FORM D

Request for Proposal 2010-03 Service Center Operator

Narrative Response for Statement of Work

Clear, thorough, concise responses are requested. Do not repeat statements or ideas within the text of this proposal. Revering the reviewer to another section of the proposal response for previously stated information is preferred over repeating the information.

The Narrative Response for Statement of Work is to be prepared using the following format. Strict adherence to these specifications and guidelines are required.

A. Executive Summary (Response should not exceed 1½ pages)
The One-Stop Operator is responsible for the coordination and management of day-to-day operations of the One-Stop Service Center including the coordination of facility usage in accordance with the “Certification Criteria for Michigan Works Service Centers.” (Reference # 2)
Provide a brief, but concise, summary of your proposal. All elements should be addressed in such a manner that reviewers will be able to see a good thumbnail sketch of your proposal.
Begin your response here
B. Facilities Management (Response should not exceed 3 pages)
The One-Stop Operator will be responsible for the general oversight and management of two One-Stop Service Center facilities.

Describe the design of your One-Stop Operator structure to ensure that all of the elements stated in Section 6 of the RFP document will be fully addressed. Where other partners may be required to assist in the implementation portions of the proposed One-Stop Operations strategy, please indicate the specific element of the One-Stop Operations that partner assistance is required, name of partner(s), the specific roles they will assume in this assistance.
Begin your response here

C. Resource Rooms/Centers (Response should not exceed 1½ pages)
Each One-Stop Service Center must have a self-serve resource area or “resource room” which offers a wide-array of information and services to customers.

Describe the resources that will be available to customers, the manner in which you will make these available to customers; and how you will ensure that the materials (electronic and hard-copy) are periodically reviewed for completeness and currency.
Include a description of individuals responsible for the review of resources, the frequency of when reviews will take place, and how you will ensure that all required information is maintained, including the participation of other agencies that will assist in maintaining up-to-date resources.

Begin your response here

D. Inventory Control (Response should not exceed 1 page)
The One-Stop Operator will be responsible for maintaining an up-to-date inventory of all equipment, property and resources within each service center in accordance with the MWAs “Property and Procurement Management Procedures.”

Describe the procedures that will be implemented to ensure that the requirements for inventory control identified in Section 5 are adhered to.
Begin your response here

E. System Programs, Partners and Coordination (Response should not exceed 2 pages)
The One-Stop Operator must establish and maintain a collaborative and functional relationship with the Michigan Works System Partner organizations and other workforce development entities that may be housed at the One-Stop Service Centers.

Describe how you will establish and maintain functional and collaborative relationships with the Michigan Works System Partner organizations housed at the One-Stop Service Centers. Include how you will ensure that the Partners achieve a sense of “ownership” within the Michigan Works System and One-Stop Service Centers as demonstrated by providing input into system organization and operation, contributions to the functioning of the One-Stop Service Centers, etc.

Begin your response here

F. Accessibility and Inclusion (Response should not exceed 2 pages)
A universally accessible system requires meeting the diverse customer needs that exist within the local service delivery area, which includes the needs of individuals with disabilities, people of different cultures, and persons with barriers to employment.

Describe how the One-Stop Operator will ensure that full accessibility and inclusion will be addresses at each One-Stop Service Center, including any training or professional development of One-Stop Operator or Partner staff, surveys and or evaluations that will be conducted, the frequency of such reviews, how results of such reviews will be used to address any “shortfalls”, etc. 

Begin your response here

G. Customer Services – Employers and Individuals

Employers (Response should not exceed 1½ pages)
The One-Stop Service Centers offer a broad range of integrated services that are provided free-of-charge to all employers to support economic and workforce development efforts.

Describe strategies that you propose to enhance the One-Stop Center’s effectiveness in reaching out to employers, encouraging them to access the resources available at the One-Stop Service Centers, etc. Include how you may involve other Partners in this strategy.
Begin your response here

Individuals (Response should not exceed 1½ pages)
Core services provide job seekers and other individuals with information and tools to further their job-finding efforts, including the use of electronic systems, printed, and audio-visual materials. The One-Stop Operator is responsible for ensuring that “self-service” options and resources are available to individuals.

Describe how your operations strategies will ensure that all of the required activities outlined in Section 6 of these instructions will be addressed. Include any assistance you would require from other agencies to address specific elements with these requirements, including which elements would be aggressed, the specific partners that would be required to provide assistance and the role each of the Partners would be expected to have within this strategy.

Begin your response here

H. Public Information and Marketing (Response should not exceed 2 pages)
The One-Stop Operator will support effective marketing of the Michigan Works! brand that creates awareness in the marketplace and establish expectations among Michigan Works! customers concerning the types of services provided in the One-Stop Service Centers. Good marketing practices help ensure One-Stop Service Centers’ continued success and visibility.  

A marketing plan/strategy is required to be developed and implemented during the program year. For purposes of this proposal response, describe the marketing and public relations strategies that will be developed. If marketing activities are to be implemented incrementally throughout the contract period, include a description of the marketing strategies and a time-line for their implementation.
Begin your response here

I. Resource Integration (Response should not exceed 1 ½ pages)
Service integration ensures that program and community resources are utilized effectively to create human capital solutions for businesses, industry, and individual customers. One-Stop Service Centers must allocate resources for system operation.

The Michigan works Agency will secure financial resources from other funding sources for supporting facility costs and the operations of the One-Stop Operator. Each funding source (Partner) will also provide occasional staff assistance as may be required for situations of excessive customer demand.

Describe how you would envision the most effective use of both One-Stop and partner resources to be used as part of the overall One-Stop System.

Begin your response here

J. Annual Certification (Response should not exceed this page)
MWAs must verify that each service center location listed in their areas meets these requirements by submitting a self-certification checklist (Reference #2) for each location.

Describe how the One-Stop Operator will assist in regular and periodic certification of the One-Stop Service Centers. Include routine evaluations to ensure that all certification criteria are met and how corrective action will be taken to address areas not meeting required criteria.
Begin your response here

K. Administration and Management Requirements

1. Quality Assurance and Accountability (Response should not exceed 1½ pages)
Because the Michigan Works System is a “customer-driven” system, it is imperative that high quality services are performed, monitored and maintained. Service providers will establish and administer a structured, “pro-active” customer satisfaction and service accountability system that measures the quality of services provided.


A One-Stop System and customer service evaluation process shall be developed and implemented during the program year. For purposes of this proposal response describe the elements of this evaluation process. Include methodologies for customer and system evaluation, areas to be addressed and frequency for the evaluations, and how results will be used to improve performance and ensure that the services and activities of the One-Stop Service Center are maintained at a high level of quality.

Begin your response here

2. Equal Opportunity and Program Accessibility (Response should not exceed 1 page)
A universally accessible system requires meeting the diverse customer needs that exist within the local service delivery area, which includes the needs of individuals with disabilities, people of different cultures, and persons with barriers to employment.

Describe the service provider’s (organization’s) practices for ensuring compliance with federal and state Equal Opportunity, Affirmative Action, and Non-Discrimination requirements, including the manner in which they are applied to the hiring, retention, and promotion of staff. Indicate how these practices would be applied to program customers.
Begin your response here

3. Staffing and Staff Development (Response should not exceed 2 pages)
Experience, abilities, and motivation of the staff play a critical role in the ultimate success of the service delivery. One-Stop Service Centers must present and promote a professional, business like, and accessible service center setting.

Describe your strategies for staffing, including the job classifications that are assigned to fulfill the responsibilities outlined in Section 6 of these RFP Instructions; how you will ensure that the staff are fully trained in accordance with the certification criteria; how on-going training will be provided; and how you will ensure that all staff have back-up personnel that possess the same level of training and knowledge, to ensure that adequate levels of service are available during all hours that the One-Stop Service Centers are open to the public. 

Begin your response here

L. Implementation Time-line

All elements identified in this RFP will be developed, implemented, and maintained. The MWA anticipates that while many are currently in place, some elements may require development, enhancement, or maintenance during the course of the program year. For example: Contingency plans for disruption of Service Center activities or functions; Memorandums of Understanding between partners; labor market information and performance results for training programs and activities; marketing strategies; staff development; etc.)

Provide a description of activities and an implementation schedule that includes a time-line of when the activities would be developed, implemented, or maintained during the 2010-2011 program year.
Begin your response here

M.
System Improvements (Response not to exceed this page)


One-Stop Service Centers are widely diverse in the manner in which they are designed and structured. Their organizational structures, Partner composition, locality, operating budgets, political framework, etc., vary significantly. Each One-Stop Service Center has unique characteristics that may set them apart from one another and many offer options that may enhance the efficiency of others.

As current or former One-Stop Operator or as a One-Stop Service Center Partner, describe how, in your perspective, the Kalamazoo-St. Joseph Service Center System could be enhanced.

Begin your response here
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