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BEN:
Hello and Welcome to this training on Success with Hard-to-Serve Clients through Community Partnerships - Assisting Participants with Criminal Records, Transportation Issues, Health or Family Challenges. We have an esteemed panel of speakers today with expertise in these areas that look forward to sharing their experiences and resources. So, with that let’s jump into it.
BRIAN:
First, let me go over the playback controls. At the bottom of the recording you’ll notice a play bar.  To the left you have the option to pause and start the recording; or even skip ahead to the following slide; or, if you like, even to a later point in the recording of that specific slide.

To the right of the play bar you’ll notice the volume control.  You can use this control to increase, decrease or even mute the audio.  

To the right of the volume control is a paperclip icon.  If you click this icon you’ll be given the option to download any files associated with this recording, such as the PowerPoint or transcript.

To the right of the paperclip icon is the table of contents option.  By default the table of contents will appear.  But if you’d like to minimize the area, all you need to do is click the icon.  And if you’d like for the table of contents to re-appear, just click the icon again.  

Now, at the top right you’ll notice the Outline tab in the table of contents.  This will let you easily jump to the section you’d like to view simply by scrolling down and selecting either the slide number or title.  And it even lets you know how long the slide will play.

To the right of the Outline tab is the thumb tab.  This pretty much gives you the same option as the outlying tab but it also gives you a visual preview of the slide as well.

Now, if there are any notes associated with the recording you’ll be able to view them by selecting the Notes tab.  If you select the Notes tab it will give you the notes specifically for the slide that you are currently viewing.  

The Search tab will allow you to search for a word or phrase.  Once you type the word or phrase in the text field and click the “search” command, you’ll get a return of all the slides that contain that word or phrase.

BEN:
My name is Ben Seigel and I am the Deputy Director of the Center for Faith-based and Neighborhood Partnerships here at DOL. I am joined by Jen Troke with the DOL Business Relations Groups who will co-moderate today’s webinar with me.
We have assembled an impressive group of guest speakers today to share their expertise and insights. They are Saroya Friedman Gonzalez from Seedco in New York; Meredith Hennessy from Seedco in Memphis; Bill Rogers from St. Joachim and Ann Care Center in St. Charles, Missouri; and John Rio with Advocates for Human Potential. 
The American Recovery and Reinvestment Act placed a priority on serving job seekers with employment barriers.   Our goal is to help you identify the major obstacles your participants may face, and equip you with examples of best practices for engaging and serving hard-to-serve individuals. Hint: The best models involve the use of community partnerships.

We’ll also provide you with a means to address grant-specific issues, as well as tools and resources you can begin applying right away to help your most challenged participants.
In a few minutes you’ll meet some of your peer practitioners who will share their experience helping jobseekers overcome extreme barriers to employment. The presenters include workforce system professionals, community- based and faith-based leaders who have created community partnerships and systems of care to meet the overlapping needs of these special populations.  
We are asking that you watch and listen to this webinar, which will then be the topic for your next monthly chat session. We will bring together today’s presenters for the live chat session to discuss specific questions you may have.
JEN:  
We know that many ARRA grantees have requested technical assistance with serving participants who have special challenges.  The majority of these problems fall into four main areas: criminal histories, no transportation, physical and mental health problems including substance abuse, and domestic problems including elder care and child care.  
Compared to the average job seeker, participants with these problems are also more prone to struggle with homelessness, disabilities, and the special problems of non-custodial parents.  Solving these problems can be daunting both for the individual and for those helping them pursue employment. 
Participants with these serious challenges are at high risk for a number of negative outcomes related to your grant.  They may not complete training, or they may not be able to attain credentials if they do.  They are at higher risk for not securing employment, and for not retaining employment.  
While there are significant challenges there are also a number of promising practices in the field of organizations that have succeeded in working with these populations and helping them gain and retain skills and employment.
BEN: 
Saroya is VP of Seedco’s NYC programs. She oversees a number of community-based workforce development and family supports programs, including programs that focus on welfare-to-work, non-custodial parent, and ex-offender populations. Saroya also brings a unique perspective to this work through her background and training as a social worker.
SAROYA:

Seedco is a national nonprofit organization that advances economic opportunity for people, businesses and communities in need.

We serve ex-offenders through our rigorous portfolio of workforce development and work and family supports programs. 30% of our service population OF APPROXIMATELY 40,000 PEOPLE PER YEAR has reported a criminal background, although we suspect many more do. 

We find the highest levels of prior incarceration among TANF recipients and non-custodial parents, representing the hardest to serve population. 

We see jobseekers that have criminal backgrounds re-entering the community from prison face multiple barriers to rebuilding their lives; finding employment is just one of the many.

Challenges in finding a job are usually associated with lack of job seeking experience, occupational skills and work history. 

Other barriers that we witness include: employer discrimination, low education and outdated skill sets, limited and spotty work history, mental health and substance abuse issues. All these make it even harder for ex-offenders to enter the labor market. 

At the same time, ex-offenders who find and maintain employment are less likely to repeat offend.
Seedco implements innovative interventions to help formerly incarcerated individuals overcome multiple barriers to employment and job retention. 

We secure funding from government and foundation partners to operate large-scale programs by building partnerships with local community-based organizations (CBOs) with a long history of direct social and specialized services in the hardest to serve communities.   

This community-based network model allows us to serve as a lead intermediary providing our CBOs with centralized infrastructure and program design, financial oversight, technical assistance, capacity building, and contract and performance management expertise. 

Our strategy is to combine rigorous employment-focused workforce development approaches with a variety of wrap-around specialized services such as culturally sensitive case management, occupational skills training, financial and legal assistance, as well as mental health. 

We employ sector-based business development strategies to connect ex-offenders to quality jobs in meaningful careers. Our programs target industries such as maintenance, food services, transportation, energy-efficiency, and building maintenance – industries that are offering diverse entry-level positions with advancement possibilities for male workers in particular, which is a big advantage for ex-offenders who face unusually high barriers to employment.  

Additionally, Seedco’s service delivery incorporates to income-enhancing benefits and work supports to help stabilize and increase income at all stages of participation, pre and post-employment inclusively.

BEN: 
Thank you Saroya for that excellent presentation, and for making it clear that it really takes an all-hands-on-deck approach when working with ex-offenders. 
Please welcome our next presenter, Bill Rogers who serves as the program coordinator for workforce development at Saints Joachim and Ann Care Service, a non-profit emergency services organization in St. Charles, MO. Saints Joachim and Ann Care Service  was recently accredited as an outstanding provider of human services by the Council on Accreditation, which measures and recognizes best practices in the field of non-profit organization and service delivery.
Bill is the past president of the Missouri Association for Workforce Development for the State of Missouri and previously ran the Missouri Career Center at North Oaks St. Louis Missouri for St. Louis County Government.
Bill?
BILL:

Many of the people we serve are unable to achieve self-sufficiency due to transportation problems.  That’s especially true of the 76 ex-offenders we are currently serving among our 800 participants.  They may not have a license, a car, or the vehicle they do have is not reliable or needs a repair they can’t afford (lack of public transportation and the problems this can cause).

While we have public transportation in the city of St. Charles proper, this transportation does not extend out into St. Charles County and its municipalities within. Therefore public Workforce transportation is non-existent, presenting a problem not only for workers, but employers as well
(loss of driving privileges, license suspended, insurance and registration become prohibitive expenses for someone who is unemployed…impact of gas prices on everyone). 
Many of our program participants do not have a driver’s license for various reasons such as DUI, DWI, etc, or they choose not to drive at all for personal and/or economic reasons. Some use bicycles, others car pool or pay a car pool, some use the Older Adult Transportation Service (OATS) when available others depend on the larger Churches who have van pooling capabilities.
Insurance for the Church van pools is not cheap so there are few Churches involved in this form of transportation.  Insurance costs for DWI/DUI participants who have their drivers license re-instated is cost prohibitive as well. In Missouri you cannot legally operate a motor vehicle without insurance.
Sts. Joachim & Ann Care Service Career Center is partnered with more than 70 Faith Based & non-Faith Based organization in the Tri-County Area which includes St. Charles, Lincoln & Warren Counties to the west. These partnerships are “hubbed” by the St. Charles County Community Council which unites all these organizations through membership, Community Forums and monthly luncheon presentations to keep service providers informed on what needs are being met and not being met in the community.
The Care Service provides program participants with resources for: Auto repairs & oil changes through Ministry Partnerships with Calvary Church, St. Charles First Assembly of God, Catholic Services, Lutheran Family & Children Services, First Baptist Church of Harvester, Jewish Community Center Association, Church of the Sheppard, St. Vincent de Paul and many, many more.
All of these Faith Based organizations provide supportive services for housing, transportation, fuel, home & auto repairs and wrap around services to support and maintain a family in crisis.
Budget counseling, education and training are provided partially at Sts. Joachim & Ann Care Service Career Center, Connections to Success, the Missouri Career Center, Vocational Rehabilitation, Boone Center Industries and other agencies to numerous to mention.
BEN:

Thank you Bill. Very good ideas in there around the extremely important and often overlooked issue of transportation. 

Our next presenter is John Rio, Associate Director at Advocates for Human Potential and the former Co-Director of the Chronic Homelessness Employment Technical Assistance Center (CHETA) supported by the U.S. Department of Labor. With over 35 years of experience in rehabilitation & recovery services, supportive housing, and in homeless assistance services, his work has focused on developing materials, delivering technical assistance, training and designing strategies to help increase the capacity of supportive housing and service organizations to offer employment services to formerly homeless people with substance use and mental health issues, educate government about more work encouraging social policy and assist supportive housing and service providers on innovative programming. Before joining AHP, he was a senior staff member of the Corporation for Supportive Housing (CSH).

JOHN: 
Thank you Ben for that introduction and I am not as old as my bio makes me seem. Health, employment and well being are intertwined. Research tells us that long term unemployment is not good for our health. Mental health, physical health and substance use issues among job seekers can also present as challenges to successful completion of training, job placement, adjustment and retention. Whether it is a veteran experiencing Post Traumatic Stress disorder and difficulty transitioning from military to civilian work; OR a disadvantaged job seeker with a history of alcohol abuse; OR a mother with children burdened by a major depressive disorder that just somehow seems resistant to treatment – each circumstance is unique and requires an individualized approach. In each situation, the employment specialist or job developer can improve employment outcomes by using promising practices and partnering with other specialized, supportive services in the community.

 

In terms of remedies for the barriers that seem to come with mental health or substance use issues, the strategies to helping clients with multiple barriers to employment can fall into one of these 4 areas.

 

At times job seeker behaviors may not be aligned with employment responsibilities. Interventions can be aimed at helping the job seeker modify his or her behavior; for example, helping the job seeker better manage abstinence behaviors to avoid drinking on evenings before a workday.

Lacking soft or hard skills means that we use those strategies to help the job seeker develop the competencies that may be impaired by their condition; for example helping the job seeker develop the capability to respond to negative feedback from supervisors on the job without angry outbursts. 

As you have seen, there is a relationship between depressive symptoms and employment status, and outcomes, particularly when mediating support is limited or absent. Our interventions can focus on methods to improve or increase the support the job seeker needs to be more successful. For example, consider the job seeker with deficit cognitive functioning from a mental health condition. The order in which work tasks may pose a problem for the individual and need to be reordered or job coaching at the job site may be needed to prompt the individual to sequence tasks successfully. 

Alone or together you and the job seeker cannot resolve health barriers to successful employment. When employers are not partners is the solution, your interventions need to consider strategies to change the employer expectations or job description for this job seeker; for example, changing the work hours to accommodate the job seeker’s treatment schedule.

 

In other words, interventions stemming from these kinds of barriers are likely to involve:

Modifying the “employer”

Changing the “job seeker”

Manipulating the resources and supports

It is not uncommon for employment specialists and their collaborating service providers to use strategies from each area with the same individual. 

 

So, if these are the broad options to address the functional barriers of health and behavioral health disorders, then what are some specific promising or best practices that can be used to achieve better employment outcomes?

Sam Ewing, a professional writer with a sense of humor, once wrote - Hard work spotlights the character of people: some turn up their sleeves, some turn up their noses, and some don't turn up at all. 

Ogden Nash said, “If you don’t want to work, you have to work to earn enough money so that you won’t have to work.” 
 

A learner must be motivated to learn before any learning takes place. They also need to show up. Ambivalence in the face of changing behavior is to be expected and occur when clients have a health disorder or not. Consider someone you know who wants to lose weight or stop smoking but they have been unable to change their behavior. Success at work often means change and changing what we do, how we go about our tasks and changes in how we relate to people on the job. For most of us, and our clients this is difficult and failing to change can mean failure to complete training, get a job and keep it.

 

Motivational Interviewing 

 

MI is a proven strategy to help people change. It is person-centered, goal-oriented, guiding method of communication to enhance motivation to change by exploring and resolving ambivalence (Miller & Rollnick, 2002).

 

Person-centered (vs. program centered or provider centered) – “meeting person where they’re at vs. where you think they should be” – focus on person’s present interests, concerns, perspectives, wishes, values – “hearing person’s story” - Person-centered doesn’t mean passive, but active in guiding vs. directing. 

 

Guiding method – MI consciously and carefully guides the client towards exploring and resolving ambivalence, eliciting and reinforcing change statement, etc. MI is a method of communication rather than a set of techniques – not a “bag of tricks” – not something you do to people, but is fundamentally a way of being with and for people – a facilitative approach to communication that evokes natural change.

 

Motivation – MI focuses on enhancing the person’s internal motivation. This is based on the belief that unless a person has an inherent interest in change, it probably won’t happen, or if it does, is less likely to be maintained. 

 

Change – Seen as step by step movement towards healthier/less risky behaviors. Very compatible with risk/harm reduction.

 

Exploring and resolving ambivalence – MI views ambivalence as a normal part of the change process. Becomes a problem if one gets stuck there. Resolving ambivalence is a key factor in enhancing motivation to change.

 

WHY MI? 

Evidence-based practice

Kindness with skill

Effective across populations and cultures

Applicable to range of professional disciplines

Effective in briefer encounters

Actively involves people in own care

Improves adherence and retention in care

Promotes healthy “helping” role for providers

Instills hope and fosters lasting change

Client motivation is key to change… and client motivation is greatly influenced by the provider 

 

Key principles of MI:

Express empathy

 Develop discrepancy

 Roll with resistance

 Support self-efficacy

 

  

Best Practices to respond to job seekers Not securing job placement or Not retaining employment 

 

Customized Jobs or Customized Employment 

Customized employment (CE) is a process through which the relationship between employer and employee is negotiated and personalized in a way that meets the needs of both.

It is a strategy for assisting individuals to succeed in employment through matching an employer's business needs to the individual's strengths.

 

In CE the applicant seeks to customize or negotiate certain elements of the job for which they are applying. These include:

essential responsibilities that may be laid out in an employers job description

Logistics of the job, such as time, location, hours, work days

Support and supervision strategies

Productivity and job performance expectations

Not completing training 

Not attaining credentials 

 

Supported Employment 

SE is a practice for which there is significant amounts of research that says – it works. 

Key principles include

Eligibility is based on individual choice

Supported employment services are integrated with treatment

Competitive employment is the goal

Personalized benefits planning is provided

Job search starts soon after interest in working is expressed

Follow along supports are continuous

Individual preferences are important

 

It follows the advice of activist Ken Steele (“The Day the Voices Stopped.)

 “If people are treated as capable, they often surprise everyone and live up to expectations.” 

Central City Concern, a Portland OR based agency, used supported employment to help individuals choosing recovery from addictions, receiving outpatient treatment and supported housing. They reported SE Program Outcomes for the period 2007-2009 - 

:

331 Enrolled in SE Program

8% Veterans

69% with Criminal Record

 

216 Placed in Employment in 315 jobs

6 % Veterans

67% with Criminal Records

 

65% of those enrolled entered employment

Average wage $10.05 per hours

 

Client-centered linkages with community service providers 

Lastly, I will only mention that coordinating with service providers in your community is a viable strategy that is also likely to yield positive employment outcomes. No doubt, most of you already do this at varying degrees of intensity. 

 

Partnerships and service coordination – thru MOUs as well as case management with community health providers such as health clinics, mental health and substance abuse treatment agencies are advised. In addition linkages with housing providers, whether these are transitional or permanent housing, can be effective to helping clients maintain employment by using the housing based supportive services, where they exist.
BEN:
Thank you, John, for that very thorough presentation on such a complicated issue and barrier.
We are now going to move on to our final topic, domestic issues. This topic includes several barriers, including child and elder care challenges, household or family financial management, and domestic or intimate partner violence. We will present this topic by committee. Bill Rogers will cover child and elder care. Meredith Hennessy, VP with Seedco in Memphis will cover financial management, and I will cover domestic violence. Bill, take it away. 

BILL:

Child and elder care
Partner with over 70 community agencies in the Tri-County area to serve the family especially the children.
Some of our core services under roof are housing, food pantry, children & family development, disaster relief, workforce development and ex-offender family & community re-integration.
MEREDITH:
Financial management
Establishing good household financial management practices is generally challenging for the working poor because they are typically making decisions based on their short term needs vs. long term goals. This is understandable since often their earned monthly income is less than their monthly expenses.  The problem is that it establishes a pattern of crisis and prevents these household from ever getting ahead financially. 

Barriers 

Specific barriers that perpetuate this situation include:

Non existent or tarnished credit history – Individuals either have no history with banks, are suspicious of financial institutions and/or could have had a previous experience that has hurt their credit record, making it difficult for them to gain access to a products as simple as a checking or savings account let alone a loan for a car or house. Many have been through bankruptcy or a recent foreclosure. For example in Memphis 33,000 households do not have a checking account or savings account of any kind.  Without a relationship with a commercial bank these individuals rely on check cashing services that charge high fees or high interest pay day loans.

Monthly expenses that exceed their earned income and no rainy day fund – Since these individuals are facing a financial situation where their earned income is less than their basic monthly expenses there is no possibility of saving money to a rainy day fund.  In some cases these individuals may homeowners and the value of their home is now worth less than their outstanding mortgage.  With no emergency fund or the ability to establish cash reserves there is little hope that they can break free from their current financial situation.

Limited knowledge of budgeting practices – These conditions are exacerbated by limited knowledge and/or experience with budgeting.  Budgeting is even more critical when funds are limited and many of these individuals do not possess the related knowledge or skill set.  Budgeting and money management has not traditionally provided through the traditional K-12 education system and many people did not have the opportunity to learn from a parent or role model. 

Possible Solutions: 

Connecting individuals/households to bank products customized for this particular population. There is an ongoing BankOn effort in Memphis where local banks have agreed to offer affordable products to individuals with no credit history or tarnished credit.  There are similar efforts in several cities and states throughout the country.

Integration of financial literacy into established programs.  Offering a financial literacy as a standalone program may not have the desired impact and may provide little incentive for someone to sign up.  There is potentially more value in integrating the fundamental concepts of financial literacy into existing programs or services.  For example one requirement of the BankOn program in Memphis will be that all customers enroll in a free financial literacy class. Other opportunities for integration include coupling this education with free tax preparation or integrating it into job training programs.  This integration helps to contextualize the training making it more meaningful for the individual.

Connecting to existing work support and benefits – Look for opportunities to partner with organizations that provide assistance with benefits access.  Through Seedco’s EarnBenefits program we work with several community based organizations throughout the country that help individuals and families connect to income enhancing federal, state, and local benefits. Access to these benefits helps close the gap between the monthly earned income and expenses creating a financial situation that might actually allow for a small surplus that could be put away into a savings account.  Another way to leverage this savings is to connect to a matched savings programs.

Use of training dollars to provide additional support services – Depending on the cost of training several sources of training funding such as WIA and Pell can also be used to provide stipends that cover basic living costs and other supportive services. 

BEN:
Domestic violence, more frequently referred to as intimate partner violence is becoming a more commonly reported barrier for both the victim but also the abuser. As a newer field within workforce development there is a limited set of best practices. Of course, the most important practice is to focus on prevention. Where that is not the case, it is important to connect clients with local hotlines and emergency shelters. Finally, the field of fatherhood and parenting is further emerging as a key component of workforce development. Many fatherhood programs are good partners for job training and workforce development projects.
That concludes our guest speaker presentations. The next set of slides offers some resources on each of the barriers we discussed.

This slide provides resources to programs serving ex-offenders, including the updated Bureau of Prisons guide to employing ex-offenders. We also have some DOL specific resources including hiring incentive programs such as the work opportunity tax credit that can provide employers with up to $2,400 for hiring ex-offenders and the federal bonding program. 

Here are some resources around transportation barriers.
Ways To Work is a national network managed by the Alliance for Children & Families that provides low-cost used car loans. There are other networks available as well; check with your Community Development partners and your local TANF agency to find similar options.
Working Cars for Working Families is sponsored by the National Consumer Law Center and also has a searchable map to find out what’s going on in your area.
On the topic of mental health and substance abuse here are some resources. The first resource is actually a book on integrating substance abuse treatment with vocational programs. Also on here is a link to motivational interviewing, one of the strategies John Rio discussed.

Finally, here are some links on domestic issues, including several links around domestic violence including a toolkit on bridging domestic violence and fatherhood programs. Also several links on financial management, including the federal government’s MyMoney.gov web site. 

Finally, here are links to our guest speakers’ web sites. 

Thanks so much for listening in and we hope you found this session to be useful. Jen, any parting words?

JEN:

Wow – what a great presentation!  Thanks to Ben and all of today’s presenters for their expertise and very specific strategies and resources.  As Ben mentioned earlier, the topic for the April Virtual Peer Chats, VPCs, will be “Success with Hard-to-Serve Clients,” so I am urging you to capture your questions and submit them to the green jobs mailbox at green.jobs@dol.gov.  The presenters will be on the training grant chats ready to engage with you and answer those questions and more!  Thank you again!
