
 
 

Continuous Improvement Committee Meeting 
 

October 21, 2026 – 9 a.m. 
 

VCW Chesterfield Center - 304 Turner Rd 
 

 
 
Working Committee Agenda 
 

I. Welcome Call to Order 

II. Review of ETPL applications 

III. Discussion: Service Delivery Framework and Potential Metrics Matrix Review 

IV. Key Decisions & Next Steps 

V. Adjourn Joint Session 

 



 
 

Continuous Improvement Committee Review of Eligible Training Provider Program Application per Board Policy 105   
October 21, 2026, 

 
School Program Target Industry / 

Demand 
Occupation 

Accreditation to Instruct Other 
Application 
Criteria Met 

Approved 
(Y/N) 

Notes 

Great Fish Agility, 
LLC 

  Scrum Alliance 
https://www.scrumalliance.org/  

   

 Agile Product & 
Project Management 
Career Accelerator 
(CSM + CSPO 
Certifications) 

Yes / Over 4,300 
job posts in the 
last 6 months 

Scrum Alliance 
 

Yes  32 hours. $1,650 

 Agile Project 
Management 
Certification 
(Certified 
ScrumMaster® - 
CSM) 

Yes / Over 4,300 
job posts in the 
last 6 months 

Scrum Alliance 
 

Yes  16 hours. $840 

 Product Ownership 
& Agile Business 
Leadership 
Certification 
(Certified Scrum 
Product Owner® - 
CSPO) 

Yes / Over 2,900 
posts in the last 6 
months 

Scrum Alliance 
 

Yes  16 Hours. $895 

 
Once listed for one year, renewals will be managed by the state.  

https://www.scrumalliance.org/


Page 1 of 8 
 

Capital Region Workforce Partnership 
Workforce Development Board 

WIOA Service Policy #119 
 

CUSTOMER EXPERIENCE AND SERVICE DELIVERY POLICY  
 
References:  

Workforce Innovation and Opportunity Act, Pub. L. 113-128  
20 CFR Part 678, Subpart C – One-Stop Delivery System  
20 CFR § 678.300 – One-Stop Delivery System  
20 CFR § 678.305 – Comprehensive One-Stop Centers  
20 CFR § 678.500 et seq. – One-Stop MOU requirements  
20 CFR § 678.800 – One-Stop certification  
29 CFR Part 38 – WIOA nondiscrimination and equal opportunity  
DOL TEGL 16-16 and Change 1 – One-Stop Operations Guidance  
Applicable Virginia Board of Workforce Development/Virginia Works policies 

. 
Date: (Insert Here) 
 
Purpose: 
 
The purpose of this policy is to establish a comprehensive customer experience and service 
delivery framework for Virginia Career Works – Capital Region (VCW Capital Region) that 
promotes consistent, customer-centered, and outcome-driven workforce services throughout the 
regional workforce system. This policy establishes standards for customer engagement, 
communication, case management, service delivery, data collection, monitoring, accountability, 
and continuous improvement. The Capital Region Workforce Partnership (CRWP) recognizes 
that successful workforce outcomes are achieved not only through the services provided, but 
also through the quality, consistency, and effectiveness of customer experience. 

 
Policy Statement: 
 
It is the policy of CRWP that every customer, including job seekers, businesses, training 
providers, and community partners, shall receive professional, respectful, equitable, and 
responsive services regardless of how they enter the workforce system. All workforce services 
shall be delivered in a manner that promotes accessibility, transparency, accountability, 
customer choice, and meaningful progress toward employment and workforce development 
goals. Staff, contractors, workforce center personnel, and partner organizations are expected to 
operate as a coordinated workforce system that places customer needs at the center of service 
delivery. 

I. Scope:  
 
This policy applies to all CRWP employees, workforce center staff, contractors, One-Stop 
Operator staff, partner organizations, volunteers, interns, and individuals providing services on 
behalf of Virginia Career Works – Capital Region. The requirements contained within this policy 
apply to in-person services, virtual services, telephone interactions, electronic communications, 
workshops, outreach activities, business services, referrals, and workforce development 
programs administered through or in partnership with the regional workforce system.  
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To promote a consistent regional customer experience, applicable customer service, customer 
feedback, data collection, performance measurement, and continuous improvement 
requirements established by this policy shall be incorporated into partner agreements, 
memoranda of understanding, contracts, service agreements, and other formal operating 
agreements, as appropriate to the role and services of each organization. Requirements may be 
tailored to reflect the nature of the partnership, populations served, services provided, 
applicable funding requirements, and the organization's role within the Virginia Career Works – 
Capital Region workforce system. 

Requirements may be tailored to reflect the nature of the partnership, populations served, 
services provided, applicable funding or program requirements, and the organization’s role 
within the Virginia Career Works – Capital Region workforce system. This may include 
requirements related to customer service standards, feedback collection, referrals and warm 
handoffs, data collection and reporting, participation in evaluation activities, performance 
measurement, and continuous improvement. 

For purposes of the WIOA, a program of training services is defined as one or more courses or 
classes, or a structured regimen that leads to a recognized post-secondary credential, 
secondary school diploma or equivalent, employment, or measurable skills gains towards a 
credential or employment. 
 

II. Customer Service Standards: 
 
The following customer experience standards apply throughout every phase of the service 
delivery framework. 

Customers shall be welcomed with intention and treated with dignity, professionalism, and 
respect. Staff shall acknowledge customers promptly and create an environment that is 
welcoming, inclusive, and customer focused. 

Staff shall listen actively and guide customers through the workforce system using clear, 
understandable language. Customers shall receive accurate information, realistic expectations, 
and clearly defined next steps. 

Staff shall take ownership of the customer’s experience by serving as a point of contact, 
providing direct contact information, coordinating services, and ensuring continuity of support 
throughout the customer’s engagement. 

Staff shall follow through on commitments, maintain timely communication, and provide 
consistent follow-up. Customers shall never be left uncertain about the status of services or 
expected next steps. 

Staff shall connect customers rather than transfer customers. Warm handoffs and coordinated 
referrals shall be utilized whenever customers require services from another staff member, 
partner, or organization. 

Staff shall support the customer journey from initial access through service completion and shall 
remain responsive to changing customer needs throughout the service delivery process. 

Every interaction shall end with clarity regarding next steps, responsibilities, timelines, and 
available resources. 

 
III. CUSTOMER EXPERIENCE AND SERVICE DELIVERY FRAMEWORK 
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Virginia Career Works – Capital Region shall operate under a unified customer experience and 
service delivery framework consisting of seven interconnected phases: Access, Engage, Plan, 
Progress, Place, Retain, and Exit. This framework serves as the foundation for all workforce 
system operations and establishes how customers move through services while defining staff 
expectations, service delivery requirements, documentation standards, and accountability 
measures. 

A. Access 
The Access phase represents the customer’s entry into the workforce system through walk-in 
visits, referrals, virtual engagement, outreach activities, workshops, partner organizations, 
telephone inquiries, employer referrals, or other points of entry. During this phase, customers 
shall be welcomed, informed of available services, and connected to the appropriate workforce 
resources. Staff shall ensure that customers understand the purpose of the workforce system 
and are able to access services in a timely and equitable manner. The primary objective of this 
phase is to eliminate barriers to entry and ensure that every customer feels welcomed, 
respected, and informed. 

B. Engage 
The Engage phase focuses on understanding the customer’s goals, needs, interests, strengths, 
barriers, and circumstances. Through assessment, triage, conversation, and active listening, 
staff shall gather sufficient information to determine the most appropriate service pathway. 
Customers should experience meaningful engagement that helps them feel heard, valued, and 
supported. Staff shall establish rapport, explain available options, identify immediate needs, and 
begin developing a relationship that promotes trust and ongoing engagement. 

C. Plan 
The Plan phase focuses on creating a clear pathway toward the customer’s goals. Staff shall 
work collaboratively with customers to develop an Individual Employment Plan (IEP), Individual 
Service Strategy (ISS), career pathway plan, training strategy, or other service plan appropriate 
to the customer’s needs. Planning activities shall identify employment goals, educational 
objectives, training needs, supportive service requirements, milestones, and anticipated 
outcomes. Customers shall actively participate in the planning process and understand the 
actions required to achieve their goals. 

D. Progress 
The Progress phase represents active participation in workforce services and career 
development activities. Services may include career coaching, occupational skills training, work 
experiences, apprenticeships, supportive services, workshops, assessments, referrals, job 
readiness activities, business services, or other workforce interventions. Staff shall maintain 
regular communication, monitor progress, address barriers, document activities, and adjust 
service strategies as necessary. The objective of this phase is to ensure that customers are 
consistently moving toward established goals and receiving the support necessary to achieve 
success. 

E. Place 
The Place phase focuses on connecting customers to employment opportunities, internships, 
apprenticeships, occupational training completions, industry-recognized credentials, post-
secondary education, or other workforce outcomes. Staff shall provide job matching assistance, 
resume development, interview preparation, employer engagement, hiring event participation, 
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and placement support. Workforce services shall be aligned with labor market opportunities and 
customer goals to maximize successful outcomes. 

F. Retain 
The Retain phase begins after a customer has achieved a significant workforce outcome, such 
as employment, training completion, credential attainment, or career advancement. During this 
phase, staff shall provide follow-up services, monitor retention, identify emerging barriers, 
provide additional referrals or supportive services when appropriate, and support continued 
career progression. Retention services shall reinforce long-term success and strengthen 
workforce outcomes. 

G. Exit 
The Exit phase represents the intentional conclusion of workforce services. Exits may occur 
when a customer successfully achieves their goals, completes services, transitions to another 
program, or becomes inactive according to program requirements. Staff shall ensure that all 
required documentation is completed, outcomes are properly recorded, follow-up obligations are 
met, and customers are informed of available resources should future assistance be needed. 
Exit is not viewed as the end of a relationship but rather the completion of a service cycle within 
the workforce system. 

 
 
IV. CUSTOMER EXPERIENCE MEASUREMENT AND EVALUATION 
 
This section establishes requirements for measuring customer experience, service quality, 
operational follow-through, and workforce outcomes across Virginia Career Works – Capital 
Region. Customer experience measurement shall be integrated throughout the Access, 
Engage, Plan, Progress, Place, Retain, and Exit phases and shall be used for accountability, 
coaching, monitoring, and continuous improvement. 

A. Customer Feedback Collection Requirements 
Customer feedback shall be gathered through multiple methods appropriate to the service 
setting and customer journey. Methods may include quick online or QR-code surveys, email 
surveys, text-message surveys, telephone or check-in calls, follow-up emails, pop-up feedback 
sessions, focus groups, exit surveys, and other approved feedback methods. Feedback shall be 
collected throughout the service journey rather than solely at program exit. 

B. Required Customer Feedback Topics 
Customer feedback tools shall assess, as applicable, overall satisfaction, dignity and respect, 
ease of access, clarity of information, staff responsiveness, understanding of next steps, 
usefulness of services, effectiveness of referrals and warm handoffs, support during placement 
and retention, resolution of customer needs, likelihood to recommend Virginia Career Works 
services, and open-ended suggestions for improvement. 

C. Customer Performance Tracking Requirements 
CRWP shall track customer experience and service delivery metrics that may include overall 
satisfaction score, Net Promoter Score (NPS), average response time, follow-up completion 
rate, warm handoff completion rate, first contact resolution rate, recommendation rate, 30/60/90-
day retention rate, completion or successful exit rate, documentation compliance, and other 
customer service or operational measures established by CRWP. 

D. Outcome and Service Quality Measures 



Page 5 of 8 
 

Customer experience measures shall be reviewed together with workforce outcomes and 
service quality measures, including enrollment completion, employment outcomes, training or 
credential outcomes when applicable, retention outcomes, successful service completion, timely 
and accurate documentation, required customer contacts, and referral completion. Customer 
experience results shall supplement, and not replace, applicable WIOA, state, local, program, 
and contract performance requirements. 

E. Customer Evaluation Tools 
CRWP may evaluate customer experience and service delivery using quantitative and 
qualitative tools including customer surveys, VAWC and approved system data, case file 
reviews, documentation reviews, referral and warm handoff reviews, response-time reviews, 
30/60/90-day follow-up reviews, focus groups, service delivery observations, customer 
complaints and feedback, monitoring activities, staff coaching reviews, performance 
dashboards, and trend analysis. 

F. Reporting and Review 
Customer experience and service delivery performance shall be reviewed through monthly 
dashboard updates, quarterly trend analysis, and an annual evaluation of results and 
improvement priorities. Baseline information may be established during initial implementation, 
with targeted feedback and corrective or improvement strategies implemented as trends are 
identified. 

G. Continuous Improvement Loop 
Customer experience measurement shall follow the continuous improvement cycle: Listen → 
Analyze → Act → Communicate → Repeat. Results shall be used to identify strengths, service 
gaps, training needs, process improvements, corrective actions when appropriate, and 
opportunities to improve the customer journey across programs, locations, contractors, and 
partners.   

 
V. EMPLOYER & PARTNER ENGAGEMENT MEASUREMENT 

This section establishes the service framework and requirements for collecting, analyzing, and 
utilizing employer and partner engagement feedback and performance data across the Virginia 
Career Works – Capital Region workforce system. 

 Employer and partner engagement shall follow six interconnected stages: Engage, 
Assess, Solve, Connect, Support, and Succeed. 

 Engage – Build awareness and relationships by listening to employer and partner needs, 
communicating available workforce resources and services, and establishing a clear 
point of contact. 

 Assess – Understand workforce needs, challenges, goals, and opportunities through 
meaningful conversation, needs assessment, labor market information, and other 
appropriate methods. 

 Solve – Work collaboratively with employers and partners to identify and develop 
practical workforce solutions that respond to identified needs and create value. 

 Connect – Connect employers and partners to appropriate talent, programs, services, 
resources, organizations, and workforce system opportunities. Staff shall facilitate 
introductions, coordinate referrals, and use warm handoffs when appropriate. 

 Support – Maintain relationships through timely communication, follow-through, problem 
solving, technical assistance, ongoing services, and connections to additional resources 
as needs evolve. 
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 Succeed – Evaluate results and impact, recognize outcomes, gather feedback, identify 
additional opportunities, and strengthen long-term employer and partner relationships. 

The six-stage framework shall guide employer and partner engagement while allowing services 
and engagement strategies to be tailored to the needs, role, and circumstances of each 
employer or partner. Detailed staff behaviors and expectations associated with each stage are 
further described in the policy attachments. 

A. Feedback Collection Requirements 

Staff shall gather employer and partner feedback through multiple channels, including online 
surveys, email surveys, text-based surveys, direct contact, pop-up sessions, follow-up 
communication, focus groups, and other CRWP-approved feedback methods. 

B. Required Feedback Topics 

Feedback tools shall assess overall satisfaction, relationship strength and respect, staff 
responsiveness, service outcomes and value, open-ended comments, and likelihood to 
recommend Virginia Career Works services. 

C. Performance Tracking Requirements 

Staff shall track employer and partner engagement metrics established by CRWP. Measures 
may include overall satisfaction, Net Promoter Score (NPS), response time, warm handoff 
completion rate, follow-up completion rate, referrals, repeat engagement, relationship retention, 
outcomes, and qualitative feedback themes. 

D. Employer and Partner Performance Measures 

Employer and partner engagement activities shall be measured across the Virginia Career 
Works – Capital Region workforce system to assess the quality, effectiveness, reach, and 
outcomes of relationships with employers, workforce partners, education and training providers, 
community organizations, economic development partners, and other organizations participating 
in or receiving services through the regional workforce system. 

Performance measures may include employer and partner satisfaction, responsiveness, 
relationship quality, repeat engagement, referrals, warm handoffs, services provided, outcomes 
achieved, quality of engagement, retention of relationships, employer penetration, repeat 
business, and other measures established by CRWP. 

Where applicable, CRWP shall also incorporate WIOA employer performance indicators and 
other federal, state, local, grant, program, or partner-specific performance requirements. These 
measures shall be considered as part of the broader employer and partner engagement 
framework and shall not limit CRWP's ability to establish additional measures that reflect the 
effectiveness of the regional workforce system. 

Employer and partner performance information shall be used to identify service gaps, 
strengthen partnerships, improve coordination, assess the value and effectiveness of services, 
support continuous improvement, and inform future workforce system strategies. 

E. Continuous Improvement Loop 
The employer and partner engagement system shall follow a continuous improvement cycle: 
Listen → Analyze → Act → Communicate → Repeat. Staff shall maintain monthly dashboard 
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updates, quarterly trend analyses, shared insights, strengths and improvement areas, and 
updated engagement strategies. 

 
VI. PERFORMANCE METRIC MATRIX AND EVALUATION TOOLS 
 
A. Performance Metric Matrix 
CRWP shall maintain a companion performance metric matrix to operationalize the measures 
established in this policy. The matrix may be updated through CRWP performance guidance 
without requiring revision of the full policy, provided that the measures remain consistent with 
this policy and applicable WIOA, state, local, and contractual requirements. 

For each metric, the matrix shall identify the metric definition or calculation, data source or 
evaluation tool, measurement frequency, responsible party or partner, review responsibility, 
reporting method, and applicable target or benchmark. Targets and benchmarks may be 
established or revised annually based on baseline performance, negotiated goals, program 
requirements, continuous improvement priorities, or other CRWP guidance. 

The matrix distinguishes three related levels of accountability: (1) service standards—whether 
staff and partners performed required service actions; (2) customer and partner experience—
how customers, employers, and partners experienced those services; and (3) outcomes—
whether services produced meaningful workforce results. CRWP may use these measures 
together to evaluate service quality, program effectiveness, contractor performance, staff 
development needs, and continuous improvement priorities. 

B. Technology and Evaluation Tools 
CRWP shall leverage available and appropriate technology and data systems and may identify, 
procure, or integrate additional digital tools to support the collection, analysis, and reporting of 
customer experience and satisfaction data from job seekers, employers, partners, and other 
workforce system customers. These tools may include, but are not limited to, OneFlow, Virginia 
Workforce Connection (VAWC), The Sign In App, survey platforms, text-message and email 
feedback tools, customer relationship management systems, and other approved technologies. 
CRWP may work with current technology and data vendors and evaluate additional vendors or 
solutions as needed to improve real-time feedback collection, accessibility, response rates, data 
analysis, performance reporting, and continuous improvement. 

Technology-based feedback shall supplement other evaluation methods identified in this policy, 
including direct customer contact, focus groups, case and service reviews, observations, and 
other qualitative and quantitative methods. The use of digital tools shall not limit CRWP's ability 
to modify its evaluation methods as technology, customer needs, program requirements, or 
available resources change. 

C. Partner Agreement and Data Collection Requirements 
CRWP shall incorporate applicable customer experience, service delivery, feedback, and 
performance measurement requirements into agreements with organizations participating in the 
Virginia Career Works – Capital Region workforce system. Agreements shall identify the 
customer service and data collection responsibilities applicable to the partner's role. 

As appropriate, partner agreements may require organizations to collect or provide data related 
to customer and partner satisfaction, services provided, referrals and warm handoffs, response 
and follow-up activities, service outcomes, employment or training outcomes, customer 
feedback, and other performance measures established by CRWP. 
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Partners may be required to utilize CRWP-approved systems, surveys, digital tools, reporting 
templates, or data collection methods to support consistent regional measurement and 
reporting. CRWP may also establish common survey questions, data definitions, reporting 
schedules, and performance measures to improve consistency across the workforce system. 

CRWP shall seek to minimize duplicative data collection and, where practical, use existing 
systems, partner data, shared technology, and approved integrations to support reporting and 
evaluation. 

Data collected through partner agreements shall be used to evaluate customer experience, 
service quality, partnership effectiveness, system outcomes, and continuous improvement. Data 
collection and information sharing shall be conducted in accordance with applicable 
confidentiality, privacy, data security, program, contractual, federal, state, and local 
requirements. 

 
VIII. POLICY ATTACHMENTS AND IMPLEMENTATION TOOLS 
 
The following attachments support implementation of this policy and provide visual guidance 
regarding service delivery, staff behaviors, customer and employer/partner feedback methods, 
performance measures, and continuous improvement practices. The attachments shall be used 
for staff training, implementation, monitoring, coaching, and performance review. If an 
attachment is revised for clarity or operational use, the revision shall remain consistent with the 
requirements of this policy. 

Attachments A-G contain the visual service frameworks. Attachment H contains the companion 
Performance Metric Matrix and may be updated through CRWP performance guidance without 
requiring revision of the full policy, provided that changes remain consistent with this policy and 
applicable requirements. 

 
 
 
 
 

Signature  _____________________________ Effective Date: ___________________ 
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ATTACHMENT H - PERFORMANCE METRIC MATRIX 

Performance Area Metric Measurement / Definition Primary Data Source / Tool Review Frequency Reporting / Use 

1 Responsiveness Response Time Average time from inquiry/request 
to staff response 

Contact records, approved systems, 
email/service review 

Monthly 

2 Follow-Through Follow-Up Completion Rate % of required follow-ups completed 
within established timeframe 

VAWC, OneFlow, case notes, 
approved trackers 

Monthly 

3 Customer Navigation Warm Handoff Completion Rate % of warm handoffs with confirmed 
connection or documented outcome 

Referral records, case notes, 
approved systems 

Monthly/Quarterly 

4 Customer Experience Overall Satisfaction Customer rating of overall service 
experience 

Customer surveys and feedback 
tools 

Ongoing/Quarterly 

5 Customer Experience Net Promoter Score (NPS) Likelihood to recommend VCW 
services using the approved NPS 
method 

Customer and employer/partner 
surveys 

Quarterly/Annual 

6 Resolution First Contact Resolution Rate % of customer needs resolved at 
first contact without unnecessary 
transfer 

Survey, service review, contact 
records 

Quarterly 

7 Documentation Documentation Compliance % of reviewed records meeting 
documentation standards 

VAWC, case file and documentation 
review 

Monthly/Quarterly 

8 Outcomes Employment / Service Outcome Documented employment or other 
applicable planned workforce 
outcome 

VAWC and approved systems Monthly/Quarterly 

9 Retention 30/60/90-Day Retention % of applicable customers retained 
at each follow-up interval 

VAWC, follow-up records, 
employer/customer verification 

Monthly/Quarterly 

10 Completion Completion / Successful Exit % completing planned pathway or 
exiting with documented successful 
outcome 

VAWC, case review Quarterly/Annual 

11 Employer/Partner Employer/Partner Satisfaction Satisfaction, relationship quality, 
responsiveness, value, and 
likelihood to recommend 

Employer/partner surveys, direct 
feedback, focus groups 

Quarterly/Annual 

12 Employer Engagement Repeat Business / Employer 
Penetration 

Repeat employer engagement and 
employer reach using applicable 
CRWP/WIOA methodology 

Employer service records and 
applicable reporting data 

Quarterly/Annual 
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