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NEW EMPLOYEE ACTION ITEMS  

 Completion of “Action Items” is mandatory for employment. 
 

 All new employees need to record dates of completion and get “sign offs” where 
applicable (*starred items)  

 

 All new employees will have a 1 and 6 month Review with their manager to check 
progress. Action Item completions will be checked at this time. 
 

Task Resource 
Completion 

Goal 

Actual 
Completi
on Date 
 Sign Off 

(where 
starred)  

*In Week 1, there will be NO customer contact, only training. 

Introductions Manager/Assigned Staff  

 
 
 
 
 

Week 1 
 
 
 
 
 
 

* 
Tour of 
Facility 

Manager/Assigned Staff  * 

Handbook 
Overview  

 Manager/Assigned Staff  

 Handbook 
* 

Human 
Resources 
Orientation/ 
Paperwork 

Manager  
* 

Explore WP 
Workforce 
website  

www.westernpiedmontworks.org  
 

NCWorks 
Training 

 Manager/Assigned Staff 

 NCWorks Online Training site/Sandbox 

 Once sufficient training is complete, managers 
need to send a request in to Brian Lane for access. 

* 

Set up account 
with NCWorks 
Training 
Center 

 Online at http://www.ncworkforcetraining.com/ 

 Watch video at 
https://www.youtube.com/watch?v=5fEoJG2FYys
&feature=youtu.be  

o Trainings will vary based on Western 
Piedmont needs.  

 

Welcome to 
Workforce-
Parts 1 & 2 
 
*ISD Training 

 Manager/Assigned Staff  

 Online at  http://www.ncworkforcetraining.com/ 

 Click to left on “Welcome to Workforce”-
Complete all trainings in Parts 1 and 2: 

o Onboarding & Foundation 

* 
 
 
 

http://www.westernpiedmontworks.org/
http://www.ncworkforcetraining.com/
https://www.youtube.com/watch?v=5fEoJG2FYys&feature=youtu.be
https://www.youtube.com/watch?v=5fEoJG2FYys&feature=youtu.be
http://www.ncworkforcetraining.com/


 

*Overview of 
Workforce 

System 

o Introduction to Integrated Service 
Delivery 

o Overview of the Workforce System 
o Governance and Structure 
o Dept. of Workforce Solutions 
o Local Workforce Development 

Board 
o Partner Agencies & Organizations 

Additional resources, see “ISD Tab” in Handbook 

 
 
 
Week 1 

 
* 

Your Role: 
Programmatic 
Understanding 

Manager/Assigned Staff  
* 

DES Training  Manager  

 See “DES Training Tab” in Handbook 

 Read information 

 After completion, sign and turn in the following 
to your manager: 

o Acceptable Use Certification Form 
o Unemployment Insurance Information 

Security Certification Form 

* 

Notes: 
 
 
 
 
 
 
 
 

*In Week 2, there will be NO customer contact, only training. 
Continued 
NCWorks 
Training 

Manager/Assigned Staff   
 
 
 

Week 2 
 
 

 

NCWorks 
Service Keys 
Training 

 Online at http://www.ncworkforcetraining.com/ 

 Click on “Online Trainings” on the left 

 Click on “Interactive Online Trainings” 

 Under Customer Service, complete Parts 1 
through 3, NCWorks Service Keys 

Additional resources, see “Service Keys Tab” in 
Handbook 

* 

“Programs” 
Training 

 Online at http://www.ncworkforcetraining.com/ 

 Click on “Online Trainings” on the left 

 Click on “Interactive Online Trainings” 

 Under WIOA Resources, complete the following: 
o Adult & Dislocated Worker 
o Special Programs & Services 
o WIOA and the One-Stop Center 

* 

http://www.ncworkforcetraining.com/
http://www.ncworkforcetraining.com/


 

o WIOA: Introduction Youth Services 
Additional resources, see “Summary of Programs Tab” 

in Handbook 

 
 
 

Week 2 

Serving 
Diverse 
Customers 
Training  

 Online at http://www.ncworkforcetraining.com/ 

 Click “Recorded Online Trainings” on the left 
o Under “Diversity & Inclusion,” complete 

both trainings: 
o Diversity as a Fact of Life 
o Limited English Proficiency  

 Next, click on “Interactive Online Trainings” 
o Under “Diversity & Inclusion,” complete 

Parts 1 & 2: Serving Customers with 
Disabilities  

Additional resources, see “Serving Diverse Customers 
Tab” in Handbook 

* 

Familiarize yourself with the following:   

Resource Links See “Resource Links” Tab in Handbook 
Review: 

 Policy information 

 Activity Codes & Definitions 

 
 
 
 
 
 
Week 2 

 

Interpreter 
Access 

See “Interpreter Access Tab” in Handbook 
 

Customer 
Service Scripts  

See “Customer Service Scripts Tab” in Handbook  

College 
Resource 
Guide  

See “College Resource Guide Tab” in Handbook  

Workforce 
Acronyms 

See” Workforce Acronyms Tab” in Handbook  

Organizational 
Structure  

See “Organizational Structure Tab” in Handbook  

Flow Chart of 
Services 

See “Flow Chart of Services Tab” in Handbook  

Technology See “Technology Tab” in Handbook  

Schedule a 15 
minute “Get 
to Know You” 
meeting with 
all staff 
members:  
 
 
This is to 
better 
understand 
each person’s 
role in the 
Center.  

Center Staff 

 

http://www.ncworkforcetraining.com/


 

Notes: 
 
 
 

*In Weeks 3 and 4, new employees will begin interaction with 

customers and shadowing of staff in all programs and areas of the center. 
Labor Market 
Information 
Training 

 Online at http://www.ncworkforcetraining.com/ 

 Click on “Online Trainings” on the left 

 Click on “Interactive Online Trainings” 

 Under LMI & Assessment, complete all trainings, 
Parts 1-3, LMI, Basic Labor Market Concepts & 
Definitions 

Additional resources, see “Labor Market Information 
Tab” in Handbook 

 
 
 
 
 
 
 

Weeks  
3 and 4 

 
 
 
 
 
 
 
 

* 

Career 
Pathways 
Training 

 Online at http://www.ncworkforcetraining.com/ 

 Click on “Online Trainings” on the left 

 Click on “Interactive Online Trainings” 

 Under “ Successful Strategies-Career Advising 
Though Career Pathway,” complete all trainings: 

o Part 1: The Foundation for Career Advising 
o Part 2: Benefits of Certified Career 

Pathways 
o Part 3: The Connection to the FCD 

Competencies 
Additional resources, see “Career Pathways Tab” in 

Handbook 

* 

Career 
Advising  
Training 

 Online at http://www.ncworkforcetraining.com/ 

 Click on “Online Trainings” on the left 

 Click on “Interactive Online Trainings” 

 Under “Career Advising-Applicant Tracking 
System” and “Career Advising-Career Advisor 
Tips,”  complete the following trainings: 

o ATS, Parts 1 and 2 
o Work Smarter, Not Harder 

Additional resources, see “Career Advising Tab” in 
Handbook 

* 

Writing 
Effective Case 
Notes 
 

 Online at http://www.ncworkforcetraining.com/ 

 Click on “Online Trainings” on the left 

 Click on “Interactive Online Trainings” 

 Under “Career Advising-Career Advisor Tips,”  
complete the following training: 

o Writing Effective Case Notes  
Additional resources, see “Resource Links” in Handbook 

* 

Resume 
Training 

 Online at http://www.ncworkforcetraining.com/ 

 Click on “Online Trainings” on the left 

 Click on “Interactive Online Trainings” 

* 

http://www.ncworkforcetraining.com/
http://www.ncworkforcetraining.com/
http://www.ncworkforcetraining.com/
http://www.ncworkforcetraining.com/
http://www.ncworkforcetraining.com/


 

 Under “Career Advising-Resumes,”  complete the 
following training: 

o Opening Doors with your Resume-Types of 
Resumes 

Additional resources, including a “Resume Toolkit,” see 
“Resume Tab” in Handbook 

 
 
Weeks 
3 and 4 

E-mail 
Training 
Record 

 Manager 

 Email “Training Record” to Leslie Farris, 
leslie.farris@wpcog.org when all trainings through 
Week 3 are complete. 

* 

Continued 
NCWorks 
Training 

Manager/Assigned Staff   
* 

Review Policy 
Statements 

Online at 
http://www.wpcog.org/policy-statements   

 

 

Schedule a 1 Month Review with Manager 

Date:                                                        Signature of Manager: 

 

Notes: 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

mailto:leslie.farris@wpcog.org


 

*Complete within the first 6 months 

 Schedule meeting with IFIT Technology Team member to become current on Center technology. 
 

 Complete NCWorks Basics 101 Training with Brian Lane, NCWorks Regional Analyst. 
 

 Continue with your specific programmatic training. 
 

 Continue working on Online Training modules at http://www.ncworkforcetraining.com/ 
 Click on “Welcome to Workforce” on the left 
 Complete ALL trainings in Parts 3 and 4 that you haven’t already completed. Refer to 

your Training Record. 
 

*Email updated Training Record to Leslie Farris, leslie.farris@wpcog.org when ALL trainings are complete. 

    

Schedule a 6 Month Review with Manager 

Date:                                                             Signature of Manager: 

 

 

 

Notes: 
 
 
 
 
 
 
 
 
 
 

*Complete within Year 1 

 

 Sign up for “Facilitating Career Development Training”- http://www.ncworkforcetraining.com/ 
o Get approval from your manager BEFORE signing up for this training. 

 

 Attend one Workforce Development Conference (Manager approval needed) 
 

 

http://www.ncworkforcetraining.com/
mailto:leslie.farris@wpcog.org
http://www.ncworkforcetraining.com/
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Memorandum of Understanding 
Between 

  

N.C. Workforce Development Boards 

And 

N.C. Department of Commerce, Division of Workforce Solutions 

 
This Memorandum of Understanding (MOU) is entered into between the N.C. Workforce Development Boards 

(WDB) and the N.C. Department of Commerce, Division of Workforce Solutions (DWS). 
 

Purpose of MOU 
 

It is the purpose of this MOU to establish procedures and guidelines for the delivery of workforce services 

through a partnership between the WDBs and DWS as outlined in the Workforce Innovation and Opportunity 

Act legislation. 
 

Duration of this MOU 
 

This MOU shall become effective upon execution by the authorized officials from each of the parties to the 

MOU and it will remain in effect until modified or terminated by the parties. The MOU shall be reviewed by 

the parties as necessary or at least every four years.  

 

General Provisions 
It is understood by the parties that each should be able to fulfill its responsibilities under this MOU in 

accordance with the laws and regulations which govern their activities.  If at any time either party is unable to 

perform its functions under this MOU consistent with such party’s mandates, the affected party shall 

immediately provide written notice to the other to establish a date for resolution of the conflict. This MOU can 

be modified by mutual written consent of the parties. 

 

Responsibilities of Parties: 
  

In consideration of the mutual aims and desires of the parties to this MOU and in recognition of the public 

benefit to be derived from effective implementation of the programs involved, the parties agree to the 

following: 

 

 

A. WDB shall: 

 

o Develop and submit Local Area Plans on an annual basis in conjunction with Federal and State 

guidelines including assuring adherence to NCWorks Commission guidance and policies 

regarding Career Center Operations in Service Area(s) 

o Oversee competitive procurement/Selection of Career Center Operators 

o Oversee operations for One Stop Career Centers in order to effectively ensure services are 

available to business and jobseeker customers throughout service areas 

o Broker and leverage support for workforce activities by convening stakeholders that include, but 

are not limited to:  DWS, community colleges, economic development, public school systems, 

business entities, private/public for profit entities, private/public non-profit entities, etc. 

o Collaborate with DWS leadership to resolve conflicts and ensure continuous improvement of 

Career Center functional and formal responsibilities to business and jobseeker customers 

o Lead efforts to engage employers and develop comprehensive business services plans which 

incorporate all resources available to the effort 



 

o Oversee competitive procurement/Selection of WIOA Title I funded Adult, Dislocated Worker 

and Youth programs/services throughout service area 

o Negotiate local performance accountability 

o Oversee provision/quality of Career Centers operations and WIOA Title I services  

o Approve funding utilization for activities/training with education providers 

o Develop annual budget and administer WIOA funds 

o Provide leadership and direction for development of Career Pathways/Sector specific strategies 

in each service area 

o Advocate for needed policies 

 

 

B. DWS shall: 

 

o Act as state level liaison with U.S. Department of Labor to provide programmatic and financial 

oversight to the statewide utilization of WIOA Title I and Title III funding 

o Ensure statewide access to job search and placement assistance for business and jobseeker 

customers 

o Ensure availability of re-employment services for dislocated workers and unemployment 

insurance claimants 

o Administer Wagner-Peyser services, veterans’ services, TAA, etc.  

o Work in conjunction with WDB to achieve performance outcomes set forth by the NCWorks 

Commission 

o Provide programmatic and financial technical assistance resources  

o Provide technical assistance regarding statewide Management Information System (NCWorks 

Online) 

o Provide centralized training/staff development opportunities through the auspices of the 

NCWorks Training Center 

o Support and collaborate with WDB leadership to continuously improve business and jobseekers 

services throughout the N.C. Workforce system (NCWorks) 

o Advocacy of needed policies 

o Provide regional leadership representation to collaborate 

 

 

C. Lines of Effort: 

 

 Both parties to this MOU will work collaboratively on Lines of Effort designed to continuously improve 

Career Center Operations.  These Lines of Effort will focus on opportunities for increased capacity for 

Staff Development, Integrated Services, Career Resourcing, Cost Sharing, Career Center Performance, 

NCWorks Online effectiveness, Business Services processes, Customer Feedback and other vital 

initiatives.   

 

 

 
Vision 
 
The vision for the Career Center System is that all customers of the system will be served by staff organized 
by function, rather than by program or funding source, through a customer-focused, skill-based, integrated 
service delivery strategy in the region, as well as other individuals served from surrounding areas through 
the auspices of the aforementioned Career Center locations. 
 
The Career Center System will provide integrated services to better serve customers; both individuals and 
employers.  This system will feature an integrated customer flow that responds to customer need(s), 



 

fulfilled by cross-trained teams, with functional and formal leadership funded by both WIOA Title I (Adult 
and DW funding) and Title III (Wagner-Peyser), and other partners, as appropriate. 
 
 
 
Mutual Understandings 
 
The continuous evolution of the Career Center system to an integrated service delivery model enhances 
the movement towards a seamless united approach, and emphasizes the need for and support of partner 
collaboration across the service area.  Under this model, WDB staff, Title I contracted staff, partner 
representatives and DWS personnel will integrate their staff to shift from program specific organizations 
to an integrated services approach. All local Career Center staff and partner staff will be integrated into 
functional units not separated by program or funding stream. While WIOA Title I and Title III funded staff 
are the foundation of this new approach to service delivery, other partners and programs are needed and 
encouraged to participate in the staffing, as well as the success of a Career Center.   
 
All Career Center team members (including, but not limited to WIOA Title I and Title III funded positions) 
and partner staff will work together to implement integrated customer flow designed to respond to 
customer need in addition to program requirements.  Staff-assisted services will be emphasized and Center 
services will be continuously promoted and provided until the customer’s goal has been achieved.  The 
Career Center customer flow of services will include three major functions:  welcome, skill development, 
and employment. 
 
Using local and regional labor market information, the Center will design and provide services to meet the 
needs of employers and jobseeker customers. 
 
All Career Center customers will be provided with the opportunity to assess their skills, improve their 
skills, and obtain the best job possible with their skills.  The goal is that all jobseekers that enter a Career 
Center will leave as better job candidates because of the value-added services received. The Career Center 
staff and partner staff will develop a system where adults move easily within the labor market, continuing 
to further their education and training over a lifetime to advance in their careers. 
 
The Career Center customer flow will include an initial skills assessment, access to a wide range of skill 
development services, and/or options to improve their employment opportunities through skill upgrading, 
skill validation, and credentialing.  
 
The Career Centers will provide a wide range of short-term skill development opportunities through 
multiple service delivery methods.  All services in this robust “product box” will be available to Center 
customers, embedded in an integrated customer flow, and easily accessed by all customers with the 
support of Center staff.  
 
  
Functional Versus Formal Leadership 
 
Career Center staff will be supervised based upon two different approaches – functional and formal 
supervision. The functional leader has the authority to organize and supervise staff, without regard to the 
program that funds an individual staff member and will focus on day-to-day supervision of service delivery 
efforts. The formal leader has responsibilities as the employer of record. 
 
The Functional Leader:  
 



 

 Creates daily work schedules, team assignments and work flow based upon operational needs. 
 Coordinates staff vacations/unscheduled absences with the formal leader to ensure service 

coverage by Center staff. 
 Ensures staff are properly trained and provided technical assistance as needed. 
 Provides constructive feedback to team staff regarding their duties. 
 Facilitates communication among the other functional leaders and teams in the Center. 
 Provides input to the formal leader on the work performance of staff under their purview. 
 Notifies the formal leader immediately of any staff leave requests or unexcused absences, 

disciplinary needs, or changes in employee status.  
 Identifies and facilitates the timely resolution of complaints, problems, and other issues. 
 Will not have access to personnel information or disciplinary actions of Center staff unless under 

their direct employment.  
 Provides and/or contributes to reports of Center activities as requested by the WDB or DWS.  
 Will ensure open communication with the formal leader(s), Center manager and the WDB 

Director/designated WDB staff, in order to facilitate efficient and effective Center operations. 
 Will ensure that Career Center and Team Member goals (NCWorks Commission Goals, local 

negotiated goals, center/team member specific goals, etc.) are established in order to promote 
continuous improvement and assign accountability for each functional area. 
 

 
 
 
 
 
The Formal Leader has the following responsibilities only for Center staff under their purview:  

 Hires, disciplines, and/or terminates staff. (In consultation with the Functional Leader) 
 Completes performance appraisals and disciplinary actions for Center staff in concert with feedback 

from the functional leader.  
 Approves payroll records, travel requests, and reimbursements. 
 Identifies and facilitates the timely resolution of complaints, problems, and other issues. (In 

consultation with the Functional Leader) 
 Approves and assists with procurement and other fiscal matters that obligate State or federal funds 

under their purview. 
 Ensures open communication with the functional leader(s), Center Manager and WDB 

Director/designated WDB staff, in order to facilitate efficient and effective Center operations.   
 
 
 
Additional Roles and Responsibilities 
 
WDBs leadership and DWS leadership will also assume all responsibilities for provision of adequate 
physical facilities and maintenance of such for respective service areas.  Facility responsibilities will be 
shared through a collaborative partnership between WDBs serving specific local areas and DWS depending 
upon several factors, including, but not limited to:  jobseeker and business customer need, appropriate 
location of Career Centers, logistics, available funding, and strategic placement pending socio-economic 
factors impacting communities.  WDB leadership and DWS will provide operational and technical support 
to Center staff and work collaboratively with Center partners to review potential improvements, changes, 
and/or opportunities to adjust accordingly. 
 



 

The WDB is responsible for the coordination of workforce development services and strategies which meet 
local and regional workforce and economic needs. This is accomplished, in part, by the WDBs carrying out 
its responsibility of developing and overseeing the Career Center system in each respective WDB local area. 
The WDB will utilize policies, developed in conjunction with the NCWorks Commission on workforce 
development and its workforce delivery system requirements in establishing local area processes for 
partner activities.  The WDB will provide the leadership and advocacy for maintaining a quality and 
continuous improvement focus in order to ensure excellent customer service in service areas across North 
Carolina. 
 
 
Career Center Operator 
 
The WDB will competitively procure Career Center Operators to execute all Center service operations in 
the designated area.  Career Center Operators will work in conjunction with WDB leadership and all 
applicable partners to develop and implement continuous improvement strategies designed to effectively 
and efficiently serve business and jobseeker customers.  Career Center Operators may or may not (pending 
local WDB discretion) designate and/or serve as Career Center Manager(s) for a specific service area 
providing functional oversight. 
   
 
Career Center Manager 
 
The Career Center Manager is the functional supervisor of all Career Center staff and is primarily 
responsible to the WDB (and/or designated Career Center Operator) and the DWS Leadership (where 
appropriate regarding formal supervision).  The Center Manager’s responsibilities will include, but not be 
limited to:  
 

1. Primary responsibility to ensure that all integrated operations at the assigned site(s) are meeting 
all system, center, and program goals in conjunction with WDB guidance/policy.  

2. Ensure all decisions relative to the Center are made in the best interest of business and jobseeker 
customers, the WDB and in alignment with local, state, local and federal policies.  

3. Developing a thorough working knowledge of all applicable laws, regulations, and policies to ensure 
proper implementation within the Center.  

4. Ensure all directives, policies, and procedures of the Career Center system are met and 
communicated through the WDB. 

5. Participating as a local Leadership Team member with the WDB in development of interagency 
agreements such as MOU and resource sharing agreements; reviewing and updating as necessary.  

6. Assisting in creating Career Center standard operating procedures that facilitate customer-focused 
work processes within each functional area, between and across functions.  

7. Communicating all new (or changed) policies, procedures, and/or processes with relevant staff to 
ensure they have the most up-to-date and current information affecting their work.  

8. Ensuring all functions are staffed appropriately and workload is organized to facilitate 
implementation of Career Center system goals.  

9. Guiding staff to understand their roles/responsibilities within a function and in relationship to 
other functions to achieve the Center’s goals.  

10. Identifying needed staff development activities and providing and/or securing technical assistance 
and/or training. 

11. Facilitating regularly scheduled Career Center staff meetings to foster teamwork, discuss Center 
operations, technical problems and the status of projects, etc.  

12. Continually improve upon the Center’s products and services and adjust as necessary in response 
to customer feedback.  



 

13. In coordination with the WDB, DWS, and other applicable partners, participating in ongoing 
comprehensive public relations activities across all communities in the region so there is public 
awareness and optimum utilization of the Career Center system, centers and services.  

14. Consistently works with WDB leadership and other partner entities (where applicable) to resolve 
conflict and advocate for continuous improvement of service provision for both business and 
jobseeker customers 

15. Attending relevant state, regional or local meetings, and sharing information with staff. 
16. Providing reports on Center activities as required by the WDB and/or DWS. 

 
 
 
 

 

 

 

_________________________________________    ______________ 

WDB Director         Date 

 

 

_________________________________________    _______________ 

Regional Operations Director        Date 
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LABOR MARKET 

INFORMATION  
 

 

 

 

 

 

 

 

 

 

 



 

 

LABOR MARKET INFORMATION 
 The LABOR MARKET refers to the supply and demand of employment in 

an area. 

 EMPLOYEES provide the SUPPLY and EMPLOYERS provide the DEMAND. 

 The LABOR FORCE includes all people who are eligible to work and are 

currently working or actively looking for a job. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

FINDING LMI INFORMATION IN NC WORKS 

 Click on the Labor Market Services Tab to the left 

 Click on Area Profile or Labor Market Facts to find info on your county 
 

 

 

 

 

NOT INCLUDED IN LABOR FORCE 

 Children under 16 

 Military 

 Prisoners 

 People who are eligible, but not interested right now: 

o Full Time students 

o At home care takers 

o Retirees 

o Chronically ill or injured 

o Taking time off to travel 

o Given up on finding a job 

o Taking a break from job 

searching 
 



 

 



 

 



 

 



 

 



 

 



 

 

 

 



 

 

CAREER 

ADVISING 
 

  



 

 

 

 



 

 

CAREER 

PATHWAYS 
 

  



 

The term “career pathway” as defined by the Workforce Innovation & Opportunity Act 
means a combination of rigorous and high-quality education, training, and other services 

that:  
  

1. Aligns with the skill needs of industries in the economy of the State or regional economy involved;  

2. Prepares an individual to be successful in any of a full range of secondary of postsecondary education options, 

including apprenticeships registered under the Act of August 16, 1937;  

3. Counsels to support an individual in achieving the individual’s education and career goals;  

4. Educates by offering appropriate education concurrently with and in the same context as workforce 

preparation activities and training for a specific occupation or occupational cluster;  

5. Supports by organizing education, training, and other services to meet an individual’s particular needs in a 

manner that accelerates the educational and career advancement to the extent practicable;  

6. Enables an individual to attain a secondary school diploma or its recognized equivalent, and at least one 

recognized postsecondary credential; and  

7. Helps an individual enter or advance within a specific occupation or occupational cluster.   

A  Career Plan  is created with a Career  
Advisor and includes identification of a  

career goal, determining the requirements  
of this career, and the articulation &  

coordination and work - based learning  
required to reach the goal of work.   

An  Individual Training Plan  is included    

in the Career Plan and organizes  
education, training and other services to  

meet the particular needs of an  
individual in a manner that accelerates  

career advancement.   

NCWorks Training Center     
Information: www.ncwtc.com   |   Email: ncwtc@nccommerce.com   |   Phone: (919) 814 - 0399    |   Registration: www.ncworkforcetrai ning.com   

Career Advising Through Career Pathways 
  

Successful Strategies from ECWDB   

Part 1: The Foundation for Career Advising    

https://doleta.gov/WIOA/Overview.cfm


 

 

Online Assessment Tools   
  

   O*Net —   www.onetonline.co m   

   My Next Move — www.mynextmove.or g   

   My  Next Move for Veterans —   

www.mynextmove.org/vet s   

   CFNC (Plan for a Career)  -   www.cfnc.or g   

   Reality Check — g www.nccareers.or   

   Career Readiness Certificate — www.act.or g   

   WorkKeys Curriculum — www.act.or g   

Resources & Training Material   
  
Produced by the NCWorks Training Center:    

s Career Pathways Interactive Online Training Serie   

s NCWorks Certified Career Pathway   
  
USDOL & Affiliates:    

USDOL for Workforce Professional s   

Workforce GP S   Trainin g   and  Resource s   
  
NC Certified Career Pathways:    

NCWorks Certified Career Pathway s    

NCWorks Training Center     
Information: www.ncwtc.com   |   Email: ncwtc@nccommerce.com   |   Phone: (919) 814 - 0399    |   Registration: www.ncworkforcetrai ning.com   

Career Advising Through Career Pathways 
  

Successful Strategies from ECWDB   

Part 1: The Foundation for Career Advising    

https://www.onetonline.org/
https://www.onetonline.org/
https://www.onetonline.org/
https://www.mynextmove.org/vets/
https://www.mynextmove.org/vets/
https://www.mynextmove.org/vets/
https://www.mynextmove.org/vets/
https://www.mynextmove.org/vets/
https://www.mynextmove.org/vets/
https://www.mynextmove.org/vets/
https://www1.cfnc.org/Plan/For_A_Career/_default.aspx
https://www1.cfnc.org/Plan/For_A_Career/_default.aspx
https://www1.cfnc.org/Plan/For_A_Career/_default.aspx
http://nccareers.org/realitycheck/landing/
http://nccareers.org/realitycheck/landing/
http://nccareers.org/realitycheck/landing/
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8 Best Practice Criteria for NCWorks Certified Career Pathways  

  

These best practices ensure that a pathway has the necessary courses, work-based learning  
opportunities and employer engagement in place for participants to gain the  skills and education to 

excel in high demand industry sectors.  

 

1. Demand-Driven and Data-Informed: Create Pathways that meet documented needs within the region. 

Utilize data from verified state, regional and local sources to determine shortages and opportunities for economic 

growth.   

2. Employer Engagement: Employers lead the development of pathways by identifying needs within industry 

sectors and knowledge and skills needed to address gaps. Employers provide essential input into careers, curricula 

and courses along pathways that will meet local and regional workforce demands.   

3. Collaborative: Develop partnerships with all levels of secondary and postsecondary education, the 

workforce community, local government officials and community leaders to ensure buy-in. Effective teams 

will be those that provide students a consistent, committed message along each career pathway.   

4. Career Awareness: Make students aware of career pathways, educational requirements and workbased learning 

opportunities. Career awareness requires knowledgeable system staff advising students and job seekers on the 
multiple opportunities along a high-growth pathway.   

5. Articulation and Coordination: Provide opportunities for students to obtain knowledge, skills and credentials 

efficiently. Maximize use of articulation agreements to encourage coordination of educational offerings. Encourage 

obtainment of stackable credentials to reduce duplication and foster a streamlined progression along the career 
pathway.   

6. Work-based Learning: Provide opportunities for students to incorporate work-based learning into their 

programs of study. Recruit the business community to lead in the development and implementation of work-based 
learning opportunities.   

7. Contain Multiple Points of Entry and Exit: Be flexible and creative in providing opportunities for students 

to enter and exit career pathways. Pathways must be designed to easily allow individuals to enter and exit at different 

points without duplicating credit or effort.   

8. Evaluation: Develop a plan for assessment that defines success, measures progress toward goals, investigates 

outcomes and points to opportunities for improvement.   
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Career Advising Through Career Pathways 
  

Successful Strategies from ECWDB   

PART 2: NCWorks Certified Career Pathways   



 

Benefits of NCWorks Certified Career Pathways  

NCWorks Certified Career Pathways demonstrate that North Carolina has the tools, talent and  resources to 

fill in-demand, high wage positions. These pathways provide a tremendous  benefit to the workforce 
system, businesses, program participants, and communities.   

 
Wage data derived from the Labor & Economic Analysis Division May 2017 release, NC Dept. of Commerce. Icons made by Freepik from www.flaticon.com. 

   Assurance that they are  
getting a high quality  
education to prepare  
them for employment  
and upward mobility.     

   Increases likelihood of  
quickly finding  
sustainable  
employment.   

   Signals that a region has  
the tools to train a  
workforce to meet their  
needs.   

   Shows that growing  
their company in NC is  
good financial decision.     

   Puts them in the driver  
seat to develop worker  
training.   

   Stimulates the economy  
by creating more jobs in  
high wage occupations.    

   Enhances awareness of  
services   

   Economic growth  
improves the quality of  
life for everyone.     

   Each region is required  
to have two certified  
pathways.   

   Validates the efforts  
and services provided.   

   Increases positive  
impressions.    

Career Advising Through Career Pathways 
  

Successful Strategies from ECWDB   

PART 2: NCWorks Certified Career Pathways   

Online Resources   
  
Produced by the NCWorks Training Center:    

Career Advisin g —   Career Pathway s   

  
NC Certified Pathways Website:    

s NCWorks Certified Career Pathway   

  

Frequently Asked Questions:    

NCWorks Certified Career Pathways FA Q   
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Learn about certified pathways in your area.   Click on  

the map to see pathway sectors in your region, then  

click to see local Workforce Boards and counties for  

those sectors.    
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TYPES OF RESUMES  

  

ONLINE RESOURCES  

NCWorks Online is a one-stop online resource for job seekers and employers in North Carolina. Job seekers can search 

for jobs, create resumes, and find education and training.  

 NCWorks Online Website  

O*NET OnLine is a primary source of occupational information. An interactive application for exploring and searching 

occupations, it also provides Career Exploration Tools and a set of valuable assessment instruments.  

 ONET Online Website  

CareerOneStop is a resource to learn about and find career information, locate resources, and career advice.  

 CareerOneStop Website  

Microsoft Office is an online resource offering free resume and cover letter templates.  

 Microsoft Office Website  

Hloom.com offers a myriad of templates for chronological, functional, and combination resumes.  They also have 

resume templates that are ATS friendly.  

 Hloom Website  

ADDITIONAL ONLINE RESOURCES  

 UpToWork – Guide with various job resume examples.  

 Jobscan Blog – Article on 8 Things You Need to Know About Applicant Tracking Systems  

 LiveCareer – Resume Tip on Optimizing and Formatting Your Job-Search Resume for Applicant Tracking 

Systems   

  

https://www.ncworks.gov/vosnet/Default.aspx
https://www.ncworks.gov/vosnet/Default.aspx
https://www.onetonline.org/
https://www.onetonline.org/
https://www.careeronestop.org/
https://www.careeronestop.org/
https://templates.office.com/en-us/Resumes-and-Cover-Letters
https://templates.office.com/en-us/Resumes-and-Cover-Letters
https://www.hloom.com/
https://www.hloom.com/
https://uptowork.com/resume-examples
https://uptowork.com/resume-examples
https://www.jobscan.co/blog/8-things-you-need-to-know-about-applicant-tracking-systems/
https://www.jobscan.co/blog/8-things-you-need-to-know-about-applicant-tracking-systems/
https://www.livecareer.com/career/advice/resume/optimizing-resume-applicant-tracking-systems
https://www.livecareer.com/career/advice/resume/optimizing-resume-applicant-tracking-systems


 

 

 
Employers only spend about 10-20 seconds looking at resumes! 

Make YOUR 20 seconds count!! 

 

BE BRIEF!!  

A RESUME INCLUDES YOUR: 

Skills/Experience 

Education/Training 

Employment History 

 

TIPS FOR WRITING YOUR RESUME 

 Give yourself time to write and rewrite 

 One page resume is sufficient for most people (remember—20 seconds) 

 Avoid computer templates/wizards (Use MS Word) 

 Custom design your resume for each position 

 Catch the reader’s eye 

 Accentuate the “Positives” 

 Use action verbs that match the job description 
RESUME APPEARANCE 

 Light colored paper 

 Use same paper for resume, cover letter and reference page 

 Use reasonable margins (1” is preferred) 

 Add as much white space as possible to enhance readability 

 Use the same font and size throughout 

 Avoid italics and underlining 

 Never fold or staple a resume 

 Mail resumes in a large manila envelope 

 Run SPELL CHECK!!! Have someone proofread your resume! 



 



 



 



 

 



 

 



 

 



 

 



 

 



 

 



 

 



 

 

ATS  
(Applicant Tracking System) 

 

Before and After 

Examples 

 
 

 

 

 

 

 

 

 



 

 



 

 



 

 



 

 

 

 

 

 



 

 

RESOURCE  

LINKS 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



 

 
Helpful LINKS 

 
 
NCWorks  www.ncworks.gov 
 
Western Piedmont Workforce Development www.westernpiedmontworks.org   

 Policy Statements http://www.wpcog.org/policy-statements   
 

NCWorks Training Center     http://www.ncworkforcetraining.com/ 
 
 
 
Over 55 Resources: 
 

 Western Piedmont Council of Governments-Area Agency on Aging 
http://www.wpcog.org/area-agency-on-aging  

 

 AARP  www.aarp.org 
 

 Blue Ridge Community Action  https://www.brcainc.org/  
 

Career Advising Resources:  
  

 O*net Online    www.onetonline.org 
 

 My Next Move  www.mynextmove.org 
 

 My Skills My Future  www.myskillsmyfuture.org 
 

 Bureau of Labor Statistics www.bls.gov 
 

 FAFSA (Free Application for Federal Student Aid)  www.fafsa.ed.gov 
 

 Selective Service Verification    www.sss.gov 
 

 NC Court System   http://www1.aoc.state.nc.us/www/calendars/CriminalQuery.html 
 

 TABE Test Practice site  https://www.testprepreview.com/tabe_practice.htm 
 

 Youth Work Permits   http://www.nclabor.com/wh/youth_instructions.htm 
 

 Reality Check   http://nccareers.org/RealityCheck/#/start  
 
 

http://www.ncworks.gov/
http://www.westernpiedmontworks.org/
http://www.ncworkforcetraining.com/
http://www.wpcog.org/area-agency-on-aging
http://www.aarp.org/
https://www.brcainc.org/
http://www.onetonline.org/
http://www.mynextmove.org/
http://www.myskillsmyfuture.org/
http://www.bls.gov/
http://www.fafsa.ed.gov/
http://www.sss.gov/
http://www1.aoc.state.nc.us/www/calendars/CriminalQuery.html
https://www.testprepreview.com/tabe_practice.htm
http://www.nclabor.com/wh/youth_instructions.htm
http://nccareers.org/RealityCheck/#/start
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WORKFORCE 

ACRONYMS    
 



 

 



 

 



 

 



 

 



 

 



 

 



 

 COMMON ACRONYMS  

ADA  Americans with Disabilities Act  

BSR  Business Service Representative  

CBO  Community-based Organization  

CDC  Career Development Coach / Coordinator  

CDF  Career Development Facilitator  

CTE  Career and Technical Education  

CCSP  Certified Career Services Provider  

CLEO  Chief Local Elected Official  

CP  Career Pathways  

CRC  Career Readiness Certificate  

CRC  Career Resource Center  

CWDP   Certified Workforce Development Professional  

DES  Division of Employment Security  

DHHS  Department of Health & Human Services  

DOC  Department of Commerce  

DPI  Department of Public Instruction  

DSB  Division of Services for the Blind  

DSS  Division of Social Services  

DSDHD  Division of Services for the Deaf and Hard of Hearing  

DVOP  Disabled Veteran Outreach Program Specialist  

DW  Dislocated Worker  

DWS  Division of Workforce Solutions  

EAI  Employability Assessment Interview  

EEO  Equal Employment Opportunity  

ETA  Employment & Training Administration  

FCD  Facilitating Career Development  

FLSA  Fair Labor Standards Act  

FNSE&T  Food and Nutrition Services Employment & Training  

GCDF  Global Career Development Facilitator  

NCWorks Training Center     
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HRD  Human Resource Development  

ISD  Integrated Services Delivery  

ISY  In-School Youth  

JVSG   Jobs for Veterans State Grant  

LA  Local Area  

LEAD  Labor & Economic Analysis Division  

LEO  Local Elected Official  

LEP  Limited English Proficiency  

LMA  Labor Market Analysis  

LMI  Labor Market Information  

LOE  Line of Effort  

LVER  Local Veteran Employment Representative  

MOA  Memorandum of Agreement  

NCAWDB  NC Association of Workforce Development Boards  

NCCCS  NC Community College System  

NCETA  NC Employment and Training Association  

NCWO  NCWorks Online  

NCWTC  NCWorks Training Center  

OJT  On-the-Job Training  

OSY  Out-of-School Youth  

PIRL  Program Reporting & Record-Keeping Information  

PZ  Prosperity Zone  

RESEA  Reemployment Services and Eligibility Assessments  

RFP  Request for Proposal  

ROD  Regional Operations Director  

SCSEP  Senior Community Service Employment Program  

SCUBI  Southeastern Consortium Unemployment Insurance Initiative  

SETA  Southeastern Employment and Training Association  

SNAP  Supplemental Nutritional Assistance Program (formerly Food Stamps)  

TAA  Trade Adjustment Assistance  

TANF  Temporary Assistance for Needy Families  

TEGL  Training and Employment Guidance Letter  

UI  Unemployment Insurance  

USDOL  US Department of Labor  

VETS   Veterans' Employment & Training Service  

VOS  Virtual One-Stop  

VR  Division of Vocational Rehabilitation  

WARN  Worker Adjustment and Retraining Notification Act  

WBL  Work-based Learning  

WDB  Workforce Development Board  

WFB  Workforce Board  

WIA  Workforce Investment Act  

WIC  Women, Infants and Children  

WIOA  Workforce Innovation and Opportunity Act  

WOTC  Work Opportunity Tax Credit  
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The Workforce Innovation and Opportunity Act (WIOA) 

President Barack Obama signed the Workforce Innovation and Opportunity Act (WIOA) into law on July 22, 2014.  

WIOA is designed to help job seekers access employment, education, training, and support services to succeed in the 

labor market and to match employers with the skilled workers they need to compete in the global economy.  

Congress passed the Act by a wide bipartisan majority; it is the first legislative reform in 15 years of the public 

workforce system. 

 

WIOA is designed to be a demand driven workforce development system.  The system is supposed to provide 

employment and training services that are responsive to the demands of local area employers.  WIOA provides 

universal access to its career services to any individual regardless of age or employment status, but it also provides 

priority of service for career and training services to low-income and skills-deficient individuals.   

WIOA Core Programs: 

 Title I – The adult, dislocated worker, and youth formula programs administered by the Department of Labor 

(accessed through the NCWorks Career Center) 

 Title II – The Adult Education and Family Literacy Act program administered by the Department of Education 

(accessed through the Community College or Literacy Councils) 

 Title III – The Wagner-Peyser Act employment services program administered by the Department of Labor 

(accessed through the NCWorks Career Center) 

 Title IV – The Vocational Rehabilitation program administered by the Department of Education (accessed 

through the NC Department of Vocational Rehabilitation) 

NCWorks Career Center Services: 

 Basic career services are universally accessible and must be made available to all individuals seeking 

employment and training services in at least one comprehensive American Job Center aka NCWorks Career 

Center per local area.  These services include initial skill assessments, labor exchange services, provision of 

information on programs and services, and program referrals.  These services are generally provided by the 

Employment Service and the Adult and Dislocated Worker programs 

 Individual career services must be provided to participants after NCWorks Career Center staff determine that 

such services are required to retain or obtain employment.  Generally, these services involve staff time and 

customization to each individual’s need.  Individualized career services include specialized assessments, 

developing an individual employment plan, coaching/counseling/advising, etc.  These services are generally 

provided by the Employment Service and the Adult and Dislocated Worker programs 

 Training Services may be determined by staff as critical to the employment success of many adults and 

dislocated workers.  Training services may be provided if staff determine after conducting an interview, an 

evaluation, or assessment and career planning, that the individual: 

o Is unlikely or unable to obtain or retain employment that leads to economic self-sufficiency or wages 

comparable to or higher than the wages from previous employment through career services alone; 

o Is in need of training services to obtain or retain employment that leads to economic self-sufficiency 

or wages comparable or higher than previous employment; 

o Has the skills and qualifications to successfully participate in the selected program of training services; 

o Is unable to obtain grant assistance from other sources to pay the costs of such training, including 

State-funded training funds or Federal Pell Grants, or requires WIOA assistance in addition to other 

sources of grant assistance, including Federal Pell Grants; 

o Is a member of a worker group covered under a petition filed for Trade Adjustment Assistance (TAA) 

and is awaiting a determination.  If the petition is certified, the worker may then transition to TAA 

approved training.  It the petition is denied, the worker will continue training under WIOA Title I; 



 

o Is determined eligible in accordance with the State and local priority system in effect for adults WIOA 

Title I funding; and 

o Selected a program of training services that is directly linked to the employment opportunities in the 

local area or planning region, or in another area to which the individual is willing to commute or 

relocate.   

o Types of training services that may be provided include: 

 Occupational skills training; 

 On-the-job training; 

 Incumbent worker training; 

 Programs that combine workplace training with related instruction, which may include 

cooperative education programs; 

 Skill upgrading and retraining; 

 Job readiness training provided in combination with the training services above or transitional 

jobs/work experience. 

 

Coordination with other WIOA Core Programs: 

WIOA title I Adult and Dislocated Worker programs, along with the ES program, can partner with the other WIOA core 

programs, see examples below: 

 Youth Program (Title I) – Young adults aged 18-24 may be eligible for both the WIOA Youth and Adult 

programs and can be co-enrolled in the two program to ensure young adults receive the services they need to 

succeed in education and the workforce; 

 Adult Education and Family Literacy Act (Title II) – WIOA gives priority of services to individuals with basic skill 

deficiencies or English Language learners as having a barrier to employment. Activities under Title II are 

designed to:  

o Assist adults to become literate and obtain the knowledge and skills necessary for employment and 

economic self-sufficiency; 

o Assist adults who are parents or family members to obtain the education and skills that are necessary 

to becoming full partners in the educational development of their children and lead to sustainable 

improvements in the economic opportunities for their family; 

o Assist adults in attaining a secondary school diploma and in the transition to postsecondary education 

and training, including career pathways; 

o Assist immigrants and other individuals who are English language learners in: 

 Improving their reading, writing, speaking, and comprehension skills in English, as well as 

mathematical skills; and, 

 Acquiring an understanding of the American system of government, individual freedom, and 

the responsibilities of citizenship. 

 Vocational Rehabilitation (Title IV) – Individuals with disabilities are identified as having a barrier to 

employment under WIOA, and should receive any and all services that would normally be provided to any 

other job seeker.  Effective partnering with the adult, dislocated worker and ES programs is essential in order 

to ensure individuals with disabilities seeking employment and training services receive the services they 

need for employment.  
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Special Programs and Services 

Veterans Services 

Specialized services are provided to meet the employment and training needs of veterans, and to ensure 
that they have the support services and are resources needed for a self-sufficient civilian life. Veterans are 
served by all staff in the NCWorks Career Centers and by dedicated veterans' staff for those facing 
significant barriers to work. In addition, veterans' staff provide outreach to local employers and encourage 
them to hire veterans. 

TAA Services 

Trade Adjustment Assistance (TAA) services are provided for dislocated workers who have been displaced 

due to foreign competition. Services are provided in the NCWorks Career Centers by dedicated TAA staff. 

This complex system is explained in a 4-part recorded online training series available to you through 

TRAIN. 

Agricultural Services 
The Ag Services Unit is another complex workforce service that matches migrant and seasonal farmworkers 

with the farmers who employ them. Encompassed in this unit are monitoring for fair labor standards, 

ensuring that eligible workers have access to NCWorks Career Center services, and the H2A and 1-12B Visa 

Programs for foreign labor. More information is available in an interactive online training available to you 

through TRAIN, 

(Continued on pg 2.) 



 

 

Additional services and programs 
The Applicant Services Unit of the Division of Workforce Solutions ensures special populations receive 
meaningful services through the NCWorks Career Centers by providing staff with technical assistance, 
program oversight, and guidance. The eight programs they oversee are included here. You can learn a bit 
more about them on TRAIN by participating in the interactive online training entitled Career Advisor Tips: 
Desk Guide to Additional Services. 

 Community Resource Assistance Guide (CRAG) 

 Re-entry Initiative (formerly the Former Offender Program)  

 Federal Bonding 

 * Work Opportunity Tax Credit (WOTC) 

 Accommodations for Persons with Disabilities 

 Limited English Proficiency (LEP) 

 Services for Older Worker 

 Reemployment Services o Reemployment Services and Eligibility Assessment 

(REASA) o Employability Assessment Interview (EAI) 

* WOTC is included here but is organizationally part of the Business Services Unit of DWS  
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Serving Customers with Disabilities (series)  

Etiquette to improve your understanding of and interaction with people with disabilities  
  

These tips were collected to help you better understand and successfully serve individuals with disabilities. Feel free to 

print this and keep it as a reference guide. This is not a comprehensive collection so you’re encouraged to continue your 

research and familiarity beyond this resource. 

 ___________________________________________  

  

PEOPLE WHO USE WHEELCHAIRS   
People who use wheelchairs have different disabilities and varying abilities. Some can use their arms and hands. Some 

can get out of their wheelchairs and even walk for short distances.   
People who use wheelchairs are people, not equipment. Don’t lean over someone in a wheelchair to shake another 

person’s hand or ask a wheelchair user to hold coats. Setting your drink on the desktop attached to someone’s 

wheelchair is a definite no-no.   

• Don’t push or touch a person’s wheelchair; it’s part of her personal space. If you help someone down a curb 

without waiting for instructions, you may dump her out of the chair. You may detach the chair’s parts if you lift it 

by the handles or the foot rest.   

• Keep the ramps and wheelchair-accessible doors to your building unlocked and unblocked. Under the ADA, 
displays should not be in front of entrances, wastebaskets should not be in the middle of aisles and boxes should 

not be stored on ramps.  

• Be aware of wheelchair users’ reach limits. Place as many items as possible within their grasp.  

And make sure that there is a clear path of travel to shelves and display racks.   

• When talking to a wheelchair user, grab your own chair and sit at her level. If that’s not possible, stand at a slight 
distance, so that she isn’t straining her neck to make eye contact with you.   

• If the service counter at your office are too high for a wheelchair user to see over, step around it to address 
them.   

• If your building has different routes through it, be sure that signs direct wheelchair users to the most accessible 

ways around the facility. People who walk with a cane or crutches also need to know the easiest way to get 

around a place, but stairs may be easier for them than a ramp. Ensure that security guards and receptionists at 

your business can answer questions about the most accessible way around the building.   

If the nearest public restroom is not accessible or is located on an inaccessible floor, allow the person in a 

wheelchair to use a private or employees’ restroom that is accessible.   

• People who use canes or crutches need their arms to balance themselves, so never grab them. These individuals 

may lean on a door for support as they open it. Pushing them or quickly opening the door may cause them to 

fall. Even pulling out or pushing in a chair may present a problem. Always ask before offering help.   

• If you offer a seat to a mobility-impaired person, keep in mind that chairs with arms are easier for some people 

to use.   



 

• Falls are a big problem for people with mobility impairments. Be sure to set out adequate warning signs after 
washing floors. Also put out mats on rainy or snowy days to keep the floors as dry as possible. (Make sure they 

don’t bunch up and make the floor impassable for wheelchair users.)   

• People who are not visibly mobility impaired may have needs related to their mobility. For example, a person 

with a respiratory or heart condition may have trouble walking long distances or walking quickly. Be sure that 
your office has ample benches for people to sit and rest on.  

PEOPLE WHO ARE BLIND   
People who are blind know how to orient themselves and get around on the street. They are competent to travel 

unassisted, though they may use an assistive devise such as a cane or guide dog.    

A person may have a visual impairment that is not obvious. Be prepared to offer assistance—for example in reading—

when asked.   

• Identify yourself before you make physical contact with a person who is blind. Tell him your name—and your 

role if it’s appropriate, such as security guard, usher, case worker, receptionist or fellow student. And be sure to 
introduce him to others who are in the group, so that he’s not excluded.   

• If a new customer is blind or visually impaired, offer him a tour of your business.   

• People who are blind need their arms for balance, so offer your arm—don’t take his—if he needs to be guided. 

(However, it is appropriate to guide a blind person’s hand to a banister or the back of a chair to help direct him 
to a stairway or a seat.)   

• If the person has a guide dog, walk on the side opposite the dog. As you are walking, describe the setting, noting 

any obstacles, such as stairs (“up” or “down”) or a big crack in the sidewalk. Other hazards include: revolving 

doors, half-opened filing cabinets or doors, and objects protruding from the wall at head level such as hanging 
plants or lamps. If you are going to give a warning, be specific. Hollering “Look out!” does not tell the person if 

he should stop, run, duck or jump.  

• If you are giving directions, give specific, nonvisual information. Rather than say, “Go to your right when you 
reach the office supplies,” which assumes the person knows where the office supplies are, say, “Walk forward to 

the end of this aisle and make a full right.”   

• If you need to leave a person who is blind, let him know. And leave him near a wall, table, or some other 

landmark. The middle of a room will seem like the middle of nowhere to him.   

• Don’t touch the person’s cane or guide dog. The dog is working and needs to concentrate. The cane is part of the 

individual’s personal space. If the person puts the cane down, don’t move it. Let him know if it’s in the way.   

• Offer to read written information—such as forms or instructions to customers who are blind.   

A person who is visually impaired may need written material in large print. Clear print with appropriate spacing 

is just as important as the type size. Labels and signs should be clearly lettered in contrasting colors. It is easiest 

for most people with vision impairments to read bold white letters on black background.   

• Good lighting is important, but it shouldn’t be too bright. In fact, very shiny paper or walls can produce a glare 
which disturbs people’s eyes.   

• If people who are blind or are visually impaired regularly use your facility as customers or employees, inform 

them about any physical changes, such as rearranged furniture, equipment or other items that have been 

moved. Keep walkways clear of obstructions.  

A PERSON WHO HAS LOW VISION   
A person with low vision may need written material in large print. A clear font with appropriate spacing is just as 

important as the type size. Labels and signs should be clearly lettered in contrasting colors. It is easiest for most people 

with low vision to read bold white letters on black background. Avoid using all uppercase letters because it is more 

difficult for people with low vision to distinguish the end of a sentence.   



 

• Good lighting is important, but it shouldn’t be too bright. In fact, very shiny paper or walls can produce a glare 
that disturbs people’s eyes.   

• Keep walkways clear of obstructions. If people with low vision regularly use your facility as customers or 

employees, inform them about any physical changes, such as rearranged furniture, equipment or other items 
that have been moved.  

PEOPLE WHO ARE DEAF OR HAVE A HEARING LOSS   
American Sign Language is an entirely different language from English, with a syntax all its own. Lip reading is difficult for 

people who are Deaf if their first language is ASL because the majority of sounds in English are formed inside the mouth, 

and it’s hard to speech read a second language.   

People who have a hearing loss, however, communicate in English. They use some hearing, but may rely on 

amplification and/or seeing the speaker’s lips to communicate effectively.   

There is a range of communication preferences and styles among people with hearing loss that cannot be explained in 

this brief space. It is helpful to note that the majority of people who incurred a hearing loss as adults do not 

communicate with sign language, do use English, and may be candidates for writing and assistive listening devices to 

help improve communication. People with cochlear implants, like other people with hearing loss, will usually inform you 

what works best for them.  

• When the exchange of information is complex (e.g., during a job interview or doctor’s visit or when reporting a 

crime) the most effective way to communicate with a native signer is through a qualified sign language 

interpreter. For a simple interaction (e.g., ordering in a restaurant or registering for a hotel room) writing back 
and forth is usually OK.   

• Follow the person’s cues to find out if she prefers sign language, gesturing, writing or speaking. If you have 

trouble understanding the speech of a person who is deaf or hard of hearing, let her know.   

• When using a sign language interpreter, look directly at the person who is deaf, and maintain eye contact to be 

polite. Talk directly to the person (‘What would you like?’), rather than to the interpreter (‘Ask her what she’d 

like.’).   

People who are deaf need to be included in the decision-making process for issues that affect them; don’t 

decide for them.   

• Before speaking to a person who is deaf or has a loss of hearing, make sure that you get her attention. 
Depending on the situation, you can extend your arm and wave your hand, tap her on the shoulder or flicker the 

lights.   

• Rephrase, rather than repeat, sentences that the person does not understand.   

• When talking, face the person. A quiet, well-lit room is most conducive to effective communication. If you are in 
front of the light source (e.g., a window) with your back to it, the glare may obscure your face and make it 

difficult for the person who is hard of hearing to speech read.   

• Speak clearly. Most people who have a hearing loss count on watching people’s lips as they speak to help them 

understand. Avoid chewing gum, smoking or obscuring your mouth with your hand while speaking.   

• There is no need to shout. If the person uses a hearing aid, it will be calibrated to normal voice levels; your shout 

will just distort the words.  

• People who are deaf and some who have a hearing loss or speech disabilities make and receive telephone calls 
with the assistance of various technologies including a TTY or a video relay service. VRS enables a person who is 

deaf or has a hearing loss to make and receive telephone calls through a communications assistant who is a 

qualified American Sign Language Interpreter. For many people who are deaf or have a hearing loss, VRS is 
closer to “functionally equivalent” telephone services than any other form of relay service. For American Sign 

Language users, VRS conversations flow more smoothly, naturally, and faster than communicating by typing.   

• When a TTY user calls a business that does not have a TTY, she places the call through her state’s relay service. 

Likewise, a business that does not have a TTY can reach a customer who is a TTY user through the relay service. 

http://www.abouttty.com/
http://www.abouttty.com/
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If you receive a relay call, the operator will identify it as such. Please do not hang up; this is the way that people 
who are deaf are able to call your office to find out what hours you are open, or make an appointment.   

A PERSON WITH A SPEECH DISABILITY  
Some speech impairments appear in adulthood, including those caused by stroke, traumatic brain injury, or brain 

tumors, or those caused by treat cancer such as the removal of the voice box or tongue. Others problems can be present 

since childhood for example cleft-palate. Any of these problems can make it difficult to produce useful speech. A person 

who has speech disability may be difficult to understand.   

• Give the person your full attention. Don’t interrupt or finish the person’s sentences. If you have trouble 

understanding, don’t nod. Just ask him to repeat. In most cases the person won’t mind and will appreciate your 
effort to hear what he has to say.   

• If, after trying, you still cannot understand the person, ask him to write it down or to suggest another way of 

facilitating communication.   

• A quiet environment makes communication easier.   

• Don’t tease or laugh at a person with a speech disability. The ability to communicate effectively and to be taken 
seriously is important to all of us.  

A PERSON OF SHORT STATURE   
There are 200 diagnosed types of growth related disorders that can cause dwarfism and that result in the person being 4 

feet 10 inches or less in height. Average-size people often underestimate the abilities of dwarfs. For an adult, being 

treated as cute and child-like can be a tough obstacle.  

 Be aware of having necessary items within the person’s reach to the maximum extent possible.   

• Be aware that persons of short stature count on being able to use equipment that is at their height. Be sensitive 

about not using lower telephones, bank counters and urinals if they are in limited supply.   

• As with people who have other disabilities, never pet or kiss a person of short stature on the head.   

• Communication can be easier when people are at the same level. Persons of short stature have different 

preferences. You might kneel to be at the person’s level; stand back so you can make eye contact without the 

person straining her neck (this can be hard to do in a crowded room); or sit in a chair. Act natural and follow the 

person’s cues.  

PEOPLE WITH A MENTAL HEALTH CONDITION   
Some people with a mental health condition may at times have difficulty coping with the stresses of daily life. Their 

disorder may interfere with their ability to feel, think or relate to others. Most people with psychiatric disabilities are not 

violent. One of the main obstacles they face is the attitudes that people have about them. Because it is a hidden 

disability, chances are you will not even realize that the person has a psychiatric disability.   

• Stress can affect the person’s ability to function. Try to keep the pressure of the situation to a minimum. 
However, do not assume that a person with a psychiatric disability is unable to cope with stress.  

• People who have psychiatric disabilities have varying personalities and different ways of coping with their 

disability. Treat each one as an individual. Ask what will make him most comfortable and respect his needs to 
the maximum extent possible.   

• In a crisis, stay calm and be supportive. Ask how you can help, and find out if there is a support person who can 

be sent for. If appropriate, you might ask if the person has medication that he needs to take.  

• Do not assume that people with psychiatric disabilities are more likely to be violent than people without 
psychiatric disabilities; this is a myth.   

• The wide range of behaviors associated with mental illness vary from passivity to disruptiveness.   

• Do not assume that people with psychiatric disabilities are not capable of working in a wide variety of jobs that 

require a wide range of skills and abilities.   

• When the illness is active, the individual may or may not be at risk of harming him or herself, or others.   



 

• People with mental illness do not have an intellectual disability; however, some people who have an intellectual 
disability also have mental illness. Do not assume that people with psychiatric disabilities also have cognitive 

disabilities or are less intelligent than the general population. In fact, many people with mental illness have 

above-average intelligence.   

• Do not assume that people with psychiatric disabilities necessarily need any extra assistance or different 

treatment.   

• Treat people with psychiatric disabilities as individuals. Do not make assumptions based on experiences you 
have had with other people with psychiatric disabilities.   

• Do not assume that all people with psychiatric disabilities take or should take medication.   

• If someone with a psychiatric disability gets upset, ask calmly if there is anything you can do to help and then 

respect their wishes.   

• Do not assume that people with psychiatric disabilities do not know what is best for them, or have poor 

judgment.   



 

COGNITIVE DISABILITIES 

A PERSON WITH AN INTELLECTUAL DISABILITY   
Persons with an intellectual disability, sometimes referred to as developmental disability learn slowly. They have a hard 

time using what they have learned and applying it from one setting or situation to another.   

• Speak to the person in clear sentences, using simple words and concrete—rather than abstract—concepts. Help 

her understand a complex idea by breaking it down into smaller parts.   

• Don’t use baby-talk or talk down to people who have mental retardation.   

• Remember that the person is an adult and, unless you are informed otherwise, can make her own decisions.   

• People with mental retardation may be anxious to please. During an interview, the person may tell you what she 

thinks you want to hear. Questions should be phrased to elicit accurate information. Verify responses by 

repeating each question in a different way.   

• It can be difficult for people with mental retardation to make quick decisions. Be patient and allow the person to 

take her time.   

• Clear signage with pictograms can help a person who is mentally retarded to find her way around a facility.  

A PERSON WITH A LEARNING DISABILITY  
These are life-long conditions that interfere with a person’s ability to receive, express or process information. Although 

they have certain limitations, most people with learning disabilities have average or above-average intelligence. You may 

not realize that the person has a learning disability because he functions so well. Or you may be confused about why 

such a high-functioning person has problems in one aspect of his work.   

• People with dyslexia or other reading disabilities have trouble reading written information. Give them verbal 

explanations and allow extra time for reading.   

• Don’t be surprised if you tell someone very simple instructions and he requests that you write them down. 

Because spoken information gets “scrambled” as he listens, a person who has a learning disability such as 
auditory processing disorder may need information demonstrated or in writing.   

• Ask the person how you can best relay information.   

• Be direct in your communication. A person with a learning disability may have trouble grasping subtleties.   

• It may be easier for the person to function in a quiet environment without distractions, such as a radio playing, 
people moving around or loudly patterned curtains.  

PEOPLE WITH TRAUMATIC BRAIN INJURY   
People who have a traumatic brain injury have experienced damage to the brain usually as the result of trauma, such as 

an accident or stroke.   

Some of the factors that affect persons with learning disabilities also apply to persons with traumatic brain injury. 

People with brain injury may have a loss of muscle control or mobility which may not be obvious. For example, a person 

may not be able to sign her name, even though she can move her hand.   

• A person with a brain injury may have poor social skills, such as making inappropriate comments. She 
may not understand social cues or “get” indications that she has offended someone. In her frustration to 

understand, or to get her own ideas across, she may seem pushy. All of these behaviors arise as a result of the 

injury. So, you should always be mindful and patient because you never know when someone is demonstrating 
these behaviors as a result of a brain injury.   

• A person with a brain injury may be unable to follow directions due to poor short-term memory or poor 

directional orientation. They may ask to be accompanied or ask to have directions written down.   

• If you are not sure that the person understands you, ask if they would like you to write down what you were 

saying.   



 

• The person may have trouble concentrating or organizing her thoughts, especially in an overstimulating 
environment, like a crowded lobby or classroom. Be patient. You might suggest going somewhere with fewer 

distractions  

PEOPLE WHO LOOK DIFFERENT  
A different issue confronts people who may not be limited in their life activities, but who are treated as if they have a 

disability because of their appearance. People with facial differences, such as cleft lip or palate, cranio-facial 

disfigurement, or a skin condition; people who are above or below the average height or weight; people who may 

display visible effects of medication, such as a tremor—in short, people who look different— have the frequent 

experience of finding people staring at them, looking away or looking through them as if they are invisible.   

• Everyone needs to have a positive self-image to be a fully participating member of society. Be sure that you 

don’t contribute to stigmatizing people who look different.   

• If the situation is appropriate, strike up a conversation and include the person in whatever is going on.   

PEOPLE WITH HIDDEN DISABILITIES   
Not all disabilities are apparent. A person may make a request or act in a way that seems strange to you. That request or 

behavior may be disability-related.   

• For example, you may give seemingly simple verbal directions to someone, but the person asks you to write the 

information down. He may have a learning disability that makes written communication easier for him.   

• Or a person may ask to sit, rather than stand, in line. This person may be fatigued from a condition such as 
cancer, or may be feeling the effects of medication.   

• Even though these disabilities are hidden, they are real.   

• Please respect the person’s needs and requests whenever possible.  

• Do not make assumptions or judge someone based on your own experiences.  

PEOPLE WITH AUTISM   
When serving someone with autism there are several important points to consider that can help them be safe, included, 

respected, and equal participants in all kinds of activities. Remember that the things listed here are access needs and not 

conveniences or luxuries. Each autistic person is different and may need more or less or different accommodations.  

• Please use respectful language, including considering identity-first (autistic) vs. person-first (person with autism) 
language.   

• Many in the autistic community strongly prefer identity-first language and should have their wishes respected. 

Respectful language also means not using functioning (high vs. low functioning) labels to describe people.   

• Do not insist on eye contact. Eye contact can be very distracting or even uncomfortable and threatening to many 
autistic people.   

• It is important to understand that autistic people communicate in many different ways, from spoken words to 

typing to gestures and sounds. Meaningful interaction with autistic people must involve respecting their manner 

of communication. Make sure to allow for sufficient processing time when having a conversation with or asking 

questions of an autistic person. Offering a text-based way to communicate (text, instant message, etc.) is a good 
alternative for people who may be uncomfortable with oral speech in some or all settings.   

• Bear in mind that an autistic person’s tone of voice, body language, or facial expressions may not match what 

they intend to communicate. Do not expect an autistic person to read nonverbal communication. When 
necessary, be clear and direct.   

• Large groups can be over-stimulating or overwhelming for many autistic people. It can be difficult for autistic 

people to time their responses or understand the social nuances of large groups. Small groups in quiet rooms 

can be a good option for meaningful autistic participation.   

• Some autistic people have difficulty understanding auditory information, especially when there is background 

noise. It is helpful to minimize non-essential sensory input to create a safer sensory environment and facilitate 



 

autistic communication. These can be things as simple as closing doors to shut out background noise or finding 
environments to meet that are quiet.   

• To accommodate sensory needs, refrain from wearing perfumes or scented toiletries. Loud noises should be 

avoided. Lighting is important as well. Fluorescent lighting can cause severe sensory processing issues, so natural 
light or soft, incandescent lighting is better. Ask before using flash photography as it can cause sensory overload, 

as well as seizures in the one-third of autistic people who have seizures and/or epilepsy  

NEUROLOGICAL CONDITIONS 

PEOPLE WITH CEREBRAL PALSY  
As a result of injury to the central nervous system, people with cerebral palsy (CP) have difficulty controlling their 

muscles.   

• Cerebral Palsy can effect a person’s speech. Follow the tips above for interacting with persons who have speech 

disabilities.   

• Many people with CP have slurred speech and involuntary body movements. Your impulse may be to discount 

what they have to say, based on their appearance. Monitor your responses and interact with the person as you 

would with anyone else.   

• A person who may appear to be drunk, sick or have a medical emergency might in fact have CP or another 

disability. Get the facts before acting on your first impression, whether the situation is business, social or law 
enforcement.  

PEOPLE WITH TOURETTE SYNDROME   
Individuals with Tourette’s may make vocalizations or gestures such as tics that they cannot control. A small percentage 

of people with Tourette Syndrome involuntarily say ethnic slurs or obscene words. An employee or other person with 

Tourette Syndrome will benefit from the understanding and acceptance of co-workers and others.   

• If a person with Tourette makes vocalizations during a conversation, simply wait for her to finish, then calmly 

continue.   

• The more the person tries to contain these urges, the more the urges build up. It may be helpful for a person 

with Tourette to have the option to leave the meeting or conversation temporarily to release the build-up in a 
private place.  

PEOPLE WITH EPILEPSY   
This disability is characterized by seizures which happen when the electrical system of the brain malfunctions. The 

seizures may be convulsive, or the person may appear to be in a trance. During complex partial seizures, the person may 

walk or make other movements while he is, in effect, unconscious.   

• If a person has a seizure, you cannot do anything to stop it. If he has fallen, be sure his head is protected and 

wait for the seizure to end.   

• When a seizure has ended, the person may feel disoriented and embarrassed. Try to ensure that he has privacy 

to collect himself.   

• Be aware that beepers and strobe lights can trigger seizures in some people.  

The material provided in the handout was collected from the following sources.   
Job Accommodation Network  

United Spinal Association  
US Department of Labor   

                                      NCWorks Training Center, ncwtc@ncommerce.com ,  

                                            Phone: (919) 814-0399 
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The Center Evacuation Routes are in the “physical” Handbook! 
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