
Standards of Service 
Janesville (Rock County), WI 

WDA 11 One Stop Comprehensive Center 
The Job Center Service Standards define expectations for serving customers within Job 
Centers across the State of Wisconsin.  The standards will also continue the focus on 
quality service and ensure consistency of service across the state.  The Workforce 
Development Board is responsible for ensuring that their comprehensive center(s) and 
any supplementary centers other service locations meet Service Standards. 
 
The Service Standards are broadly stated to allow flexibility in regional program design 
and local implementation of services.  The Service Standards state “what” is to be done; 
it is up to local groups responsible for the planning and implementation of Job Center 
services to decide “how” local activities will meet the Service Standards. The Rock 
County Job Center Management Team determines plan and practice of achieving these 
standards. 
 
The standards are crafted around two customer groupings; Administrative/Partner, and 
Employers and Job Seekers. 
 
Administrative/Partner Expectations: 
1. The Job Center has a Memorandum of Understanding (MOU) with all partners that 

clearly delineates roles and responsibilities in the service delivery system. 
2. The Job Center meets ADA physical and program accessibility requirements.  Provide 

equal access to all services and programs (including resource room materials and 
services) for all customers, including persons with disabilities and limited English-
speaking ability. 

3. Veterans and qualified spouses shall be given priority over non-veterans in the 
receipt of any employment, training, and placement services provided in Wisconsin 
Job Centers.  (TEGL # 5-03, 9-6-2004) vpl1-07 3-19-07 

4. The Resource Room/customer service area of the Center is staffed all hours the 
Center is open.  One person who can triage customer needs and refer to programs 
as appropriate must be on duty at all times the center is open. 

5. Staff at the Job Center will provide access to all other required WIA partner 
programs 

6. Staff at the Job Center will provide information about available job training and 
make referrals as needed 

7. The Job Center has a credentialed employment counselor who works with all job 
seeker customers and is on-site each week. 

8. The Job Center addresses the needs of youthful job seekers 
9. The Job Center is participating in a continuous improvement program. Job Center 

effectiveness in providing services to job seekers and employers will be available to 
the public. 

10. The continuous improvement program must ensure a trained, competent staff and 
that staff participates in a credentialing program.  Staffs providing services through 



Job Centers are trained and demonstrate competence in providing consistent, high 
quality service to business and job seeker customers.  Staff possess the following 
knowledge. 

 a. Knowledge of available community resources. 
 b. Knowledge of referral process to all partner programs and services as 

appropriate for the customer’s needs. 
 c. Knowledge and assistance with all Job Center tools, technologies, Internet, and 

computer systems. 
 d. Knowledge and assistance with special needs and overcoming barriers to 

employment, as needed.  Understands special employment needs of diverse 
populations. 

 e. Knowledge of privacy and confidentiality requirements for all customers. 
 f. Knowledge of customer service techniques including maintaining a professional 

relationship. 
11. The Job Center has exterior signage using the "Job Center of Wisconsin, Connecting 

Wisconsin’s Workforce Here" logo. Interior signage ensures that all customers are 
able to use the Job Center effectively and includes, required posters, room locations 
and directions in English and alternate language(s) as appropriate to customer 
demographics.  [NOTE: Decals will be provided by DET that will suffice for 
compliance]. 

12. Services are coordinated across programs and not duplicated, to improve efficiency 
and service to the customer. 

13. Customers receive services through the Job Center system regardless of race, 
gender, ethnicity, age, or disability status and in accordance with any other legal 
protections. 

14. Privacy and confidentiality is provided for all customers. 
15. All customers are served in a timely manner.  (Each Workforce Development Board 

will decide what it considers a timely manner for customer service.) 
16. The Job Center has a Business Services Team that will provide business services in an 

integrated nonduplicative manner and is consistent with the regional Business 
Services Plan 

 
Employer and Job Seeker Expectations: Every customer using the Job Center should 
expect: 
1. Access to JobCenterofWisconsin.com to make connections between job seekers and 

employers 
2. The level of service provided will be appropriate to individual customer’s needs and 

consistent with program requirements. 
3. Regularly scheduled financial literacy education and assistance, information about 

and referral to credit rehabilitation counseling 
4. Veterans and qualified spouses shall be given priority over non-veterans in the 

receipt of any employment, training, and placement services provided in Wisconsin 
Job Centers. (TEGL # 5-03, 9-6-2004) vpl1-07 3-19-07 

5. Access to all other required WIA partner programs 



6. Information about available job training and receive referrals as needed 
7. Access to an employment counselor who works with all job seeker customers and is 

on-site each week. 
8. To make informed choices, within available services, and be assisted in determining 

service options. 
9. Services are coordinated across programs and not duplicated, to improve efficiency 

and service to the customer. 
10. Program information is accessible in various delivery formats to ensure 

understanding by the customer, e.g., oral/written translation services, interpreter 
services/sign language, etc. 

11. Accommodations are made for customers’ special needs (physical and 
programmatic). 
12. Customers receive services through the Job Center system regardless of race, 

gender, ethnicity, age, or disability status and in accordance with any other legal 
protections. 

13. Privacy and confidentiality is provided for all customers. 
14. Staff providing services through Job Centers are trained and demonstrate 

competence in providing consistent, high quality service to business and job seeker 
customers 

15. All customers are treated with respect and served in a timely manner. 
16. Information on education, employment and training services. 
17. Information on local services, potential eligibility requirements, and how and where 

to access those services. 
18. Information about support services needed to maintain employment. 
19. Initial, comprehensive and specialized assessments as appropriate to the customers’ 

needs and program requirements. 
20. Career planning with an emphasis on jobs in the area that provide family-supporting 

wages and benefits, including nontraditional occupations. 
21. Current job openings, the qualifications associated with these openings, and 
application. 
22. Assistance with job search, including resume writing, interviewing, seeking 

nontraditional employment positions, using labor market information and locating 
the “hidden job market,” career ladders, and high wage, high demand occupations. 

23. Information on the Unemployment Insurance (UI) filing and claims update 
processes. 
24. Financial literacy training such as the wise use of credit and financial asset building, 

and credit rehabilitation counseling. 
25. Be greeted by someone who can determine my needs and refer me to programs, as 

appropriate. 
 
 


