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and clearly delineate one-stop roles from those of 
partner organizations and programs.    

 
Effective one-stops10: 
 

Have Have a Welcoming, Professional 
Atmosphere with Strong Customer Service: One-
stops should be located in clean, modern, and 
accessible facilities.  Effective centers offer an 
orientation to job seekers to highlight their services 
and to help job seekers to register.  (Orientation 
and registration also should be available online.)  
The registration process allows the center to 
record job seekers’ needs and interests, as well as 
employment services received on each visit, so 
they can receive efficient services on a continuing 
basis.  Employers entering one-stops are greeted 
and introduced to business services staff who 
inform them of available services, as well as any 
training programs or hiring incentives available to 
employers.  Employers are registered in a client 
database.        

 
• Connect Job seekers with the Right Services: 

Following orientation, job seekers meet with a 
workforce development expert who assesses their 
skills and interests and steers them in an 
appropriate direction – toward a job, job training, 
or support services. 
 
One-stop staff members use information on the 
labor market to guide job searches, and they keep 
a robust database of job openings developed by 
business services staff.  Job seekers can attend 
workshops to create a resume, submit online job 
applications, and develop interview skills.  One-
stops have resource rooms with computers, 
printers, and phones for job seekers to use. 
 
One-stop staff members also have an up-to-date 
list of training and social service providers, 
including government programs and non-profits, 
which they use to make referrals when 
appropriate.  Referrals are tracked to make sure 
job seekers connect with other service providers.  
Partner agencies, such as public assistance, 
housing, or disability services, may even locate 
staff at the one-stop center to improve the referral 
process. Training referrals are made only to 
programs certified by the local workforce board11 

based on their track record of job placements in 
high-demand occupations.  
 
        

• Meet Employers’ Staffing Needs: 
Employers use one-stops to recruit qualified 
workers and gain access to other services.  
Business services staff members work with 
employers to identify their hiring needs, including 
the number of positions and the skills needed for 
each.  That information is then used to screen job 
seekers.  Employers can use one-stop centers to 
conduct job fairs, interviews, or new-employee 
orientations.  Employers can get information on 
customized skills training for their employees, on-
the-job training subsidies, employer tax credits, 
and programs available to small businesses. They 
also can get referrals to intermediaries that 
specialize in workforce development for particular 
industries.  Effective one-stops don’t wait for 
businesses to come to them, but also actively 
market their services to employers.   

 
• Are Performance and Information Driven: 

Effective one-stops use information technology 
systems to make service delivery efficient, and to 
track and evaluate their performance.  They keep 
information on job seeker and employer 
characteristics and needs, and use it to make sure 
clients are getting the services they need.  
Information about one-stop services and training 
providers is offered through their Web sites, along 
with online registration and orientation.  They 
readily provide information on their job placement 
rates and customer satisfaction ratings to promote 
transparency and use the data internally to 
improve services. 

 
II. The District’s One-Stop Career Centers Are 

Not Living Up to Their Potential 
 
The District of Columbia has four full-service one-stop 
career centers and one affiliate center that serves 
only veterans, all of them operated by DOES.  Over 
84,000 people visited the centers in Fiscal Year 
201212, making them by far the District’s largest 
workforce service. Yet in many ways, the one-stops 
are not meeting their intended purposes.  The WIC 
and DOES acknowledge these shortcomings and 
have identified plans to improve D.C.’s one-stops. 
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DOES, it also would help the WIC designate other 
entities to operate one-stop centers if it chooses to 
do so in the future.  
 
Certification Standards: These help ensure that 
services are delivered in a way that advances a 
community’s goals for its one-stop centers.  
Certification standards also help ensure that the 
same basic services are uniform across a city’s 
different one-stop career centers.   
 
At a minimum, certification standards should verify 
that one-stop centers are providing required services 
in a standardized way.  Many workforce boards also 
use the certification process to determine whether a 
one-stop center’s day-to-day operations further the 
organization’s mission and goals and, if not, identify 
areas where improvements can be made.  Many 
workforce boards set standards in key areas 
including leadership; strategic planning; customer 
service; information, technology and analysis; human  
resources; operations; and results.29   Certification 
results in a contract or written memorandum of 
agreement between the workforce board and the 
one-stop operator.  
 
Driving Improvement:  Certification is also used to 
drive improvement at one-stop centers in several 
different ways:  
 
• Assessment and Technical Assistance: Certification 

of an existing one-stop center often begins with an 
in-depth assessment to determine where it meets 
standards and where it falls short.  The workforce 
board often helps one-stop operators get help from 
experts to make needed improvements.  For 
example, the State of Kentucky required its 
existing one-stop centers to conduct a self-
assessment before submitting a certification 
application, and it provided one-stops with the 
opportunity to apply for technical assistance 
funding and make improvements. 30   

 
• Certification Requirements for Continuous 

Improvement:  Some workforce boards require 
one-stop operators to have formal processes in 
place for making continuous improvements in 
order to become certified. For example, the 
Northern Virginia Workforce Investment Board 
requires centers to have a continuous quality 

improvement plan and team in order to be eligible 
for certification.31  

 
• Tiered Certification:  Other states and localities set 

different tiers of certification to drive continuous 
improvement.  For example, the State of Ohio has 
four different levels of certification, with the one-
star white standard being basic compliance and 
the four-star gold level being exemplary.32 

 
Providing Accountability:  If a center does not meet 
certification standards (either at the time of 
certification or during monitoring), the local workforce 
board can require the operator to make 
improvements.  Local workforce boards also can 
strengthen their oversight by tying funding to the 
certification process, outcomes, or improvement 
actions.  For example, some workforce boards 
provide incentive grants to one-stop centers that 
achieve a high certification score while others tie a 
portion of funding to performance outcomes.  
Although it is an option of last resort, workforce 
boards also have the authority under federal law to 
terminate a one-stop operator’s eligibility for WIA 
funds33, and a strong certification process can help 
workforce boards make that determination.  
 

Next Steps for the District 
As the District develops its one-stop certification 
process, we make the following recommendations to 
maximize certification as a tool for setting standards, 
driving improvement, and providing accountability: 
 

1) The Mayor, WIC, and DOES should articulate a 
clear mission and goals for effective one-stop career 
centers.   
The District does not seem to have a clear mission 
for its one-stop centers.  The District adopted a 
mission statement for its overall workforce system to 
“build and sustain an integrated workforce 
investment system of skilled staff and partners 
delivering high-quality services that help District 
residents gain the skills to meet business needs and 
connect to career pathways.”34  The Mayor, WIC, and 
DOES should work together to determine what 
specific role the city’s one-stops will play in achieving 
that larger mission.  The mission should address how 
the one-stops will meet the varying needs of job  
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seekers, from job matching to training to social 
services; how it will meet the needs of employers: 
and how it will connect with partner agencies.  The 
WIC should then set clear performance goals for the 
District’s one-stop centers that support their mission.  
 

2) The WIC should adopt certification standards that 
foster effective one-stops.  
The certification standards adopted by the WIC 
should set the expectation that the District’s one-
stops will have the characteristics of an effective one-
stop described in the first section of this policy brief.  
They should also set expectations for how the one-
stop centers’ leadership, strategic planning, 
customer service, information technology and 
analysis, human resources, and operations advance 
the one-stop mission and performance goals.  The 
certification standards should provide a framework 
for making effective one-stop practices standard 
across the city’s one-stops.    
 
The standards should be developed with input from 
the WIC’s certification task force, which includes a 
wide array of stakeholders.  The task force should 
take into account the perspectives of one-stop 
managers and staff, since they will ultimately be 
responsible for implementing changes at the one-
stop centers.        
 

3) The Mayor should reaffirm the WIC’s oversight 
responsibilities by transferring authority of WIA 
grant funds to the Deputy Mayor for Planning and 
Economic Development (DMPED).  
WIA requires its grant funds to be disbursed at the 
direction of the local board.35  Currently, DOES acts 
as both the disburser of the District’s WIA grant and 
as the one-stop operator.  This dual role creates an 
inherent conflict of interest and constrains the WIC’s 
ability to use WIA funds to drive certification and 
continuous improvement at DOES’s one-stops.  In 
order to address this issue, the Mayor should make 
DMPED – the agency in which the WIC is located – 
the recipient of WIA grant funds, as the Mayor has 
the authority to do.36  The WIC could then provide 
DOES with federal funds to operate one-stops in 
accordance with certification standards. 
     
 
 

4) The WIC should work with an independent expert 
to evaluate one-stop centers based on the 
certification standards and provide technical 
assistance for compliance.   
The certification process will be most successful if 
the WIC starts with a baseline assessment of where 
D.C.’s one-stops are relative to certification 
standards and provides one-stops an opportunity to 
make improvements before applying for certification.  
Once the WIC sets its certification standards, we 
recommend that it continue to use an external 
consultant to help conduct this analysis to ensure an 
independent and objective assessment.  The expert 
can also help the WIC determine how to structure 
and provide technical assistance so that one-stop 
centers can meet certification criteria.  
 

5) The WIC should build its capacity to implement 
the certification and monitoring process.   
As explained, federal law designates the WIC to 
certify and oversee one-stop career centers.  This 
process is likely to be time-intensive and will likely 
involve, at a minimum, application reviews, site visits, 
creation of a certification report, oversight of 
technical assistance, and monitoring.  We 
recommend that the WIC form a committee to 
provide oversight of the certification and monitoring 
process, and to potentially participate in application 
review and site visits.  WIC staff should be charged 
with managing the day-to-day activities of this 
committee.  The WIC currently has a small staff and 
may need to build capacity to take on this 
responsibility.   
 

6) DOES should explain how it will reform operations 
to meet the new certification standards.       
Following the baseline assessment of one-stops, 
DOES should develop a strategic operations plan that 
explains how it will reform operations at its one-stop 
centers to meet the certification standards.  This plan 
should explain how all one-stops will:  

• Provide a welcoming and professional atmosphere 
with strong customer service; 

• Standardize job seeker assessments and a 
systematic approach to connecting job seekers 
with the right jobs and services;  

• Develop a process for meeting employers’ staffing 
needs (potentially by employing the approach used 
by One City One Hire); 
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