[This case scenario, developed by Michael Morris, Executive Director, NDI, is meant to stimulate interactive group discussion on job seekers experiences within a One-Stop Career Center and staff roles and responsibilities including mandated and non-mandated partners within the One-Stop Career Center system. Additionally, the Disability Program Navigator is included in this case scenario to provide an opportunity to discuss the important role and interaction of this position within the One-Stop system.]
Case Scenario
Dreamland One-Stop Career Center

Mary and her brother are visiting the Dreamland One-Stop Career Center for the first time.  Mary is a dislocated worker who lost her job three weeks ago with a Health Maintenance Organization where she managed patient records and payment questions.  Mary had been employed for the past eight years by the HMO, which was acquired by a larger company.  Mary has a college degree and has not had to look for a job in 20 years.

Larry, her brother, had been in and out of employment situations most of his adult life.  He dropped out of college when he first began to have problems with stress and depression.  He has been diagnosed with a psychiatric disability and has qualified for Social Security Disability Insurance (SSDI).  Larry lives with his sister and her family and has not been back to visit with his Vocational Rehabilitation (VR) counselor in two years.  He does not really want a job, gets by on his SSDI monthly check, and has not worked in over a year.

Both Mary and Larry enter the Center and notice immediately that there appears to be a lot of people sitting around filling out some forms.  Sharon Smith approaches them and explains she is the Intake Specialist and there are computers in the Resources Room with job listings.  However, there are forms first to be filled out and there is over an hour wait to see a counselor.  Sharon provides Mary and Larry a brochure about the Center and is interrupted by another staff member who takes Sharon away immediately out of sight.  Sharon is never seen again.

Mary and Larry observe two men by the computers in the Resources Room.  One man is very upset and complains out loud that he doesn’t “know how to use a computer. Can someone help me?”  The other man tells him to be quiet and says harshly, “I don’t know… I have never been here before!”

Mary and Larry observe two other people talking.  Bill Blessing, the Center Director, is talking with a woman who is explaining she is a Disability Program Navigator (DPN).  Mary wonders whether this person could help her brother and interrupts the two in conversation to ask whether they could offer her brother any assistance in finding a job.  The Center Director jumps in and says that the Navigator would be glad to meet with her brother after they finish their tour of the Center.  It is the first time the Navigator is visiting the Center. 

Mary goes back to tell her brother the good news, only to see he is talking to the receptionist about the Ticket to Work program and he is holding a brochure about the program in his hand.  Larry is told that this is not the place to learn about this program but a VR counselor would be in on Tuesday and Thursday and he could sign up to see him.

Mary and Larry observe the man without computer skills get up from the workstation after 20 minutes and leave the center, shaking his head and mumbling out loud.  Mary sits down at the computer and is eager to review job listings. However Larry, who has poor computer skills, sits, waiting for someone to assist him.

Bill begins to tour the Center with the Navigator. She has a chance to meet a VR counselor who is co-located at the Center two days a week, two job counselors, and a counselor who assists veterans.  Bill is anxious to work out a set schedule for Jill, the DPN, to spend two days a week at the Center. Bill explains there have been recent staff cutbacks and there is no longer an assistant in the Resource area.  Bill also explains that few people with disabilities visit the Center and he would welcome help on getting the word out on the Center’s resources to the disability community.  There is one staff member dedicated to working with employers. However, this individual and the other staff have not had training about assisting people with disabilities and are unsure what to expect and what changes will have to be made at the Center at a time when the demand for assistance from dislocated workers is increasing.  There are no formal ties with the area Social Security Office.

Bill offers Jill an opportunity to attend the next Workforce Investment Board (WIB) meeting to explain the Navigator role and responsibilities.  Jill is offered the opportunity to spend the next hour observing activities and interactions and talking one-on-one with staff.  Bill asks Jill to drop by his office before she leaves to share her observations and discuss when she will return and start a schedule.  During her hour at the Center, Jill has observed Larry just sitting by the computer.  She is not sure whether she should intervene or tell Bill about what she saw.

Questions

1. If you were Jill, the Navigator, how would you spend your one hour in the One-Stop Center?  Who would you talk to?  What do you want to learn about?  Would you take notes while you talk to people?

2. If you were Sharon Smith, the Intake Specialist, what would you do differently?

3. What should have happened during Mary and Larry’s first visit that did not?
4. What could an improved relationship with Social Security programs and staff including the field office, the Community Work Incentive Coordinators (CWICs) and the Ticket to Work program look like? How would you facilitate these improvements if you were Jill the Navigator?
5. What could an improved relationship to VR and other mandated or possible partner agencies that would help jobseekers with disabilities look like? How would you facilitate these improvements if you were Jill the Navigator?
6. What resources would be available to improve support to jobseekers with disabilities inside the One-Stop Center? In the community? How would you identify additional resources, if you were Jill the Navigator?
