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	WS 12-10

	July 12, 2012

	Unified Communication

	Expires:  Continuing


To:  
Career Offices

Financial Aid Payment Office

From:
Rodney Bradshaw


Mike Temple


Lucretia Hammond

Subject:  Unified Communication – TWIST Counselor Notes Subject Lines with Descriptions
Purpose
Publish new process for using TWIST counselor notes subject lines for Workforce Solutions staff
Background

Anyone who works in our system should be able to open a customer’s record and determine where he or she is in the service delivery process.  However, not everyone has access to all parts of our Management Information System (MIS); not every part of the MIS has counselor note capacity; and certain electronic filing systems (EFS) are proprietary to individual contractors.  Staff often has to access multiple databases to “piece” together what’s going on with the customer.  
Current Situation

The only acceptable tool that has the capacity to support across-entity communication about job seeker customers is TWIST Counselor Notes.  We continue to receive complaints from customers about being passed around because staff doesn’t know “what’s going on with their case.” Everything that’s going on with customers receiving expanded or financial aid service must be recorded in TWIST Counselor Notes.  This includes:

· Services delivered

· Actions taken

· Documents needed and documents submitted
· Other required information based on the customer’s situation
· Next steps

The Board established the Unified Communication Workgroup to identify ways to improve the quality, conciseness, accuracy, and timeliness of electronic data; and to ensure financial aid is documented in the Workforce Solutions’ management information system in a way that makes it accessible to staff throughout the system.

This issuance introduces the first desk aid in a series of tools being developed by the workgroup to help staff do a better job of communicating.  TWIST doesn’t currently provide a dropdown menu from which to choose standard or frequently-used subject lines for counselor notes.  And, we all use the subject lines to locate a specific note or topic.  Generic terms like “office visit” and “phone call” don’t provide the reader enough information.  

The attached TWIST Counselor Note Subject Lines desk aid provides a list of recommended subject lines to use for most topics.  If a user has another topic, he/she may certainly enter a subject line that adequately describes the topic of the note.  However, staff need to avoid the big 12 offenders listed in the desk aid, as well as any other non-descriptive language.
Action

1. Career office contractors must make sure that all office managers, supervisors, and staff are aware of and implement use the recommended counselor notes subject lines referenced here no later than July 23, 2012.  
Questions

Staff should ask questions first of their supervisors.  Direct questions to the Board staff through the electronic Q&A posted with the policy on the website at http://www.wrksolutions.com/staff/policiesandprocedures.html
Attachment

1. TWIST  Counselor Notes Subject Lines Desk Aid

2. Training Guide for Supervisors
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Unified Communication
TWIST Counselor Notes Subject Lines with Descriptions  
Introduction

The purpose of this desk aid is to provide you with a tool to ensure consistent and accurate TWIST counselor notes subject lines.  Consistent use of accurate subject lines allows users from anywhere in the system to easily locate notes by topic.   This will improve our ability to quickly identify what has transpired, and if necessary, relay that information to customers, co-workers, supervisors, managers, and board staff.  It also helps to ensure appropriate actions are taken.  Using agreed-upon and descriptive counselor note subject lines streamlines the process for getting up to speed on a customer’s current situation, adds value to the counselor notes tool, ensures appropriate services are delivered, and improves system-wide communication.

Instructions

Find a subject line from the list that accurately describes the topic of your counselor note.  If you’re not sure it’s the appropriate subject line, read the description.  Type it as is into the Subject Line field, and enter your note.  If you can’t find an appropriate subject line in the list, enter your own.    Be sure it accurately describes the topic.  Do not use generic subject lines that force the reader to open and read the note to determine the subject.  For example:  Discussion, Conference, Combo, Convo, Case Note, Counselor Note Update, COM SER, Office Visit, JSL, VOH, Other and Miscellaneous – are too generic and not helpful.
Note:  The use of acronyms/abbreviations, such as “JSL” or “COM SER” seem useful because they’re faster, they fit in the space available,  and your immediate co-workers or people in your unit understand them; however, newer staff or staff from another part of the system may not.  Use only standard abbreviations and approved abbreviations found in this desk aid.

The sole purpose of the descriptions is to define the Subject Line.  Do not use the descriptions to write or limit your note.  Do not copy descriptions into the counselor note or use the descriptions as templates.  Write your own note as necessary – enter as much or as little information as required.  
Typically Entered into TWIST Counselor Notes by Career Office Staff


Subject Line






Description of What Note is About

Attempt to Contact
Documents you attempted but were unable to reach customer, contact info used, and reason for contact.

Adjusted Absent Days
Indicates the number of absent days used was adjusted and the reason for the adjustment.

Appeal




Customer is appealing a Workforce Solutions or TWC decision/action.

Attendance & Progress
Documents status of customer’s school attendance and progress toward goals.

Care Authorized


WS financial aid for child care is authorized for income eligible customer.

Care Discontinued
WS financial aid for child care is discontinued for income eligible customer.
Care Changed
Documents changes in days/hours child needs care.
Case Review
Request was sent asking customer to submit proof of employment.

CC Referral Provided


WS financial aid for child care was authorized for a customer tagged as TANF or SNAP.

CC Referral Discontinued
WS financial aid for child care was discontinued due to non-participation in required activities or ineligibility 

CC Referral Fix
Request submitted to FAPO to correct, add, or delete information from a child care financial aid referral

CC Ref Updated/Cont Aid

Update to child care previously authorized

Certification [enter date]

Date the case is certified for customers tagged as TANF/Choices

Change
Change in customer contact information, such as address, phone number, alternate contacts, email, etc.

Commitment Cancelled

Reports the commitment entered by unit has been cancelled

Commitment Changed

Status of change to a commitment 

Cooperating Program Month
Indicates month in which a sanctioned customer must cooperate to maintain TANF.  Customer had sanction and completed required participation hours for that month. 

Credential Update


Confirms customer achieved credential, type of credential

Data Integrity
Request to correct, add, or delete information from a record no longer under edit privileges

Documents Missing


Lists documents missing with a specific due date.
Eligibility



States all funding stream(s) for which the customer is eligible.
FA App Received-Complete
Customer provided all necessary documents for processing WS financial aid application.

FA App Received-Incomplete
Customer has not provided all necessary documents for processing WS financial aid application.

Fee Reduction



Documents the reduced amount of parent share of cost and why the amount was reduced.
File Closed
Record is closed because customer is no longer receiving services. 

FLSA- Month of {enter month}
Documents the calculation used to determine hours of participation monthly in volunteer activities. 

Follow up: [enter topic]

Use when providing follow-up services for customers tagged as WIA with closed records.
Good Cause {enter month}
Document that the customer received Good Cause and the reason.
Ineligible {enter ineligibility date]
Indicates ineligibility date and explanation when customer is deemed ineligible for services

Initial Assessment


Detailed description of what the customer wants and needs.

Job Search Log [enter dates]

Indicates the Job Search Log was submitted by a customer and the dates the log covers.
Job Search Progress
Documents the progress of a customer’s job search activities and referrals.
Limit: Transportation SS

Customer reached limit for transportation support service in 12-month period.
Limit: Work-related SS

Customer reached limit for work-related support service in 12-month period.
Limit: Fees SS



Customer reached limit for support service to pay for fees in 12-month period.
Limit: Tools SS


Customer reached limit for support service to pay for tools in 12-month period.
Limit: Rent Asst SS


Customer reached limit for rental assistance in 12-month period.
Limit: Scholarship


Customer reached limit for scholarship financial aid.
Make-up Hours Agreement
Documents agreement for customers to make up cooperation hours.
Mark Shipped



Career office verified customer has received service; FAPO can pay vendor.
Missing Documentation

Requested documents not provided by customer.

Need Now/ Voucher Req.
Documents notification to FAPO that commitment is needed now to release voucher to customer.
Next Step Assessment
Discussion with customers about next step requirement to participate in volunteer activities, such as community service, Workfare, Work Experience, etc.

Next Step Update


Status of customer progress in volunteer activities.
Obtained Employment
Documents customer’s obtained employment and communication to HHSC via 2583 or 1817.
OJT – Job Search Map/Story
Entered new Job Search Map and narrative of training.
OJT – Training Plan
Entered new Training Plan.
OJT – Modification
Modified original training plan.
OJT – Progress Report
Documents current status of training.
OJT – Exit Notes                                Final Progress report and reminder of available services.
Penalty Requested
Penalty requested for failure to respond to outreach or failure to participate as required.
Post-TABE
Documents TABE discussion with customer, scheduling of post-TABE, review of results with customer, and next steps depending on grade level achieved.
Received Missing Docs

Lists documents submitted by customer.
Reconsideration


Sent a request to HHSC, via 2583 or 1817, to reconsider customer’s work code.
Recoupment
Documents the customer is receiving financial aid for child care while ineligible and explains why.

Rescind Penalty Request
Discovered customer had a good reason for failure to participate; sent request to rescind initiated penalty.
Return Letter Received
A letter we sent was returned to us undelivered.
Scholarship Registry 


Placed customer name on registry for financial aid for scholarship.

Service Plan Update


Service plan was updated to adjust action steps/goals/timelines, etc.
Support Svcs Requested

Documentation indicating customer requested certain support service(s), options, and results.

Suspension



Indicates the customer’s financial aid was temporarily suspended and explains why.

TABE
Confirmation customer completed the TABE assessment.

Testing Assessment


Describes the type of assessment provided and why; may include scores.

Transfer Record


Transferred customer record to a different staff person and/or location.
Transportation Calc.
Documents the calculation used to determine monthly transportation amount provided.
Updated Cost Obligation

Resubmitted cost obligation with updated amounts, date, course, etc
Verification of Hours [dates]

Use when documenting progress of a customer’s activities with included dates.
Void Attendance Letter
Indicates a 50%, 75%, or 100% Attendance letter was printed, but not mailed, and explains why.

Voucher Cancellation


Cancelled voucher because customer is no longer in need of it.
Voucher Pick up


Customer needs to pick up voucher at career office or customer picked up voucher at CO.

Waitlist



Use when you place a customer’s name on the waitlist for financial aid for child care.

Work Orien/Job Search Map
Conducted a work orientation and completed a Job Search Map for TANF and SNAP applicant.
Work Orien/Conditional

Conducted a work orientation for a customer tagged as a Conditional (TANF) applicant.
Work Orientation/2P


Conducted a work orientation for a 2-parent family.
15-Day CC Closure Letter

Sent customer letter informing her there are 15 days before recertification is needed.
36-Day CC Recert Letter

Sent customer letter informing her there are 36 days before recertification is needed.
50% Attendance Letter
15 absences used.
75% Attendance Letter
22 absences used.
100% Attendance Letter
30 absences used.
Typically Entered into TWIST Counselor Notes by Financial Aid Payment Office Staff
Subject Line





Description of What Note is About

CCAA Card



Parent requested new CCAA attendance card.



Do Not Transfer


Customer cannot transfer to another provider due to non-payment of parent fee.
Facility Closure
Facility closed or closing; parent has 15 days to find provider.
New CCAA Card Mailed

Mailed a new CCAA card to the customer.
Non Pymt Parent Fee 1

Left facility owing a parent fee – first offense.
Non Pymt Parent Fee 2

Left facility owing a parent fee – second offense.
Non Pymt Parent Fee 3

Left facility owing a parent fee – third offense.





Non Pymt Termination
Financial aid for child care was terminated due to 1) failure to honor recoupment agreement, or 2) failure to pay parent fee.  

Parent Withdrawal
Provider informed FAPO parent no longer needs child care.
Recoup Pymt Late Note

Customer’s recoupment payment is late.
Transfer Provider


Parent changed child care providers.
Vendor Refunded $$
Documents a vendor refunded all or part of monies received from FAPO; indicates the type of fund credited (school, work-related, etc.) to reset the balance in that financial aid category.
1st Recoup Notice


Notice mailed to customer that recoupment plan has been developed and awaiting her response.
2nd Recoup Notice


Second notice to customer awaiting response to recoupment plan.
3-Day No Show


Parent failed to start care after initial enrollment.
5-Day No Contact 


Parent failed to make contact after five consecutive absences.
5/6 Year-old Project
Letter mailed to parent requesting information about upcoming school status of five/six year olds.
Entered Into Provider Comments Section in TWIST by Financial Aid Payment Office Staff

Subject Line





Description of What Note is About

Adverse Action
FAPO received notice from state agency-children removed, intake closed

Agreement Renewal
Provider has renewed agreement (TRS-annual, all others every 3 yrs)

Change of Address
Vendor reported a new address (new agreement required)

Change of Contact Info
Vendor reported a change in phone, email, mailing address

Close Intake



Vendor has not returned signed agreement

Collection of Attend. Card

Parent gave possession of card to vendor.
Collection of POS


Indicates staff collected Point of Sale machine from a vendor and explains why.


Corrective Action
FAPO received notice from state agency (probationary status) children remain, new enrollment closed

Emergency Closure
Facility is not in operation due to inclement weather, fire, flood, etc.

IRS Levy



FAPO received IRS levy-vendor payments withheld

Payment Dispute


Situation is escalating

POS Machine Malfunction

Vendor reported problems with POS machine

Rate Increase
Provider submitted new rates, state board increased rates

Recoupment
Vendor owes WS & funds could not be recouped through TWIST

Refusal of Service


Vendor refuses to provide care, parent allowed to transfer

Svc Improvement Agr (SIA)

Vendor in possession of attendance card

TWC Freeze



FAPO received TWC freeze-vendor payments withheld

Abbreviations Legend:
Agr = Agreement





OJT = On-the-Job Training

App = Application





Orien = Orientation

CC = Child Care





POS = Point of Sale

Cert = Certification





Ref = Referral

Cont = Continue





Req = Request

FA = Workforce Solutions Financial Aid


Svc = Services
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Unified Communication
Using the TWIST Counselor Notes Subject Lines Desk Aid:

A Training Guide for Supervisors

Introduction
The TWIST Counselor Notes Subject Lines desk aid was developed by the Unified Communication Team, a cross-contractor workgroup established by the Gulf Coast Workforce Board.  The workgroup is charged with identifying ways to improve the quality, conciseness, accuracy, and timeliness of electronic data; and to ensure financial aid is documented in the Workforce Solutions' management information system in a way that makes it accessible to staff throughout the system.
The TWIST Counselor Notes Subject Lines desk aid is the first in a series of tools being developed to address system communication problems that affect customer service, performance, records accuracy, and compliance.  The need for a desk aid to recommend a set of standard subject lines was identified early in the workgroup’s meetings.  TWIST doesn’t currently provide a dropdown menu from which to choose standard counselor note subject lines.   Therefore, most users, unless they are specifically directed by their supervisor, resort to generic terms or what they think accurately describes the topic(s) to be covered in the note.

During several brainstorming sessions, it became apparent users system-wide:

· Enter generic subject lines that provide no useful information to the reader.

· Spend too much time trying to make sense of and/or navigate through the notes.

· Assign different meanings to the same terminology.

· Don’t review previous counselor notes because it’s too hard to find what they need.  (This results in redundant work and/or awarding financial aid to ineligible customers.)

· Resort to referring the customer to another staff person, a supervisor, another office, or even another part of the system to find help.

· Write narrowly-focused notes that fail to consider all potential readers

Conclusion

The only acceptable tool that has the capacity to support across-entity communication about job seeker customers is TWIST Counselor Notes.  Providing a standard set of subject lines should improve communication about customers and encourage staff to read counselor notes before they take any action.

This guide is intended to help you train staff on using the TWIST Counselor Notes Subject Line desk aid.  It’s not a substitute for formal training and coaching, but it will help you get staff comfortable using the desk aid.  And, it will assure them you support and understand the document yourself. 

Getting Started

1. First, review the desk aid to become familiar with the material.  It doesn’t take long, and it will help you understand things from the learner’s perspective.  It also ensures you use the same terminology to explain how to use it.  A description accompanies every subject line.

2. Next, gather your staff, or work with them individually, to review the desk aid.  Answer any questions they may have.  Do not hand them the desk aid with a copy of the issuance and instruct them to “read it and follow it.” 

3. Make sure staff understands they are not limited to the subject lines in the desk aid.  If there is no suitable subject line for their note, they can enter their own.  

4. What they cannot do is use a generic subject line, such as “Office Visit” or “Phone Call.”  These kinds of subject lines tell the reader nothing.  This is probably the most important instruction you provide.

5. Make yourself available to answer questions as needed.  Use the Notes page at the end of these guidelines to record questions you get, answers you provide, concerns, etc.  

6. [image: image2.emf]Continue to provide on-the-job training and coaching until you are confident your staff understands how to use the desk aid.

Doing It Right

Don’t forget to use the OJT model you learned in the Workforce Solutions Supervisor Series.  Remember that from the learner’s perspective, there are five important elements of good on-the-job training:

1. Tell Me

2. Show Me

3. Let Me Practice

4. Let Me Show You

5. Feedback 

Provide Feedback
Don’t be tempted to skip this part of the training process.  Your feedback to the learner is critical.  Without feedback:

· It’s impossible for the learner to know how he/she is doing.

· Most people will assume their performance is OKAY.

· There is no motivation to change or improve performance.

Effective feedback is intended to help the learner continuously improve his/her performance.  Use the following tips to make sure your comments are on target:

Focus on the behavior – not the learner.  Describe the expected performance rather than evaluating the person.

Be specific about what needs to be done.  General, vague comments will not help a learner improve.

Say something positive.  Reinforce something the learner is doing correctly.  Then, focus on the behavior or task that needs improvement.

Limit the amount of feedback you provide at one time.  Too much information (data overload) can overwhelm the learner.

Include clear, relevant examples.  Provide a sample or “benchmark” to follow.

Provide feedback quickly and on a regular basis.  Don’t wait until the learner has forgotten about the event.

Be sure the learner knows you want to help!  After all, a successful learner is the best indication of a successful trainer/coach.
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Confirm Understanding

Use this checklist to confirm understanding.  The learner(s) should be able to tell you:

· The purpose of the desk aid

· When and how to use the desk aid

· What to do when an appropriate subject line can’t be found 

· Which types of subject lines are unacceptable
NOTES
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