Q1.   An area on the MOSES basic screen should be available to note that a customer is on suspension or banished that cannot be changed other than by career center management. A recent note that I put into a customer’s special accommodation section of the basic screen had apparently been removed/deleted by the customer (via job quest) or staff (via MOSES). 

A1.  DCS is reviewing this suggestion with DWD technical staff.  Developments will be addressed through future communication.

Q2.   If we choose to have the state issue the notice of banishment then it appears we must justify to the state the reasons for our actions. While this has some balance to ensure appropriate action by the career center the issuance may not be as timely as we would like it to be. There is no indication as to how long it would take for them to forward the documents to legal counsel or how long legal counsel will need to review the case before making its decision back to the state who would then have 24 hours to issue the notice. It would appear from a control and timeliness point of view it would be better for the local career center to issue the notice of banishment. However it is desirable to separate local staff from the affected job seeker. 

A2.   While a specific timeframe cannot be guaranteed, most reviews and determinations should take no longer than 48 hours.

Q3.   While [the Commonwealth] believes the policy will help avoid the filing of formal customer complaints, I doubt that it will have that affect. 

A3.    While the specific intent is not to reduce the number of complaints filed [as a customer does not relinquish his/her right to seek redress through the local complaint process (including either informal or formal resolution)], it is anticipated that publicizing and following a standardized process for a local area and explaining that process as part of the “informal” complaint process can lead to a sanctioned individual deciding against filing a formal complaint. The Commonwealth does anticipate that by implementing standardized policies and procedures for sanctioning and banishing customers and consistently following said policies and procedures, local area decisions on customer sanction and banishment are more likely to be upheld should a customer seek redress through the formal complaint system. 

Q4.   How will Career Centers be informed if a customer is banned from a Center outside their area?  

A4.   The policy clearly states that all determinations must be recorded in the individual’s MOSES record using the Moses Notes feature.  The policy has been revised to include a reference that a determination to sanction and/or banish a customer must be recorded in the “non-confidential” mode in order for staff of other centers and/or areas to have access to that information.   

Q5.  We believe the process (four steps) is too long and banishment should occur after the oral warning and written warning.  

A5.   The Commonwealth’s policy as articulated in the DRAFT is that local areas implement a formal, progressive discipline model of sanction (including banishment) that is standardized within the local workforce investment area.  The policy does not dictate a specific model for adoption by any local area.  The 4-tiered progressive discipline model cited in the policy is only an example recommended by the workgroup. 

  
Q6.   If the local [area] issues the banishment decision letter and the customer files a formal complaint does the process for the customer change.  Will the complaint go directly to the state for a hearing and decision?  

A6.    If a customer who has received a locally issued notification of sanction or banishment files a formal complaint though the local career center system, the complaint will be handled according to the local process (as established in accordance with WIA Communication No. 05-89).  Said process includes appeal to the state level should resolution not be achieved at the local level.   

Q7.  Assumption is that this policy: 
(1) requires the establishment of a "Sanctioning and Banishing" Policy for each of the 16 region's  Career Center(s); 
(2) this policy guidance may be duplicated or locally modified as long as there is a progressive discipline model to assure a consistent procedural approach locally/regionally; 
(3) is a career center operational policy

A7.   The Commonwealth does not necessarily characterize the “Sanctioning and Banishing One-Stop Career Center Customers for Violent or Disruptive Behavior” Issuance as a “career center operational policy”.  The issuance is intended as guidance with respect to a general framework to be followed within a local workforce investment area in establishing a consistent, formalized local policy for its local one-stop system. Although the issue being addressed through the policy relates to One-Stop Career Center customers, the policy guidance includes no requirement that the local policy be carried out solely through or by local One-Stop Career Centers.  A local area my choose to have the policy carried out , in part or in full through its local one-stop career center(s), but the guidance does not mandate such a model.  

The only state-mandated requirements are that the local policy include:

· progressive levels of  sanction; 

· an operational model that is applied consistently across the entire local workforce investment area; and 

Related to the establishment of a consistent local policy and related procedures, the Commonwealth also requires each local area to update its local Workplace Safety plan(s) and/or local customer Code of Conduct to address both non-violent and violent activities.  Updated versions of local Workplace Safety plan(s) and/or local customer Code of Conduct are to be submitted to the Department of Workforce Development.

Q8.   MOSES documentation.  Several commenters wondered how much detail should be included in MOSES in order to meeting the confidentiality requirements.  Guidance/discussion about this would be helpful.  

A8.   With regard to MOSES Notes: guidance with respect to the content of MOSES Notes can be found in the Q &A attached to WIA Communication No. 05-76 Policy to Protect Confidential Information (10/19/2005).  Additionally, content guidelines with respect to MOSES Notes is addressed as part of the curriculum for both MOSES 101 and Case Management training.

Q9.   There is no mention of any notification of the complaint to the OSCC's Unified Complaint officer.  

A9.   Customer actions subject to the requirements of the Unified Complaint System described in WIA Communication No. 05-89 Unified Workforce Investment System Complaint Process, Revised (12/28/2005) must be submitted in a formal written complaint. Such complaints may be initiated by either another customer or a staff member.  If a formal written complaint is received by the local Complaint Officer, it is expected that the complaint will be dealt with in accordance with the procedural guidance described in WIA Communication No. 05-89.

Q10. What is the difference between "inappropriate use of equipment" and using equipment to operate a personal office?

A10. The “personal office” reference is made with respect to the “inappropriate” use of a One-Stop Career Center, as a physical plant and/or location and expands the definition of “inappropriate” behavior beyond the more specific use of the equipment found within the center.   The Commonwealth believes the distinction affords added protection to staff in assuring a safe and welcoming work environment.

 
