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Executive Summary
The Workforce Innovation and Opportunity Act (WIOA) was signed into law on July 22, 2014.
WIOA is designed to help job seekers access employment, education, training, and support
services to succeed in the labor market and to match employers with the skilled workers they
need to compete in the 21st century, global economy. WIOA supersedes the Workforce
Investment Act of 1998 (WIA) and amends the Adult Education and Family Literacy Act of 1973.
As part of WIOA, each Local Workforce Development Board (LWDB) must develop and submit, in
partnership with the Chief Elected Official (CEO) of a local area, a comprehensive four-year plan
on the current and projected needs of the workforce system, to the State. Collaboration and
transparency are key factors in the development and submission of each local plan.
The Local Workforce Development Plan provides a local labor market analysis, an overview of
the workforce system and its programs and services, current and forecasted, and goals and
strategies for the plan period. The Phoenix Area Local Plan aligns with the stated goals under
WIOA as listed in the Arizona Unified Workforce Development plan in that core outcomes are
based on strong partnerships, a customer centric delivery system, growing a skilled and qualified
talent pipeline and more effective use of data and reporting. The framework for the Local
Workforce Development Plan is designed to reflect WIOA’s three Hallmarks of Excellence: 1.
Focused Workforce Solutions; 2. Excellent Customer Service; and 3. Strong Regional Economies.
Supporting these Hallmarks is the Phoenix Business and Workforce Development Board’s
Strategic plan guiding pillars. Three Guiding Pillars were developed to methodically outline a
shared plan of action, for what is most important in the region, while still explicitly adhering to
the Hallmarks. The framework consists of:
•
•

•

Pillar I. Proactive and High-Quality Services, which was created on the basis that the needs
of business and individuals drive workforce solutions resonating with Hallmark 1. Focused
Workforce Solutions.
Pillar II. Community Outreach and Engagement, which aims to foster an element of
cooperation between economic development, education and workforce development to
create common strategies for access to career pathways and prosperity mirroring
Hallmark 3. Strong Regional Economies.
Pillar III. Organizational Excellence, which positions the system to build capacity in the
ability to provide customer service through talent, communication, resources and
continuous improvement directly reflecting Hallmark 2. Excellent Customer Service.

Through the implementation and refinement of the Plan, the City of Phoenix will have a businessled, market-responsive, results-oriented, and integrated workforce development system. The
system will be proactive and accessible, linking job seekers and workers, especially those adults
and youth with the highest needs and most significant barriers, with services and supports that
upskill and encourage pathways to education and employment, and result in self-sufficiency.
Revised October 2018
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I. Analysis of Economic Conditions
An analysis of regional economic conditions provides the City of Phoenix with the data needed
to direct and focus customized workforce solutions, as well as the policies to meet the needs of
businesses and individuals. Labor market information, demographic information and impact data
each contribute to an informed workforce system and make-up the foundation for Pillar I.
Proactive and High-Quality Services. Understanding demand industries allows workforce staff to
increase employer engagement through more targeted outreach for occupations important to
the region and provides the staff with guidance on what kind of a pipeline should be developed,
and to what degree. Concurrently, information related to the target population can further the
ability to provide the necessary education, training and support services that are results-oriented
and appropriate to develop an inclusive talent pool. Further, as an integrated system with a
unified plan going forward, core partners must quantify work, using benchmarks to measure
progress, success and continuous improvement.
To deliver to Pillar I, the City of Phoenix currently has a dedicated business services team located
at the Phoenix Business and Workforce Development Center. Working in alignment with the
Business Retention and Expansion Division, a team of six members, the Business and Workforce
Development Center Team, consisting of five individuals, focuses on workforce development
concerns, the team convenes forums, sector partnership discussions and one-on-one client
meetings to understand the current and future workforce gaps and concerns. In turn, the
workforce gaps and concerns are synthesized and delivered to the ARIZONA@WORK City of
Phoenix Title I and Title II programs through weekly team meetings, monthly leadership
meetings, labor market reports, and monthly key performance indicator reports.
“The world of work is changing, and Arizona must change along
with it” -Dr. Sybil Francis, Executive Director of Center for the
Future of Arizona
The Analysis section of the City of Phoenix Strategic Plan was developed in partnership with the
Arizona Department of Administration’s Office of Employment and Population Statistics
Department. An in-depth analysis was conducted of historical, current and forecasted
conditions, and compiled into a presentation that was thoroughly reviewed with the Strategic
Plan Planning Team. As strategies for 2016-2020 were developed, the Planning Team referred
to, and considered the analysis. The process used for planning will be continued monthly,
between the City of Phoenix and the Office of Employment and Population Statistics
Department to ensure economic data is coupled with quality assurance data and disseminated
to core partners and consistently woven into operations. Further, this practice will ensure the
City of Phoenix has direct access to economic data that will now be used to adjust performance
expectations, as required by WIOA.
Revised October 2018
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Geographic Location
The State of Arizona’s capital city, Phoenix, spans 517 square miles within Maricopa County.

Maricopa County Quick Facts
•
•
•

Is the State’s most populous county
Covers 9,224.4 square miles
Is located in the south-central part of the state

Revised October 2018
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Local Government
Council Member

District

Thelda Williams
Mayor
phoenix.gov/district1

1

Jim Waring
Vice Mayor
phoenix.gov/district2

2

Debra Stark
phoenix.gov/district3

3

Laura Pastor
phoenix.gov/district4

4

Vania Guevara
phoenix.gov/district5

5

Sal DiCiccio
phoenix.gov/district6

6

Michael Nowakowski
phoenix.gov/district7

7

Felicita Mendoza
phoenix.gov/district8

8

The people of Phoenix are served by the Phoenix City Council.
The Council is made up of the Mayor and eight city council
members. Members are elected by the people on a non-partisan
ballot for four-year terms.
Thelda Williams is currently interim mayor and Councilwoman
for District 1. She was re-elected in 2015 for a third four-year
term as District 1 Councilwoman. She has served on the Phoenix
City Council since 2008. Previously, she served on the Council
from 1989 to 1996 and as interim mayor in 1994.
As part of building a sustainable, thriving economy, Mayor
Williams aims to cultivate a modern economy that works for
every Phoenix family. A modern economy is one which includes
workforce development services. The City of Phoenix, as a state
designated Local Workforce Development Area (LWDA)
provides services in three categories: 1) Basic Career Services; 2)
Individualized Career Services; and 3) Business Services.
Revised October 2018
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Local Profile

Based on U.S. Census Bureau 2017 estimates, 23.2 percent of Arizona’s population, or 1,626,085
residents, reside in Phoenix. The population increased twelve percent from 2010 to 2017 and is
projected to grow through 2040.

City of Phoenix Quick Facts
Median Household Income
Median Age
Individuals with a Disability Between 18-64
Veterans
Poverty Status
Mean Travel Time to Work
Civilian Labor Force Participation Rate
Population over 16

Phoenix
$56,696
33.8
17.4%
5.9%
16.8%
26:18
67.3%
1,246,705

Source: Produced by the City of Phoenix Community and Economic Development Department, using 2017 ACS 1Year Estimates (DP03, S0501, S1810, S2101)

Local Characteristics

Phoenix is brimming with cultural
attractions, distinctive restaurants, aweinspiring museums, diverse residential
options and endless outdoor opportunities.
The city is also a hub for tourism,
transportation and professional and
spectator sports. With more than 62,000
guest rooms at more than 450 hotels and
more than 40 resort properties, Greater
Phoenix consistently ranks among the
nation’s top cities in the number of Five
Diamond and Four Diamond and Five Star
and Four-Star resorts. Phoenix Sky Harbor International Airport serves more than 43 million
passengers a year and goes to more than 100 domestic and international destinations, making it
one of the 10 busiest airports in the nation. Sky Harbor is a hub for two major carriers, US Airways
and Southwest Airlines. Greater Phoenix is home to and hosts events for NASCAR, NBA, NFL, NHL,
MLB, including 15 Major League Baseball teams which conduct spring training in the Cactus
League, drawing a record 1.89 million fan in 2015.

Revised October 2018
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Phoenix is HOT!

Phoenix is the city that has it
all. It is the vibrant center of
one of the fastest growing job
markets and economies in the
United States; and Phoenix is a
welcoming place where people
from all over want to come and
live. The fifth largest city in the
country, Phoenix is emerging in
the new economy with
strength
in
technology,
manufacturing,
bioscience
research
and
advanced
business services. 30,171 jobs
have been created in the City’s
thriving
businesses
since
January 2016

Revised October 2018
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Businesses Calling Phoenix Home

Phoenix is home to many of the top companies and brand names in the world. The list of top 100
companies spans at least 35 unique industries, reflecting the diversity of local capabilities.
The top 10 employers in Phoenix
Company
Banner Health
American Express
Honeywell
UnitedHealth Group
Dignity Health
Amazon
Wells Fargo
Bank of America
Mayo Clinic
UHaul International

Number of
Employees
9,907
7,047
6,111
5,365
5,095
4,908
4,807
4,788
4,745
4,742

Aerospace

Financial

Health
Care


Transportation
& Distribution











Source: Maricopa Association of Government, 2017 Employer Database

2017 – 2019 Annualized Projected Employment Change

Arizona
Maricopa County
City of Phoenix
Pima County
Pinal County

2015 Q3 – 2017 Q2
Numeric
Percent
Change
Change
150,387
2.7%
123,413
3.1%
18,682
1.0%
12,549
1.6%
3,323
2.6%

2017 Q3 – 2019 Q2
Numeric
Percent
Change
Change
152,968
2.6%
123,121
3.8%
23,048
1.2%
13,355
1.7%
2,883
2.1%

Employers that represent the in-demand industry sectors and occupations are looking to
ARIZONA@WORK City of Phoenix to help meet their employment needs. In fact, the total
employment forecast for Maricopa County shows an overall projected 2-year growth of 3.8%, or
123,121. The projected employment growth in Maricopa County surpasses that of the state and
any other Arizona regions. The sheer number of employees in a two-year Employment Change
period is staggering.

Revised October 2018
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In-Demand Industry Sectors and Occupations

The following tables, using data from the Arizona Office of Employment and Population Statistics,
outline the existing and emerging demand industry sectors and occupations for Maricopa County.
Industry rankings were calculated based on projected percentage growth in employment, wage
growth and location quotient value.
Existing In-Demand Industry - Top 12 Existing In-Demand Industries…
3-Digit NAICS Code
522
236
238
621
423
524
334
561
523
622
531
454

Industry Name
Credit intermediation and related activities
Construction of buildings
Specialty trade contractors
Ambulatory health care services
Merchant wholesalers, durable goods
Insurance carriers and related services
Computer and electronic product manufacturing
Administrative and support services
Securities, commodity contracts, investments
Hospitals
Real estate
Non-store retailers

Emerging In-Demand Industries

Emerging in-demand industries were identified as industries with small employment levels and
large short-term historic employment and wage growth.
3-Digit NAICS Code
485
518
325
339
335
488
519
443
711
333
221
327

Revised October 2018

Industry Name
Transit and ground passenger transportation
Data processing, hosting and related services
Chemical manufacturing
Miscellaneous manufacturing
Electrical equipment and appliance manufacturing
Support activities for transportation
Other information services
Electronics and appliance stores
Performing arts and spectator sports
Machinery manufacturing
Utilities
Nonmetallic mineral product manufacturing
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In-Demand Occupations

Occupations were given a rating based on several factors: education level, wage and project
numeric and percentage employment growth. In-demand occupations were given a rating from
1 to 5 (5 being the best). Below is a list of the 39 in-demand occupations with a 5-star rating.
3-Digit NAICS Code
SOC 43-3021
SOC 43-4011
SOC 13-1199
SOC 47-2031
SOC 47-2051
SOC 13-1031
SOC 35-3021
SOC 47-2061
SOC 35-2012
SOC 13-1051
SOC 47-2081
SOC 49-9051
SOC 47-2111
SOC 29-2099
SOC 49-9021
SOC 53-3032
SOC 31-1011
SOC 43-9041
SOC 41-3021
SOC 29-2061
SOC 43-4131
SOC 13-1161
SOC 43-6013
SOC 47-2073
SOC 15-2031
SOC 47-2141
SOC 39-9021
SOC 13-2052
SOC 29-1071
SOC 29-1069
SOC 47-2152
SOC 43-5061
SOC 29-1141
SOC 47-2181
SOC 41-3099
SOC 15-1132
SOC 15-1133
SOC 47-2221
SOC 47-2082
Revised October 2018

Industry Name
Billing and posting clerks
Brokerage clerks
Business operations specialists, all other
Carpenters
Cement masons and concrete finishers
Claims adjusters, examiners, and investigators
Combined food preparation and serving workers, including fast food
Construction laborers
Cooks, institution and cafeteria
Cost estimators
Drywall and ceiling tile installers
Electrical power-line installers and repairers
Electricians
Health technologists and technicians, all other
Heating, air conditions, and refrigeration mechanics and installers
Heavy and tractor-trailer truck drivers
Home health aides
Insurance claims and policy processing clerks
Insurance sales agents
Licensed practical and licensed vocational nurses
Loan interviewers and clerks
Market research analysts and marketing specialists
Medical secretaries
Operating engineers and other construction equipment operators
Operations research analysts
Painters, construction and maintenance
Personal care aides
Personal financial advisors
Physician assistants
Physicians and surgeons, all other
Plumbers, pipefitters, and steamfitters
Production, planning, and expediting clerks
Registered nurses
Roofers
Sales representatives, services, all other
Software developers, applications
Software developers, systems software
Structural iron and steel workers
Tapers
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Making Workforce Development Accessible for Industry and Individuals
The City of Phoenix has embraced the Workforce Innovation and Opportunity Act (WIOA); and
the February 2016 launch of the State’s workforce brand – ARIZONA@WORK, developing a
common identity for workforce throughout the State and the Region.
During 2016-2020, ARIZONA@WORK City of Phoenix will develop strategies for effective WIOA
implementation, grow innovative programs, and work in the spirit of partnership to develop
regional, and national communities of promising practices.

Comprehensive Sites

 ARIZONA@WORK North Job Center, 9801 North 7th Street, Phoenix, Arizona 85020
 ARIZONA@WORK West Job Center, 3406 North 51st Avenue, Phoenix, Arizona 85031
 ARIZONA@WORK South Job Center, 4635 South Central Avenue, Phoenix, Arizona 85040

Affiliate Sites

 ARIZONA@WORK Marcos De Niza, 1305 South 3rd Avenue, Phoenix, AZ 85003
 ARIZONA@WORK Aeroterra, 1745 East McKinley Street, Phoenix, Arizona 85006
 ARIZONA@WORK at Arizona Women’s Education and Employment, 326 East Coronado Road, Ste
#105, Phoenix, Arizona 85004
 ARIZONA@WORK at YMCA Christown, 5517 North 17th Avenue, Phoenix, Arizona 85015

Youth Affiliate Sites

 ARIZONA@WORK at YMCA, 3825 North 67TH Avenue, Phoenix, Arizona 85003
 ARIZONA@WORK at CHICANOS POR LA CAUSA, 619 N. Avenue, Phoenix, Arizona 85007
 ARIZONA@WORK at JEWISH FAMILY & CHILDREN’S SERVICES, 9014 North 23rd Avenue, Bldg2, #3,
Phoenix, Arizona 85021
 ARIZONA@WORK at Arizona Center for Youth Resources, 649 North 6th Avenue, Phoenix, Arizona
85003

75,829 people accessed workforce development services in Program Year 2017-18.

Revised October 2018
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Lower Living Standard Income Level (LLSIL)
The State of Arizona and ARIZONA@WORK City of
Phoenix use the Lower Living Standard Income Level
(LLSIL) for determining eligibility for youth and
adults for certain services, including Workforce
Innovation and Opportunity Act (WIOA) funded
programs and services. The City of Phoenix
approved a self-sufficiency threshold of 450 percent
of the LLSIL. Employed individuals whose household
income falls below the threshold level are
considered not self-sufficient and therefore are
targets for WIOA intensive and training services.

2018 Phoenix Lower Living Standard Income
Level (LLSIL) Thresholds

The local threshold was established by analyzing
those industries identified by ARIZONA@WORK City of Phoenix and other economic
development entities as those generating the most economic wealth for the community. These
include bio-life sciences, advanced business services, manufacturing, sustainable industries and
enterprises, higher education and established emerging enterprise. Through position and wage
information, it was determined that the 450 percent self-sufficiency threshold would reflect the
local labor market and allow workforce development programs to enhance the skills of current
workers with the intent of pay increases and/or promotions, thus creating other employment
opportunities for area workers.

FAMILY SIZE
1
2
3
4
5
6
7
8
Additional Per
Person > 8

Revised October 2018

HHS
Poverty
Guidelines
$12,140
$16,460
$20,780
$25,100
$29,420
$33,740
$38,060
$42,380
$4,320

70% LLSIL
METRO AREA
$10,900
$17,864
$24,526
$30,277
$35,727
$41,787
$47,847
$53,907

SELF-SUFFICIENCY
for Adults*
450% LLSIL
METRO AREA
$70,074.00
$114,835.50
$157,666.50
$194,634.00
$229,675.50
$268,632.00
$307,588.50
$346,545.00

SELF-SUFFICIENCY
for Dislocated Workers*
450% LLSIL
METRO AREA
$70,074.00
$114,835.50
$157,666.50
$194,634.00
$229,675.50
$268,632.00
$307,588.50
$346,545.00

$6,060

$38,956.50

$38,956.50
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Knowledge and Skills Needed in the Region
The local industry and economic landscape demonstrates more postsecondary credentials are
required. This is especially true of occupations that provide self-sufficient and family-supporting
wages, and those occupations with career advancement opportunities.
There is an outstanding pipeline of local university talent to fill these positions. However, the
requirement for more education versus skills and abilities creates a mismatch with the type of
unemployed and dislocated workers and the types of occupations available.
To meet the needs of the employers in the region, especially in-demand sectors and occupations,
ARIZONA@WORK City of Phoenix must help and support more low-skilled workers transition into
postsecondary education or gain the necessary skills for a progressive workforce, hiring middle
and high skilled workers.

Workforce in the Region

Phoenix has a significantly lower median age than the median age of the rest of Arizona, and
the U.S. This could help explain the area’s higher labor force participation rate of 67.3 percent.
The rate of residents living in poverty and the above average rate of residents who have low
educational attainment is proportionate to unemployment levels (unemployment levels have
been shown to dramatically decrease with increased educational attainment). Low educational
attainment correlates with residents (age 25 or older) who have not completed high school.
This trend is not surprising as the metro Phoenix area has a staggering 13.6 percent rate of
disconnected youth, youth 16-24 years of age who do not go to school and who do not work.
This rate is calculated by Measure of America using U.S. Census Bureau American Community
Survey 2016. Phoenix surpasses Dallas (11.6 percent), Los Angeles (10.0 percent), Denver (11.0
percent) and Chicago (11.1 percent).

Labor Force Data
Civilian Labor Force
Unemployed
Unemployment rate

Historical June Labor Data
June 2014 June 2015 June 2016 June 2017 June 2018
734,432
753,845
785,161
810,123
827,504
46,903
42,289
39,662
36,354
34,980
6.4%
5.6%
5.1%
4.5%
4.2%

Source: Bureau of Labor Statistics, Local Area Unemployment, 2018

Revised October 2018
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Education Levels of the Local Workforce
Highest Educational Level Achieved (Population over 25, 2017)
Phoenix
Arizona
Less than High School
17.9%
12.8%
High School Graduate
23.4%
24.1%
Associate’s Degree
8.0%
8.7%
Bachelor’s Degree
18.3%
18.3%
Graduate or Professional Degree
10.2%
11.0%
Source: U.S. Census Bureau, 2017 ACS 1-Year estimates

United States
12.0%
27.1%
8.5%
19.7%
12.3%

In-Demand Occupations – Existing and Emerging

Nearly 30 percent of all occupations in in-demand industries are requiring an Associate’s
Degree, or a Bachelor’s Degree or higher as the minimum educational attainment. Some
example occupations include:
Minimum
Work
On-the-Job
Education
Experience
Training
Market Research Analysts
Bachelor’s degree
None
None
Information security analysts
Bachelor’s degree
Less than 5 None
years
Software
developers, Bachelor’s degree
None
None
applications
Physicians and surgeons, all Doctoral or
None
Internship/
other
professional degree
residency
Registered nurses
Associate’s degree
None
None
Respiratory therapists
Associate’s degree
None
None
Web developers
Associate’s degree
None
None

Labor Market Trends

Phoenix unemployment rates correlate with educational attainment.

Unemployment Rate

Unemployment Rates by Educational Attainment (ages 25-64)
10%
8%
6%
4%
2%
0%

Less than High School

High School Graduate

Some College or
Associate's Degree

Educational Attainment
Phoenix
Revised October 2018

Arizona

United States

Bachelor's Degree or
higher
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Growth demonstrated in 22 major occupational groups.

Maricopa County Major Occupational Groups
2017-2019 Total % Change
Healthcare Support Occupations
Healthcare Practitioners and Technical Occupations
Construction and Extraction Occupations
Personal Care and Service Occupations
Community and Social Service Occupations
Business and Financial Operations Occupations
Computer and Mathematical Occupations
Legal Occupations
Food Preparation and Serving Related Occupations
Management Occupations
Architecture and Engineering Occupations
Life, Physical, and Social Science Occupations
Transportation and Material Moving Occupations
Installation, Maintenance, and Repair Occupations
Building and Grounds Cleaning and Maintenance…
Arts, Design, Entertainment, Sports, and Media…
Office and Administrative Support Occupations
Production Occupations
Education, Training, and Library Occupations
Sales and Related Occupations
Protective Service Occupations
Farming, Fishing, and Forestry Occupations

0.0%

2.0%

4.0%

6.0%

8.0%

10.0% 12.0%

Source: Arizona Department of Administration's Office of Employment and Population Statistics

Workforce Development Activities
Scholastic
Education

Meeting the Needs of the Region

Only a small share of lowincome adults is able to access
training and other services they
need to gain marketable skills. CLASP’s WIOA GAME PLAN for
LOW-INCOME PEOPLE

Worforce
Support
Organizations

Local
Workforce
Development

Employer and
Partner Services

Revised October 2018
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Phoenix businesses are well positioned to attract talent from educational institutions; however,
significant barriers exist for low-income and low-skilled individuals. This is recognized as the City
tries to find and match levels of education and specialized skill sets with the demands of the local
existing and emerging industries. Thus, the outreach, data analysis, and services provided by
ARIZONA@WORK are vital.
ARIZONA@WORK City of Phoenix and ARIZONA@WORK Maricopa County both service the
region, each as a local workforce development area (LWDA). An array of 18 service delivery
locations have been established throughout the region to provide job seekers (both adults and
youth) as well as employers, access to workforce programs and services. Each location provides
a different level of services based on the type of site established.

Education and Training

In a large metropolitan area such as Phoenix, there are myriad education and training options
and resources for residents, and employers, alike. Each entity/category plays an important role
in developing the local workforce pipeline.

Education

There is no shortage of education and training providers in the City of Phoenix in which individuals
and employers can seek out resources. According to the National Center for Education Statistics
(NCES), there are 35 public and private colleges (two-year, four-year and technical schools); local
directories reflect hundreds of private and non-profit training providers, within the Phoenix city
boundaries; and more than 30 public elementary and secondary local educational agencies also
serve the area.
Of these agencies, the City of Phoenix works closely with Arizona State University’s Downtown
Phoenix campus, and Maricopa County Community College District’s Gateway Community
College, (Washington Campus, Central City Campus and Deer Valley Campus), Phoenix College,
Paradise Valley Community College and South Mountain Community College campuses.

Revised October 2018
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Arizona State University (ASU)
ASU, a four-year institution, with a
full-time equivalent enrollment of
75,271students (ASU, fall 2017), is
one of the largest public
universities in the nation. Of ASU’s
four college campuses, Arizona
State University - Downtown
Phoenix, located in the heart of
downtown Phoenix, serves 11,465
students through both certificate
and degree programs. The number
of degrees being awarded at this
location has increased consistently
for the past nine years with 3,255
degrees awarded in 2016-2017.
Strengths
 Physically accessible.
 Industry and globally recognized programs.
 National accolades including being ranked number one on U.S. News & World Report’s
“Most Innovative Schools” for four straight years 2014-2018.
Opportunities
Average net price for full-time beginning undergraduate students was approximately $12,947.
Maricopa County Community College District (MCCCD)
MCCCD is one of the nation’s largest community college systems
with ten locations, two skill centers and numerous education
centers; each school is individually accredited. The schools provide
over 900 programs including affordable degrees, certificates,
training programs and courses, many in high-demand occupational
areas, and priority industry clusters.
In 2016-2017, MCCCD served approximately 196,000 credit and
non-credit students. The characteristics, interests, and intent of
MCCCD’s student population includes high school students, recareering adults, students with a declared intent to transfer to a
university, and those who wish to enter or advance in a specific job
market.

Revised October 2018
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Strengths
 Physically and virtually accessible.
 Industry partnerships.
 Workforce development centers.
Opportunities
 Classes that do not meet enrollment numbers are cancelled.
 Colleges lack short-term workforce training programs.
 The college system is facing challenges with the elimination of state funding. State funding

for MCCCD went from $68.7 million in 2008 to $0 in 2016.

Training

The hundreds of local training providers collaborate, and
compete, with colleges in the workforce development
market. For this reason, financial, Microsoft, safety, trades,
healthcare and leadership skills development are examples
of common private training options. Alliance Safety, the
Arizona Builder’s Alliance, Arizona Small Business
Association, Ledgerwood Associates, New Horizons, to
name a few, and several local union and trade associations
specialize in these areas and serve Phoenix. These
organizations range in fees and requirements, and in some
cases require membership.

Revised October 2018
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Service Sites

11 Service Sites throughout the
Region

Three comprehensive American
Job Centers where all basic
services from each of the WIOA
core partner programs are
available as well as access to the
staff of these programs through
co-location.
Eight Affiliate Sites throughout the
region offer most basic services of
the WIOA core partner programs.

Building on Progress and Learning from Challenges

A tremendous amount of progress continues to occur between the region’s LWDA’s and other
partner organizations. This includes significant work and achievements in sector strategies,
employment initiatives for those experiencing homelessness, the SOAR program (selfassessment, other assessment, active research and redesigning the career plan) for employability
and career achievement, and the hive @ central providing an innovative collaborative space for
small businesses and business start-ups.
Stakeholders in the region are collaborating to build a stronger and more integrated regional
workforce development system. As the transition is made, there are challenges that must be
addressed. Challenges include the need for a more inclusive talent pipeline, increased employer
engagement, organizational improvements, and better community engagement. Over the next
four years, these challenges will be addressed through strategic planning around the Phoenix
Business Workforce Development Board Guiding Pillars of service: Pillar I. Proactive and HighQuality Services; Pillar II. Community Outreach and Engagement; and, Pillar III. Organizational
Excellence.

Revised October 2018
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II. Goals and Strategies
ARIZONA@WORK City of Phoenix and the Phoenix Business and Workforce Development (PBWD)
Board strive to work together with aligned missions to build capacity in the system’s ability to
achieve Focused Workforce Solutions, Excellence in Customer Services, and Strong Regional
Economies - the three Hallmarks of WIOA. The System and the Board have jointly determined
three Guiding Pillars that will support the WIOA Hallmarks. Enhanced capacity will yield an
efficient and innovative local workforce system that operates seamlessly without structural,
operational or resource barriers. As important transitions and improvements take place during
2016-2020, the PBWD Board’s significantly expanded role is critical. This role is defined and
guided by high level strategic goals and a mission and vision, outlined in this section.

“The importance of the workforce system to the overall health of our economy and prosperity
of our people, at the local, state and national level cannot be overstated. As the immediate past
chair of the Phoenix Business and Workforce Development Board, and a Director on the
National Association of Workforce Boards, I have seen first-hand the powerful and positive
impact that an integrated system of strategic partners and dedicated workforce initiatives can
have. Impacts that extend beyond the individuals and businesses directly involved to the
surrounding communities, schools and people. We have done well. We will do better as we
continue to build networks of strategic partnerships locally and regionally while maintaining
a focus on "what's now?" and "what's next?" and elevating employee skill sets to meet the
evolving needs of business.”
-Darrell Rich, Former Phoenix Business and Workforce Development Board Chair

Through diverse membership participation and by implementing task forces and convening core
partners and other local workforce boards/leadership, the PBWD Board will define and
continuously improve processes and develop data-driven goals for coordination and alignment.
Over the next two years, the PBWD Board will engage in: program oversight, accountability and
budgeting; selection and monitoring of operators and providers; coordination of career pathways
and education; and other important tasks that create opportunities for economic and career
success. Each ARIZONA@WORK City of Phoenix workforce development components and tasks
developed and implemented will be consistent with the 2016-2020 Strategic Plan goals and
strategies, and state performance measures, upon final negotiation. The Board’s current
strategic plan assigned the task of ensuring services are accessible to persons with a disability to
the Service Delivery Committee.
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Phoenix Business and Workforce Development Board Strategic Vision and Goals
Mission

The Phoenix Business and Workforce Development Board (PBWD) serves as a catalyst, identifying
and addressing the evolving business needs of Greater Phoenix by convening partners to provide
customer-centric solutions and resources which offer employers access to a skilled workforce.

Vision

Businesses will have access to world-class talent through a comprehensive, seamless system of
partners that positions Phoenix as a global leader for economic growth.

The Local Workforce Development Board:
• Is a WIOA-compliant board meeting criterion for board membership, functions, and
additional board requirements;
• Consists of 25 unpaid members;
• Is composed majority with business representatives;
• Includes representatives from core partners, local educational entities, labor organizations,
community-based organizations, and economic development agencies;
• Convenes bi-monthly as a full board and monthly as committees; and
• Works in committees, such as: Executive Leadership; Continuous Improvement; Business
Engagement; Service Delivery; and Advancing Youth Workforce, to strategize on local issues.
The PBWD Board represents the very premise of WIOA, in that it is meaningfully involved in
supporting and advising ARIZONA@WORK City of Phoenix, and local elected officials to serve
businesses and job seekers as well as promote strategic coordination with community
stakeholder groups.
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The PBWD Board Composition as of October 18, 2018
Member Name

Organizational Affiliation

Industry Represented

Derek Anderson

Banner Health

Business

Daniel Barajas

Maricopa County Community Colleges

Community Colleges

Nicholas Bielinski

TEKsystems

Business-IT

Audrey Bohanan

Adelante Healthcare

Business-Health Care

Susan Ciardullo

Ultrasound Institute Medical Group

Business-Small Business

Kelley Coats

Arizona Public Service

Business-Large Public Utility

Andres Contreras

Chicanos Por La Causa, Inc.

Community Based Organization

Jan Davis

AZ Department of Economic Security

Vocational Rehabilitation

Nick DePorter

LinkedIn

Business

Lisa Elowson

Bayless Integrated Healthcare

Business

Rachel Galusha

Hyatt Hotels

Business

Alineth
Gamero-Hernandez

AZ Department of Economic Security

Employment Services

Malcolm Green

Arizona Manufacturing Partnership, Inc.

Business-Manufacturing

Michael Hale

Arizona Federal Credit Union

Business-Financial Services

Travis Hardin

Wells Fargo

Business

Delbert Hawk

IBEW Local Union 640

Labor

Jeff Holly

SMART Local Union 359

Labor

Fred Ingersoll

TC Enterprise LLC

Labor

Michelle Jameson

U.S. VETS- United States Veterans Initiative

Veteran Employment

Jeff Kulaga

Jeff Kulaga Consulting, LLC

Business

Jesus Love

Literacy Volunteers of Maricopa County, Inc. Adult Basic Education

Beth Salazar

Non-Profit Management Resource
Development

Small Business

Lorenzo Sierra

Arizona Hispanic Chamber of Commerce

Economic Development

David Stakebake

Arizona State University

Higher Education

Bethany Woodard

The Maddox Group

Business-Human Resources
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PBWD Board Framework for Strategic Planning
FOCUSED WORKFORCE SOLUTIONS
ARIZONA@WORK Pillar I.
Proactive and High-Quality Services

Goal 1. Increase employer engagement
Goal 2. Develop an inclusive talent pool

STRONG REGIONAL ECONOMIES
ARIZONA@WORK Pillar II.
Community Outreach and Engagement

Goal 3. Lead strategic collaboration among partners
Goal 4. Position Board as the community's talent
development voice

EXCELLENT CUSTOMER SERVICE
ARIZONA@WORK Pillar III.
Organizational Excellence

Goal 5. Position Board to focus on strategic talent issues
Goal 6. Coordinate consistent internal and external
communication strategies
Goal 7. Diversify resources to innovate and sustain effective
practices
Goal 8. Build capacity to support the Board’s priorities
Goal 9. Continually evaluate programs and services for effectiveness

Achieving Vision and Goals with Core Program Partners
The workforce and economic landscape of Arizona, and specifically the City of Phoenix, is dynamic
with emerging occupations, incumbent employees retiring, growth of digital processes, increased
international commerce, innovative technologies being introduced, new and relocating
businesses, and an increasingly diverse population. Currently, according to the data analysis and
LWDA input, Phoenix has a large pool of low-income adults and youth who have limited skills,
and face barriers to economic success; individuals are seeking jobs that are not necessarily
“bright outlook” occupations; and, local industry consists of expanding and emerging companies
with occupations that require candidates with degrees or specialized/trade skill sets. As
instrumental agents of the local workforce system, the PBWD Board and ARIZONA@WORK City
of Phoenix must be efficient and prepared to meet the ever-changing needs of the market. By
joining together with core program partners, and pooling expertise and resources, the region’s
workforce network can be more job driven, inclusive, customer centered and effective.

Revised October 2018

23

ARIZONA@WORK City of Phoenix Local Workforce Development Plan 2016-2020

III. Workforce System and Partners
Partnerships and colocation, as mandated by WIOA, will not automatically increase
communication and reduce silos. Pillar II. Community Outreach and Engagement, and Pillar III.
Organizational Excellence, and each pillar’s respective strategies, will yield intentional
communication and informed, combined planning. These outcomes are needed to drive - across
all programs - processes, services, and accessibility that will help low-skilled, low-income
Arizonans not just get a job, but get a job that moves them toward self-sufficiency.
To work towards an efficient, aligned system, ARIZONA@WORK City of Phoenix began
transforming to a more functional, customer-centric model in 2014. By implementing the
Integrated Service Delivery (ISD) model within the comprehensive and affiliate Job Centers,
ARIZONA@WORK City of Phoenix laid the groundwork for WIOA implementation. The transition
followed nine months of intensive planning and prototyping guided by the PBWD Board and a
leadership team of core partner managers, as well as ARIZONA@WORK Maricopa County.
In July of 2017, a One-Stop Operator was selected to manage the City’s integrated one-stop
delivery system that begins with coordinating services across One-Stop System Partners and
Direct Service Providers. The One-Stop Operator will ensure the execution of partner
responsibilities and contributions agreed upon in Memorandums of Understanding (MOUs). They
will have oversight of and manage service coordination, service availability, and service delivery
and will work with System Partners and Direct Service Providers to address the needs of the local
workforce area.
ISD braids and aligns the local resources of participating partners to seamlessly address the
training and employment needs of system customers, job seekers and businesses alike. It
reduces duplicative and administrative activities in favor of a customer experience, allowing
partners to use their resources for value-added services to ensure job seekers have the skills to
succeed in the local economy. This section describes the ISD and the strategies, current and
forecasted, to achieve an accessible, organized system.
The One-Stop Operator facilitates monthly ISD meeting with Job Center staff to review ISD
experiences and continue to make improvements that benefit customers. Partner staff who
participate in the meetings include Vocational Rehabilitation and Veterans programs
administered by the Arizona Department of Economic Security (AZDES), WIOA Title IB Adult and
Dislocated Worker staff and WIOA Title III Employment Services staff. Local Workforce
Development Board is encouraged to participate in meetings, forums and visit Center sites; and,
further they are briefed on monthly meetings through the PBWDB Service Delivery Committee
to provide advisement. Through the Memorandum of Understanding (MOU) process, specific
activities are occurring to integrate the services, where they make sense, with WIOA Title I, II, III
and IV programs.

Revised October 2018

24

ARIZONA@WORK City of Phoenix Local Workforce Development Plan 2016-2020

The MOU between the PBWDB and WIOA partners was implemented on July 1, 2017. The
MOU was reviewed by the partners quarterly during the first year and continues to be reviewed
bi-annually, with modifications made as needed. Over the next two years, the workforce
system will continue to develop, implement and continuously improve the One-Stop System
program alignment with all partners required under WIOA. All partners aim to contribute to a
functional flow of services.

Workforce System
Regional Workforce System Governance
I. Government Working at the Speed of Business
II. Equal Access to Education
III. Opportunity for All
IV. Pro-Growth Economy

State

Chief Elected
Official

Phoenix Business and
Workforce
Development Board

Governor
ARIZONA@WORK

City of Phoenix Mayor
ARIZONA@WORK City
of Phoenix

Arizona Department
of Economic Security
(AZDES)
Maricopa County
Board of Supervisors
Chairman
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The City of Phoenix Workforce System
The Phoenix LWDA’s workforce system consists of the City of Phoenix Human Services
Department (HSD), Business and Workforce Development Division (BWDD) which provides
career services (Adult, Dislocated Worker, Youth and specialized workforce grant programs) for
ARIZONA@WORK City of Phoenix. In collaboration with local partners, ARIZONA@WORK City of
Phoenix is the workforce network of business and employment-related service providers.
Multiple providers have subcontracts with ARIZONA@WORK City of Phoenix to deliver adult and
youth services.
Core Partner Programs

Required Partners

• Title I: Adult, Dislocated

• Senior Community Service Employment

Worker, and Youth
• Title II: Adult Education and
Literacy
• Title III: Wagner-Peyser and
Veteran Programs
• Title IV: Vocational
Rehabilitation

•
•
•
•

Program (SCSEP)
Career and Technical Education Program
City of Phoenix Community Action Program
(Community Service Block Grant)
City of Phoenix Housing Programs (Housing
and Urban Development)
Programs under Unemployment Insurance
Compensation

An Accessible, Organized Workforce System

The ARIZONA@WORK City of Phoenix workforce system is organized specifically to be accessible
in terms of location and services, with multiple entry points.

Phoenix Service Locations

ARIZONA@WORK City of Phoenix American Job Centers - are highcapacity sites serving the general job-seeking population as well as
businesses. The three Job Centers serve both WIOA Title IB Adult
and Dislocated Workers and have active on-site participation from
the core WIOA partners including the Employment Service and
Vocational Rehabilitation.

Affiliate sites - provide services to job seekers and businesses,

differing from comprehensive locations in that they are smaller
in scope and operations but include direct access to WIOA Title
IB Adult, Dislocated Worker and Youth program services. There
are eight established affiliate sites in Phoenix for job seekers and
businesses.
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Business and Workforce Development Center
(BWDC) - is a state-of-the art facility that
provides businesses with professional space for
hiring and interviewing activities, staff training,
and industry sector planning. The Center, which
opened in April 2013, has since provided
hundreds of businesses with access to a robust
talent pool of workers.

Integrated Service Delivery (ISD) Approach
Functional Teams

Welcome Team
To create awareness of the array of services and resources available through membership
benefits. Once oriented to what is available, each customer seeking services at an American Job
Center is provided with a membership card that allows them to gain access to a higher level of
staff assisted resources.
First-time visitors select the “First Time Visitor” visit reason in the VOS Greeter and are assigned
to see a staff member in the welcome function. The “visitor” is provided a 1 on 1 welcome
meeting where they receive information on the benefits of a membership with
ARIZONA@WORK, are registered in Arizona Job Connection, and are provided an opportunity to
“know their skills” through a brief O*NET-based assessment. The welcome team member, in
consultation with the customer, determines the next recommended service.
Skills Development Team
To provide each customer an opportunity to learn more about how their skills either do or do
not align with their career goals and the needs of industry with current and future job openings.
A brief assessment provides results, so staff can advise each customer on next recommended
services that will move them closer toward having meaningful employment with sustainable
wages.
Customers who can benefit from skills upgrades to conduct a more effective job search or who
require specialized skills, certifications, or credentials, are referred to a team member in the skills
development function. The recommended service can be participation in one or a series of onsite employment readiness workshops or they may be scheduled to meet with a Title 1B staff
member to discuss Adult or Dislocated Worker services. In some cases, a Trade Adjustment
Assistance staff member provides skills development services.
Employment Team
To customize a job-search approach and plan with each customer depending on the level of staff
involvement requested or required. Hiring events, specialized workshops and networking
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meetings and personalized contacts add value to each customer’s targeted search for
employment.
Customers who have clear career and job goals and the skills/credentials to get employed are
assisted by team members in the employment function. This can include both Title 1B or WagnerPeyser staff.
Strategies to maximize services…




The Employment Service will be more comprehensive to include responsibilities for
engaging and informing employers;
To ensure staff have the skills and knowledge to deliver quality services, staff training and
professional development will be strategically implemented; and
Google Community was implemented at each Job Center to improve intra-site
information sharing and celebrate successes.

Foundational Aspects

The ISD Leadership Team, comprised of key managers, supervisors, and select line staff from the
AZDES and City of Phoenix collaborate to provide overall leadership, guidance, and reinforcement
of ISD’s primary foundational aspects.
Theme
1. Every Center customer will leave a better job candidate;
2. Customers will receive resources and services they cannot get at home;
3. All services will add value; a customer would pay for them;
4. The customer will be immediately and continuously engaged; and
5. Every visit will end with another recommended service.
Rationale
 Responsiveness: Is the function responsive to job seekers and business?
 Relevance: Are the services timely and relevant to business need?
 Resources: Are internal and external Product Box resources identified?
 Reengineering: Has the function been reengineered to reflect program integrations?
 Results: Do results produce the targeted goals and outcomes?
Integrated Service Delivery (ISD) in the ARIZONA@WORK City of Phoenix Job Centers are
organized around functions: 1) Welcome; 2) Skills Development; and 3) Employment. The theme
is that every Job Center customer will leave a better job candidate. They will be immediately and
continuously engaged. They will be provided the opportunity to know their skills, grow their
skills, and get the best possible job with their skills. At every staff interaction, the customer will
be provided a next recommended service.
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To manage the customer flow and ensure that services and information are provided in timely
and measured manner, a lobby management tool called Virtual One-Stop System (VOS), known
as the VOS Greeter, was implemented in January 2017. Customers can use self-service kiosks to
manage their visit based on their “visit reason” or can receive assistance from the One-Stop
Operator staff in determining what brought them into the office that day. Once they are in the
queue, the visit reason selected will determine which functional team staff member they will see.
The staff member will update the VOS Greeter when they start assisting an individual and when
they have completed their portion of the visit. Staff can in turn use the VOS Greeter to assign
the customer to see another team member in one of the other functions.
Time-measured customer service standards are being developed through the Integrated Service
Delivery Leadership Team and the PBWD Board’s Service Delivery Committee.

Wagner-Peyser Act Employment Services
Integrating Wagner-Peyser Act Services

Employment Service has been an integral part of
the ISD launch in the American Job Centers. Once
an individual has been determined to be job search
ready, Employment Service staff assists with
identifying companies that are hiring and provides
one-to-one desk side job search tips. It is common
for job seekers to be co-enrolled in Wagner-Peyser
and WIOA Title IB.

Reemployment Assistance to UI Claimants
and Other Unemployed Individuals
Arizona provides reemployment assistance to UI
claimants to connect or re-connect UI claimants
who are most likely to exhaust their benefits and
veterans receiving Unemployment Compensation for
Ex-Service members (UCX) to jobs through the Re-Employment Services and Eligibility
Assessment (RESEA) initiative. RESEA service delivery is provided to UI claimants by designated
ES staff that has been trained to conduct an orientation, UI eligibility review, and comprehensive
employability assessment. In addition, ES staff develop an individual reemployment plan with the
UI claimant based on current labor market information and provides appropriate referrals to
available community resources through ARIZONA@WORK partners or other programs.
Additionally, a thorough UI eligibility review is conducted to ensure benefits are properly paid to
eligible UI claimants, generating savings to the Unemployment Trust Fund (UTF). Employment
Service targets UI claimants who are most likely to exhaust UI benefits before finding
employment. A statistical model utilized by the Arizona Integrated Reemployment Services
Network System (AIRSNet) using claimant information, provided during the initial claim is used
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to determine claimants selected for reemployment services including the claimant’s education,
training, industry in which the individual last worked, and the type of job the individual last
performed.

Reentry Services

To reduce recidivism, ARIZONA@WORK Employment Services staff in partnership with the
Arizona Department of Corrections (DOC) have collaborated to provide comprehensive support
services to inmates that were most likely to recidivate as they near release. In March 2017, the
state’s first Second Chance Centers (SCC) opened to provide inmates with a 10-week program’s
inception, more than 1,000 inmates benefitted from ARIOZONA@WORK Employment Readiness
Services, resulting in 835 jobs placements, and almost all have connected to state and community
resources for housing and transportation assistance, healthcare, and more. Employment Services
staff strive to provide a vision of hope to inmates by combining directed leadership with empathy,
and inmates learn about the opportunity to take ownership of their achievements in the
program.

Adult Basic Education (ABE)
Adult Basic Education (ABE) services are not
provided at the American Job Centers locations as
the City of Phoenix currently partners with four ABE
providers.

Integrating Adult Basic Education Services

Using the ISD model to maximize coordination of
services, ARIZONA@WORK City of Phoenix has
developed a process to quickly connect mutual customers with Adult Education providers.
Proactive in nature, the aim is for Title IB staff to not wait for an adult education customer to
contact them but rather reach out to them through pre-agreed-upon communication. Title IB
“point of contact” staff will be better connected to Adult Education participants by attending key
Adult Education events to promote workforce network services and provide that visible element
to increase the likelihood of connections.
As a part of the procurement process for the Arizona Department of Education Adult Education
Services the Phoenix Business and Workforce Development Board reviews competitive
applications for Adult Basic Education subcontracted services and provide comments regarding
how the application aligns with the local workforce plan and that information will be used during
the evaluation of the application.
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Adult Basic Education Partnerships
Arizona Call-a-Teen Youth
Resources (ACYR) workforce
programs enroll individuals
16-24 years of age, and who
meet certain guidelines.
Through education, skill building and
mentoring, this program prepares youth to
join the workforce, become self-sufficient
and successfully move into adulthood.

Literacy Volunteers of
Maricopa County
(LVMC) is a non-profit
organization in Phoenix
dedicated to improving
adult reading, writing,
and mathematical skills to prepare for the
GED and workplace transitions.

Friendly House
Workforce
Development
Program empowers
individuals and to become self-sufficient
through education, job placement, and
occupational training.

Rio Salado College offers a
variety of communitybased programs and
services to help diverse
student populations
achieve their educational goals.

Vocational Rehabilitation (VR)
The AZDES Rehabilitation Services Administration administers the Vocational Rehabilitation
(VR) program to provide employment-related services to individuals with disabilities who want
to work yet need assistance and accommodations. These individuals might have trouble getting
or keeping a job due to a physical, sensory, or mental disability. A VR counselor provides
itinerant services at the three comprehensive American Job Centers.

Innovation in Vocational Rehabilitation

ARIZONA@WORK City of Phoenix has been working with VR customers who are individuals with
visual impairments to assist them in getting employed, through the City’s flagship SOAR (selfassessment, other assessment, active research and redesigning the career plan) program. With
some adaption and ongoing accommodations, individuals with visual impairments have been
able to participate in and benefit from the SOAR employment readiness series. The City of
Phoenix will continue to build and expand this program to work with more individuals and more
groups with other barriers.

Integrating Vocational Rehabilitation Services

Using the ISD model to maximize coordination of services for 2016-2020 and through the MOU,
ARIZONA@WORK City of Phoenix will continue to partner with VR. The partnership leverages experience
and knowledge of VR staff to provide best practices and training on strategies for providing services to
persons with disabilities while improving efficiency and yielding more qualified people at the Job
Centers. For Title IV, one Title 1B Career Advisor has been assigned for all co-enrollments with Title IV
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participants. This ensures a coordinated approach and minimizes any extraneous processes that slow
superior customer services.

Career and Technical Education (CTE)
Local community colleges and secondary schools both participate in CTE programming and reflect
Arizona Department of Education’s delivery system. For example, Maricopa County Community
College District’s CTE programs are industry driven through connections with the employer
community. An advisory committee is established for each CTE program consisting of employers and
college faculty charged with aligning curriculum to address local needs. And, Phoenix Union High
School District (PUHSD) has 34 different CTE programs representing current industry curricula
and supported by state-of-the-art equipment. Employers support the program with real work
experiences and internships. Students participating in the PUHSD CTE are positioned to have
career ready skills for seamless transition into targeted occupations, upon graduation.
The Arizona Department of Education (ADE) Career and Technical Education (CTE) delivery
system is a natural progression of college and career readiness exposure.

Career Awareness (grades K-6) – All schools are encouraged to provide experiences for
students that will enable them to learn about positive interactions, personal responsibility, good
work habits, work as it relates to societal needs and functions, and the management of personal
and professional resources.

Career Exploration (grades 7-9) – All schools receiving CTE funds are required to provide

students opportunities for career exploration. The experience must engage students in problem
solving, critical thinking, leadership building and teamwork activities and provide opportunity to
learn the foundational skills in information technology, organizational systems, ethics and legal
responsibilities, as well as health and safety.

Career Preparation (grades 9-12) – Students enroll in the CTE program that matches their

career goals and they complete a sequence of courses that leads to the completion of industryvalidated assessments and certifications. Programs frequently offer postsecondary dual credit or
articulation opportunities for students.

Career Management – Students preparing for postsecondary occupational certificates,
transition to higher education and receive degrees, and utilize lifelong learning skills to complete
advanced degrees.

The CTE program standards are industry driven and articulate into postsecondary education.
State standards are currently being validated and technical assessments developed.

Integrating Career and Technical Education Services

The City of Phoenix will work with the Arizona Department of Education (ADE) and CTE
programs/centers to increase the pipeline of skilled and ready potential employees in targeted
areas. This will include participation in Industry Sector Strategy meetings which will assist in the
development of CTE curriculum that is both education and workforce relevant. Sector strategies
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will be important for ensuring current industry expectations are being taught to the students.
Representatives from the CTE programs will participate in the Industry Sector meetings to
understand how to best prepare the workforce. CTE partners and programs will be an important
collaborator as the PBWD Board convenes local education, training and economic development
partners to develop locally relevant career pathways.

Secondary and Postsecondary Education

ARIZONA@WORK City of Phoenix has a long-standing partnership with the Maricopa County
Community College District (MCCCD) and other private institutions. Most of the colleges have
programs approved and available through the State Eligible Training Provider List (ETPL) where
customers eligible to receive WIOA Title IB training services can select the college/program that
best meets their goals. Further, the colleges and private training providers work closely with
businesses to create customized training options for incumbent and new workers, and to align
education programs to current workforce needs and skill requirements. At times, Title IB works
directly with the colleges to train cohorts of individuals to meet the needs of a local business that
is hiring or expanding its workforce. If applicable, Pell Grant funds are first applied to the costs
of tuition prior to Title IB funds being utilized. Under contract, the Maricopa Corporate College,
a MCCCD entity, provides essential computer skills training for Title IB Adults and Dislocated
Workers.
Additionally, ARIZONA@WORK City of Phoenix participates on several collaborative action teams
that encourage secondary and post-secondary successes including high school graduation,
college readiness and work readiness initiatives. The collaboration teams encompass public,
private and secondary school representatives and has assisted in the development of
relationships with Phoenix Union High School staff with city staff.
Private training providers often have an advantage over the public education system in that they
have more flexible hours of operation and are not bound by semesters or traditional school
schedules. This allows both employed and unemployed individuals more options in seeking the
training that meets their needs.

Participation in a National Action Plan
In September 2014, President Obama launched the My
Brother’s Keeper (MBK) Initiative to address persistent
opportunity gaps faced by boys and young men of color
and ensure that all young people can reach their full
potential. The initiative seeks to organize and capitalized
on the commitment of community leaders to reach that
goal. Therefore, Mayor Greg Stanton signed up the City
of Phoenix to participate in accepting the challenge.
In May 2015, the Phoenix City Council authorized staff to
convene key community stakeholders to create a MBK
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action Plan. Beginning in September 2015, the City of Phoenix convened a diverse group of 100
community stakeholders, including businesses, corporations, academia, private and public
sector, clergy and neighborhoods for a series of community meetings to identify existing
programs and discuss plans of action to accomplish the MBK goals.
The six goals in the MBK Challenge are:
1.
2.
3.
4.
5.
6.

All children Enter school ready to learn.
All children read at grade level by third grade.
All youth graduate from high school.
All youth complete post-secondary education or training.
All youth out-of-school are employed.
All youth remain safe from violent crime.

ARIZONA@WORK City of Phoenix is highly involved in goal 5 – All youth out-of-school are
employed. It was decided by stakeholders through the community meetings the best way to
create job opportunities for young people is through implementation of a broad economic
agenda. Through targeted approaches, including on-the-job training, job shadowing,
apprenticeship and entry-level employment options, young people gain critical career skills and
strengthen pathways to employment and increase earnings. The City, ARIZONA@WORK and
community members have been working to create outreach and communication to share
information and opportunities valley wide. Additional job-fair summits and employment events
will be held in conjunction with the MBK Initiative.

Opportunities for Youth
ARIZONA@WORK City of Phoenix partners with
Opportunities for Youth (OFY), a coalition of
over 50 employers, governmental agencies,
non-profits,
community
colleges,
and
universities committed to creating educational
and employment pathways for opportunity
youth across Maricopa County. In 2017, the
ASU College of Public Service & Community
Solutions
became
the
backbone
organization of OFY and continues to find
solutions to complex issues for opportunity
youth. Maricopa County is home to an
estimated 75,000 youth ages 16-24 who are
neither in school nor working. Across the
County, 13.6% of youth are disengaged from
school and work, compared with 14% in the state of Arizona and 12.3% nationally.
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Opportunities for Youth addresses this challenge in the following ways:
 Build public support to help disconnected (opportunity) youth reengage in school and
work.
 Build a system of support that ensures all youth-serving organizations serving this
population have the principles, standards and processes that will health be successful.
 Build a system of collaboration and alignment to avoid duplication and to effectively serve
as many youths as possible.
Additionally, OFY oversees the Reengagement Center Initiative. Reengagement Centers are a
collaborative, community response to the increasing number of local youth disconnected from
school or work. Community resource centers across the valley have dedicated themselves to the
Opportunities for Youth initiative and agreed to uphold the quality standards to ensure no youth
is left behind. The network of reengagement centers offers a wide variety of services to meet the
needs of the diverse population in Phoenix. Each reengagement center uses their community
focus and unique business model to further our collective impact.

Strategies for Coordination
Using the ISD model to maximize coordination of services, for 2016-2020, ARIZONA@WORK City
of Phoenix will improve alignment with Maricopa County Community College District (MCCCD)
and its sector partnerships. Better alignment will yield a cohesive response to industry’s demand
for post-secondary education and technical skills credentials. Together, agencies can do a
periodical review of services to ensure that education and trainings provided to customers match
with employer and industry demand and align with current requirements in secondary and postsecondary standards. Further, ARIZONA@WORK City of Phoenix aims to work with MCCCD and
other institutes of higher education to articulate CTE programs; to design and/or implement
relevant career pathways that can be used for individual career planning; and, to develop
communication strategies for more timely and effective responsiveness to training needs.
Additionally, the PBWD Board will encourage the ARIZONA@WORK City of Phoenix core partners
to work with other community colleges, universities and secondary schools in the region to
identify complementary activities, such as career counseling and job fairs. This will also include
implementing state strategies to explore more opportunities for coordination and sharing
resources to enhance services, including:





Utilize partners’ expertise in strategic planning, grant planning and grant applications,
including sector strategy teams for employer engagement and community colleges for
curriculum development and regional labor market data;
Engage core partners, educational providers and sector strategy teams in asset mapping
to better utilize existing resources and knowledge;
Collaborate to identify and build on best practices, such as Arizona Integrated Basic
Education and Skills Training, YouthBuild, CTE Dual Enrollment, Carl D. Perkins Programs
of Study, and Joint Technical Education Districts; and
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Explore standards for core competency training, such as the Certified Workforce Development
Professional (CWDP) credential.

Provision of Transportation
Participants and customers face a number of
barriers to employment. As a result,
ARIZONA@WORK City of Phoenix provides
transportation assistance and other supportive
services to eliminate accessibility as an obstacle.
Title IB programs purchase and provide all day and
monthly bus passes to eligible Adults, Dislocated
Workers, and Youth customers who are
experiencing transportation challenges while
working through their employment plan toward
academic and/or employment success. The passes
can also be used for the local light rail system. The
workforce system provides transportation
assistance and other supports (i.e. emergency onetime rental assistance, vision checks and purchase
of glasses, childcare assistance, and utility bill
assistance) according to established policies,
procedures, and funding limits.

American Job Center Partners

ARIZONA@WORK City of Phoenix will create an integrated, interconnected system of providers
including community and faith-based organizations, government agencies, education and
training providers, and business. This means incorporating WIOA Title I, II, III, and IV programs as
well as mandated partners into the system in a streamlined manner that reduces duplication of
services across programs. ARIZONA@WORK City of Phoenix staff are charged with convening all
the stakeholders and providing technical assistance, resource sharing and collaborative meetings
and workshops in order to align the various partners.
Redefined roles and resource contributions have been addressed and designed for 2016-2020,
according to new WIOA guidance. Planning meetings between system partners have been
completed to ensure all stakeholders were meaningfully involved in negotiations and
collaborative efforts. Distinct deliverables are being established as part of strategic planning
efforts, and the CEO is being briefed regularly on progress. The aim for going forward is to
leverage and disseminate the expertise of each agency and in doing so will inherently minimize
overlap and redundancy.
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Documenting Roles

Mandated by federal legislation, the Memorandum of Understanding (MOU) and Infrastructure
Funding Agreement (IFA) is an agreement between the PBWD Board and ARIZONA@WORK City
of Phoenix partners.
The MOU explicitly:
a.
b.
c.
d.

Describes the services to be provided by the partners;
Describes the funding sources for identified services and system operations;
Identifies the methods of referral to connect job seekers with needed services; and
Identifies the methods to ensure that customer needs are met, including access to
technology and materials available through the one-stop system.
American Job Center infrastructure costs are
non-personnel costs such as rent, utilities,
equipment, and technology that are
necessary for the general operation of the job
centers. Through the MOU negotiation
process, a methodology on which each
partner’s share of the costs was determined
and collected.

Fiduciary Responsibility
AZDES grants WIOA funds to Governor designated LWDA’s based on specific formulas. The funds
are distinctly allocated to each LWDA by WIOA program service category.
The city of Phoenix Human Services Department (HSD) serves as the fiscal agent for
ARIZONA@WORK City of Phoenix and operates an array of programs totaling a nearly $70 million
annual budget. HSD provides a comprehensive array of services to help people meet emergency,
short-and long-term needs, and help every individual reach their highest level of self-sufficiency.
The State of Arizona
receives WIOA formula
grant program funding
from the U.S. Department
of Labor

The Arizona Department
of Economic Security
(AZDES) is the State’s
WIOA administrator

As the Chief Elected
Official (CEO), the Phoenix
Mayor bears the WIOA
fiduciary responsibility of
grant fund disbursal

As a federally funded Community Action Agency, HSD is experienced with federal auditing
processes and is subject to an internal audit of one of its major programs annually. The City’s
audit reviews financial operations, management controls, purchasing, contract compliance, City
policy and regulatory compliance and information system management controls. The
Department’s management team consist of nine middle managers with diverse experience and
education providing oversight in each service area.
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Awarding Contracts

Contract services are procured in compliance with
applicable City policies. The PWBD Board will
make recommendations to the ARIZONA@WORK
City of Phoenix Board Liaison on the issuance of
solicitations for sub-recipients and for
professional services contracts exceeding
$100,000 in aggregate value. The Board’s
recommendations will be incorporated into the
City’s annual procurement plan, which is subject
to City Manager approval.
Solicitation notices are published on the City’s
website, the ARIZONA@WORK City of Phoenix
website, in the City’s paper of record, and at least one newspaper that primarily serves minority
members of the community. Notices will include: a brief description of the needed services, the
website where the solicitation will be posted, the time and date of any pre-proposal meeting,
and the proposal deadline. Copies of solicitation notices are retained in each procurement file.
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The solicitation will include: the address for submitting proposals; the proposal deadline; the
number of proposal copies required; the date, time and location of any pre-proposal meeting;
the scope of work describing the services to be performed, any deliverables, and a time frame
for completion of the work; any minimum qualifications such as professional certifications,
licenses or specific experience; evaluation criteria; insurance and indemnification requirements;
and payment terms and requirements. Each solicitation will be open at least two weeks.
Upon receipt of a proposal, City staff will provide the proposer with a time-stamped receipt.
Proposals will be stored, unopened, in a secure area until the proposal deadline and procurement
staff will verify the proposals are responsive to the solicitation’s requirements.
For each solicitation with more than one responsive proposal, an evaluation panel, appointed by
the Human Services Director, will be convened to evaluate the responsive proposals. Typically,
evaluation panels are comprised of three to five individuals who can materially contribute to the
evaluation process. These individuals may be City staff or independent, third-party subjectmatter experts. All evaluation panel members must comply with the City’s Ethics Policy and be
unaffiliated with any proposer.
Each evaluation panel member will individually review the responsive proposals. City staff will
facilitate proposer interviews, if needed, and the evaluation panel’s deliberations. During
deliberations, the panel will determine a consensus score for each evaluation criterion published
in the solicitation for each proposal, which will then be added together to determine a total
consensus score for each proposal. Upon the Director’s acceptance, contract award
recommendations for sub-recipients and for professional services contracts exceeding $100,000
in aggregate value will be presented to the PWBD Board and, subsequently, to the Phoenix City
Council. Upon City Council approval, staff will finalize any contract negotiations and initiate
services.
If a procurement protest is received, City staff will follow the formal protest process, which is
outlined in each solicitation.
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IV. Access

WIOA’s provisions explicitly outline the importance for local workforce agencies to create
opportunities to better serve low-income and underprepared individuals. Phoenix, which is
home to nearly a quarter of the State’s population, has a high saturation of vulnerable adults and
youth. More than a third of the population speaks a language other than English at home. Thus,
ARIZONA@WORK City of Phoenix must be prepared to better target training services and
strategies to more disadvantaged populations.
A diverse and inclusive workforce is necessary to drive innovation, foster
creativity, and guide business strategies. – Forbes Insights, Global Diversity
and Inclusion, Fostering Innovation through a Diverse Workforce

The City of Phoenix is avidly working to offer innovative and targeted programs for local
populations. To improve accessibility to the array of programs and services available to
individuals, ARIZONA@WORK City of Phoenix and the core partners need to expand and diversify
outreach efforts to broaden the reach of public awareness and increase enrollments. Then, once
customers are seeking help from WIOA services, the workforce system, as one, must provide
excellent customer service for comprehensive services.
During the next 18 months, ARIZONA@WORK City of Phoenix will implement strategies under
Pillar I. Proactive and High-Quality Services, and Pillar III. Organizational Excellence to address
eligibility and access issues that often deter adults and youth with barriers from participating in
and remaining in programs and services. Over the next four years, the City will hone the
innovation and expertise of the PBWD Board, workforce staff and other partners to create
unique, engaging, contextualized pathways that offer vulnerable populations transferrable
industry-recognized credentials, and sustainable employment.

Priority of Services
WIOA specifically mentions that individuals with barriers to employment and those most
vulnerable are given priority access to services. ARIZONA@WORK City of Phoenix utilizes Priority
of Services policy to ensure those most in need are the first to gain access to services. Further,
ARIZONA@WORK City of Phoenix leverages partner programs to serve a higher volume of
customers, to provide specialized services, and to provide more sustainable and comprehensive
wrap-around services, to ensure all customers’ needs are met.
Internal policies exist for determining priority of service and are documented in Arizona Job
Connection at the time of enrollment.
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Priority of Service for the Adult Program is to be determined, in order, by the following priority
groups:
1. First Priority: Veterans and eligible spouses of veterans who are low income, recipients of
public assistance or basic skills deficient.
2. Second Priority: Non-veterans who are low income, recipients of public assistance or basic
skills deficient.
3. Third Priority: Veterans and eligible spouses of veterans who are not low income, not
recipients of public assistance, or not basic skills deficient.
4. Fourth Priority: Non-veterans who are not low income, not recipients of public assistance, or
not basic skills deficient may be enrolled on a case by case basis with documented program
managerial approval. The number of adults enrolled in WIOA Title 1B who are not Priorities
1-3 shall not exceed 10% of all adults registered in the current program year.

Innovative Approaches to Address Diverse Barriers
Partnership for Opening Doors – continuum of care
and interventions for homeless population

On October 16, 2014 the US Department of Labor, the US
Department of Housing and Urban Development, the US
Interagency Council on Homelessness and the Butler Family
Foundation convened a National Summit on Partnership for
Opening Doors (POD) held in Washington DC. The City of
Phoenix and Maricopa County jointly represented one of
the 11 communities invited to participate. The Summit
discussed approaches for integrating employment and
housing strategies to prevent homelessness.
Participation in the Summit was a launch pad for a local systemic response for a continuum of
care program. The continuum of care program provides outreach, assessment, housing
interventions, case management, support services (i.e. child care) and employment services, to
the local homeless population. An integration of services between ARIZONA@WORK City of
Phoenix, ARIZONA@WORK Maricopa County, UMOM New Day Center, Mercy House, A New Leaf
and Valley of the Sun United Way, will continue to bridge workforce and housing systems in
efforts to eradicate homelessness in the City of Phoenix.

Strengthening Working Families Initiative Grant – workforce development and support
services for low-income parents

The Strengthening Working Families Initiative (SWFI) is a new multi-agency collaborative
partnership funded by the U.S. Department of Labor, and lead by the City of Phoenix.
SWFI will recruit, train and assist low income parents with dependent children who qualify for
Head Start, Temporary Assistance for Needy Families and/or WIOA programs in securing and
retaining employment in targeted middle to high skilled H-1B occupations. H-1B occupations are
occupations in which U.S. companies typically hire foreign workers to fill the unique skill
requirements; SWFI targets Healthcare, Information Technology and Business H-1B occupations.
Revised October 2018

41

ARIZONA@WORK City of Phoenix Local Workforce Development Plan 2016-2020

Low income families with young children residing in the City of Mesa to the east and in the
community of Maryvale to the west are prioritized under this partnership. Utilizing a coordinated
co-case management approach, the project aims to achieve sustainable systemic change by
implementing and improving system coordination between city and county workforce, Head
Start, TANF and child care organizations. The project will work to remove barriers to training
encountered by low income parents, specifically access to quality child care and support services
that lead to job placement with livable wages.

City of Phoenix Municipal Court – License to Work Initiative

ARIZONA@WORK City of Phoenix embarked on a unique partnership with the City of Phoenix
Municipal Court where workforce staff provide services to individuals with suspended licenses
who are being offered an opportunity to participate in a payment plan to pay-off court fines in a
specified amount of time. Suspended licenses fines can easily exceed $1,200. Court officials had
previously identified that many individuals are unemployed or underemployed and therefore
unable to pay their fines in a timely manner. The pilot, called “License to Work,” is pairing those
with suspended licenses with an ARIZONA@WORK case manager to assist them in getting
employed quickly. This will enable them to participate in the payment program, pay off their
debt, and get on with their lives. Staff spends six hours per week meeting with attorneys and
judges for the common good of customers who are participation in this initiative. The City of
Phoenix Municipal Court is reporting that 90% of the program participants are current with their
payment plans.

Facilitating Access through Technology
Technology will be used to facilitate access





Providing participants access to online forms, job searches and assessment tools;
Providing any necessary accommodations to participate in services for individuals with
disabilities; and
Increasing awareness of services through ARIZONA@WORK website, and social media
outlets to notify customers of special events, forums, job openings, resources, success
stories, etc.

Additional means for implementing technology through the Memorandum of Understanding
(MOU) between the partners and the PBWD Board continue to be explored. There is no intent
to utilize technology in lieu of transportation as there are no remote areas in the City of Phoenix
and Job Centers are strategically located throughout the City. ARIZONA@WORK Maricopa County
has a number of sites that serve outside of the City of Phoenix, in Maricopa County, providing
access for individuals in the region in those remote areas.
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Physical and Programmatic Accessibility of Facilities, Programs and Services,
Technology, and Materials for Individuals with Disabilities
ARIZONA@WORK City of Phoenix and its partners are all mindful of and dedicated to ensuring
physical and programmatic accessibility for individuals with disabilities. The American Job Center
Operator is charged with, as one of its responsibilities, ensuring that all facilities, technology, and
services, employment placements and outreach materials are compliant with the Americans with
Disabilities Act (ADA) and Equal Opportunity (EO) guidelines. Job Center staff will make every
reasonable effort to meet the need of any individual identifying an accommodation for
participation or accessibility. This may include: enlarged print materials, listening systems,
qualified sign language interpreters, Braille, audiocassettes, etc. Further, Job Center staff will
make reasonable changes to an activity so that participants can understand and participate. If
the Job Center or VR staff does not have an existing accommodation method, staff will research
a means and acquire the item, process or technology, within reason. Additionally, all vendors and
the One-Stop Operator coordinates annual training to staff on addressing the needs of individuals
with disabilities.

One-Stop Delivery Compliance with the Workforce Innovation and Opportunity
Act (WIOA)
ARIZONA@WORK City of Phoenix and its partners are all mindful of and dedicated to ensuring
physical and programmatic accessibility for individuals with disabilities. The American Job Center
Operator is charged with, as one of its responsibilities, ensuring that all facilities, technology, and
services, employment placements and outreach materials are compliant with the Americans with
Disabilities Act (ADA) and Equal Opportunity (EO) guidelines. Job Center staff will make every
reasonable effort to meet the need of any individual identifying an accommodation for
participation or accessibility. This may include: enlarged print materials, listening systems,
qualified sign language interpreters, Braille, audiocassettes, etc. Further, Job Center staff will
make reasonable changes to an activity so that participants can understand and participate. If
the Job Center or VR staff does not have an existing accommodation method, staff will research
a means and acquire the item, process or technology, within reason. Additionally, all vendors and
the One-Stop Operator coordinates annual training to staff on addressing the needs of individuals
with disabilities.

Compliance with the Nondiscrimination and Equal Opportunity Provisions
ARIZONA@WORK City of Phoenix will provide a designated Equal Opportunity Officer (EO) with
sufficient resources and training to ensure compliance with the nondiscrimination and equal
opportunity provisions of Section 188 of the WIOA. To reinforce complete compliance, each
American Job Center contract includes assurances to comply with the EEO notices and nondiscrimination procedures. Each site in the workforce system is monitored by the designated EO
to ensure compliance with the provisions outlined in Section 188 of WIOA.
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Compliance with the Title IV Vocational Rehabilitation Complaint Process
To be compliant with Section 504 of the Rehabilitation Act of 1973, ARIZONA@WORK City of
Phoenix will provide the following information to customers with disabilities who are applicants
or employees in the private sector or state and local government agencies:
To file a complaint under Section 504 with the Federal government, complaints must be
addressed to the Office of Civil Rights at the agency that provided the funds, or to the U.S.
Department of Justice, Civil Rights Division, Coordination and Review Section, P.O. Box 66118,
Washington, DC, 20035-6118.

Policies in Process
ARIZONA@WORK City of Phoenix policies have been updated to reflect WIOA mandates and
standards for EEO compliance; Section 188 of the WIOA; Non-Discrimination Policy; Customer
Grievance/Complaint Procedures; Limited English Proficiency; and Equal Opportunity Notice and
Forms. Revised policies are available at https://arizonaatwork.com/arizonawork-city-phoenix-policies.

State Nondiscrimination Plan
Each ARIZONA@WORK City of Phoenix access site has complied with the State Nondiscrimination
Plan in accordance with each of the nine elements. An outline of compliance steps and methods
for each element can be found in Appendix 4.

Equal Opportunity (EO) Officers
City of Phoenix
Kerri Barnes
Equal Opportunity Officer
200 W. Washington,
19th Floor
Phoenix, AZ 85003-1611
Phone: (602) 534-0548
Fax: (602) 534-3915
TTY/TTD: 7-11Kerri.barnes@phoenix.gov

The State of Arizona
Kerry Bernard
State WIOA EO Officer
Office of Equal Opportunity
Department of Economic Security
1789 W. Jefferson Ave. MD 51H3
Phoenix, Arizona 85007
Phone: (602) 364 -3976
Fax: (602) 364 - 3982
TTY/TDD: 7-1-1
Email:
WIOAStateEOOfficer@azdes.gov

The Civil Rights Center
Naomi M. Barry-Perez,
Director Civil Rights
Center (CRC)
U.S. Department of Labor
200 Constitution Avenue
NW Room N-4123
Washington, DC 20210
Phone: (202) 693-6500
Fax: (202) 693-6505
TTY: (202) 693-6516

ARIZONA@WORK City of Phoenix has EEO notices posted in the three American Job Centers, the
Business and Workforce Development Center, the Eligible Training Provider locations and each
subcontractor site location.
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Discrimination Complaint Process
It is the policy of ARIZONA@WORK City of Phoenix that all customers be treated equally. If a
customer believes that he/she has not been properly treated or if he/she has a complaint about
services provided, they may complete a Customer Complaint Form (CCF). Copies of the CCF are
readily available to the public at all Job Centers, including the subcontractor locations.
Each complaint must be filed in writing and include all pertinent information adhere to specific
time parameters. The City will investigate all complaints regarding discrimination and service
delivery. The process includes an Informal Resolution, Impartial Hearing and Alternative Dispute
Resolution (ADR)/Mediation Process. All complaints are kept confidential and intimidation and
retaliation are prohibited. ARIZONA@WORK City of Phoenix abides by the same time frames as
the Civil Rights Center and the State issued Nondiscrimination Plan.
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V. Employer Engagement/Coordination with Economic Development
Under WIOA, there is more emphasis on aligning workforce development programs with
economic development efforts, which is critical to local, regional, and national economic growth.
The City has put a lot of effort and innovation in revitalizing the core downtown area, as well as
recruiting and attracting businesses to Phoenix. This included purchasing land to draw in three
state universities to build downtown campuses; offering competitive incentives to investors and
businesses; and, offering affordable and accessible business space. However, this formula will
not work if the workforce system is not part of the equation. When education and workforce
development is relevant and producing high-quality workers, businesses are hiring and retaining
talent triggering community growth and additional investments. Workers become self-sufficient,
and make purchases putting money back into the economy. This cycle of growth attracts even
more business and development.
“Phoenix’s economy is expanding and diversifying—and we need a strong workforce to
support the new companies attracted to our region. Our economic development team
and Workforce Board are partners in addressing the needs of businesses and ensuring
that our workers have the advanced skills they need to succeed. We have world class
talent in Phoenix—and these efforts connect our workforce with opportunity.”
– Mayor Thelda Williams

The City of Phoenix devotes five divisions to support community and economic development: 1)
International; 2) Community Development; 3) Business Attraction; and, 4) Business Retention and
Expansion. These divisions work collaboratively on joint outreach and awareness, addressing
challenges, planning strategies and activities, and reviewing feedback and performance for future
capacity building and improvements.
Over the next 18 months, through Pillar II: Community Outreach and Engagement, these divisions will
strategically combine education and training investments with regional civic/economic growth strategies.
This will be accomplished through collaboration among partners, enhancing sector strategies, and by
leveraging the business and industry insight of the PBWD Board. During the next four years, strong
collaboration, sector partnerships and PBWD Board expertise will establish platforms and processes for
career pathways and other employer informed work-based learning opportunities.

Coordination with Economic Development Activities
The PBWD Board is strategically aligned with industry and economic development. Their acumen
in this area provided the vision for sector strategy partnerships with the development of a task
force focused on conducting research, creating a strategy, identifying a high-growth sector and
engaging employers to ultimately launch a partnership. Thus, ARIZONA@WORK City of Phoenix
has entered into and will continue a series of strategic sector partnerships that facilitate the
engagement of employers of all sizes including small to large business. This effort is led by the
City of Phoenix Community and Economic Development Department (CEDD)’s Business Retention
and Expansion Team, which has the experience to maintain a balanced focus to support
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workforce and industry strategies, and further economic development. The Business Retention
and Expansion Team vets the efforts and partnerships to ensure that Phoenix is a major hub for
key sectors, which will attract investors and talent.
Currently, the sector partnerships reflect in-demand or high-demand industry sectors such as
Advanced Business Services, Information Technology / Cyber Security, and Advanced
Manufacturing. The sector partnerships are led by business leaders, collaborating with municipal,
non-profit organizations and higher education partners. Specifically, key partners for statewide
support and funding have included the Arizona Commerce Authority, City of Phoenix, Greater
Phoenix Chamber of Commerce, Maricopa County Community College District (MCCCD), and
ARIZONA@WORK. Jointly, partners aim to grow sectors, create synergy, and coordinate solutions
to local micro and macro organizational development issues that impact workforce and economic
development concerns. To ensure the partnerships are effective, efficient and productive,
Collaborative Economics, a firm with national sector strategy experience, has provided
professional services such as facilitation, training and guidance.

Community and Economic Development Department (CEDD) Divisions
International
Trade Export Promotion services are available to assist Phoenix companies to increase their
global sales.
Expansion services are provided to foreign companies that are expanding and/or relocating
operations to Phoenix. Services are provided by the Department’s multilingual team who help
foreign companies to streamline their projects, as well as provide services tailored to meet their
unique needs.
Foreign-Trade Zones (FTZ) are secure areas under supervision of the U.S. Customs and Border
Protection (CBP). These areas are considered outside the customs territory of the United States
at which special CBP procedures may be used. Foreign and domestic merchandise may be moved
into zones for storage, exhibition, assembly, manufacturing, and processing without payment of
duties, quota and other import restrictions until the decision is made to enter the goods into the
U.S. market. Authority for establishing foreign-trade zones is granted by the Foreign-Trade Zones
Board.
As a FTZ grantee, the City of Phoenix is responsible for establishing, administering and marketing
the Foreign-Trade Zone program for the greater Phoenix area (No.75).
Phoenix Sister Cities exists to create people-to-people relationships between the residents of
Phoenix and its sister cities through commercial, educational, cultural and artistic exchange
programs and events that create and sustain global, long-term, international partnerships and
business opportunities for the citizens of Phoenix.
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Community Development (Surrounding Downtown Phoenix Development)

The CEDD manages the disposition and redevelopment of city-owned land, based on priorities
set by the City Council and the strategic downtown vision. The disposition of land is administered
through a competitive RFP process, where sealed proposals are submitted to and evaluated by a
panel of city staff, neighborhood leaders, and representatives from the private sector. The panel
utilizes consensus methodology to select the proposal that represents the highest and best use
for the property based on criteria specifically approved by the City Council.
CEDD also invites sealed proposals for development on privately-owned land through the annual
Downtown RFP. The Downtown RFP streamlines the request for, and evaluation of, City
assistance for realistic, buildable and appropriate urban and mixed-use development and
redevelopment by the private sector. Proposals are evaluated by a panel and require approval
by the City Council.

Business Attraction

The Business Attraction Team works to attract quality businesses that strengthen and diversify
the Phoenix economy through job growth, private investment and creating a sense of community.
They are able to provide various information and services such as coordination of site selection,
Labor Market Information, cost of business in Phoenix, and introductions to business leaders to
speak to the City’s strengths. Industry focuses reflect the State’s priority sectors as well as local
“mission critical” businesses. The business attraction target industries include:
healthcare/biomedical; advanced business services; manufacturing / logistics; mission critical;
aerospace / aviation; emerging technologies; and software.

Business Retention and Expansion

The Business Retention and Expansion division is responsible for developing and enhancing
relationships with employers, gathering business intelligence through business visits, providing
customized programs and services and helping to ensure businesses retain and expand their
operations in Phoenix. Research has consistently demonstrated that between 65 to 80 percent of
new jobs are created by existing businesses in a community, rather than those that relocate. BRE
continues to focus on the growth of the existing business community, which is a vital part of an
overall mission to help facilitate local business, jobs and economic growth.
In addition, if a business is interested in working with the city for contracting or procurement the
team can assist with registration.
Business Retention and Expansion Services include: site selection, expansion assistance and a
concierge for navigating city departments. Phoenix is also dedicated to helping small business
succeed. A wide variety of services are offered to businesses in any stage of growth. Go to
https://www.phoenix.gov/econdev/Small-Business link for information on programs available.
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Sector Strategies

Sector strategy partners advance locally relevant skills of the available workforce. Sector
strategies for ARIZONA@WORK City of Phoenix include those that…












Showcase existing assets and the value the sector brings to Phoenix.
Brand the region as a city of choice for doing business in a sector.
Provide lead generation for outreach and business retention and expansion visits.
Provide education to law makers and catalyze policy change.
Strengthen grant applications due to an already established business partnership.
Provide a forum for business, education and the community to collaborate.
Ensure education and the community are responding to business needs.
Help retain and attract talent and help grow the talent pipeline.
Identify skill gaps and build cohorts and work-based learning solutions.
Create sustainable home for industry-driven, career pathways systems.
Engage business leaders as proactive partners in developing an agenda for improving
sector competitiveness and strengthening the talent pipeline.

PBWD Board has been instrumental in convening and/or supporting local area specific sector
initiatives. Over the next four years, the Board will continue to enhance and expand current
sectors strategies while closely monitoring labor market and economic development trends for
new opportunities.
Healthcare Sector Strategy
CEDD and the PBWD Board took the lead
in
convening
healthcare-related
partners for an inaugural Health Care
Sector Partnership. Over 35 businesses
were in attendance along with six
educational institutions and seven
community partners. Four years later,
more than 250 businesses, educational
institutions and community partners
actively participate in the Sector
meetings. Key milestones of the Health
Care Sector Partnership meetings
include:




Conducted workforce presentations to businesses and associations (Maricopa
Integrated Health Systems, Arizona Council of Human Service Providers, and Arizona
Alliance of Community Health Centers) to highlight apprenticeship and training
opportunities, as well as funding streams from the workforce program.
Explored an opportunity to replicate an energy youth training program in health care
in collaboration with PUHSD, CTE, MCCCD, United Way and other partners.
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Facilitated a sector partnership event in October 2014 with 90 participants.
Provided input for a health care website created by the Greater Phoenix Economic
Council (GPEC) highlighting why Metro Phoenix is the place to live, work, heal and
collaborate/research (greaterphoenixhealth.com).
Formed three Talent Subcommittees which included New Talent Pipeline Development,

Expanding Incentives and Reducing Barriers, and Increasing Alignment between Workforce
Training and Sector Needs.









Discovered common goals when aligning the Phoenix Health Care Sector Partnership
with the Greater Phoenix Chamber of Commerce (GPCC)’s Health Care Leadership
Council.
Completed a synthesis of current and projected health care workforce gaps in Arizona
- Health Workforce, Healthy Economy Policy Primer.
Creation of a Steering Committee of Human Resource leaders to provide guidance on a survey
of human resource professionals to determine future workforce needs.

Facilitated a Policy Briefing at the Arizona State Capitol to educate policy makers.
Supported passage of State Bill 1194 legislation that expands eligible providers that can
participate in the State Loan Repayment Program.



Collaborated with the Arizona Nurses’ Association/Arizona Action Coalition to support

a $150,000 workforce grant application from the Robert Wood Johnson Foundation.




Brought recognition to the PBWD Board and assisted Board Chair to be selected for
national board.
Transitioned the convening role to the GPCC to further the engagement of a broad
base of industry leaders and align efforts with GPCC’s Phoenix Forward economic
development initiative.

Advanced Business Services (ABS)
Over 40 companies are currently active in the Advanced Business Services sector partnership
including eight industries; Telecommunications, Banking, Investment, Insurance, and Health
Care. The collaborative industry partnership has three focuses; 1) branding, 2) talent referral
network, and 3) career pathing each lead by industry leaders with the intention to have industry
develop and share innovations in workforce solutions.
Since its launch, the ABS has continued to provide support to industry leaders through
facilitation, networking, and coaching. The ABS has also developed labor market information
specific to the industry at large including job descriptions, skills and competencies necessary for
effectiveness. ABS sector has worked with GateWay Community College to develop a cohort
program that has been piloted in 2017-18, connecting jobseekers to a four-week certification
program and companies that will provide networking and interview opportunities during the
training period. In addition, The City of Phoenix has worked closely with the Phoenix Chamber
of Commerce to deliver a pre-vocational Series 7 program aligning FINRA test preparation work,
hiring companies, with a pathway that encourages a wider demographic of individuals to become
interested in, and certified to become financial and investment professionals.
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Cyber Security
As a result of the ABS sector meetings, a series of cohort training programs, including specific five
programs, were created with industry and education partners to address the demands for entry
level help desk positions that provide a career path to a variety of cyber positions. The entry level
program included a CompTIA IT fundamentals certification blended with IT Help desk and
Customer Service certifications. Stackable credential programs included CompTIA A+, Network+,
and Security+ programs.
Advanced Manufacturing
The City of Phoenix is in the early stages of extending a program being delivered in the Tucson
area and will be convening sector meetings in fiscal 2018-19.

Engagement of Employers
ARIZONA@WORK City of Phoenix currently facilitates engagement of employers through sector
partnerships and direct communication with businesses. Business engagement specialists are
focused on working with business representatives qualitatively. The team works with
quantitative labor market trends as a baseline for what is occurring by industry or region. The
qualitative approach helps to determine how resources can proactively impact business needs
for skills and characteristics that are in demand.
To inform job centers and workforce development partners of current and future labor market
needs, the business engagement team has created a series of labor market infographics by
industry connecting future demand, skills needed, education needs, and a list of relevant eligible
training providers into one document. This data tool not only assists workforce development
partners in understanding what employers need, but also creates a consolidate way for job
seekers to gain an overall understanding of priority industries so they can refine their job and
education research.
The PBWDB Business Engagement Committee creates and delivers “Bagels and Business”
providing executives relevant information regarding current workforce development topics and
connecting businesses with innovative ways to approach workforce concerns. Although the
delivery of information changes based on the topic, the format often includes a blend of subject
matter experts from business, education, consultant, and workforce to discuss topics from
various perspectives. In addition, forums are created to connect workforce development teams
and job seekers to businesses to further understand of hiring and training needs, such as the
cohort programs that connect training to hiring companies.
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Strategies to Meet the Needs of Local Businesses
Business and Workforce Development Center
Phoenix is the only city in the region to have an
in-house team fully dedicated to workforce
business services, creating a direct pipeline
between employers and talent. The Phoenix
Business and Workforce Development Center
focuses on talent acquisition where the team
can develop/offer customized services, and
programs, tailored to meet the unique needs of
employers. The team provides services such as:









Hiring events and searches;
Free job postings on a statewide
system called AZJobConnection.gov;
Access to educational institutions;
Pre-vocational training in the form of
Cohorts (ETPL listed education
partners selected by industry to
proactively resolve skill needs) and
Customized training (education
partners selected by industry to
create a customized prevocational
training for their hiring needs);
On the Job training grants; and
Incumbent Worker training grants

The Business Center boasts three conference and training rooms that can accommodate over 200
individuals as well as small meeting rooms for interviews, and a 25-seat computer lab. The Center is made
available at no cost to businesses that need services that align with WIOA programs including recruiting
events, pre-hire trainings, strategic planning (layoff aversion), and post hire skills training.

Innovative Business Services
The Hive

hive @ central is a discovery space for business entrepreneurs
that combines elements of a co-working space with expert
library fact-finding services and resources, and ASU startup
expertise. hive @ central was developed in partnership
with ASU Entrepreneurship & Innovation Group, the City of
Phoenix CEDD and the Phoenix Public Library. The space is part
of the Entrepreneurship Outreach Network, bringing together
inventors, problem-solvers, entrepreneurs and small businesses in collaboration spaces in
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community libraries across Arizona. The location offers free resources such as one-on-one
mentoring, workshops, and equipment. Additionally, the space provides the opportunity to
gather innovators and entrepreneurs to share ideas and work together to develop business
concepts.

The Workforce Collaborative

ARIZONA@WORK City of Phoenix has convened a collaborative network of cross functional
workforce development organizations located throughout the valley to create a collective
regional resource. The mission of the Workforce Collaborative is to focus on business and
industry needs and to leverage the combined strengths of regional partnerships to equip
qualified diverse talent with the skills needed to foster economic development and stability. The
Workforce Collaborative was re-launched in 2015 and is in the process of developing how the
Collaborative will engage each other. Once processes are in place, the Workforce Collaborative
will provide a regional competitive advantage to employers and job seekers by sharing ideas,
leveraging partnerships, eliminating silos, reducing duplicate efforts, and streamlining services.
The goal is to provide an innovative approach for a livable workforce economy.

Veterans Hiring Initiatives

Priority of Services for veterans is an established element of the ARIZONA@WORK system and
we continue to focus on effectively serving transiting, unemployed and underemployed military
members, veterans and their family members. The veteran initiatives will include: Active Military,
Reserve and Guard Members, Veterans, Active Military Transitioning, and Military Spouses. Our
focus will integrate with the Arizona Roadmap to Veteran Employment, a statewide
public/private partnership of key stakeholders with an emphasis on job seekers, employment
services providers, employers, and the community.
ARIZONA@WORK City of Phoenix will provide veteran focused hiring initiatives in collaboration
with community stakeholders. Initiatives include annual recruiting events with supportive not
cost workshops assisting with resume preparation, interview skills, and general career readiness
as needed. ARIZONA@WORK City of Phoenix will also meet with stakeholders specifically
including the Arizona Coalition for Military Families and the Veterans Administration to discuss
industry lead customized and cohort trainings that can be proactively provided, connecting
future veterans to skills that are tied to employment in high demand sectors.
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Labor Market Information (LMI)

Labor Market Information (LMI) monthly,
at-a-glance infographics identify labor
market needs and company needs. LMI can
assist workforce development stakeholders
to create proactive and agile strategies that
or attract qualified employees. LMI can
assist job seekers in the career planning
process, reducing haphazard search
methods.
LMI information will be created and made
accessible for each of the ARIZONA@WORK
City of Phoenix industry sectors.
Customized LMI information can be
provided to employers to assist with
workforce planning including local areas
details such as:






Number of open positions;
Certifications;
Job titles and pathing;
Top employers; and
Wage range.

The LMI report is available as a tool for the
Job Centers, and core partners in the
region.

On-the-Job Training (OJT)

In an effort to further facilitate engagement of small employers of demand industry sectors, such
as Health Care and Advanced Manufacturing, ARIZONA@WORK City of Phoenix offers a newly
revised On-the-Job (OJT) training program that specifically focuses on local workforce
development needs of both the employer and job seeker. Job seekers come to the process with
a passion to learn and develop their skills. Employers come to the process with a passion to
mentor and provide the job seeker with the skills necessary to succeed in a position; a position
the job seeker needs remedial training to perform.
The OJT program reimburses qualified businesses located in the City of Phoenix to compensate
for the costs associated with training new full-time employees. The OJT program assists
businesses with up to 50% of an employee’s hourly wages during the training period (no more
than six months and is based on the training plan and prior experience of the trainee); and is for
businesses that are not able to fulfill their skilled labor force needs with qualified, experienced
employees. The OJT program is funded by WIOA and is administered by the City of Phoenix CEDD.
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Customized Training

Customized training is designed to meet unique training needs of business or a group of
businesses to train prospective employees pre-vocationally (new employees). Customized
training is led by business creating a process for employers to identify training needs that will
proactively develop future employees with the skills needed to be successful. Businesses
coordinate with an external training provider to build the curriculum and delivery method. A
method of selecting or screening candidates into the training program will be created and
individuals are enrolled in the short-term training program. Those who successfully complete of
the training program are interviewed by the business, creating a proactive process for high
demand employment. The customized training program reimburses the business 50% of the
tuition for eligible job seekers.

Incumbent Worker Training (IWT)

Incumbent Workforce Training (IWT) is a program designed to assist organizations in the retention
of a skilled workforce. IWT grants provide financial assistance for the delivery of training
programs that provide existing employees an opportunity to gain competitive skills necessary to
avoid potential separation of employment. As organizations innovate, the need for new
workforce skills increases so the employee can remain competitive meeting the current skills
necessary to be competitive in the industry.
The IWT program provides up to $50,000 in training reimbursements at a 50-90% match based
on company size. To be eligible, the employee must have been employed with the company for
six months or greater at full-time status. The training provider is selected by the employer and
must provide industry recognized skill enhancement.

Talent Acquisition

Attracting the right talent can be a costly
initiative. To assist companies, and job
seekers
find
a
career
path,
ARIZONA@WORK City of Phoenix has
developed a scalable recruiting process
that can be customized to meet each local
business’ specific recruiting need:
Step 1 Assessment - work with the business
subject matter experts to perform a
prospective
employee
assessment
to
understand the position requirements and
reasons for employee derailment.

Step 2 Marketing - connect with members from partner organizations and others via email,
Forums, Social Media and tactical planning meetings.
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Step 3 Job Posting - post job descriptions to the Arizona Job Connections website where over
17,000 candidates from the Job Centers are ready to be discovered.
Step 4 Job Fairs or Information Sessions - utilize the efforts of the Marketing Stage to drive
awareness of the job information sessions. Sessions can be held at the Business & Workforce
Development Center or at an employer’s facility.
Stage 5 Resume Review / Pre-screen - assist the Human Resources team by reducing the amount
of calling, screening and scheduling of interviews the employer must take on.
Stage 6 Pre-Hire training - provide qualified new hires with basic success skills to increase an
organization’s ability to retain a new team.

Rapid Response

For businesses that anticipate downsizing or restructuring, ARIZONA@WORK Rapid Response
Services can help meet the needs of companies and employees with layoff aversion, pre-layoff
assistance and other specialized support. Rapid Response provides two main strategic resources:
1. Assist growing companies to access skilled workers from companies that have
declared they will be downsizing; and
2. Respond to layoffs or reduction in force by coordinating and providing on-site
customized services and information to companies and the impacted workers.

Linkages with Unemployment Insurance Programs
ARIZONA@WORK City of Phoenix Job Centers will continue to serve as a point of access for
unemployment assistance clients to file claims and perform the required participation.
ARIZONA@WORK City of Phoenix also has an Outplacement and Career Transitioning Team that
assist business owners who for various reasons may be laying off or dismissing staff. The goal of
this team is assist the client prior to the need to file for assistance to get them placed in a new
permanent employment position. Should the dislocation occur as the result of outsourcing, the
local Rapid Response Coordinator will attempt to educate the employer on the petition for Trade
Adjustment Assistance (TAA) with the U.S. Department of Labor. Local Trade Adjustment
Assistance Coordinators are trained to assist the business with filing of the petition if necessary.
Once approved, the TAA Coordinator will conduct Trade Adjustment Assistance specific
information sessions with all potentially eligible workers.
The local area board will support the State’s strategy to provide better linkages between
ARIZONA@WORK City of Phoenix Job Centers and unemployment insurance (UI) by continuing
to implement the Re-Employment Services and Eligibility Assessment (RESEA) targeting recently
unemployed individuals. RESEA orientations are hosted by Employment Services staff and will
continue to be jointly held with ARIZONA@WORK center staff to identify who might need other
services. RESEA orientations will also provide information about the programs offered
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throughout the one-stop system (including the Dislocated Worker program) and instructions for
registering in Arizona Job Connection (AJC). Employment services staff will begin following up
with RESEA participants who do not enroll in a program to make sure that they have registered
and entered their resume in AJC and further assist them with connecting to job placement
services.

Next Steps for Strengthening Business Services
The PBWD Board and ARIZONA@WORK City of Phoenix
are working to develop and build capacity in relevant
initiatives. Currently, efforts are directed towards
documented future growth needs in Advanced Business
Services, Health Care, Advanced Manufacturing,
Construction and IT related fields; industries in which
there are existing sector strategy partnerships. As the
sector partners define the experience components they
want to teach to new hires, the City can begin creating a
combination of On-the-job Training (OJT) programs,
employed worker training, cohort training, and
apprenticeship programs that deliver the experience
necessary for employability and then job pathing.
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VI. Programs and Service Delivery

WIOA provides new and expanded definitions to improve service delivery to low-income
individuals and those who have barriers to employment; and expands education and training
options to help participants access good jobs and advance in their careers. This means offering
priority for services, increasing the focus on training across core programs, and implementing
career pathway approaches that support postsecondary education and training, including workbased learning options, for youth and adults.
“By increasing collaboration between business and education and strengthening
educational pathways to high wage high demand careers, we will not only meet a critical
need of our workforce but provide meaningful, lucrative futures for Arizona students.” - Dr.
Sybil Francis, Executive Director of Center for the Future of Arizona

As individual agency/program expertise and resources are leveraged, and partnerships and roles
are solidified the workforce development system can be redesigned with ISD as a foundation. In
collaboration with partners, strategies are being developed to provide a broad continuum of
services with comprehensive case management and guidance to meet each individual’s needs.
The continuum of services includes an objective assessment; career pathway development;
training and education activities; leadership development; mentoring; employment
opportunities; and follow-up services.
Over the past 18 months, the redesign focused on a continuum of services and consisted of
improvements to delivery, customer service, communication, employer engagement, and
developing an inclusive talent pool. During the next two years, career pathways for relevant
industry sectors and occupations will be researched and designed, with the support of industry
stakeholders. Pathways will be supported by work-based learning options and industryrecognized credentials and certifications. Strategies to achieve these objectives are included in
this section.
A critical component of redesigning service delivery and options is developing an ongoing conduit
of information sharing. Each agency, function and service will be informed by the needs of
business and individuals in order to drive workforce solutions. Accomplishing these objectives
during 2016-2020 will support Pillar I. Proactive and High-Quality Services, and will achieve
Focused Workforce Solutions, a WIOA Hallmark of Excellence.
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ARIZONA@WORK City of Phoenix Service Delivery Model
Welcome and
Greeting

Preliminary
Skills
Assessment

Basic Career
Services

Individualized
Career
Services

Supportive
Services

Prevocational
Services

Secondary
Skills
Assessment

SOAR
Employment
Series

Adult and Dislocated Worker Activities

At the heart of the ARIZONA@WORK City of Phoenix Job Centers is an integrated customer
service delivery model which commences immediately with an initial welcome and greeting of
customers. Services are consistent for both potential dislocated and adult workers. The greeting
is followed by an individualized meeting that includes a 15- to 20-minute overview of all available
services and registration into the Arizona Job Connection job matching and resume development
system. The customer is issued a membership card to indicate they are aware of services
available and are ready to access them. For customers whose career goals and skill sets are
unclear and for those who are not able to articulate them, they are offered a preliminary
assessment as they transition to the skills development team for skills validation.
Upon completion of the preliminary skills assessment, a brief assessment that measures basic
interests and skills against occupational categories, the customer meets with a member of the
skills development team to discuss the outcomes. If the customer and skills development team
member agree that the customer’s career goals and job search focus are supported by the
outcomes, the team member reviews the available basic career services and then creates a plan
of next steps with the customer. If the customer and skills development team member identify
that the customer has skills gap that might hinder a successful job search, the team member
recommends individualized career services.
The customer is offered an array of basic career services that includes workshops, networking
activities, and hiring events. At this point, registration into the WIOA Adult program occurs to
allow the customer access to basic career services provided by WIOA Adult and Dislocated
Worker-funded staff. The basic registration does not include creation of a hard copy file or
development of an individual employment plan through case managed services. Staff then
discusses the benefits and opportunities that these basic career services offer, providing
schedules and other details to the customer. As the customer participates in basic career services,
an electronic service and training plan is used to document those services. The customer chooses
to continue with services which can include moving onto the employment team for direct oneon-one assistance with their job search. WIOA Adult and Dislocated Worker-funded staff do not
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follow-up with basic career services customers but will continue to provide services as the
customer seeks them.

Individualized Career Services

The WIOA Title IB program serves adults and dislocated workers by providing a road map for
career planning. ARIZONA@WORK City of Phoenix does this by assessing the labor market,
determining individual skill sets, and providing career counseling. When the assessment does not
result in a clear job goal, or the customer is lacking a necessary skill, more individualized career
services are recommended.
To register as an adult or dislocated worker, the customer is scheduled for an initial assessment
meeting with one of the skills development team Career Advisors to conduct a more formal
registration process. Once the necessary eligibility information and documentation is verified,
the individual is registered as either an adult or a dislocated worker.

SOAR Job Readiness Series

Since the fall of 2012, ARIZONA@WORK
City of Phoenix has employed SOAR (Selfassessment, Other-assessment, Active
research and Rewrite career plan), an
innovative and aggressive approach to fully
engage customers in their occupational
planning and employment future. Through
SOAR, customers are invited to take part in
a 5-day employment readiness series in a
business environment.
The purpose of SOAR is to ensure that each
Title 1B customer has a clear job and career
goal, understands the requirements for
successful employment in that occupational
area, and that the career goal is aligned with their desired livable wage. After completing SOAR,
each customer has determined the need for additional skills development or that they are ready
to begin a focused job search. To remain flexible with a customer’s service and training plan,
staff can waive the career and self-exploration modules of SOAR and focus on the
employability/job search modules or can waive the entire series. Those who do not require SOAR
are individuals with clear career goals, experience in those career goals, and have the personal
motivation to guide their own plan of action. It may also include those who are underemployed,
but their work situations will not allow them the time off to benefit from SOAR. An individual is
considered underemployed if they are employed either full or part-time, whose current
annualized wage does not exceed the highest of either:
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a) 80 percent of their wages at the date of dislocation; or
b) The individual’s earned wages are at or below the self-sufficiency threshold. (See selfsufficiency thresholds on page 13)
The Career Advisor is responsible for ensuring that each customer has the foundational
information for effective decision-making when SOAR is waived.
Current economic conditions require unique and innovative approaches to ensure skilled workers
are available and can meet the demands of local businesses. Flexibility, critical thinking, and
essential foundational skills such as reading and applied math, problem solving, basic computer
skills, and teamwork have replaced the standard soft skills required in previous economies. SOAR
ensures these concepts will be taught to both Adult and Dislocated Workers in a five-day seminar
setting. At the end of this series, job seekers will be prepared to discuss next steps with a Career
Advisor, and then be referred to the employment team for an individualized job search. In some
cases, job seekers will be referred for additional training research aimed at strengthening skills
to better align them with business needs.
In response to the changing interests and needs of our customers, a modified SOAR series was
created for those individuals with a strong work history, who do not intend to, nor need to,
change occupations. It has already been established between the customer and Career Advisor
that the customer does indeed possess the skills and experience to jump right into a focused job
search. A three-day option was created that focuses on unique and innovative job search
techniques and is followed up by three, one-hour employability sessions where techniques are
fine-tuned and customized. Called 3+3 (3 days of SOAR + 3 one-hour sessions), the customers
also have access to professional resume writing services and more in-depth job search resources
such as Wanted Analytics. These same services are available to those who first choose a training
solution prior to beginning their job search.
Title 1B programs do not intend to implement the use of mandatory basic skills assessments,
such as TABE, to determine initial basic skills deficiency. Such assessments create anxiety and do
not promote a customer-centric plan of action, nor do the outcomes align with skill requirements
for work.
Staff are trained to identify possible basic skills deficiencies through interviews, completion of
the Arizona Job Connection registration, and ability to successfully navigate the brief interest
inventory assessment. When it is evident that a customer lacks basic academic skills,
partnerships with area adult literacy programs will facilitate getting that customer to the service
that can best address this. In rare cases Title 1B staff will be administering formal academic
assessments to determine basic skills deficiencies. To do so is to duplicate the services that will
occur through referrals to adult education and literacy agencies.

Revised October 2018

61

ARIZONA@WORK City of Phoenix Local Workforce Development Plan 2016-2020

Arizona Career Readiness Credential
“The Arizona Career Readiness Credential Validates the Skills that
Matter Most to Arizona Employers” – Arizona Department of
Education, Exceptional Student Services

A major initiative set forth by Governor Ducey in partnership with ARIZONA@WORK and the
Office of Economic Opportunity (OEO) makes the Arizona Career Readiness Credential available
to job seekers across the state. This tool prepares job seekers for success by demonstrating their
command of seven skill areas that are relevant to every occupation, industry and career pathway
across the state.
Existing research was coupled with input from hundreds of employers who participated in
industry summits and strategy labs to identify three foundational academic skills and four
personal and interpersonal skills that form the framework of the Arizona Career Readiness
Credential:
•
•
•
•
•
•
•

Applied Mathematics
Reading for Information
Workplace Data and Graphics
Communicating Effectively
Teamwork and Collaboration
Professionalism
Critical Thinking and Problem Solving

Arizona’s employers have made it known that they have difficulty finding job candidates with
the foundational academic, personal and technical skills needed to be successful, and this
initiative was designed in direct response to those concerns.
This career readiness program equips Arizona job seekers with the basic skills that our
employers value. The goal is to remove barriers that are keeping these Arizonans on the
sidelines and give them a realistic path to the workforce. By looking for applicants with
an Arizona Career Readiness Credential, employers can better connect to qualified candidates
who are well-prepared for career success.

Occupational Skills Training

Individualized Training Accounts
ARIZONA@WORK City of Phoenix provides Individualized Training Accounts through a process of
Occupational Training Authorization (OTA). OTA vouchers are awarded to individuals who have
received individualized career services and have been unable to move forward to sustainable
employment due to a skills mismatch. OTA funds may also be used to help an employed worker
receive the skill upgrades needed to retain or advance to higher wage employment.
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Individual OTA awards are issued for training that leads to occupations showing labor market
industry (LMI) growth of at least three percent as verified by the most recent data provided by
the Arizona Office of Economic Opportunity. The Phoenix Business and Workforce Development
Board has established a goal to use 70% of budgeted occupational skills training funds within
targeted industry sectors and 30% of occupational skills training funds in non-targeted sectors
most responsible for job creation and the generation of community wealth.
The training fund maximum and basic approval processes related to applicant criteria and LMI
factors, are coordinated with the ARIZONA@WORK Maricopa County because both agencies
share a labor market, and customers have easier access to Job Center services. Budget
allowances are discussed annually. The training cap varies between $3,000 and $6,000 over the
past few years. This collaboration ensures a consistent approach for applicants seeking training
assistance at Job Centers throughout the region.
To receive approval for training, the customer will discuss and share their results from the self
and career exploration activities and occupational research that were part of their SOAR
experience. Coupled with other assessment results, the customer presents a proposal to their
Career Advisor detailing how additional occupational skills training will give them a competitive
edge in the job market. The occupational research must include a specific job goal that is aligned
with the customer’s wage goals, their choice of training provider, and result in an industryrecognized credential or certification for that occupation. It is recommended that customers
consider up to three different providers for training. The Career Advisor then begins the training
recommendation process.
All OTA’s require supervisory concurrence with the customer’s decision, WIOA Title IB
management review, and final approval to ensure the conditions for use of training funds has
been met. Proof of application or approval/denial for Pell Grants is submitted with the OTA
packet and is case noted by a Career Advisor. Training Providers are aware that Pell Grant awards
must be applied to tuition expenses before any funds are released to the WIOA Title IB student.
Career Advisors participate in an annual Training Expo coordinated by ETPL approved training
providers in the greater Phoenix area. The Expo offers a forum for ARIZONA@WORK City of
Phoenix to present information/reminders regarding the process for training approval, including
policies on how to properly apply grant funds.

Prevocational Services

In certain situations, additional skills enhancement is necessary but occupational training is not
the appropriate solution. Prevocational skills training is employed because it doesn’t require the
time commitment and is very cost effective. For example, the City has contracted with a local
training provider for basic computer classes that teach the essentials of using a computer, email,
Internet searches and entry level use of Microsoft products. It is a one-day class followed by an
exam. Those who complete the prevocational training are then ready to apply for positions
requiring the certification.
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Supportive Services

Supportive services are available to
customers to minimize any obstacles to
success. These services include but are not
limited to assistance with transportation,
appropriate attire for interviews, workrelated uniforms, costs of licenses and
exams, emergency housing and utilities.

Rapid Response (RR) Activities

The City of Phoenix has assigned a Local
Rapid Response Coordinator (RRC). This
individual will initiate the Rapid Response
(RR) activity upon receipt of a Worker
Adjustment and Retraining Notification
(WARN). The WARN is filed by an employer to notify the State of Arizona Rapid Response
Coordinator and the City of Phoenix Mayor, of a company layoff, reduction in force or closure.
Upon notification, the RRC will contact the designated company representative within five
business days, or within 24 hours after receipt of an official WARN notice. During the initial
meeting, the RRC will provide information about the services and resources available to laid-off
workers through the ARIZONA@WORK City of Phoenix. They will also explore opportunities to
coordinate and fund lay-off aversion skills enhancement training, in an effort to prevent future
downsizing within the company.
The RRC will secure and coordinate the provision of the RR services depending on the size and
scope of the layoff to focus within the City of Phoenix. In the case of a mass layoff, the service
delivery will be broadened through a collaborative partnership with the ARIZONA@WORK
Maricopa County. Both entities will work together at providing RR services by encouraging early
notification, to ensure a timely response to affected workers, and minimize worker dislocations.
The proactive approach includes regularly monitoring all notification channels, such as increases
in Unemployment Insurance (UI) claims, media attention to specific employers or industries,
discussions with employer representatives, and engagement in chamber of commerce or
industry-specific meetings.
ARIZONA@WORK City of Phoenix and Maricopa County have also planned to evolve Rapid
Response to Rapid Reemployment by informing each other of RR notifications and establish a 48hour response time. To make layoff assistance more efficient, the County and City will jointly
conduct RR sessions, as well as coordinate with the State or other partners for UI and benefits
presentations.
The ARIZONA@WORK City of Phoenix Outplacement and Career Transitioning Team (RR
stakeholders and integrated partners) will include the City of Phoenix RRC lead (Senior Workforce
Development Specialist), and the AZDES Employment Services and Unemployment Insurance
representatives. When applicable, a representative from the AZDES Trade Adjustment Assistance
(TAA) will be part of the team. Representatives bi-lingual in Spanish will also be included as
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needed. ARIZONA@WORK City of Phoenix will also engage the City of Phoenix Business Solutions
Team and AZDES Business Services staff to assist with any special recruitments or job fairs.
RR sessions will have a standardized format that includes a checklist for procedures, prioritization
of larger entities, required job descriptions and updated resumes. RR sessions will be tailored to
meet the needs of affected workers, and potential employers will be invited to help minimize
their time unemployed.
RR basic services will include an orientation with ARIZONA@WORK City of Phoenix services team.
A presentation has been developed by each primary stakeholder (City of Phoenix/AZDES) and
consolidated to represent all service resources/ delivered. Services can be extended and
enhanced to offer career assessment seminars, labor market information, job search/ matching
techniques, developing a personal value statement and networking such as LinkedIn training. The
City of Phoenix will also offer a variety of workshops such as how to write a professional resume
and cover letter.
Personal on-site assessment of laid off workers by ARIZONA@WORK City of Phoenix career
advisors will offer on-site assessments for laid off workers, to determine suitability/eligibility for
WIOA Adult and Dislocated Worker programs, or to connect individuals to other
ARIZONA@WORK Job Centers, community resources and support services. Typically, these staff
interactions are more effective when delivered at the American Job Centers. Sign-in sheets will
be provided at each Orientation Session to capture name and contact information, and for
affected workers to indicate preferred One-Stop locations. A staff member will be assigned to
contact laid off workers. Rapid Response services are typically provided at the business’s location
but can be arranged at other locations.

One of the most successful economic strategies proven from The City of Phoenix efforts, is
the willingness to not only improve the skills of the city’s workforce but an unmatched
toughness to utilize the available resources for attaining the good of the community and
comprehensive growth. Former PBWD Board Chairman Travis Hardin

Youth Workforce Activities
Youth Program Elements

All youth providers must demonstrate and ensure the fourteen (14) Youth Program Elements are
provided to eligible youth. Each of these services may be provided directly by the contractor, by
a subcontractor, or through a networked system. Each contractor will be responsible for ensuring
youth have access to the full continuum of services.
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1. Tutoring, study skills training, and evidence-based dropout prevention strategies that
lead to completion of a secondary school diploma or equivalent, or a recognized
postsecondary credential;
2. Alternative secondary school offerings;
3. Summer employment opportunities directly linked to academic and occupational
learning;
4. Paid and unpaid work experiences, including summer employment opportunities,
internships, pre-apprenticeship programs, job shadowing and on-the-job training
opportunities;
5. Occupational skill training, with priority given to training programs that lead to
postsecondary credentials that are aligned with high-demand industries and occupations;
6. Leadership development opportunities, including positive social behaviors and soft skills,
decision making, and team work;
7. Supportive services;
8. Adult mentoring for at least 12 months during and/or after program participation;
9. Follow-up services for a minimum of 12 months;
10. Comprehensive guidance and counseling for drug and alcohol abuse, mental health, and
referrals to additional counseling when appropriate;
11. Financial literacy education;
12. Entrepreneurial skills training;
13. Services that provide information on labor market and employment in high-demand
industry sectors and occupations;
14. Activities that help participants prepare for and transition to postsecondary education
and training.

Best Practice Models

As a partner in the ARIZONA@WORK network, youth providers are expected to utilize best
practice models to successfully deliver the required elements. The following are activities and
services all agencies are required to do to ensure the success of the youth.
•
•
•
•
•
•
•

Conduct creative outreach and recruitment activities to identify participants for the
program, including outreach to out-of-school youth (OSY);
Complete a thorough intake interview and collect eligibility documentation for
enrollment into the program;
Conduct individual assessments that are comprehensive, and identify a plan of action for
eligible youth to be successful in completing an academic program or entry into a career
path;
Provide academic skills remediation for participants who test below 9th grade in reading
and/or math and/or language;
Conduct career exploration activities with opportunities to explore career options in a
particular industry, thereby developing work-readiness and industry-relevant
competencies;
Develop a College and Career Blueprint (CCB);
Provide supportive services as appropriate and identified in the CCB;
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•
•
•
•
•
•
•
•

Coordinate occupational training accounts (OTAs) for participants, as appropriate;
Define the terms of participant success for each service delivered;
Work with employers to develop and structure the work experience to match the skill set
of each participant, while also addressing the specific needs of each party;
Fulfill the role of Employer of Record and coordinate payroll for participants placed in paid
work-experiences;
Develop community partnerships that will support the needs of participants, as identified
in the comprehensive assessment;
Maintain contact with participants to ensure there are no gaps in services;
Maintain progress of participant activities using Arizona Job Connection (AJC); and
Provide follow-up services for a minimum of 1 year after exit.

Needs Additional Assistance Criterion

LWDA must ensure and track that not more than five percent of In-School Youth enrolled in the
program year are eligible only based on the “requires additional assistance to complete an
educational program or to secure and hold employment” criterion. Each LWDA must define this
criterion in the local plan.

Low-Income Requirements

A. All In-School Youth must be low-income unless included in the five percent low-income
exception.
B. B. Low-income eligibility requirements apply to Out-of-School Youth only if they are
recipients of secondary school diplomas or its recognized equivalent and are at least one
of the following:
1. Basic skills deficient;
2. An English language learner; or
3. In need of additional assistance to enter an educational program or to secure
employment.

Non-Low-Income Youth

LWDAs must not serve more than five percent of youth who do not meet low income
requirements but who meet all the other eligibility requirements. The five percent is calculated
using the combined total of In-School and Out-of-School youth.
The percentage of non-low-income youth will be calculated based on the percent of newly
enrolled youth in the local area’s WIOA youth program in a given program year who would
ordinarily be required to meet the low-income criteria.

Objective Assessment Tools

Through ARIZONA@WORK City of Phoenix partners, youth are offered the opportunity to receive
educational training, including secondary and postsecondary education. Depending on initial
assessments, youth are referred to program activities based on interest and educational levels.
They will receive training in life management, work-readiness, and occupational training. The
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program also offers support services to remove barriers that hinder self-sufficiency due to the
many obstacles they face daily.
An objective diagnostic assessment of skill level and service needs is completed with all youth,
and includes an examination of basic skills, occupational skills, educational background, prior
work experience, employability, interests, aptitudes, attitudes toward work, motivation,
behavioral patterns affecting employment potential, supportive service needs, developmental
needs, leadership needs, and family situation. The assessment also includes an evaluation of
barriers to employment including financial resources and supportive service needs. This
examination helps to determine college and career readiness and to develop a realistic
employment goal and strategy. The objective assessment is an ongoing process, revised regularly
when additional needs are identified, or goals achieved.

Opportunity Youth

During an objective assessment, additional goals are identified for specific hard-to-serve youth,
which include:
1. Youth offenders/youth of incarcerated parents to successfully complete secondary
and/or postsecondary education, participate in accountability classes, and participate in
behavior modification activities.
2. Youth with disabilities to successfully complete secondary and/or postsecondary
education and receive reasonable accommodations including assistive technology
relevant to increasing self-sufficiency.
3. Youth drop outs to re-enroll and successfully completed secondary and/or postsecondary
education, participate in accountability classes, and participate in behavior modification
activities.
4. Homeless youth objectives to successfully complete secondary and/or postsecondary
education, receive basic living skills training, and return to family or stable living
conditions.
5. Foster care youth objectives to successfully complete secondary and/or postsecondary
education, receive basic living skills training and return to family or stable living
conditions.
6. Pregnant and parenting youth to successfully complete secondary and/or postsecondary
education, participate in parenting skills training, and participate in Planned Parenthood
classes.

Comprehensive College and Career Blueprint (CCB)

Comprehensive CCB are developed after objective assessment to include career, educational,
and developmental goals, both short-term and long-term. CCB goals and strategies are updated
as short-term goals are achieved or the youth’s needs change. All goals will be linked to one or
more of the performance indicators and will identify career pathways, including appropriate
education and employment goals for continued youth successes.
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Leveraging Community Partnerships

The ARIZONA@WORK City of Phoenix Youth Workforce Program developed a youth-serving
network to meet the needs of all disadvantaged, disengaged youth within the City of Phoenix.
The goal is to create partnerships within the community to engage education and business
professionals, to implement programs that offer career pathway training in high-demand and
cluster occupations.
ARIZONA@WORK City of Phoenix is committed to creating avenues of opportunity for all
disengaged youth. Youth service providers are aware that the harder to serve youth - like those
with disabilities - require additional time, assistance, advocacy, and resources to achieve positive
outcomes. Strategies are developed to promote long-term services for these youth to prepare
them for college and career pathways.

Youth Services Procurement

The City of Phoenix competitively procures all youth services following the City of Phoenix
procurement guidelines as described in Workforce System and Partners section b. The criteria
used to select providers will include:
A. The criteria used to identify youth providers in the local plan, including:
1. The financial stability of the service provider;
2. Experience in successfully providing services to disconnected youth and youth with
barriers to employment, including youth with disabilities;
3. Demonstrated success in serving youth, specifically youth with barriers and Out-ofSchool Youth;
4. Length of time the youth service provider has been in business;
5. Available network of business and community partners; and
6. Ability to meet the performance accountability measures based on the performance
indicators for youth programs.
B. The criteria used to identify youth training providers in the local plan include determining
whether:
1. Training is related to in-demand occupations or career pathways identified in the state
and local plans; and
2. A recognized credential is awarded upon the successful completion of a training
program.
C. Conducting full and open competition to secure youth service providers according to
federal procurement guidelines in Code of Federal Regulations Part 200 and 2900Uniform Administrative Requirements, Cost Principles and Audit Requirements for
Federal Awards (2 CFR parts 200 and 2900). LWDAs must:
1. Use their own documented procurement procedures which reflect applicable state,
local and tribal laws and regulations, provided that the procurement conforms to
Revised October 2018

69

ARIZONA@WORK City of Phoenix Local Workforce Development Plan 2016-2020

applicable Federal law and Federal Regulations Part 200- Uniform Administrative
Requirements, Cost Principles and Audit Requirements for Federal Awards;
2. Award contracts only to responsible contractors possessing the ability to perform
successfully under the terms and conditions of a proposed procurement.
Consideration must be given to such matters as contractor integrity, compliance with
public policy, record of past performance, and financial and technical resources; and
3. Maintain records sufficient to detail the history of procurement. These records must
include, but are not necessarily limited to the following;
a. Rational for method of procurement;
b. Selection of contract type;
c. Contractor selection or rejection; and d. The Basis for contract price.
D. Selecting eligible providers of youth services by awarding a grant or contract on a
competitive basis may be assigned to the youth standing committee by the LWDA, if
applicable. If a youth standing committee is not established, the responsibility of selecting
youth service providers to make a recommendation belongs to the LWDB.
E. If the LWDA determines there are an insufficient number of eligible youth providers in
the local area, such as rural area, the local area may award grants or contracts on a sole
source basis.
F. LWDAs may implement a pay-for-performance contract strategy for the 14 program
elements (see Section 203.02). The LWDAs must not use more than 10 percent of the
total funds allocated under WIOA for pay-for-performance contracts.
Additionally, the City of Phoenix executes youth contracts based on specific funding amounts for
in and out-of-school youth. Each agency is expected to serve a specific number of in and out-ofschool youth per program year. Service levels are monitored by staff on a monthly basis using
data from Arizona Job Connection and the information is reported back to the youth service
contractor on a quarterly basis.

Work-Based Learning

Work-based learning includes On-the-Job Training, Incumbent Worker Training, Apprenticeships,
Work Experience, Customized Training and Cohort Hybrid Training. Work-based learning
opportunities will be marketed by both Job Center and business service staff. Staff will pursue
opportunities with employers and make appropriate referrals for work-ready job seekers.
Business service team members coordinate work-based learning opportunities across partner
agencies to ensure business needs are addressed.
The Arizona Office of Apprenticeship’s goal is to increase apprenticeship opportunities in all
occupations. ARIZONA@WORK City of Phoenix will designate a staff member, on behalf of the
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LWDA, to attend presentations on apprenticeships and to be the contact person for the statewide
Apprenticeship Program. This effort includes employers, industry groups, chambers of
commerce, veterans’ groups, VR, community colleges, and the ADE, including the Joint Technical
Education Districts (JTED) and representatives from Carl D. Perkins CTE programs.

Core Partner Program Co-Enrollment

Co-enrollment is a critical component of working with other core partner programs (Title I, Title
II, Title III, and Title IV) because it has been determined that a shared customer has service needs
that are provided by more than one program.
Utilizing the ISD approach, one staff member becomes the single point of contact for the
customer. The staff member’s role is to coordinate the necessary services with the other core
partner programs, while keeping all parties involved and updated on the customer’s plan of
action, roles and responsibilities. This is not to say that the customer may not be meeting with
staff from other partner programs, but rather that the customer is accountable only to their
primary point of contact. ARIZONA@WORK City of Phoenix has chosen to minimize the use of
paper referral and information forms and replace with direct contact to primary and secondary
points of contact.
This model has proven successful due to recent initiatives where partner programs approached
ARIZONA@WORK City of Phoenix to connect their customers with the larger workforce.
The ARIZONA@WORK City of Phoenix One Stop System Partners will ensure that the needs of
workers, youth, and individuals with barriers to employment, including individuals with
disabilities will have access to all programs activities and services provided via the One Stop
Delivery System. Access to program activities and services will not be exclusively provided by
directing customers to a computer Web site, or telephone number, but will be coordinated in
making available a direct linkage through technology to program staff who can provide
meaningful information or services. Access will also include having program staff members
representing Titles I, III and IV physically present at the ARIZONA@WORK Job Centers; and
having a staff member(s) from the Senior Community Service Employment Program (SCSEP)
physically present at the ARIZONA@WORK Job Centers, and appropriately trained to provide
information to customers about the programs, services, and activities available through partner
programs.
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Arizona’s workforce system operates under the brand ARIZONA@WORK “Innovative Workforce
Solutions," and is a proud partner of the American Job Center Network.
The brand was launched in February 2016 and was created to increase public awareness and to
break down silos among the various workforce partners. (Arizona State Plan, 2016 p. 34-35, Job
Seeker and Employers have web access to information about services and programs provided
by each local area. The ARIZONA@WORK City of Phoenix One Stop System Partners will make
use of the ARIZONA@WORK City of Phoenix website (www.arizonaatwork.com/phoenix) to let
customers and employers know that “this is how we work together to meet your needs”. Each
partner will provide and maintain a description of services and programs to include their logo,
link to their website, and contact information for staff connection.
The ARIZONA@WORK City of Phoenix One Stop System Partners will utilize an electronic
common referral process that will provide universal access to each partner program for the
purposes of providing direct linkage for program services and activities.

Entrepreneurial Skills Training and Microenterprise Services
Create Phoenix

The City of Phoenix CEDD is focused on a broad range of business development tools specifically
focused on entrepreneurs building scalable companies. A plan has been developed called
“Create Phoenix” that addresses the needs voiced by the community to build the entrepreneurial
ecosystem. Currently the plan is not funded, but upon resource acquisition will address:
o
o
o
o
o
o

Events - Large/Small/Weeklong/Additional Support Services
Entrepreneur Funding Assistance Program
Growth Acceleration Services and Grants
Makerspace and Prototyping Equipment Grants
Resource Recruitment
Represent PHX Program – Communications, National Campaign, Brochures/Collateral
Materials/Translation, and Ecosystem Map.

These six areas will eventually influence the greater entrepreneurial ecosystem as they were
identified as areas of need by the local community.
The City of Phoenix is currently building an Innovation District and is currently developing local
industry lead advisory group to attract bio-med and software companies. The definition of the
specific support mechanisms for this program will be created in the fall of 2017. The City of
Phoenix Neighborhood Services Department is managing the Open App Grant which support
incubators, accelerators and co-working spaces with funding that supports training to microbusiness. In addition, the City of Phoenix Neighborhood Services Department is now managing
the Management Technical Assistance program that provides consulting and support services to
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micro and small business entities from human resources, accounting and financial, operations
and organization development support.

The Hive

The City of Phoenix has a strong investment in hive @ central at
the Burton Barr Library, with amazing results. hive @ central
began as a partnership between Arizona State University (ASU)
and the City of Phoenix, to bring co-working space and business
training opportunities to city residents. Since launching in January
of 2014, hive @ central has exceeded all expectations and
projections.
hive @ central serves two distinct groups of individuals. The first group consists of those who
are exploring a business concept and seeking resources. Through a grant with the Arizona State
Library, a consultant was retained to create a training curriculum which could be easily replicated
and deployed in other branches. The curriculum covers the five critical areas of starting a
business: business plan, record keeping, finance (four classes), marketing plan and marketing
execution (brand and online).
The program is called the Business Roadmap Program (BRP) and has received tremendous
results. Between September of 2015 and January of 2016, the BRP reached 905 participants,
formed 53 startups, created 61 jobs and earned $200,000 in revenue. Most importantly, the BRP
is taught in both English and Spanish, further extending its impact. WIOA funds have been
providing support to this program since July 2015.
The second group hive @ central caters to are those with existing companies seeking office
space. Many companies can be operated out of a home, but for professional meetings and
networking, many find hive @ central a free alternative to paid co-working spaces.
Overall, hive @ central has proven to be a resounding success serving a need in the community
that did not previously exist. Currently, the Hive is partnered with the Arizona Women’s
Education and Entrepreneur Center to teach the BRP, but due to staffing size are only able to
offer the service at the Hive. With Phoenix being over 500 square miles, there are residents that
would benefit from the BRP, but due to geographical and transportation barriers are unable to
attend BRP classes at the Hive. With increased funding, the BRP could be deployed within other
libraries around Phoenix, increasing the outreach of the program and positively affecting the lives
of our residents while creating new businesses and jobs.

Career Pathways

ARIZONA@WORK City of Phoenix and the PBWD Board understands that postsecondary
credentials have become increasingly important to accessing higher-quality employment and the
logical approach is implementing career pathways to assist young adults and adults in preparing
for further education and better employment opportunities. Career pathways are efforts to build
more coherent and easily navigable systems which provide skills training, credentials, support
and employment. ARIZONA@WORK City of Phoenix will be incorporating career pathways with
portable, stackable and transferrable credentials within the WIOA network.
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It is important that all the WIOA core partners participate in ensuring the development of career
pathways as a way to align occupational curriculum across multiple educational systems within
the region. All the partners can engage in the components simultaneously to carry out the
mission of career pathways. This will provide and build cross-agency partnerships and assist to
clarify roles and responsibilities. Career pathways will identify industry sectors and engage
employers to participate. The educational system will assist in the development of the curriculum
and training programs.
In addition to exposure to training services and resulting credentials through occupational skills
training at the Job Centers, the ARIZONA@WORK City of Phoenix Title 1B business services team
creates opportunities based on industry and business need. The team will recruit cohorts of
individuals to be interviewed by businesses, trained per the business’ needs with resulting
credentials, and then hired based on successful completion of the training. Through the
Workforce Collaborative, business teams representing Titles I, III and IV meets on a regular basis
to share information and develop strategies to connect job seekers and employers. The Job
Center also provide the same information to other workforce partners that include Title II.
The PBWD Board will incorporate discussions of career pathways into board meetings and ensure
regular reports are provided as to what the core partners are doing together to develop career
pathways as a viable option within the region. The PBWD Board will also ensure the Business
Expansion and Retention Team is incorporating career pathway conversations within the industry
sectors, educating employers of the benefits.

Improving Access to Activities Leading to a Recognized Postsecondary Credential

In 2012 the PBWD Board envisioned a sector strategy partnership with the development of a task
force focused on conducting research, creating a strategy, identifying a high-growth sector and
engaging employers to launch a partnership. The first industry sector partnership launched was
healthcare in July 2013, followed by advanced business services in March 2014. Representatives
from an existing cybersecurity partnership called Security Canyon, approached the City in late
2015 for assistance in moving forward
with a sector partnership.
They
officially launched in October 2014.
These efforts have required the
support from staff at the City of
Phoenix CEDD, both the Business and
Workforce Development and Business
Retention and Expansion Divisions, as
well as the Arizona Commerce
Authority,
Maricopa
Community
College District Office, Greater Phoenix
Chamber of Commerce, and Maricopa
County Human Services Department.
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Sector partnerships bring relevance and focus to workforce, education, and economic
development programs, “pulling” programs into alignment around the needs of industry. Sector
partnership convening teams play a critical role in listening to the collective voice of industry.
They then use that information to build more responsive education, workforce, and economic
development systems that meet the needs of industry and connect jobseekers and students to
jobs in their regional labor market.
All three partnerships have identified finding and retaining skilled talent as a key goal. This goal
is broken down into three sub goals: 1) attract students to careers in advanced business services;
2) market and promote the advanced business services industry; and 3) build a talent
development system to prepare the workforce with the skills they need. Once the specific skill
sets required are identified, sector leadership will be working with training providers to create
curriculum and required competency validation credentials and certifications. Through this
approach, workforce system staff will be able to better assist customers in identifying training
programs, with direct links to industry-determined skill set criteria.

Revised October 2018

75

ARIZONA@WORK City of Phoenix Local Workforce Development Plan 2016-2020

VII. Performance and Continuous Improvement

WIOA aligns planning and accountability policies across core programs. Unified approaches to
programming and evaluation will better serve the needs of employers and participants, especially
those with barriers to employment. For this reason, WIOA establishes common performance
measures for the core programs. Not only this, but WIOA has also expanded the performance
measures to include credential attainment and skill gains, and adjustments for performance
negotiations based on local conditions. These new guidelines contribute to improved
accountability and will foster efforts to work together toward improving participant results.
Performance measures are used in combination with other ARIZONA@WORK City of Phoenix
benchmarks quarterly for minor adjustments, and annually, to guide program and service
changes and future investments. Both, formative and summative, reflections help to plan staff
development. New rules regarding transparency require education and training providers to
publicly post performance results. Thus, performance measures will now be used to inform
choices of workforce development customers, as well as internal decision making.
ARIZONA@WORK City of Phoenix continues to work to exceed the high level of performance the
system strives to achieve as guided by Pillar III. Organizational Excellence. Core program partners
will collaborate to establish joint evaluation methodologies, feedback solicitation tools, and
tracking strategies to ensure program and staff effectiveness and efficiencies. During the next
four years, core program partners will solidify policies, procedures and a continuous feedback
loop that contributes to an evidence-based, data-driven workforce system.

Local Levels of Performance
One way of evaluating and improving performance is to have common performance measures
for programs with similar goals. Performance information on workforce programs informs
strategic planning for the PBWD Board and will be used to oversee the ARIZONA@WORK City of
Phoenix system. The workforce system utilizes multiple methods for consistently securing quality
customer feedback and to help ensure that the system is responsive and continuously improving
products and services.
The PBWD Board negotiates performance targets for the federally reported common measures.
Performance data for the common measures is analyzed throughout the year to identify trends
that may require technical assistance and intervention as well as to recognize and reward
outstanding outcomes.
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The Federal Common measures (adult, dislocated worker, and youth programs):
Performance
Measure

Description

Employment
2nd Quarter
Employment
4th Quarter
Median
earnings
Credential

Percentage of participants in unsubsidized employment/post-secondary
education (Youth) during the 2nd quarter after exit
Percentage of participants in unsubsidized employment/post-secondary
education (Youth) during the 2nd quarter after exit
Earnings of participants in unsubsidized during the 2nd quarter after exit

Measurable
Skills Gain
Indicators of
effectiveness
in serving
employers

Percentage of participants who obtain a recognized post-secondary
credential, secondary school diploma or equivalent during participation or
within one year after program exit.
Percentage of participants who during the program year are in training or
education activity that leads to post-secondary credential or employment,
and who are achieving measurable gains toward those goals.
Retention – Percentage of participants who exit and are employed with the same
employer/business in the 2nd and 4th quarters after exit.

Employer Penetration Rate: Percentage of employers using services out of all
employers in the state.
Average number of days to fill job openings using ARIZONA@WORK staff
assistance.
Percentage of employers who contacted an ARIZON@WORK Job Center who
confirm ARIZONA@WORK services assisted in identifying qualified job applications.
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ARIZONA@WORK City of Phoenix WIOA Title IB participated in negotiations with the AZDES to
establish expected performance levels for Program Year 2018 and 2019.

The PBWD Board has not yet adopted additional measures of performance for the
ARIZONA@WORK City of Phoenix workforce network. Moving forward, the PBWD Board will
explore options to develop a dashboard of metrics to measure effectiveness.

Measuring Customer Satisfaction
Every new American Job Center customer is provided
a link to complete a brief customer satisfaction survey
within one month of their first visit to the Center.
Repeat customers can provide feedback through a
survey link prominently displayed on the
ARIZONA@WORK City of Phoenix website. WIOA Adult
and Dislocated Worker customers receive a link to the
customer satisfaction survey upon exit from the
program in a congratulatory email from their Career
Advisor.
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It is often as a result of this survey that staff commonly receive feedback from the customer
detailing the value of the services and experiences provided to them by the program. These
comments are used as testimonials in reports, on the website, and in collateral materials. The
information received is reviewed by the integrated service delivery leadership team for
immediate consideration and follow-up.
Paper and pencil customer surveys are used for classroom training and workshops. Because of
the real-time nature of these surveys, the response rate is high, and staff can take immediate
actions to remedy any areas of concern. The purpose of these surveys is to gauge the quality of
the training/workshop, the quality of the materials, and the effectiveness of the instruction.

A High-Performing Board
The Phoenix Business and Workforce Development Board (PBWDB) is approved by the State of
Arizona and charged with providing strategic guidance and direction for federal, state, and local
workforce development funds and programs. The PBWDB oversees a network of public and
private partners, to coordinate a cohesive strategy for talent development within the city.
The following is an excerpt from the Board’s Strategic Plan on how to optimize its ability to impact
the region: ”As a board, we are devoted to innovative and effective solutions that will propel the
business and workforce community to new levels for years to come. Our community’s greatest
resource and competitive benefit is access to a qualified workforce. The Phoenix Business and
Workforce Development Board (PBWDB) is focused on helping our community with an approach
to securing family-sustaining wages with employers who are looking for well-trained workers. We
continue to build our reputation for leadership in sustainable development for our communities
and the families we serve. Our level of awareness of the needs within the city has never been
higher.”

PBWDB Strategic Pillars
Pillar 1: Proactive and HighQuality Customer-Centric Service
Pillar 2: Community Outreach
and Engagement

Pillar 3: Organizational
Excellence
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WIOA Hallmarks of Excellence
Hallmark 1: The needs of businesses and
workers drive workforce solutions and local
boards are accountable to communities in
which they are located.
Hallmark 2: One-Stop Centers (or American
Job Centers) provide excellent customer
service to jobseekers and employers and
focus on continuous improvement.
Hallmark 3: The workforce system supports
strong regional economies and plays an
active role in community and workforce
development.
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The purpose of the PBWD Board Strategic Plan is to create a cohesive strategy to operationalize
the visions set forth by WIOA, the State of Arizona, the Mayor of Phoenix, and the regional and
local plans. As the framework set forth at the national level, WIOA’s Three Hallmarks of
Excellence provide guidance for tying together state, regional and local strategies which are
carried out through the Local Workforce Development Plan.

Action Plans

Annual action plans help to guide implementation PBWD Board’s Strategic Plan by providing
details on prioritization, timelines, responsible parties, and measures of progress. Action plans
have been developed for 2017 through 2020. The plan for year one provides detailed steps for
each action item, which are tied to the goals and strategies of the strategic plan. Recommended
actions for each of the Board’s nine goals have also been identified for years two and three.
PILLAR I. PROACTIVE AND HIGH-QUALITY CUSTOMER CENTRIC SERVICES
Goal 1: Increase Employer Engagement to Provide Meaningful and Beneficial Services
• Strategy 1.1 Utilize sector and public-private partnerships to identify and anticipate collective
industry needs and implement customized solutions

•

Strategy 1.2 Establish a system-wide business services design incorporating a single point of
contact who can offer collective solutions

•

Strategy 1.3 Integrate technology to improve and streamline all business services and related
procedures among the system

•

Strategy 1.4 Expand OJT, incumbent worker training, and customized “Earn and Learn”
opportunities

Goal 2: Develop an Inclusive Talent Pool
•

Strategy 2.1 Capture and provide information and career exploration opportunities for highdemand/high-quality occupations and skills needed for success

•

Strategy 2.2 Identify skills gaps in talent pool and align recruitment and training efforts

•

Strategy 2.3 Enhance customer experience and provide value at all steps of the career journey

•

Strategy 2.4 Provide services and supports necessary to engage targeted populations in the
talent pool, e.g. individuals with disabilities, foreign-born talent, disconnected youth

•

Strategy 2.5 Utilize earn and learn opportunities to increase the skills of youth and young adults
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PILLAR II. COMMUNITY OUTREACH AND ENGAGEMENT
Goal 3: Lead Strategic Collaboration Among Partners
• Strategy 3.1 Sustain our shared vision and priorities among partners
•

Strategy 3.2 Proactively drive continuous collaboration among workforce networks

•

Strategy 3.3 Utilize technology to increase and streamline collaboration

Goal 4: Be the Authority on Talent Development in Phoenix
• Strategy 4.1 Compile and maintain a comprehensive asset map of the talent development
•

system
Strategy 4.2 Engage businesses and jobseekers through outreach and recruitment to
demonstrate that the Board and ARIZONA@WORK are the source for talent in Phoenix

PILLAR III. ORGANIZATIONAL EXCELLENCE
Goal 5: Increase Board Participation Strategically Across the Talent Development
Community
• Strategy 5.1 Enhance Board member awareness and education opportunities
•

Strategy 5.2 Actively engage Board members in strategic plan implementation

•

Strategy 5.3 Leverage Board member networks to expand reach to partners

Goal 6: Coordinate Consistent Internal and External Communication Strategies
• Strategy 6.1 Document the internal feedback loop from business services staff/partners to
jobseeker services staff/partners to drive demand-driven services

•

Strategy 6.2 Create a mechanism to solicit feedback from staff, partners, and customers for
continuous improvement of the system

Goal 7: Diversify Resources to Innovate and Sustain Effective Practices
• Strategy 7.1 Identify internal and external innovative and successful talent development
practices

•

Strategy 7.2 Evaluate current resource allocation and funding streams for system partners to
identify and address duplicative services

•

Strategy 7.3 Identify and pursue additional funding opportunities

Goal 8: Build Capacity to Support Implementation of the Board’s Priorities and Strategic
Plan
• Strategy 8.1 Ensure that the philosophy and mechanisms for collaboration are practiced by all
system staff

•

Strategy 8.2 Identify human resource needs to support the Board’s goals

•

Strategy 8.3 Identify and provide professional development opportunities for system staff and
partners
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Objective 9: Continually Evaluate Programs and Service for Effectiveness
•

Strategy 9.1 Identify meaningful metrics to track and evaluate progress toward a successful
system in alignment with Board Goals

•

Strategy 9.2 Identify and address organizational disconnects that limit effectiveness

PBWD Board Committees

Board Committees are critical to implementation of the PBWD Board’s Strategic Plan, as much
of the decision making and action must take place outside of full board meetings. Committees
will provide oversight to the actions within each of the strategic plan goals and ensure that
progress is moving forward. The PBWDB will continue to use its current committees –
Continuous Improvement, Business Engagement, Service Delivery, Advancing Youth Workforce,
and Executive Leadership Committee – to cover each of the strategic plan goals.

Board Meetings

PBWD Board meetings are an opportunity to discuss the strategic plan implementation and
progress, and to address Board business. A balanced scorecard was developed and updated,
allowing board members to see how implementation progress has affected the strategic plan
metrics. While these metrics may not change between each board meeting and the full effects
of the Board’s actions may not be seen for a longer period, it is important to stay consistent in
tracking to ensure a focus on the long-term goals.

Service Providers

The PBWD Board will ensure the continuous improvement of eligible service providers through:





direct observation;
visitation with providers;
regular reviews; and
through monitoring, strategizing and fine-tuning with the PBWD Board’s Continuous
Improvement Committee.

Integrated, Technology-Enabled Intake and Case Management Information Systems

ARIZONA@WORK City of Phoenix workforce programs use Arizona Job Connection (AJC), which
is a technology-enabled, integrated system used for intake, case management, and service plan
tracking. The system is funded by the AZDES and is managed by America’s Job Link Alliance,
which is a multiple state consortium that utilizes AJC for integrated customer management. The
ARIZONA@WORK City of Phoenix One Stop System Partners will collaborate to provide physical
and/or electronic access to shared customers and, for enrolled services, to Adults and Dislocated
Workers and Youth, either by customer contact, or established relationship from a partner
agency. Partners will conduct referral for services in the following manner.
Connecting: Partners will connect customers to services available via the One-Stop Delivery
System by first initiating contact with the partner program to establish next steps for the
customer. Staff from both WIOA Title I and Title III can access shared customer’s records,
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eliminating duplication of time and effort. Currently, WIOA partners communicate through a
referral form process between case managers via email and phone calls with direct service staff
across Title II and Title IV programs. Ongoing staff development training will facilitate
relationship building and information sharing among core partner staff. Future initiatives
include, utilization of an electronic referral system for partner programs, to include information
with the date, time and place of an appointment. Follow-up and next steps will be outlined in an
electronic system and monitored regularly by supervisors to ensure timely service delivery.


Co-enrollment - Partners shall co-enroll participants in multiple partner programs
whenever appropriate and as eligibility and other program regulations allow. Target
populations that require priority services as applicable to include but not limited to the
criteria below. The objective of such co-enrollment is to broaden the service options for
participants and to respond to unmet training, supportive service, and placement
support needs, and allow Partners to share credit for outcomes.
Unemployed, long-term unemployed or under employed
Dislocated workers
Low-income
Migrant and Seasonal Farm Workers
Veterans
Reemployment Assistance (REA)
Individuals with limited English proficiency
Homeless individuals
Ex-offenders
Older workers
Individuals training for non-traditional employment
Individuals with multiple challenges to employment



Marketing and Outreach - The Parties agree to adopt and implement collaborative
marketing strategies informing job seekers, employed individuals, employers, and the
community at large about the services available through the local One-Stop system.



Marketing Resources - The following resources are either currently in use, and/or may
become available to enhance joint marketing efforts:
ARIZONA@WORK Web site
Public education/information
One Stop system brochures/flyers
Commercial air time
Media coverage
Public television or radio
Newspapers
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Content: The ARIZONA@WORK City of Phoenix One Stop System Partners will make use of the
ARIZONA@WORK City of Phoenix website (www.arizonaatwork.com/phoenix) to let customers
and employers know about each partner program services. Each partner will provide and
maintain a description of services and programs to include their logo, link to their website, and
contact information for staff connection.
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VIII. Complaint and Grievance Procedure for Clients
Complaint Process
City of Phoenix
COMMUNITY AND ECONOMIC DEVELOPMENT DEPARTMENT
INSTRUCTIONS FOR FILING A CUSTOMER COMPLAINT FORM
(This process does not apply to complaints for discrimination or fraud)
POLICY STATEMENT
It is the policy of the Business and Workforce Development Division (BWDD) that all customers
be treated equitability. If you believe that you have not been properly treated or have a
complaint about services provided, you may complete a Customer Complaint Form (CCF).
Copies of the CCF are readily available to the public at all ARIZONA@WORK – City of Phoenix
Job Centers. The BWDD will investigate all complaints regarding service delivery.
Please follow the steps explained below. Failure to complete the steps as explained can delay
or result in your complaint not being properly reviewed. Customers filing written complaints
will receive a written response within specified timeframes.

STEP 1






‘Complainant—ARIZONA@WORK – Informal Resolution

The complainant’s first attempt for a resolution begins at the lowest level through
discussions with the staff member and/or Job Center Supervisor. At any time during this
process the complainant can retain an outside representative of his/her choice. If the
complainant is not satisfied with the staff member’s/Job Center Supervisor’s resolution and
wishes to elevate the complaint, the Job Center Supervisor will provide a Customer
Complaint Form (CCF) to the complainant. The CCF must be completed by the complainant
and submitted to the Local Workforce Development Area (LWDA) Equal Opportunity Officer
within 180 calendar days of the alleged discrimination or incident. Complainants who file
with the ARIZONA@WORK City of Phoenix, must wait until either the ARIZONA@WORK City
of Phoenix issues a written Notice of Final Action, or until 90 days have passed (whichever is
sooner), before filing with the Civil Rights Center.
If the ARIZONA@WORK City of Phoenix does not issue you a written Notice of Final Action
within 90 days of the day the complaint was filed, you do not have to wait for the State of
Arizona to issue that Notice before filing a complaint with CRC. However, you must file your
CRC complaint within 30 days of the 90-day deadline (in other words, within 120 days after
the day on which you filed your complaint with the ARIZONA@WORK City of Phoenix).
If the ARIZONA@WORK City of Phoenix does give you a written Notice of Final Action on
your complaint, but you are dissatisfied with the decision or resolution, you may file a
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complaint with CRC. You must file your CRC complaint must be filed within 30 days of the
date from issuance of the Notice of Final Action from the ARIZONA@WORK City of Phoenix.

STEP 2








A hearing officer, appointed by the City’s Equal Opportunity Officer, will schedule an
appointment to hear the complaint within thirty calendar days from receipt of the CCF
(timeframe does not include the date CCF was received).The hearing officer will issue a
written Notice of Final Action (NFA) to the complainant within five (5)
working days from date of the scheduled hearing (timeframe does not include the date of
the scheduled hearing). The written response will include the issue, decision and an
explanation of the reasons underlying the decision, or a description of the way the parties
resolved the issue.
If the complainant does not receive a written NFA within five (5) working days or receives a
decision which he/she finds unsatisfactory, the complainant may request a review of the
complaint by the State WIOA Equal Opportunity Officer.
In the case of an unresolved complaint alleging discrimination, the complainant has a right
to file a complaint with the Civil Rights Center within 30 days of the date on which the
notice of final action is issued.
In the case of an alleged discrimination complaint where 180 days has elapsed, the
complainant can request an extension from the Civil Rights Center.

STEP 3














‘Complainant— ARIZONA@WORK – Impartial Hearing

‘Complainant—Alternate Dispute Resolution (ADR) Meditation Process

During the 90-calendar day period, complainants may elect to participate in mediation. If
the complainant selects mediation the Equal Opportunity Officer will coordinate with
mediator pre-approved by the City. The mediator must be a neutral and impartial third
party who will act as a facilitator. The mediator must be acceptable to all parties including
the EO Officer and who will assist the parties in resolving their disputes.
If the complainant chooses to participate in mediation, he/she or his/her authorized
representative must respond to the Equal Opportunity Officer in writing within 10 calendar
days of the date of the request. This written acceptance must be dated and signed by the
complainant or authorized representative and must also include the relief sought.
A written confirmation identifying the date, time and location of the initial mediation
conference will be sent to all appropriate parties.
All parties at the initial mediation conference must sign consent forms affirming that the
contents of
the mediation will be kept confidential.
If resolution is reached under ADR/mediation, the mediator will write the agreement. A
copy of the signed agreement will be sent to the EO Officer.
If an agreement is reached under ADR/mediation but a party to the agreement believes
his/her agreement has been breached, that party may file a complaint with the CRC
Director.
If the parties do not reach resolution under ADR/mediation, the complainant will be
advised of his/her right to file a complaint with the CRC/U.S.DOL; however, the EO Officer
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will continue with the investigation. The mediation process will be completed within 45
calendar days of receipt of a complaint.

Intimidation and Retaliation is Prohibited
It is prohibited to discharge, intimidate, retaliate, threaten, coerce or discriminate against any
person because such person has:
•
•
•

•

Filed a complaint alleging a violation of WIOA or the regulations;
Opposed practice prohibited by the nondiscrimination and equal opportunity provisions of
WIOA or the regulations;
Furnished information to, assisted or participated in any manner in, an investigation,
review, hearing or any other activity related to the administration of, or exercise of
authority under, or privilege secured by the nondiscrimination and equal opportunity
provision of WIOA or the regulations; or
Exercised authority under or privileges secured by the nondiscrimination and equal
opportunity provisions of WIOA or the regulations.

The sanctions and penalties contained in Section 188(b) of WIOA will be imposed against any
local workforce development area that engages in any such retaliation or intimidation or fails to
take appropriate steps to prevent such activity.

Reasonable Accommodation
Under the Americans with Disabilities Act, ARIZONA@WORK City of Phoenix must make a
reasonable accommodation to allow a person with a disability to take part in a program,
service, or activity. For example, this means that if necessary, ARIZONA@WORK City of Phoenix
must provide sign language interpreters for people who are deaf, a wheelchair accessible
location, or enlarged print materials. It also means that the ARIZONA@WORK City of Phoenix
will take any other reasonable action that allows eligible individuals to take part in and
understand a program or activity, including making reasonable changes to an activity. Anyone
who believes he/she is not be able to understand or take part in a program or activity because
of a disability, should notify the Equal Opportunity Office of your disability needs, in advance,
whenever possible.
Listening systems or qualified sign language interpreters are available with 72 hours of notice.
Materials in alternate formats such as large print, Braille, audiocassette, computer diskette, are
available upon request. Please call Kerri Barnes, Equal Opportunity Officer, 602-534-0548 to
request special accommodation.
Equal opportunity is the law; the City of Phoenix prohibits discrimination based on the basis of
race, ethnicity, national origin, sex, religion, age, sexual orientation, or disability in its services,
programs, and activities. Auxiliary aides and services are available upon request.
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Customer Complaint Form

Date of Incident:
Complainant’s Name:
Complainant’s Address:
Nature of the Complaint:
Program and/or Accused Party:

Program Address:
Witness:
Address:
INVESTIGATION
Receiving Party:
Persons Contacted (include telephone number):

Findings:

Conclusion:
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IX. Plan Development

WIOA guidelines and rules are the catalyst for a systemic change in the local workforce
development system. A great deal of research, planning, and transitioning has laid the
groundwork for system capacity building, continuous improvement activities, and improved
operations for the local workforce system. The PBWD Board is leading the change and
convening stakeholders and core program partners to move forward the collective, local
strategic vision, and local plan.
Each planning activity is in support of the WIOA Hallmarks of Excellence and the
ARIZONA@WORK Guiding Pillars. Concurrently, the local plan consists of important
components and strategies, including:






An analysis of economic conditions and needed knowledge and skills in the region;
Input of local stakeholders and commitments of diverse resources;
Activities that meet the needs of employers and support economic growth in the region;
A significant focus on the development and implementation of career pathways; and
Policy and processes to establish appropriate use of funds along with other program
oversight responsibilities.

The local plan is aligned with the State’s strategic plan and is fully supported by the local chief
elected officials, the Local Board, and the local agencies responsible for implementation of WIOA.
The public has had an adequate review and feedback period demonstrating the City of Phoenix’s
commitment to transparency. The local plan will be a living document that is reviewed and
revised to reflect performance measure results, client and partner feedback and local trends.

A Collaborative Effort
Steps to ensure all stakeholders were meaningfully involved in the plan development
include:










A living timeline and action item assignments for development;
ARIZONA@WORK City of Phoenix workgroup meetings;
Review of models, best practices and lessons learned of other workforce systems;
Referencing the Arizona Workforce Development Plan 2016-2020;
Briefings with PBWD Board members and City Council members;
Teleconferences and meetings with local workforce and core partners;
The formation of the WIOA Innovation Task Force;
Public comment opportunity; and
Mayor and City Council vote and approval.
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Public Transparency
ARIZONA@WORK City of Phoenix realizes the importance of transparency and collaboration. The
PBWD Board published The City of Phoenix Local Workforce Development Area Plan from
10/19/2018 – 11/14/2018. Public comments were encouraged during this time. A notification
was posted in the City’s official newspaper for businesses, labor organizations, and other
interested parties. A copy of the published notice is included in Appendix 1. The Local Plan was
published in two different ways for public access:



Notification and availability on the City website; and
Notification via email sent through distribution list to organizations, businesses, various
community groups, industry sector partnership businesses, other city of Phoenix
departments and associations. The distribution list is included in Appendix 2.

*Notate regarding public comments and briefing CEO
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Appendix 1 - Published Notice
PUBLIC NOTICE

The Workforce Innovation and Opportunity Act (WIOA) is comprehensive reform that supersedes the
Workforce Investment Act (WIA) of 1998. The goals of the national strategic direction for the workforce
system include: ARIZONA@WORK City of Phoenix and the Phoenix Business and Workforce Development
(PBWD) Board strive to work together with aligned missions to build capacity in the system’s ability to
achieve Focused Workforce Solutions, Excellence in Customer Services, and Strong Regional Economies
- the three Hallmarks of WIOA.
Under the Workforce Innovation and Opportunity Act, each Local Workforce Development Board (LWDB),
in partnership with the chief local elected official, is required to submit a Local Workforce Development Area
Business Plan for WIOA Title 1B Adult, Youth and Dislocated Worker Programs for program years 2016 –
2020. The Governor has designated the City of Phoenix as a Local Workforce Development area and as
such, the law requires that the City submit a Local Business Plan. To view and download a Draft copy of
the City of Phoenix Local Workforce Development Area Business Plan for Program Years 2016 and 2020,
go to ARIZONAatWORK.com/Phoenix/newsroom/.
Anyone wishing to comment on the plan may do so during a public comment period, from October 19, 2018
thru November 14, 2018. There will be a variety of ways to comment on the Local Plan during this period.
Comments will be accepted at/by:

1) PBWD Board Meeting being held on:

November 8, 2018
8:30am until 10:30am
Phoenix Business and Workforce Development Center
302 N. 1st Ave., 6th floor
Phoenix, Arizona 85003

2) Fax: 602-495-7530
Attn: Christina Edwards, PBWD Board Liaison
Plan: Program Year 2016-2020

3) https://arizonaatwork.com/phoenix/local-board

We would like to thank you in advance for taking the time to review and comment on the plan.
Respectfully,

LaSetta Hogans
Executive Director
Phoenix Business and Workforce Development Board
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Appendix 2 – Distribution List Used to Notify Key Stakeholders

To be added after public comment period.
Appendix 3 – Copy of Comments Received from the Public Notice

To be added after public comment period.
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Appendix 4 – State Nondiscrimination Plan
Element One - Designation of Local Level Equal Opportunity (EO) Officers:
 ARIZONA@WORK City of Phoenix has designated the Quality Assurance Supervisor
position as the designated EO representative for the local area
Element Two – Notice and Communication:
 ARIZONA@WORK City of Phoenix has the “Equal Opportunity is the Law” notice posted in
each site, including subcontractor locations, in both English and Spanish.
 Auxiliary aids are available upon request or when a staff member recognizes a customer
may be having difficulty reading the notice
 Every customer receives the notice upon enrollment into the WIOA program and a copy
is placed in the participant’s hard file
 All recruitment materials include the required statements “equal opportunity
employer/program” and “auxiliary aids and services are available upon request to
individuals with disabilities” and a TTY number. Any program-related information that is
published or broadcast includes these as well.
 ARIZONA@WORK City of Phoenix has a separate policy for Limited English Proficiency
(LEP) and includes information on how to identify LEP and resources to assist them such
as the “I speak” cards and the interpreter subcontractor, United Language Group..
 The EO representative for ARIZONA@WORK City of Phoenix stays current on updated
policies regarding non-discrimination and equal opportunity.
Element Three – Review Assurances, Job Training Plans, Contracts and Policies and Procedures:
 ARIZONA@WORK City of Phoenix has and will continue to include the required equal
opportunity assurance in the submission of the Local Business Plan and all contracts, grant
and cooperative agreements.
 ARIZONA@WORK City of Phoenix updates its policies regarding non-discrimination and
equal opportunity to adhere to federal and state policy modifications.
Element Four – Affirmative Outreach:
 ARIZONA@WORK City of Phoenix offers a Basic Computer course to customers who may
have a lower computer literacy.
 ARIZONA@WORK City of Phoenix has increased its referrals from Vocational
Rehabilitation and has made technological accommodations for both hearing and visually
impaired customers to attend the SOAR work readiness classes and other public
workshops.
 A diverse and universal menu of services is available to all job seekers and discussed
during the Welcome/Orientation function.
 ARIZONA@WORK City of Phoenix adheres to all remaining actions stated under this
element in the NDR:
 Signs have been posted to inform customers of telephone numbers to call or to see the
manager if an accommodation is needed to receive services;
• Individuals and organizations have been identified and are available if assistance is
needed to provide services or information in a language other than English, and
written procedures have been distributed to staff;
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Employees who have skills in languages other than English have identified themselves
and offered their services in assisting LWDA customers by providing instruction,
conveying information, or assisting with completing forms;
• Local community organizations that serve or represent the various ethnic, gender and
age group segments and individuals with disabilities have been maintained;
• Ongoing contacts have been maintained with community-based organizations and
advocacy groups to ensure the center meets the specific needs of each constituency;
• Coordination linkages with other federal, state and local agencies serving the various
segments of the populations have been developed;
• Participation in community employment events such as job fairs, seminars, and public
recruitment for employers has publicized the services of One-Stop Centers;
• One-Stop Center staff serves on the advisory boards of, or offer technical assistance
to, advocacy groups and community-based organizations;
• Develop advertisement in the mass media to promote the use of AZDES programs,
services, and benefits;
• On-site visits with employers and community agencies, participation in job fairs,
special recruitment efforts, employer seminars, and public relations campaigns have
encouraged employer use of Arizona Job Connection system; and
• One-Stop Center office space, where available, has been provided to local group
Element Five – Compliance with Section 504 of the Rehabilitation Act of 1973, as Amended and
29 CFR Part 38:
 ARIZONA@WORK City of Phoenix provides reasonable accommodation for individuals
with disabilities.
 Each ARIZONA@WORK City of Phoenix site has architectural accessibility for individuals
with disabilities.
 Programmatic accessibility is available for persons with disabilities, as in the Vocational
Rehabilitation example cited earlier.
 Any confidential medical information that is provided by a customer is kept in a separate,
sealed file and in a locked area kept separate from the participant’s file. Medical
information is only maintained if it applies to eligibility or exit exclusions.
 ARIZONA@WORK City of Phoenix Job Centers provide equipment to accommodate
individuals with physical disabilities, as well as the hearing and vision impaired, to provide
universal access to all customers entering the Center.
• All three Comprehensive Job Centers have a Vocational Rehabilitation counselor onsite to assist staff as needed.
 Job Centers have designated bilingual staff and access to sign language services.
Element Six – Data and Information Collection and Maintenance:
 ARIZONA@WORK City of Phoenix collects and maintains electronic and hard files on each
customer. Data entry into the statewide Arizona Job Connection (AJC) is completed in
adherence with the State Timely Data Entry policy and the recent Adult/Dislocated
Worker/Youth policies.
 ARIZONA@WORK City of Phoenix keeps all participant information confidential and staff
lock their file drawers at the close of each business day.
•
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The EO representative maintains a discrimination complaint log and forwards the log on
a quarterly basis to the State EO Officer. The LWDA EO representative informs the State
EO Officer of any discrimination complaints filed in accordance with the Civil Rights Center
time frames and deadlines.
 Participant record retention is for a period of three years and is disposed of in accordance
with City of Phoenix Project Management Office standards.
Element Seven – Monitoring Recipients for Compliance:
 ARIZONA@WORK City of Phoenix has the designated EO representative conduct on-site
internal and external monitoring each program year on the areas mentioned under this
element in the MOA.
Element Eight – Complaint Processing Procedures:
 ARIZONA@WORK City of Phoenix ensures each customer receives a notice of their rights
to file a complaint if they feel discrimination has occurred. There are instructions and
guidance for staff in policy on the action and steps required once a customer has lodged
a complaint.
Element Nine – Corrective Actions/Sanctions:
 ARIZONA@WORK City of Phoenix abides by any corrective actions/sanctions received in
relation to any violation of Section 188 of WIOA. Correction is done immediately, and
policies are revised to ensure violations are not repetitive.


Corrective actions/sanctions are issued to subcontractors who, during on-site monitoring, are
found to be in violation of Section 188 of WIOA.
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Appendix 5 – Youth Service Providers List PY 2018-2019
Arizona Call-A-Teen Youth Resources, Inc.

acyraz.org

649 N. Sixth Avenue, Phoenix, AZ 85003 Phone: (602) 252-6721
ACYR’s mission is to transform lives, build futures, and strengthen
communities by developing our greatest natural resource…youth.

Chicanos Por La Causa

cplc.org

1112 E. Buckeye Rd., Phoenix, AZ 85034 Phone: 602-257-0700
Chicanos Por La Causa (also known as CPLC) was founded in 1969 to
confront oppression facing Latinos in Phoenix, Arizona as part of the
movement led by Cesar Chavez, who undertook a fast at our original
headquarters. Since then, they have become one of the largest Hispanic
nonprofits in the country, promoting stronger and healthier
communities throughout the southwestern United States. CPLC’s
mission is to drive political and economic empowerment.

Jewish Family & Children’s Services jfcsaz.org
4747 N. Seventh St., Suite 100, Phoenix, AZ 85014 Phone: (602) 2797655
Jewish Family & Children’s Service (JFCS) is a non-profit, non-sectarian
organization founded in 1935, whose mission is to strengthen the
community by offering high quality behavioral health and social services
to children, families and adults of all ages throughout Maricopa County,
in accordance with a Jewish value system that cares about all humanity.

YMCA

ymca.org

3825 N. 67th Ave., Phoenix, AZ 85033 Phone: (623) 873-9622
To put Christian principles into practice through programs that help
healthy spirit, mind and body for all. Core Values: Caring: to demonstrate
a sincere concern for others, for their needs and well-being.

Revised October 2018

96

ARIZONA@WORK City of Phoenix Local Workforce Development Plan 2016-2020

Appendix 6 – Signature Page
Local Business Plan Signature Page
Program Year 2016 through Program Year 2020
WIOA Title1B
We, the undersigned, do hereby approve and submit this Local Plan for the Workforce
Innovation and Opportunity Act (WIOA) Title1B Programs for the:
City of Phoenix
Local Workforce Development Area (LWDA)
Submitted on behalf of the Local Workforce Development Board (LWDB) and Chief Elected
Official(s) for this Local Workforce Development Area.
Signature-Chief Elected Official

Date

Thelda Williams, Interim Mayor
Name and Title

Signature-Phoenix Business and Workforce Development Board Chair

Date

Nick DePorter, Chairman
Name and Title

Approved on behalf of the State of Arizona:
Signature-Chair

Workforce Arizona Council
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