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Performance Objectives


Unlike programs that have defined populations and pre-established performance objectives, One-Stop Operations is fundamentally focused on performance that is not as quantifiable and easily tracked through existing management inforamtion systems. Therefore, Performance Objectives for this RFP will incorporate qualitative features, established by both the Michigan Works Agency and the organization submitting this proposal. As part of this process, the organization will indicate a proposed method of measuring such performance. These methodologies may or may not be incorporated into any agreement reached as a result of this solicitation.

	OBJECTIVE

(Note: Unless indicated otherwise, reference to time frames, i.e., within…months weeks, etc., means the number of months, weeks…from July 1, 2010)
	Response
	Proposed Method of Measuring Performance

	
	
	

	1. Facilities Management
	
	

	a. Contingency plan for long-term  facility  “shut-down” (10 or more calendar days) due to natural or man-made disasters will be completed within…months
	
	

	b. Contingency plan for disruption of One-Stop communications and/or information technology will be completed within…months
	
	

	c. Disruptions in facility infrastructure services (rest rooms, heating/air conditioning, environmental quality imposing risks to health & safety of occupants, etc.) will be reported to the MWA liaison or landlord within…hours.
	
	

	d. Contact lists of partners will be reviewed and (as necessary) updated and re-issued to all system partners not less than…times annually
	
	

	2. Resource Rooms and Information
	
	

	a. Review of all public information at One-Stop Service Center will be conducted… times annually
	
	

	b. Updating of information (hard-copy and electronic) will be conducted…times annually
	
	

	c. Career Portal Website will be displayed as the homepage on…% of the public computers at the One-Stop Service Centers
	
	

	3. Inventory Control
	
	

	a. Development of inventory process will be developed by
	
	

	b. Conduct inventory of One-Stop Service Centers…annually
	
	

	4. System and Partner Coordination
	
	

	a. Conduct …meetings of the One-Stop Services Center Partners per year
	
	

	b. Identification of Partner staff development needs within…months
	
	

	5. Customer Services
	
	

	a. Telephone answered within…rings
	
	

	b. Telephone messages returned within…hours
	
	

	c. Non-telephone inquiries responded to within…hours
	
	

	6. No Worker Left Behind (NWLB)
	
	

	a. # of NWLB Orientations …weekly
	
	

	b. NWLB participant orientation data entered into OSMIS within…days
	
	

	7. Marketing Strategies
	
	

	a. Development of annual marketing plan/strategies will be completed within…months
	
	

	b. Participate in…external job/career fairs annually
	
	

	c. Participate in…internal job/career fairs annually
	
	

	8. Quality Assurance and Accountability
	
	

	a. Develop and implement customer service evaluation process within…months
	
	

	b. Evaluation and reporting of customer service responses…annually
	
	

	
	
	

	9. Accessibility
	
	

	a. Completion of  or update of existing facility accessibility review within…days of receipt of evaluation instrument
	
	

	b. Completion of program accessibility review within…months of receipt of evaluation instrument
	
	

	10. Staffing and Staff Develoment
	
	

	a. Number of individuals (not FTEs) assigned to One-Stop Operations
	
	

	b. Number of One-Stop Operator staff receiving training annually
	
	

	c. Development of training plan for One-Stop Operations Staff witnin…months
	
	

	11. Self-identified Objectives 
	
	

	Provide at least three additional performance objectives that will enhance the overall performance of the One-Stop Service Centers
	
	

	a. 
	
	

	b. 
	
	

	c. 
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