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I. INTRODUCTION

Caring for veterans has become an increasingly important policy focus in recent years as the
number of service members returning from Operation Enduring Freedom/Operation Iraqi
Freedom (OEF/OIF) has increased. A number of actions have assisted veterans in obtaining
civilian employment or returning to school. Examples include employer incentives, such as the
Returning Heroes and Wounded Warrior tax credits, and educational funding through the Post-
9/11 Veterans Education Assistance Improvement Act of 2010 and the Yellow Ribbon Program.
The U.S. Department of Labor (DOL) places special emphasis on serving veterans through
numerous programs and offices. One of the ways in which DOL does this is by providing
priority of service (POS) to veterans and eligible spouses in the receipt of employment, training,
and placement services. POS has a long history, reaching back to the establishment of a national
system of publicly funded Employment Service offices under the Wagner-Peyser Act of 1933.
More recently, POS was included as a provision of the Jobs for Veterans Act of 2002 (JVA).

Although the JVA took effect a decade ago, guidance to the workforce investment system on
implementing POS was limited until recent years when, in November 2009 and again in
November 2010, the Employment and Training Administration (ETA) and the Veterans
Employment and Training Service (VETS) issued concurrent guidance providing comprehensive
direction for implementing POS'. Sufficient time has now passed since the JVA took effect and
state and local workforce agencies received implementation guidance to create and modify
programs, hire and train necessary staff, and learn from their initial efforts.

Studies conducted before or shortly after the issuance of guidance on the implementation of
POS found a wide range of strategies in place to provide POS: from simply holding job orders
for 24 hours while determining if an eligible veteran was qualified for the position to programs
engaging a number of strategies to alter and supplement a veteran’s experience; in some cases,
special funds provided more intensive services and training for veterans (Barnow and Trutko
2010; Mikelson et al. 2004). These early studies also suggested methods to improve
accountability and help states implement the JVA reforms (Barnow and Trutko 2010;
Government Accountability Office 2005).

In July 2011, ETA contracted with Mathematica Policy Research to conduct an assessment
of the Workforce System’s Implementation of the Priority of Service Provision of the Jobs for
Veterans Act of 2002 to examine the status of current POS implementation efforts. This report
provides a detailed description of the activities and practices of a select set of American Job
Centers (AJCs), documents promising practices in place at these AJCs, and identifies challenges
to POS implementation that further guidance should address. Specific areas of interest in this
study include (1) how veterans and eligible spouses are identified for POS, (2) POS procedures
after veterans and eligible spouses are identified, and (3) service provision under POS. This
study is based on site visits and telephone discussions with AJC staff, discussions with veterans’
service organization (VSO) representatives, and focus groups with veterans and eligible spouses.

! Appendix A provides a legislative history and literature review for the POS provision of the Jobs for Veterans
Act of 2002.
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Chapter II of this report summarizes findings from the discussions and focus groups, Chapter III
describes challenges and promising practices in POS implementation across sites, and Chapter
IV identifies recommendations for POS improvements and next steps. Specific questions and
probes were developed into separate semistructured site visit discussion guides tailored to each
of these three respondent groups. These research questions and discussion guides are presented
in Appendices B and C.

This assessment included seven states—Alaska, California, Florida, Kansas, New Jersey,
Ohio, and Virginia.® These states cover a range of geographic, demographic, economic,
veterans’, and other characteristics relevant to the research questions. Study team members
visited sites in all but two states in person; we spoke with AJC staff in Alaska and Kansas by
telephone. Two study team members visited the sites in Virginia and New Jersey in order to
conduct focus groups with veterans and eligible spouses there in addition to the guided
discussions with AJC staff. A single study team member visited the remaining three states. These
conversations with sites took place in spring and summer 2012. Table 1.1 summarizes the
participation of the various sites and Appendices D through J provide detailed descriptions of
each site visit.

Through speaking with multiple stakeholders, we obtained different perspectives on how
POS is being implemented, the quality of services, and whether the needs of veterans and their
spouses are being met. We held semistructured discussions with key AJC staff, such as
managers, intake workers, case managers, and those who provide orientation to the available
services, Workforce Investment Board (WIB) representatives; state veterans’ coordinators,
veterans® representatives’, veterans, and eligible spouses; and VSO representatives, with the
exact mix of respondents varying based on the site’s structure, staff tenure, employee
availability, and other factors. Study findings and recommendations are based on information
and perceptions provided by a convenience sampling of respondents across the seven sites;
findings may not be representative more broadly.

Table 1.1. Summary of Participation, by Site

Focus
State LWIA AJC Contacted Mode of Contact Group
Alaska Entire state Anchorage Midtown Telephone—February/ No

March 2012

California Golden Sierra Auburn and Roseville In person—June 2012 No
Florida Region 8 Jacksonville and Fleming Island In person—May 2012 No
Kansas Area ll Junction City Telephone—February 2012 No
New Jersey | Newark Newark In person—May 2012 Yes
Ohio Lucas County, Area9 | Toledo In person—April 2012 No
Virginia Hampton Roads Norfolk In person—May 2012 Yes

AJC = American Job Center; LWIA = local workforce investment area.

* These are the same seven states included in the Barnow and Trutko study that was underway at the time the
final rule was issued. To the extent possible we interviewed respondents in the same AJCs in those states.

* Throughout this report, Local Veterans’ Employment Representative (LVER) staff and Disabled Veterans
Outreach Program (DVOP) specialists are frequently referred to as veterans’ representatives to protect the
confidentiality of individual respondents.
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II. SUMMARY OF FINDINGS
A. Awareness and Usefulness of Federal Guidance

The final rule regulating the Priority of Service Provision of the Jobs for Veterans Act of
2002 was published in the December 19, 2008, Federal Register. TEGL 10-09 (Training and
Employment Guidance Letter) and VPL 07-09 (Veteran Program Letter), corresponding
guidances published by ETA and VETS, respectively, were published in September 2009 and
ETA issued Training and Employment Notice (TEN) 15-10 in November 2010. These guidances
provide information on how to apply POS and determine who is eligible to receive it. The federal
guidances are available to staff in all of the study states. Across all sites, familiarity with the
federally issued guidances tends to vary with position. County and WIB representatives, AJC
managers, and state veteran coordinators—essentially those in higher-level, supervisory
positions—tend to be familiar with the guidances as issued in their original forms. They have
read the guidance and have often interpreted it for others or have used it to develop materials on
POS for use by others. Line staff are aware that federal guidance exists, but it is not something to
which they regularly refer or their primary resource. Although it was usually provided to them
during their initial training when they were hired or in a job manual, line staff are more likely to
consult materials created at the state or local levels or to ask colleagues when they have
questions about POS.

Those familiar with the federal guidances (most often TEGL 10-09 and/or VPL 07-09) often
describe them as difficult to understand and written in “legalese.” They say one cannot simply
turn to it and find an answer to a question. One must spend a lot of time reading through the
whole document, combing it for the necessary details, and then interpreting them and coming to
a judgment about the right course of action. Because interpretations might vary, this often
becomes a group exercise. As these staff are generally quite busy, they frequently do not feel
they have time to read the numerous guidances issued that relate to their jobs, much less reread
and ponder older guidances when unusual situations arise.

Even among those familiar with TEGL 10-09 and/or VPL 07-09, staff at all levels had little
familiarity with TEN 15-10. This is unfortunate because TEN 15-10 incorporates the
straightforward language, clear direction on what to do and how to go about it, and ease of use
frequently described by staff as the desired alternative to the federal guidances with which they
are familiar. The cause of this lack of familiarity with TEN 15-10 is unclear. It might be that less
attention was paid to it because other federal guidances had previously been issued or perhaps
because state- and local-level guidance had already been created by the time the TEN was issued.

Some staff rely more on state or locally developed guidance on POS than on the federal
guidances. Where it exists, the state or locally developed guidance tends to include more direct
language and specifics about the expectations of staff than the federal guidances contain. State
and local versions often quote sections of the federal guidance and then expound on it and clarify
the meaning. Another popular approach is to explicitly detail what POS is and how AJCs should
carry it out, with references to the federal documents supplied at the end. Sometimes a question-
and-answer section is included. In one state, the state guidance is a verbatim copy of the federal
guidance, reformatted to fit the state standard. The guidance in some states takes a tone similar to
that of the federal guidance, whereas in other states it is less formal.
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Dissemination of guidance to staff occurs in a variety of ways and at various points in time.
Both federal and subfederal guidance are usually provided in training materials used with new
hires; the guidances are also maintained in online or physical repositories for access at any time.
Training sessions on POS that take place as part of routine staff training use state or locally
generated guidance more often than the federal guidance. Local Veterans’ Employment
Representative (LVER) staff and Disabled Veterans Outreach Program (DVOP) specialists also
learn about POS when they attend training at the National Veterans Training Institute (NVTI)
and they frequently present what they have learned to other staff members at the AJC upon their
return.

Veterans’ program managers educate both veterans’ representatives and other staff on POS,
procedures for serving veterans, and related matters. Some of the AJCs visited are served by
strong veterans’ program managers who regularly visit, look for holes in staff knowledge or
implementation, provide additional information or training so any issues can be remedied, and
create cohesion between the veterans’ representatives and other staff. However, staff at other
sites did not mention anyone in such a role or did not place much emphasis on the activities of
the individual in that role. AJCs that described a strong veterans’ program management presence
seemed to value it highly.

Though line staff are not always intimately familiar with the federal guidance, it has been
useful in several ways. First, the guidance provided the direction behind the changes made in the
AJCs to implement or deepen provision of POS. It also allowed for creation of state- and local-
level guidance that has been more frequently and intensively used and disseminated across sites.
The less familiar TEN is written in a style and tone described as optimal by a range of
respondents; thus, broader dissemination of it would make it highly effective. The desk aid
provided to and regularly referenced by Kansas staff and Ohio’s online collection of regulations
and forms are examples of what some states do to ensure that staff have ready access to all the
information they need to serve customers effectively and correctly.

B. Implementation of Priority of Service

POS implementation in AJCs has a number of facets, which means any particular site can
resemble others in some ways but differ in others. This section discusses various aspects of
implementing POS, including generating awareness, identifying and registering eligible
customers, and providing services. It also discusses the computer systems used both by staff and
customers, the role those systems play in the provision of POS, and how sites monitor POS. For
the sake of brevity and clarity, eligible spouses are included in all discussions of POS eligibles,
even if not explicitly mentioned.

1. Awareness of POS Among Veterans and Eligible Spouses

Across sites, awareness of POS among first-time customers who are eligible for it is
relatively low. Recently separated veterans, particularly those who have been through the
Transition Assistance Program (TAP), are more likely to be aware of POS before contacting the
AJC than are those who separated long ago or who did not go through TAP. Veterans also have
sometimes gained awareness through reading about POS online while seeking information on
employment, educational opportunities, or veterans’ benefits.
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POS is generally described to veterans and eligible spouses as giving them first access to job
postings and priority placement in workshops and trainings if a civilian and a veteran otherwise
meet all the same criteria for those services. Several states have posters, flyers, or handouts about
what POS is; who is eligible; and how it is applied, posted, or otherwise made available in public
areas of the AJC. Eligibility descriptions are also found on paperwork and in packets received by
new customers. This serves the multiple purposes of informing customers, reminding staff of the
details, and keeping POS at the forefront of the minds of staff. Because of the multiple modes of
communication and reinforcement, veterans quickly become aware of POS and those who return
to an AJC will often go directly to the resources that they know are set aside for them.

Veterans’ referrals to the AJC occur through a variety of channels. Referrals come from
public and private agencies, military bases, TAP, radio advertisements, emails, and word of
mouth. All of the sites conducted outreach specifically targeted to veterans that was beyond the
scope of outreach directed toward civilians. Each site holds and participates in veterans’ job fairs
and conducts outreach at places such as VSOs, homeless and emergency shelters, U.S.
Department of Veterans Affairs (VA) clinics, assistance organizations, schools, chambers of
commerce, and employers. In many states, veterans’ representative staff work with those from
the job development side of the AJC to identify veteran-friendly employers or to show employers
the advantages of hiring veterans. The veterans’ representatives may also conduct ongoing work
with soldiers and staff in the Warrior Transition Battalions, in the Vocational Rehabilitation and
Employment Service (VR&E), and at homeless and emergency shelters and other programs; they
also participate in stand-downs and seek veterans when their rapid-response teams are deployed
to deal with a layoff.

Some veterans’ representatives conduct their work from a single AJC, whereas others serve
multiple sites. They may spend part of their time at other AJCs that do not have their own
veterans’ representatives, where they serve the dual purpose of meeting with veterans and
educating other staff members about POS and serving veterans. Some veterans’ representatives
are out-stationed on a military base, at a school, or on some other premises where there is a
significant population of veterans to serve. This kind of outreach removes the initial onus from
veterans to visit an AJC and allows the initial contact to be in territory that is familiar and
convenient to the veteran. Veterans’ representatives conduct further ongoing outreach by sending
daily job listings to interested groups.

2. POS Identification and Intake Procedures

Every customer, whether visiting an AJC in person or online, must be identified as eligible
for POS. This takes place through a variety of means and at different times, though there are
some consistent practices across sites. Through attempts to identify eligible customers, many
nonveteran customers become aware of the existence of POS, which could be beneficial should
they share the information with an eligible friend or relative.

In many sites at least some respondents, notably veterans’ representatives, thought that the
180-day service definition applied for POS eligibility. In one site this view was widespread.
However, all such respondents indicated they served veterans with priority regardless of length
of service. Because veterans’ representatives only serve veterans, they may be less focused on
POS-specific criteria compared to program-specific veterans’ criteria.
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Most sites inquire about veterans’ status both verbally and by means of a sign-in sheet when
customers arrive at an AJC. Methods for identifying veterans are almost universally more robust
than those for identifying eligible spouses. Almost all of the states in the study have an effective
means of identifying eligible spouses, though the methods vary. Several states include each of
the four questions needed to determine spousal eligibility in their online registration, which may
be completed in person or remotely. A few include these questions in paper forms that are
completed during in person registration. Several also post the eligibility rules in the greeting area
so customers will see them. Other states do not take steps to identify eligible spouses or simply
ask if an individual is one, without providing a definition.

Sites typically ask customers about their reasons for visiting the AJC. In some states,
veterans are directed toward the resource room or other services in the same manner as
nonveterans and see a veterans’ representative only if they request to or have a clear need. Other
states attempt to introduce each veteran entering the AJC to a veterans’ representative, either to
increase the feeling of welcome or to make clear the availability of this resource. In still others,
the introduction enables the veterans’ representative to have a conversation with the customer
and try to identify any barriers to employment that the customer might not recognize or realize
he or she can get assistance with at the AJC. The customer may then begin receiving case
management by a veterans’ representative. Some sites, such as Newark, have a high customer
load and limited staff and funding to serve them, so veterans seeing a veterans’ representative are
essentially the only non-Workforce Investment Act (WIA) customers who receive case
management.

In most states, when veterans are identified at reception, greeters report thanking the person
for his or her service; the greeter then explains POS and describes how the AJC works; all new
customers receive this information. Veterans on return visits to the AJC therefore already know
about POS and the resources available to them and often go directly to the veterans’ computers
or ask to speak with someone. Veterans’ representatives at a few of the sites generate reports that
show veterans who have registered online but have not visited an AJC. If the veteran lives in the
area, the representative calls, emails, or sends a letter providing an overview of POS and the
services available in the AJC and inviting the veteran to visit. If the contact is by telephone, the
veterans’ representative making the call will have the veteran’s record open and will try to obtain
and record as much of the information necessary for determining POS and other service
eligibility as possible.

All sites reported taking veterans and eligible spouses at their word about their status and
providing POS on that basis. Veterans are not required to show a DD-214" or other proof of
status until they attempt to enroll in some kind of funded activity, such as training. Veterans’
representatives or other staff at all sites regularly assist veterans with obtaining replacement DD-
214s. Veterans’ representatives in at least two study sites help veterans clear blemishes on their
DD-214s.

* DD Form 214 is officially called a Certificate of Release or Discharge from Active Duty. It is issued by the
Department of Defense and serves as a complete record of a service member’s time in the military, trainings and
schools completed, MOS, awards, promotions, deployments, separation codes, and reenlistment eligibility codes.
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3. POS Provision

Most sites had computers set aside for use by veterans. This enables veterans to have prompt
access to a computer for job search or resume development without waiting in line. These
computers often are segregated from the other workstations and in a quieter area closer to staff
desks. In some sites, this appears to have been a conscious decision to provide a quieter, less
populated area that could be more comfortable for someone with post-traumatic stress disorder
(PTSD); in other cases, it might have been more a matter of available space. Several sites
mentioned that if the veterans’ and public computers are full, veterans can use computers in
vacant training rooms. Several sites also mentioned that because the veterans’ computers are
closer to staff desks, staff members often assist the veterans when they have a question or issue.
Therefore, these veterans get quicker and greater assistance than users of the computers in the
main room, where only a few staff members are available to assist many customers.

These dedicated computers are often in an area of the AJC set aside for veterans. These
areas tend to include books on topics such as transitioning from the military to civilian
employment, writing civilian resumes, and translating military skills to civilian terms. They also
tend to feature information on medical, educational, and other benefits and resources available
from other organizations. Some even have materials not directly related to finding employment
but critically important to veterans, such as military-oriented Alcoholics Anonymous brochures.

Veterans who engage in more than self-service activities follow much the same flow as
other customers. A Wagner-Peyser staff member or a veterans’ representative can serve them, or
the veteran may also have a WIA counselor. These staff members share responsibility for the
individual customer and work together. In some sites, these staff members are highly integrated
and have informal conversations about their shared customers to exchange information on their
most recent contacts and plan next steps. They may also refer veterans to an array of additional
services, either in or outside of the AJC. They try to make sure the individual is eligible before
making the referral, but the receiving program ultimately determines eligibility.

Veterans who are case managed by veterans’ representatives at most sites receive by email
job postings that the representative thinks will suit them, often before nonveteran customers see
the postings. Newark uses an interactive voice response (IVR) system to notify veterans of job
postings that match their skills and interests. Email and IVR alerts are in addition to the veterans
being able to search job postings for a period before the postings are available to the broader
public. In many sites, there are special workshops and sessions for veterans and they are eligible
for and referred to numerous additional programs.

All sites offer a selection of workshops and other on-site training opportunities. Demand for
these workshops varies, as does the space available. Some sites have several large training rooms
and have not faced situations in which demand for a session exceeded their ability to
accommodate customers. Most sites can move a filled class to a larger room or add chairs.
Because some sites without space constraints can serve all customers, veterans’ status is not a
concern at sign-up. These sites report documented plans for how to give veterans priority should
there ever be inadequate space available. Sites with constrained training space note veterans’
status at registration to ensure that they receive priority.

Some sites reserve a certain number of spaces for veterans, but fill those spaces with
nonveterans only if they are still empty at the beginning of the session. Others have people sign

7
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up for a session, prioritize veterans over nonveterans in allocating seats, and then announce who
may attend the session. If there is a waiting list, the site places any additional veterans at the top,
followed by nonveterans. When there is such high demand, some sites add another session as
soon as possible, sometimes even running it concurrently with the original session but in another
room. No site reported that it would bump a nonveteran who it told had a slot in a session in
favor of a veteran who requested the session later. All said they would find another way to
accommodate the veteran.

Websites in use at some sites enable veterans to submit questions that are answered in real
time. Many customers expect this kind of interaction and immediate response, especially
younger people accustomed to electronic communication. Having such exchanges be publicly
visible to the extent possible allows the exchanges to be searchable, so others with similar
questions can find answers without asking.

One site uses the NVTI DVOP specialist locator to help connect relocating customers with a
DVOP specialist in the new area before the move. It requires relatively little effort and quick
activity for the staff member, but makes resuming service receipt after moving considerably
easier for the veteran.

4. Computer Systems

Two companies, Geographic Solutions and America’s Job Link Alliance (AJLA), and a
consortium, America’s One-Stop Operating System (OSOS), are responsible for creating and/or
maintaining many of the systems used by state workforce agencies for customer record-keeping,
job matching, creating reports, resume generation, and other requirements. The systems in
various states are therefore relatively similar in their functionality, use consistent terminology,
and employ familiar navigation techniques. They are updated as needed to comply with changes
to Common Measures reporting requirements. Of the participants in this study, Alaska,
California (both the California Workforce Services Network and the Golden Sierra WIB),
Virginia (both the Virginia Employment Commission and the Hampton Roads Workforce
Board), and Florida (the statewide Employ Florida Marketplace only) used Geographic
Solutions; Kansas used AJLA; New Jersey used OSOS, and Ohio used its own system.

The sites vary according to the features and functions they had purchased, the questions
presented to customers at registration, additional information they ask customers to fill in, the
rules defining staff members who may access particular customers’ records and components of
the overall system, and other areas. One of the key ways this variability surfaces in POS for
veterans is the questions presented at registration. One system simply asks, “Are you a veteran?”
Another asks that plus, “Are you an eligible spouse?” without defining the term or clarifying the
purpose of the eligibility. Still other systems gather relatively detailed information on veterans’
status and type and year of discharge for veterans, and ask each of the four questions that
determine eligible spouse status. When registered, there is a page on which customers fill out
additional information about themselves (some sites can use this information to automatically
generate a basic resume), but not all customers find or complete this page.

Those who identify as veterans or eligible spouses are recorded as such in the system and
will receive any emails directed to all veterans. Any lack of specificity may cause confusion for
those who come to the AJC and meet with a staff member, however.
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Across sites that do not initially ask detailed questions to determine eligible spouse status,
staff noted that most customers who identify themselves as such are unfamiliar with POS and do
not know that the eligibility refers to it. They choose it as the spouse or widow of a veteran or
service member. When such customers meet with a staff member who reviews their registration
information to get to know them and their needs, it often becomes clear that the spouse who is in
the military is alive, well, and present, and that the individual therefore does not meet the POS
eligibility requirements. Staff report that customers often are upset and feel they are being denied
an earned benefit when they learn they are not an eligible spouse after having identified as such.
Staff report handling this by either explaining what an eligible spouse is or by showing the
person the criteria. Some customers are then relieved to be ineligible, but others remain upset
and the interaction has a negative shadow. Websites that ask highly specific questions to
determine eligible spouse status as part of the initial registration avoid this issue.

Customers and staff members with whom customers work enter information about the
customer beyond that collected at registration into the computer system. Generally, this includes
various pieces of demographic and contact information as well as educational and employment
history. For veterans, this involves additional information on their service, such as type and date
of discharge, service dates, service-connected disability status, and if the rating is above or below
30 percent. Additional details, such as military occupational specialty (MOS) and military
training courses completed are likely to be discussed during the resume-creation process.

Much of this information is then searchable by staff members. They may pull the records of
all recently discharged veterans or those with a service-connected disability in order to send
emails inviting them to an upcoming seminar geared toward such veterans. They may also search
for individuals who match criteria for a particular job posting and then forward that posting to
them. The veterans’ representatives usually conduct these targeted searches; this is a service not
generally conducted on behalf of other AJC customers.

In addition to being identifiable to staff as veterans, many of the computer systems in use
identify veterans to employers by putting an icon next to their names. In some systems, records
for veterans appear at the top of the employers’ search results. The system at one site allows
employers to search specifically for veterans. Staff at several sites were unsure if their systems
provided this service to employers, but they generally liked the idea.

Staff record all services they provide to each individual in the customer’s record in their
state’s computer system. This serves multiple purposes. It enables multiple staff members in the
same or different AJCs to serve a particular customer, as they can see services already provided
to and workshops attended by the customer. There is some variation across sites in what staff can
see in terms of a list of services provided, or case notes of other types of staff members. The state
systems also provide a rich source of data for monitoring.

5. Monitoring POS

Data that enable sites to monitor the status and progress of their POS customers are pulled
from state computer systems at various intervals, ranging from weekly and monthly to annually.
Likewise, a varying range of individuals, from local staff to federal officials, review these
records. At the local level, the systems generate reports to monitor the activities of individual
staff members, track the number and types of customers who receive various services and who
enter and successfully complete different programs, and monitor budgets. Feedback can be given

9
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to staff who do not record information about their interactions with customers correctly. Those
who have particularly high placement rates might be asked about strategies and practices they
employ, and spending can be monitored to determine how many more customers can enroll in a
program.

Regional and state veterans’ program coordinators monitor veterans’ entered employment,
retention, and average earnings performance measures at the local level. They also monitor the
activities of their staffs, trends in customer types and interests, and other figures that could lead
them to change or improve offerings. Some individuals in these roles take special interest in the
available data and run ad hoc reports with some regularity to see if the data reflect trends they
have noticed and if they should apply emphasis or resources to a particular area.

State computer systems also generate common measures and other reports required at the
state and federal levels. These can be preprogrammed to run automatically on a regular basis. At
the state level, these reports are used to monitor the effectiveness of local workforce investment
areas (LWIAs), compare AJCs and regions in the state, and compare the state as a whole to the
published outcomes of other states. Most staff members seem to be primarily interested in these
standard reports. Some AJCs also track veterans’ POS and services outside their central
workforce systems on Excel spreadsheets.

C. Translation of Military Experience and Skills

Across sites, staff reported a high degree of confidence in the ability of some or all staff
members to translate military skills and experience into civilian terms. Approaches showed
considerable overlap, but the emphasis varied by site largely based on the background of the
staff. In some sites, the staff were primarily from civilian backgrounds and tended to use online
translation resources such as O*NET, Military.com (the military side of Monster.com), and
MyNextMove.org/vets for assistance. In sites where a predominance of the staff have military
backgrounds, the tendency is more toward relying on personal knowledge. When these staff
members were unsure about the duties of a particular military job, that job was generally one
from a different service branch that entailed a set of duties or branch-specific vocabulary with
which the individual was unfamiliar. Some of the staff members who are veterans described
having enjoyed schooling each other in cross-branch vocabulary over the years and some civilian
staff said they have enjoyed learning about the military. Sites with a primarily civilian staff, but
with a strong contingent of veterans, rely on a mix of experience and online resources and
civilian staff frequently mention asking staff members who are veterans for assistance.

Although staff typically use O*NET because of their familiarity with it from the use of its
codes on job postings and desired occupations, some criticize it as being very basic, overly
general, and not particularly useful when working with clients. Some staff cited Military.com as
an example of a preferred skill translation and job search website. They prefer it because the site
not only allows the submission of an MOS or job title, but also pay grade, subspecialties,
collateral duties, and specialized trainings and schools attended. The system then returns a list of
civilian skills the individual is likely to have and job listings that might be appropriate for the
customer and that take advantage of those skills. The customer can select and deselect skills to
more closely approximate his or her set, thereby altering the jobs shown. This system allows for
a considerably more nuanced evaluation of the individual’s role in the military, level of
experience, and transferable skills. It generates more than one job title in cases in which the
actual duties of the job may fall into several civilian categories. Finally, Military.com generates
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actual job postings, whereas O*NET stops at generating a job title, which must then be used in a
different system to find job postings.

Some staff, both those who are well versed in military terminology and those who are not,
described asking many questions and requiring veterans to find ways to explain their military
activities in ways that civilians can understand. This serves the multiple purposes of translating
the activities for use in the resume, requiring the veteran to think of his or her activities in
civilian terms, and providing the veteran practice in describing experience in terms that would
likely be necessary during an interview. All kinds of staff assist in resume development for
veterans, and therefore this kind of translation, but when veterans have particular difficulty in
this area or have worked in areas that are complicated to relate to the civilian world, they seem
likely to receive assistance from and the expertise of a veterans’ representative, across sites. In
several sites, information from Business Services staff or directly from employers on the needs
and desires of the employers is used to advise veterans and other customers. They are also
advised of key words and phrases that employers and search engines are likely to seek.

Staff help veterans understand the types and amount of information to include on their
resumes. For example, although awards and commendations are a standard part of what a
promotion review board would examine, they may be less appropriate on a civilian resume. Staff
might advise a young veteran to include mention of a good conduct award, because an employer
would understand this and view it as a desirable trait. Conversely, staff would advise against
including a long list of commendations or those that might be difficult for a civilian employer to
understand or readily apply to the positions for which the veteran is hiring and instead focus on
transferable skills.

In addition to assistance from staff, all sites had resources veterans could use independently
to assist with translating their military skills and experience when developing resumes or
preparing for interviews. These resources include books specifically on the topic, photocopied
materials, lists of external websites, and links to state or local websites.
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lll. CHALLENGES AND PROMISING PRACTICES IN IMPLEMENTING POS
A. Common Challenges and Misunderstandings in Implementing POS

In most sites, respondents did not report any difficulties in understanding the intent of POS
or in providing it to veterans. However, respondents commonly noted that the definition of
covered spouse is challenging to understand and apply. The sites that have difficulty applying it
tend to take the approach of asking customers, either verbally or on an information sheet, if they
are eligible spouses. Individuals generally do not know what that is, frequently assuming it to
mean “spouse of a service member or veteran,” often leading to inaccurate answers and requiring
conversations to clarify the term’s meaning. For the most part, those who identified as eligible
spouses turn out to not be and often feel that something to which they are entitled is being taken
away when they are told they are not an eligible spouse. When the individual is truly an eligible
spouse, these conversations can be emotional and awkward due to the nature of the eligibility
requirements.

The sites that have not encountered difficulties with implementing POS with eligible
spouses are those that list each of the eligibility requirements as yes/no questions. This approach
prevents misclassification and avoids having to tell individuals that they are not eligible for
something that they had come to believe, for however short a time, they were. A related issue is
that some sites ask only about military spouses. It is important to identify these individuals to
ensure they receive the additional services that are often available to them. POS-eligible spouses
are only a small subset of military spouses, however, and identification as a military spouse does
not help determine eligibility for POS.

In many sites, at least some respondents thought that the 180-day service definition applied
for veteran eligibility for POS and in one site this view was widespread. This presents a
challenge to implementation especially when the wrong service definition is applied in the intake
and initial registration procedures, and when the veterans’ representatives at a site used the
wrong service definition for POS and provided guidance to other staff.

Sites understand that all staff members can serve veterans and only one site automatically
directed all veterans to veterans’ representatives. Most sites tell veterans about the existence of
veterans’ representatives when discussing the services available at the AJC and some sites make
an effort to introduce all veterans to a veterans’ representative. A few sites actively try to identify
barriers to employment that would make veterans eligible to receive services from a DVOP
specialist. In one of these sites, those customers seen by the DVOP specialist are effectively the
only non-WIA customers who receive case management services due to the customer flow and
staffing resources.

Many sites report confusion among veterans about the various providers that offer
employment, training, and other workforce services for veterans. Both staff members and focus
group participants mentioned the growing number of organizations that provide similar services
and the difficulty some veterans have in drawing distinctions among some of the providers and
offerings. Distinctions among offerings provided by DOL, the U.S. Department of Defense
(DoD), and VA are often unclear. These providers, as well as VSOs and other organizations,
provide similar and somewhat overlapping services, sometimes in shared locations. Veterans
often do not know which agency administered the program they dealt with or that there are
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multiple service providers, potentially with different offerings and eligibility requirements.
Therefore, veterans sometimes think they have exhausted their employment and training options
when they may only have scratched the surface.

Sites report that some veterans believe that POS or veterans’ preference means that the AJC
will find them a job and will do so before placing nonveterans. Several focus group participants
indicated they would like this to be the case. AJC staff said that this misunderstanding can
usually be resolved by explaining that AJCs assist individuals in finding jobs but cannot simply
tell an employer that they must hire an individual or slot a customer into a position by some other
means, and by explaining what POS and the veterans’ preference in federal hiring are and how
they work. Similarly, a few veterans believe that they are being denied POS when they are
placed on a waiting list for training when funds are limited.

B. Promising Practices in POS Implementation

Sites had many similarities in their practices but also wide variations. These differences
provide promising practices that can improve services at other sites. The promising practices
listed here were in use at one or more of the sites in the study. They seemed to contribute
positively to the operations there and be preferable to the practices in place at other sites or those
previously in place. The promising practices were either mentioned by a staff member or focus
group participant or noticed by the site visitor. Interestingly, not all of these practices were ones
that staff members were most interested in communicating to the site visitors. Some were
practices they thought were unremarkable and that came up only through probing. Such
promising practices include the following:

e Posting signage in publicly accessible, highly trafficked areas informs customers
about the existence and details of POS, the eligibility requirements, and the need to
identify as a veteran or eligible spouse. A combination of types of signs is highly
effective—a sign on the door simply announcing that veterans receive POS along
with a flyer by the sign-in sheet explaining the eligibility criteria and additional signs
and posters around the entrance area and resource room increases everyone’s
awareness and provides additional information to those to whom it applies.

e Inclusion of direct questions tied to each eligibility criterion helps to determine
eligibility during registration in both paper and electronic registration materials. Sites
that included direct yes/no questions to determine eligibility avoided considerable
confusion and customer distress and were more likely to identify any eligible spouses
who came in than were sites that did not ask direct questions.

e Customers noted the helpfulness of designated veterans’ computers and areas in a
calm environment with ready access to staff for assistance. This was common across
sites and mentioned frequently by veterans in the focus groups as being particularly
helpful and making visits to the AJC more enjoyable. Having access to dedicated
computers and being able to bypass the line for the main resource room computers
was often the first response when veterans were asked how they thought they were
given POS.

e Public outreach through television, radio, social media sites, and community
organizations increased awareness of POS and the activities of the AJC among both
veterans and other groups likely to interact with veterans. Sites conduct this kind of
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outreach to varying degrees. In Alaska, where radio is key to local communication,
several AJC managers have weekly radio spots to announce events and provide
information to the public on topics such as POS. Representatives from Florida’s
region 8 have gone on local television to provide information and answer questions
from callers. In a section of one AJC’s website, veterans can submit questions and
receive immediate answers. Several AJCs have Facebook and Twitter accounts for
disseminating information and increasing awareness. These efforts help to reach those
who are unaware of AJCs and POS, those who have given up on job search or who do
not know where to begin, and those who know individuals who would benefit from
the services of the AJC.

e Highly engaged and well-informed state or regional veterans’ program
representatives provide information on POS and serving veterans to other staff. Staff
at several sites spoke enthusiastically of these representatives and the impact they had
on staff knowledge, procedures, and the development of an orientation toward
veterans. These staff members tend to review data to refine procedures, develop
innovative practices, and create materials as needed to train staff or provide
information to veterans. In other study sites, these staff members seemed to have less
influence and were mentioned little, if at all, by staff members.

e Staff noted the efficacy of using paper compendiums or electronically accessible
repositories of guidance and training materials and forms on POS, serving veterans,
and AJC operations for reference and use by staff and for printing and distribution to
customers. Having easily accessible documentation and materials increases the
likelihood that customers read and use them.

e Frequent all-staff meetings and strong connections between different types of staff
allow for informal knowledge sharing and a less-siloed atmosphere. Staff at sites that
have such meetings repeatedly mentioned the meetings as a contributing factor to the
positive relationship between veterans’ representatives and other staff members and
the willingness of the two groups to seek assistance and guidance from each other.
The information shared in the meetings also increases knowledge across staff
members of POS, eligibility criteria, and the various programs and resources
available at the site.

e Coordinated wrap-around services from multiple providers can holistically address
the needs of an individual and, potentially, those of a whole family. Some sites have
several partner agencies collocated with them to make use of referrals by customers
easier. Other sites prefer to be independently located in order to keep the focus on
employment and education. To some extent, this preference seems to depend on
external factors, such as the configuration of the physical space and availability of
local transportation. Beyond this kind of referral and collocation, Alaska is targeting
disabled veterans for wraparound services. The AJC staff meet with the veteran, and
his or her family if appropriate, to determine the veteran’s needs. Then the
appropriate agencies, including those outside the usual partners, meet to develop a
service plan and work out all of the details. This takes the burden off the veteran and
allows for the most efficient and coordinated service provision possible.

e Some sites displayed strong connections to VSOs for outreach and cross-referrals.
Veterans’ representatives from many sites give presentations at meetings of groups
such as the Veterans of Foreign Wars, churches, and others that come into contact
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with veterans. This educates those groups on POS and what is available in an AJC so
they may refer veterans to such services. It also familiarizes the veterans’
representative, who then passes the information to the other staff members, of
programs those organizations have available to which the AJC may see fit to refer its
customers.

e Grouping veterans for seminars, workshops, and networking helps them to share
experiences and have peers to whom they can relate. California’s Vet Net program
forms cohorts of veterans who move together through an eight-week program of
seminars, workshops, mock interviews with actual employers, and other activities.
They critique one another’s resumes and interviewing skills, give one another advice,
and form support networks. These customers have a common set of experiences that
differentiates them from other customers at the AJC and may make them better able
to relate to other veterans than to some of the other customers. Both the site staff and
the veterans speak highly of the program. Customers felt the limitation to veterans
and the focus on confidentiality were important because it enabled them to openly
discuss their challenges with others who would understand and be able to give
suggestions.

e Stand-alone veterans’ workforce centers, such as those set up in response to base
closures or restructuring, have helped some sites provide services to veterans. These
centers are usually set up on a temporary basis to deal with a particular event, such as
when the Joint Forces Command (JFCOM) was decommissioned in Virginia and a
satellite site was set up there to serve those impacted by the closure, and when BRAC
relocations sent many new families to Florida and the family members needed
assistance in finding employment in their new home. These sites are able to suit the
particular set of needs of the more homogeneous group of customers they see,
running workshops and providing handouts tailored to them. These centers are often
set up on base, a place to which all of the customers already have access and
transportation.

e Wallet cards provided to veterans show activities that have to be done and document
those already completed. This is unique to Virginia and has proven to be a successful
means of reminding customers to bring necessary materials and keep on track with
workshop attendance.
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IV. RECOMMENDATIONS
A. Topics for Further Guidance

Staff frequently described the federal guidance as difficult to understand and intimidating,
and some feel that it requires interpretation. They would prefer it be written in more common
language with footnotes or endnotes listing the various legislation and other documents referred
to in the text and defining special terms. They also suggested that clear instruction on how to
implement the guidance—such as “Ask this series of questions to determine if an individual is an
eligible spouse ...”—would be helpful. In many ways, what they requested was similar to TEN
15-10, with which most staff were not familiar, so DOL should consider more proactive steps to
increase awareness of this document.

There is some confusion about the appropriate service definition to use for veteran eligibility
for POS, although the definition of an eligible spouse is not as widely understood as is that of a
veteran for the purpose of POS. The existing guidances clearly explain the criteria, but because
these criteria are relatively detailed and there are several ways in which a person can become
eligible, they might be difficult for some staff members to remember. Additionally, the
infrequency of encountering an eligible spouse and the nature of the events that create eligibility
can disincline staff to ask about it. For these reasons, guidance on how to implement
identification would be useful. Key to this would be including each of the four causes of
eligibility as yes/no questions in all materials a customer could use to register with the workforce
system (online, paper-based, and so on), rather than asking if an individual is an eligible spouse.
Additionally, sample posters about POS that show in clear language who is eligible could be
included, as could posters identifying military spouses and eligible spouses and the services
available to each group.

Some sites encountered confusion about the eligibility of National Guard and Reserve
members for POS; this could be considered as a topic for further guidance. This topic is
addressed well in TEGL 10-09 and VPL 07-09, but is not explained in detail in TEN 15-10. TEN
15-10 does address the different veteran eligibility definitions across POS, Wagner-Peyser and
other programs.

B. Dissemination of Guidance

Staff of sites in multiple states requested additional training on the intricacies of
implementing POS. They suggested several forms this training could take. One was in-person
training conducted once or twice a year by federal or other experts who could answer detailed
questions about how exactly to implement the guidance and who could provide intensive
training, retraining, and technical assistance on implementation challenges encountered during
the year. Some staff pointed out that this approach would offer ETA the opportunity to assess
implementation progress on a regular basis and provide direct feedback to the AJCs.

Recognizing the cost implications of this approach, sites suggested alternative interactive
approaches to training and technical assistance. These could be point-in-time events, such as
webinars and video conferences, or ongoing activities, such as a website or blog. A website or
blog would enable staff to ask questions and receive expert advice in real time and view
questions and answers asked by others. Webinars and video conferences could be saved to a
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website for later viewing by those not attending the initial screening. Staff indicated that these
kinds of centralized resources would improve understanding across AJC staff and consistency in
POS implementation.

Some staff also noted that word of upcoming changes and new guidance often gets out well
before the details are available; by the time that details are made available, the implementation
timetable is sometimes short. If possible, staff would prefer longer implementation times,
particularly if the details of the requirements are not known in advance.

C. Other Recommendations

A frequent recommendation was to advertise the services of the AJCs and the existence of
POS more widely and earlier in the transition from military to civilian life. Staff report that many
veterans do not know about POS and that the population in general does not know about the role
of AJCs. Staff would particularly like to heighten awareness of POS and the workforce system
among service members before they separate from the military, which staff do not see happening
to the extent necessary, despite TAP. Staff proposed better, more assertive coordination with
military partners and accessing lists of transitioning service members. Several staff members
cited recent advertising by the VA hospitals and the services they have available, particularly in
the areas of mental health and suicide prevention, as being a good model. Just as a member of the
public might see the VA’s campaign and mention to a veteran friend or family member that the
VA might be a good resource, so too with the AJCs. This campaign would also familiarize the
AJCs to employers looking to hire recently separated veterans, but who do not know where to
find them. Staff suggested the campaign use various communication modes, such as print, radio,
television, and social media. Staff mentioned social media, Facebook specifically, as requiring
low cost and little effort and having potentially high yields because of its widespread use among
young veterans and its linking aspect. Staff feel that the advertising should be done on either the
national or state level, so that the campaign delivers a consistent, high quality, and appropriate
message.

Some staff worry that the growing number of organizations available to assist veterans
might confuse veterans about the role of each organization and the services available. Veterans
might go to a private organization that advertises assistance in finding a job thinking that it is an
AJC, not receive the full complement of services and funding possibilities available at the AJC,
and not know to look further. AJC staff thought that developing a more coherent, recognizable
brand for the AJCs was necessary to increase public knowledge and minimize confusion. With
more unified branding, no matter where someone goes in a state, or perhaps the country, the
public would then know where to look to find help in job search and training. When the brand
name varies by county or region, people do not know what to look for or if such services exist
there, if they are aware of them at all.

Staff as well as veterans participating in focus groups suggested creating military AJCs or
transition centers to streamline access to priority workforce, VA, and medical services for
transitioning service members, veterans, and eligible spouses. Staff in these military centers
would be dedicated to veterans; they would have targeted training and be familiar with military
language. Such centers would eliminate provision of redundant services by multiple agencies, an
issue mentioned with some frequency. Multiple respondents felt this consolidation would save
substantial amounts of money, which could be used for increased services to veterans.
Alternatively, a subset of AJC staff could be dedicated to serving veterans.
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Comparisons between staffing levels when American Reinvestment and Recovery Act of
2009 stimulus funds were in place and the present were frequent. Sites valued the positions those
funds enabled them to fill and feel their loss. Many respondents mentioned additional staff as a
way to improve the implementation of POS and services to veterans. Focus group participants
suggested paying veterans’ representatives on a commission basis, similar to private sector
recruiters, as an incentive to identify more employment opportunities for veterans.

Several sites had successful practices they wished to recommend to other sites. These
included the veterans’ representatives building a cohort of veterans who attend classes as a group
a couple of times per month, effectively becoming their own support group, and creating
networking groups so veterans can share experiences with one another.
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The decade since the enactment of the Jobs for Veterans Act of 2002 (JVA) has seen the
passage of legislation, a Federal Register notice, several pieces of implementation guidance, and
multiple studies on the topic. In this appendix we describe important aspects of these
publications. Table A.1 summarizes legislation, guidance, and evaluation reports on priority of
service (POS), including some that are only tangentially related to this study and are therefore
not discussed in detail in this appendix.

A. Enactment of the Priority of Service Provision of the Jobs for Veterans Act of
2002

On November 7, 2002, President George W. Bush signed Public Law 107-288, which
amended Title 38 of the United States Code to establish POS for veterans and eligible spouses in
any qualified job training program directly funded, in whole or part, by the U.S. Department of
Labor (DOL). An eligible spouse was defined as the spouse of (1) a veteran who died of a
service-connected disability; (2) a member of the armed forces who has been listed for at least 90
days as missing in action, captured in the line of duty by a hostile force, or forcibly detained or
interned in the line of duty by a foreign government or power; (3) a veteran who has a total
disability resulting from a service-connected disability; or (4) any veteran who died while such a
disability was in existence.

“Priority of service” was defined to mean that a covered person should be given priority
over nonveterans for the receipt of employment, training, and placement services provided the
person otherwise meets the eligibility requirements for participation in the program. State- and
local-level service providers were not only required to provide POS and inform each POS-
eligible person of the rights and benefits to which they were entitled, but also to provide
information on benefits and services available from other providers.

The law required that a comprehensive performance accountability system be developed
within six months of the legislation’s passage, to measure the performance of employment
service delivery systems, including disabled veterans’ outreach program specialists and local
veterans’ employment representatives providing employment, training, and placement services at
the state level. The system was to be weighted to account for the additional services needed by
veterans with disabilities and for veterans who enroll in readjustment counseling.

The Comptroller General was required to conduct and deliver to Congress a study of the
Secretary’s implementation of the JVA in program years 2003 and 2004. The study was to assess
the act and its impact on employment, training, and placement services. Beginning in 2003, the
Secretary of Labor was required to include an evaluation in the annual Report to Congress of
whether covered persons were receiving POS and being fully served by qualified job training
programs, and whether the representation of veterans in such programs was in proportion to the
prevalence of veterans in the labor market. The Secretary was given authority to assign directors,
assistant directors, and other federal personnel as needed to carry out the employment, training,
and placement services required by the law.

The law also required that American Job Center services and assistance be provided to
covered persons via the internet within 18 months of the legislation’s passage; modified the
duties of Disabled Veteran Outreach Program (DVOP) specialists and Local Veterans’
Employment Representative (LVER) staff; established performance incentive awards for
providers of employment services; required a veteran’s preference when awarding federal
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contracts worth $100,000 or more; removed the requirement that the Assistant Secretary and
Deputy Assistant Secretary of Labor for Veterans’ Employment and Training be veterans; and
structured the President’s National Hire Veterans Committee.

B. Guidance on Implementing POS is Released by the Employment and Training
Administration

Ten months after the legislation was enacted, the Employment and Training Administration
(ETA) published Training and Employment Guidance Letter 5-03 (TEGL 5-03) with the purpose
of informing states and other DOL workforce investment system partners of the POS provisions
and providing general guidance on implementing them. The guidance listed many of the 20
DOL-funded programs covered by the law and indicated that separate guidance would be issued
in the future for each affected program and for self-service tools. The TEGL reinforced the
requirement that individuals receiving priority must first meet the eligibility criteria for a given
program and that when the program’s existing eligibility criteria target specific groups, veteran
priority is a mandate but not one that is intended to displace the core function of the program.
Several descriptions of how this would apply to different programs were provided as examples.

Notification was made in TEGL 5-03 that because JVA 2002 was a substantial change to
federal law that affected the assumptions on which Workforce Investment Act (WIA) state plans
were based, the plans would have to be modified. Because grant language would have to be
modified to inform grantees of JVA 2002’s requirements and states’ obligation to design service
delivery accordingly, ETA stated that it would provide all grantees with the necessary language
in the form of a unilateral modification.

ETA also announced through TEGL 5-03 that it was revising its data collection system to
include the necessary data and implement common measures across training programs. The new
system would be announced through publication of a Federal Register notice. Until then, ETA
would report based on current measures.

C. Congressional Report Required by JVA 2002 Released

A report entitled “Labor Actions Needed to Improve Accountability and Help States
Implement Reforms to Veterans’ Employment Services” (GAO-06-176) was released by the
General Accounting Office (GAO) on December 30, 2005. GAO conducted surveys and site
visits with state and local officials, American Job Centers, and the National Veterans’ Training
Institute. It found that DOL took action to implement most JVA provisions within the first two
years of the legislation but that some federal actions and a lack of consensus in some areas had
caused delays in areas such as updating federal contractor regulations and developing a national
standard for veterans’ employment.

Most state workforce administrators reported that the legislation had improved the quality of
services to veterans as well as employment outcomes, largely due to expanded case management
through DVOP specialists. In contrast, the lack of federal contractor compliance in listing job
openings at local American Job Centers was reported to have limited veterans’ employment
opportunities. Officials in some areas were found to be unaware of or confused by DOL’s
guidance on the JVA POS requirements.
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State Veterans’ Employment Training Services (VETS) directors reported mixed outcomes
of their monitoring role on local accountability for the DVOP and LVER programs. About half
said their monitoring role had strengthened accountability, whereas one-third reported that it had
lessened or not improved. Local-level data in 21 states were unavailable, potentially limiting
federal oversight of these areas to twice-a-decade site visits. The lack of coordination between
agencies within DOL was seen as weakening performance accountability and the lack of a
strategy at VETS to use monitoring results to improve program performance was viewed as
problematic.

Suggestions for improvements regarding integration of veterans’ staff into One-Stops,
coordinated monitoring, implementation and enforcement of federal contractor requirements, and
other issues were made and generally concurred with by DOL.

D. Public Law 109-461 and the Final Rule Enacted

Enacted on December 22, 2006, Section 605 of public law 109-461 required that the
Secretary of Labor prescribe regulations to implement the JVA within two years. The Secretary’s
response was the Priority of Service for Covered Persons Final Rule, published in the Federal
Register as 20 CFR Part 1010 on December 19, 2008. This notice detailed the provisions of the
JVA and gave clear definitions of who was eligible, the impacts for various programs, and what
American Job Centers would have to do to comply. It responded to questions and comments
received during the public comment period, providing additional information on areas that had
caused concern or that were not fully understood by readers of the initial notice.

E. Simultaneous Guidance From VETS and ETA on POS Implementation

On November 10, 2009, ETA published TEGL 10-09 and VETS published Veterans’
Program Letter (VPL) 07-09. These documents described the history of the JVA up to that point
and summarized much of the content of the Final Rule, explaining the concepts using more
accessible language and formats. They provided considerable clarification and detail on when
veteran status should be obtained, when priority should be applied, when veteran status should be
verified, and the variety of documents and systems through which the verification could be
made. How POS for veterans interacts with the other service requirements in programs with
statutory priorities and discretionary priorities was also described.

TEGL 10-09 also included a list of the six programs that would be required to report
quarterly data, a description of the requirements to fall into that group, an example of the
quarterly report to be submitted by those programs, and the time frame under which the various
programs would have to begin reporting. DOL stated that it would monitor the implementation
of POS and that program operators were required to ensure that POS is applied throughout their
systems and were expected to ensure that the policies and procedures of local providers resulted
in compliance with POS.

Also addressed were aspects of workforce programs that are outside of the direct scope of
POS but that are operationally related, such as the exemption of military service-related income
when determining income eligibility for programs, the availability of both WIA and Veterans
Affairs-funded training, and unemployment insurance programs that interface with services.
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An extensive list of frequently asked questions was also included to provide easy reference
to answers to common questions.

F. Early Research Findings on POS Implementation

A study by John Trutko of Capital Research Corporation and Burt Barnow of Johns Hopkins
University focused on assessing the extent to which POS requirements were being met,
particularly at the state and local levels through the One-Stop system. It was spurred by a
recommendation in GAO-06-176 to improve accountability and help states integrate veterans’
services in the American Job Centers. This early study involved analysis of data in the
Workforce Investment Act Standardized Record Data (WIASRD) database, site visits to
American Job Centers in seven states, and interviews with representatives of veterans’ and
workforce organizations. The study was conceptualized and begun before issuance of the Final
Rule, and many of the site visits were conducted before, or just after, its issuance at the end of
2008.

Site visits showed that all states had strong outreach programs to bring veterans into
American Job Centers and that they tried to identify veterans upon entry. States varied in their
approaches to serving veterans, with many having activities that were intended to enhance
services but were not POS related. Some states developed and communicated clear POS policies,
whereas others simply passed the ETA guidance (TEGL 5-03 and questions and answers from
ETA’s web site) on, and still others were unclear what activities constituted POS. The guidance
from ETA was considered vague and did not carry the weight of regulations, and details such as
how to identify eligible spouses and how POS interacts with priority for other groups specified in
WIA were often not understood.

Findings from the interviews with representatives of veterans’ and workforce organizations
revealed a desire for ETA to issue formal regulations and methods to ensure enforcement of POS
at the state and local levels, a feeling that the guidance issued was not sufficiently detailed or
clear, and that workforce investment boards (WIBs) and American Job Centers sometimes had
incomplete or incorrect knowledge of POS.

The study noted that the issuance of the Final Rule made some of its findings obsolete and
that activities at American Job Centers would likely change due to its issuance.

G. Protocol for Implementing Priority of Service for Veterans and Eligible
Spouses

Exactly a year after the issuance of joint guidance by ETA and VETS on the implementation
of POS, TEGL 15-10—a Protocol for Implementing Priority of Service for Veterans and Eligible
Spouses—was issued. This publication was geared toward service providers and provided action
steps to undertake in implementing POS. It was more concise and accessible than earlier
documents and focused on the information a person delivering services would have to
understand. References were provided to other resources.
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Table A.1 Chronology of Veterans’ Priority of Service Legislation, Guidance, and Evaluation

Document Publication Date
Public Law 107-288: Jobs for Veterans Act 11/7/2002
Training and Employment Guidance Letter (TEGL) 5-03: Implementing the 9/16/2003

Veterans’ Priority Provisions of the “Jobs for Veterans Act”

Final Evaluation Report: “Assessment of Unemployed Veterans’ Needs for the 11/30/2003
Department of Labor’s Veterans’ Employment and Training Service”. Prepared
by Battelle Memorial Institute.

Final Evaluation Report: “Strategies for Implementing POS to Veterans in DOL 9/2004
Programs”. Prepared for the U.S. Department of Labor, Employment and
Training Administration under Contract AF-12536-02-30, by the Urban
Institute (Mikelson, K., Pindus, N., et. al.). Washington, D.C.

GAO-06-176: “VETS: Labor Actions Needed to Improve Accountability and Help 12/30/2005
States Implement Reforms to Veterans’ Employment Services”. U.S.
Government Accountability Office Report to Congressional Committees.

Public Law 109-461: Veterans Benefits, Health Care, and Information Technology 12/22/2006
Act of 2006

Information Collection Request (ICR) 200805-1205-001 for JVA-related reporting 8/14/2008
requirements

20 CFR Part 1010: VETS Priority of Service for Covered Persons, Final Rule, 12/19/2008
Federal Register notice

Training and Employment Guidance Letter (TEGL) 10-09: Implementing POS for 11/10/2009

Veterans and Eligible Spouses in all Qualified Job Training Programs Funded
in Whole or in Part by DOL

Veterans’ Program Letter (VPL) 07-09: Implementing POS for Veterans and 11/10/2009
Eligible Spouses in All Qualified Job Training Programs Funded in Whole or in
Part by DOL

Final Evaluation Report: “An Evaluation of the Priority of Service Provision of the 6/2010

Jobs for Veterans Act by the Workforce Investment System in Providing
Services to Veterans and Other Covered Persons”. Prepared for the U.S.
Department of Labor, Employment and Training Administration under Contract
JO061A20363, by Trutko, John (Capital Research Corporation) and Barnow,
Burt (Johns Hopkins University, Institute for Policy Studies).

Training and Employment Guidance Letter (TEGL) 15-10: Protocol for 11/10/2010
Implementing POS for Veterans and Eligible Spouses in All Qualified Job
Training Programs Funded in Whole or in Part by DOL
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Table B.1. Research Interests, Rationales for Inclusion, and Respondent Types

Respondent Type
Workforce | Veteran
Rational for System and
Research Interest Inclusion Staff Spouse | VSO
A. Identification of Veterans and Eligible Spouses
1. How does the workforce investment system identify veterans? TEGL-10-09, X X
items 5 and 6
2. How does the workforce investment system identify eligible spouses? TEGL-10-09, X X
items 5 and 6
3. How does the workforce investment system inform covered persons of their TEGL-10-09, X X X
entitlement to POS? items 5 and 8
4. Are eligible persons aware of their eligibility before interaction with the TEGL-10-09, X X X
workforce investment system? items 8 and 9
5. To what extent did the ETA and VETS guidance help American Job Centers to ETA study objective X X
more quickly and accurately identify veterans and eligible spouses?
B. POS Procedures
1. How does the American Job Center system track POS-eligible veterans and TEGL-10-09, X
spouses? item 8
2. What mechanisms are used to ensure POS is being given? TEGL-10-09, X
item 8
3. In what ways is POS implemented (for example, differential intake and/or flow, Final Rule Response 14 X X X
access to materials and systems, extra contact, additional programming, job and Subpart C
holds, and so on)?
4. When is priority being applied? Is it being applied in the right order when there TEGL-10-09, X X X
are multiple considerations? Are state/local operators adding any discretionary items 7 and 10
ordering they do not have authority to add?
5. At what stage is eligibility being verified? Are a variety of documents and TEGL-10-09, item 9 and X X X
systems being allowed to verify eligibility? Attachment A
Part 1b
6. What data are being reported? To what extent are data being used to track TEGL-10-09, X
POS implementation? By whom? items 11 and 12 and
Subpart C
7. To what extent and how have the procedures of and services provided by the ETA study objective X X
workforce investment system changed since the POS implementation guidance
was issued?
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Respondent Type

Workforce | Veteran
Rational for System and
Research Interest Inclusion Staff Spouse | VSO
8. Is monitoring taking place and is it effective? TEGL-10-09, parts 11 and X X
12 and Attachment B
Q/A item 11; Barnow and
Trutko pp. 60-62; GAO-06-
176 pp. 4, 31-32

C. Provision of Services
1. How is service delivery to veterans and nonveterans distributed across TEGL-10-09, Attachment A, X X X

mainstream American Job Center staff and LVER/DVOP staff? Part 2; Barnow and Trutko

p. 34

[ETA NOTE: This is an important question because prior work indicates that

some One-Stops send all veterans to LVER/DVOP staff. This would be an

incorrect interpretation of how POS is to be implemented. In this study we want

to explore whether Centers are still sending all veterans to LVER/DVOP staff.]
2. Are intake workers, case managers, and other types of staff knowledgeable Final Rule, Part Il Response X X X

about POS and how it is to be implemented? What kind of training is in place for 10, page 78135

each type of staff? Are TANF and other programs in the American Job Center TEN-15-10, Attachment A,

aware of POS? How are referrals made? DOL protocol, p. 7; Barnow

and Trutko p. 63; GAO-06-
176 pp. 24-25

3. Are veterans and eligible spouses aware of the different types of staff Final Rule, Part Il Response X X X

mentioned in the previous question? Do they find differential knowledge or 10, p. 78135

treatment among the types of staff? Do they try to get assigned to (or avoid TEN-15-10, Attachment A,

being assigned to) American Job Center or DVOP/LVER staff for case DOL protocol, p. 7

management?

[ETA NOTE: Studies reference differential levels of knowledge about POS

among staff with some staff having little training on the topic, while guidance

indicates that all staff, including those from other programs, should be trained

on POS. In this study we want to explore whether veterans find consistent

knowledge and treatment across staff in the Centers.]
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Respondent Type

Workforce | Veteran
Rational for System and
Research Interest Inclusion Staff Spouse | VSO
4. How are self-service and electronic tools being used? How is POS implemented | TEGL-10-09, Attachment A, X X X
through them? Is this satisfactory? Are web sites and other self-service places Part4 d
providing enough access to information, beyond referrals to/mention of
LVER/DVORP staff?
[ETA NOTE: TEGL 10-09 is very specific about what is required and we would
like to explore if this guidance is being met. Any self-service tool or web site
developed with funding from a qualified job training program or grant is
expected to provide information on POS and how to access assistance. We will
therefore explore current practices in implementing POS through these web
sites.]
5. What steps have been taken by the workforce investment boards and American ETA study objective X X X
Job Centers to ensure that veterans and eligible spouses receive POS with
regard to training and job referrals?
6. Is program eligibility being correctly determined? Are income exclusions being TEGL-10-09, item 6, X X X
used correctly? Are veterans being told they have to exhaust other benefits or Attachment A,
that they cannot combine different types? Parts 1a and 3
[ETA NOTE: These were noted as issues in prior POS studies and it is
important to see if they have been rectified.]
7. Do veterans find that their military experience, training, and jobs are understood ETA study objective X X X
by American Job Center and other staff? What tools are staff using to translate
these military experiences, training, and jobs to civilian opportunities?
8. To what extent has the POS implementation guidance facilitated service ETA study objective X X
delivery to veterans and eligible spouses?
9. How can the LVER/DVOP staff assist American Job Center staff implement ETA study objective X X
POS?
10. How can POS be improved? ETA study objective X X X







APPENDIX C

DISCUSSION GUIDES






Veterans’ Priority of Service Mathematica Policy Research

ASSESSMENT OF THE WORKFORCE SYSTEM’S IMPLEMENTATION OF THE
PRIORITY OF SERVICE PROVISION OF THE JOBS FOR VETERANS ACT OF 2002

Workforce System Administrator/Advance Questions

Local Workforce Investment Area:

One-Stop Career Center’ Location:

Respondent Name:

Discussion Date/Time:

A. Introduction to the Study

Hi. This is (calling) from Mathematica Policy Research. Thank you very much
for agreeing to talk with us. We hope to learn as much as we can about how Priority of Service is
implemented throughout the workforce system by talking with One-Stop Career Center staff,
veterans and eligible spouses, and representatives of veterans’ service organizations.

Just a couple of things...

We will not share your comments today with anyone outside the immediate study team at
Mathematica. Our report will describe the experiences and viewpoints expressed, but comments
will not be attributed to specific individuals.

I would like to record our discussion so I can listen to it later when I write up my notes. No one
outside the immediate team will listen to the tape. If you want to say anything that you do not
want taped, please let me know and I will be glad to pause the tape recorder. Do you have any
objections to being part of this interview or to my taping our discussion?

This discussion will last about 60 minutes. Once again, thank you for participating. Do you have
any questions before we get started?

> All but one site visit occurred prior to the release of TEGL 36-11, which renamed the One-Stop Career
Centers to American Job Centers.
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B. Individual Background

I’d like to start by briefly talking about your job and your overall responsibilities.

A

How long have you worked at the ?

How long have you held your current position?
What are your major responsibilities in this position?
Do you have any specific responsibilities related to veterans’ priority of service?

Do you have a military background?

C. LWIA and One-Stop Career Center Questions

1.

Please describe the state, WIB, and local workforce structure and how these
organizations work together. (Name organizations.)

Please provide a general overview of your local economy and how the One-Stop
Career Center System supports its needs.

How many full-service and satellite centers serve the local area?

b. [If there is more than one center] Are they structured the same way or
differently? How?

c. Have there been any civilian events affecting local job availability such as recent
mass layoffs or plant or office closings?

d. Have there been any recent or planned military base realignments, expansions, or
closures? What are the size, timing, and estimated effect of these changes on the
local workforce and One-Stop Career Center(s)?

e. Have the One-Stop Career Centers experienced any significant changes in the
past three years? For example, in customer volume, customer flow, or outcomes?
Please describe these changes.

About how many customers are served by this One-Stop Career Center? How does
this volume compare to the other Centers in your local area? I'd like to get some
more detail on what share of your customers are veterans and on the characteristics
of the veterans and nonveterans you serve. If I send you an Excel table about this,
would you have access to data that you could fill in? (Estimates by day, week,
month, or year are fine. Specify unit of time, any inclusions or exclusions to the data,
and whether site is providing core or intensive counts.)

Total number of One-Stop Career Center customers
b. Number/percentage who are veterans

c. Number/percentage of veterans eligible for priority of service (POS);
number/percentage of eligible spouses

Please describe the staffing structure at this One-Stop Career Center, (including any
partners). It would be great if you could send us any staffing diagrams,
organizational charts, or other materials your site may have. There will be some
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other things that might be easier to send as well. I’'ll make a list of them and email it
to you later so you don’t have to worry about keeping track.

a. How are staff organized—for example, by program or by function (such as
intake workers, case managers, staff on Temporary Assistance for Needy
Families and other programs, and so on)?

b. How many paid staff are assigned to each program or function?
What and how many partner staff are on site versus available on a referral basis?

d. Are Disabled Veteran Outreach Program (DVOP) specialists or Local Veterans’
Employment Representative (LVER) staff located on site? If so, how many and
is there a full-time presence? If part-time, how many hours are they on site each
week?

e. Who sees DVOP and LVER staft?

5. Are you familiar with the customer flow process at the One-Stop Center? Please
describe it. If one is available, please provide a flow diagram that shows the typical
flow through the system from the point of intake forward, highlighting any
differences between veterans and nonveterans in terms of flow, services, or who
provides the services.

a. What is the intake procedure?

b. How do customers move from intake to various services such as assessments,
training, and job search or placement?

c. How and when is POS implemented?

- How are veterans and eligible spouses defined in local policy and
practice?

- When is information needed for POS determination collected?

- How are job holds handled for veterans? Can employers identify veteran
job seekers?

-  How do you track veterans and other eligibles? (Probe about state and
local computer systems, whether and by whom data are analyzed.)

6. We have a few questions about differences in serving veterans and nonveterans in
your area.

a. Is it easier to get veterans or nonveterans to use One-Stop Career Center
services? Why?

b. Do your One-Stop Career Centers use the same outreach methods to inform
veterans and nonveterans about available services and job openings? Are there
any special efforts to inform veterans?

c. Do your One-Stop Career Centers receive referrals of veterans from other
programs, military facilities, employers, schools, or other sources?

d. How do the characteristics and service needs of the veterans served compare
with nonveterans served through the One-Stop Career Centers? Are there unique
characteristics and service needs in the various Centers?
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e. Is it easier or more difficult to provide services to veterans compared to
nonveterans? Why? (E.g. skills translation, language and presentation format)

f. How do training and employment outcomes for veterans and nonveterans using
One-Stop Career Center services compare? If they differ, why do you think this
is?

7. As you might know, DOL issued a Final Rule, two guidances, and a VPL—(20 CFR
Part 1010) (TEGL 10-09) (TEN 15-10) (VPL 07-09)—to provide better instruction
on how to implement POS. How familiar are you with this guidance? Do you think
the guidance is useful?

8. [Interviewer Note: Review state and local web sites before visit. Bring printout of
any guidance from websites or received in response to advance questions as a
reminder.] Has the state provided any direction, requirements, or assistance
regarding serving veterans or implementing POS in the past three years? Please
describe. Has the state guidance been helpful? Is this more guidance than the state
has provided in the past? May I please have a copy of these new policies and
procedures? Please also provide any local policies regarding veteran’s POS in One-
Stop Career Centers. (If not already obtained.)

9. Is there a statewide plan for how information on veterans’ POS should be provided
on state and local websites and other media? What does the information path look
like for employers seeking veterans? What does the information path look like for
veterans seeking jobs?

10. What challenges have you encountered in implementing POS? For example, what
challenges have you encountered in identifying veterans and eligible spouses?

11. Are there aspects of POS that you think are commonly misunderstood or
misapplied?

12. What about POS works really well in your One-Stop Career Center(s)?

13. In addition to what we’ve already discussed, what recommendations do you have for
the Department of Labor regarding POS for veterans?

D. Closing

1. That completes the questions I have for you today.
2. Is there anything I should have asked about but didn’t?
3. Do you have anything you would like to tell me or questions you would like to ask

me?

Thank you again for taking the time to speak with me. I appreciate and value your input. As we
discussed, I’ll send you an email requesting the items we talked about.
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Documentation to obtain from One-Stop Career Center:

N kWD =

Excel table with One-Stop Career Center customer counts
Staffing diagrams and/or organizational charts

Customer flow diagram

Sign-in log

Photos/observational notes

State and local POS policies

Other materials related to POS and veterans’ services
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ASSESSMENT OF THE WORKFORCE SYSTEM’S IMPLEMENTATION OF THE
PRIORITY OF SERVICE PROVISION OF THE JOBS FOR VETERANS ACT OF 2002

Workforce System Staff Discussion Guide

One-Stop Career Center Location:

Respondent Name:

Interview Date/Time:

Interviewer:

A. Introduction to the Study

Hi, my name is and I'm from Mathematica Policy Research. Thanks for
agreeing to participate in this discussion. Your input will be really useful. Do you have any
questions or comments about the study?

Just a couple of things before we start...

We will not share your comments today with anyone outside the immediate study team at
Mathematica. Our report will describe the experiences and viewpoints expressed, but comments
will not be attributed to specific individuals.

I would like to record our discussion so I can listen to it later when I write up my notes. No one
outside the immediate team will listen to the tape. If you want to say anything that you do not
want taped, please let me know and I will be glad to pause the tape recorder. Do you have any
objections to being part of this interview or to my taping our discussion?

This discussion will last about 60 minutes. Once again, thank you for participating. Do you have
any questions before we get started?

B. Individual Background
I’d like to start by briefly talking about your job and your overall responsibilities.

How long have you worked at this One-Stop Career Center?
What is your current position and job title?

How long have you held this position?

What are your major responsibilities in this position?

Do you have specific responsibilities related to veterans’ priority of service?

AN

Do you have a military background?
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C. IDENTIFICATION OF VETERANS AND ELIGIBLE SPOUSES
1. How are customers in this One-Stop Career Center typically identified as veterans?
When does veteran identification take place? How is a veteran defined for POS?

2. What about eligible spouses? How and when are they typically identified? How is an
eligible spouse defined for POS?

3. How are veterans and eligible spouses informed of their entitlement to POS?

4. Do veterans and eligible spouses typically come to the One-Stop Career Center with
some familiarity of POS? Do they typically know whether they are eligible? How are
they learning about POS (veterans’ service organizations [VSOs], internet, friends)?

5. Please tell me about any outreach the One-Stop Career Center does to eligible
populations (out-stationing, brochures, and so on)?

6. Do One-Stop Career Center customers who are not eligible ever think they are?
Why? How often does this happen (for example, frequently, infrequently, never)?
D. POS Procedures
1. When is eligibility for POS verified? How do you verify eligibility? What kinds of
documents and/or systems are used?
2. After a veteran or spouse eligible for POS is identified, when is POS implemented?

3. In what ways is POS implemented? (Probe for differential intake and/or flow, access
to materials and systems, extra contact, additional programs, job holds, etc.)

4. (Only ask if it sounds like there is a hole in the system.) In general, how does your
One-Stop Career Center ensure that all eligible veterans and spouses receive POS?

5. Are you involved in placing or referring veterans into programs with multiple
eligibility requirements? What role does POS play when there are multiple criteria
for eligibility?

a. Are there programs or situations for which you have developed other kinds of
ordering of who gets services or funding? Please tell me about those.

b. Please tell me about how military income, military disability, and other military
payments are handled in determining program eligibility?

c. Please tell me about different types of benefits veterans are eligible for in terms
of what can and can’t be combined? Are there any benefits that have to be
exhausted before other kinds can be used?

6. How does your One-Stop Career Center track POS eligibles and the services they
receive? What information is tracked? Who has access to this information?

7. Does someone here or at the state level analyze this information and provide
feedback? What kind of feedback is provided? (For example, effectiveness of POS,
need for additional services.)

8. Is any other kind of monitoring of POS taking place? What kind and by whom? Do
you think it is effective?
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E. PROVISION OF SERVICES

1. Do all types of staff (such as intake workers, case managers, staff on Temporary
Assistance for Needy Families [TANF] and other programs, etc.) have a consistent
understanding of POS and how it should be implemented?

2. What training on POS and veterans’ issues is in place for each type of staff? Is this
adequate for each type of staff?

3. Are Workforce Investment Act (WIA), Trade Adjustment Act (TAA), TANF, and
staff from other programs located at the One-Stop Career Center properly
implementing POS? How are referrals made across programs?

4. When eligibles come to the One-Stop Career Center for services, are they assigned to
certain staff members or types of staff? How are these assignments made? How does
this differ from the process for other One-Stop Career Center customers?

5. Who sees LVER and DVOP staft?

6. Do eligibles ever request specific staff because of their perceived knowledge about
veterans’ issues or POS?

7. Besides the One-Stop Career Center’s general web page that we discussed earlier,
what kinds of self-service or electronic tools are in use here? (Skill assessments,
resume builders, etc.) How are they accessed? How is POS implemented through
them?

8. How do you help veterans translate their military experiences, training, and jobs to
civilian opportunities? Do you use specific tools? What are they? How do you find
out about these tools?

9. Do you generally understand the terminology veterans use to describe their military
jobs? Do you generally understand the experience and training they received in the
military? Do you think other staff at this One-Stop Career Center have a good
understanding of how military experience translates to civilian jobs?

10. Please describe the relationship between LVER/DVOP staff and other One-Stop
Career Center staff? How could these different staff better collaborate in
implementing POS?

11. Have you seen changes in how POS is implemented in the One-Stop Career Center
in the time that you have worked here? How and when did it change? (For example,
local processes for identifying eligibles, services provided.) Are these
improvements? Why or why not? Are further changes needed? Please describe.

12. As you might know, DOL issued the Final Rule, two guidances, and a VPL— (20
CFR Part 1010) (TEGL 10-09) (TEN 15-10) (VPL 07-09)—to provide better
instruction on how to implement POS. How familiar are you with this guidance? Do
you think the guidance is useful? Do you think the guidance contributed to the
changes you just described? What other factors might have influenced these
changes?

13. [Interviewer Note: Review state and local web sites before visit. Bring printout of
any guidance from websites or received in response to advance questions as a
reminder.] Has the state provided any direction, requirements, or assistance
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regarding serving veterans or implementing POS in the past three years? Please
describe. Has the state guidance been helpful? Is this more guidance than the state
has provided in the past? May I please have a copy of these new policies and
procedures? Please also provide any local policies regarding veteran’s POS in One-
Stop Career Centers. (If not already obtained.)

14. What challenges have you encountered in implementing the federal guidance? For
example, what challenges have you encountered in identifying veterans and eligible
spouses?

15. Are there aspects of POS that you think are commonly misunderstood or misapplied?

16. How could POS or the way it is implemented be improved in this One-Stop Career
Center?

17. What about POS works really well in this One-Stop Career Center?
18. In addition to what we’ve already discussed, what recommendations do you have for
the Department of Labor regarding POS for veterans?
F. CLOSING

1. That completes the questions I have for you today.
2. Is there anything I should have asked about but didn’t?

3. Do you have anything you would like to tell me or questions you would like to ask
me?

4. Thank you again for taking the time to speak with me. I appreciate and value your
input.
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ASSESSMENT OF THE WORKFORCE SYSTEM’S IMPLEMENTATION OF THE
PRIORITY OF SERVICE PROVISION OF THE JOBS FOR VETERANS ACT OF 2002

Veteran and Eligible Spouse Discussion Group Guide

One-Stop Career Center Location:

Discussion Group Date/Time:

Discussion Group Moderator:

Respondents’ Names:

A. Introduction to the Study

Hi, my name is and I work for Mathematica Policy Research, an independent
social policy research firm. Thank you very much for agreeing to participate in this discussion.
As you might know, we are conducting a study for the U.S. Department of Labor (DOL)
concerning implementation of veterans’ Priority of Service (POS) under the Jobs for Veterans
Act. I am here to learn as much as I can about how Priority of Service is implemented throughout
the workforce system. Your participation is very important to the study. I will also be talking
with other One-Stop Career Center staff, veterans and eligible spouses, and representatives of
veterans’ service organizations (VSOs).

We will not share your comments today with anyone outside the immediate study team at
Mathematica. Our report will describe the experiences and viewpoints expressed, but comments
will not be attributed to specific individuals.

I would like to record our discussion so I can listen to it later when I write up my notes. No one
outside the immediate research team will listen to the tape. If you want to say anything that you
do not want taped, please let me know and I will be glad to pause the tape recorder. Do you have
any objections to being part of this discussion or to my taping our discussion?
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This discussion will last about 90 minutes. Once again, thank you for participating. Do you have

any questions before we get started?

First I’d like to find out a little about each of you. If you are a veteran, please tell us what branch
you were in and when you separated. If you’re a spouse, please tell us your spouse’s branch as

well as how long you have been eligible for POS.

B. Focus Group Discussion Topics

1.

Are you familiar with Priority of Service for veterans and eligible spouses? What is
POS—what are you entitled to or should you receive because of POS? Were you
familiar with it before your first contact with the One-Stop Career Center system?
Where did you first hear about it? For those of you who first learned about POS from
some place other than the One-Stop Career Center, how did the One-Stop Career
Center compare as a source of information on POS? [Research questions A.3, 4]

When and how did the One-Stop Career Center inform you of your eligibility for
POS? When and how was your eligibility for POS verified? (Probe: one document,
multiple documents, which one(s), fully automated system/no documentation.) Did
the process work well? If not, what would have worked better? [B.5]

In what ways have you received Priority of Service at this One-Stop Career Center?
[B.3] Were there times when you think you should have received POS at this One-
Stop Career Center but did not? What happened? How was the situation resolved?
[B.5] Are you aware of any controls in place at the One-Stop Career Center to ensure
that veterans and eligible spouses receive POS? [C.5]

Please tell me about all the staff with whom you have interacted at the One-Stop
Career Center. Are staff in different positions—such as intake workers and case
managers—sufficiently knowledgeable about POS? [C.2] Which staff are more
knowledgeable about POS? Which staff are less knowledgeable? Do differences in
staff knowledge about POS have any effect on your experience with the One-Stop
Career Center?

Has anyone been referred to a Local Veterans’ Employment Representative (LVER)
staff or a Disabled Veterans’ Outreach Program (DVOP) specialist for services?
How does their knowledge of veterans in general and POS in particular compare to
that of general One-Stop Career Center staff? Has anyone worked with staff from
Workforce Investment Act (WIA), Trade Adjustment Act (TAA), Temporary
Assistance for Needy Families (TANF), or one of the other special programs here?
Are those staff aware of POS and how to apply it? [C.1,2,3]

Now let’s talk about when your eligibility for a specific program or service is
determined. Has anyone experienced issues with how military disability, retirement,
regular pay, or other military income was counted when the One-Stop Career Center
was deciding eligibility for certain programs? What was the issue? (For example,
having payments that should be excluded from income included, being told you have
to exhaust one type of benefit before you can access another, or that you can’t
combine different types.) How was it resolved? [C.6]

Have you used any self-service tools or web sites provided by the One-Stop Career
Center, either here or from home or elsewhere? What were they? Have you also used
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private web sites, such as Monster.com or Military.com, for these types of activities?
How do the One-Stop Career Center sites and private sites compare in terms of the
quantity and usefulness of the information and tools they provide? [C.4]

8. How well are your military experience, training, and jobs understood by One-Stop
Career Center staff? Were staff in different positions, such as intake workers and
case managers, sufficiently knowledgeable about veterans? Which were more or less
knowledgeable? Have staff been able to help translate your military skills and
experience to civilian terminology? Do they use any specific tools to try to do this?
What kinds of tools? Do you think this process works well or needs improvement? If
it needs improvement, what additional tools should be used or changes made? [C.7]

9. How can services for POS-eligible veterans and spouses be improved at this One-
Stop Career Center? What works really well? [C.10]

10. In addition to what we’ve already discussed, what recommendations do you have for
the Department of Labor regarding POS for veterans?
C. Closing

1. That completes the questions I have for you today.
2. Is there anything I should have asked about but didn’t?

Do you have anything you would like to tell me or questions you would like to ask
me?

4. Thank you again for taking the time to speak with me. I appreciate and value your
input.
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ASSESSMENT OF THE WORKFORCE SYSTEM’S IMPLEMENTATION OF THE
PRIORITY OF SERVICE PROVISION OF THE JOBS FOR VETERANS ACT OF 2002

Veterans’ Service Organization Discussion Guide

Respondent Name:

Interview Date/Time:

Interviewer:

A. Introduction to the Study

Hi, my name is and I work for Mathematica Policy Research, an independent
social policy research firm. Thank you very much for agreeing to participate in this discussion.
As you know, we are conducting a study for the U.S. Department of Labor (DOL) concerning
implementation of veterans’ Priority of Service (POS) under the Jobs for Veterans Act.

We will not share your comments today with anyone outside the immediate study team at
Mathematica. Our report will describe the experiences and viewpoints expressed, but comments
will not be attributed to specific individuals.

I would like to record our discussion so I can listen to it later when I write up my notes. No one
outside the immediate team will listen to the tape. If you want to say anything that you do not
want taped, please let me know and I will be glad to pause the tape recorder. Do you have any
objections to being part of this interview or to my taping our discussion?

This discussion will last about 60 minutes. Once again, thank you for participating. Do you have
any questions before we get started?

B. Individual Background

I’d like to start by briefly talking about your job and your overall responsibilities.

How long have you worked for ?

What is your current position and job title?
How long have you held this position?

What are your major responsibilities in this position?

A S e

What is your military background, if any?
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C. Available Services

1. What’s the service area of your organization? Please describe.

2. Please describe the relationship (nature, type, duration, and intensity) between your
organization, the U.S. Department of Labor, the state workforce security agencies,
the One-Stop Career Centers, and the workforce investment board(s) [WIB(s)]?

What employment and training services does your organization offer?
4. Do any of your services duplicate those offered by the One-Stops? Why is this?

5. Do you see any gaps in the employment and training services provided by the local
One-Stops? Does your organization offer services in order to try to fill those gaps?

D. Identification of Veterans and Eligible Spouses

1. Are veterans and eligible spouses served by your organization typically aware of
POS? Do they know whether they are eligible? Are there differences in awareness
between veterans and eligible spouses?

2. How do they typically learn about POS (One-Stop Career Centers, VSOs, internet,
friends, or other sources)?

3. What does your organization do to increase awareness and knowledge about POS?
Do you use different approaches to target veterans and eligible spouses
(outstationing, brochures)? What reaction, if any, have you received from employers
and civilians regarding POS?

4. Are you familiar with how customers in One-Stop Career Centers are typically
identified as veterans or eligible spouses? In your view, are these methods adequate
to ensure that any veteran potentially eligible for POS is identified? For example, are
veterans and eligible spouses correctly defined? If not, why not, and how can the
process be improved?

5. How are veterans and eligible spouses typically informed of their entitlement to POS
in One-Stop Career Centers ? In your view, are these processes adequate to ensure
that anyone entitled to POS is made aware of their entitlement? If not, why not, and
how can the situation be improved?

6. Are you familiar with local One-Stop Career Center websites? Do these web sites
generally provide sufficient and accurate information on POS, and on how veterans
and eligible spouses can access assistance at the One-Stop Career Centers? If not,
what can be done to improve the site(s)?

7. Which states have coordinated information on veterans’ POS through state and local
websites and other media? What do those information paths look like for employers
seeking veterans and for veterans seeking jobs?
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E. POS Procedures

1. Are veterans and spouses reporting any issues in proving eligibility for POS or for
specific programs, such as when there are multiple criteria for program eligibility?
Where? For which programs? What kinds of issues do you hear about? (Probe:
required to show DD-214, incorrect application of income exclusions, veteran told to
exhaust other benefits first, veteran told can’t combine benefits, etc.) Which issues
are most common? Least common? Is your organization involved in resolving these
situations? If so, how? In your view, is the process at One-Stop Career Centers
typically adequate and proper to ensure that eligibility for POS is properly verified?
If not, why not, and how can it be improved?

2. Are you familiar with how DOL One-Stop Career Centers typically implement POS?
Please describe. (Probe for: Differential intake and/or flow, access to materials and
systems, extra contact, additional programs, job holds, etc.) In your view, is this
process typically adequate to ensure that POS is properly implemented? If not, why
not, and how can it be improved? Does the process vary across One-Stop Career
Centers? How does it vary?

3. Are you aware of any monitoring of POS provision in the DOL One-Stop Career
Centers? What kind and by whom? Do you think it is effective?

4. In general, do you think that Workforce Investment Boards and local DOL One-Stop
Career Centers adequately ensure that eligible veterans and spouses receive POS? If
not, what changes should they make to achieve this goal?

F. Provision of Services

1. In your experience, do veterans find that their military experience, training, and jobs
are sufficiently understood by One-Stop Career Center staff? Do they find certain
kinds of One-Stop Career Center staff more knowledgeable in this area?

2. In general, do you think DOL One-Stop Career Center staff are successfully
translating these military experiences, training, and jobs to civilian opportunities?
What tools are they using? Does your organization work on job translation? What
tools does your organization recommend? Has your organization collaborated with
any One-Stop Career Centers on job translation?

3. Have you seen changes in how POS is implemented in the One-Stop Career Centers
in the time that you have been with ? How and when did it change?
(Probe: e.g. local processes for identifying eligibles, services provided.) Are these
improvements? Why or why not? Are further changes needed? Please describe.

4. As you might know, DOL issued the Final Rule, two guidances, and a VPL— (20
CFR Part 1010) (TEGL 10-09) (TEN 15-10) (VPL 07-09)—to provide better
instruction on how to implement POS. How familiar are you with this guidance? Do
you think the guidance has been useful? Do you think the guidance contributed to the
changes you just described? What other factors might have influenced these
changes?

5. How could POS or the way it is implemented be improved?

6. Are there aspects of POS that you think are commonly misunderstood or misapplied?
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7. What about POS works really well in the One-Stop Career Centers?

8. In addition to what we’ve already discussed, what recommendations do you have for
the Department of Labor regarding POS for veterans?

G. Closing

1. That completes the questions I have for you today.

2. Is there anything I should have asked about but didn’t?

3. Do you have anything you would like to tell me or questions you would like to ask
me?

4. Thank you again for taking the time to speak with me. I appreciate and value your

input.
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I. DESCRIPTION OF STUDY SITE
A. Population and Local Area Description

Alaska has the fourth-smallest population of the 50 states, at about 714,000 inhabitants,
exceeding only that of North Dakota, Vermont, and Wyoming. Of the total population, 507,000
people, or 71.1 percent, are ages 18 or older. The median age is 33.8 years, making Alaska the
third-youngest state after Utah and Texas. About 71,000 people, or 14.1 percent of the adult
population, are veterans of the U.S. Armed Forces. By race, 70.9 percent of Alaskans are white,
13.5 percent are American Indian or Alaska Native, 5.6 percent are Asian, 3.2 percent are black,
and the rest are of other races. Hispanics, who can be of any race, make up 4.7 percent of the
population of Alaska. Of those ages 25 and older, 9.4 percent have earned a graduate or
professional degree and 18.5 percent have a bachelor’s degree. In this age group, 8.2 percent
have an associate’s degree and 25.3 percent graduated from high school or have an equivalency
certificate or degree.®

As of April 2012, the unemployment rate in Alaska was 6.9 percent, significantly lower than
the national unemployment rate of 8.1 percent.” In the past decade, unemployment in Alaska
peaked around 8.2 percent in late 2009/early 2010, and about 7.8 percent in the summer of 2003,
with a trough at 5.9 percent in early 2007.*

Joint Base Elmendorf-Richardson (JBER), which is adjacent to Anchorage, the site in
Alaska selected for this study, is the largest installation in Alaska and is home to the Air Force
Alaskan Command, Alaskan North American Aerospace Defense Command (NORAD) Region,;
the 11th Air Force; the 3rd Wing, U.S. Army Alaska; the 4th Brigade Combat Team (Airborne);
the 25th Infantry Division; and the 2nd Engineer Brigade. It was formed by the merger of
Elmendorf Air Force Base and Army Fort Richardson by the Base Realignment and Closure
(BRAC) Commission in 2005. About 12,000 service members and their families live on the joint
installation.

Anchorage, located in the south-central part of the state, is Alaska’s largest city and
constitutes more than 40 percent of the state’s population. Anchorage began as a railroad
construction port for the Alaska Railroad and later grew due to the military presence and an oil
boom in Prudhoe Bay. The military, as well as mining and natural resource extraction activities
and fishing, remain large industry sectors.

Overall, customers of Anchorage’s Midtown Job Center’, a focus of this study, were similar
to those served at centers across Alaska in terms of their age and sex distribution. Vete