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Executive Summary 
In preparation for the One Stop Certification, the South Carolina Department of Employment and Workforce 
(SCDEW) asked all of the Workforce Boards to submit an operational plan.  The plan focuses on the daily 
operations of the comprehensive center.    ROSS IES Workforce Development was assigned to write the report 
with the help of the committee’s recommendations. 
 

 

Objective:  The objective is to effectively and efficiently manage the LowCountry SC Works System and Centers within the 
Vision, Mission, and Core Values established by the LowCountry Workforce Development Board and in accordance with all 
Federal, State, and Local Regulations and Policies.  We will accomplish this with a fully coordinated and integrated customer 
service strategy that is local market driven and offers accessibility, convenience and customer choice.  

Management Philosophy:  Our management philosophy is (1) our employees and our partner employees are our greatest 
assets, and (2) quality job performance builds our business and credibility in the community.  When we perform at or above 
our customers’ expectations, we are usually rewarded with more opportunity to serve more Businesses and Job Seekers alike.   

Lowcountry SC Works  System Customers:  Our customers are in three primary groups (1) job-seeking customers, (2) 
employer customers, and (3) the Lowcountry Workforce Development System Partners.  We define quality service to these 
customers as a focused, integrated seamless delivery process and excellent customer service, quality career management, 
and effective job placement to ensure their long-term success. 

Performance Management:  The Lowcountry SC Works System understands that the term quality assurance requires 
collective action and accountability.  True continuous improvement is a result of systematic planning, execution, coordination 
and verification.  The SC Works System Management Team has a central role in developing processes and mechanisms to 
stimulate consistent, proactive dialogue with the Lowcountry Board staff throughout the relationship.  In addition, the 
Management Team focuses on internal communications, coordination of various partnering organizations, and benchmarking 
to identify and apply organization wide Best Practices.  We motivate staff from different organizations and backgrounds through 
our efficient delivery design structure and our ability to track and report progress.  Through this process, we collectively become 
as strong as our strongest practice.  Lowcountry SC Works and our customers reap the benefits. 

Staff Development:  Training is a vital part of our continuous improvement program.  We believe that exceptional supervision 
and systematic accountability mechanisms are crucial to performance.  Continuous staff development through training, job 
related certifications, and ongoing meetings to communicate customer service expectations are crucial to the long-term 
success of the system.  We emphasize to staff that every customer is different and our ability to customize solutions in 
response to unique requirements is key to each individual’s success.  In summary, every customer should expect nothing less 
than best-in-class service from every employee. 

 
 
 
 

Business Overview 
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Governance & Oversight 

The SC Works system provides employment services and training opportunities to employers and job seekers 
consistent with the vision and mission of the governing body:  Lowcountry Workforce Development Board (the 
“Board”).   
 
The Vision, Mission, and Core Values of the Board for the Lowcountry SC Works System are: 
 
Vision Statement:  To have a fully employed, skilled workforce. 
 
Mission Statement:  To develop the link between employers and the workforce. 
 
Core Values: 

• Service to the community  

• Commitment to the plan  

• Knowledgeable /trained Board members  

• Responsiveness  

• Excellence  

• Supreme customer service  

• Desire for excellence  

• Good stewardship  

• Fostering/enhancing existing relationships 
 
The Board’s authority is established in both Federal and State legislation.  The Lowcountry Council of 
Governments (LCOG) serves as the Fiscal Agent for the Board.  The Board and the LCOG have a separate 
agreement that specifies the authority and responsibilities for each.  The Board has the responsibility for building 
a one stop system that coordinates resources across 18 federal funding streams.  The Board, through its fiscal 
agent, is the direct recipient of WIOA Adult, Dislocated Worker, and Youth funds.  The Board may receive 
additional funds from time to time from a variety of sources, but primarily through the funds administered by the 
SC Department of Employment and Workforce (SCDEW). 
 

Business Model 

The Workforce Solutions Model is focused on increasing the skill sets and employment levels of the workforce by 
assisting individuals in obtaining or improving the level of employment that leads to self-sufficiency through 
services delivered in a seamless and integrated delivery system while focusing on the needs of business and 
industry of the region. Additionally, the system should eliminate duplication of services, reduce costs through 
collaboration, enhance participation, accommodate the demand needs of employers and improve customer 
satisfaction. 
 

SC Works Centers 

The Board has developed an SC Works system that has a comprehensive center near the geographic center of 

the Lowcountry area, and placed satellite centers in each of the three counties within the region.  The 

comprehensive center located at 164 Castle Rock Road Beaufort SC 29906.  The comprehensive center consists 

of all mandated (by WIOA legislation) partners, co-located or technologically linked.  The satellite sites consist of 

two or more partners co-located in the same facility.  The locations are: 
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Beaufort SC Works Center 
164 Castle Rock Road 
Beaufort, SC 29906  
(843) 379-3532 

Walterboro SC Works  
1085 Thunderbolt Drive 
Walterboro SC 29488  
(843)-538-1613 

Hampton SC Works 
303 1st Street East  
Hampton, SC 
(843)-226-9254 

 

 Customers 

 
Business Customers (Employers) 

Strategic Reason – The Business Customer (Employers) are one of two primary customers of the workforce 

system as their demand for a skilled workforce drives the training and development of the Job Seeker Customer 

group.  Business and Industry create jobs while the citizens of the surrounding communities fill those jobs.  Both 

are needed to generate tax revenue to support our governmental infrastructure that provides Workforce 

Development Services to both groups. 

Job Seeker Customers 

Strategic Reason – Job Seekers are the citizens of our communities that are seeking to obtain employment or 

improve their current employment situation.  This group includes everyone that is at an eligible age to work which 

typically begins at the age of 16 years old.  This group is seeking basic guidance and access to free resources as 

well as access to more intensive or even training opportunities.   

The Center serves many different types of job seekers.  These job seekers can have varying barriers to 

employment.  These barriers include: 

• Disabled • Older Workers • Low-Skilled 

• Veterans • Unemployed • Underemployed 

• Low-Income • Chronically Unemployed • ESL 

• Career Changers • Emerging Workforce • Transitioning Workforce 

• Re-Entry Ex-Offenders • Others  

SC Works also serves employers.  Characteristics of businesses that are typically served through the SC Works 
Centers can have similar characteristics some of these characteristics are: 

• Hiring (New Start-up) • Expansion  • Layoff or Layoff Aversion 

• Incumbent Worker Training  

 

Products & Services 
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Description of Products & Services 

 
The center offers many different products and services geared toward employers and job seekers.  A list has been 
provided for both groups.  The list contains services that may be provided to both sets of customers from the 
center.   
 
Section I – Common menu of basic employer services to be offered: 

1. Job Postings – Online, phone call, fax, in-person 
2. Applicant screening and referral to employer specifications 
3. Referral to Professional Testing (Typing, Basic Skills, Microsoft Office) 
4. Customized Recruitment (Hiring Events) 
5. Job Fairs 
6. Provision of Labor Market Information 
7. Interviewing Space, Scheduling 
8. Provision of information and referral related to: 

a. Tax Credits 
b. Community Resources 
c. Federal Bonding 
d. Americans with Disabilities Act (ADA) 
e. Veterans services 

9. Incumbent Worker Grants 
10. OJT 
11. Referral to Customized Training  
12. Information on Unemployment Insurance (UI) 
13. Rapid Response services 
14. Trade Adjustment Assistance (TAA) information and services 
15. Veterans Employment Services 

 
Section II – Expanded List of Employer Services: 

1. Customized services for significant company or industry dislocations 
2. Referral to WorkKeys®/WIN Career Readiness Certificate testing 
3. Referral to Database of WorkKeys®/WIN Career Readiness Certificate tested applicants  
4. Labor Market Information packets and brochures 

 
Section I – Common menu of basic job seeker services to be offered to all job seekers: 

1. Outreach, intake (which may include worker profiling and rapid re-employment services) 
2. Initial assessment 
3. Eligibility and service information for all partner workforce development and support programs (e.g. 

education, public assistance, childcare) 
4. Job search assistance, career information and career guidance 
5. Resume development services 
6. Job matching and referral 
7. Local, regional, and statewide labor market information 
8. Information on financial aid, including unemployment insurance (UI) 
9. Instructions on filing an unemployment insurance claims or unemployment insurance issues  
10. Information on: 

a. Certified education and training providers 
b. Local performance outcomes of training providers  
c. Job fairs and supportive services 

11. Orientation to use of personal computers for utilizing virtual tools available through the One-Stop 
system, including resume software, and enabling job seekers to perform job search activities, secure an 
email address and use email, and conduct research on employers. 

12. Job search/self-marketing skills training (workshops). 
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13. Information about Entrepreneurship development skills. 
14. Access to free virtual tools for job search, self-assessment and career development 
 

Section II – Common menu of services for those enrolled in WIOA or partner programs: 
1. Comprehensive assessment of knowledge, skills, abilities, and interest by use of various assessment 

tools 
2. Development of individual employment plans 
3. Individual career planning 
4. Case management 
5. Occupational skills training 
6. On-the-job training 
7. Referrals to programs or programs that combine workplace training with related instruction 
8. Referrals to Adult education and literacy activities  
9. Referrals to customized training  

 
The Center can also provide special services to accommodate those customers who may have special needs.   
 
For example: 

• Disabled – Special Accommodations 

• English Language Learner – LEP (Limited English Plan) 

• Veterans – Priority of Services 

• Older Workers – SCSEP Program 
 

The center can also help businesses with special needs or in special circumstances such as: 

• Employers that are Hiring – Hiring Events & OJT 

• Employers that are Expanding – Referral to ReadySC™ 

• Employers that are experiencing Layoffs – Referral to Rapid Response 
 

Competitors 

 
In the SC Works Center most of the would-be-competitors are in fact partners.  Learning to work together is vital 
to serving the customer.  The competition that the Beaufort SC Works Center staff must keep on the radar is the 
customer’s perception.  The customer has high expectations for what the staff can do for them, and the SC Works 
Center must strive to live up to those expectations. 
 
 
 
 
 
 

Outreach Plan 
 

Targeting the Message 

 
SC Works will outreach to both employers and job seekers.  The center should reach out to employers who are 
hiring, expanding or in a layoff if it can meet their specific needs.  A major part of the outreach to businesses will 
be the efforts of the Business Services Team with brochures and flyers. Market and outreach to job seekers by 
keeping it simple, general information on location of centers, services, and finding jobs.  
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Outreach Methods 

Outreach Methodology 

1. Traditional Marketing 

a. Newspaper – Ad in Classifieds about new locations with basic services list 

b. Billboards – with locations throughout the three-county region (In place) 

c. Print Material – SC Works Brochures & Flyers announcing location changes, orientation todays 
& times, and services for disbursement in the community 

d. Identify low cost and free Internet Advertisement opportunities 

 

2. Presentations 

a. Develop new PowerPoint Presentation Materials 

b. Develop an Elevator Speech for staff to use in Community Presentations and meetings 

c. Engage more Business & Industry involvement in Core Workshops 

d. Develop new Rapid Response Packages 

  

3. Internet Presence 

a. Review the Lowcountry Website to see if we can make any updates 

b. Look at the use of Facebook, Twitter, Blogs, YouTube, etc. 

c. Integrated links on Partner Websites to drive traffic 

 

 

Partners Role in Outreach 

All mandated partners will be given information on job seeker services.  SC Works WIOA staff will do presentations 
about new locations.  All Business Service staff will be trained on all employer & industry workforce development 
services and will work with employers to identify needs.  Each partner will be responsible for sharing labor 
exchange information.  Partners will attend partner meetings to inform other partners about the center and its 
products and services.   
 

Measuring Results 

 
As a part of the Outreach Plan and strategies each of the areas identified above will be measured through 
Customer Feedback.  Part of our customer satisfaction survey in the next section will ask about how they heard 
about us and our services.  For internet-based outreach we are able to quantify the traffic based on the number 
of visits and actions taken by individual users that visit the sites.  In the case that we receive negative feedback 
as a result of specific outreach strategies we will re-evaluate the measurable data and determine whether or not 
to continue with that strategy or element within our plan.  
 

Performance Outcomes 
 

Performance Metrics & Goals 

 
The center needs to measure success.  To measure success center statistics, need to be looked at over time and 
in context.  The Usage Report measures the following data: 
 

Job Seekers Services  

• Center Traffic - Total Customer Count & by Center location 

• Individuals that Registered – Total & by Center location 
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• Unduplicated Customer Count – Total & by Center location 

• Job Search Services – Total & by Center location 

• Workshop Attendance - Total  
   

Employer Services 
• Internal Job Orders/Employer Job Openings – Total & by Center location 

• Services Provided Employers – Total & by Center location 

• Hiring Events - Total & by Center location 

• Entered Employments - Total & by Center location 

• Rapid Response Events – Total 
 
The operation plan committee discussed the importance of looking at the data from the new delivery service model 
to the future.  The historical data for the center, and the satellites, will be skewed since it contains higher 
attendance from Unemployment Insurance (UI). 
 

Partner Performance Metrics & Goals 

 
Partner Performance Metrics and Goals are included in the overall SC Works System Performance Metrics and 
Goals listed above.  Included in these metrics are the WIOA and Wagner Peyser Federal Performance Measures 
as tracked by our Usage Report and WIOA Dashboard. Additional work is needed in this area to better articulate 
and link each Partners Individual Metrics and Goals to the overall system.  The committee identified this as an 
area of improvement that will benefit the overall system. 
 

Data Types & Collection Methods 

 
Data is being collected in multiple ways.  The primary source of system wide data is from SCWOS the State 
Workforce Reporting System established by SC DEW.  There are other metrics that are not captured in SC 
WOS and tracked externally and locally within the System and/or Centers. 
 

Measuring Customer Satisfactions 

 
The operation plan committee discussed the underutilization of the current customer service survey and how it 
could be made more “user” friendly as well as if and how it could be utilized to collect, distribute, review, address 
in order for results to be reported. 
 
The team decided to narrow the survey to six (6) basic questions and have a job seeker complete when in the 
Center. Staff would enter the data digitally so it could be tabulated through ROSS Workforce Development.. The 
following questions will be included on the survey: 
 

1. What is your primary reason for visiting the Center? 
2. During my visit, SC Works Staff were (choices of available, knowledgeable, helpful, etc.)? 
3. The following services/resources were helpful to me (choices of computer assisted job search, 

workshops, individual counseling, coaching and access to available equipment, referrals to other 
services, agencies & printed materials)? 

4. While at the SC Works, I found the following resources easy to use and understand (same as previous 
question)? 

5. How satisfied were you with the range of services, quality of services, timeliness of services, and 
understanding of the next steps for your job search? 

6. Is there anything you would like to add to help us improve services? 
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Communication and sharing information is the key component and should be shared during Partner meetings. SC 
Works is a team and if one part of a whole and that when one part is falling short then others should step in to 
help. 
 

Performance Accountability 

 
Performance accountability is in place and very structured for Wagner Peyser and WIOA Services within the 
Center.  Performance is tracked through structured follow-up services to customers.  The WDB will address 
system wide performance issues to include all System Partners.  The System Operator and Center Management 
are responsible for the accountability of Partners to established MOU’s and Infrastructure Funding Agreements.  
Each of these are reviewed quarterly and renegotiated annually.    
 

Communication to the WDB 

 
Communication to the Lowcountry WDB will flow from the Partner Consortium, through the Operator (ROSS 
Workforce Development, Inc.) to the Lowcountry Program Director, to the One Stop Operations Committee, to the 
Executive Committee or Finance Committee or both, and finally to the full Board.  Matters of Policy, Operators 
Contract, Performance issues or any other type situation that requires a vote is taken to the Workforce 
Development Board for a decision. 
 
 
 
 
 

Management & Organizational Structure 
 

Management Structure 

 
Overall System 

The Workforce Development Board (WDB) has selected the One Stop Operations Committee to oversee 
the Adult/Dislocated Worker WIOA grant and hired the Operator to manage the SC Works Centers. 

 

SC Works Comprehensive Center 
ROSS Workforce Development was hired by the WDB as the Center’s Operator and Center Manager. 
SCDEW Regional Manager is also part of the Center Management team.  Since SCDEW provides many 
pieces of the job seeker services their management must communicate with the operator, center 
manager, and WDB. 

 
In the current management structure, the SC Works Comprehensive Center Operator also plays the role of the 
Center Manager.  The Center Operator is responsible for building the partnerships and maintaining the referral 
processes within the system.  The Center Manager oversees the physical locations of the SC Works Centers.      
 
 
 

Organizational Chart 
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The overall workforce development system organizational structure is a “Referral” system with the idea of moving 
toward a “Co-Located” system that would be functionally driven.  Ideally, we will strive to be an “Integrated” system 
which the Department of Labor, DOL, has intended since the inception of the Workforce Investment Act, WIA, in 
1998. 
 

Current Structure (Referral based system): 
 

 
 
 
 

Ideal System (Fully Integrated System) 

               

SC 
Works 
System

Workforce 
Innovation 

Invesment Act

Department of 
Social Services

Perkins 
Vocational

(Technical  
College of Low 

Country)

Vocational 
Rehabilitation

Other 
Partners:

Indian Council, 
SHARE, HUD, 

etc.
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(Veterans, 
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Education
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Employment 
Services

Case Management

Community Services Training

SC Works
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Communication Processes 

 
The Board communicates to the centers through the Operator in the following communication flow: 
 

                  

Most of the communication is done via email.  The Board communicates to the operator through the One Stop 
Operations Committee through meetings and emails.  The operator passes the Board’s instruction to the partners 
through emails, instruction, and partner meetings. 
 

Decision Making Process 

 
Some of the decisions being made by various management positions throughout the system include: 
 

The SC Works Comprehensive Center Operator – the Operator will call meetings; ensure Partners are 

there, promote good communication, etc.  
 

Center Manager – the Manager will secure the meeting room and ensure all materials are available for 

the meeting. 
 

Center staff collectively – Referrals; decide where customers should go as a procedural issue. 

 

Single Partner agency – Staffing; ensure each site is staffed adequately; and manage their staff. 

 

Staff Development & Training 

 
The team discussed the need for staff cross training and a Staff Development Matrix is being developed to 
demonstrate the existing staff certifications and training received that will serve as a Gap Analysis tool to see 
where additional training and/or certification programs can be put in place.  One area discussed that is already in 
place is Customer Service Training for all staff. 
 

WDB
OneStop 

Operations 
Committee

WDB Staff Operator
SC Works 

Center
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Center Accessibility 
 

Center Maintenance 

Facilities are: 
 

▪ Clean – The Center currently has a contract with Green Commercial Cleaning for providing daily custodial 

services.  

▪ Designed in a customer friendly manner to enable easy customer flow, easy usage of the resource 

room and privacy for customers meeting with staff – The flow recommended by Lowcountry was from 

the Resource Room out to offices and back through the Resource Room. 

▪ Compliant with ADA requirements – The Center currently has computer accessibility items in place and 

a designated restroom which are compliant with ADA requirements. Signage for accessible spaces is 

installed. There is currently a ramp at the end of the walkway however; a ramp should be placed in front 

of the building for easier access. The team agrees with a recommendation for the first 3 parking spaces 

to be used for ADA wheelchair access with a ramp being installed in the front of the building. 

▪ Secure (personal information, IT, files, facility, etc.) All Managers have keys for the entry/exit doors 

and can lock at the end of the day. The custodian with Green Commercial Cleaning also ensures the 

doors are locked every evening. The City of Beaufort Police department performs a weekly drive-by 

checking the security of the facility. Resource room has Window Built-in Policy Procedures, a program 

that wipes personal information from computers at the end of each day. DEW has a secure VPN tunnel 

and ROSS Workforce Development has a secure router in place directly routed to their corporate offices. 

DEW also has a secure Employer guest account in place for Wi-Fi access with public use locked so that 

anyone wishing to gain access must obtain login credentials from staff. All files are kept locked in storage 

room cabinets and shredded when needed. 

Center materials are: 
 

▪ Up-To-Date – Printed materials are continually checked for up-to-date information with assistance from 

the Resource Room staff ensuring the printed materials are up-to-date. Note: Spanish versions are 

available and works are in progress to have a bilingual person onsite for translation need 

▪ Easy to read – Current materials are easy to read and follow. 

▪ Integrated – Materials are integrated. 

▪ Plentiful – Center Manager and Resource Room staff work together to keep materials well stocked. 

▪ Available in a variety of formats (including access for the disabled) – Materials are currently available 

in a variety of formats and are accessible to meet the needs for disabled individuals. 

 

 

Center Staffing 

 
Currently there is the availability of staff and equipment/machines to assist with disability issues; printed partner 
and resource materials are available. We will strive to have staff that is specifically trained in certain areas but all 
will be cross trained to work where and when needed to assist with all customers as well as those with Special 
Needs. 
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Maximizing Center Staffing 

 
Another part of meeting customer’s needs is getting extra help for the center(s).  The Centers have plans for a 
placement through the SCSEP program that places volunteers.  DSS, Commission for the Blind, Stars, Vocational 
Rehabilitation and Adult Education are currently collocated partners in the Lowcountry system. 
 

Services Flow 
 

Flow of Services & Customer Access 

 

Below is a Customer Flowchart of the Comprehensive Center and below that is a Customer Flowchart of the 
System to show how customers can move through the center and the system.  The current Routing Slip has also 
been added as an Appendix 3 to show what a customer’s options in the center are when they come in for services. 
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Linking Employers & the Workforce 

SC WORKS OPERATIONS PLAN v2       Page 16  02/19/2021 
 

 

 

Incorporating News Services or Products 

 

Along with the VOS Greeter, Routing Slip the Center uses other tools to inform visitors of the different services 
available.  The Center can showcase new services in the Center by displaying them on the monitor in the resource 
room.  The Center utilizes brochures and other handouts throughout the Center, but displays many of them in the 
Resource Room. 

 

Partner Service Integration & Special Needs Access 

 

There has been an attempt to align our partners together functionally in the Center.  Most case management and 

training services are closest to the Resource Room to make it easier for the public to engage those services. Our 

goal is to get our customers to the appropriate person/partner so they may receive the assistance they are 

requesting. Other linkages to partners include printed materials, internet data, and partner referrals. 

 

System & Center Support Needs 

 
Encouraging more partners to co-locate within the centers would give job seekers more reasons to come to the 

center.  Adding more job seekers would prompt more employer interaction as well.  For the Comprehensive Center 

to be more successful it will need more involvement from job seekers, employers, and partners. 
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Partner Accountability & Center Support 

 
If partners are not “pulling their weight” the Center will encourage more involvement.  The Center has a 
Memorandum of Understanding with many of the partners involved in the system.  These MOUs are designed to 
encourage participation to ensure the Center’s success. 
 

WDB Support 

 
For the Center to succeed it will need assistance from the local Workforce Development Board.  The WDB should 
provide political assistance to keep all partners involved, provide technical assistance and training for the Center 
and staff as necessary. 
 

Financial Plan 
 

Comprehensive Center Budget 

 
Please refer to Appendix 1 the Infrastructure Funding Agreement. 
 

Partner Budget Contributions 

 
The Memorandum of Understanding helps to outline the plan for sharing costs and resources (it is attached to the 
Operational Plan).  The Infrastructure Funding Agreement is a part of the Memorandum of Understanding and out 
lines which partners will bring which resources to the Center. Lowcountry, the Workforce Innovation and 
Opportunity Act, and SCDEW all pay into the cost of running the Center.  Other partners like SCSEP bring in-kind 
services, such as volunteers, to help the Center function.  The current method of billing is by a Full Time Employee 
basis.  The partners who pay part of the cost are billed on how many full-time employees are located in the Center.  
These expenses are paid on a quarterly basis. 
 

Financial Efficiency Evaluation Process 

 
All the partners involved in the Center should always try to make the Center better.  The committee that met to 
make suggestions for the Operational Plan had a few suggestions for the future of the Center’s finances. 
 

• Our area should look into comparing the Cost Allocation Plan and Infrastructure Funding Agreement to 
other areas.  Seeing how other areas share resources could benefit our Center. 

• The Center’s finances and sharing should be re-evaluated regularly.  During the billing process the FTE 
count should be monitored and changes given to the WDB’s Finance Director. 
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COVID-19 Lowcountry Workforce Development Area Reemployment Plan March 2020 

I. Impact Statement and Needs Assessments 

a. Describe the effect of the public health emergency on the local area. 

The Covid-19 virus started impacting Lowcountry program services the beginning of March 2020 when news first 
surfaced about the effects of the virus. One stop center staff started implementing procedures supporting a healthy 
work environment by cleaning and disinfecting frequently touched surfaces and by promoting hand hygiene 
through the use of alcohol-based hand sanitizers. Information was posted in the centers explaining the COVID-
19 symptoms and social distancing was put into effect in an effort to protect customers and staff from potential 
exposure. 

Further impact began to surface in the middle of March when training programs temporarily started closing down 
in the middle of their curriculums. Programs affected included; CDL, CNC, Welding, and Patient Care Tech 
Training which affected over 45 WIOA customers. No online training was initiated by the training programs so 
students were put on an indefinite hold. Additionally, the workforce centers closed the doors to customers on 
March 20th due to an increase in Covid-19 related illness in the area. Information was posted on the center doors 
regarding unemployment and WIOA staff contact phone numbers. WIOA staff continued to work in the centers 
until April 1, at which time WIOA services were handled remotely. All staff had computers provided by the funding 
agency and issued company phones so that customer’s personally identifiable information would not be 
compromised. 

As a result of the need to use remote and virtual technology to support the needs of both the currently enrolled 
customers and those being laid off or otherwise seeking employment and training services, the following methods 
are being used to collect information and to provide services: 

1. Use of electronic signature on WIOA documentation requiring a signature which may include those on 
documents printed, signed and scanned for return by the participant. If a participant does not have the option of 
printing documents for an electronic signature: 

a. Documents may be emailed to the participant for review and acceptance. Legible eligibility documents can be 
emailed back to the case manager as 

well as for enrollment purposes. 

b. If no internet access is available, documentation can be mailed to the participant with a return address so that 
information can be signed and returned. 

c. I-Phone can be utilized as a scanner for documents 

2. Use of virtual signature or electronic confirmation of attendance for record keeping including Adult Education 
Distance Learning 

3. Online Websites that provide; Career Exploration, Career Interest, Labor Market Information, Resume 
Development, Post- Secondary Preparation, Soft Skills Training, Financial Literacy, Leadership Development, 
Interviewing Skills 
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With Lowcountry business closing or laying off, whether temporarily or permanently, the provision of working 
remotely has been a proven example of larger businesses transformation that has worked on multiple levels. It 
has served the needs of individual employees, and it has also provided them with new resilient, and adaptive 
ways to engage with their ecosystem and deliver economic value. It has helped broaden their communities by 
addressing public health and safety needs. For many smaller companies and organizations, however, the situation 
has been very different. Remote working has been limited to a few, and realistically mainly for email and other 
non-operational systems. Industries that were more impacted than others include Leisure and Hospitality, 
Tourism, Restaurant, and Parks and Recreation. 

a. Based on various surveys conducted via local Chamber of Commerce, Economic Development and WIOA 
Business Services, the over whelming theme is that service industry businesses which have been affected the 
most plan on bringing all temporary laid off or furlough employees back to work with the anticipation of hiring 
additional staff where needed. 

There is an anticipated need by businesses to utilize OJT options for returning employees that will be promoted 
to higher levels due to the non -return of previous staff. IWT will also be an option to retool current staff where 
needed. 

The South Coast Region consisting of Berkeley, Beaufort, Charleston, Colleton, Dorchester, Hampton and Jasper 
counties have been heavily engaged with the Healthcare Industry to form a strong Sector Partnership.. Prior to 
COVID-19 the South Coast Healthcare Sector partnership identified three areas of concern for the industry. It was 
determined that Increasing Real World Experiences for the Emerging Workforce, Career Awareness and 
Bottlenecks in the Talent Pipeline were the main pain points that hindered the healthcare industry and its growth 
in the South Coast Region. Local healthcare officials have currently suspended all Sector Partnership activities 
until the COVID-19 Pandemic is in a controllable position. 

b. Provide a summary of current and projected individual needs, including the needs 

for career, supportive, and training needs. 

Over the past month and a half, the Lowcountry SC Works staff has received over 5,400 unemployment inquiries. 
This is the result of the large number of hospitality, small businesses and retail establishments that have closed 
due to the Covid-19 quarantine. The consequence of these closures and layoffs will definitely impact the need for 
re-employment services, which can currently be accessed remotely. Some of these services include: 

· Labor Market Research 

· UI Claim Assistance 

· Resume Preparation Assistance 

· Financial Literacy Services 

· Internet Job Search Assistance 

· Financial Aid Assistance 

There will, however, be a large contingency of unemployed and under-employed individuals who will need more 
intensive, one-on-one assistance to return to the workplace. These staff assisted services include: 

· Eligibility Determination 
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· Career Guidance & Counseling 

· Development of IEP/ISS 

· Basic Skills Remediation 

· Training Services in High Growth/Demand area 

· Support Services 

· Follow-Up Services 

Based on the projected increase in program participation and the need for social distancing, there will be 
additional emphasis on virtual workshops and webinars to include resume preparation, soft skill training, job 
development and WIOA Orientations. 

II. a. List the services that are currently being provided to individuals and businesses 

· WIOA Orientation 

· Internet Job Search 

· Labor Market Research 

· Rapid Response 

· Resume Preparation 

· Job Development 

· Workshops 

· Internships 

· Occupational Skills Training 

· Customized Training 

· Support Services 

· Financial Literacy 

· Legal Aid Services 

· Interagency Referral 

· Career Guidance and Counseling 

· Comprehensive Assessment 
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· Development of IEP/ISS 

· Adult Literacy 

· Work Experience 

· GED/Adult Ed 

· OJT 

· IWT 

o Child/Dependent Care 

o Transportation Assistance 

o Medical 

o Books/Supplies 

o Temporary Shelter 

b. Describe the strategies implemented to continue service delivery until the return of in-person operations. 

Currently a strategic plan is in place to divide case manager time and services into four categories which includes; 
contact with current participants, working with new applicants, follow-up to participants who have exited the 
program and program recruitment. Primary contact is initiated by phone and a thorough assessment is done to 
determine next steps. 

· For the majority of current participants, the goal is keeping them engaged while waiting for training to start or 
restart. Some are in a GED/Adult Ed component so they are enrolled online to Essential Education, a system that 
tracks their progress and time online. If participants are in a training program that is temporarily on hold, 

the case manager works on identified issues which may include financial literacy, resume development, labor 
market information, or help with an internet job search. Case manager must provide a meaningful service at least 
once a month. 

· New applications are being completed by phone utilizing the use of electronic signatures. In some cases, the 
forms and eligibility documents are emailed or sent through the mail. Once eligibility has been determined the 
case manager will work with the customer to ensure completion of the ISS/IEP to develop a Service Plan. Again, 
signatures are secured through electronic signatures. Under WIOA, training services may be made available to 
employed and unemployed adults, youth and dislocated workers who it is determined after evaluation and 
assessment that they are: 

a.) Unable to obtain or retain employment that leads to economic self- 

sufficiency 

b.) In need of training services to obtain or retain employment leading to economic self-sufficiency or wages 
comparable to or higher than wages 
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from previous employment; and 

c.) Have the skills and qualifications to participate successfully in training 

services. 

Additional support may be provided based on assessment and if training is put on hold, online services may be 
initiated based on individual need. It should be noted that 8 virtual applicants were enrolled during the first 30 days 
of the quarantine period and 135 virtual services were provided. 

· Participants who have exited the program are contacted to find out if they are working or in school for follow-up 
purposes. If yes, information is documented in the SCWOS system. If not, they are provided with labor market 
information, internet job links including SC Works, and are provided with job leads in the area. If enrolled as a 
youth, support services may be provided to help with their employment efforts. 

· Outreach has been a focus to encourage the recruitment and enrollment of underserved out-of-school youth and 
dislocated workers. Strategies include working with local agencies that serve those populations and placing 
marketing materials in locations that are easily accessible. Phone calls also targeted businesses for work 
experience placements. 

· Business Services is connecting with businesses via, telephone, email, zoom meetings, social media pages. 

c. Provide a summary of the processes, procedures, and virtual platforms or 

software being used to provide virtual or remote service delivery. 

I. Before COVID-19, the first step in the enrollment process was the group orientation. Since the centers are now 
closed to the public and since we are practicing social distancing, orientations are now being conducted over the 
phone or face-time one-on-one by case managers to potential enrollees. Applicants are encouraged to pull up the 
orientation on www. Lowcountrycog.org website to follow along. Applicants are 

provided details on One Stop Center services, the WIOA program and are instructed on what documentation they 
would need to provide to become eligible. If they have internet, the orientation information could be e-mailed, or 
sent through the mail as an option. 

The next step in the enrollment process is eligibility determination which is done by collecting documents which 
verify the following; citizenship, date of birth, selective service (males), veteran status, basic skills, SNAP, and 
Dislocated Worker. Any of these documents can be scanned, emailed, mailed, or pictures can be taken by phone 
and texted to case manager. Other documents can be verified by self -attestation, which would also require an 
electronic signature. All documents must be uploaded to the participant’s file in SCWOS. 

During the enrollment process, individuals must receive an assessment. Job seekers are assessed in a several 
ways. The initial “informal” assessment is currently conducted over the phone and is part of the overall intake 
process. It includes informal verbal discussion that provides guidance in determining next steps. 

The Objective Assessment is the formal assessment that follows and includes the following: 

· Basic skills (TABE. CASAS) to determine efficiency 

· Strength identification 
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· Work history 

· Education level 

· Family situation 

· Workplace skills 

· Service needs 

The results from the Objective Assessment assist in the development of the participants Individual Employment 
Plan/Individual Service Strategy (Youth). Goals are identified and must be updated periodically to evaluate the 
progress in meeting objectives. This form must be signed when changes are made so the electric signature would 
be utilized if possible, otherwise email or mail would be used. 

Once enrolled, program services identified in the IEP/ISS (detailed in II above) would be initiated. 

ii. The level of engagement and service deliver that is being provided per case manager. 

The current staff is fully engaged in service delivery as evidenced by the 8 virtual applicants that were enrolled 
during the first 30 days of the quarantine period and the 135 virtual services that were provided to current 
participants. It should be noted that the level of engagement is contingent on case manager experience because 
some have been here a short time and are still learning the system, while others have been here several years. 
The spreadsheets that case managers submit every week, as well as the information submitted in the SCWOS 
system, clearly shows their level of commitment. 

iii. How will individuals be assessed to determine if they have the appropriate level of digital literacy skills to 
successfully complete online or virtual training and how will progress be monitored if approved for training? 

Digital literacy refers to an individual’s ability to find, evaluate and compose clear information through writing and 
other media, and is evaluated by an individual’s grammar, typing skills and ability to produce text. 

Clearly, for some, digital literacy will not be an issue since it is taught and used primarily in the schools today. For 
those who have been out of the educational system for a while, this may be more challenging. Questions to ask 
the participant include: 

· How competent are you with your computer skills? 

· Do you browse the internet and search for information? 

· Are you comfortable with the keyboard? 

· Do you communicate with others? 

· Are you on any social media sites? Facebook, Linked In? and; 

· Do you know what information should be protected on the internet 
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If there are issues with their competency, a few exercises in exploring the internet might be helpful. In addition, 
there are typing courses online to help with proficiency as well. If online training is being utilized, monitoring should 
be done on a bi-weekly basis with training facility to ensure that satisfactory progress is being made. 

iv. Describe how the need for supportive services, such as internet access and childcare will be addressed: 

Once eligibility has been determined the Career Specialist will work with the customer to ensure completion of the 
ISS/IEP to develop a Service Plan. After a complete assessment, supportive services may be made available: 

· to participants who are actively participating in career or training services 

· to those who are unable to obtain the services through other programs also providing such services. 

· after it has been determined such services are necessary to enable the participant to participate in WIOA 
activities. 

Currently policies are in place to provide a variety of support services including; transportation, childcare, legal 
aid, medical assistance, work clothing, and education support which may include internet assistance. Leveraging 
resources with local 

Partners will be highly encouraged to maximize effectiveness of supportive services. 

v. Describe how the area will adapt existing internal controls to accommodate virtual service delivery and 
teleworking? 

The need for staff to deliver WIOA services virtually due to the Stay-at-Home Order presented several challenges 
which needed to be addressed before implementation. Internal controls that should be considered for future 
teleworking include: 

· Employee suitability: Does staff assess the skills and work habits for successful teleworking? 

· Job Responsibilities: Can the work be completed successfully away from the office setting? 

· Equipment Needs: This may include computer, hardware, computer software, phone lines, email, voicemail, 
internet etc. 

· Liability: Who is liable for job-related accidents that occur while at work. 

· Ross has a Telecommuting Policy attached. 

III. Plans for Reopening SC Works centers to the Public 

a. Describe the local area’s timeline and planned approach for reopening SC Works centers to the public. 

The Lowcountry will follow State and local guidelines in its approach for reopening the SC Works Centers to the 
public in the Lowcountry. The Lowcountry has a goal of June 1, 2020 as the earliest for re-opening to the public. 
A determining factor in re-opening will be the availability of PPE’s for both SC Work Center staff and customers. 
The Lowcountry is in hopes of grant funding via the State to assist in the sanitizing of all offices prior to re-opening 
for maximum cleanliness. A thorough cleaning of the workspaces being used on a daily basis will give both staff 
and customers an office environment that they know is clean and ready for business upon reopening to the public. 
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This process will give each office a new level of cleanliness to maintain moving forward. The daily operations for 
the centers are to ensure a safe and zero infection count. Staff will wipe down surfaces throughout the day to 
minimize the possibility of infection. 

b. Describe measures that will be taken to practice “social distancing” and ensure compliance with guidelines 
published by the Centers for Disease Control to protect the health and safety of staff and center customers. 

Per the (CDC) Center for Disease Control recommend working on the following: 

· Updated cleaning and disinfection guidance 

· Updated best practices for conducting social distancing 

· Updated strategies and recommendations that can be implemented now to respond to COVID-19 

1. The measures that will be taken to practice “social distancing” (SD) and ensure compliance with the guidelines 
published by the Center for Disease Control: Obtain necessary (PPE) Personal Protection Equipment for staff and 
co-located partners: i.e., gloves, face mask, hand sanitizer, Lysol wipes and Lysol disinfected spray to fight off 
COVID-19. 

2. Prepare each office for Social Distancing with designated (six feet) marking for patron to stand when entering 
Main Lobby of any of Lowcountry Offices. Spacing between each computer will be (six feet) to allow proper working 
area for customers and social distancing. Also putting a (X) two feet behind the Patrons chair on the floor to signify 
the Staff Help Zone, with the aid of a pointer will give every staff member customer a working environment 
conducive to the COVID-19 Pandemic safety measures. Have signs posted for proper coughing and sneezing to 
educate everyone. 

3. Posting a designated staff member at the point of entry to control the number of Patrons entering the center at 
any given time. Recommendations will be made to patrons via signage, social media, newsletters, partner 
agencies to leave children at home if possible, during COVID-19 pandemic to keep work environment safe. * All 

Staff and Partners, will be required to wear some form of Facial Covering while working in the SC Works Centers. 
Patrons will be required to wear some type of facial covering before entering a SC Works Center. 

4. Meet with all Staff and Co-Located Partners in our Comprehension Center, Satellite 

Office and Career Center to introduce new procedures for COVID-19 pandemic. Educate staff on reducing 
transmission among employees. 

Actively encourage sick employees to stay home: · Employees who have symptoms (i.e., fever, cough, or 
shortness of breath) should notify their supervisor and stay home. · Sick employees should follow CDC-
recommended steps. Employees should not return to work until the criteria to discontinue home isolation are met, 
in consultation with healthcare providers and state and local health departments. 

· Employees who are well but who have a sick family member at home with COVID-19 should notify their 
supervisor and follow CDC recommended precautions. 

IV. Re-employment Strategies 

a. Describe the strategies already being implemented or in development to assist businesses as they return to 
normal operations. 
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Daily communications via, email, phone, offering any assistance that is needed such as succession planning, 
outreach, social media postings, OJT. IWT and Work Experience for Youth 

Promote more business round tables to four a year no less than two. 

Continue partnership with local Chambers and Economic Development entities 

Develop On-line Orientation for businesses. 

Utilizing asset map of partner services 

Streamline business process, preventing duplicate services and leveraging of resources 

b. Describe strategies the area will use to recruit and engage COVID-19 dislocated 

workers. 

The COVID-19 closure of area businesses caught many workers by surprise with little time to prepare for the loss 
of income, many with substantial household financial obligations. As a result, many are feeling significant 
psychological stress. Since early intervention was not an option, other strategies will be implemented for re-
employment including; 

Basic Readjustment Services in a Job Club setting including: 

· Crisis Management to help workers cope with being laid off (local agency referrals, financial literacy information, 
crisis management) 

· Job Readiness Services to help workers acquire the skills needed in today’s workforce 

· Job Search Training and assistance in finding appropriate jobs 

· WIOA Orientation 

Development of Individual Reemployment Plans Including: 

· Assessment of dislocated workers’ vocational aptitudes and interests, the transferability of their existing 
vocational skills to other occupations, and potential barriers to reemployment 

· Assistance identifying immediate and longer-term career goals in high growth, high demand occupations. 

· A plan to help workers reach their goals 

· A plan to address the need for income support and supportive services during participation in services 

Training Services: 

· Training to assist workers with limited basic skills to gain the skills needed in today’s labor market 
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· Training in occupational skills for new careers, as well as training that builds on existing skills to prepare workers 
for jobs in high growth, high demand occupations 

· On-the-Job Training in positions that match worker’s aptitudes and interests and that provide training in skills 
needed for stable employment. 

Recruitment of dislocated workers as a result of COVID-19 will be challenging on several levels. The amount of 
unemployment that workers will be receiving may not make it conducive to come in right away to find employment. 
Additionally, those who do come into the center may have had issues with not being able to receive unemployment 
and may not be looking for reemployment either. Either way, recruitment will begin immediately utilizing social 
media, posters and phone calls. 

Additional Strategies used to recruit are. 

· Partner with Economic Development/ Chambers to assist in identifying and engaging businesses that have laid 
off workers because of COVID-19. 

· Online orientation 

· Virtual hiring events 

· Postings on social media platforms 

· Working closely with REA Staff 

V. Funding 

Describe how the area will leverage existing funds to implement reemployment strategies described above. 

With COVID-19 being so dominant in the fourth quarter and budgets are so closed to being expended for the year, 
it is more important than ever to leverage funding resources. The Lowcountry will continue to work with partner 
agencies to co-enroll clients or make referrals in order to minimize 4th quarter spending but maximize on client’s 
supportive needs. Partners such as Palmetto Goodwill, DSS, SCVR, SCEP and Tech colleges are leading 
partners for leveraging funding resources. 

Describe additional discretionary funds, such as RR Additional Assistance and national Dislocated Worker Grant 
(disaster) funds, the area will need to support reemployment strategies and how the funds will be used. 

Currently Lowcountry has no plans to apply for RRAA or DWG grant funding. 

If SC were to ask for a waiver to allow up to 20% for administrative cost, as authorized by the CARES Act, how 
would the additional funding be used? 

The additional admin dollars would be used to charge additional staff time for any possible new grant reconciliation 
on a monthly basis and also for contract admin staff on additional reconciliation duties that may arrive out of the 
grants. 

VI. Technical Assistance Needs 

Describe in detail guidance that the area will need from the state and /or national 
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office in order to successfully develop and implement the strategies above. 

a. Funding to successfully implement health and safety measures for both staff 

and customers. 

b. Identify any additional information and data the area needs in order to successfully 

develop and implement the strategies identified above. 

Data is available from various economic sources in the Lowcountry if needed. 

Additional Information 

Provide any additional information about the area’s on-going efforts that would be 

helpful in developing a statewide reemployment strategy. 

The Lowcountry continues its partnership efforts with local Economic Development, 

Chambers, Education partners, CBO’s, businesses and job seekers to access and assist in its 

efforts to provide the best service possible for all those affected by COVID-19. 

The goal is that all affected can be made whole again as soon as possible for personal 

stability and economic stability and growth. 

 


