MASSACHUSETTS WORKFORCE DEVELOPMENT SYSTEM

MassWorkforce Issuance

Workforce Issuance No. 09-17 0 Policy ™ Information

To: Workforce Investment Board Chairs
Workforce Investment Board Directors
Title I Administrators
Career Center Directors
Title | Fiscal Officers
DCS Regional Managers

Ccc: WIA State Partners

From: Rosemary Chandler, Director
Division of Career Services

Date: April 8, 2009
Subject: Training — Back to Basics: Interviewing and Assessment
Purpose: To notify Local Workforce Investment Boards, One-Stop Career Center Operators

and local workforce investment partners of a two day, regional training session
for effectively managing the customer interview process as well as gathering and
analyzing the information.

This training is to provide a deliberate, focused, one-on-one interaction that
involves giving and obtaining relevant information leading to an analysis and a
plan of action agreed upon by the customer and staff person.

DAY 1 — The Art of the Interview:

Customer Service Reminder / Preparation for the Interview
Initiating the Interview / Greeting & Tone / Managing the Process
Effective Communication in Interview

Closing the Interview

DAY 2 — The Core Interview:
e Gathering and Analyzing Customer Information
0 Assessing Work-readiness, Barriers, Skills & Experience
o Service Component Options and Considerations
o Forming a Strategy to Move a Customer Forward
e Summarizing and Agreeing on Next Steps
e Recording Information and Communication with the Career Center

An equal opportunity employer/program. Auxiliary aids and services are available upon request to individuals with disabilities.
TDD/TTY 1-800-439-2370 - Voice 1-800-439-0183



Dates and

Locations:

Action
Required:

Inquiries:

Directions:

The training will begin at 9:00 am and will end at approximately 4:00 pm. Lunch
will not be provided. We are limited to 25 seats per training session.

LOCATION DAY 1 DAY 2
Plymouth Career Center Wednesday - May 6 | Wednesday — May 13
Boston / Gazda Room Wednesday — May 20 | Wednesday — May 27
VWCC Lawrence Thursday — May 21 Thursday — May 28

Tuesday — July 21 Tuesday — July 28
Thursday — July 23 Thursday — July 30

Workforce Central Worcester Tuesday — June 2 Tuesday — June 9

FHCC Northampton Thursday — June 4 Wednesday — June 10

Please register through the HR Training Department’s intranet registration form
or via email at HRTRNG@detma.org no later than April 24, 2009.

Name

Employee ID Number (if you are not a DWD employee, please indicate NONDWD)
E-mail Address

Telephone Number

Name of Training Class

Requested Date of Training

Please direct all inquiries to Pat Zorka at pzorka@detma.org or Leslie Mark at
Imark@detma.org.

Hurley Building Gazda Training Room — 4™ Floor
19 Staniford Street

Boston, MA 02114

(click for map)

Franklin/Hampshire Career Center | 178 Industrial Drive — Suite 1
Northhampton, MA 01060
(click for map)

ValleyWorks Career Center 439 South Union Street — Building #2
Lawrence, MA 01843
(click for map)

Workforce Central, Worcester 44 Front Street — 3rd Floor
Worcester, MA 01608
(click for map)

Plymouth Career Center 36 Cordage Park Circle — Suite 200
Plymouth, MA 02360

(click for map)

An equal opportunity employer/program. Auxiliary aids and services are available upon request to individuals with disabilities.

TDD/TTY 1-800-439-2370 - Voice 1-800-439-0183


http://det-intradev-01.detma.org/cms/index.php?option=com_content&task=view&id=559&Itemid=1013
mailto:pzorka@detma.org
mailto:lmark@detma.org
http://maps.google.com/maps?sourceid=navclient&ie=UTF-8&rlz=1T4ADBR_enUS234US234&q=19+Staniford+St,+Boston,+MA+02114
http://maps.google.com/maps?f=q&source=s_q&hl=en&geocode=&q=178+Industrial+Drive,+01060&sll=37.0625,-95.677068&sspn=19.310099,36.5625&ie=UTF8&ll=42.338372,-72.62907&spn=0.008755,0.017853&z=15&iwloc=addr
http://maps.google.com/maps?f=q&source=s_q&hl=en&geocode=&q=439+South+Union+Street,+01843&sll=42.338372,-72.62907&sspn=0.008755,0.017853&g=178+Industrial+Drive,+01060&ie=UTF8&ll=42.695526,-71.156087&spn=0.008705,0.017853&z=15
http://maps.google.com/maps?f=q&source=s_q&hl=en&geocode=&q=44+Front+Street,+01608&sll=42.695463,-71.155357&sspn=0.008705,0.017853&ie=UTF8&ll=42.269052,-71.800976&spn=0.008765,0.017853&z=15&iwloc=addr
http://maps.google.com/maps?f=q&source=s_q&hl=en&geocode=&q=36+Cordage+Park+Circle,+02360&sll=42.271498,-71.802049&sspn=0.008765,0.017853&g=340+Main+Street,+01608&ie=UTF8&ll=41.982973,-70.688524&spn=0.008805,0.017853&z=15&iwloc=addr
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