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INTRODUCTION 
 

CORE CONCEPTS 
Three core performance concepts provide the foundation for the Maricopa Workforce 
Connectionsô (MWC) Two Year Plan.  These core concepts are both statements of commitment 
and operational philosophy.  
 

Each Person is UniqueðMWC will invest in serving customer needs and will respond 
by developing integrated and holistic services. 
 
Every Dollar CountsðMWC will be a leader in the implementation of best management 
practices and will leverage every dollar to achieve optimal results. It will develop new 
partnerships to extend services, improve financial stability and expand its resource base.  
MWC will engage Phoenix Workforce Connection (PWC) in a regional effort to deliver 
cost effective services to job seeking and business customers. 
 
Everyone Makes a DifferenceðMWC will empower its subcontractors, partners and 
other allied service providers in the County to meet the growing demand for services. 
MWC will emphasize visioning, innovation, preparedness, quality, coordination, 
effectiveness and customer satisfaction.  

 
MWC VISION 
All Maricopa County residents and businesses will have opportunities to achieve maximum 
employment return on their skills, education and potential.  All MWC business customers will 
realize enhanced competitiveness from our services. 
 
MWC VALUE PROPOSITION 
For the citizens of Maricopa County who require access to economic opportunity, MWC 
provides education, employment, transportation and other assistive services that promote the 
development of competitive businesses, self reliant citizens and families, and enable everyone 
to participate in improving their quality of life. 
 
SITUATION ANALYSIS -- CRITICAL ISSUES 
Growth and Changing Demographics  
MWC serves job seeking citizens across the County who generally share the characteristic of 
being ñat riskò. This characteristic may manifest itself in different ways such as income status, 
health status, mobility status, educational status or other special needs. The rapid growth of 
Maricopa Countyôs population and the projection that this growth will continue will result in 
increased demand for MWCôs services. While rates of poverty remain relatively stable due to 
growth, the absolute number of people requiring assistance continues to expand.  Also of 
significance is the aging population and the trend towards a growing number of single adults 
and single heads-of-household.  Wage growth has not kept pace with national trends in other 
major urban/metro areas and the number of households living ñat the marginò (slightly above 
low-income) is rising. 
 
Sixty percent of MWCôs WIA job seeking clients are female. Twenty-nine percent of MWCôs 
job seeking customers report annual household incomes less than $15,000 per year. Fifty-six 
percent report household incomes of less than $30,000 per year. Thirty-four percent of these 
households also receive other support services from the State of Arizona and nonprofit 
organizations. Ten percent of MWCôs clients rely on two or more additional sources of 
assistance.  Agency referral and word of mouth are the dominant forms of client access for 
MWCôs job seeking customers. 
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SOURCES OF FUNDING 
MWC derives its financial support primarily from WIA federal pass through funding. 
 
Recent trends in federal spending for social programs have not kept pace with the growing 
demand for services nationally.  In fact, the most recent appropriation for WIA cut funding by 
1.7% in addition to rescinding $250 million from prior yearsô funding. Further compounding the 
funding issue for MWC is the observation that generally the State of Arizona receives less 
federal funding per capita designated for social service programs than similarly populated 
states.  
 
 
TARGET POPULATION DEMOGRAPHICS 
Low Income Families and Children 

According to the American Community Survey conducted by the U.S. Census Bureau in 
2006, approximately 13% of the total population in Maricopa County lives in poverty. 
Nine percent of all families and 23% of families with a female head of household without 
a spouse present had incomes below the poverty level.  Nearly 30% of Maricopa 
Countyôs population can be classified as poor, working poor or marginally self sufficient.  
 
The self-sufficiency standard for Arizona for a single mother with an infant and a pre-
school aged child exceeds $42,000.  Many retail and other service jobs pay less than 
$25,000. Nearly half of all renting households spend more than 30% of their income on 
housing while the very poor may spend as much as 79%.   Thirty-two percent of housing 
units are renter occupied. Most single wage earners can no longer afford to purchase or 
rent housing in the County. 
 

In metro Phoenix, average transportation costs (30% of income) exceed those of 
housing costs (27% of income).  Less expensive housing on the urban fringe translates 
to higher transportation costs as the trade off.  For low income families, the figure can 
be as high as 37%.  Low income families often cite transportation as the most 
significant barrier in finding and maintaining employment. 

 
Half of all bankruptcies are health related. 
 

Persons with Disabilities 

Nearly 30% of all families report having at least one member who is disabled. Families 
with a disabled member are less likely to be homeowners and more likely to live in 
poverty. Median incomes for persons who are ñseverelyò disabled are less than half of 
those without disabilities. Sixty percent of persons reporting themselves as disabled 
categorize their disability as severe. Only 42% of persons with severe disabilities are 
employed. 
 
Only 29% of adults with disabilities work full or part time. Sixty percent of those not 
working would lose their health care benefits if they became employed. People with 
disabilities between the ages of 21-64 are half as likely to have a college degree or a 
job and if employed, they earn half as much as those without disabilities (Freedman 
2004). In Arizona in 2000, people with disabilities in vocational rehabilitation services 
earned on average 56% of what people without disabilities earned (International 
Center for Disability Information 2005). 
 
The poor and disabled are co-clustered geographically along a line running east-
southeast from El Mirage through central Phoenix to Mesa. 

 



 

5 

Homeless Persons 

Thirty-six percent of homeless persons sheltered in Maricopa County are members of 
families with children.  Twenty-three percent of the homeless are female, and 20% are 
under the age of 18. 
 
Additionally, 30% of the sheltered homeless in Maricopa County receive some sort of 
income (retirement, social security, wages, etc.), but only 13% are employed.  Ten 
percent of homeless persons sheltered in Maricopa County are military veterans.  
Homeless veterans tend to be older and more educated than homeless non-veterans. 
But similar to the general population of homeless adult males, about 45% of homeless 
veterans suffer from mental illness and (with considerable overlap) slightly more than 
70% suffer from alcohol or other drug abuse problems.ò (Department of Veterans 
Affairs 2005) 
 
Nationally, 50% of women and children who are homeless are ñfleeing from abuse.ò 
The largest homeless shelter in Arizona, Central Arizona Shelter Services (CASS), 
ñreported that 33% of their female population has a history of domestic and sexual 
violenceò. 

 
It is estimated that 116,000 households in Maricopa County cannot find housing within 
their income range.  A decrease in ñwages have put housing out of reach for many 
workers: in every state, more than the minimum wage is required to afford a one- or 
two-bedroom apartment at Fair Market Rentò (National Low Income Housing Coalition 
2001). In the region of the Maricopa Association of Governments, a minimum-wage 
worker would have to work 122 hours each week to afford a two-bedroom apartment at 
30%of his or her income, as opposed to the national median of 89 hours for a 
minimum-wage worker (National Low Income Housing Coalition 2004). 
 
On a national level, approximately 39% of the homeless populations are children 
(Urban Institute 2000). According to the National Alliance to End Homelessness, 
ñmany homeless youth have experienced physical and sexual abuse, parental drug or 
alcohol abuse, childhood homelessness, and juvenile detention. Neglect and lack of 
emotional and financial support from their families can also cause youth 
homelessness.ò Lack of an appropriate exit strategy from the foster care system has 
been cited as another cause of youth homelessness. The Annie E. Casey Foundation 
found that ñwithin two to four years of exiting foster care, 25% of foster children had 
experienced homelessnessò (Youth Homelessness 2004). 
 
Lack of financial resources, eviction and loss of employment are the three most 
frequently cited reasons persons relate for entering homeless shelters in Maricopa 
County. 
 

Mature Workers 

As of August 2005, there were approximately 23.7 million individuals 55 years and 
older in the U.S. workforce which represents approximately 16.5% of the total labor 
force (Department of Labor 2005). A study by the MetLife Foundation and Civic 
Ventures titled ñThe New Face of Work Surveyò demonstrates that their desire to 
remain employed is not uncommon. The study found that 53% of older adults surveyed 
plan to continue working after retirement. 
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Recent findings regarding mature workers: 

 Overall mean hourly wages fell by about 13 percent when older workers changed 
jobs from $18.57 to $16.23. 

 Hourly wages fell more sharply for older workers who retired from their previous jobs 
than those who separated for other reasons. Average wages for retirees from long-
term jobs (with more than 10 years of service) who continued to work declined by 
about 39% and median wages plunged by 53%. Older people displaced from long-
term jobs who found other employment experienced average wage losses of about 
19%.  

 About one-half of men and 40% of women who retired from long-term jobs and 
became reemployed elsewhere experienced hourly wage losses of at least 50%. By 
comparison, about 25% of men laid off from long-term jobs, 16% of men who quit 
long-term jobs and 24% of men who left long-term jobs for other reasons 
experienced such large relative wage declines. 

 Only about 23% of older job changers who left long-term employers remained in the 
same detailed occupation category in their new jobs as defined by three-digit 
Census codes. More than half moved into different broadly defined occupations.  

 Retirees were significantly more likely to change occupations than those who 
switched employers for other reasons. Only about 15% of retirees who left long-term 
employers remained in the same detailed occupation category and 64% moved into 
different broadly defined occupational categories. 

 Many older job changers separating from long-term employers exited the 
manufacturing and public administration industries and moved into the trade and 
service industries.  

 Only about one in five job changers who retired from long-term jobs continued to 
work in the same narrowly defined industry as before they retired. By contrast, about 
one-third of older job changers who quit their previous jobs continued to work in the 
same narrow industry. About 65% of employed retirees and 60% of displaced 
workers moved into different broadly defined industry groups.  

 About 71% of older workers who left long-term jobs received health benefits on their 
old jobs and 55% received benefits from their new jobs. 

 Many older workers who changed jobs moved to part-time work, self-employment 
and jobs offering flexible work arrangements. Forty-three percent of older workers 
who left long-term jobs worked part time on their new jobs, 25% were self-employed 
and 50% worked in flexible jobs. By comparison, only 15% worked part time and 
28% had flexible work arrangements on their pre-separation jobs.  

 Part-time work, self-employment and flexible work arrangements were especially 
common on post retirement jobs. About 56% of employed retirees who left long-term 
jobs moved from full- to part-time work, 28% moved from wage and salary 
employment to self-employment and 45% moved from less flexible jobs to more 
flexible jobs. 

 
These indicators suggest that people who lose their jobs at older ages often face special 
challenges in the labor market. Those able to find other employment generally ended up 
in different industries and occupations earning much lower wages than on their former 
jobs. For example, about one-quarter of older men laid-off from long-term jobs earned 
hourly wages that were less than half as high as on their previous jobs. About 40% lost 
pension coverage and 25% lost health benefits. 
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Youth 
The absolute number of students failing to graduate from high school in Arizona will 
climb from 16,000 in 2003 to over 21,000 by 2010 according to the Center for the Future 
of Arizona. 
 
Students who drop out of high school face significant economic disadvantages 
compared to their peers who graduate. Arizona dropouts were nearly three times more 
likely than graduates to be unemployed (United States Census, 2003). When employed, 
the average high school dropout earned only 50% of the average graduateôs wage. The 
financial disadvantages of dropping out of school are experienced not only by the 
individual who drops out, but also by their families and the larger society as well. 
 
In 2000, according to Decennial Census data, 19% of Arizonaôs population age 25 and 
older did not have a high school degree. Dropouts are almost twice as likely as ñhigh 
school onlyò graduates to be living in poverty and are more likely than those who have 
graduated to be unemployed and receiving welfare. 
 
Children of high school dropouts often experience the consequences of their parentsô 
educational decisions. In 2004, 17% of married couple families in households headed by 
high school dropouts in Arizona were living below the poverty line as compared to 8.6% 
of families headed by high school graduates (Census, 2004). Additionally, high school 
dropouts and their dependents have a higher probability of being uninsured, which is not 
surprising considering insurance is tied to employment for many Americans (DeLeire, et 
al., 2005).  
 
High school dropouts impose high costs on society on top of the personal costs that they 
and their families experience. Nationwide, during the average month in 1999, dropouts 
age 18 and over were more than twice as likely as high school graduates to participate 
in a major means-tested public assistance program such as Aid to Families with 
Dependent Children (AFDC), Temporary Assistance for Needy Families (TANF), 
General Assistance, Food Stamps, Supplemental Security Income, Medicaid or Housing 
Assistance (Lester & Tin, 2004). Cohen (1998) estimated the cost of a high school 
dropout to society to be between $243,000 and $388,000 in 1997 dollars. Translated to 
2007 dollars, this cost is currently estimated to be between $311,130 and $496,785 for a 
single high school dropout. Between 20% and 50% of this figure can be attributed to 
factors other than lost earnings potential. This estimate rises to between $2.2 to $3.0 
million if the dropout is also a career criminal and drug user.  
 

Veterans 
Of the approximately 600,000 veterans living in Arizona, over 50% reside in Maricopa 
County. 
 
In recent years, an accumulating body of research suggests that nearly 1/3 of recently 
discharged veterans require follow up medical or mental health care.  This figure rises to 
roughly 44% of all women veterans. 
 
A 1986-88 study, the National Vietnam Veterans Readjustment Survey, found 15% of 
male and 8% of female Vietnam veterans had been diagnosed with stress disorders. A 
recent study by the New York Academy of Medicine found that the postwar mortality rate 
of Vietnam veterans who had suffered post-traumatic stress disorder was twice that of 
other veterans from that conflict. 
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Advances in medical care have resulted in higher survivability rates and many more 
veterans returning home with disabilities and traumatic injuries. 

 
Today's employment market is seeing the growing emergence of a new type of job 
seeker: recently separated military personnel (active duty, guard, and reservists). These 
brand-new veterans returning home after serving in the Middle East, as well as the 
trans-generational veteran population face a broad array of challenges including 
readjusting to civilian life, deciphering newly acquired veteran benefits, assessing their 
readiness to join the civilian workforce, and either returning to an already established 
career or striking out on a new career path related to their military experience (Felder, 
2007).  
 
Transgenerational Veterans ï Not only does the general population have three 
generations in the workforce; the military has three generations separating from the 
military into the general population, each with very unique needs.  The veterans can be 
separated into three categories based on generation ï Pre-Vietnam era, Vietnam era, 
and the Gulf War/Iraq era.  The Vietnam era veterans represent the largest veteran 
population at 8.4 million or 31.7% of the total veteran population with many having 
served in the Gulf War and Iraq conflicts. 

 
National Guard and Reservists ï This population of veterans is unique in that 

employment has been blended between a civilian and military career.  Once deployed to 
the war zone, many of these veterans find it difficult to transition back into the workplace 
and employers are unfamiliar with the distinctive services (i.e. mental health/counseling) 
these veterans may require to make the transition. 
 
Female Veterans ï Currently, women make up 14.8% of the active duty military force 
and approximately 22.8% of the reserve force.  A number of women veterans bring a 
unique set of experiences to the workforce such as sexual trauma while they served 
on active military duty.  Programs and employers working with this population must be 
sensitive to their needs in transitioning to the workforce from the military. 

 
Disabled Veterans ï More veterans are coming home with life-changing injuries such 
as amputations and brain trauma than ever before with more than 22,000 soldiers 
wounded in Iraq.  For those whose injury does not prevent them from employment, the 
transition can be daunting at best without the proper assistance from both the workforce 
programs and employers.  Access to care and services for this special population does 
not end at employment as many may not present symptoms of emotional health issues 
(i.e. PTSD) for several months to several years after returning from war. 
 
Spouses of Veterans ï The Department of Defense indicates that 65% of all military 
spouses work, and that 80-91% would like to work, if only they could find appropriate 
employment opportunities.  For those spouses with veterans on active duty the need for 
employment may be even greater.  This population faces a variety of issues when a 
service member is killed, injured, gets sick, or is hospitalized, leaving the spouse and 
families wounded. In many instances, the veteranôs career may have always come first, 
making the task of finding a job a brand-new process for the spouse. It's likely that they 
will have a mix of emotions, from excitement to fear to concern.    Programs that provide 
assistance to this population must ensure the emotional, financial, and readjustment 
requirements of these families are met. 
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ECONOMIC CONDITIONS 
Economic growth has slowed substantially driven by a retreat in the housing market. 
 
Most economists are predicting continued growth for the Arizona economy, albeit at a much 
slower rate (less than 2%).  However, a small but growing group of forecasters are suggesting 
that the odds of a recession are growing, if it not has begun already.  All seem to agree however 
that the economy is fragile and that any combination of setbacks such as housing, retail, 
energy, interest rates, or natural disasters could be quite harmful. 
 
Maricopa Countyôs unemployment is low and projected to remain below the national average in 
2008-2009. Regional planners expect one million new jobs to be created in Maricopa County by 
2030.  
 
Arizona per capita income slipped from 37th to 38th nationally between 2000 and 2005. With 
passage of Proposition 202 in November 2006, Arizona enacted its own minimum wage law 
effective Jan. 1, 2007.  For most occupations, Arizonaôs minimum wage is $6.75 an hour thus 
will be adjusted for inflation each January starting in 2008. 
 
Tax revenues providing income to the State of Arizona, Maricopa County and regional 
municipalities are declining resulting in budget deficits and restructuring 
 
 
STATE INITIATIVES 
Several initiatives are underway that will impact MWC operations. 
 

 The Governorôs Council on Workforce Policy will recommend standards and protocols 
for One-Stop chartering in 2008.   

 The Governorôs Office for Children, Youth and Families has issued a new report entitled, 
ñFive Keys to Youth Success: Unlocking the Door to Arizonaôs Futureò that will influence 
the future delivery of WIA youth services.   

 The impact of Proposition 300 i.e. Employer Sanctions Law, Post-secondary education 
effective January 1, 2008 has caused concern among many businesses and may effect 
future employment patterns.   

 The Department of Economic Security will either upgrade or replace the VOS system in 
2008.   

 The State of Arizona is facing a severe budget deficit for the next two years. 
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SECTION I 
PLAN DEVELOPMENT 

 
 

Describe the involvement of the Chief Local Elected Official (CLEO), the Local Workforce 
Investment Board (LWIB) and stakeholders in the development of the Plan. 
The planning process was initiated by a series of strategic briefings presented to the Maricopa 
Workforce Connections (the local Workforce Investment Board), the MWC Youth Council and 
the MWC Executive Committee by the Assistant Director of Maricopa Countyôs Human Services 
Department during the summer and fall of 2007. These briefings along with ongoing joint 
meetings between MWC and Phoenix Workforce Connection Executive Committees, full Boards 
and key staff laid the groundwork for the strategic initiatives contained in this two year plan. 
 
The initial draft of the local plan was developed by Maricopa County Workforce Development 
Division under the direction of the Assistant Director. Key stakeholders were invited to comment 
on the MWC plan which was subject to approval by the Maricopa Workforce Connections 
Board. 
 
Maricopa County Board of Supervisors (CLEOs) will review and issue final approval of this Two-
Year Plan at a regularly scheduled Board meeting.  
 
Describe the process used to make the Plan available to the public, as well as key 
stakeholders, and the outcome resulting from review of public comments.  Describe 
measures taken to include or address all comments received within the review period. 
Public comment on the MWC plan was invited through public notice printed in the Arizona 
Business Gazette (1/24/08), the Phoenix Business Journal (1/18/08), and the East Valley 
Tribune (1/18/08). See Appendix A. Copies of the draft Plan were made available for public 
inspection at MWCôs One-Stop locations and Maricopa County Human Services Department, 
234 N. Central Avenue, Phoenix, Arizona 85004. Additionally, the draft Plan was placed on the 
MWC website for download and public comment was invited by email. No public comments 
were received for consideration. Any actions taken or not taken based on public comment would 
have been reported to the MWC Executive Committee and Full Board. See Appendix B. 
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SECTION II 
GOVERNANCE STRUCTURE 

 
Describe the role of the Chief Local Elected Official (CLEO) in the governance and 
implementation of WIA in the local area. 
The Maricopa County Board of Supervisors appoints the members of the MWC Board. 
Operational authority for contracts and other administrative matters passed by the MWC Board 
are subject for approval by the Maricopa County Board of Supervisors. 
 
Identify the entity responsible for the administrative functions in the delivery of WIA 
services. Provide contact information for the administrative entity and a copy of the 
agreement between the CLEO and the administrative entity reflecting the designation and 
responsibilities.  
The entity responsible for the administrative functions in the delivery of WIA services is the 
Maricopa County Human Services Department. See Appendix C. 
 
Identify the entity responsible for the disbursal of grant funds, as determined by the 
CLEO. 
The entity responsible for the disbursement of WIA grant funds is the Maricopa County Human 
Services Department. See Appendix D. 
 
Identify the One-Stop Operator. Describe the process for selection and the relationship of 
the One-Stop Operator to the LWIB.  
The Maricopa County Human Services Department Workforce Development Division is the 
MWC One-Stop Operator.  During the Memorandum of Understanding process meetings on 
October 14 & 21, 1999, the entities designated to be One-Stop partners through the WIA 
legislation discussed and decided unanimously that the Maricopa County Workforce 
Development Division will act as the One-Stop Operator for the existing One-Stop sites.  On 
November 10, 1999, Maricopa Workforce Connections (MWC) Board approved the role of a 
One-Stop Operator with the understanding an operator is responsible for facilities and 
equipment management, data collection regarding One-Stop center operations, and 
coordination of all center activities and services. See Appendix E. 
 
Provide an organizational chart that delineates the relationship between the agencies 
involved in the workforce development system, including the CLEO, administrative 
entity, fiscal entity, One-Stop Operator and the required/optional One-Stop partner 
programs and lines of authority. See Appendix F.  
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SECTION III 
ECONOMIC INDICATORS 

 
Provide a detailed analysis of the local economy, the labor pool and labor market. The 
LWIB should use LMI resources such as the Training and Education Research Model 
(TERM), County Indicators for Arizona, etc. The analysis must include: 
1.  The current makeup of the local economic base by industry. 
2.  Industries and occupations most critical to the Local Workforce Investment Area 

(LWIA) and which occupations are expected to grow or decline in the short term and 
over the next decade. 

 
Local Economy 
A diverse marketplace helps to drive Maricopa Countyôs private-sector economy. This includes 
regional offices, air transportation, tourism, high-technology manufacturing industries, and 
telemarketing and other back-office operations. 
 
In his 2007 Economic Outlook noted local economist Elliott Pollack, reported to the 
WESTMARC (Western Maricopa Coalition) organization that slower growth was ahead for 
Maricopa County. Some of the factors cited that would impact the near term economy were the 
slowing housing market, the slowdown in consumer spending, and increased inflation. Pollack 
was also quick to state that these negatives may be countered by the economic positives of 
strong employment, a business environment thatôs described as lean and mean, and increases 
in export activity.  
 
Retail sales in Maricopa County were $37.3 billion in 2006, accounting for 68.6 percent of the 
Arizona total.  Sales grew by 7.4% in 2006, matching the percentage growth rate state-wide. 
Per capita retail sales were $9,825 in Maricopa County.  This figure is 114% of the Arizona per 
capita average retail sales. 
 
Construction activity includes residential building, commercial and industrial facilitiesô, and all 
other types of structures including public and institutional.  Maricopa County reported $6.5 billion 
of residential building permits in 2006, or 59% of the state total residential permit value. 
However, construction has pared nearly 19,000 jobs since October 2006. 
 
In Maricopa County during the 1st Q 2007, the Fastest Growing Industry Sectors were retail, 
services and healthcare. Looking back, since 2005 multiple economic activities have driven 
Maricopa Countyôs economy. Foremost among these have been high-technology 
manufacturing, tourism, wholesale trade, and telemarketing and other back-office operations. 
Maricopa County also serves as the business hub of the state, creating excess activity in other 
sectors that is basic to the county but not to the state. 
 
Occupational growth in the Phoenix MSA is expected to grow 4.68%, from 2,124,905 to 
2,224,449 by 2008, according to data from the Bureau of Labor Statistics, 
http://www.workforce.az.gov/admin/uploadedPublications/2585_PhxOccProj06-08.xls. Long 
term occupational growth is projected at 29.47%, from 1,817,818 to 2,353,547 by 2014, 
http://www.workforce.az.gov/admin/uploadedPublications/2593_PhxOccProj04-14.xls. 
 
Excess employment was present in Maricopa County in 2005 in 10 of the 22 occupational 
groups, with eight of these groups also having excess wages. Based on both employment and 
wages, the greatest excess in 2005 in Maricopa County was in the office and administrative 
support occupational group, followed by the construction and extraction group. The average 
wage in each group was less than the overall Maricopa County average.  
 

http://www.workforce.az.gov/admin/uploadedPublications/2585_PhxOccProj06-08.xls
http://www.workforce.az.gov/admin/uploadedPublications/2593_PhxOccProj04-14.xls
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The majority of the excess employment in other occupational groups was in groups with a 
subpar average wage. This includes the sales and related, food preparation and serving, 
building and grounds cleaning and maintenance, and personal care groups. However, some 
excesses occurred in four very high-paying occupational groups: management, business and 
financial operations, computer and mathematical, and architecture and engineering. See 
Attachment 1. 
 
Identifying the industry clusters and sectors most critical to the local economy is important to 
successfully maintain economic sustainability and to effectively prepare the necessary 
workforce. The Phoenix region contains several industries that are critical to the economic 
stability of the region. The jobs deemed most critical to the local economy, as reported in the 
March 13, 2007 Phoenix Workforce Analysis Report, are those ñin key industry sectors that 
import money into the state as well as those serving Arizonaôs fast-growing local population.ò 
The sectors that have been identified as most crucial to the local economy include: 

 Advanced Communication and Information Technology 

 Aerospace/Defense 

 Biosciences and Healthcare 

 Construction 

 Tourism 

 Manufacturing 
 
Advanced Communication and Information Technology, Biosciences and Healthcare, and 
Construction will be crucial to accommodating a robustly increasing population. The 
Aerospace/Defense sector has been crucial to the local economy since World War II, and in 
2002, aircraft parts and equipment accounted for $5 billion worth of goods and services created 
in Arizona. Tourism is also a year-round industry in Arizona that provides a large number of jobs 
and communities have come to rely on them as consistent sources of economic growth. Last, 
Manufacturing has historically been integral to the economy in Phoenix, and Arizona in general. 
This industry has accounted for 12% of the gross state product, and is expected to increase 
over the next two years.  
 
The focus for Arizona, and Maricopa County, is to develop and maintain sustainable economies. 
Sustainable economies are diverse, innovative, productive and export-oriented. The Arizona 
Department of Commerce has identified the following sectors in its ten-year economic strategy 
that will experience dramatic increases in the next fifteen-plus years. 
http://www.azcommerce.com/doclib/cedc/mafoverview-8pg-email%20version%206.1.07.pdf  
 
First, Advanced Communications is listed as the first of the four big waves, and is anticipated to 
take hold over the first five years of the plan. Bioscience and Gene-based Medicine is the 
second technological wave, and is expected to occur in five to ten years. Third, Sustainable 
Systems has been targeted as an industry to prepare for, and is anticipated to begin to assert 
itself in roughly ten years. Last, Nanotechnology is the fourth technological wave anticipated to 
take hold in roughly fifteen years. Each of these high-tech sectors will require an ample and 
qualified labor force skilled in cutting edge techniques to realize their full potential, and 
concurrently yield maximum economic benefits and enhancements in overall quality of life 
throughout the region. 
 
Findings of the Regional Analysis of the Workforce conducted by ESI Corporation conclude that 
in the short term, the overall employment in Arizona has experienced significant increases in the 
recent past, and is expected to continue to expand in the immediate future. In general, the 
highest sectors for employment are Trade, Transportation, and Utilities; Government; and 
Professional & Business Services. This is in contrast to the Phoenix-Mesa Metro area, in that 
Professional & Business Services are the second highest employment sector, and Government 

http://www.azcommerce.com/doclib/cedc/mafoverview-8pg-email%20version%206.1.07.pdf
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ranks third. Additionally the State of Arizona is expected to experience declining percentage 
increases in employment, while the Phoenix-Mesa area is expected to experience percentage 
growth higher than that of the state. This signals that the Phoenix-Mesa area is receiving a 
disproportionately higher level of workers flowing into the state. 
 
Over time, five years and beyond, several of the positions anticipated to experience the greatest 
percentage increases in employment are in the health care sector. This sector possesses the 
top four occupations, each expected to experience employment increases of 72% or higher. 
Additionally, health care positions account for 8 of the top 10 occupations in employment 
growth. Overall, of the top 47 occupations listed by the Arizona Department of Economic 
Security, Research Administration, 29 positions are within the health care and medical care 
fields. See Attachment 2, Table 7. 
 
Continued population and job growth will not buffer the region from its workforce challenges. In 
order for the Greater Phoenix region to sustain its economy and help businesses succeed in a 
global market place, it must have a workforce that meets the skill needs of its priority industry 
sectors. 
 
Labor Pool 
According to the Department of Economic Security, Research Administration, Population 
Statistics Unit, the population of Maricopa County is currently (2007) estimated to be 3,879,150, 
and is projected to grow to 4,217,427 by 2010. The labor force based on 2006 figures was 
1,926,900 and the average rate of unemployment was 3.5%. 
http://www.workforce.az.gov/admin/uploadedPublications/1986_2006MaricopaProjections.xls. 
 
Maricopa County accounts for 60.2% of Arizonaôs population and the county personal income 
made up 67.6% of the state total in 2005.  Personal income in Maricopa County grew by 9.5% in 
2005, exceeding the 8.9% personal income growth rate for the state overall. Per capita personal 
income in Maricopa County ($33,178) was highest among all 15 Arizona counties, and 110.5% 
of the Arizona average of $30,019.  Historically, per capita personal income in Maricopa County 
has exceeded the state average. 
 
Through focus groups and interviews conducted by ESI Corporation in 2007, many of the key 
workforce issues cited in the industry and workforce assessment studies were validated. These 
workforce issues raise very serious questions about the regionôs ability to meet the business 
expansion needs of both existing businesses and those that seek to relocate to the area. Key 
conclusions are: 

 While the regionôs priority industry sectors are projecting growth in the near term, they 
currently are unable to find qualified workers to fill existing vacancies. This has a direct 
impact on the ability of the sectors to expand locally and will constrain the economic 
sustainability of the region. 

 Addressing the priority workforce challenges will require a strong collaboration and 
leveraging of resources between industry, education and training providers, government, 
workforce development and economic development. 

 

  

http://www.workforce.az.gov/admin/uploadedPublications/1986_2006MaricopaProjections.xls
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LWIA Labor Market 

 Maricopa County covers 9,222 square miles in the central portion of Arizona.  Maricopa 
has the largest population of all Arizona counties and the county seat. Phoenix is the 
stateôs largest urban area. The county houses the state capital and is home to more than 
one half the stateôs population.  

 Rapid growth in our region continues to provide economic opportunities for businesses 
and citizens. A Rocky Mountain Poll conducted by the Behavior Research Center of 
Arizona (2004) found that roughly one-quarter of adults who are full-time residents of the 
valley moved here within the past 10 years. Among these nearly half came here from 
other Rocky Mountain or Pacific states, primarily California. Job opportunity is one of the 
top reasons people move to Maricopa County.  Based on information from the Maricopa 
Association of Governments (MAG) and the Arizona Department of Economic Security, 
the 2010 population is projected to be above that which the US Census predicts. 

 The Census projects the overall population to be 3.71 million by 2010, or roughly 10.3% 
lower than MAG ð See Attachment 2, Table 2. However, the Census anticipates a 
population under the age of 20 of over one million by 2010. This pool represents a vital 
source of potential skilled laborers.  

 
There are several factors that impact the local labor pool. One of these factors is the in-
migration and out-migration rates of workers in the local labor market.  Historically, the in-
migration of population has brought new talent to the region to meet the workforce needs of 
these businesses. The Greater Phoenix region can no longer rely on in-migration as a method 
for locating talent. Higher housing costs coupled with the impacts of tremendous population 
growth on transportation and quality of life will potentially slow the population boom and change 
the profile of new residents moving to the region. 
 
The region is also facing the same global workforce challenges as the rest of the country ð an 
aging workforce; less qualified workers replacing retirees; a public education system that is out 
of synch in terms of providing students with the application skills needed to succeed in the 21st 
century economy; and a rapidly changing demographic in which diverse populations and those 
with the greatest workforce challenges are becoming the majority. 
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SECTION IV 
PLANNING AND EVALUATION 

 
Describe the Arizona Workforce Connection system in your LWIA.  Provide strategic 
information about availability and coordination of Arizona Workforce Connection 
services including: 
 
Number and type of sites (i.e.: comprehensive, affiliate, electronic access) and site 
locations. 
Maricopa Countyôs two comprehensive One-Stop Centers (Gilbert and West Valley) are 
strategically located in urban areas experiencing rapid growth that are easily accessible by 
freeway and public transportation.   The West Valley Career Center (32,710 sq.ft.) is located just 
east of the City of Avondale, near the intersection of Interstate 10 and the 101.  The Gilbert 
Career Center (17,900 sq.ft.) is located in the City of Gilbert, and is easily accessible from the 
U.S. 60 or the Santan Freeway.   
 
Affiliate sites are located in Mesa (Department of Economic Security Office) and Scottsdale 
(Vista Del Camino Center) within multipurpose facilities which offer a variety of programs and 
serve large numbers of individuals.  In the rural areas of Maricopa County, One-Stop services 
may be electronically accessed through the Human Services Departmentôs Community Action 
Program offices located in 12 communities.  The use of internet-based service delivery enables 
access to services on a 24/7 basis.  WDDôs website, www.maricopaworkforceconnection.com 
contains information for both job seekers and business customers and provides a direct link to 
Virtual One-Stop (VOS) as well as links to other resources.   
 
To ensure consistency of services, WDD and its partners offer a ñMenu of Servicesò that 
includes all core services offered by partner programs. To promote seamless service 
integration, the menu does not identify programs or agencies, only services offered.  Staff from 
several partner agencies has been cross-trained to provide information on all services. They 
provide assistance at the reception desk, the VOS registration area, computer lab and conduct 
daily orientations.   
 
MWC has partnered with DES Vocational Rehabilitation Services to create computer labs in 
both comprehensive career centers equipped with state of the art assistive technology to allow 
ease of access to computer-based services for individuals with disabilities.  Bilingual staff is 
available to serve individuals with language barriers.  Workshops and group guidance sessions 
are conducted in Spanish as needed.  MWC has organized Rapid Response in Spanish and 
other languages for employers with a substantial number of non-English speakers. 
 
Comprehensive Sites: 
735 N Gilbert Rd. Suite 134 
Gilbert, AZ 85234 
Phone: (602)372-9700 
 
1840 N. 95th Avenue, Suite 160 
Phoenix, AZ  85037 
Phone:  (602) 372-4200 
  
 

Affiliate Sites: 
Department of Economic Security 
163 N. Dobson Rd. 
Mesa, AZ 85201 
Phone: (480) 962-7678 
 
Vista Del Camino 
7700 E. Roosevelt  
Scottsdale, AZ 85257  
Phone: (480) 312-2323  
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CAP Offices - Electronic Access Only: 
Avondale Community Action Program 
1007 South Third Street 
Avondale, Arizona 85323 
Phone: (623) 333-2700   Fax: (623) 478-3807 

 
 

Buckeye Community Action Program 
106 North 5th Street 
Buckeye, Arizona 85326 
Phone: (623) 349-6615   Fax: (623) 349-6610 

 
 

Chandler Community Action Program 
650 North Arizona  
Chandler, Arizona 85234 
Phone: (480) 963-4321   Fax: (480) 821-0997  

 
 

El Mirage Community Action Program 
14010 El Mirage Road 
PO Box 26 
El Mirage, Arizona 85335 
Phone: (623) 937-0500   Fax: (623) 583-2162 

 
 

Gila Bend Community Action Program 
202 North Euclid Street 
PO Box 439 
Gila Bend, Arizona 85337 
Phone: (602) 252-3186   Fax: (602) 258-7241 

 
 

Gilbert Community Action Program 
1140 North Gilbert Road, Suite #109 
Gilbert Arizona 85234 
Phone: (480) 892-5331   Fax: (480) 892-7158 

 
 

Glendale Community Action Program 
5850 West Glendale Ave 
Glendale, Arizona 85301 
Phone: (623) 930-2854   Fax: (623) 930-2141 

 
 

Guadalupe Community Action Program 
9241 South Avenida del Yaqui 
Guadalupe, Arizona 85283 
Phone: (480) 730-3093   Fax: (480) 505-5383 

 
 

Peoria Community Action Program 
8335 West Jefferson 
PO Box 176 
Peoria, Arizona 85380 
Phone: (623) 979-3911   Fax: (623) 878-8221 

 
 

Scottsdale Community Action Program 
7375 East 2nd Street  
Scottsdale, Arizona 85257 
Phone: (480) 312-2323   Fax: (480) 312-7715 

 
 

Tempe Community Action Program 
2150 East Orange 
Tempe, Arizona 85281 
Phone: (480) 350-5880   Fax: (480) 350-5894 

 
 

Tolleson Community Action Program 
9555 West Van Buren 
Tolleson, Arizona 85353 
Phone: (623) 936-7111  Fax: (623) 936-4252 

 
 

  Wickenburg Community Action Program 
255 North Washington 
Wickenburg, Arizona 85390 
Phone: (928) 684-7894  Fax: (928) 684-7897  
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Factors used to assess the effectiveness of such configuration.  Include factors for 
determining a locationôs business hours and types of services offered. 
The Gilbert and West Valley Career Centersô normal hours of operation are 8 a.m. to 5 p.m. 
Monday through Friday.  The Centers are opened occasionally during weeknights and 
weekends for meetings and special recruiting events.  All One-Stop partner staff is housed in an 
open office environment.  One-Stop operations are coordinated by a site manager.  Each One-
Stop facility holds regularly scheduled meetings of the partners to evaluate performance, share 
information and improve operations. 
 
Each comprehensive One-Stop Center features a large public computer access area, workshop 
rooms and classrooms, generous space for business services and recruiting/employment 
events, skills assessments, youth and adult education space, and office space for One-Stop 
partners.   
 
In addition, the Gilbert Center offers veterans services through DES. The West Valley Career 
Center provides services through the Elijah Wong Veterans Center, a comprehensive center 
within the One-Stop that provides DES Veterans Services, veterans benefits counseling though 
the Arizona Department of Veterans Services, a WIA Career Guidance Specialist and 
representatives from Troops to Teachers. The Gilbert Center offers youth services through 
Goodwill and Phoenix Job Corp.  The West Valley Career Center provides youth services 
through a Youth Services Center within the One-Stop. This center offers the services of Arizona 
Call-A-Teen Youth Resources (ACYR) including GED classes on-site, Phoenix Job Corps, Las 
Artes and a Maricopa County youth representative (CGS). 
 
The MWC System Effectiveness Task Force, consisting of all WIA partners, will convene 
monthly to review the workforce system as a whole and its direct impact on an operational scale 
in the one-stops. This includes a review of the process of services rendered, roles and 
responsibilities of staff, training opportunities, and other operational issues.  The objective is to 
streamline services to make them accessible and useful to both businesses and job seekers. 
 
Describe any regional workforce development partnerships. Describe the purpose of 
these partnerships, the roles, goals and objectives along with activities (such as regional 
planning, information sharing and/or coordination activities) that will help improve 
performance. 
Maricopa Workforce Connectionsô key regional partner is Phoenix Workforce Connection 
(PWC). The MWC and PWC Boards and their respective Executive Committees have met and 
continue to meet jointly to identify a regional approach for the development of a unified system 
of service delivery that will build on each areaôs strengths and leverage resources. The March 
13, 2007 Workforce Analysis Report was commissioned by these groups to provide a regional 
analysis of the areaôs workforce. See Attachment 2. 
 
Since that meeting, MWC and PWC have developed strategies to implement regional initiatives 
that will facilitate a stronger, more effective workforce system with a Web portal project in 
partnership with the Maricopa Community College District; collaboration with PWC with the 
Department of Laborôs Healthcare Incentive funds; collaboration on fiscal auditing and 
contracting of youth service programs with PWC and the configuration of the following task 
forces adopted into both MWC and PWCôs board infrastructure: 
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Regional Business Services Task Force ð Responsible for identifying alternative funding to 
enhance the Employed Worker Training Program where employers are able to receive match 
funding based on a commitment to promote from within; On-the-Job Training where employers 
commit to hire and train for entry-level position for individuals who lack experience in a specified 
industry; Customized Training that would allow the workforce system to work in partnership with 
the community colleges to offer courses developed based on business needs with a 
commitment for hire. The objective is to emphasize added value to the business community and 
address the shortage of a qualified labor pool.  
 
MWC Advocacy Task Force ð Equivalent to PWCôs Board Governance Committee where 
they will jointly convene when there is an initiative that requires representation from both 
organizations to maximize the impact on state and local legislation.  As such, this task force will 
convene on an as-needed basis that will take a position on legislation in direct relation to the 
Workforce Investment Act.  Staff will provide briefing packets, executive summaries and/or white 
papers to apprise board members of factual information that will serve as the premise for 
discussion with the intention to allow board members to advocate on pertinent issues to their 
state and local legislators. The objective is for the board to represent the best interests of the 
workforce system by educating state and local legislators. 
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SECTION V 
SERVICE DELIVERY 

 
DELIVERY SYSTEM 
Provide a description of the service delivery network; include the services provided by 
each partner agency. 
 
Flowcharts were developed to demonstrate the service delivery network. See Attachments 3 
and 4.  
 
DES Employment Services i.e. TAA, Unemployment Insurance, Migrant and Seasonal 
Farm Workersð Provides information on how to file for unemployment insurance, job referrals 
matching customer skills from State wide data system, job development activities, case 
management for selected population (TAA and Migrant Seasonal Farm workers) and skill 
training or re-training (TAA). 
 
DES Vocational Rehabilitationð Assistive Technology and Disability Program Navigators are 
available at MWCôs comprehensive centers to ensure that individuals with disabilities are able to 
access services without difficulty and are informed of all the resources from which they may 
benefit.  Veteran Vocational Rehab representatives provide direct services to disabled veterans 
such as counseling, referral to support groups, and coordinating service needs with a variety of 
partners. 
 
DES Veterans ServicesðThe Disabled Veterans Outreach Program provides services that 
include priority consideration to DES job orders, job clubs, workshops and referrals for training. 
 
Arizona Department of Veterans ServicesðProvides benefits counseling to include 
processing VA claims, and referral to specialists in PTSD, Brain Injury Trauma, and a variety 
of behavioral disorders. Translates military training and education to civilian credits. 
  
DES Title Vð Through the Title V Senior Community Service Employment Program, Area 
Agency on Aging provides low income older workers with part-time training opportunities 
(community service assignments) in both the Gilbert and the West Valley. Upon completion of 
training job search assistance is provided. 
 
Rio Salado Adult Basic Educationð Provide basic education, skills brush-up and GED 
preparation. 
 
WIATitle IBð Provides services to the Adult, Dislocated Worker and Youth (14-21) population 
in a variety of options including career guidance and development, vocational assessments, job 
readiness  workshops, labor market information, support services, and occupational skills 
training.  WIA Career Guidance Specialists provide career counseling, assessments, 
employment plan development and training services.  Additionally,  a CGS functions as the 
coordinator of services within the Veterans Services Center that includes tracking services 
provided and referrals made to other partner agencies. 
 
US Housing and Urban DevelopmentðProvides alerts when Section 8 Housing Assistance is 
open to the public from each municipality and other housing programs offered through federal 
grants. 
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Arizona Works program Operated by MAXIMUSðProvides case management, job 
development, job readiness assistance, support services and post-placement services to assist 
TANF recipients transitioning from government financial assistance programs to employment 
and independence. 
 
AWEEïIndividuals who have or are experiencing major life transitions as a result of separation, 
divorce, death or disability of a spouse or life partner receive case management, career  
planning, education guidance and life skills training. 
 
Troops to Teachers Program ð Department of Education and Department of Defense help 
eligible active and military veterans begin new careers as teachers. 
 
Maricopa Community College District ð Provides community college and skill center 
program information, career counseling, financial aid and scholarship information and 
resources. 
 
Special Transportation Services (STS) Operated by the Maricopa County Human Services 
Department ð Maricopa County offers Work Links and Special Needs transportation programs. 
Work Links is a program designed to assist low-income persons with transportation to work and 
to work-related activities.  Special Needs is an advanced reservation transportation assistance 
program that provides almost 30,000 local door-to-door trips per year to elderly, disabled and 
low-income individuals.  
 
Describe overarching service delivery strategies including the following: 
The strategy for seamless service delivery including:  transition between core, intensive 
and training services and referral to partner services for both businesses and individual 
customers. 
The strategy for seamless services delivery begins with effective partnering and 
communications. MWC has launched a new initiative through the MWC Board to implement a 
Systems Effectiveness Task Force that will be comprised of MWC partners and other interested 
board members. The System Effectiveness Task Force will use the newly developed customer 
flow chart as the basis for uncovering inefficiencies in the One-Stop system and devise new 
policies and procedures to accelerate customer flow and reduce or eliminate time lags 
associated with referrals and co-delivery. 
 
Generally all job seekers coming into the MWC Career Centers, regardless of what services or 
programs they are seeking, are required to complete the VOS Registration. Job seekers may 
self-register or receive staff assistance with the registration process as needed.  They may 
begin to utilize center resources immediately or attend a group or one-on-one orientation; they 
may select from a list of services, watch a continuously playing PowerPoint presentation on 
services, obtain brochures and other informational materials in the Resource Library or meet 
one-on-one with staff.   
 
All job seekers accessing services funded by WIA Title IB monies will be enrolled into WIA core 
services and are included in WIA performance measures. To ensure ease of access, adults and 
dislocated workers meet with a Career Guidance Specialist (CGS) who, through an interview 
assessment will determine if WIA services can benefit the individual with his/her goals.  Once 
this determination is made, the CGS completes the WIA Application for Services and 
establishes eligibility for all WIA programs. CGSs are also responsible for enrollment of  
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individuals into activities. All case management activities, services and customer interventions 
are recorded in VOS by Wagner-Peyser, MWC and MCCCD staff.  Intensive services are 
available to eligible unemployed individuals who have completed at least one core-level service 
but have not been able to obtain employment, or to eligible employed individuals in need of 
additional services to obtain or retain employment leading to personal self-sufficiency. 
 
An individual determined eligible for and in need of training must complete a series of activities 
that help inform his/her decision concerning the selection of a training provider and training 
program. Among these steps is completion of a series of assessments that help an individual 
determine the characteristics of a work environment most conducive to his/her personality. 
Along with assessments, each individual is obliged to complete a series of job readiness 
workshops, research labor market information to validate local industry occupational demand, 
and research at least three training programs offering training that aligns with the individual's 
choice of occupation. Once documentation of this research has been provided to a CGS, a 
training request form is submitted along with the documentation for approval by a WIA Program 
Supervisor. If approval for training is granted, an Individual Training Account voucher is 
forwarded to the training provider enabling the individual to begin training funded by WIA. 
Training is generally limited to short-term vocational skills. WIA funds are generally not used for 
long-term degree programs (two years or longer) except in certain situations which must be 
documented and approved by the Program Supervisor. 
 
TANF recipients are co-enrolled into WIA and/or other partner programs to expand the services 
available to them and are co-case managed. Migrant and Seasonal Farm Workers (MSFWs) 
receive services that are at a minimum quantitatively and qualitatively proportionate to services 
provided to all other customer groups in Maricopa Countyôs One-Stop system. Referrals to 
partner programs are documented in the participantôs case record. 
 
Employers, like job seekers, can access various tiers of services which may be self-service, 
staff-assisted or a combination of both. For example, employers wishing to post job openings or 
recruit prospective employees have the option of self-registering and searching through 
resumes posted in VOS or can choose staff-assisted registration and staff-initiated job 
candidate referrals.  Another option available is having the business services team organize 
onsite recruitment. Workshops and assistance with applicant recruiting and screening are 
available at no cost to the employer.  An employer ñhotlineò (602.506.WORK) is manned by 
MWC staff to provide employers with information and/or referrals for services offered. Staff can 
ñbrokerò services by convening a team if necessary.  
 

The type and availability of training and employment activities and supportive services 
available in the local area. Include a description of how these were assessed/determined. 
Maricopa Workforce Connections regularly analyzes labor market information to ensure that 
education and training opportunities meet the changing needs of business. Maricopa Workforce 
Connections Board approves industries based on economic data.  

The MWC Board has established that at least 80% of Adult and Dislocated Worker training 
funds must be expended on training in industry clusters which the Board has targeted as high 
growth and critical to the local economy. The targeted industry clusters are: 

 Information Technology 

 Biosciences 

 Healthcare 

 Construction 

 Advanced Manufacturing 

 Automotive 
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Workshops and seminars provided at the comprehensive Career Centers focus on employment 
readiness training and the ñsoft skillsò employers desire. Workshops and curricula are updated 
regularly to ensure customers acquire up-to-date skills and information needed to enhance their 
employability. With the growing number of mature workers seeking to re-career or supplement 
their retirement incomes WDD developed a Senior Job Club to address the specific needs of 
older workers. Other workshops offered include: Applications, Assessment, Basic Computer, 
Career Exploration, Employer Seminar, Resumes, Job Club/Employment Edge, Professional 
Communication, Interviewing, Training Information Seminar, and Labor Market Information.  
 
Support services are provided to enable customers to successfully participate in employment 
and training activities. Customer need is determined by the Career Guidance Specialist on an 
individual basis. Support services may include transportation services, gas cards, child care, 
one-time housing assistance, certifications/licensing/testing, tools, uniforms, clothing, eye care, 
utilities, relocation assistance, and needs-related payments.  Referrals may also be made to 
community based organizations that provide the identified support service. 

 
The Human Services Departmentôs Special Transportation Services Work Links program 
provides transportation to low-income individuals in training or who are working for up to six 
months. Mobility Specialists stationed at the Career Centers develop transportation plans to 
meet customer needs. 
 
Maricopa Countyôs On-the-Job Training (OJT) and customized training programs are 
occupational training provided to private or nonprofit businesses deemed eligible for contract. 
These programs allow for new hires to receive training and be paid wages comparable to other 
employees in similar positions. Under an OJT contract, the employer is reimbursed a maximum 
of 50% of a traineeôs wages to offset the extraordinary cost of training at the actual work site. 

Maricopa Countyôs Employed Worker Training Program (EWTP) is a job-specific reimbursable 
contract program that supports the delivery of customized training to meet a business or 
industryôs specific training needs. The program is designed to create new employment 
opportunities by assisting with increasing the skill and wage levels of employees on behalf of 
business and/or industry. Under EWTP contracts, the County reimburses employers up to 50% 
of the training costs associated with increasing the skills of their employees. 
 

Maricopa County currently has formal agreements in place with four certified apprenticeship 
programs. They include pipe fitting, sheet metal, brick laying and electrical programs.  Under 
each of the agreements, the County assists apprentices with their first year of program costs. 
Each apprentice is enrolled in WIA as an employed worker having met the income eligibility test 
prescribed under terms governing ñself-sufficiencyò thresholds.  The labor union or contractor 
responsible for oversight of each apprentice agrees to provide the County with progress reports, 
employment status and wage information for up to 12 months following an apprenticeôs first year 
of training. 
 

MWC has also established relationships valley wide with representatives of the four Life Options 
projects i.e. Boomerang projects. With support from The Virginia G. Piper Charitable Trust, Civic 
Ventures and Libraries for the Future, the Boomerang projects are designed to respond to the 
unique aging trends of individuals born between 1946 and 1964. This means assisting them 
with issues ranging from employment in order to transition towards a meaningful financially 
stable retirement. 
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Describe the coordination of Arizona Workforce Connection partner services.  Include a 
copy of the Memorandum of Understanding between the LWIB and each partner in the 
local workforce investment system, as required in WIA Section 118(b)(2)(B).  
The Memoranda of Understanding with each partner provides a framework for the delivery of 
services by outlining roles and responsibilities in the provision of services to customers.  The 
partners will work together to ensure services to job seekers and employers are of high quality,  
responsive to customer needs and seamless to the customer. The delivery of services will be 
enhanced through the integration of planning processes, the coordination of activities and 
services, and the sharing of information and participant data. Partner staff communicates 
regularly to eliminate any duplication or gaps in services.  Coordination among partners 
enhances participant outcomes as well as making more efficient and effective use of limited 
resources.  
 
In March 2006, MWC was cited for the lack of an appropriate Memorandum of Understanding 
and resource sharing agreements by the Department of Labor. MWC has rectified this finding by 
implementing a new MOU with its partners along with resource sharing agreements that comply 
with program requirements. See Appendix G. 
 

 

ADULTS AND DISLOCATED WORKERS 
Describe any plans for transferring of funds between Adult and Dislocated Worker 
programs.  If planned, include the circumstances applicable to a transfer request, the 
measures to assure no loss of service to the original program population, and the 
expected impact on program performance. 
Historically, MWC has requested funds be transferred from the Dislocated Worker program to 
the Adult program. The projected cost recovery resulting from the successful implementation of 
MWCôs new Resource Sharing Agreements should substantially reduce the need to request 
such transfers in the future.  However, it is foreseeable, due to the possible need to phase in 
RSA revenue that MWC may request such a transfer of funds in the near term based on the 
demand for services and the relative availability of funds in the two accounts.  Should such 
transfers be required, MWC will fully document the rationale as required by the State of Arizona. 
 

 

CORE SERVICES 

Describe how the LWIB ensures adults and dislocated workers have universal access to 
the minimum required core services.  Describe how partner services are integrated to 
avoid duplication of core services. 
Since universal access to core services is one of the WIA principles, Maricopa County 
Workforce Development Division implemented processes to enhance ease in accessing 
services and maximizing seamless delivery of services for job seekers. 

 
On their initial visit to an MWC career center job seekers are required to register in the Virtual 
One-Stop System (VOS). To ensure this process is quick and efficient, computers are available 
solely for registration. Job seekers may self-register and staff is always available to assist with 
the registration process as needed. Job seekers are not required to complete intake forms, 
provide identification or any other documentation to access self-help core services. Once 
registered, job seekers have a variety of options and methods to  directly access and/or learn 
more about available services. They may begin to utilize center resources immediately, attend a 
group or one-on-one orientation, view a continuously playing PowerPoint presentation on 
services, and obtain brochures and other informational materials in the Resource Library or 
meet with staff. 
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Assistive Technology and Disability Program Navigators are available at MWC comprehensive 
centers to ensure that individuals with disabilities are able to access services without difficulty 
and are informed of all the resources from which they may benefit.  
 
Bilingual staff is available to serve individuals with language barriers. Workshops and group 
counseling sessions are often conducted in Spanish. The Workforce Development Division has 
organized Rapid Responses in Spanish and other languages for employers with a substantial 
number of non-English speakers. 
 
Job seekers requesting staff-assisted services meet with a WIA Career Guidance Specialist to 
complete the eligibility process. Eligibility for core services consists of obtaining documentation 
establishing right to work in the United States, social security number and selective service 
registration if applicable.  To expedite eligibility for dislocated workers staff have access to the 
Stateôs GUIDE system to verify layoff status. 
 
Maricopa Workforce Connections in partnership with Maricopa Countyôs Workforce 
Development Division, Maricopa Community College District and the City of Phoenix Workforce 
Connection plans to offer a statewide web portal that provides online training webcasts, direct 
links to partner agencies for immediate referral, employer resources, direct chat with career 
guidance specialists and registration into VOS accessible through the internet. Both 
comprehensive and affiliate One-Stops enable job seekers to register in VOS through the use of 
computer and internet access. Staff-assisted core services available at Gilbert and the West 
Valley include the following: 

 Intake and orientation which provide information on other services available 

 Initial assessment of skill levels, aptitudes, abilities and supportive service needs 

 Job search and placement assistance 

 Resume development assistance 

 Interviewing techniques training 

 Professional communication training 

 Career exploration assistance 

 Career counseling 

 Labor market information including job openings, skills requirements, occupational 
demand and earnings 

 Referral to services as appropriate 

 Information on the process for filing Unemployment Insurance claims 

 Financial aid assistance for training and education programs available locally 

 Follow-up services for participants in WIA activities will be provided for at least 12 
months. 

 
Customer activities, services and interventions are recorded in VOS by Wagner-Peyser, MWC 
and MCCCD staff. Staff can access customer records to view registration information, activities 
and services. Having a common data system contributes to integration of services and assists in 
reducing duplication of effort and resources.  
 

 

  



 

26 

INTENSIVE SERVICES 

Describe measures taken to ensure intensive services are provided to adult and 
dislocated workers who meet the criteria in WIA Section 134(d)(3)(A). 
Intensive services are available to eligible individuals who have completed at least one core-
level service but have not been able to obtain employment or to eligible employed individuals in 
need of additional services to obtain or retain employment leading to personal self-sufficiency.  
Maricopa County currently utilizes a self-sufficiency threshold of 450% of the Lower Living 
Standard Income Level based on family size as the income criterion in order to transition 
employed individuals from core to intensive and training services. 
 
County Quality Assurance Specialists review samples of electronic and hard copy files of each 
WIA participant group (adults, dislocated workers and youth), to confirm eligibility for services 
was appropriately determined and service delivery is progressing satisfactorily. As each client 
progresses through her/his programs and activities, the Individual Employment Plan is 
developed for customers accessing intensive services and is jointly reviewed as appropriate by 
the client his/her case manager and adjustments are made as needed. Finally, meetings among 
case managers representing multiple partners occur frequently to resolve issues that may 
impede customer flow through the tiers of service. 
 
Describe your local co-enrollment process between WIA dislocated worker program and 
TAA.   
If an individual is identified as Trade Adjustment Assistance eligible, the TAA representative 
refers the customer to WIA using a referral form and determination letter. The WIA CGS 
determines WIA eligibility. Once eligibility is established, the customer is enrolled into the WIA 
program. The WIA and TAA representatives determine and agree upon the level and types of 
services to be provided by each program to avoid any duplication or gaps in service. The WIA 
CGS develops an Individual Employment Plan (IEP) with the customer. The TAA representative 
and CGS determine how resources from the TAA and WIA programs are leveraged to best 
serve the customer. The CGS  completes an ITA voucher upon receipt of appropriate approvals 
and forward a copy to the TAA representative with documentation of WIAôs funding obligation as 
appropriate. The TAA representative, in turn, will forward copies of any TAA training 
vouchers/paperwork to the CGS. The TAA representative and the WIA CGS discuss the 
customerôs activity and program status on a regular basis and record all such activities in VOS. 
 

Describe local policies regarding self-sufficiency, including the process for establishing, 
monitoring compliance with and updating policy.  Identify the local self-sufficiency 
standards approved by the LWIB for employed adults and dislocated workers as a 
percentage of the Lower Living Standard Income Level (LLSIL).  Describe how your LWIB 
ensures the self-sufficiency level in your area is reflective of the current labor market 
information available.   
The Arizona Department of Economic Security releases a self-sufficiency income matrix in the 
form of a WIA Guidance Letter annually that is directly applied to eligibility for adult and 
dislocated workers effective at the start of the program year. 
 
On October 28, 2004, Maricopa Workforce Connections (LWIB) determined, in accordance with 
WIA Section 134 (d)(3)(A)(ii), that funds may be used to provide Intensive Services to Adults 
and Dislocated Workers who are employed but are determined by the One-Stop operator to be 
in need of such services in order to obtain or retain employment that allows for self-sufficiency. 
The MWC determined that the income level necessary for an individual and/or family to be self-
sufficient.  The 450% level was determined as appropriate based on the cost of living in 
Maricopa County as well as maintaining parity with the self-sufficiency determination calculated 
by PWC. 
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TRAINING SERVICESðADULT AND DISLOCATED WORKER 

Describe local Individual Training Account (ITA) policy, including current threshold for 
each ITA.  Include procedures to ensure that exceptions to the use of ITAs, if any, are 
justified.  
An individual determined to be in need of training must complete a series of steps that help 
inform his/her decision concerning the selection of a training provider and training program. 
Among these steps is completion of a series of assessments that help individuals determine 
their interests, aptitudes, skill sets and the characteristics of a work environment most 
conducive to his/her personality. Along with assessments, individuals are obliged to attend and 
complete a series of job readiness workshops, research labor market information on their 
selected occupation, and research at least three training programs offering training that aligns 
with the individual's choice of occupation. Once documentation of this research has been 
provided to a CGS, a training request form is submitted along with the documentation for 
approval by a WIA Program Supervisor.  If approval for training is granted, an Individual 
Training Account voucher is forwarded to the training provider enabling the individual to begin 
training funded by WIA. 
 
Training is generally limited to obtaining short-term vocational skills. WIA funds are generally not 
used for long-term degree programs (two years or longer) except in certain situations which 
must be documented and approved by the WIA Program Supervisor. 
 
The maximum amount of ITA funding allocated to an individual is $4,000; however, customers 
accessing training in targeted demand industries/occupations may receive up to $6,000. Once 
an individual has been approved for training that individual is not eligible to receive additional 
Title IB training dollars until two years after program exit. 
 
Describe measures to leverage resources to provide increased access to training 
opportunities. 
WIA funds are to be used to supplement other sources of training funds. The CGS considers 
other funding sources including partner programs, Welfare to Work/TANF programs, State 
training funds, Pell Grants, TAA, GI Bill, private scholarships, vocational rehab funds and other 
sources including community-based organizations. The CGS ascertains if the participant is 
enrolled in any other programs to not only leverage resources but to avoid any duplication of 
effort and resources. Any and all financial aid is to be coordinated to fully utilize all available 
funds. 
 
As training funds are generally limited the Pell Grant is to be applied first towards training costs. 
WIA funds will be used for any remaining training costs up to the maximum ITA amount of 
$4,000 or higher as noted above for targeted industries/occupations.  If a Pell Grant is awarded, 
it will be applied towards tuition, books, equipments etc., and WIA funds will be used to pay the 
balance up to the current ITA cap. If the Pell Grant exceeds training costs i.e. tuition, books, 
supplies, etc., the participant may keep the balance of the Pell Grant for living expenses. If a 
partner agency is funding training, the WIA program may record the outcome and obtain a copy 
of the educational credential for performance purposes. 
 

In accordance with WIA Regulations, WIA funding for training is limited to participants who are 
unable to obtain grant assistance from other sources to pay the costs of their training; or require 
assistance beyond what is awarded under grant assistance from other sources to pay the 
remaining training costs. Program operators and training providers will coordinate funds 
available to pay for training. 
 
MWC has partnered with the Maricopa County Community College District to provide a weekly 
Training Information Seminar to customers interested in accessing training.  The seminar 
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provides information on a variety of financial resources available for post-secondary education.  
Information is also provided on applying for Pell Grants and other forms of federal assistance.  
 
Describe how the Eligible Training Provider System is used to provide improvement of 
education and training opportunities in response to the needs of business and industry.  
Include the policies and procedures to determine eligibility of training providers, and 
processes to update or revise system information.  
A goal of the workforce system is to be responsive to the needs of the local business 
community. Education, as part of the workforce system, also needs to provide the education 
and skills that are vital to maintaining a healthy economy. Programs considered for the Eligible 
Training Provider List must be able to enhance a traineeôs employability by providing the 
education and skills which are in demand and meet local business needs. 
 
Local labor market information is the basis for ascertaining occupation or industry demand. To 
determine occupational demand, MWC staff refers to the most recent local labor market 
information compiled by Arizona Department of Commerce Research Administration. Once 
initial eligibility has been approved by the MWC Executive Committee, the application is 
submitted electronically to the Department of Education for verification of credentialing, final 
approval and inclusion on the Arizona HEAT Website. If denied approval, providers are notified 
by email via the Arizona HEAT Website of the reason(s) for disapproval. Providers  
may re-submit their application. Maricopa Workforce Connections has authorized use of 
ñprovisionalò approval for programs offered through the Maricopa County Community College 
District. The provisional approval process allows immediate approval of programs by Maricopa 
Countyôs Workforce Development Division as long as the programs meet the criteria identified 
above. 
 
 
SERVICE-TO-SPECIFIC POPULATIONS 

Describe the local strategies to ensure availability of services and training to meet the 
needs of specified populations. 
 

Dislocated Workers ï In addition to Rapid Response Orientations, job readiness skills and 
other services may be provided at the employer site based on the Transition Plan. Transition 
Plans are customized to meet the employersô needs. Dislocated Workers may access staff-
assisted intensive and training services offered through the MWC One-Stops. Assessments are 
available to identify transferable skills if the dislocated worker has to change careers due to 
industry demand. 
 
Displaced Homemakers ï AWEE (Arizona Womenôs Education and Employment) provides 
services to displaced homemakers at the MWC comprehensive One-Stops. Displaced 
homemakers may be co-enrolled in the WIA Dislocated Worker program to broaden the array of 
services available.   

 
Low-Income Individuals ï Assistance to low-income individuals is an important element of the 
workforce development system in the County. Agencies serving low-income populations are 
located on-site in each of the One-Stops and referral systems are in place to ensure maximum 
utilization of resources to assist these individuals. MAXIMUS staff is located at the 
comprehensive and affiliate sties. DES Family Assistance Administration is located at the 
affiliate sites. 

 
Migrant Workers ï DES Employment Administration staff stationed at the One-Stops assists 
migrant workers. Since migrant farm workers are more prevalent in the One-Stops MWC has 
established a partnership with the Migrant Opportunity Program. 
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Women and Minorities ï AWEE is available to provide services to women and minorities who 
are referred by various community-based organizations to the One-Stops for services.  
 
Individual Training for Non-Traditional Employment ï MWC partnered with several DOL 
apprenticeship programs to provide non-traditional training opportunities for women. 
 
Veterans ï Last year MWC implemented a Veterans One-Stop within the West Valley Career 
Center. Veterans may receive assistance through DES Employment Administration Veterans 
Services, the Arizona Department of Veterans Services which provides on-site informational 
and educational workshops on benefits, and the Troops to Teachers Program.  MWC will be 
expanding services to veterans by partnering with other veterans organizations and will be 
implementing a Veterans One-Stop in the Gilbert Career Center as well. Wagner-Peyser and 
WIA staff adheres to the priority of service requirement for veterans in the allocation of 
resources and services.  
 
Public Assistance Recipients ï MAXIMUS staff are located at the comprehensive career 
centers to provide services to TANF recipients. A referral process has been developed for co-
enrollment into WIA.  Staff communicates regularly to ensure participant success. 
 
Individuals with Multiple Barriers ï Supportive services are available to assist individuals in 
reducing obstacles to employment. The Community Action Programs and other community-
based organizations may also provide additional resources. Maricopa Countyôs Human Services 
Departments Special Transportation Services are available to low-income individuals lacking 
transportation. 
 
Older Individuals - Older workers work part-time in both the Gilbert and West Valley One-
Stops providing job search assistance to their peers through the Title V Senior Community 
Service Employment Program. MWC partnered with the four Life Options Programs that offer a 
variety of employment and other services to older workers. The MWC Senior Job Club is held 
weekly at the comprehensive One-Stops. 
  
Persons with Limited English Proficiency ï English proficiency for speakers of other 
languages is available through Rio Salado Community College located at the One-Stops or 
other valley locations. Translator services may be procured as needed. MWC has provided 
workshops and Rapid Response in other languages as needed.  
 
Persons with Disabilities ï Assistive Technology and Disability Program Navigators are 
available at both comprehensive One-Stops to ensure individuals with disabilities are able to 
access the One-Stop services and are informed of all the resources from which they may 
benefit. Both One-Stops have state-of-the-art computer labs exclusively for individuals with 
disabilities. Individuals with visual, hearing and mobility limitations are able to easily access 
services through assistive technology. 
 

Ex-Offenders - MWC conducts job fairs targeted to this population, provides job readiness 
workshops to offenders prior to release at Arizona Department of Corrections facilities, and 
works with community-based organizations providing services to ex-offenders  ï including the 
Community Reintegration Coalition.  
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TAA ï TAA staff are available at the One-Stops to provide services. MWC, PWC and TAA 
worked together to develop a referral process which outlines TAA and WIA roles and 
responsibilities.  TAA participants are co-enrolled into WIA to broaden services available and 
leverage resources. 
 
Drop-Outs / High School Graduates with Low Functional Levelsï MWC staff, as well as 
contracted youth service providers, regularly provide outreach and services to dropouts and 
other youth.  Last year MWC opened a Youth One-Stop within the West Valley Career Center, 
where several youth agencies are co-locate. Arizona Call-a-Teen Youth Resources provides an 
on-site GED program and remedial education for low functioning youth.   
 

 

PRIORITY OF SERVICE 

Describe the criteria to determine whether funds allocated for employment and training 
activities are limited and the process by which the Arizona Workforce Connection 
Operator will apply priority of service. 
Supply and demand is the principle used in determining if funding is limited. When funding 
levels are not adequate to meet projected needs for program services and the demand 
outweighs resources MWC will implement its priority of service policy. MWCôs priority for 
intensive and training services will be given to TANF recipients and other low-income individuals 
as well as individuals considered to be ñmost in needò. Most in need individuals can be 
characterized as those who face multiple employment barriers in addition to their income status.  
 
Maricopa County has declared limited funding of WIA Adult funds as the demand for intensive 
and training services has increased substantially due to the regionôs economic downturn.  
Adequate funding is not available to meet customer needs. The approximate cost per Adult 
participant is $1,357.00. MWC anticipates serving 1,500 new and existing Adult participants 
during the current program year.  
 
Describe the LWIBôs policies and procedures for priority of service for Arizona Workforce 
Connection Operators. Identify the priority groups established for the Title IB adult and 
dislocated worker services within your local area. 
MWCôs priority for intensive and training services to Adults will be given to TANF recipients and 
other low-income individuals as well as individuals considered to be ñmost in needò. Most in 
need individuals can be characterized as those who face multiple employment barriers in 
addition to their income status.  
Persons having multiple "most-in-need" barriers will have the highest priority for intensive and 
training services if they are lacking marketable skills provided they have the ability to 
successfully complete training and find suitable employment. Enrollment will be based upon 
appropriateness and ability to benefit from WIA intensive and training services. The 
determination will be made on a case-by-case basis.  These target groups include: 
Á Older workers (age 55 and older) 

Á Veterans & eligible spouses 

Á Homeless individuals 

Á Offenders 

Á Single Parents (children under 14) 

 

Factors to consider in assessing participants in these populations for intensive and training 
services include: 

 
Á Employment Status ï If employed, are additional skills actually needed?  If not 

employed, has a substantial effort been made to find employment? 
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Á Educational Background ï What is the highest level of education/certification that the 

customer possesses? How long has it been since they achieved that level? Is previous 

education / certification in an in-demand area (Occupational Clusters)? 

Á Transferable Skills ï Does customer have skills to become employed? Review prior 

work experience and examine assessment results to determine if marketable skills exist 

Á Financial Resources ï Does customer have the financial means to pay for the 

requested training? Has customer applied for/exhausted/been denied other funding 

sources for the requested training? 

Á Other Barriers to Re-employment ï CGS and/or customer have determined that other 

issues may impede the successful completion of training at this time  

 

 
 
MWCôs priority for intensive and training services to Dislocated Workers is in effect when 
funding levels are not adequate to meet projected needs for program services. Most in need 
factors will be utilized to determine what participants will benefit the most from training. Most in 
need factors include but are not limited to: 

 

 Evidence of Job Search 
o Inability to obtain employment due to lack of marketable skills 
o Length of unemployment and/or job search 

 Financial Resources 
o Participant lacks financial resources for training including TRA/TAA, other partner 

programs, severance/training packages, monthly retirement, Unemployment 
Insurance benefits, or other means of income including wages, spouse/partner 
income  

 Limited Education/Occupational Skills 
o Participant lacks educational credentials 
o Educational credentials are outdated  
o Lack of transferable skills 

 Physical Condition / Disability 
o Individual has a documented condition or disability requiring a career change 

 
Describe local strategies to ensure Jobs for Veterans Priority Compliance. 
Veterans are identified immediately upon entering the One-Stop and are entitled to job postings 
within 24 hours prior to public distribution. Priority is also given to veterans seeking training 
services. Staff immediately refers veterans and eligible spouses to Veterans Services staff. 
Eligible military spouses are married to active duty service members including National Guard or 
Reserve personnel on active duty or the surviving spouse of an active duty member who lost 
his/her life while on active duty in Afghanistan, Iraq or other combat-related areas. 
 
However, all center staff is knowledgeable about services available to veterans. Additionally, 
MWC has opened an innovative Elijah Wong Veterans Services Center located in the West 
Valley One-Stop. 
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RAPID RESPONSE (RR) 
Identify the local areaôs Rapid Response team and their roles and functions. Identify your 
local Rapid Response policies, including the minimum threshold number of affected 
workers your LWIB has approved for Rapid Response services to be provided to a 
company experiencing a layoff, reduction in force or closure. 
It is the policy of Maricopa Countyôs Workforce Development Division to provide Rapid 
Response services to those companies experiencing corporate restructuring/downsizing or 
facility closure involving ten (10) or more employees. It is the intent of Rapid Response is to 
provide lay-off aversion services where possible, and in instances where a lay-off is imminent, 
minimize the impact of being laid-off and significantly limit any period of unemployment by 
assisting with comprehensive transition services. To assist transitioning workforce participants, 
Rapid Response also explores local business expansion and retention activity. 
 
The MWC Rapid Response Coordinator (RRC) initiates employer contact upon receiving 
information, i.e. early warning network, about an impending layoff or site closure within 48 hours 
and develops a transition plan in order to coordinate services and activities for the Rapid 
Response Team comprised of individuals from Maricopa County Workforce Development 
Division, State Rapid Response Coordinator, DES Employment Services, DES UI, DES Special 
Programs (TAA), the local Union Representative and any other agency and programs as 
appropriate, including, but not limited to MWC Business Account Representatives and MWC 
Career Guidance Specialist. 
 
The RRC coordinates all services offered at both One-Stops to include assessments, 
occupational exploration, job readiness workshops and job fairs based on company request as 
outlined in the transition plan. 
 
Provide a general project description of services to those affected by a mass layoff 
including any overarching strategies and funding. 
Regional strategies in partnership with the City of Phoenix Rapid Response are in place to 
accommodate companies conducting a mass layoff. County and city coordinators plan service 
delivery at the initial time of contact with the employer and determine whether MWC or PWC will 
assume the lead based on company logistics. However, Maricopa County serves as the focal 
point prior to planning and evaluation. Both Maricopa County and City of Phoenix provide 
access to career services that include DES Unemployment Insurance and TAA. It is the 
coordinated efforts that prevent service duplication and maximize resources. 
 
Services may include employee assessments occupational exploration, job readiness 
workshops and job fairs. 
 
MWC may contract on-site career transition services for those employers requesting pre-layoff 
intervention activities. MWC has procured professionals to provide a wide array of services to 
better prepare dislocated workers for a smooth transition to new careers and re-employment. 
This allows MWC to provide a quality level of service in multiple locations and meet the needs of 
employers for on-site career services.  
 
 
YOUTH 

Describe the strategy to ensure eligible youth have the opportunity to develop and 
achieve career goals through education and workforce training. Include discussion 
regarding youth most in need such as:  out-of-school youth, homeless youth, youth in 
and aging out of foster care, youth offenders, children of incarcerated parents, migrant 
and seasonal farm worker youth and other at-risk youth. 
MWC complies with WIA legislation to procure youth services providers who are best suited to 
address the needs of at-risk youth. Additionally, MWC has opened a Youth Services Center in 
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the West Valley Career Center to assist youth with career, education and employment goals. 
The center, which has a youth-friendly atmosphere, provides space for youth contractors and 
partners to meet and work with the youth population. Computers and resources are available to 
youth to use in their job search. 
 
Maricopa County administers the Producing Leaders of Tomorrow (PLOT) program which offers 
leadership classes to youth in preparation for future academic and employment success.  The 
program begins with a youth retreat in learning communication and diversity skills, a community 
service project and then offers workshops to prepare them for employment. This program 
assists in supplementing the efforts of WIA youth contractors and is also housed at the West 
Valley Career Center. 
 

Working collaboratively with PWC, MWC is streamlining reporting requirements, enrollment 
procedures and contractor monitoring so that our common youth services providers can function 
more effectively to meet program performance requirements. 
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In addition to meeting WIA income requirements defined in WIA section 101(25), Maricopa 
County requires at least one documentable barrier to determine eligibility for WIA youth 
services: 

 Deficient in basic skill literacy skills 

 School dropout; secondary school dropout 

 Homeless, runaway, or foster child 

 Pregnant or parenting 

 Offender 

 Other eligible youth who require additional assistance to complete an educational 
program, secure employment or referred by the Juvenile Justice Court System, youth 
service provider or local education agency. 

 

Youth are recruited and encouraged to utilize the following to assist them with their training and 
career goals: 

 One-Stop Centers 

 Youth One-Stops 

 Career exploration 

 Co-enrollment in appropriate programs 

 Job fairs 

 Apprenticeship programs 

 Referrals to other community resources 
 

Describe local efforts to promote collaboration between the public workforce system, 
education, human services, juvenile justice, and others to better serve youth that are 
most in need and have significant barriers to employment.  Additionally, describe local 
efforts to successfully connect youth to the education and training opportunities that 
lead to successful employment. 
MWC Youth staff makes presentations to school districts including Glendale, Deer Valley Peoria 
and various alternative and charter schools primarily in the west valley at this time. Through 
these outreach efforts many teachers have brought groups of students to tour the One-Stop and 
take advantage of the services. Peoria High Schools have included tours and registration at the 
West Valley Career Center as part of their curriculum for students.  
 
MWC Trainers and Youth staff members provide on-site resume instruction and interview 
techniques at several schools and youth staff have provided various workshops at several 
schools. Youth staff has participated in numerous career/job fairs held by the schools and MWC 
has staff representation at CTE Advisory Committee meetings as well. 
 
In addition to school districts, partnerships have been established with Boys & Girls Clubs 
where weekly information sessions are held with parents and youth, foster care agencies and 
Community Action Programs serving low-income families. Referrals are also made by Maricopa 
Countyôs Juvenile Justice System. 
 
Job Corps has a seat on the MWC Youth Council and provides partnership and referral 
opportunities to both MWC One-Stops. 
 

Maricopa County is releasing a Request for Proposal for Program Year 2008/09 to assist youth 
offenders. It is the intention to develop linkages with the juvenile justice system through 
partnerships once the contracts have been awarded. 
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Arizona Call-a-Teen Youth Resources, Inc. (ACYR), Goodwill Industries of Central Arizona 
(GICA) and YMCAôs Las Artes programs provide WIA eligible youth with quality programs to 
eliminate barriers to education and employment. Services are available to in- and out-of-school 
youth to offer tutoring, alternative high school services, leadership development opportunities, 
summer/seasonal employment, paid work experience, job referrals, career guidance counseling, 
occupational skills training and entrepreneurial skills 
 
Partners within the One-Stops and other community partners offer services to youth to assist 
them in achieving success in education and employment. Partners include Rio Salado College, 
DES Job Service, STS, Veterans Services, AWEE and other local agencies. 
 
Describe the strategy to provide initial intake, objective assessment, case management, 
individual services strategies and eligibility assessment for youth. 
The Maricopa County Workforce Development Division staff will supplement the youth contract 
providers by offering a youth career guidance specialist to serve as the focal point for tracking 
youth referrals to ensure a maximum number of youth are served who access services through 
the One-Stop. In addition, the Youth Contracts Administrator, Youth Council Chair and the 
Assistant Director work in collaboration with the providers to advise, direct and ensure 
compliance within the scope of their contract and assist with outreach to obtain external 
resources. The Youth Council provides oversight and offers guidance, outreach and additional 
external resources to address youth barriers. 
 
Maricopa Countyôs strategy to provide initial intake, objective assessment, individual case 
management to determine service needs and eligibility assessments of individual youth will be 
done in conjunction with youth contractors. 

The initial intake consists of an interview with the youth to determine needs, goals and eligibility. 
Staff will provide youth with a broad overview of available resources and all services available at 
the One-Stop including programs and/or services that are provided by Maricopa Workforce 
Connections partners or other entities; a tour of the One-Stop Career Center, introductions to 
staff and eligibility determination and registration into the WIA program. 

The objective youth assessment is conducted using an assessment tool such as Tests of Adult 
Basic Education (TABE) to determine math, language and reading levels. In addition, a 
vocational assessment will be conducted to determine occupational interests. For youth who are 
disabled, the assessment will be done utilizing a current (within 6 months of enrollment in WIA) 
Individual Education Plan (IEP).  

The Individual Service Strategy (ISS) will include an individual competency-based training plan 
for the participant which will also include an employment/training goal, appropriate achievement 
objectives and the appropriate combination of services, education and training for the youth 
based on data obtained during the objective assessment. 

Youth case management will include coordination of applicable services, documentation of 
achievement of goals identified in the Individual Service Strategy. Case management also 
involves motivating youth to remain in school, completing high school and preparing for possible 
post-secondary educational opportunities. Career guidance and counseling will support the case 
management component in providing youth with guidance relating to career exploration, 
decision-making, goal setting, personal issues and financial management. Referrals will be 
made to link youth with other youth-serving agencies, organizations and training providers to 
achieve their stated goals.  
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Describe the design framework for youth programs that includes the following 
components: 

 Preparing youth for post-secondary education; 

 Connecting academic and occupational learning; 

 Preparing youth for unsubsidized employment opportunities; and  

 Connecting youth to the business community through intermediary entities. 
 

Youth services are currently contracted with Goodwill Industries of Central Arizona (GICA), 
Arizona Call-A-Teen (ACYR) and Valley of the Sun YMCA. GICA and ACYR both provide 
Workforce Investment Act (WIA) services including skills assessment, alternative secondary 
schooling, work readiness skills training, leadership and mentoring opportunities, connections to 
the employer community, tuition assistance, barrier resolution support, career exploration 
through classroom activities and paid or unpaid work experience. 
 
GICA is contracted to serve in-school youth, out-of-school youth and in-school special 
population youth. It has expanded, creating e-cademie, a charter high school operating under 
the auspices of Goodwill. The charter school integrates teacher-led instruction and computer-
based instruction using a state-of-the-art educational software curriculum. ACYR is contracted 
to serve in-school and out-of-school youth. ACYR offers an accredited charter school serving 
grades 9-12, adult basic education i.e. GED preparation programs and dropout prevention.  The 
Las Artes program is newly contracted through the Valley of the Sun YMCA serving youth with 
GED preparation, high school diploma, work readiness opportunities and entrepreneurial 
concepts through visual arts.   
 

Describe strategies to incorporate the required youth program elements within the 
design framework.  Elements to include are: 

 Tutoring, study skills training, instruction leading to secondary school 
completion, including dropout prevention 

 Alternative school services; 

 Summer employment opportunities linked to academic and occupational 
learning; 

 Paid and unpaid work experience; 

 Occupational skill training; 

 Leadership development opportunities; 

 Comprehensive guidance and counseling; 

 Adult mentoring; 

 Supportive services; and  

 Follow-up services. 
 
It is within the scope of the contract for youth providers to offer WIA-related youth services or 
incorporate a direct referral process for youth to receive tutoring, study skills training; instruction 
leading to completion of secondary school including dropout prevention strategies for those 
deficient in basic education skills or needing assistance to complete their secondary education; 
alternative secondary school services to complete a high school diploma or a G.E.D., summer 
employment opportunities directly linked to academic and occupational learning with an 

emphasis on work experience through competency-based instruction.  
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The learning experiences at each worksite will vary widely depending on the job tasks and 
supervisorôs orientation.  The focus of summer job activities is the attainment of specific 
occupational, work maturity and citizenship skills.  Paid and unpaid work experience includes  
job shadowing to promote the development of good work habits and basic work skills. This shall 
be accompanied either concurrently or sequentially by other services to increase the basic 
educational and/or occupational skills of the participant. Internships are assignments that benefit 
participants that are designed to enhance the long-term employability of youth.  
 
An internship may be combined with classroom instruction relating to a particular position, 
occupation, industry or the basic skills and abilities to successfully compete in the local labor 
market. Placement will be based on participant interest/work skills identified during the objective 
assessment process.  Occupational skill training provides academic and technical instruction 
necessary to meet employment requirements. The program will refer to schools who meet 
certification requirements under the WIA Adult and Dislocated Worker ITA process. 
 
Leadership development opportunities may include community service and peer-centered 
activities encouraging responsibility and other positive social behaviors during non-school 
hours. Training will include, but is not limited to, job readiness skills, communication skills, team 
building skills, time management, ñsoft skillsò training and various community based activities. 
 
Participants will be given the appropriate referrals to available resources including supportive 
services such as financial and non-financial support. In addition, participants may receive a 
stipend to offset training-related expenses such as transportation costs. 
 
Adult mentoring is required for the period of participation and a subsequent period, for a total of 
not less than 12 months.  Educational opportunities, occupational opportunities, and barrier 
resolution will be among the topics addressed in the mentor/youth relationship.  Follow-up 
services for no less than 12 months will occur for each program participant.  Comprehensive 
guidance, counseling and referral to recognize needs, opportunities, strengths and/or limitations 
to make decisions based on this information, remove barriers to success, receive support 
services when appropriate and create an educational/vocational attainment plan. 
 

Identify the additional 5% economically disadvantaged youth barrier, include the process 
and criteria used to determine ñserious barriers to employment,ò and the local process to 
track enrollment of non-economically disadvantaged youth per WGL#04-05. 
Currently, Maricopa County does not apply the 5% economically disadvantaged youth barrier. 
 
Identify the local process that is used to track out-of-school youth enrollments and 
expenditures to meet the 30% out-of-school youth minimum expenditure requirement. 
Youth providers track monthly and submit quarterly out-of-school enrollment numbers through 
the use of state approved compilation reports, Maricopa County Workforce Development 
Division provider reports and internal youth provider tracking methods. This report will be used 
to validate program activities by comparing hard copy documentation with the state-approved 
compilation reports.  VOS data on out-of-school enrollment is provided to WDDôs Chief 
Accountant on a regular basis.  The WDD Chief Accountant compares monthly reports to verify 
expenditures that are submitted within each youth category for actual expenditures incurred 
from the prior month.   
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Identify the 6th youth barrier(s) for ñindividuals (including youth with a disability) who 
required additional assistance to complete an educational program, or secure and hold 
employment,ò as identified by the LWIB. 
Maricopa Workforce Connections require specific WIA eligibility criteria for youth including the 
sixth criterion as ñat-riskò based upon assessment of skill needs, barriers and/or referrals from 
the Juvenile Justice Court System, youth service providers or local education agencies. 
 
 
BUSINESS SERVICES 
Describe the role and responsibilities of your Business Services Representative/Team in 
your local area. Include active local business partnerships and established 
collaborations with Employment Service staff, local economic development entities and 
the community colleges. 
In order to regenerate a labor pool based on employer demands, Business Account 
Representatives meet with Career Guidance Specialists, training staff, DES Employment 
Service Representatives and other partner staff to ensure job seekers are apprised of career 
ladders and directed into areas of high economic demand.  In turn, Career Guidance Specialists 
who manage those job seekers report to Business Account Representatives an anticipated date 
of completion for those customers receiving training and/or education through Individual 
Training Accounts.  The Business Services team also supplements its services with 
opportunities for Employed Worker Training and On-the-Job Training programs.   
 
The Business Services team has had a long-standing partnership with DES Employment 
Service and has partnered on numerous occasions to stage mass employer recruitments, job 
fairs, and rapid response activities. 
 
Business services have existing partnerships with East Valley Tribune, Jobing.com, Career 
Builder, Monster.com, Arizona Manufacturing Extension Program and the Employment Guide. 
Job fairs are coordinated with these groups and others through business services in exchange 
for service promotion at no cost. MWC staff members provide resume critiquing and staff job fair 
booths. 
 
Public partnerships include involvement with the Arizona Association for Economic 
Development and the Greater Phoenix Economic Council. GPEC allows business services to 
listen to the ongoing needs to increase business attraction, retention and expansion through 
dialogue from local municipalities. Furthermore, the Maricopa County Community College 
District plays a vital role in the development of customized training based on industry demands. 
 
Business services are developed with the consultation of a Regional Business Services Task 
Force comprised of staff members from Maricopa Workforce Connections and Phoenix 
Workforce Connection. Primarily comprised of representatives from private businesses, this task 
force sets industry expectations in order to recommend strategies based on peer feedback. It is 
the responsibility of the business services team to drive career services towards providing a 
more qualified labor pool through research and evaluation. 
 
Describe what is being done to place job seekers in positions within Arizonaôs Industries 
of Opportunity and outline the specific goals established to increase the number of 
placements in targeted industries. 
In response to the second round of healthcare incentive funds, Maricopa County has partnered 
with the City of Phoenix to market training opportunities for certified nursing assistants and 
medical assistants. Training providers were selected based on review by both agencies based 
on cost and the length of time required for certification. As a joint venture, both agencies offer 
job seekers the same list of training options and providers from which to choose. Any job seeker 
that is from the otherôs jurisdiction can select to pursue either career; however, service delivery 
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remains the same from both agencies. There is an ongoing cycle of 3-5-week training programs 
where upon graduation, the job seeker is referred to a list of employers compiled by both 
agencies. MWC and PWC staff will work directly with healthcare companies to solicit job 
seekers anticipated to obtain certification to fulfill the industryôs immediate employment needs. 
Healthcare has become of the utmost priority for both Maricopa County and the City of Phoenix. 
 
Maricopa County has identified biotech as a subset to healthcare. Biotech careers require 
extensive prerequisite education that does not enable job seekers without prior education or 
experience to successfully enter the field; however, the migration of biotech companies to the 
valley offers an opportunity for workforce development to strengthen existing relationships with 
economic development, education and human resources associations in order to find alternative 
solutions to accommodate the biotech industryôs demands. 
 
Through a direct partnership with the Arizona Manufacturing Extension Program, Business 
Services receives direct referrals for those companies in search of training assistance. With 
heavy demands of a higher technical skill capacity for entry-level and mid-range careers in 
advanced manufacturing, Business Account Representatives work with Career Guidance 
Specialists to ensure job seekers are aware of opportunities in advanced manufacturing. For job 
seekers pursuing a career in this field Business Services will identify and approach those 
companies who are eligible for OJT, thus training becomes a shared responsibility between 
Business Services and the participating business.  
 
Describe current and/or planned use of WIA Title IB funds for apprenticeship training. 
Maricopa County currently has formal agreements in place with four certified apprenticeship 
programs.  They include pipe fitting, sheet metal, bricklayers and electrical programs.  Under 
each of the agreements, the County assists apprentices with their first-year program costs.  The 
labor union or contractor responsible for oversight of each apprentice agrees to provide the 
County with progress reports, employment status, and wage information for up to 12 months 
following an apprenticeôs first year of training. 
 
Describe the approach for coordinating training activities with the Arizona Job Training 
Program in your local area and what strategies are in place to connect with local 
businesses. 
Business Account Representatives, equipped with local labor market information, are able to 
provide an overview of the Arizona Job Training Program along with EWTP and OJT programs 
through coordination with the Arizona Department of Commerce. The Arizona Job Training 
Program will be highlighted as the primary program offered to businesses based on their 
training needs. Business Account Representatives will refer or assist businesses with the initial 
application process which will be forwarded to ADOC for processing. 
 
 
FAITH-BASED AND COMMUNITY ORGANIZATIONS 

Describe service coordination with faith-based and community organizations.   
MWC and PWC have initiated planning discussions with the Valley Interfaith Partnership to 
explore the development of long term employer-based training programs.  These discussions 
are in the preliminary phase.  It is projected that a formal project may emerge from these 
conceptual discussions in 2008.   
 
MWC is participating in the April 8, 2008 Faith-Based Summit sponsored by the City of Phoenix 
and AZ Department of Economic Security. Succeeding meetings have been scheduled with 
DES to further discuss and map out MWCôs involvement with FBO and Community Initiatives. In 
partnership with the Governorôs office of Faith and Community Initiatives MWC will provide 
outreach and services to FBO and Community organizations that will restore lives and transform 
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communities by connecting County residents with the tools and resources needed to become 
financially self sufficient. 
 
Although FBO partnership targets the valleyôs most vulnerable citizens, emphasis will be placed 
on assisting recently separated veterans and their families. Faith and community outreach 
efforts will enhance current efforts to identify and assist separated veterans. MWC will 
participate in the Governorôs Military Roundtable to be held at the State Capitol on May 20, 
2008. 
 
MWC will recruit board members from FBO and other community organizations.    
 
Describe activities designed to create and strengthen your local areaôs partnerships with 
faith-based and community-based organizations and their customers.  Provide specifics 
on the organizations with whom you coordinate and/or partner. 
MWC will hire an Outreach Coordinator who will be tasked with strengthening ties with faith-
based and community organizations as well as expanding services to veterans, youth, and other 
target populations. The Special Projects Supervisor, who will provide direction to the Outreach 
Coordinator, has spent a considerable amount of time meeting with FBOs, youth providers, and 
the military community learning about their programs and services in order to develop a 
comprehensive outline and implement a plan of action for the MWCs role in FBO and 
Community Initiatives.   
 
Coordination of efforts and collaborations have been formed with AZ Troop to Teachers (TTT), 
AZ DES Employment Administration, AZ Department of Veterans Services Benefits Office, the 
Carl T. Hayden Veterans Affairs Medical Center, Luke AFB, cities of Glendale, Phoenix, and 
Peoria Youth Programs, Governors Office, Interfaith Valley Partnerships, the Magellan Health 
Community Exchange, Goodwill of Central Arizona, AZ Call-a-Teen, Phoenix Job Corps, and 
Child and Family Resources.   
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SECTION VI 
ADMINISTRATION 

 

 

PROGRAM ADMINISTRATION 

Describe any local policies or guidelines implemented to support WIA Title IB program 
operations that are not addressed elsewhere in the Plan.  Include information regarding 
the purpose, development, implementation, and monitoring of such policies. 
MWC establishes policies and procedures as a guide for staff in the provision of services to 
customers.  The policies are updated as needed and are posted on the Human Services 
Departmentôs intranet as well as provided to each career center / contractor in hard copy.   
If the updated policy or process has changed substantially training is provide to ensure that all 
affected staff / contractors are familiar with the new changes. 
 
Describe the local process and procedures that will be utilized to monitor sub-recipients 
(including OJT contractors) for program and EO compliance. 
The Quality Assurance Team conducts quarterly reviews of program objectives using a 
monitoring tool developed to address all aspects of the program or contract. The QA team 
ensures that EO compliance is met at the comprehensive One-Stop Centers, affiliate sites, and 
contractor facilities during these quarterly reviews. All entities monitored receive a copy of the 
monitoring results and are to provide a response as needed to the findings. Contractors and 
subcontractors must provide documentation stating that they adhere to affirmative action and 
equal opportunity practices when their contacts are approved. 
 
The QA team also identifies ñbest practicesò during its reviews and shares this information so 
that it can benefit other staff and programs. 
 

 

FISCAL ADMINISTRATION 

Describe the administration of WIA funds used by the LWIB. Include oversight 
responsibilities for WIA funds, Arizona Workforce Connection and other workforce 
development resources. Describe measures to eliminate duplicative administrative costs 
being used by the LWIB. 
WIA funds used by the MWC Board are limited to board expenses i.e. board member travel and 
training. The funds are administered by the Maricopa County Human Services Department. WIA 
operational and programmatic funds are administered by the Maricopa County Human Services 
Department under the guidance and oversight of the Maricopa County Office of Management 
and Budget. Authority for expenditures is vested with the Assistant Director for the Workforce 
Development Division within the Human Services Department with oversight from the 
departmentôs Chief Financial Officer, Deputy Director and Director. 
 
 
PROCUREMENT 

Describe the competitive and non-competitive process used to award grants and 
contracts for activities under Title IB of WIA, including how potential bidders are made 
aware of the availability of grants and contracts. Include the process to procure training 
services that are made as exceptions to the ITA process. 
The competitive process used by the Maricopa County Human Services Department is as 
follows: The Request for Proposal (RFP) is the primary tool for recruiting vendors to provide 
materials and services at the best available price.  The purpose of the RFP is to provide a 
framework that specifies requirements and maximizes the competition to meet those 
requirements. In accordance with the Maricopa County Procurement Code, a RFP is developed, 
advertised and sent to potential contractors for services.  All proposals submitted are disclosed 
in a public meeting at a date, time and location specified in the RFP.  The public opening is 
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conducted by the procurement officer and all proposals submitted are recorded on a proposal 
opening abstract which records the vendor name, address, other contact information, time and 
date of proposal submission and the determination as to whether or not the proposal is 
appropriate to the RFP. 
 
Each proposal submitted must be individually evaluated and compared with all of the other 
proposals submitted. To ensure that the evaluation is uniform and impartial, a matrix of the RFP 
requirements is prepared by the procurement officer. This matrix reflects criteria deemed 
important to achieving the purpose and goals of the program. The criteria are assessed from 
most critical to least critical and assigned proportional award points. These criteria are published 
in the RFP so that potential vendors can better structure their proposal to meet County 
requirements. All proposals submitted are reviewed and evaluated by the appropriate area 
experts. Once the evaluation is completed, the procurement officer collects the proposals and 
completed evaluation matrices and enters the scores assigned onto a spreadsheet for 
comparison purposes.  The proposal that receives the highest numerical score is awarded the 
contract by the Board of Supervisors as signed by the Chairman of the Board. 
 
The non-competitive (sole source) process used by the Human Services Department (HSD) is 
as follows: The Board of Supervisors may award a contract for a commodity or service without 
competition based on the written documentation submitted by the Using Agency that there is 
only one source for the required commodity or service.  Sole source procurement is not used 
unless there is clear and convincing evidence that there is only one source.  Any requests by a 
Using Agency to restrict procurement to one potential contractor must be accompanied by a 
written explanation as to the lack of suitability or acceptance of other sources to meet the need.  
A requirement for a particular proprietary item does not alone justify sole source procurement if 
there is more than one potential respondent for that item. 
 
Intergovernmental agreements are exempt from the requirement for competition and are subject 
to the Arizona Revised Statutes as well as the Maricopa County Code. 
 
Describe the criteria used for awarding grants for youth activities, including criteria used 
to identify effective or ineffective youth activities and providers of such activities. 
The criteria used for awarding youth contracts consists of reviewing the body of the proposals to 
include the target population and service area where services would be provided; the types of 
proposed programs and services; the objectives to be achieved through the proposed 
programs/services; the methods to conduct the desired outcomes; the type of facilities that will 
be used to provide activities and services; the database requirements to use to track; how the 
contractors will evaluate and report that the methods and objectives are being met and followed; 
how the contractorôs previous experience and track record in providing services to youth; how  
the contractor will utilize other resources for referrals and description of collaborative 
partnerships for obtaining successful outcomes of goals; review of the contractorôs qualifications 
and credentials of their staff as a provider of youth services; and budget projects. The Maricopa 
County Quality Assurance staff monitors all youth providers on a quarterly basis to ensure that 
activities are appropriate and in line with the current contracts. The Contract Administrator 
requires that monthly reports are submitted on a timely basis and monitors the providers on an 
on-going basis to ensure contract compliance. If a provider is lacking in any area, the QA team 
provides technical assistance and appropriate training. Maricopa County released an RFP in 
February 2008 for the Youth Program.  The one (1) year contract(s) will start on July 1, 2008 
with an option, and with prior approval, to extend the period of the contract up to a maximum of 
four (4), one (1) year options.  
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APPEALS PROCESS 

Describe the procedures established for providers of youth or training services to appeal 
a denial of eligibility, a termination of eligibility or other action by the LWIB or One-Stop 
Operator. 
Any participating respondent or contractor may protest the proposed award or the award of a 
Maricopa County contract or any dispute related to their contract utilizing Maricopa Countyôs 
established process. The following is a brief outline of the appeal process:  

 Protests are to be filed with the Procurement Officer issuing the solicitation or 
contract 

 Written decision will be made within 14 days after filing 

 Appeals are to be filed with Procurement Officerôs respective department director 
within seven days from receipt of the Procurement Officerôs decision 

 Appropriate remedies may include one or more of the following: 

 Terminate the contract 

 Reject and reissue the solicitation 

 Issue a new solicitation 

 Award a contract consistent with this code 

 Decline to exercise an option to renew under the contract 

 Amend the solicitation 

 Such other relief as is determined necessary 
 

 

EQUAL OPPORTUNITY AND AFFIRMATIVE ACTION 

Describe the system to assure compliance with all applicable federal and state laws and 
regulations including those regarding debarment, tax liabilities or delinquent obligations, 
the Federal Lobbying Act, Minority and Women Business, discrimination or harassment.  
Maricopa County requires the following assurances for all Respondents/Contractors. Copies of 
these assurances are on file in the Human Services Department: 
 

Certification Regarding Debarment. This certification is required by the regulations 
implementing Executive Order 12549, Debarment and Suspension, 29 CFR Part 98, 
Section 98.510, Participant's responsibilities.  The regulations were published as Part VII 
of the May 26, 1988 Federal Register (pages 19160-19211).   
 
Accounting Certification Statement. As part of the RFP process, the Human Services 
Department (HSD) requires that applicants obtain an accounting system certification 
from an independent CPA. The purpose of such a review is to provide HSD with certain 
assurances that the applicant has internal accounting controls and administrative 
procedures in place which should provide reasonable assurance that claims for 
reimbursement are accurate, costs are allowable under the contract, and that costs are 
supported by source documentation. 
 
Certification Regarding Lobbying. Public Law 101-121 (31 U.S.C. 1352)--For 
Reference see Federal Register, dated 2/26/90, Vol. 55, No 18.   
 
Drug-Free Workplace Certification. The Contractor certifies that it will provide a drug-
free workplace. 
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Provide contact information for the Equal Opportunity (EO) Officer in the local area. 
Rudy Barcelo, Equal Opportunity Officer 
Maricopa County Workforce Development Division  
234 N Central Ave, Suite 3201 
Phoenix, AZ  85004 
Phone (602) 506-4816  
TTY (602) 506-4802   
Fax (602) 506-8789 
rbarcelo@mail.maricopa.gov 

 
Describe how the identity of the EO Officer and the appeal process are made available. 
A flyer is posted in a highly visible area within the One-Stop centers with all contact information 
related to equal opportunity and appeals.  In addition, job seekers are provided information at 
the time of enrollment. 
 
Describe the appeal process for assuring that no individual shall be excluded from 
participation, denied benefit or employment, nor subjected to discrimination under or in 
connection with, any program or activity for any reasons, including but not limited to: 
race, color, religion, national origin or citizenship, age, disability, political affiliation or 
belief. 
 
Complaint Procedure Process: Customers having a concern or complaint, may meet with the 
Program Supervisor or Project Coordinator. If their concerns cannot be resolved immediately, 
they will be provided with a grievance form and instructions for filing a complaint. If the 
grievance concerns an issue at the WIA program level, the process beings with Step 1. If the 
grievance concerns a center issue, policy or partner program, the step begins with Step 2.  
   

Step 1 - When a grievance is filed, the report will be submitted to the Program 
Supervisor. Upon receiving a completed report, the Quality Assurance Specialist will be 
notified that a grievance has been filed. The Program Supervisor will schedule a meeting 
with complainant within ten working days of receiving the form.  If the grievance is not 
resolved at this level, the Program Supervisor will refer the complaint to the Quality 
Assurance Specialist for review at Step 3. 

 
Step 2 - When a grievance is filed that concerns partner or agency staff, the Quality 
Assurance Specialist will be notified by the One-Stop Center Coordinator. The Center 
Coordinator will work with partner staff to resolve the grievance issue. If the Center 
Coordinator is unable to resolve the grievance, the grievance will then be referred to the 
Quality Assurance Specialist for review at Step 3. 
 
If the grievance filed, concerns a youth service provider, the Contract Administrator will 
be notified. 

 
Step 3 - The Quality Assurance Specialist will meet with complainant within ten working 
days after receiving the grievance. The Quality Assurance Specialist will work closely 
with complainant to resolve the grievance. If not resolved at this level, the individual will 
be directed to the State WIA Section Equal Opportunity Officer, and will be informed of 
the Nondiscrimination and Equal Opportunity Provisions of the Workforce Investment Act 
of 1998. 
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WIA participants may file a complaint if they feel they are not receiving appropriate or adequate 
services to assist them with their employment goals. This includes the denial of WIA-funded 
training services, case management, supportive services, or any other services funded under 
WIA. It is the responsibility of their Career Guidance Specialist to inform the participant of the 
reason(s) for denial of services and inform them of their right for a higher review with the WIA 
Program Supervisor.  
 
Participants requesting a higher review must inform their CGS or in the absence of their CGS, 
the WIA Program Supervisor within seven (7) working days of the date service(s) was denied. 
The CGS will provide the participant with written contact information for the WIA Program 
Supervisor and will document such in the case file. It is the responsibility of the participant to 
contact the WIA Program Supervisor to schedule a higher review. 
 
The WIA Program Supervisor will meet with the participant within seven (7) working days of 
request for higher review. At the conclusion of the meeting the Program Supervisor will inform 
the participant that a written determination will be provided within seven (7) working days. The 
determination letter will contain the following information: 

 Nature of the complaint (i.e. denial of training request) 

 Reason(s) for denial of service(s) 

 Participantôs recourse 
 

The WIA Program Supervisor will place a copy of the determination letter in the case file and 
document the meeting and all pertinent information in the case notes. After receipt of the 
determination letter if the participant desires to appeal the decision, the participant must 
complete the ñAppeal Requestò form. This form and information / documentation related to the 
complaint will be forwarded by the Program Supervisor to the Assistant Director for Workforce 
Development for review within seven (7) working days. The Assistant Director, at his/her 
discretion may meet with the participant if s/he determines it is necessary to make an informed 
decision. Once the Assistant Director has reviewed the case s/he will issue a final and binding 
written determination to the participant within ten (10) working days of the review.  A copy will be 
placed in the participant case file with any other relevant information. 
 
NOTE: The decision of the WDD Assistant Director is final. Per the DES WIA Section, local 
Workforce Investment Areas are authorized to render decisions regarding the provision of WIA 
Title IB-funded services to participants in non-discriminatory complaints. 
 
Only complaints of a discriminatory nature may be aggrieved to the DES WIA Section EEO 
Officer if the participant disagrees with the determination made by the Workforce Development 
Divisionôs EEO Officer.   
 

Customers having concerns or complaints may first meet with the Center Coordinator of 
Program Supervisor.  If their concerns cannot be resolved by these personnel, customers are 
provided with a grievance form and the grievance procedure. 
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SECTION VII 
PERFORMANCE 

 
PERFORMANCE MANAGEMENT 

Describe the monitoring process and oversight criteria and procedures utilized to move 
the workforce investment system toward LWIA goals. 
Quality service and case management are critical to Maricopa Countyôs achievement of its WIA 
performance goals. Maricopa County is committed to continuous improvement and has charged 
the Quality Assurance Unit with the task of monitoring all Title IB programs at a minimum of 
once per quarter and providing technical assistance as needed or requested.  The QA team has 
developed a monitoring guide and tools specific to the Adult, Dislocated Worker and Youth 
funding streams which have been modeled after both the Department of Laborôs and the DES 
WIA Sectionôs monitoring guides to ensure alignment with WIA regulations, Federal and State 
guidance. These tools are updated to reflect any changes in WIA regulation, federal and state 
guidance. The programs are also monitored to ensure compliance with Maricopa Countyôs 
policies and procedures.  In addition to the WIA performance goals, Maricopa County has 
established goals for accuracy and completeness of participant records for which staff are held 
accountable as part of their annual performance appraisals.  
 
The QA team develops a review schedule for each quarter and provides advance notice of 
reviews to the program operators. At least a 10% sampling of participant records are selected 
for review each quarter. Once the review has been completed a detailed report is compiled 
providing information on each file reviewed, needed corrective actions, observations, best 
practices and a timeframe for required responses and/or corrective actions. The report is 
reviewed and discussed with each program operator. Reports are maintained on file at the 
Maricopa County Human Services Department. 
 
Maricopa Countyôs Contracts Specialist who is part of the QA unit provides oversight and 
technical assistance to contracted service providers. At this time only Title IB youth services are 
contracted. The Contracts Specialist reviews all claims submitted for payment and monitors 
performance to ensure the program operator is in compliance with contractual requirements 
before approving the claim for payment. 
 
Describe how the LWIA identifies areas needing improvement and any processes in 
place to address deficiencies. 
Areas needing improvement are identified during the monitoring process or by reviewing 
performance reports for each service provider. The deficiencies may be addressed in different 
ways depending upon the nature and severity of the deficiency. 
 
Non-compliance issues are priority. Service providers are given a timeframe for developing a 
corrective action plan to correct noted deficiencies. Technical assistance may be provided to 
ensure the corrective action will achieve the desired results.  
 
The QA team follows up to ensure the issue has been corrected or if it has not been resolved 
determine the reasons why, and will work with the provider to resolve the issue(s). Monthly 
meetings are held with the QA Team, Contracts Specialist, and the youth providers. DES WIA 
section staff as well as City of Phoenix youth staff are invited to participate in these meeting as 
both local areas contract with the same youth service providers. These meetings provide a 
forum for the discussion of issues, concerns, collaborative initiatives, training needs, etc. 
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The QA Team also meets monthly with Adult and Dislocated Worker Program operations staff to 
hold similar discussions.  Any trends identified during QA reviews may indicate a need for staff 
training, refresher mini trainings or the re-examination of a policy or process. If a need for staff 
training is identified, the QA team works with Adult / Dislocated Worker Program operations staff 
to develop and provide training to the Career Guidance Specialists. The training is most often 
provided to CGSs from both One-Stops in a group setting to ensure everyone receives the 
same information. It also provides an opportunity for staff feedback and discussion. Training is 
also provided to the youth service providers in a similar fashion.  
 
If it is determined that a policy has caused the deficiency, the policy is reviewed by the QA team 
and Program Manager and revised. The updated policy is distributed to all affected staff 
members. If the process is the problem, the QA team and program operations staff reviews the 
process together. Other staff, including partners, who bring a different perspective to the issue 
may be involved in the review process. The improved process may be piloted to see how it will 
work and to work out any bugs. If it results in the desired outcome, it is communicated to all 
affected staff during a meeting or a training session. 
 
Performance reports are generated and reviewed at least once per quarter for all programs. If 
there is a significant decrease in a performance measure, numerators and denominators are 
extracted for the measure and sent to the provider to compare against their internal records. If 
the drop in performance is due to inaccurate data entry into the reporting system, training is 
provided. If it is suspected to be a data system problem, it is reported to the DES WIA section. If 
the provider is failing the measure or at risk of failing the measure due to other reasons then 
strategies to improve performance are discussed and implemented.  
 
 
NEGOTIATED PERFORMANCE 
Describe how levels of negotiated performance ensure and support the LWIA vision. 
MWC's mission is to promote and facilitate strategic alliances among public and private 
stakeholders within the Maricopa County area to ensure workforce excellence and contribute to 
the economic vitality for area employers, incumbent workers and future workers. Maricopa 
County continually strives to promote workforce excellence by developing and providing 
qualified individuals and other resources to employers. The negotiated performance levels serve 
as the framework for the provision of quality services to job seeker and employer customers.  
 
MWC has developed strategies to ensure that not only performance levels are achieved or 
exceeded but also ensure that customersô needs are met.  These strategies include: 

 Implementation of a demand-driven system focusing on high-growth, high-demand 
industries.   

 Targeted industry clusters include Advanced Manufacturing, Health Care, 
Biosciences, construction, and automotive.  

 Economic analysis is fundamental to a successful demand-driven approach. 
Maricopa County uses a wide array of workforce-related data including economic 
indicators, labor market information, census data, projections and educational data to 
target industry sectors characterized as high-growth, high-demand sectors 

 Development of partnerships to increase leveraged resources.  In addition to the 
One-Stop partners, Maricopa County has embarked on numerous regional initiatives 
with the City of Phoenix. 

 Enhanced integration of service delivery through the One-Stop career centers by 
working closely with partner agencies.  A referral process has been developed and 
customers are co- case managed to reduce duplication of services, leverage 
resources and enhance services.  
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 Formulation of policies and procedures to ensure customer training and employment 
decisions are supportive of industries in demand that offer growth and wage 
improvement opportunities. At a minimum 80% of training dollars must be expended 
for in demand/growth occupations. 

 
Provide a listing of the PY 2008 LWIA performance standards for the Adult, Dislocated 
Worker, and Youth Programs negotiated with the State WIA Section, as Appendix H in the 
Plan.  
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