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SUBJECT: RIVERS EAST NCWORKS CAREER CENTER CODE OF CONDUCT

PURPOSE: To provide guidance and procedures for all NCWorks Career Center staff to
follow regarding customer behaviors that violate the NCWorks Career Center
Code of Conduct. Rivers East will follow the guidance from “Commission
Policy Statement Number CPS 06-20217.

ACTION: All WIOA service providers should review and adhere to the attached
policy requirements in regards to Career Center Code of Conduct.

EFFECTIVE DATE: July 1, 2021

Jenfyie Bowen
Workforce Development Director

Attachments

Serving: Beaufort County e Bertie County e Hertford County e Martin County e Pitt County

Mid-East Commission e Workforce Development Department
“Committed Equal Opportunity Employer/Programs”
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NCWorks Commission

Commission Policy Statement Number: CPS 06-2021

Date: May 13, 2021

Subject: Guidelines for North Carolina NCWorks Career
Center Code of Conduct Violations

From;

T2 B, e,

Tom B. Rabon, Jr. Y
Chair, NCWorks Commission

Purpose:

Background:

To provide Local Area Workforce Development Boards (WDBs) with guidance
and procedures for NCWorks Career Center staff to follow regarding customer
behaviors that violate the NCWorks Career Center Code of Conduct and for the
suspension and banishment of customers from NCWorks Career Centers and to
rescind PS 02-2019.

Tt is the intent of the Division of Workforce Solutions (DWS) and the NCWorks
Commission to provide a safe environment for customers seeking services and
staff in the NCWorks Career Centers. DWS previously distributed the Code of
Conduct for display in all NCWorks Career Centers. This policy and its
attachments provide guidance, procedures, and templates related to violations of
the NCWorks Career Center Code of Conduct.

U.S. Department of Labor has mandated that DWS develop a statewide
complaint and inquiry intake system, as well as an appeals process for jobseekers
who have been banished or suspended, employers who have been denied access
to www.ncworks.gov, as well as Migrant and Seasonal Farm Workers (MSFW)
and employers affiliated with the MSFW program. This policy provides a
statewide system for issues associated with customer conduct at NCWorks
Career Centers. Separate policies have been established for managing customer
complaints/appeals and the MSFW program. Any questions, complaints, or
appeal inquiries made by MSFW should be routed to the DWS Monitor Advocate
DWS_StateMonitorAdvocate@nccommerce.com per Commission Policy
Statement Migrant and Seasonal Farm Worker (MSFW) Complaint System and
Appeal Policy Procedures. All other customer complaints, questions, or concerns
should be routed through the DWS Ombudsman who can be reached at
DWSMI,_CustomerOmbudsman@nccommerce.com or 919-814-0302.
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Action:

Effective Date:
Expiration:
Contact:

Attachments:

Effective immediately, Local Area WDBs should ensure that NCWorks Career
Center staff display NCWorks Career Center Code of Conduct signs in a location
where the signs are visible to all customers in NCWorks Career Centers across
the state. Code of Conduct signage cannot be altered or modified unless prior
written approval has been granted by DWS. Local Area WDBs should ensure
that NCWorks Career Center staff enforce the Code of Conduct when violations
are committed.

Local Area WDBs should ensure that all NCWorks Career Center staff shall
receive formal training on the NCSafe system and sign a notification of
completion and that all NCWorks Career Center staff utilize the NCSafe
protocols in www.ncworks.gov. The NCSafe alert allows NCWorks Career
Center staff the ability to designate a jobseeker as banished or suspended in
www.ncworks.gov. This notification flags the jobseeker’s profile 1in
www.ncworks.gov to alert other staff of the status.

When appropriate, the Local Area WDB and Career Center management are
encouraged to involve local law enforcement.

Local Area WDBs shall abide by procedures and standards set forth in these
guidelines and procedures. Please refer to the Guide to Managing Code of
Conduct Violations for additional policy and procedure information.
Immediately

Indefinite

DWS Ombudsman

A. Guide to Managing NCWorks Career Center Code of Conduct Violations

B. NCWorks Career Center Code of Conduct Poster

C. Template for Suspension or Banishment Letter
D. Template for Concurrence Letter

An Equal Opportunity/Affirmative Action Employer/Program
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May 2021
Guide to Managing NCWorks Career Center Code of Conduct Violations
Part 1: NCWorks Career Center Code of Conduct Discipline Model

Although other unwelcome or disruptive behaviors warranting possible sanctions may exist, the most frequently
occurring typically fall in one of the three categories. To maintain a clear and consistent approach with regard to
disciplinary actions for customer offenses, below is a statewide standard of three levels discipline model that
provides local workforce development boards (WDB) with guidance for NCWorks Career Center staff to follow.

Consequences: Oral Warning and Expulsion for Rest of Day
Career Center Staff member speaks to the customer and informs him/her of the specific violation of the
NCWaorks Career Center Code of Conduct. If repeated or severe level 1 violation(s), as determined by the
NCWaorks Career Center leadership, custoamer may be asked to leave the NCWorks Career Center for the
rest of the day. Document by adding case notes in NCWorks.gov as appropriate.

Examples:
e Misuse of NCWorks Career Center Resource Area
e |nappropriate or offensive attire
e Food and beverages in undesignated areas
e Unattended children
e Presence of pets other than certified service dogs
e Cell phone calls in the NCWorks Career Center (phones must remain on vibrate)
e Unaccompanied customers outside designated areas

Consequences: Statewide Suspension

Customer is prohibited from NCWorks Career Center usage for a minimum of 1 month but does not
exceed one year as determined appropriate by the NCWorks Career Center staff. Customer receives
written notice of the statewide suspension. Document by adding case notes in NCWorks.gov.

Examples:
e Verbal abuse of staff, other customers
e Repeated violations of the Code of Conduct
» Loud or aggressive verbal or physical behavior
s Viewing inappropriate websites while in the NCWorks Career Center
e Smoking or use of tobacco products (including e-cigarettes)

e  Non-joh search computer and Wi-Fi use
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e Destructive behavior, communicating threat, severe harassment -

Consequences: Permanent Banishment
Customer will be prohibited from NCWorks Career Center use for life. Customer receives written notice
of statewide banishment. Document by adding case notes in NCWarks.gov.

Examples:
e Customer or staff safety is at risk
e Verbal or physical threats to harm (a person or property) or kill
e Possession of weapon of any kind
o lllegal drug or alcohol use or possession
e Severe harassment (for example, communicating with customers or staff that a customer has
been told not to communicate with, following individuals or stalking)
e Property or equipment damage, vandalism or theft
e Viewing pornography while in the NCWorks Career Center

IMPORTANT

Staff witnessing a level 2 or level 3 violation of the Code of Conduct are required to follow the steps in Part 2 of
this Guide to report the incident.
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Part 2: Documentation and Reporting Process far Level 2 and Level 3 Violations

Incidents and/or behaviors that lead to the banishment or suspensions of customers from NCWorks Career
Centers typically result from violations of the NCWorks Career Center Code of Conduct. In order to assure local
consistency with respect to procedures for disciplining disruptive customers, local WDBs should ensure that
NCWorks Career Center staff follow this Documentation and Reporting Process when customers have violated the
Code of Conduct for all level 2 and level 3 violations as described in Part 1. In addition, all the local WDB should
ensure that NCWorks Career Center staff report any Code of Conduct violations to Career Center leadership
immediately and determine with Career Center leadership whether a violation may rise to level 2 or level 3. Please
reference Commission Policy Statements Migrant and Seasonal Farmworker (MSFW) Complaint System and
Appeal Policy Procedures and Customer Complaint Appeal and Resolution Policy for related information.

leadership (and Law Enforcement

 Career Center leadership should foward a description of the incident to the Division of Workforce
Solutions (DWS) Regional Operations Director (ROD), the Workforce Development Board (WDB) Dlrector .
and, if the customer is a veteran, the Director of Veteran 5 Employment Semces |

-Staff must add case note of incident in NCWorks gov

The summary report. should mciude the following elements, as 2 ppilcable
 elncident descrlptmn generated by Career Center. Ieadershlp '

s\Witness statements (sagned) ar customer ematl '
Timeline of the event ’ -

_ ePhotographs (if available)

i slaw enforcement records , = i :
- *Recommendation of consequences for \noiatlon of Code of Conduct ‘
~ eDraft of proposed banishment or suspension Ietter (See tempfate for Ietter)

f -Forward the completed Summary Report to the DWS ROD the WDB Dlrector and ‘the DWS Ombuds"'
 within 24 hours of the mmdent

e A Summary Report is reviewed by the WDB Director and the DWS ROD and a decision is made concerning
the appropriate consequences to the customer for the \notation( ) of the Code of Cohduct._ ThefRODi
communicates the decision to the DWS Ombudsman.

 Concurring that the customer be banished or suspended, the WDB Director and the ROD prepare a draft
letter that is then sent to the DWS Ombudsman for review and to obtain the Assistant Secretary's

signature. The letter must :dentn‘y the specmc violations of the Code of Conduct and mc]ude the =;§
documentatton from Step 2 :
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e Acom p[ete banlshment or suspensmn packet is flled by the DWS Ombudsman
i lt mciudes
1. Acopy of the banishment or suspension letter from the Assistant Secretary that has been
" mailed (certified) to the customer. -
2. Acopy of the concurrence letter from the WDB Director and the ROD.
3. A complete Summary Report. The complete Summary Report must also be on file with the
' _'workforce board.

e The NCSafe alért 'ailows NCWorks Career Center staff the ability in real time to know if a jobseeker as
~ banished or suspended in NCWorks.gov. This notification flags the jobseeker’s profile in NCWorks.gov to
alert other staff of the status. Once process steps above are completed, the NCSafe profile identifier is
then added to the customer file by the DWS Ombudsman. The NCSafe profile identifier alerts NCWorks
Career Center staff that the customer has been banished or suspended and is not allowed in NCWorks
Career Centers. All NCWorks Career Center staff shall receive formal training in the NCSafe profile
identifier system and sign a notification of completion. All staff partners and contractors are advised to
contact their center manager and law enforcement if banished or suspended customers wolate the ban.
Trespassing charges can and should be filed by Center Management. ;
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NCWorks Career Center

CODE OF CONDUCT

Welcome to our NCWorks Career Center!

In order to maintain a safe and supportive environment,
please note the following behaviors which are prohibited
while you are transacting business at the Center:

Possession of weapons
(any type)

Usage or possession of illegal
drugs or alcohol

Abusive language

Verbal or physical threats
Harassment

Damaging property

Smoking or use of tobacco
products (including e-cigarettes)

Use of computers or WiFi for
non-job-related activities

Wearing inappropriate or
offensive attire

Drinking or eating in
undesignated areas

Leaving children or other
dependents unattended

Bringing pets into the facility
(does not include certified
service animals)

Operating cell phones in
undesignated areas

Entering restricted areas
unaccompanied

For further information, please email or call:
DWSML_CustomerOmbudsman@nccommerce.com | (919) 814-0303

~ X
americanjobcenter




