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2 South Main Street 2nd Floor Pleasantville, NJ 08232
Telephone: 609.485.0153	Fax: 609.485.0067

Resolution #7-2025
Customer Follow-Up Services


PURPOSE: 

The purpose of this policy is to communicate ACWDB’s provision of follow-up services to participants exiting the WIOA Adult and Dislocated Worker programs as required in TEGL 19-16, and to communicate ACWDB’s process and expectations related to the implementation of the policy.  The purpose of this policy is to communicate ACWDB’s provision of follow-up services to participants exiting the WIOA Adult and Dislocated Worker programs as required in TEGL 19-16 and WD PY21-5, and to communicate ACWDB’s provision of follow-up services to participants exiting the WIOA Youth program as recommended in TEGL 21-16, to include how to document and record when a youth participant cannot be located or contacted.

BACKGROUND 

Follow-up services provide participants support and guidance after program exit to facilitate sustained employment, to ensure job retention and post-secondary credentials, wage gains and career advancement goals. WIOA sections 134(c)(2)(xiii) and 129(c)(2)(I) describe follow-up service requirements for participants who have exited the WIOA Adult, Dislocated Worker and Youth programs.

POLICY:

ADULT AND DISLOCATED WORKERS 

Follow-up services provided to system-exited WIOA Title I Adult and Dislocated Worker program participants are non-monetary activities designed to help individuals retain unsubsidized employment resulting from the system-related services received.

Initiation and Duration of Follow-up Services:  

Follow-up services, if requested by the participant and as appropriate, must be provided for up to 12 months after the participant has obtained unsubsidized employment and has system exited from the program. As noted in TEGL 10-16, because the date of exit is retroactive to the last date of service, follow-up services may begin immediately following the last date of service if it is expected that the participant will not receive any future services other than follow-up services.
Types of Follow-up Services:
Follow-up services can include, but are not limited to two-way exchanges between the service provider/case manager and either the individual (or advocate) or employer as follows:
• Counseling about the workplace.
• Contacting the individual or employer to verify employment.
o Prior to contacting an employer to verify employment, the Service Provider must obtain a consent form signed by the participant authorizing the Service Provider to contact the participant’s new employer. 
• Help secure better paying jobs, career planning, or counseling.
• Resolving work-related problems.
• Providing information about educational or employment opportunities.
• Referral to other community services.
• Follow-up services must include more than simply a contact for securing documentation in order to report a performance outcome.
Supportive services are NOT permitted for follow-up for Adults and Dislocated Workers.

Procedure:

I. At the time of the customer’s contract award, whether that contract is an ITA or a work-based learning contract, all customers will be notified of the need for One Stop personnel to conduct follow-up outreach activities with the customer to support their pursuit of employment or their continued employment and pursuit of career path.  The customer and counselor will discuss the importance of this activity and complete the follow-up acknowledgement form at the conclusion of the discussion.  (Attachment A)

II. As customers exit from the program, tracking for follow-up services begins.  Career Services will initiate the following procedure for all customers who have successfully completed the program but have not been successful in obtaining employment.  Customer follow-up procedure is as follows:

In the quarter following exit, career services will initiate a four-quarter, post-exit follow-up procedure.  There are three (3) outreaches per quarter-one per month.  Outreach will end for that quarter if contact is made, unless the customer requests assistance in finding employment.
The quarterly follow-up consists of the following:
1. In the first month, all customers are called.
2. In the second month, phone calls are continued accompanied by a text reminder.
3. In the third month, phone calls are continued, accompanied by an email message.
All employment and training customers are informed of the requirement for follow-up contacts and responses at the time of the Career Beacon and training contract award.. 
Informed Choice to Discontinue: For adults, dislocated workers, and youth, follow-up service may be discontinued if the participant indicates that they no longer need or want the follow-up contact. The participant must send an email or a writing indicating the participant’s desire not to be contacted further. Service provider staff shall not solicit this request. The individual may opt out of receiving follow- up at any point during the program or during the follow-up period. Opting out must be documented in a comment in AOSOS, as well as in the paper file. Opting out must be an informed and active choice of the participant that is based on full knowledge of the supports and services to which an individual has access. In cases, where an individual verbally expresses a choice to discontinue and is unwilling to submit written notice, this must be documented in a comment in AOSOS.
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