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>> KATIE ALLEN: If you cannot find your phone's mute button, you can dial star pound to mute your phone.  If you experience any connection issues during the webinar today, try logging out and logging back in.  And if you continue to experience technical difficulties, you can type in the chat box in the upper right corner of your screen. 

So again , if you want to mute your phones.  Okay, thank you.  We've reserved time at the end of today's presentation to answer and to address any of your questions and comments.  We encourage you to type all of your questions and comments in the questions box, which is up in the right‑hand corner.  And if you would like a copy of the PowerPoint presentation, you can find that in the downloadable resources box right now which is on the bottom right side of your screen.

There will be a link to an evaluation which will appear on your screen after the question and answer period of today's presentation.  And you can follow this link to take the evaluation.

If you're requesting CRC credit for the webinar, you must complete this evaluation to receive credit.  This webinar is worth one CRC credit.  Finally this webinar is being recorded and it will be archived on Explore VR.  Www.explorevr.org after the live webcast. 

So today your host will be Joe Marrone from the Institute of Community Inclusion.

>> PHONE:  Audio recording for this meeting has begun.

>> KATIE ALLEN: From the Institute for Community Inclusion.
And before I introduce Joe, I'm just doing to read the objectives for today's webinar presentation.

So in today's webinar we are going to first explain the JD‑VRTAC goals, partners, technical assistance, and learning collaboratives.  And our presenters from New Hampshire are going to talk about their background from their project, as well as the purpose and goals of their JD‑VRTAC project.  And how they implemented their JD‑VRTAC project.  And then our presenters will share they accomplishments from the project, as well as discuss some of the challenges and the lessons learned from completing their JD‑VRTAC project.

And then they'll talk a little bit about what was most helpful from the technical assistance they received and participation in the learning collaborative.  And finally our presenters will discuss their next steps and goals for the rest of, for continuing their project without the technical assistance.

So without further ado, I'm going to turn it over to Joe Marrone, your host, to describe some of the JD‑VRTAC project.  Joe? 

>> JOE MARRONE: Thanks Katie.  And thanks Tracey and Lisa who you'll hear from primarily today.  It has been a pleasure working with them.  Folks know about the JD‑VRTAC.
I'll tell you a little bit more.  But just in context of New Hampshire, I've been working with them a little bit over the last year or so and in addition still working with them, they both work here at ICI.  And prior to his retirement, bob Burns, who was the former Maryland Voc rehab director, and retired about a year ago was working with them.

When we talk about the ICITA effort, we're talking in some fashion or another with all those folks.

A many of you know, the JD‑VRTAC itself is federally funded by RSA.  It's one of the multitude of TA centers.  We have four topic areas essentially:  Business engagement, employer supports, labor market information, and customized training providers.
And there's a lot of material and information from our work, our product development, and our communities of practice on ExploreVR.org.  So feel free to take a look at that.

The JD‑VRTAC, which is now in its fourth year.  Well soon to start its fourth year.  Originally it was set up for three years.
And we've expanded it to the fourth year.  Had many partners, Jobs for the Future, University of Arkansas/CURRENTS, which is the old case that used to be in Arkansas.  University of Washington, CSAVR, United States Business leadership Network, association of University Centers on Disabilities, which is primarily funded to share best practices primarily around people with intellectual disabilities.  And in addition to the formal partners, we've connected with the National Council for State Agencies for the Blind.  And the Technical Assistance Center Collaborative, which is the association basically of all the T.A. centers.

As most of you know on the call, there are three types of TA, which are prescribed by the Rehab Service Administration.  There is the intensive TA, which is essentially what you'll hear about in terms of the New Hampshire product.  In terms of on site and detailed plans and followup and report of recommendations.

There is targeted TA, which is essentially, broader TA doesn't focus on any one state, but that comes out of you'll be getting material and many of you are members of various communities of practice and forums and materials development.  Then there is a so‑called universal TA, which is basically not targeted essentially preventing webinars and materials and general areas of interest based on those four topic areas that JD‑VRTAC is mandated to provide.
 
As I said, as part of the learning collaborative with the intensive technical assistance, we have two or three instate, which we've had in New Hampshire, in‑person learning collaborative meetings.  We have conference calls with both individual states that we usually try to do monthly, but as well as the specific states that are part of the ‑‑ New Hampshire was part of the first round of states involved with learning collaboratives.  An additional round.  As many of you know who are involved, we have regular calls and we have regular meetings.
We've had them in Chicago, and the last one was in D.C. in August.  We've had 18 states who were part of the intensive TA can and part of the learning collaborative.

That gives you the background.  But more importantly you're going to be hearing from Tracey and Lisa in terms of the specific work with New Hampshire. 

>> Thanks Joe for the primer for us.  First of all I want to say hello to all the VR staff who have tuned into this webinar.  It's nice to see some familiar names in the comments and questions section and participants.  And I hope that those of our staff who have been impacted by the hurricanes are doing okay.  We have been getting some I think pretty nice updates from CSAVR and how folks are doing.  My thoughts have definitely been with everybody in Florida and Texas and Puerto Rico, you know, and other states.  It's just been a difficult time.  So I just want you to know I'm thinking about you.  And, you know, hope things are going well. 

So Tracey and I are happy to be here today.  And we wanted to first share some of our background and services.  So in New Hampshire we have seven offices around the state.  And you can see where they're located here.  Nashua, Manchester.  Manchester is really our biggest city.  Concord, which is where our state capital is, and a lot of the big state services.  Berlin, which is way up north.  About an hour or half or so from the Canadian border.  Keene, in the western part of our state.  Portsmouth, which is on the seacoast, right there by the ocean.  Lebanon, which is a big center for Dartmouth College, a lot of folks around the country have probably heard of that.  And we have four VR counselors who are there for the blind and visually impaired population.  They cover the entire state.

So we have nearly a hundred staff.  41 of those folks are VR counselors.  We now have thanks to our work with the JD‑VRTAC five business relation consultants and I put in parentheses when we're staffed.  And we'll tell you that part of the story in just a little bit.

One public relations specialist and one program specialist,s and that's Tracey who is with me.

Our annual budget is approximately 14 million.  And our overall state population is 1.2 million.

In New Hampshire we're housed in the Department of Ed, which for us is the ideal place we have a real I think close connection with our special ed partners.  And I think it's made actually some of the pre‑employment transition service work a lot easier. 

So that is that. 

So I'll tell you a little bit about our work with the JD‑VRTAC.  I think full disclosure because we're very, very close to UMass Boston and the Institute for Community Inclusion, I had a real vested interest in getting in early.  And, you know, certainly already have a very established relationship with Cee and Joe and Bob Burns at the time.  We certainly didn't want to miss out on this opportunity.  We knew we really wanted to build up our business engagement unit, if you will, and so we really jumped on the chance.  And I would just mention to folks, too, that part of the reason we had such a great relationship with ICI was because they were a partner in some of our previous work when we had I even forget what they were called now.  What were we called before we had the TACs, Joe? 

>> JOE MARRONE: The TACE!

>> LISA HINSON‑HATZ: Thanks.  I don't know why I couldn't come up with that.  The TACE centers.  We have a long history.  At the time we had one statewide business supervisor.  It was Jim Hinson who has since left VR here and now works over at the department of business and economic affairs.  And we had two internal placement specialists.  One of those was Tracey Frye who is with me and the other was Terri Tadeski.  That was the status at the time.  We wanted transfer to business engagement versus just job placement for customers to really be in alignment with WIOA.

So I actually pulled out all my notes and went book and looked at what was our goal at the very beginning.  And we actually had a lot of goals that I don't think were even related to business engagement. More centered around our with CRPs.  And the JD‑VRTAC folks helped us home in on what we really need to stand up a business unit.  And we really did.  We focused on evaluating what our current staff capacity was and our knowledge to provide successful business engagement activities.  We examined our current staff structure, which as I mentioned was pretty minimal at the time and recommended changes.  And we also wanted to evaluate our current business services that we already had in place and what changes needed to be made, what did we want to add to those.

Okay.  All right.  We're just figuring out who is doing what here.  When we started out with project implementation, the first thing that we really wanted to do was look at job descriptions from other states.  And I know that we looked at, you know, Nebraska's.  We looked at Pennsylvania's.  We looked at Vermont's.  We looked at several states to really see, you know, what was actually in their for the activities and the duties that they were providing.  And we went with the name of a business relations consultant.  We thought that melded really well with our agency and I think with our goals.  We actually looked through our vacant positions and identified four positions that we could transform to business relation consultant positions.  That was in the fall of '15.

At that time we were having conversations with Tracey because we had an opening in central office and it was really important to me that we separate some of the work that Jim was doing around CRPs.  It was kind of sucking up a lot of his time and Tracey had done some serious work around the state and being an internal job placement specialist.  She had great relationships with them and it was a great role.  She was also able to kind of continue her business relations work with the team as we were standing it up.  That was in June of '16.

And Terry, rather, the other internal placement staff was transitioned into her BRC role in October of '16.  And I want to say just on the outset here, one of the reasons that I actually wanted to work with the JD‑VRTAC was to help with some of our internal state operations.  And what I mean by that is I really felt like this would be a tool that would help our H.R. understand how critical this was.  You know, with the implementation of WIOA we couldn't wait three years for these position to be reclassified and done.  We really needed them as soon as possible.  So I firmly believe that this helped us do that.  It was a little extra pressure to put on the HR system, you know, that I think helped us out a lot.

So I'm going to let Tracey, she's going to take it after this slide.  So then in the spring of 2016, which I'm backing up a little bit.  I guess I was a little out of order there.  But I went around to all the regional offices and really had a brief presentation, and I discussed the importance of business engagement, how it was different than the job placement that we had been doing before, how the role of the BRC was really going to be different.  And that those were critical discussions.  And I feel like I kind of got a little bit of yessing from staff.  And I know that because folks like Tracey kind of hear the real story when they're out in the field.  Like I know she wants us to develop these plans.  But I think people kind of thought like is this is flavor of the month or the flavor of the year for initiatives.  And I think I was pretty clear saying this is something that was not going to go away.  This is now in our legislation.  It's critical to the work that we do.  And it's just as important as the work that the VRCs are doing.  The voc rehab counselors.  I'm going to pause and let Tracey take over.

>> TRACEY FRYE: Hello everyone.  After Lisa was able to go through each regional office and give that initial talk to the staff about business engagement, Jim and I went to every office individually along with Cee and Laura or one of the two to facilitate meetings.  And really what we wanted in these meetings was to draw out what our VRCs were already doing for business engagement.  These conversations went really well and I think that was partially because we had that JD‑VRTAC representation to kind of affirm what we were talking about and kind of it wasn't us coming from central office saying "Okay, what are you doing?  How much are you doing it?"  And these are really interesting conversations.  Because initially everyone said well I don't do anything.  Our CRPs are doing this work.  And as we really started to draw out conversations, what we really realized is that, you know, the VR counselors are doing business engagement all the time.  They're going in to talk to a manager after their customer has been placed.  They're going to job fairs and business expos and working on developing OJTs.  These were really, really positive conversations.

And, you know, after our first meeting in Manchester, our largest regional office, the first thing that the regional leaders said was "Oh, thank goodness, I thought this was going to be awful.  And this was really exciting!" So we really were excited about our initial conversations and just capturing what are they doing.  We're saying right now we're not asking you to do anything else, but we're asking cow to capture what are we currently doing in and around business engagement.  And as I said again, those were all facilitated by Cee or Laura.

In the meantime we started to interview and fill for the two BRC positions in both Nashua and Keene.  And we were really looking for someone who could be comfortable going out and talking to businesses but also have that essential services background or a little bit of experience working with individuals with disabilities. 

So we were able to fill the two positions of our Keene regional office and our Nashua office and we were pretty much fully staffed with our Manchester Business Relations Consultant job going to be posted in January of 2017.  We were, we kind of had the positions before we really developed what do we need to do for training.  So we were working with the JD‑VRTAC.  What does this training process look like?  Jim was really in discussion with Cee and Laura.  Add we had them on board, we were still trying to figure out our standards and indicators and how are we going to measure the success of these business relations consultants.  And we had a really great spring.  And we were fully staffed and then what has happened in New Hampshire is that we have pretty much lost the majority of our team.  You know, what we realized is we got some really, really great business relations consultants.  And, you know, one was stolen from us, unfortunately.  Sandy Shaw was in our Nashua office and he was fabulous.  And he was offered a higher paying job, work from home, kind of that dream job offer.  And he unfortunately left in May.
And our Keene business relations consultant, it's just, I don't know.  They think the pace of VR maybe wasn't a fit for him.  He was a go, go, go.  And we had some assimilation issues in the regional office.  And he unfortunately left, as well, in May.  And as Lisa previously mentioned, we did lose our supervisor who went to a different state department in June. 

>> LISA HINSON‑HATZ: Sure.  So at this point, you know, we're in a phase of, you know, rebuilding our business relations consultant staff and the statewide supervisor positions.  You know, I will also say we've really had some pretty in‑depth discussions about some of the assimilation issues that we had in our Keene office and what that really meant, and how our training needs to change.  And also potentially how the supervision needs to change.

And it's not that there was anything wrong necessarily with how Jim was providing that supervision, but one of our concepts at this point is would it be more beneficial to have the business engagement unit staff report to our field service administrator just as our regional supervisors do?  Because then you sort of got both sides of the house working under the same supervision and hopefully hearing all the same messages.

So right now we're building, you know, we're really looking at building that.  We also recently you'll see we hired our Manchester regional office business relations consultant.  He's done a lot of sales in different sectors of the state.  He knows a lot of businesses.  What he doesn't really know is a lot of the disability side of the house.  But to his credit, one of the great things he did is he went through our acre training, which we also helped develop initially with ICI.  And that, I think, was a great kickstarter in a way for him.  And I think he really has a passion for helping people with disabilities.  He just started.  And so Tracey and Terri have been working a lot with him.  And we actually do have a pretty mapped‑out training process that we have.  If anyone is interested in seeing some of that, I know Tracey would be willing to share that, as well.

So where we are right now is really obviously wrapping up with our JD‑VRTAC.  So I have like a sad face on right now.  We certainly have, you know, really run the gamut of, you know, starting out figuring out what we want to do.  And now we're at a place where I think you'll see here we have really three next steps.  One is really digging into that regional office assimilation issue.  Because it's interesting.  And the example I'll give to folks is so in our Manchester office, it's our biggest office.  We've got nine counselors.  We have two new counselors that just started and we've got the new BRC.  And one of the discussions that we initially had, I said well do we want to wait.  At first the supervisor said let's wait because I want to focus on training my counselors.  We talked about it more.  And what we really wanted that conversation to be like is everyone is equally as important.  And I think that's the place that we all need to get to. 

Now she felt differently once we had a great candidate in front of us.  And she said I think it's really important that we bring everybody in at the same time.  Everybody is going to be going through some components of the new counselor training.  So he has been a part of some of that.  Number one, they're going to come in as a cohort.  I think it will help with their team building and those pieces.  But, you know, really to show the equality, if you will, between the VR counselors and the business relations consultants. 

We're also working on the tasks and standards for the BRCs and we've got a pretty good outline I think at this point.  I know that Cee has continued to do some work with Terri on some of that and Tracey.  And then we've got three additional staff to hire.  We've got the Nashua Business Relations Consultant position.  And we really took a hard look at our data and realized it would probably make more sense instead of filling that position back in Keene that we move it to Portsmouth, more so because we got more businesses needing our help out there than in the Keene area.  The population of businesses is drastically different.

Like a lot of other states that are on the line, we've got a really low unemployment rate.  2.7%.  Which is some of the reason why we lost three staff at the same time.  So, you know, I think the biggest lesson that we learned, if I were to sum it up, would be that that assimilation issue is a lot more, it needs a lot more deep work and preparation for folks than we ever thought. 

You know, there were little instances of like competition, and one of the issues that came up in the Keene office is where is so and so  Why isn't he ever in the office?  It's like well A, his job is to be out in the business community.  And B, it's really none of your business.  Do your job.  You know.  I don't think we said it that way.  But, you know, this is really some of the lessons that we learned, I think.  And I don't know if you would add anything to that Tracey.

>> TRACEY FRYE: I think as far as assimilation, as well, we did put the pay grade for the business relations consultant higher than the VR counselor.  And that was, you know, intended to attract, you know, higher‑level business professionals.  But, you know, looking back on it, that could also add into some of the assimilation issues where, you know, a business relations consultant might be coming in at a higher pay grade than someone who is a master's level VR counselor, too.  Just something to consider moving forward.  I think you have another slide.

>> LISA HINSON‑HATZ: Yeah.  I think if we're looking at what our accomplishments were in this process, you know, we got the job descriptions.  That was so awesome to have that help.  It held us identify some vacant positions that we could look at restructuring.  And training to have our structure for the business engagement unit.  And I think the other thing that was really valuable was the in‑person meetings that Tracey and Jim went to along the way.
It's, I always say that.  Like when I go to CSAVR or some other conference, it's almost like a support group for the issues that challenge us in our VR agencies.  And the nice thing is we all really have the same issues.  They're just at a different level, you know, in some agency.  If you're a bigger agency or a smaller agency or more rural or more urban.

And then we've also we've started those regional office conversations again about what business engagement really is.  You know, but I think we have a long way to go.  We're revisiting those office plans.  That's something else that I think was great.  And we don't want it to be something that just gets put on a shelf.  We want it to be something that actually gets utilized by the regional offices.

So I think this is probably going to be redundant.  So we definitely had the regional office assimilation issues.  As I said, you know, we're looking at that supervision of the BRCs.  And if it should be that field service administrator or someone separate from central office.  Hiring is tough right now.  It's tough because people snap up jobs so quickly and the state moves at such a different pace.  And, you know, as fast as we can move it sometimes is not fast enough. 

So, you know, again that retention of the BEU staff.  I can't compete with $80,000 a year and being able to work from home as a state agency.  I just can't unfortunately compete with that.

And then, you know, are we looking for sales staff or something else?  As Tracey mentioned, we sort of in our initial hirings have looked at a hybrid of that.  And honestly I think the individuals who were chosen, they're great individuals.  But as we said there were challenges in keeping them for various reasons.

The other challenge I think that we have is really tracking the data for business engagement activities.  And in New Hampshire we utilize AWARE, which is the alliance program.  And we also have a software system called NEOSERRA.  And that is a system that we've agreed to use across our core partners.  So our employment security is utilizing it, adult basic education, career and tech ed, VR obviously.  And where we really wanted to address our integration is at the end game.  Where we're looking at who are the businesses that we're working with, what are our relationships like, and NEOSERRA is essentially a case management system for businesses.  Many of you out there might use Salesforce.  It's somewhat similar to Salesforce.  And I think lastly it's how do you motivate and encourage the VRCs and some of the supervisors, to be honest, with buy‑in, into this important position and how it can really help us meet all of our goals.  If we think about our new performance outcomes and, you know, how we're looking at leading measures as my fellow director from Nebraska Mark Schultz says, looking at those leading measures that end up in those lagging measures.  Our new performance.

So that is, I think, a big summary of sort of lessons learned. Tracey, what was most helpful?  Why don't you take the next couple slides? 

>> TRACEY FRYE: I will say the learning collaboratives, at least for me professionally and personally were so important.  Because although we were doing this in our, you know, in our little state, you know, with a few brains working on this, when we were able to go to Chicago and Nashville and see what other states were doing we came back enthused and energized and really optimistic about where we were.  Because sometimes when you're sick of it all, you feel like you're not getting anywhere with this business engagement team or trying to motivate and inspire the field to try to jump on board with us.  And then we would go, and I always leave those learning collaboratives saying we're not leading the pack, but we're not, you know, we have a good infrastructure.  We have positions.  You know.  And I feel like it validated that we were learning together.
All the states are trying to implement this.  And so those are really helpful.  And of course our in‑person meetings with Cee and Laura and Joe.  I never worked with Bob.

I would say to any states who haven't been able to do this, they helped us so much and they were such a positive team to work with.  And I thank you all so much. 

>> LISA HINSON‑HATZ: Me too.  This again I think is a little redundant.  Obviously I got a little bit ahead of myself.  But our next steps, future directions, and goals, obviously rebuilding the BEU team having the regional office staff weaved into that.  We will get there.  Developing a full menu of business services.  You know, taking into account the strengths that people are bringing with them, I think, as well.  Deepening our data tracking abilities.  So we're able to see the real benefits of our business engagement staff.

I think developing a business customer satisfaction method that works.  One of the challenges is our business folks, as you guys all know, they are busy.  They don't have time for surveys and this and that and the other thing.  But we need to find a method to work that in.  And I think if folks are establishing deep relationships, we'll be able to work that into the process so we're not burdening them with more surveys and those kinds of things.

We're also currently working on updating our business service marketing materials.  Because our BRCs want things to be able to bring out to the field and share with business partners.  These are the services that we can provide you at no cost. 

And then also exploring how our CRPs can assist with the business engagement activities.  One of the things that Tracey and I started, I think we took July off, but we started having monthly calls with our CRPs.  So what happens is Tracey sets up a teleconference and we pick different topics and we talk about that.  The first one was really about WIOA, what does it really mean, what does it really mean to CRPs.  And they were able to ask a ton of questions.  And it was just an awesome call.  I think it was an hour, hour and a half.  Something like that.  The one that we recently had, I really had a discussion with them around the shift from just getting any job, you know, with a customer.  Obviously in their career field.  But the shift to helping people identify jobs that would get them into a career pathway.  There would be advancement opportunities.  Again, in alignment with WIOA.
And we've had tremendous, you know, reports at the CRPs that they love those calls.  I think it's a way to interact with myself and Tracey in a different way other than just calling about a bill that didn't get paid or, you know, some other issue that may be going on with a regional office.

It also allows them to share sort of what's going on in their region that's working well.  And, you know, that's been great.  So what do we got left? 

Questions!  Let's open it up for questions.  And I know, I saw two things come across the screen. 

>> JOE MARRONE: You talked a little bit about assimilation.  I wasn't sure if that was enough.  But one thing that I know people definitely wanted a little bit more detail, the whole idea about the task and standards for the business relations consultants.
 
>> LISA HINSON‑HATZ: Absolutely.  I actually brought it up on my other screen.  And, you know, I'll just read through a few of them so you guys can kind of get a flavor.  You know, the first task is for them is researching, developing, and printing a customized labor market report.  And it may be using the career index plus or some other method, you know, to really provide the VRC with market‑driven and advanced, we called it individualized employment intelligence.  I liked that.  That aligns with the needs of the businesses that the VRC has relationships with in their career pathway.

And, you know, the way we looked at some of these was, and I don't know who does the rating for these.  I mean some of the stuff that we still have to work out is how are we going to rate them on that.  We have not established like a monthly average because as we all know, a lot of the work that BRCs are doing are not necessarily related to individual customers.  They're really related to the business.

The second was reviewing and interpreting labor market and job placement information to assist in developing and maintaining our policies and procedures.  And, you know, some of that is, you know, they're going to have different knowledge of local labor market information to be able to share.  You know, and some of this, as we said, is really still in the works. 

Let's see what we've got for number three.  Task number three was documenting all efforts in our case management system to inform us of the business activities and accomplishments in working with the clients and in the business network as evidenced by presentations, media coverage, and other special events.

And so, you know, one of the things we're looking at is, you know, how do we capture all of those presentations?  How do we capture attending like the tri‑city expo where we're there, you know, they're all business partners.  We're letting them know, you know, how can we help them, how do we really capture all of those activities.

In this one we said we want those presentations at least two times per month, which is, you know, probably a super minimum.  I mean these guys are out doing that kind of work all the time.  It could be something like providing ADA training.  Accommodation training.  Disability etiquette.  And other things. 

Task number four was maintaining and sharing with the regional office and the BEU staff at a regularly‑scheduled staff meeting the following information:  Current labor market and trends in their area, job vacancy information, services provided to the VR counselors, CRPs, and employers.  And providing kind of a monthly AWARE‑generated report.  The case management system can pull out the information that each VRC has done and share that.

And then task number 5 was facilitating the employment process with CRPs in the area so that consumers are hireed as evidenced by AWARE again.  So we're going to be able to see that in our data.

Task 6 was interacting with community rehab providers, community partners, to encourage local and regional coordination of the employment process.

These are going to be probably things like also attending the one‑stop partner meetings, workforce coalition meetings, and other things.
And that's, you know, SHERM, the state HR folks.  And that's really where we are with a draft for the tasks and standards.  Hopefully that gives folks a sense.

And once we get everything finalized, we'll be more than happy to share, you know, what we have.  Right now it's kind of a hot mess.  I'm not sure we're ready to kind of share these drafts.  Cee was good at getting her red pen out and helping us. 

The other thing that I saw that folks wanted a little bit more information on was the assimilation issue.  Oh, boy. 

>> JOE MARRONE: I think partially because people don't tend to use that term.  What you're talking about.

>> LISA HINSON‑HATZ: Right.  Right.  First of all, let me give you my definition.  My definition of assimilation is the regional offices largely have a makeup of having 5 counselors, a rehab tech that helps both the supervisor and the counselor, and an administrative support professional.  Okay?  So that is pretty much the makeup of all of our offices with the exception of the largest in Manchester and the smallest in Lebanon, which only has one counselor and a rehab tech.

So we've got however many years.  I think our V.R. program in New Hampshire has been going since I think the '40s or '50s.  I forget exactly when it started.  But that's been the long‑standing makeup.  So now we're looking at not just inserting the job‑placement specialist, which I did forget them.  So for the last six or seven years we have had internal job placement folks.  So now they're transforming to be business relation consultants.

So assimilation for me is how well do they mesh with the office?  Do they have good relationships?  Do they have a good relationship with the supervisor?  Does the supervisor know what they're supposed to be doing?  You know, what the BRC needs to be doing.  Do they understand how the VR counselors and the VRCs should interact?  One of the assimilation issues that we saw is one of our BRCs was going out to the field and bringing in some job leads and came back and said "What I would like to do now is I would like to look at all the job‑ready customers" and the counselors got rustled.  They were not real comfortable with sharing that information with their BRC. 

And, you know, how are they going to get placed if they don't have those conversations?  And it was a little bit, even at sometimes almost like a power struggle, a little bit. 

I also mentioned the issue around where is the BRC, why aren't they here?  Well, their job is different  I think if I, probably, and maybe this was done.  But I think if we were to do it again we would share the job description of the BRC directly with all of the staff.  These are the activities that your BRC will be providing for you. 

You know, I would say there were sort of turf assimilation issues and sort of logistical issues.

The other thing that sort of hurt us was the BRCs had a different supervisor than the VR counselors.  I think that was a rustle.

So I think those lessons learned really made us look at our structure and training and were there things we wanted to tweak.

>> TRACEY FRYE: And I will note that in the one office that we did have Terri in, and she was internal placement, her transitioning to a business relation consultant has been seamless.  You know, her transition because that office has had someone in there doing some sort of business engagement for seven years.  So when she transitioned her role to lose her case load, stop doing direct job development, and just strictly do business engagement, her journey has been very smooth.  That regional office is very accepting of the BRC role.  So I think a part of it is that the Keene office had never had that type of staff person in.  And not knowing really what their role is and what benefit they bring. 

>> JOE MARRONE: The question that somebody asked is how is that issue resolved?  Do you consider it resolved? 

>> TRACEY FRYE: He left his position.  That staff member did leave the job rather abruptly. 

>> LISA HINSON‑HATZ: Yeah, you know, I think that it also wasn't necessarily the best job fit for him.  And it wasn't that he didn't have the skills to do it.  I think he didn't realize some of what the job entailed.  And I think the honestly the staff were not ready for someone with his skills.  So I think that was another, you know, another piece of it.  You know, and I think, too, how we're resolving things, as well is trying to do things much better moving forward.  You know, I mean Tracey and Terri are staying really close to our new BRCs that we hired in Manchester because we want his both assimilation into the office and his understanding of the job to be different.  You know?  So I think we're trying to be better about that.

>> JOE MARRONE: I guess that relate to a question that I had, which I think it was Lisa who said in the beginning you sort of went around to the offices and explained sort of the difference in terms of business engagement and business relations from what had happened before.  So I guess the question is what exactly did you explain?  What was kind of the message? 

>> LISA HINSON‑HATZ: Yeah.  Well I think the message was around A, the fact that in our new legislation, you know, Business Now is our second customer.  Officially.  And there are going to be differences in how we're going to be providing services.  I mean there are different things that we can pay for now for our business partners than we were able to do before.

And I shared with them information from at least at that time the proposed regulations, because I don't think we had our final yet.  But really around the importance of the position to the business partners.  And for areas like our north country, it was very different.  Because there, you know, it's very rural.  They tend to do, each of the counselors tends to do things on their own.  And so they are doing a lot of business engagement already.  Lots of mom and pop shops.  We don't have a lot of big business up north.  So, you know, that was more or less the discussion.  I probably have a PowerPoint somewhere that I can bring around.  But a lot of it was really discussing the regulations and talking about the importance of the business role.  Because truly some counselors they don't even think about business.  And, you know, it's not really a stab.  It's just that needs to be a part of their lexicon, as well. 

>> JOE MARRONE: Thank you.  We only have a few minutes, but I guess one question that came to mind when you were, or I guess it was Tracey.  Both of you were giving us posits for how good we were.  There are a lot of TA centers around.  What advice would you have for people from your end in terms of what's an effective way to use whatever is there.  Whether it's us or another TA center.  Is there a tip that you can use in terms of people getting the most out of it? 

>> LISA HINSON‑HATZ: Yeah.  I would say definitely join a TA center.  If there is a topic that you feel like your agency needs help with, connect with your supervisor, your director, and say we can go with any one of these TACs.  We're working with four different TACs.  We're working with of course the JD‑VRTAC, we're working with the NTAC, which is the National Transition Center.  We're working with the WIN‑TAC on customized employment.
And we're working with the E‑3, the targeted communities on underserved youth and the services that we have in our north country.

I say we're part of four of the tic‑tacs.  Because each one of them brings the resources that our agency needs, whether it's intensive or whether it's just information.

I remember when there was a lot of uncertainty around the performance accountabilities.  I reached out to the WIN‑TAC and said help us out here.  We need more information on what all this means.  And then the E‑3 stands for Employee Engage Empower.  And that's the name that that underserved population TAC comes up with.  Isn't there an acronym for everything?  No problem, Melanie.  (Laughing) And actually we're having our on‑site meeting with them next Monday and Tuesday up in the north country.  Not only will we be with them, but we'll see some peak foilage up north, which will be cool.

The TACs have been amazing.  I think we had the most work with the JD‑VRTAC.  So I'm most proud of our work with them at this point, I think.  But I think all the TA centers will have similar experiences along the way. 

>> JOE MARRONE: Tracey, I know we only have a couple of minutes.  But Lisa gave from the agency, administrative point of view.  I think part of the issue is how do you get what you need from someone who is a little closer to the ground level like you.  I just wonder if you have any tips of the trade about using technical assistance more effectively? 

>> TRACEY FRYE: You know, I think that just everyone keep in mind do not work with Joe Marrone for one, for starters.

(Laughter).

>> JOE MARRONE: Everybody got that message already! 

>> LISA HINSON‑HATZ: Ahh. 

>> TRACEY FRYE: I say use them if you have the opportunity.  I think our team has said that not all states utilize them as much as we did.  But we really turned to them at every step of the process.  And they kept us in line and they really did, they kept us moving forward.  And another thing is having them there to talk with our staff was really, really key in the beginning.  And right now, after our final meeting last week we've already identified we do need to go back to the field and start over again as far as that initial discussion of what is business engagement and you're already doing it, you're doing great, let's capture it. 

>> JOE MARRONE: And as we get to the end, continuous inspirational lessons.  He said excellent review and transparency about challenges.  Changes Ralph.

>> LISA HINSON‑HATZ: Thank you, Ralph.  We certainly want to have a robust business engagement unit.  And I think, you know, we learn lessons for a reason.  And everybody has kind of got to go through, I feel like we went through growing pains.  And hopefully we learned a lot, you know, in moving forward.  And certainly if anybody wants to have any further discussions about anything, you can see our contact information there.  Tracey and I are pretty accessible.  And we just appreciate the collaboration and hopefully I'll see some of you in Greenville in a couple months, less than a couple months.  A month and a half.

I thank you for this opportunity.  And thanks for listening today!
>> JOE MARRONE: Katie, I know it's 2 o'clock.  Do you have any parting words? 

>> KATIE ALLEN: Just thank you again, Lisa, Tracey, Joe, and Cee and the rest of the TA team.  And thank you all for attending.  And as far as parting words, I'm just going to take us to the final screen here, which will have the link to the evaluation.  And if you are looking for CRC credits, you have to complete this evaluation.  But we encourage everyone to complete the evaluation to help us make our webinars better and let us know how we did.

So the link is there.  It's also in the box below the question and comments box.  And thank you again! 

>> Thank you all!  And have a wonderful afternoon!

>> JOE MARRONE: Thanks a lot.  Thanks Tracey, thanks Lisa, thanks Cee.

>> LISA HINSON‑HATZ: Thanks Katie.  Thanks everybody.

>> KATIE ALLEN: Thank you!

>> LISA HINSON‑HATZ: Bye!

 
(Ended at 2:01 p.m. Eastern Time)

 

