
FY 2020 PERFORMANCE PLAN 

 

 
Arlington Employment Center | FY 2020   Page 1 

 

Arlington Employment Center Economic Independence 

Division 

Brooke Hammond Perez 

x1779 

Program 

Purpose 

Facilitate employment and training opportunities to assist Arlington residents in 

becoming self-sufficient.  

Program 

Information 

• Arlington Employment Center (AEC) provides a continuum of services 
including employment counseling, skills acquisition, workforce training, and 

job placement.  
• The Employment Center houses internal staff as well as staff from partner 

agencies: Virginia Employment Commission, Department of Aging and 

Rehabilitative Services, the National Council on Aging, Melwood Jobs, Service 
Source, and Catholic Charities’ Migration and Refugee Services.  

• Since September 2010 the Arlington Employment Center has been certified 
by the Commonwealth of Virginia as a Comprehensive American Jobs Center.  

PM1: How much did we do?  

Staff • Total 13 FTEs: 
o 1 Program Manager  

o 1 Senior Employment Services Specialist  
o 9 Employment Services Specialists  

o 1 Workforce Development & Curriculum Manager 
o 1 Workforce Development Trainer 

Customers 

and 

Service  

Data 

 

 FY 2018 FY 2019 FY 2020 

Total Ongoing Case Management 
Clients Served 

- - 1,198 

Avg Ongoing Case Management Clients 
per Month 

547 631 652 

Average Caseload per Case Manager 50 48 66 

 

 

 FY 2018 FY 2019 FY 2020 

Number of Core Workshops 69 75 50 

Number of Optional Workshops 77 60 62 

Attendance at Core Workshops 982 823 310* 

Attendance at Optional Workshops 497 255 209 
* In FY 2020, the Core Workshop was consolidated from a 2-session format to a 1-session format, 
resulting in a decrease in the number of sessions attended. 

PM2: How well did we do it? 

2.1 Average time from referral to Case Management to placement into employment 

2.2 Client satisfaction  

2.3 Workshop no-show rate 

PM3: Is anyone better off? 

3.1 Placement rate of case managed clients in employment 

3.2 Wage at time of placement into employment  

      3.3 Case managed clients still employed after six months  
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Arlington Employment Center 

Measure  2.1 
Average time from referral to Case Management to placement into 
employment (months) 

Data 

 

 
Data 

Summary 

• Since the intake unit of the AEC was absorbed in April 2019 by the Customer 

Service Center, the indicator changed in FY 2019 to measure the average time 
(in months) from when a client completes the core, mandatory workshop and 

gets assigned to an Employment Specialist for case management, to when a 
client gains employment.  The Customer Service Center PMP tracks the 
average time from intake to being placed in a core workshop separately.    

• The goal for this indicator is 3 months, as the time from intake to placement in 
a core workshop is no longer being calculated in this measurement. 

• In FY 2019, the methodologies for calculating number of case managed clients 
and number of months spent in job search were revised to improve accuracy.  

• Data is derived from the Efforts-to-Outcomes (ETO) data system, the Virtual 

One Stop (VOS), and the Virginia Employment Commission for unemployment 
data.  

What is the story behind the data? Recommendations 

• The average time job seekers required to 
obtain employment in FY 2020 was 6.6 

months, up from 2.3 months in FY 2019.   

• While the unemployment rate in FY 2019 was 
at a low of 1.9%, in FY 2020, due to COVID-

19, the unemployment rate skyrocketed to 
6.1% by the end of the fiscal year and a lot of 

• Continue to modify the Employment 
Center’s case management philosophies 

and techniques, as well as workshop 
offerings, to align with the current 

needs of clients and evolving Labor 
Market Information (LMI). 
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industries shut down.  This exacerbated the 

ability to find a job in a timely manner for 
many clients.   

• In order to assist clients with high barriers, 

the AEC provides wraparound support services 
to pay for transportation, professional 
clothing, ESOL classes, and childcare, among 

other items. 

• In FY 2020, the AEC focused on paying for 
clients to attend professional trainings, like 

advanced IT trainings, so that clients would 
be better prepared to find employment.   

• In FY 2020, the AEC implemented its own 

workforce development program, which 
offered courses such as the Child 
Development Associate, CompTIA ITF+ and 

A+, and Microsoft Office Suite certifications, 
all free of charge, for Arlington residents.  

When COVID-19 hit, the AEC moved its 
workforce development classes to an online 
platform and has continued to provide the 

services.   

• When COVID-19 hit, the AEC quickly moved 
to a virtual platform by implementing an 

online intake form on its website so that 
clients could sign up virtually for employment 

services.  In addition, the AEC moved its job 
fairs to a virtual platform and has had very 
high attendance numbers both from 

employers and clients.   

• Continue to explore expanded options 

for virtual job fairs and workforce 
development classes.   

• Starting in FY 2021 Q2, collect data on 

clients being served virtually to 
determine gaps in service delivery as a 
result of virtual services.  Explore 

options to have clients who cannot be 
served virtually still be served, such as 

pop up employment centers in 
identified areas of need.   

Forecast 

• In FY 2021, project to have 4 months from completion of the Core Workshop to placement 

into employment. 
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Arlington Employment Center 

Measure  2.2 Client satisfaction 

Data  

 

 
Data 

Summary 

• Surveys are administered through SurveyMonkey on a quarterly basis.  

Clients are randomly selected to take the survey in the Resource Center or 
online at home, and rate how likely they are to recommend the AEC to a 
friend after receiving services.  Survey questions inquire as to the level of 

satisfaction with each unique service offered in the AEC (e.g., workforce 
development services, case management, workshops, etc.) 

• FY 2020 data reveals that 66% of AEC clients are satisfied or very satisfied 
with overall services. 

What is the story behind the data? Recommendations 

• In FY 2020, the AEC survey was revised to 

assess satisfaction with all services offered 
in the AEC.   

• The survey questions and methodology were 

changed so that the survey was 
administered to a random sampling of AEC 

clients on a quarterly basis. 
• In FY 2020, clients who received case 

management reported high levels of 

satisfaction with the availability, knowledge, 
and assistance provided by staff. 10% of 

respondents expressed dissatisfaction with 
responsiveness to requests.   

• By Q3 FY 2021, examine and report 

on satisfaction with unique services 
provided in the AEC to drill down on 
which services require improvement 

and which are well received by clients.   
• By Q3 FY 2021, examine data on 

which identified Employment Services 
Specialists are yielding high 
satisfaction rates so that best 

practices of those staff can be 
replicated and additional training 

opportunities can be identified for 

37% 40%

29%

50%

14%

5%

2%

3%17%
2%

0%

10%

20%

30%

40%

50%

60%

70%

80%

90%

100%

FY 2020
70 responses

FY 2021 (proj.)
100 responses

What is your overall level of satisfaction with the Arlington 
Employment Center?

Very Satisfied Satisfied Neutral Unsatisfied Very Unsatisfied
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• The services receiving the highest 

satisfaction ratings in FY 2020 were classes 
in employability skills, and social media 

usage.    

staff whose client satisfaction rates 

are lower.   

Forecast 

• In FY 2021, the goal is that at least 90% of clients served will express that they were 

satisfied or very satisfied with services received at the AEC.   
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Arlington Employment Center 

Measure 2.3 Workshop no-show rate 

Data  

 
 

 
Data 

Summary 

• Clients are registered for workshops in the ETO data system, and attendance is 

tracked. 
• In FY 2020, there was a 35% average no-show rate for core (mandatory) 

workshops and a 26% no-show rate for optional workshops.  

What is the story behind the data? Recommendations 

• The automated appointment reminder system 
was discontinued at the end of FY20, as data 

did not show an decrease in no-show rates as 
a result of clients having received an 
appointment reminder.  While core workshops 

are mandatory for most clients who want to 
receive employment case management 

services, there is still a considerable no-show 
rate, given the population the AEC serves, 
who oftentimes have higher barriers, such as 

childcare, transportation, etc. that prohibit 
them from always being able to attend.   

• Because workshops moved to a virtual 
platform during COVID, some clients have 

been unable to attend as a result of not 
having technology or technological literacy 
skills.  As a result, the AEC no longer 

mandates the core workshop prior to being 
able to receive case management services.   

• Explore options to offer workshops in a 
physical format that practices social 

distancing for those clients who cannot 
attend virtually.   

• By Q3 FY 2021, explore recording Core 

Workshop and making it available to 
clients on-demand. 

• Continue to survey all workshop 
participants to continually improve 
workshop quality, availability, and any 

other barriers that may exist to 
decrease the no-show rate. 
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• There was a considerable decrease in the no-

show rate for optional workshops, which is 
attributable to the fact that the AEC 

contracted out most optional workshops and 
created new workshops, such as social media 
skills, employability (soft) skills, and federal 

applications.  These workshops were very well 
received, which contributed to the decreased 

no-show rate.  

Forecast 

• In FY 2021, the no-show rate is projected to be 25% for core workshops and 25% for 

optional workshops. 
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Arlington Employment Center 

Measure  3.1 Placement rate of case managed clients in employment 

Data  

 
 

 
Data 
Summary 

• The total number of FY 2020 placements was 221.    
• Although the AEC has established an overall internal goal of a 70% placement rate, 

the performance target set by external funders is 70% for CDBG/CSBG, 50% for 
VIEW and 80% for WIOA.  

• All data is derived from the Efforts to Outcomes (ETO) system. Data for each fiscal 
year reflects all active clients within that fiscal year.   

• This indicator measurement was newly revised in FY 2020, so FY 2020 data serves 

as the new baseline by which to compare future fiscal years.    

What is the story behind the data? Recommendations 

• Due to COVID-19 and the resulting economic 
downturn, the number of placements decreased 

in comparison to FY 2019.     
• Outreach in FY 2019 and FY 2020 increased to 

establish and/or strengthen partnerships with 
community organizations who can refer clients 
to the AEC, which resulted in the higher 

numbers of clients served in FY 2020 over 
previous years.  

• Increased and professionalized workforce 
training initiatives at the AEC continued in FY 
2020 to include soft skills development and 

• In FY 2021, continue to increase and 
offer virtual and possible onsite 

professional workforce training at the 
AEC to train clients in the skills and 

certifications needed in the local 
workforce.   

• Continue to strengthen communications 

with the Business Engagement Team to 
set up virtual employer events and job 

fairs that better match the needs of our 
clients. 

• By Q3 FY 2021, increase outreach and 

service models to underemployed or 
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multiple workforce development classes in an 

attempt to increase the placement.   

recent college graduates, who either 

cannot come into the AEC during 
business hours or currently are not 

coming into the AEC.   

Forecast 

• In FY 2021, anticipate a placement rate of 21%, due to COVID-19, and increase outreach to 

different cohorts of clients.   
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Arlington Employment Center 

Measure  3.2 Wage at time of placement into employment 

Data  

 

 
Data 
Summary 

• In FY 2019 and previous years, the salary ranges were the following:  $7.25 to 
$14.00, $14.01 to $25.00 and $25.01 and more.   

• In FY 2020, the ranges were changed to reflect the actual living wage of 
$15.63 in Virginia.  Since the wage goal was changed to reflect the actual 
living wage, the goal was changed from 45% to 40%.  

• In FY 2020, 35% of clients placed into employment earned at least $15.63 per 
hour, shy of the target goal of 40%. 

• The average wage at placement in FY 2020 was $17.86 per hour. 
• The living wage established for Arlington County is currently $15.63 for a one-

person household.  Living wage data is derived from ALICE:  

https://www.unitedforalice.org/virginia. 
• All wage data is derived from the Efforts-to-Outcomes (ETO), VaCMS, VOS, 

Wage Match and the Work Number.  

What is the story behind the data? Recommendations 

• During FY 2019 and FY 2020, the AEC 
continued to experience a large number of 

lower skilled employees entering the job 
market, which kept placement wages fairly 
consistent.  

• In general, it has been widely noted nationally 
that while unemployment dropped, wages 

• Focus on training/employment in the 
higher wage IT sectors through the 

Disability Employment Initiative (DEI) 
and GOVA program.  

• Continue to improve the quality of in-

house and external training providers 
to ensure that clients achieve more 

marketable training and credentials.  
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$25.01+ $15.63-$25.00 $7.25-$15.62

Goal: 40% 
>$15.63
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were stagnant.  In several occupational 

clusters there has been a slight decline.  
 

• Ensure that the Business Engagement 

Team sources additional higher paying 
and/or professional level employment 

opportunities to match the needs of 
clients.  

Forecast 

• In FY 2021, 40% of clients are projected to obtain jobs paying at least $15.63 per hour.   
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Arlington Employment Center 

Measure  3.3 Case managed clients still employed after three months 

Data  

 
 

 
Data 
Summary 

• In FY 2020, the employment retention rates for Community Development 
Block Grant (CDBG) and Community Services Block Grant (CSBG), VIEW, 

WIOA, SNAPET, and Local all exceeded their respective targets.   

• Retention rates were 75% for VIEW (18/24); 83% for CDBG/CSBG (35/42); 
71% for the Department of Labor’s Workforce Innovation and Opportunity Act 
(WIOA) (49/69); 89% for SNAPET (25/28); and 82% for local programs 

(123/150).    

• Methods for calculating employment retention were revised in FY 2019 to 
enhance accuracy, so comparison across fiscal years is not meaningful.   

• Data is currently derived from ETO, VOS and VaCMS.  Some clients are 
duplicated across funding sources.  

What is the story behind the data? Recommendations 

• In FY 2020, revisions were made to ETO to 
capture retention rates for every client and 

funding source, which explains why there are 
retention rates for more funding sources in FY 

2020 in comparison to previous fiscal years. 
• In FY 2020, the indicator was changed from 6 

month retention to 3 month retention, as not 
all funding sources are collected, per grant 
requirements, at 6 months of retention.  The 

• Continue to provide skills training to 
assist clients not only in keeping a job, 

but in the soft skills necessary to retain 
a job.   

• Explore providing occupation-specific 
training that has applicability in a 
COVID work environment. 
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3 month retention indicator serves as the 

standard for all funding sources.   
• FY 2020 retention rates were negatively 

affected by COVID-19, where a lot of clients 
lost their jobs as a result of the economic 
downturn.   

Forecast 

• In FY 2021, project three-month employment retention rates will meet or exceed targets 

for each program: 50% for VIEW and SNAPET clients, 70% for CDBG/CSBG clients, 70% 
for Local clients, 70% of GOVA clients, and 80% for WIOA clients. 

 


