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BRIAN KEATING:  All right.  Welcome, everybody.  Thanks for joining us today.  My name is Brian Keating; I'm going to be your webinar facilitator for today's session.  I want to welcome everyone.  Thanks for joining us on Tuesday afternoon or morning, depending on where you're joining us in the country.  It looks like we've got a great crowd today, so we're going to respect your time and jump right into it.  
Many of you have already discovered some of the options you have here in the webinar room.  Many of you have already welcomed yourself using that welcome chat.  We're going to switch around your screen a little bit, but we are going to leave that chat window up.  So we encourage you to go ahead and make sure you introduce yourself if you're just joining us, if you're just hearing my voice.
Most of you are probably listening to my voice through your computer speakers right now and so you should be fine with that.  But if you have an issue with your Internet or you're just not hearing everything as well as you'd like, you also have the option to dial into the teleconference today.  And obviously, if you do that, just make sure you go ahead and mute your computer (sic) speakers.  So that information is going to be at the top left-hand corner of your screen.
I'm going to go ahead and move us over to the main format here that we're going to be using today.  So welcome, everyone, to the "Disability Employment Initiative Workforce Employment Networks Lessons Learned on Serving Ticketholders in the American Job Center" webinar today.  
Again, I'm here if you need me.  This is Brian, your facilitator.  And real quick I just want to again encourage you, if you haven't already done so, to let us know who you are using that welcome chat.  So please type in the name of your organization or group, your location – where you're physically located in the country today.  And a lot of you may be attending in a group of people, not just individually.  So if you are in an office or with a group, please let us know how many are joining you today so we have a better idea how many are attending this webinar.  
So please go ahead and do that.  We'll leave that chat up for another minute or two.  And like always, we will have a chat window up on your screen where you can also type in questions or make comments.  And we encourage you to do that throughout the time today so that you can ask your questions and make comments and we'll address as many of those as we can.  
But for now, without any further ado, I'm going to turn things over to Randee Chafkin.  She is a workforce development specialist with the Employment and Training Administration.  Randee, take it away.
RANDEE CHAFKIN:  Thank you, Brian.  Good afternoon.  On behalf of the Department of Labor's Employment and Training Administration I want to really thank you for joining us this afternoon for today's webinar.
Since the onset of the Disability Employment Initiative – or the DEI – in 2010, one of the required components for grantees was to establish and operate an employment network under the Social Security Administration's Ticket to Work program.  
As a matter of fact, ETA has been closely partnering with the Social Security Administration to make it easier for public workforce entities to become ENs.  We've been doing this for several years now.  
We know that many of our American Job Centers are already serving customers receiving Social Security disability benefits.  If they become ENs – or employment networks – and customers assign their tickets to them, it's a real win-win – a win-win for the American Job Center who will get reimbursement for providing training and employment services, which they're already providing; and most importantly for the customer with the disability.
ETA and the Department of Labor is committed to serving people receiving Social Security disability benefits and those who have significant disabilities.  We'd really like to get them off of public benefits and assist them to become economically self-sufficient.  Nobody really wants to live a life of poverty.
Now that you have just a little bit of a macro level of some of the things that Labor is doing, I'm going to go back to the webinar and the micro level.
During the past four years, a number of lessons learned from the DEI workforce employment networks have surfaced.  Today's webinar will showcase key practices that are resulting in employment outcomes for jobseekers receiving Social Security disability benefits.  
The webinar will also help workforce ENs learn about actions that have a tendency to hamper your EN operations.  So this is some real useful in-the-trench information.  Becoming aware of activities that promote success and those that interfere with success will increase the likelihood that your EN will have positive outcomes.  
Finally, I think you will really enjoy hearing about two customers, one from the DEI New York state project and one from our Tennessee project, who have assigned their ticket to the workforce EN and have the services and programs of American Job Centers contribute to the employment of these individuals.
You have two excellent presenters today, Mary Lynn ReVoir and Kevin Nickerson, who are national experts in promoting public workforce entities to become employment networks and serving more Social Security disability beneficiaries.  I hope you enjoy our webinar.
Miranda, take it away.  
MIRANDA KENNEDY:  Great.  Thank you very much, Randee.  And hello, everyone.  My name is Miranda Kennedy and I'm the director of training and one of the team members on the National Disability Institute's technical assistance team, supporting the Disability Employment Initiative grantees.  
And along with Randee we're very pleased to have you joining us today as we share the lessons that we've learned on how to effectively serve Social Security beneficiaries – or ticketholders, as they're called – through the American Job Centers that also operate as workforce employment networks.  
So I'm going to start out by adding to some of the things that Randee has covered and providing some additional context for the relevance of today's webinar.
The Disability Employment Initiative, as Randee mentioned, includes as a core component for all 26 of our state DEI projects to date the requirement that either at the state and/or at the local level, the public workforce investment system that operates as DEI pilot sites become employment networks under the Social Security Administration's Ticket to Work program.  
The training and technical assistance to those DEI projects in attaining employment network status and implementing effective workforce EN operations is provided under the U.S. Department of Labor's Employment and Training Administration contract with NDI Consulting, Inc. and the National Disability Institute.  
Evaluation of the impact of the DEI project's implementation and outcomes as employment networks is provided under the U.S. Department of Labor's Office of Disability Employment Policy contract with Social Dynamics.  
The DEI solicitation for grant application also stated that active participation in the ticket program could greatly enhance funding and future sustainability of the DEI project.  While the Department of Labor recognizes workforce investment boards are in fact serving and obtaining employment for significant numbers of SSI and SSDI beneficiaries, there are still challenges to the full engagement of workforce entities as employment networks.
And we're very pleased to be sharing on today's presentation examples and highlights of effective practices that have been implemented to address those challenges that the full engagement – to the full engagement of job centers as employment networks.  
And while this work that has been piloted and implemented through the work of the DEI, these lessons learned can also be applied to and benefit all workforce entities.  
So our learning objectives for today are that – our expectation is that DEI grantees and those of you who are participants and partners from the public workforce system will learn about key development in practices of DEI workforce employment networks that are leading to successful outcomes; that you'll become aware of challenges around operating an employment network and the pitfalls to avoid; as well as being informed about performance trends of workforce employment networks and how to experience the success at the local American Job Center level; 
And finally, as Randee mentioned – and we're very excited – hearing about two case scenarios of real individuals who accessed American Job Center services, leading to successful employment outcomes.  
Today's presentation will be provided by my colleagues, Kevin Nickerson and Mary Lynn ReVoir.  Mary Lynn serves as our ticket coordinator and Kevin serves as our subject matter expert for the Disability Employment Initiative on Ticket to Work and workforce employment networks.  
They will also be joined by two special guest presenters who I'll let them introduce you to later in the presentation.  But for now, let me give you just a little bit more background about Kevin and Mary Lynn.
Kevin served as both a disability program navigator in New York under the DPN initiative, and as a community work incentives coordinator for Tompkins Workforce in Ithaca, New York.  Kevin has a lengthy and successful background in implementing the employment network in his area, and is acknowledged by the Social Security Administration and other federal partners to be an expert and innovator in this ever-evolving field, especially as it relates to workforce employment networks.
He also served as the disability resource coordinator state lead and Ticket to Work employment network expert, working with the round one New York DEI project leadership team and the 26 disability resource coordinators in New York State as part of their DEI project.  
Mary Lynn has over 30 years' experience developing and operating programs to enhance the lives of individuals with disabilities.  Serving as our ticket coordinator for the DEI project, she brings considerable experience from the public workforce system and also from her former position as a senior account manager with the workforce initiative for the operating support manager of the Ticket to Work program.
While with the workforce system, Mary Lynn served as the Iowa state lead for their state disability program navigator project.  In 2007, Mary Lynn developed the Iowa state workforce partners employment network on behalf of seven state agencies, a model recognized as a national leader in the field.  
So as you all can see, we are in very good hands with Kevin and Mary Lynn.  And with that, let me turn the presentation over to Kevin to walk us through the agenda and get us started.  Kevin?  
KEVIN NICKERSON:  Well, thank you, Miranda.  And thank you, folks, for joining us today.  We have a really healthy crowd for a Tuesday afternoon; we're pretty excited about that.  So let me go through the agenda and we'll get started.  
Again, some of these things look familiar.  Key developments in practices of DEI workforce ENs that have led to successful outcomes is something we'll review.  And this is based on several years of experience now with DEI projects.
Then we'll look at identified challenges when operating an EN, and hopefully pitfalls you will avoid.  We're going to look at performance trends – recent performance trends of workforce ENs.  And finally – and again, Miranda mentioned this and I'm excited too – to have a couple of guests with us today from DEI regions to share real case stories about those who have accessed AJC services, including ticket, and how that led to successful employment outcomes.  And we will leave some time for questions and answers at the end.
So in terms of these key developments and practices, I really want to get started by reviewing some – a handful that we've identified over a number of years of serving DEI state projects.  We've kind of boiled down some of these developments to these five that we think really encompass a lot of things.  
But basically, these five things are developments that we think are critical to your success as an EN, one being that your administration needs to have strong buy-in of the workforce employment network that you're operating.  So it's critical to get that support of job center management and of the workforce investment board.  This is best accomplished through outcomes, but of course that takes time.  
We've found that sites that include key staff – AJC staff – and management in an ongoing dialogue about how the ticket program operates and why it helps to improve outcomes for customers that might be considered hard to serve, have the greatest success.
Second in our list is understanding that the EN represents the services and programs of the American Job Center; it's not a standalone.  So remember that the EN is not a representation of a separate service offered by the center, but it's a way to coordinate services both within and outside of the job center.
It's also important to note that successful workforce ENs don't rely solely on the DRC to provide supports to ticketholders, but include the supports of multiple job center staff, depending on the individual's needs.  
Another key development is established procedures that create a very strong infrastructure.  So workforce ENs that have clearly outlined processes for ticketholder services and staff expectations – (audio break) – building a foundation for long-term operations.  
I'd really like to give a shout-out and credit to Alaska for sharing with us recently their procedures manual, which outlines the ticket operations that they have in place for staff.  And actually, in a few more slides I'm going to share with you another example from Alaska, so I guess today's their day.  
Next is arranging with your IT department a routine practice to check to be sure AJC customers – or which AJC customers have tickets.  So this process I'll talk about just a little more in a couple slides, called eData Share is a technique by which ENs can sort lists of Social Security numbers to determine which customers are ticket-eligible and then therefore assignable.  
Making this a regular part of your strategy will help you in identifying individuals already registered with your job center, which makes this audience the most likely to be interested in pursuing the goals associated with the ticket program.  
Last is tapping into marketing and communications expertise and/or department to create professional marketing products as a part of your ongoing outreach, which we recognize is necessary.  
So this ongoing marketing and outreach really is critical in growing your EN.  Unlike some programs or services where folks will come to you, ticket is a little different in that we really have to identify folks and recruit them and kind of get them interested in this idea of the return to work, although it is a voluntary program.  DEI projects that have employed this practice have definitely experienced consistent growth in their ticket program.  
So this is an example of a staff guide that was created.  These next slides kind of support some of these points that we've talked about.  And I think one of the things that we talked about is that you have to make sure that your AJC staff are aware of services offered to ticketholders and can describe these services.  So this basic staff guide helps to outline services and provides basic information about which customers might be appropriate for ticket services.  
I think really, though, the primary purpose of this kind of guide – and this one happened to be used in New York in our project under round one – is to help staff understand that services provided to ticketholders really represent AJC services offered anyway.  There are some differences, but primarily the services we will offer ticketholders really mimic the services offered of the AJC.
We talked about this advantage that you have.  And you certainly do have a distinct advantage as a job center in tracking potential ticketholders through registration for services in your management information system, whatever you call that.  
So using that system, you can query – well, one way to do this is you can query customers who have disclosed a disability voluntarily.  You can then use eData Share, which is a process available to employment networks who have security clearance, to determine which of these customers is ticket-eligible.  
Again, I've got a note there for you that security clearance is required in order for you to access the secure provider portal.  And that's where you would find this option to compare these numbers you pull from your database to the SSA database to see if folks are ticket-eligible or not.
And I put another note here that eData Share can be used to sort all customers or, as we've stated here, initially you can just first sort out those who have voluntarily disclosed, depending on how you want to use that practice in your office.
Now, tracking voluntary disability disclosure, again, can assist in narrowing down customers that might be ticket-eligible.  But we all know that not all customers will choose to disclose.  The bottom line is, using this option can help you identify ticketholders who are work-oriented, as evidenced by their registration within your own center.  
Now I'm back to an example of a marketing flier.  One of the pieces we really have to continue to look at is this ongoing outreach to find folks that might be interested in receiving some of the services we can offer through Ticket to Work.  
Again, we discussed outreach and its importance in growing your program.  And many projects have developed marketing materials, such as this flier – again from Alaska – that we liked a lot.  It kind of is very simple.  It's visually appealing.  It shows really a list of services that people can expect to receive if they get involved with the ticket program at your center.  So something like this.  And if you're not a marketing person, get some help putting something like this together.  I thought they did a really great job with this.
This is a slide that I used years ago in our project, and one that I like a lot because it really captures, I think, the ingredients for success in a quick snapshot.  I think it depicts the life cycle of an active employment network.  
And in this life cycle – I'll start sort of looking at the upper left of this cycle with outreach and ongoing – this ongoing community outreach in order to grow the numbers of ticketholders that you assign and serve.  And again, unlike some programs, this is unique to ticket that we have to kind of outreach and recruit folks that have interest in taking this journey of the return to self-sufficiency.  
When you do find folks, the next step is really to assess those folks for services.  So does that ticketholder fit the EN model of service that you provide?  And we have developed a business planning guide to help newer ENs determine what is their model of service.  But this assessment of needs is used also to initiative active resource coordination.  
In some cases you may assess that somebody isn't right for ticket, but then you will connect them to appropriate services anyway.  So this assessment process is useful.  
If that all goes well and we decide the person is correct for the program, the next job is for us to serve that person.  And I think of ticket as an intensive support.  And that might be a little different in terms that we do more than job match.  In some cases it really does come down to development.  It might be getting folks in front of employers through networking opportunities and so forth.  
And again, remember, it's not the DRC alone that should be taking all this on, but the supports of the internal AJC staff as well.  
So we assume then the person gets the job.  Next, our job is to support that ticketholder.  And so this really kind of falls into the long-term follow-up support.  And you know, I would say the hard part is done.  And we kind of think about that when somebody gets a job, kind of the – like, the hard work is done.  
But there are a lot of value-added supports that can be provided to folks after they're placed.  Many of our sites have chosen asset development strategies.  So this is an opportunity to develop financial plans with somebody.  Maybe it's coaching.  Maybe it's credit repair.  Maybe it's getting that person banked.  It could be accommodations.  
It could be additional job development because the person wants an upgrade.  The interesting thing about ticket is just because the person's placed doesn't mean they have to necessarily stay there.  They may have other designs in mind and a job advancement.  
And certainly this ongoing SSA benefits advisement is going to be a piece of long-term support; we can count on that.
Next, if all goes well there, we've got the person working and they're working at the appropriate levels to initiate payments to us as an employment network.  Then you will get paid.  And that's probably going to be through ePay for our audience today.  I doubt many folks are manually billing.  If you are, I wouldn't recommend it because you have the option of ePay, which is a simpler process.  
So this really, in a nutshell, is the life cycle.  And then after that process, guess what we have to do?  We have to find more ticketholders.  Because once we place folks, the idea is to find more folks that need our assistance.
Last I'll share some practices that we feel have led to some real positive outcomes in our projects, the first of which is really building this expertise around benefits planning and work incentive guidance.  This is critical.  We know that this is a piece that can dissuade people from working because of their concerns about health care, about the loss of health care potentially, and cash benefits.  
So we really have seen that states that have built this in strongly either – and in some cases, some of our DEI state projects have required DRCs to become certified benefits and work incentive advisors.  Now, that's not a requirement, but it certainly has led to some outcomes that we've noticed in states that have taken it on at that level.  
But certainly other states that haven't done that have strong ties to WIPA projects – work incentive planning assistance projects – which also gets people this critical information that will help them move forward in their journey in the return to work.  
Next is the use of integrated resource teams to assist customers with barriers to employment.  I think this process also assists engaging internal AJC staff in supporting ticketholders.  Although, certainly when we think of IRTs it's not just for internal supports; it's external, which leads us to the next bullet, which is that strong partnerships with community agencies are really going to help with your referrals and in marketing the employment network supports you provide.  Especially, I found both in projects we support and in my own experience, if you really understand the benefit side of the fence you'll get maybe more referrals than you want at times.  
But there's other examples.  I mean, certainly there's the providers and agencies we think of, like our local mental health clinics and departments of social services.  But for projects that have, again, chosen something such as asset development as a strategy, you may have built coalitions – local coalitions.  
And some of our projects that have been in existence for a while, we've seen the harvest of those sites that have developed asset coalitions.  And in fact, one of our guest speakers is going to talk a little bit about how that helped to support a ticketholder.  
And last, taking advantage of available resources and tools from OSM and DEI.  So make sure you're visiting the DEI and OSM websites to access tools and resources that are located there.  So if you're thinking about developing something, take a look at our site and/or ask either myself or my colleague Mary Lynn ReVoir.  We may have created it already.  
And with that I am going to turn this over to my colleague Mary Lynn ReVoir.  
MARY LYNN REVOIR:  Well, thank you, Kevin.  And good afternoon, everyone.  We are very pleased to have such a large audience with us today.  That is very encouraging to know that this is a topic of interest.  
It's not going to take long for you to realize that Kevin and I are both very passionate about this and we're eager to share that same enthusiasm with all of you so you can continue to enhance the employment opportunities for people with disabilities.  And today we're specifically talking about those who are receiving the Social Security Administration disability benefits.  
Now, Kevin was talking about some of the best practices.  And as you – we hear him mention those, we know that many of those include the Disability Employment Initiative service component.  He talked about the need to having all programs and services of the job center engaged in the employment network.  And that includes WIA intensive and training services.  
He also talked about the benefits planning, importance of that; the integrated resource teams – or IRTs is what we call them – asset development activity and partnerships.  And I think if you can put all those pieces into place, I think you're going to see some very positive results.  
But as in any kind of a project, we know that not only do we learn what works well, but we also learn what are some of the pitfalls to avoid.  And that's the section of this presentation that I'm going to talk about today.  
And we're going to begin with if any of you have the understanding that the ticket program is very simple and it doesn't take long to get in operation, well, I hate to tell you but it's really not the case.  However, that doesn't mean you don't have lots of support.  There is lots of support for you to succeed.  But the ticket program is complicated.  It takes time to learn the nuances of the program.  
Both Kevin and I have been engaged in the ticket program for many years; for Kevin, about the onset of the program and shortly thereafter for myself.  And we live and breathe this every day and have for years and there's still things that we learn.  So I don't want you to be discouraged by the fact it's complicated, but just recognize that it is.  
And because it's complicated, it's not going to just happen overnight for you to get this fully operational and in a successful mode off the bat.  You will have to have tools that help you with your administrative tasks.  There are some tools out there that are available, but something that I cringe is when I hear in the employment networks, after they get operating for a while I might ask a question like if they're able to tell me X, Y, and Z – how many tickets do you have, is fine?  Well, I don't know; I'm going to have to count them.  Or, I don't know where to really look that up.  
You will grow fast enough, especially as a workforce EN, that it won't be long and you're going to really drive yourself nuts if you don't have some type of a way to collect your data.  And as I mentioned, there are some opportunities out there for you to be able to collect – to be able to track and collect that data.  And you can create your own; there's nothing that's required.  So just to be aware of the fact you will need to have some kind of a tool available.
The EN is a business operation.  And I can't stress that enough.  This is not just kind of some little tagalong project that you want to implement at your job centers; it truly is a business operation.  You need to have a business plan.  You need to devote time to have it fully designed and have infrastructure set up.  It's not uncommon for a new EN to take a few months.  
I know when we started our EN back in the day, it was like a six-month period to build to get up and operational.  Now, this may vary according to if you're going to be a local workforce EN or if you're going to be a state model.  But regardless, it is a business operation and you need to be able to be prepared and have the buy-in, as Kevin mentioned, of your leadership team, your management team.
The other key part to be aware of is that the ticket program – its payment system has a long delay before it can get started.  And the reason behind that is because it's at the mercy of the way in our country that we collect wage records.  And as everybody on this line from the workforce world is probably aware of, that's done on a quarterly basis.  So you have to wait at least a quarter and then you have to wait for the employers to report that wage record.  And then it needs to be processed.  
And this kind of goes on and on and on, tags on a month here, a month there.  So it is going to have a delay and you just need to be very sensitive to the fact it's outcome payment driven to begin with.  That's a real different paradigm shift for many.  It's not a fee for service.  So that in and of itself is going to have impact in regards to how quickly can you get paid for these achievements that are being granted to the work that you're doing at your job centers.  
Another pitfall to avoid is if you're going to make the investment to become an EN, then please don't put it on the back burner.  You might as well jump in and start your operational planning.  Hopefully you have done some of that when you submitted your RFQ – your request for quotation – to become an EN.  
But time is an essence.  I know we can't stress that enough, that you're not going to be able to become an EN one day and start assigning tickets the next week or the next month, in some cases it might even be two months.  So there's a number of processes that you're going to need to achieve.  
One of them is you need to seek security clearance.  And that is just an assurance that information that is personal, identifiable information is in the hands of trustworthy people and it will not be exposed to any type of exposure where the information could be in the hands of – to be violated.
And it's also very important to realize that – and I know we've said this over and over, but just don't forget to inform your job center's staff representing all of your partner agencies.  Again, this is an employment network representing the services and programs of a job center.  So we're talking about your vet staff, your youth staff, your older worker program staff, your – all of your WIA staff, all of the – maybe some folks call – some agencies call it the Wagner-Peyser staff.  
All and any staff need to be aware of the employment network.  Nothing is more embarrassing than a jobseeker coming into a job center and saying, hey, I hear I can assign my ticket here.  And the person at the front desk says, I don't know anything about that.  We have to have everybody on the same page.  
And just a little side note is that we need to – want to bring to your awareness that Social Security used to mail out actual hard tickets to beneficiaries when they were awarded benefits – shortly thereafter.  And then they stopped doing that for a couple years, but it was just enough that they are going to now start again mailing out these tickets.
What impact might that have?  I think some of you on the call may have experienced this in your job centers.  When they used to mail out tickets, people would actually walk into job centers and say, I have this ticket and I want to work.  And you might be seeing that happen again once these hard tickets go out in the mail.  So just a little heads-up that you need to have all your staff informed.
And don't forget about, as Kevin mentioned, the available technical assistance.  Time and time and time again I hear a workforce EN say, well, I don't know anything about that.  Or, when was that announced; I didn't hear that.  Or, where do you find training on this; I don't know how to do this.  There are excellent resources and tools available.  
Kevin mentioned the operation support manager.  We also have the Beneficiary Access and Support Services, called BASS.  Both of those contractors under the Ticket to Work program have excellent resources and tools.  And you need to be familiar with them and you need to take the time to become familiar.  
In addition to that, Kevin mentioned we do have some information here through DEI.  It's available to all the workforce system – public workforce system.  And it is – both there's some past webinars that have been archived as well as some tools that we've created.  
One other little note that I didn't have a bullet there but I did want to point out is that a downfall might be that maybe you are the EN coordinator for your workforce EN, or maybe you're the lead staff person.  But you don't have to feel kind of alone with that because there's, as you will see here in just a minute, there are many workforce ENs across the country that – this is data that was pulled as of July 31st; there was 139 workforce agencies.  
And when I had the opportunity to operate an employment network, I was on a call just like you are today and I heard reference of this gentleman called Kevin Nickerson and got a hold of him.  And goodness gracious, here we are today.  And boy, when we both ran ENs we were continuously getting a hold of each other.  And we had our own little network of trying to determine, well, what about this?  Or how do you think we can make this work better?  
And wow, I think it's evident that things have really blossomed for the work we've done together and this is why we want to share it with you.  And we want to express that it's important to look at your peers.  And there's a whole list of them.  I don't know, 160-some or so on this webinar that you can reach out to.  
The operation support manager supplies data in regards to the performance of workforce ENs.  And they provide that to the Department of Labor, along with some analysis of the data.  And we wanted to share with you today a report that we recently received from the operation support manager.  And this is one of the two sides we wanted to show you.
I think you can look – by looking here you can see 179 workforce agencies were in the ticket program, as I stated earlier.  And this is as of fiscal year-to-date in July 2014.  Seventy-nine of them were receiving payments, and that's 57 percent.  I think that's pretty good.  Certainly it'd be great if we could see that rise to the occasion up to 70 (percent), 80 percent.  And I think it will.  
And the reason why I say I think it will is because we've got a lot of young workforce ENs.  And it takes time to get going, as I said, and it takes time to get payment.  So you may not really be in a position to even be getting a payment for your first 18 to 24 months.  So I really anticipate we're going to see that percentage go up.
Another thing I wanted to point out on this slide is workforce milestone payments versus outcome payment.  And Social Security – the intent of this Ticket to Work program is to get individuals moving towards self-sufficiency and less dependent on the benefits.  And that's – when we're looking at this kind of a ratio, the goal would be to see the outcome payments get really large because that would tell us that there's a lot of individuals who are at the level of earnings where they're soon to be maybe looking at getting off benefits.  
And even though this isn't bad seeing 57 (percent) versus 43 (percent), but again what we would really be desiring is to look at that outcomes being higher.  But there's a really good point with the fact that there's 43 percent outcome payments that I wanted to share.  
And that is, sometimes over the past few years people have questioned, can American Job Centers provide ongoing employment supports after someone's placed on the job?  So that's what outcome payments mean; they're placed on the job.  Those milestones are pretty much placement.  And so, boy, if we can see that they're about equal – they're a little bit shy, there's 14 percent between the two – but that does tell us a lot.  It tells us that job centers can provide ongoing employment support.  
And Kevin and I have many examples and many reasons to trust why that is the case, and confidence that it can reflect the work that's done by the American Job Centers.  
This next slide is a – taking the same period of time, we specifically looked at the DEI – (audio break) – workforce EN.  And these trends we are basically looking at twice a year.  We pulled the June data and the December data and we've just compared the aggregate number of tickets assigned at the given point of time and then the aggregate amount of revenue that was generated by the DEI EN.  And one would hope that the numbers would go up because we have more grantees and more service locations under DEI as time goes on.  
And this demonstrates a three-year period and you can see that the total amount of dollars that have been issued from SSA to workforce ENs, just those in the DEI space, is just a little bit over $4 million.  
And you might, you know, look across the line there and see, well, gosh, it did have a little bit of a dip there in the quarter ending 12/31/13; it went down a little bit for revenue.  But you need to keep in mind we have – the DEI grantees operate for three years and then their grant ends.  And that can be, and is, one of the factors of why you would maybe see a little bit of up and down, because you have some experienced ENs going out the door and exiting the DEI project and some new ones coming in.  And that's going to make a little shift when we start to see those grants periods end.
So I hope you all maybe find that some of those numbers and some of the data is supporting of the work that is being done, and maybe excite you to be able to get on this bandwagon.  
And with that, we're now going to turn this part of the agenda over to our guest presenters.  I first want to introduce Sharon Hancock.  Sharon currently serves as the disability resource coordinator for Workforce Essentials in Clarksville, Tennessee.  
And this WIB area is nine county career centers and Sharon has been charged with addressing the accessibility issues and other barriers that prevent individuals with disabilities from fully utilizing the career center, as well as managing their WIB employment network.  So their employment network is their local WIB.  She is a certified employment support professional.  Her 20 years' experience in the public workforce system has led Sharon to expertise in working with jobseekers, employers and youth of all levels and backgrounds.
Since the onset of the DEI grant, which was in 2011, they have assigned (183 ?) tickets, of which 48 individuals are enrolled in the WIA intensive and training, entered employment and working.  And that's kind of what this is all about, getting people to work and staying employed and moving into that self-sufficiency.
This employment network has collected $91,000 in EN payments historically.  And with that, I am going to turn it over to Sharon.
SHARON HANCOCK:  Thank you, Mary Lynn.  Hi, everybody.  My name's Sharon Hancock and I wanted to talk to you about one of my customers.  His name is Tyler.  
And Tyler had called me out of the blue, of course, asking for services.  He was ready to go to work.  And basically he was saying how he was recently graduated from college.  He graduated with his bachelor's degree in computer information security.  And he was basically having a lot of trouble finding employment because his disability is that he is visually impaired and he also has a service animal, as you can see; that's Rogan in the picture with Tyler.  
And basically, with him having several different types of barriers – which of course, aside from the disability it's difficult for him because it's difficult where you're going to find an employer who's going to be willing to accept an animal at their workplace.  It's also difficult because he does not drive.  And working with employers, you really want to make sure that they do understand that even though a person may have a visual disability does not mean that they can't perform certain duties.  
And with Tyler, he, like I said, was a rock star with the computer stuff and he was also very willing to work.  And we really needed to assist him with job readiness training because when he had called me he was saying how he was having some difficulties with obviously getting employed, but he wasn't really understanding the whole job search process.  
So he was applying for jobs and employers were calling him because of the sheer fact that he had a skill that was in the IT field.  So when he would actually show up and then they would see the dog, they would see that he has this disability, things kind of went a little by the wayside for him.  
He also didn't understand the job search process where if he got called in for an interview, he assumed that that meant he was hired.  So we kind of had to work with him a little bit to understand the process of becoming employed.  
We helped him with transportation, cost of transportation.  Now he's actually getting transportation on his own.  So he does have somebody that drives him probably, I would say, every day Monday through Friday.  He's driving at least about 45 minutes – I did not turn that slide back; I don't know what happened.  He's driving about 45 minutes every day back and forth to work.  
And he also works with doing – the job that he's doing is working with a computer company called Ingram Computers.  And he is doing some tech support.  He is doing some – developing some different types of programs which are related to his security background in the computer information security.  He's doing some of that.  
And also, he is helping the employer – and there's actually a need for what he does because the company that he's working for did not ever have this type of service.  So he's actually benefitting the employer by providing these extra types of services.  
So with Tyler, he's doing a very good job and some of the things that we utilized to help him, we did do the partnerships and collaboration.  We were able to connect with some of our partners and basically to get some ideas about some companies that may be looking for somebody with the computer skills that Tyler had.  And we did find one.
And we also enrolled him in WIA and we assigned his ticket to our employment network.  And the asset development strategies piece, we basically connected him with Social Security.  So he has a counselor there that works with him, that he knows what he needs to take care of.  And so it's not going to be like a scary situation for him.
And he had a job coach work with him and it wasn't really where the job coach was showing him what to do; it was more like giving him the support and the things that he needed in order to be successful.  
And it actually worked out very well in finding this employer because it's a small business and the owner actually takes his own dogs to work.  So he was very willing to have Rogan, Tyler's dog, attend and work with Tyler and him as well.  
So that's pretty much the story with Tyler and our success.  And it's been a very – a great ride.  I love the program, the DEI and the ticket.  And I hope it keeps on for a good long time.  
And the next thing was, of course, Tyler – what we did was he was working in the paid work experience, as I said.  And he was hired to work part-time.  He's only doing about 10 hours a week, but he is getting $40 per hour, which is basically good – $400 a week.  And for him, that's great.  And eventually he does want to get some more schooling and some more certifications to add to his current degree.  And he's also helping, like I said earlier, with the employer with his business.
MR. NICKERSON:  Well, thank you, Sharon.  That was great overview.  
And it looks like we're having some slide issues today.  I can see Brian is fixing that up now on slide 27.  
And before we go there, I'd like to introduce our next speaker, somebody I know well.  In fact, it isn't in this bio I'll read to you but I did work for – with Shammi for the last few years, in fact.  
So Shammi Carr, our next speaker, has been in the disability field for over 15 years and has held various positions, including many years providing direct services, which eventually led her to become director of advocacy and case management for an independent living center.  
More recently, she worked at Cornell University for six years on the Americans with Disabilities Act project, as the TA manager; and at the University of Virgin Islands on a territorial disability project as a program coordinator.  
Her most recent position was disability resource coordinator under the round one New York Disability Employment Initiative grant.  She has worked with various stakeholder groups, such as CWIC providers, vocational rehabilitation counselors, city and government offices, and the local workforce investment board in Tompkins County.  
Shammi is certified in benefits and work incentive counseling and continues to play a key role in coordinating employment network services in Tompkins County.
And with that, I'll turn it to Shammi.
SHAMMI CARR:  Thank you, Kevin.  And it's my pleasure to be here today.  I feel kind of like an old hag at this now that I was on the first round.  So it feels great to be able to share some of the experience that we've had.  And I couldn't have had a better mentor than Kevin Nickerson, so I feel very privileged.  
On that note, I want to move forward with the slides and to talk about kind of in the beginning when we started working with Tina.  And Tina's the individual, obviously, in the middle.  Tina had just actually attended an outreach event that Kevin was doing, which is fondly called the WISE Event.  And that was in July.  I came in August of 2011 and met Tina right away and realized that she'd be a perfect match.
So in terms of the ongoing beneficiary outreach, which was a great practice that we do – as a matter of fact, we had one today, this morning.  So we do continue to do them, even though the DEI grant is done.  So when I met Tina, we obviously did an intake, we looked at the variety of different needs that she had.  And the fact that she was getting Social Security obviously made her eligible for the Ticket to Work program.  
And as Kevin mentioned, in New York State we are actually – part of our DEI grant was to be certified.  And so another practice that we did, of course, was the DRCs being certified as benefits and work incentive counselors, which was painful but good in terms of getting through the certification.  
And I've told Kevin numerous times – and other DRCs – I really feel that I could not do my job as well if I didn't have at least some understanding of the benefits that go along with Social Security.  So that's ben an absolute gem in terms of a practice.
In terms of Tina, we assessed her disability benefits and resource needs.  We did a benefits summary report for her and gave her the guidance and the information that she needed to make the decision about returning to work.  
Once she decided that that was the route she wanted to take, based on both the WISE Event and her own individual benefits summary report, she then – we made sure that she was registered with the local career center, which is Tompkins Workforce here in Ithaca, New York.  And Tina definitely connected with many of the workforce services.
As the two experts have said repeatedly that we don't do our work by ourselves, that we do it in conjunction or in collaboration with the workforce.  Just as it'd be hard to do my job without being a certified benefits counselor, it's also nearly impossible to do Ticket to Work within a workforce without the staff.  So the integration of the workforce is very, very important, very crucial for the success of ticketholders.  
So Tina connected with the workforce services, including resumé development.  And also, in New York we have the SMART system, which is the skills matching for referral technology, which gave her additional job leads.  
Now, in Ithaca, New York, in our county, health care – it is a high labor demand occupation.  So we knew after a while that – sooner than later, more than likely Tina was going to land a job as an RN.  So the journey continues.
The way that I do job development with ticketholders is that we meet every week for job search supports, whether it's leads that Tina gets, whether it's leads through other workforce specialists that she gets, or whether it's leads that I get.  We meet, we review the job leads, we track them through a job log, which I did get at a conference – an employment network training conference, which has been very helpful to stay organized with the jobs.  
And then because Tina had a back injury, we discussed any accommodations within the health care system, and understanding that with certain injuries you want to really look at environment.  Because in her situation, where clinical was a lot easier, say, than different types of – more of the rigor of doing physical work.  And so we definitely looked at different environments that would be conducive in the health care system.  
I also have a background in the Americans with Disabilities Act, which I think did provide good guidance for her to really know when and if she may need an accommodation.  And that's another practice I would say is a good thing for DRCs to have under their belt is to know – either know the Americans with Disabilities Act Title I with reasonable accommodation, or know the resources where you can get that information for your clients.
After a while, obviously, Tina did land a job as a registered nurse.  It was fortunate that she found a place where she had actually worked before but she was an LPN.  And being that she was an RN, had done such a great job, they were very happy to have her come back in a higher position.  
So in terms of the job, the journey isn't quite done yet.  In terms of her being at the employer, she's been there for nearly two years.  She went from getting SSI of about $9,000 to $42,000; and that's a big difference when you look at a bank account.  And so obviously this lets folks know that through the right practice and through the right procedures and resources that we can help people double, triple, quadruple and then some in terms of their benefit rates.  
So some of the practices that we're going to continue with Tina is asset development.  And that's where, again, we've already used some of that with leveraging some funds at our local United Way, assisted in securing these innovation funds as part of the asset coalitions.  And these funds are able to help ticketholders not only with recruitment but with retention.  So we were able to use some of the funds to purchase uniforms and other equipment that Tina needed, including renewal fees – the RN renewal fee – for Tina.  So that's been a great opportunity to leverage those funds.  
In terms of another practice, active employment network include long-term supports.  Tina has been working for over two years and is now thinking about advancement opportunity.  That's where, again, she'll come back into the mix with myself and also with a career counselor and talk about what some of those career advancements can look like.  And she's thinking of the county and – which our career counselor at the workforce is an expert on the civil service stuff.  So again, I will link her up with her.
And again, just to reiterate that I personally use many of my colleagues here at the workforce to make sure that the person is getting not just good service but excellent service, enhanced service, which again the workforce can provide.  
Tina, again, was referred to a career counselor and as I mentioned with the civil service opportunities.  And then of course we also – I'd like to close also on the fact that a lot of times people don't think about diversity and disability together.  And so in terms of having Tina being a diverse candidate, again, being a person with a disability.  
That's another opportunity for us to kind of open doors with some employers that are interested in diversity initiatives.  And a lot of times, again, people don't tie the two together.  That's why locally I'm on a board with a diversity consortium just so that we can always – you know, I can remind people that disability and diversity do go hand-in-hand.  And so that we're able to hopefully set up some additional recruitment opportunities based on one of these hooks as well.
And I think with that – oh, I'm sorry.  Got a couple more slides.  So some of the overviews.  As I mentioned, the use of the benefits advisor in the ticket program is crucial.  I can't express to you how difficult it would be for me to advise people without knowing this first-hand.  
Secondly, can provide intensive and long-term supports.  I really like the fact that we do both because we get to know them from the beginning and all the way to the end and everywhere in between.  
Obviously, being enrolled in the public workforce system is crucial.  We don't do our ticket program without people being enrolled in the public workforce system; it's an automatic thing that we do.  And so in terms of the ticketholder understanding that you'll be – I'll be the primary person, but you will be working with other folks within the workforce system to enhance your employment opportunities.  
Blending and braiding of funds.  This has been so crucial and helpful with the United Way particularly.  But also looking at other funds within the workforce, whether it's ITA funds or other funding that other nonprofits may have.  That's why, again, the blending and braiding with the IRT that was mentioned is really important because then you're able to leverage other funds that in this case Tina might be eligible for; maybe not directly through us, but another organization.  So that blending and braiding is very important.
I do believe personally that content specialists with accommodations is important.  I think that – we know there's two reasons why people with disabilities don't return to work or afraid to, and that's one, if they're getting Social Security because of benefits.  And the other is because of accommodation.  So if we can tackle those two issues for individuals with disabilities, I just feel like we're going to have a better chance that people are going to be able to get over those hurdles.  
And of course, diversity recruitment is another hook to be able to recruit individuals with disabilities.  And so I do recommend that if there's a way to work with employers to understand their diversity policies, to understand what their initiatives are.  
And just to give you a quick example, I'm working with Cornell University on their new Towards New Destinations, which is a diversity policy.  Again, I'll be working with them with ticketholders to figure out what units in colleges have an interest in disability alone.  So that's a very hands-on example of what we're doing right now in a very systematic way, because there's 10-plus units or colleges that are interested in working just with people with disabilities.
And I think at this point I hand it back over to you guys.  Thank you.  
MS. KENNEDY:  Great.  Thank you, Shammi.  This is Miranda again.  And just to take us to a summary of what we talked about – and before that, I would like to definitely thank again Sharon and Shammi for sharing your excellent stories and the strategies that you've developed.  And things definitely to be emulated and replicated for shining the light for others who are out there doing this work or considering doing this work.  
So just in terms of summary of what we've covered, before we hand it over to Randee for her final comments, we covered quite a bit today.  Some of our lessons learned, those key developments and practices that result in desired outcomes, which we know you're all interested in, and it's been a pleasure to work on and problem solve.  
We also talked about the common challenges of workforce employment networks and those really critical pitfalls to avoid, which we think are very helpful to share with folks, based on the experience of the DEI project.
Additionally and very importantly, where are those current performance trends of workforce employment networks?  And walking through those as well.  And then of course, finally wrapping up with the two successful case reports, which speak for themselves.
And now we have some time and we'd love to hear from Randee Chafkin again.  So Randee, I'm going to go ahead and turn it back over to you.
MS. CHAFKIN:  Thank you, Miranda.  That was really a wonderful webinar.  I learned a lot and I want to thank all presenters.  
Just want to emphasize a few points before we go to the questions.  Everyone in the workforce system is really immersed in WIOA.  And we know by now that WIOA has an emphasis on serving individuals with significant disabilities and multiple barriers to employment.  So being an EN can really help with this.
Also, a key part of WIOA and administration's priorities is career pathway jobs.  As you can see from the two examples, which I think was very impressive, we're really at the Department of Labor, at the American Job Centers, with the DEI projects, we're really about career pathway jobs and economic self-sufficiency and building in those chances for competency development and being responsive to employer needs, so people with disabilities can get jobs that really pay enough to sustain a decent lifestyle.  
Also want to point out the integrated resource teams, which was mentioned.  WIOA has a lot about partnerships, integrated services, collaboration; and the integrated resource teams are a great tool for that.  
And a key part of everything we do in the Employment and Training Administration with disability is integration – integrated services, integrated case management.  And that includes people with disabilities, of course.  Their enrollment in the public workforce system programs are key.  You heard it mentioned several times during the presentation.  
But we don't want any siloed programs for people with disabilities, whether it's the ticket, whether it's the Disability Employment Initiative, it's a whole American – I'm sorry.  It's a whole job center approach with the one-stop – I'm not sure what we're going to be called now.  
But it's the One-Stop Career Center where it's all our partners, whether it's SCSEP or – I'm sorry, whether it's older workers or whether it's youth or whether it's WIA programs.  It's really a totally integrated approach which we want to leverage those resources.  We don't want any disability siloed programs.  
And I'll end by saying that there's technical assistance available through the Disability Employment Initiative TA center, NDI.  That's where Mary Lynn and Kevin work.  A lot of TA is available there.  You can contact me also if you need information on technical assistance.  We'll send out my email information later, my phone number.  
And also, the Social Security Administration provides a fair amount of technical assistance through their various contractors, BASS or on their (oral ?) EN calls.  
So there are a lot of resources out there.  And we do want to provide the technical assistance to help you explore this as an option.  It might not work for every American Job Center, but we really hope that you give it a try and reach out to some of those customers.
And with that I'll turn it back to Miranda.  Thank you.
MS. KENNEDY:  Hi, Randee.  I'm going to actually turn things over to Brian Keating to help facilitate any questions that we might have.  I'm having some connectivity issues with the Internet platform.  So Brian, could you please guide us through any questions that are being posed and present those to our presenters?  And also in terms of doing our wrap-up and our post-training survey and all of that.  So Brian?
MR. KEATING:  Sure thing.  All right.  And we have a few questions that have come in, so thanks for those who did have a question.  I'm just going to start at the top and work our way down.  So couple of great questions for everybody.  And presenters, please feel free to chime in verbally.
The first question – I think, Mary Lynn, you have some feedback for this that we can post – is, "Is there an acronym glossary in the slide series?  I'm not aware of all these abbreviations."  I believe Mary Lynn has a list of acronyms that I'm posting.  You can copy this into your Internet browser.  And Mary Lynn, did you have something to add to that?
MS. REVOIR:  I just have one comment.  What we're sending you to is an archived webinar that Kevin and I did that talks about the basics of ticket as well as how to apply to become an employment network.  That presentation was done in November of last year.  
The acronym slide is still applicable; however, please disregard the information about how to apply to become an EN because there has been some changes to that process.  So I just wanted to point out if you go to that archived webinar, certainly listen to the overview about ticket if you aren't familiar with Ticket to Work.  And take advantage of that list with acronyms.  
Thanks, Brian.
MR. KEATING:  Absolutely.  And we went ahead and put that link in the chat as well so you can click right out to it there.  So thanks for that question.  
The next question I think we already had some feedback from Kevin.  But Kevin, did you have a comment for that one as well?
MR. NICKERSON:  Yes.  I believe I saw my colleague Michael Greenberg (ph) on the line today and I was remiss in not adding, in terms of resources, BASS – the Beneficiary Access and Support Services.  And there's a link that Brian was kind enough to put in the chat window.  So if you look there, that's where you'll find those resources.  
So thank you for that comment from BASS; you're absolutely right.  Great resources there.
MR. KEATING:  All right.  Very good.  And as Kevin mentioned, that link has already been posted, so you can find that in the chat.  But we'll go ahead and post that here as well on your screen so that you can access that right from this window that we're posting the questions as well.  So you can copy that choosetoworktw.net (sic) and feel free to – again, that's linkable right from the chat window as well.  We posted that earlier.  So thanks, Matthew, for that question.  
The next question that I have – and again, I'll let my presenters help with actually addressing other questions that we have, but got a couple of great links.  And it sounds like I can go ahead and put Randee's email in the chat.  Right, Randee?  I'll go ahead and post that as well, if you like.
The next question that I have that came in was, "Where would I find the steps necessary to know the steps in acquiring an EN?  And is it state-specific?"  So I will toss that back out to the team so we can address that.  
MS. REVOIR:  Well, this is Mary Lynn and I'll take the first stab at that.  If I understand correctly, the individual is asking about how to acquire becoming an employment network.  And it's a national program; it's not state-specific.  If you go into the ssa.gov website and go into their little search function and put in their "employment network Ticket to Work."  Even if you just Google "employment network Ticket to Work," you should get to that same location and it talks about a request for quotation.  And that's the process where you have to get started.
The website yourtickettowork.com there's also a tab on their website devoted to becoming an EN.  And that gives a little bit of an overview and will also lead back to the same place I just mentioned.
MR. NICKERSON:  And Mary Lynn, I will add to that – this is Kevin.  I think Brian's going to help me out here.  I found a link right to the OSM site that kind of – well, it's a link right to the RFQ and that's the application to apply.  So I'd recommend you look at the OSM site, including that specific link that you'll see posted here in just a second.
MS. REVOIR:  Thanks, Kevin.
MR. KEATING:  All right.  And like Kevin said, we're going to link to that RFQ right now.  So look for that in your chat.  All these links are linkable right from your chat, so you can certainly click right on them if you're viewing this live with us today.  So thanks, everyone, for your feedback.
All right.  Let's – any other questions on that question we just addressed?  Otherwise we'll go ahead and move on.  All right.  Hearing none, I'm going to move us along here.
So the next question I have is, "From time to time BASS joins the OSM ALI EN calls to talk about outreach and marketing support.  Watch the agenda that OSM publishes."  So any comment or feedback on that comment or question?  
MS. REVOIR:  (Inaudible) – I think if you go to the yourtickettowork.com and it has a calendar of events in their list of trainings, and that is where you will find the postings of when those all EN calls occur.  And as our friend Michael from BASS mentioned that they do presentations periodically, as well as some good resources on their website that was posted earlier.  
MR. KEATING:  All right.  Great.  All right.  We're going to move along here in the interest of time.  Next question that we're going to take a look at is, "How can the total ticket outcomes for workforce agencies be lower than the outcomes for DEI grantees, next slide, if grantees are all workforce agencies?"  So I will put it out back to the team for us to answer that or comment on that if we can.  
MS. REVOIR:  This is Mary Lynn.  I believe that question's from Brian.  And I'm reading that again.  (Inaudible.) I guess I – how about we do this, Brian?  If you want to contact me, you're welcome to do that.  I guess I'm not quite following your question.  So I'm not sure what the "next slide" – what you mean by that.  So maybe I'll give Brian my email address and you can post that.  
MR. KEATING:  And I think that might be in the slides as well, but we'll go ahead and repost it here in the chat so that you can have direct access to Mary Lynn as well.  All right.  Let me go ahead and post that real quick.  All right.  And OK.  Great.  
One last comment, I think, and I think that's going to probably do it.  Thanks, everyone, for posting your comments and having great feedback here for us.  Again, I'm just going to quickly post Mary Lynn's email if you'd like to reach out to her as well.  So thanks, everyone, for making yourself available there.
Stick with us, everybody.  We've got some great post-training surveys coming up.  So we want to hear from you.  
But before we do, let's see.  One last comment, I think.  Somebody said, "I'm interested.  Should an AJC go directly to the Social Security website to apply?"  Any thoughts about that before we wrap up today?  
MS. REVOIR:  Well, again, if you're thinking about applying to become an employment network you need to start with Social Security.  You do not go to the job center.  If you want to access the services of an existing employment network that's offered at the workforce center, again you can ask if they're an employment network.  And if they are, if you're a jobseeker then you can talk to them about their employment network.  But if you want to become one, it's Social Security where you start.  
MR. KEATING:  All right.  Very good.  All right.  Great.  I think we're in great shape.  Let's just see – and again, if something didn't get addressed or you have an additional question, feel free to go ahead and reach out to us.  We're being very generous with our contact information, so thanks for that.  So lots to think about here.  So thanks, everyone, for all your feedback.  
Again, stay with us because in a moment we're going to go to post-training surveys.  But let's just check in with the team to see if there's anything else that you want to say or anything else we want to address before we wrap up and go to that.
And I think I'm going to move us back so we can take a look at contact information real quick before we go to that post-training feedback.  So let's just take a look at that real quick.  So thanks for your thoughts and questions, everybody.  We do have some contact information.  Again, a lot of that we've already posted, but here's right in the slides if you went ahead and downloaded those slides.  
Let me quickly turn it over to the team if there's any other last-minute thoughts or questions before we close things out today.  Any ideas, anyone?  Anybody have anything they'd like to say before we wrap up today?
MR. NICKERSON:  Brian, this is Kevin.  I just want to thank folks for joining.  There was a lot of great questions today.  You can do a lot more research on the ticket program, as Mary Lynn suggested, by simply Googling it.  It will have you land at Social Security's site.  Certainly OSM's site has a lot of information.  
I saw some other questions about payments and how that works, which is another complicated bit of information that we can't get to today.  But you can certainly research that also at the operation support manager site.  And you can access – you can eventually end up there through the link that Brian posted to the chat.  So thank you, folks.
MR. KEATING:  All right.  Very good.  I think we're going to leave it there.  And again, thanks, everyone, for all your participation today.  Again, before you log out we're going to move you over here to some post-training survey questions.  So again, we have a couple of quick questions for you.  We'd like to get your feedback, whether you strongly agree all the way to strongly disagree.  So please let us know the answer to these questions.  
And also, standard question we always ask is would you recommend viewing this to a colleague?  So let us know that.  And last but not least, any open-ended feedback you might want to give us, please feel free to go ahead and do that.  
We're going to end in terms of the audio for today, but we're going to leave this webinar room open for several minutes to give you an opportunity to give us your feedback, think about how you want to vote and any comments that you might have for us.  
So thanks again, everyone, for participating.  And we look forward to seeing you on future webinars.  Have a great day, everybody.  
(END)
DEI Workforce Employment Networks Lessons Learned on Serving Ticketholders in AJC
Page 25 of 25
Tuesday, November 18, 2014

