GOVERNMENT OF PUERTO RICO

Department of Economic Development and Commerce
Labor Development Program

Reference: DDEC-WIOA-08-20
Effective: November 2, 2020
Subject: Case Management and Record-Keeping Policy

To Local Workforce Development Boards, Mayor Boards,
To: CGU/AJC operators, service providers, and other partners
in the workforce development system.

Purpose: The purpose of this policy is to describe and to detail the
case management and record-keeping requirements in
accordance with the rules and regulations of the
Workforce Innovation and Opportunity Act of 2014 (WIOA).

I.  DEFINITIONS:

1. Career planning - as defined by section 3 of the Workforce Investment
and Opportunities Act (WIOA), it entails providing a client-centered
approach in the delivery of services, designed to:

1) prepare and coordinate comprehensive employment plans, such
as service strategies, for participants to ensure access to necessary
workforce investment activities and supportive services, using,
where feasible, computer-based technologies; and

2) provide job, education, and career counseling, as appropriate
during program participation and after job placement.

For the purposes of this policy, career planning will be referred to as case
management.

2. Individual Service Strategy (ISS) - is an individual plan for a youth which
includes an employment goal, appropriate achievement objectives and
the appropriate combination of services for the participant based on the
objective assessment. The ISS is used as the basic instrument for the local
ar ea to document appropriateness of decisions made about the mix and
combination of services, including referrals to other programs for specified
activities.
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3. Individual Plan for Employment (IEP) - is an individuadlized career service,
under WIOA sec. 134{c)(2)(a)(xii}(ll), that is developed jointly by the
participant and career planner/case manager when determined
appropriate by the one-stop operator or one-stop parther. This plan is an
ongoing strategy to identify employment goals, achievement objectives,
and an appropriate combination of services for the participant to
achieve the employment goals.

4. Participant: a reportable individual who has received services other than
the services described in item 3} below, after safistying all applicable
programmatic requirements for providing services, such as eligibility
determination.

1) For the Vocational Rehabilitation (VR} program, a participant is a
reportable  individual who has an  approved and sighed
Individualized Plan for Employment (IPE) and has begun to receive
services.

2) For the WIOA title | youth program, a participant is a reportable
individual who has satisfied all applicable program requirements for
the provision of services, including eligibility determination, an
objective assessment, and development of an individual service
strategy, and received 1 of the 14 WIOA youth program elements in
sec.129{c){2) of WIOA.

3} The following individuals are not participants:

a. Individuals in an Adult Education and Family Literacy Act
(AEFLA) program who have nol completed at least 12
contact hours;

b. Individuals who only use the self-service system.

i. Subject to item ii below, self-service occurs when
individuals  independently access any workiorce
development system program's information and activities
in either a physical location, such as a one-stop center
resource room or partner agency, or remotely via
electronic technologies.

ii. Self-service does not uniformly apply to all virtually
accessed services. For example, virfually accessed
services that provide a level of support beyond
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independent job or information seeking on an individual
would not qualify as self-service,

c. Individuals who receive information-only services or activities,
which provide readily available information that does not
require an assessment by a siaff member of the individual's
skills, education, or career objectives.

5. Reportable Individual: an individual who has taken action that
demonstrates an intent 1o use program services and who meets
specific reporting criteria of the program, including: (1} Individuals
whao provide identifying information; {2} Individuals who only use the
self-service system; or {3} Individuals who only receive information-
only services or activities.

6. TABE - refers fo Test for Adult Basic Education which is a diagnostic
test used to determine a person’s skill levels and apfitudes.

BACKGROUND:

The Workforce Innovationand Opportunities Act (WIOA) promotes a
client-centered case management approach to deliver program
services. Case managers are the front-line staff responsible for supporting
participants' educational and employment development and ensuring
their successful transition to the workforce. Thus, this policy is required to
ensure that case managers provide participants the necessary resources,
tools, and skills to help obtain employment while considering any existing
barriers. Furthermore, it oullines the process for documenting activities
associated with the provision of these services.

POLICY:
A. Case Management

Case managers are vital in WIOA's service delivery system. They help
guide, support, and motivate participanis seeking opportunities for
educational and career advancement. Case managers cairy out
multiple activities throughout the entfire WIOA process, as described
below.
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1.

intake, and Enroliment

Once participants are recruited, the case manager will begin the
infake and enrollment processes. During these, the locadl
representative will determine pariicipant eligibility, collect core
identification and demographic information, and provide
orientation regarding program participation and expectations. To
ensure WIOA reqguirements are met, each case manager should
know the eligibility requirements for all WIOA Title | programs and
services.

Assessment, Development, and Implementation of an Individual
Plan or I18S Strategy

All participants must have an objective comprehensive assessment,
not just basic skills of their academic levels, skill levels, and service
needs. The purpose of the assessment is to help individuals and
career planners/case managers make decisions about appropriate
employment goals and develop effective service strategies for
reaching those goals, An effective assessment shall include a
review of basic skills, occupational skills, prior work experience,
employability, interests, aptitudes, supportive service needs, and
developmental needs of such participant. Note: a TABE test as a
stand-alone assessment is not appropriate.

Local staff using professional developed instruments must be trained
in their use and inferpretation to translate the information into a
successful action plan. This information, along with information
about current labor market trends, should serve as a guide for
determining the appropriate career or supportive services.

Adult and Dislocated Worker participants should have an Individual
Employment Plan {IEP) developed joinily by the participant and the
career planner/case manager. The [EP is an ongoing sirategy that
sefs a series of objectives such as the parlicipant's education and
employment goals, the appropriate achievement objectives, and
the appropriate combination of services that address bariers
(see WIOA Adult and Dislocated Worker Services) for the participant
to be successful.

Every Youth participant must have an Individual Service Strategy
(ISS}. The 1SS is a specific ongoing plan based on the objective
assessment and  shall  identify career pathways that include
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education and employment goals. Appropriate  achievement
objectives and appropriate services for the youth directly linked to
one or more of the indicators of performance must also be included
in the ISS.

During effective case management, career planners/case
managers conduct periodic reviews of actual activities in relation to
participant plans to defermine if progress towards successiul
completion is still on track and determine additional needs. Any
related problems that may arise must be recorded in case notes. If
obstacles are identified, note how each barrier or need wil be
addressed and by whom. Some obstacles may be addressed by
providing applicable WIOA supportive services if allowable by the
funding opportunity; however, local workforce development
boards or graniees are encouraged to seek out one-stop partners
and other entities that may be able 1o provide these services.

. Follow-up

Case managers will also conduct follow-up services 1o ensure that
the participant can retain employment, advance through a career
or educational path, and achieve professiondl development. These
services dlso provide for the progress tracking and data collection
required fo measure performance. Follow-up services must be
available to all participants registered in the Tille | program for @
minimum of 12 months from the date of the last service received or
immediately if the participant is not expected fo receive any other
services in the future. Further directives will be found in policy
WIOA-07-20 Procedure for Follow-up Services Required by WIOA for
Participants of the Adults, Dislocated Workers and Youth programs.

B. Record-Keeping and Case Notes

Essential to delivering valuable services and measuring the program's
success, there must be tools to document the parficipant's progress.
Case managers must keep participant files to maintain a complete
record of all participant documentation, interactions, and activities.
The files also serve as a record of accountability between parts and
help provide continuity in the event of a change in staff.

The Puerto Rico One-Stop Centers use paper-based files for case
record keeping. To fransition into electronic-based files, the Puerto
Rico Department of Economic Development and Commerce expects
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v.

to implement a configurable integration platform into their current
system, the Participant Record Information System or PRIS, which will
allow local case management capabilities.

Participant files (refer to appendix 1 & 2} should cover information
including, but not limited fo:

Data enrollment and eligibility, such as the Application, eligibility
documentation, barrier information, low-income documentation,
dislocated worker documentation;

Case management, such as assessments, testing, Individual
Employment Plan or Individual Service Strategy;

Training, such as  transcripts, diplomas, degree pians, class
schedule, attendance documens;

Work experience and training, such as contracts, work permits, work
evaluations, job descriptions, timesheets; and

Case notes, including the date, description, purpose, observations,
content, outcome, assessment, and plans for nexi steps of each
meeting or conversation with the participant.

The case must note clearly show the participant's history and progress
toward their goals. To ensure their qudlity, the following standards should
be taken into consideration:

L ]

Document each event promptly;

Be concise and clear;

Be detailed and specific;

Be consistent with supporting documentation;
Organize information in chronological order;

Provide justifications for determinations;

Provide potential solutions to identified problems; and

Keep in mind that these might be subject to audiis or used as
evidence in court.

REQUIRED ACTION.

To best serve participants, case managers must read and understand the
policies and forms in this manual, as well as local policies, procedures, and
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VL.

VIL.

VIIL.

forms. Each local board shall ensure that all CGU/AJC staff, service
providers, and workforce development system partners are informed of
and implement this policy. Moreover, Local boards should adhere to this
policy when developing their policies and procedures for case
management and record keeping.

SEVERABILITY CLAUSE:

If any provision of this public policy is challenged by the Court and declared
unconstitutional or void, such decision shall not affect, impair, or invalidate
the remaining provisions of this public policy but shall be limited in effect to
the provision or topic specifically addressed. The nullity or invalidity of any
provision or topic shall not affect or prejudice in any way its Application or
validity in any other case, except when specifically and expressly
invalidated for all cases.

TECHNICAL ASSISTANCE:

All local areas have support, guidance, training and technical assistance
on applicable regulatory processes. For any questions related to this
policy, please contact planificacion-validacion@ddec.pr.gov .

EFFECTIVE:

This public policy will become effective after it is approved by the
Workforce Development Program Director and ratified by the Secretary of
the Department of Economic Development and Commerce.

LEGAL FRAMEWORK:

- Workforce Investment and Opportunities Act (WIOA), sections
129(c)(1)(A)&(B) and 3(8)(A)&(B)

- 20 CFR Sections 678.430(a)(b)(c), 680.150(a)(b)(c). 681.580(a)&(c), 20
CFR §681.420(a)

- Training and Employment Guidance Letter (TEGL) 19-16 "Guidance on
Services provided through the Adult and Dislocated Worker Programs
under the Workforce Innovation and Opportunity Act (WIOA) and the
Wagner-Peyser Act Employment Service (ES), as amended by tifle Ill of
WIOA, and for implementation of the WIOA Final Rules." (March 1,
2017)
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- TEGL 21-16 "Third Workforce Innovation and Opportunity Act (WIOA)
Title | Youth Formula Program Guidance" (March 2, 2017)

o i TP
(NS w0

ueziell Cordero

(Signature and date)

- 11]/3 /2025
Manuel A. Laboy Rivera S

Secretary of the Department of (Signature and date)
Economic Development and Commerce
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