
Hallmark of Excellence #4 
 

(a) All AJCC identified with the AJCC system (and not just their specific program), 
believes that all AJCC customers are shared customers, and contributes to 
providing a positive AJCC experience for every AJCC customer.  

 
The AJCC staff from our core partners maintain a shared calendar to provide 
services to customers accessing services at the AJCC.  The calendar is updated 
on a monthly basis and it also includes shared supervision role/responsibility 
regardless of the program they represent.  In addition, we also schedule 
ongoing AJCC Supervisor Meetings for the purpose of discussing AJCC customer 
services, customer flow, safety, and also include AJCC Partner presentations as a 
means to increase the knowledge and resources of all available services, on-site 
or off-site.   
 
Lastly, staff rotate into the Resource Room and as mentioned in the Ventura 
County Regional Plan, all partners are collaborating to provide services to clients 
to meet their unique needs.  The AJCC also utilizes customer surveys for Career 
Shops and employer recruitments to ensure we continue to meet customer 
needs. 
 

 



AJCC Resource Room Staff Coverage Calendar 

 

 

 



AJCC Joint Supervisor Meeting Agenda: 

 

 



 

 



 

 



Hallmark of Excellence #4  
 

(b) AJCC staff have received customer service and customer centered design 
training.  
 
Training is offered to staff including customer service training and other 
relevant training to address the needs of customers.  In addition, our Regional 
Training Plan for the area includes a series of training for all AJCC staff. 
 

 

 

 

 
 
 
 
 
 



The Regional Training Plan includes a comprehensive list of training that is under consideration 
for AJCC staff.  Although some AJCC staff participated in customer service training through the 
Human Services Agency, the AJCC partner training in both topics is work in process.  
 

 
 
 
 
 

 

 



Hallmark of Excellence #4 
 

(c) AJCC staff is cross-trained in program eligibility and services, so they have the 
capacity to functionally serve customers well.  Some training has been provided 
and additional training is in progress. 
 

All AJCC staff –have been invited to attend:  

One System for all and all for one: Serving People with Disabilities – All of us can, but do we? 

Date: 05/24/ and 05/25/18 

 

 

 

 

 

 



WINDMILLS 
This program is designed for Human Resource, hiring managers and supervisors to successfully 

include persons with disabilities as an excellent labor resource.  It focuses on attitudes and human 

factors, as well as concerns and issues related to legal requirements and accommodation. 

Participants will:  

 Explore the fears, biases and myths that create barriers for employees who become 
disabled through work or non-work related injuries and illnesses.  

 Provide effective techniques for hiring and increasing the retention of employee’s 
with disabilities.  

 Create a catalyst for integrating these techniques and resources strategically into 
existing Diversity programs.  

This presentation is a disability attitude change program that 

addresses the roots of emotions, fear and lack of knowledge 

from which unconscious and unintended acts of bias arise. 

The intent of the program is to focus on abilities and the 

diversity of our workforce.  

 

 

 

 Windmills training was provided on April 2017 to all AJCC 

staff by the Department of Rehabilitation. 

 AJCC staff will be invited to these, probably end of June or early July.  
Module #1: WIOA Overview    
Module #2: Module #2: WIOA Administration, Structure, & Funding   
Module #3: Module #3: WIOA Reporting & Performance  
 

 
 
 
 
 
 
 
 
 
 

 

“Fantastic insight into 
the lives and obstacles 
surrounding those with 

disabilities.” 
-ADECCO Hiring 

Manager 



AJCC staff were provided with customer intake/eligibility training for serving high priority populations 
such as Veteran's Services Navigator, Trade Adjustment Act AJCC; Migrant Seasonal Farmworkers.   
 

 



 

 

 



Hallmark of Excellence #4  
 

(d) The AJCC has clearly identified the roles, responsibilities and authorities of 
both functional leaders and the supervisors of program partners and the AJCC 
has an integrated functional chart. 
 
The AJCC leadership organizational strategy is built under a partner consortium consisting of 
EDD, Workforce Services; Human Services Agency and Center for Employment Training (CET).  
The Consortium is responsible for review and creating operational procedures, implementation 
of local policies and providing ongoing support to collocated and non-collocated partners.  
Supervisors of each individual program(s) are responsible for operating and managing the 
respective functional areas of each program.  Attached is a flowchart providing a general 
overview. 
 

 



  

Hallmark of Excellence #4 
 

(e) The AJCC has a system in place to promptly greet all AJCC customers, identify 
the reason for their visit and their needs and connect them to appropriate 
services as quickly as possible. 

 
All customers entering the AJCC check in at reception and staff directs them to the service they 
are inquiring about and/or they are provided general program information. If a customer 
requests access to use a computer or employment assistance, he/she are directed to the 
resource room.  At the Resource Room, staff will also provide guidance and information based 
on their specific need.  
 

Front Reception 

 

          



  

Resource Room Reception 

 

The AJCC reception staff greet customers accessing services at the AJCC and are required to 
provide customers with guidance/direction on the program service they are requesting.  Each 
customer's visit is tracked in the County's CalWIN system and monthly reports with total 
customers by service are logged.   Below is an example of the reception flowchart designed to 
instruct staff on the process for directing customers to a variety of services.  
 

 
 



  

 
Monthly Report reflecting the number of visitors tracked by service.  
 

 



  

Hallmark of Excellence #4 
 

(f) The AJCC has developed integrated customer flow procedures that respond 
to customer need and moves customers seamlessly between AJCC entry and 
service delivery with as few hand-offs as possible. 
 
The flow chart depicts the service entry at reception.  Customer requests are quickly identified 
by reception staff and directed to the appropriate service (e.g. Resource Center for 
Unemployment Insurance, Job search assistance or workshop rooms).  

 

 

 

 

 

 

 



  

 



  

Hallmark of Excellence #4 
 

(g) All AJCC collocated partners have identified the Career Services that are 
applicable to their program and the AJCC has developed methods to 
align/integrate the delivery of those services.  
 
All AJCC collocated partners identified their program services as required in the MOU Phase I and the 
MOU Phase II currently scheduled for renewal by June 30, 2018, also includes this information.  See 
excerpt below of MOU and information associated with integrated delivery of services 
 

 
 

 



  

 

 

 

 

 



  

 

 

 

 

 

 



  

The AJCC collocated partners provided a cost-sharing agreement as part of the annual MOU Phase II 

Infrastructure Funding Agreement, renewed on an annual basis. Below is the most current MOU Phase 

II. 

 

 

 

 

 

 

 



  

 

 



Hallmark of Excellence #4  
 

(h) The AJCC has established protocols to co-enroll customers in more than one 
partner program when there is value to customers and has a strategy for 
effectively sharing case management when customers are co-enrolled.   

 
This method is explained in the Ventura County Regional and Local Plan and the protocols 
created to co-enroll customers in more than one program is part of an ongoing case 
management strategy based per the customer’s individual assessment needs and avoid 
duplication of services accessible from multiple programs.  Pending the assessment outcome, 
case management staff and supervisors work together to develop an employment and training 
plan that incorporates multiple programs that eliminate duplication of effort/cost, and are most 
appropriate for the customer.  For example, Trade Adjustment Act participants (Dislocated 
Workers affected by a company closure due to exporting of jobs to other countries), are co-case 
managed by Title I and TAA to fund various elements of the employment plan.  TAA funds 
training and WIOA Title I will fund OJT or supportive services.    The joint case management is 
done through CalJOBs. 
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