORKri representatives to employers in addition to representing their partnering agency

8. Member agency identity is not subsumed under netWORKri but enhanced by affiliation with netWORKri; ESN members commit to participate in the overall marketing of netWORKri and each other by cross-reference in marketing materials, by utilizing other member’s materials, and by promoting netWORKri and the ESN or its individual members, as and when appropriate, to employers and other customers, while conducting specialized marketing on behalf of the member’s clientele

9. ESN members commit to continuous improvement in self and system (see section on professional development)

10. Members adhere to the Job Referral Standard (see section on protocol) and will assume that any job seeker referred to the ESN or represented by an ESN member has been screened and meets the Job Referral Standard

11. Members commit to maintaining accuracy and currency in the OSOS Employer Account system

12. Members commit to conducting sufficient and timely follow-up with employers and colleagues to ensure customer satisfaction and problem-resolution

Protocol

Lead Point of Contact - Role  

Employers have stated their preference for a single source of contact for workforce development activities.  In the ESN, this contact is known as the “Lead Point of Contact” and his/her role is to enhance, coordinate and simplify service to the employer.  Any ESN member may be a Lead, if he/she wishes to assume the responsibilities associated with being a Lead.  Those responsibilities are to

1. gather, assess, organize, report and arrange to satisfy (to the extent reasonable and appropriate) the needs of the employer relative to workforce or economic development in a timely manner, 

2. be familiar with the array of programs and services offered by other ESN members and be able to connect the employer to them, 

3. maintain the accuracy of information in the OSOS Employer Account system about the employer/business, either directly or via a netWORKri investor partner who does have OSOS access, 

4. facilitate access to the employer on behalf of other ESN members, 

5. act responsibly to protect job seeker customers of netWORKri should any illegal or discriminatory practices or unsafe working conditions come to the attention of the Lead, and 

6. arrange for another ESN member to become the Lead when the Lead needs to be changed and enter the change in the OSOS Employer Account system.

In short, the Lead is responsible to maintain a relationship with the employer and to collaborate with fellow ESN members to satisfy the employer’s needs.

The Lead will respond to courtesy contacts from other ESN members who wish to conduct some business with the employer.  In some instances, it may be necessary and appropriate for the Lead to accompany or otherwise facilitate, at an agreed upon time, the communication or introduction between a fellow ESN member and the employer.  In most instances, however, the Lead need only acknowledge the fellow ESN member’s courtesy contact and provide any advice or caution pertinent to the situation.  

It is expected that there will be times when an ESN member is unable to contact the Lead prior to conducting some business with an employer (as when the employer has an immediate service need).  Likewise, it is expected that there will be times when the Lead is unable to respond to a courtesy contact from a fellow ESN member in a timely manner (as when the Lead is away for several days or an extended period).  In those instances, the guiding principle is customer satisfaction.  The employer should be served first.  The integrity of the ESN, however, requires a return to standard protocol as soon as possible.  There is no requirement to contact the Lead when the employer is simply posting a position to the Job Bank although ESN members are encouraged to notify fellow members if a “hot job” has just been/is about to be posted.

Lead Point of Contact - Selection  

Depending upon the size of the company, there may be more than one Lead, but it is preferred that there be one unless the employer specifically requests multiple Leads.  It is expected that when the ESN begins, there may be multiple members who have established relationships with the same companies but probably with different individuals or departments within those companies.  Over time, with staff turnover, natural attrition is expected to reduce the number of instances where there are multiple Leads. There may always be two (one for a Workforce Development agency, one for an Economic Development agency). 

Prior to the first loading of information into the OSOS Employer Account system, ESN members will receive a well-publicized, month long opportunity to identify the companies/contacts for which they wish to be Leads.  Where there is overlap, the central archivist will put members in contact with each other to resolve the overlap.  If double Leads are necessary, they will be so noted in the OSOS Employer Account system.  After the first loading of information, any request for sharing Lead status must be approved by the established Lead.   

If an ESN member has occasion to serve a new employer for which there is no established account and does not wish to/cannot become the Lead, the DLT Employer Service Unit will assume responsibility for that account.  The ESN member should contact the DLT Employer Service Unit as early as possible, preferably during the period of service to introduce the appropriate ESR.  At a minimum, the ESN member is responsible to provide the employer the name of the designated ESR/Lead.

Follow-Up Standards

Members will assume responsibility for customer satisfaction primarily through timely and quality initial service and secondarily by follow-up to assure that the customer’s needs were met and no outstanding issues remain.  Follow-up must routinely be done by the ESN member who initially received the employer request.  Follow-up must involve either a concluding contact with the employer or with the partner agency to which a referral was made, or both, if needed or appropriate, within one week of the initial employer request.  It is the responsibility of both the ESN member who initially received the employer request and the ESN member who delivered on the request to enter the contact in the OSOS Employer Account system.  A single summary entry may be made, per negotiation between the ESN members involved, but it must be completed within one week of service ending or, if the service is expected to be lengthy or on-going, a notation must be made within one week of the initiation of service.

ESN Services

The following services are available to employers through ESN members:

1. Recruitment, individual (job matching) and group (job fairs)

2. Referral to programs that conduct or fund training

On-the-job training and other training funds

Customized training

3. Needs assessment

4. Assistance in accessing an array of economic development services

5. Assistance with tax and other hiring incentives

6. Job analysis

7. Consultation on rehabilitation engineering, accommodations for individuals with disabilities, related tax credits, job coaching services, ADA and disability awareness seminars for co-workers of individuals with disabilities

Job Referral Standard

The purpose of a job referral standard is to establish a level of uniformity among ESN members relative to job placement services.  A good job/person match satisfies both the job seeker and the employer customer over the long term.  Placement is necessary but not sufficient - employment retention of six months or more is the goal.

The Core Standard is that a good job/person match occurs when a candidate is able to do the essential functions of the job with or without reasonable accommodations.

Essential functions mean those aspects of a job that are not marginal or incidental.  

Reasonable accommodation traditionally means any modification or adjustment to a job or the work environment that would enable a qualified applicant or employee with a disability to participate in the application process or to perform essential job functions.  Reasonable accommodation ensures that a qualified individual with a disability has rights and privileges in employment equal to those of employees without disabilities.  

Although the traditional definition of reasonable accommodation is associated with persons with disabilities, it is a concept deemed helpful to all customers with cultural, linguistic or socio-economic barriers to employment.  The reason the Core Standard utilizes the “job-ready” definition familiar to workforce professionals in the disability field is because it is the most inclusive and meets the principle of Universality. 

Job Referral Screening Process

ESN members screen job candidates to meet the core job referral standard as a service to both the employer and the job seeker customer.  Both customers may expect that the level of screening performed by ESN members will entail 

1. a reasonably detailed inquiry about the candidate’s work skills and work behaviors, work history and work preferences, as well as a review of the adequacy of resume and interviewing skills.  If needed to determine support services, inquiry would be made about transportation, dependent care arrangements, income, and references,

2. follow-up questions, in those instances where there is no work history, about performance in school, a training program, or a community work or volunteer experience, and 

3. follow-up questions, where the information is ambiguous, about ability/interest in working a full schedule, hours of availability, attendance patterns, interpersonal skills and relationship patterns with co-workers and supervisors.  

Partner agencies may undertake a more rigorous screening process, but the above outlines the minimum expectation of all netWORKri partners and ESN members.  In addition, netWORKri partners and ESN members are responsible for either referring job seeker customers elsewhere or supporting job seekers who do meet the job referral standard so that these customers may eventually enter the job market successfully.

The information collected during the screening process is confidential and utilized only for the purpose of effecting a good job/person match.

Job Order Process

The OSOS will contain/connect with America’s Job Bank, which also contains Rhode Island’s Job Bank.  Employers can post job openings directly on line.  Employers can also provide information about job openings to netWORKri, through the Jobs Network at 888-616-JOBS (5627), its partners, and ESN members.  Data entry of those job orders will be done without further screening, if the orders are received in accord with the format established by partners and detailed in the Job Order Form (current version attached –it may undergo slight modification pursuant to installation of OSOS).  

To effect a good job/person match, it is essential that employers provide adequate and accurate information about their workforce needs and job requirements.  Employers, especially small employers, may need technical assistance to identify and/or describe their workforce needs.  Therefore, it is expected that ESN members will establish sufficiently good relationships with employers that the importance of complete job information is understood and may be routinely secured prior to posting.  

Some employers will prefer that their job openings be publicized without identifying the company.  These job orders are referred to as “suppressed”.  They may be viewed by job seeker customers electronically or physically (netWORKri or partner bulletin boards) as available in a local area and require the job seeker to apply through a netWORKri partner agency.  The function of a suppressed job order is two-fold:  to reduce the number of general applicant inquiries and resulting workload for the employer and to obtain some level of applicant screening to increase the odds of receiving only qualified applicants.  Since it is the goal of the ESN to deliver timely and quality service to all customers, including matching qualified job seekers with employers who utilize netWORKri, investor partner ESN members will have unabridged access to the details of a “suppressed” job order.  For affiliate, non-investor partners interested in directly referring their pre-screened, qualified job seekers, details of a “surpressed” job order must be made through an investor partner.  

ESN members who secure job orders will forward them to DLT for data entry, utilizing the Job Order Form, within two business days of having received the order, unless the employer indicates a shorter or longer turnaround time is needed or permissible.  The ESN member is allowed, during such timeframe, to determine if an appropriate job/person match exists among its own job seeker customers prior to posting the position on the Job Bank through DLT’s data entry unit.

When urgent action is desired by the employer, e.g. a “hot job lead”, ESN members may communicate the information by e-mail or other process in addition to posting via DLT to the Job Bank.

Professional Development

Quality service to employers, job seekers, and colleagues requires continuous improvement in systems and provider skills.  Professional development for members is a key objective for the ESN.  Therefore, membership entails a commitment to continuous improvement and quality service on the part of member agency staff.  

Access to training opportunities is a benefit of ESN membership.  Biannually, a training needs assessment will be coordinated and disseminated to members by DLT, as the One Stop operator, to focus professional development activities.  DLT will notify all members of priorities identified through the needs assessment and of training opportunities of which it is aware, regardless of which agency sponsors, offers, or organizes the training.   To that end, member agencies should advise DLT’s training coordinator of the agency’s training schedule for those topics relevant to the ESN.  Members are encouraged to open to their ESN colleagues those training sessions they would otherwise provide to their own staff.  The primary location for training should be netWORKri offices, but member agencies may offer space at their own locations.

ESN members will determine annually which training topics they wish to pursue jointly. If there are costs associated with training which are not otherwise covered through netWORKri and/or its investor partners or by a member agency, as noted above, the estimated costs will be borne jointly, as by an attendance fee.

ESN system training for One Stop investing partners (OSOS and a review of the principles and protocols of ESN membership) is mandatory and prerequisite to OSOS (and Employer Account) access.   Such training will be available semi-annually either through DLT or through approved local trainers.  

All other training opportunities may be pursued at the discretion of ESN members according to their perceived need and benefit.  Examples of anticipated training are (not limited to):

1. Cross-training with other workforce development agencies/programs

2. Cross-training with economic development agencies/programs

3. How to assess and address employer needs/concerns

4. Tax and training incentives

5. How to talk with employers about employing people with disabilities

6. Job searching on the internet

7. Resume development

8. Answering the tough interview questions

9. Career counseling

10. Screening for barriers (substance abuse, domestic violence, learning disabilities)

11. Social security work incentives/benefits management

Breach of Agreement

This agreement represents a system based upon trust and confidence in members’ unique competencies and knowledge and unwavering commitment to quality service.  Members, by their signatures, agree to abide by the principles and protocols of this agreement and understand that the success of the ESN is wholly dependent upon continuous improvement of self and system.

Should a situation arise in which the ESN or its customers are compromised by a breach of principle or protocol, the situation should be brought to the attention of the local netWORKri manager and member’s supervisor for resolution.  If the problem is not resolved at that level, the situation will be referred to the statewide netWORKri manager and the administrator or executive director of the member’s agency.
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