Community
Coordinator
Report
Lassen County

Certified Nursing Assistant On The Horizon

APRIL - JUNE
2017

Odaylia relocated to the US from Saint Lucia in June of 2016. She had not found work since she made
her move. Odaylia had previously worked as a Care Giver in Saint Lucia, but was unable to be hired as a
Certified Nursing Assistant without completing training and receiving a certification in California. Odaylia
began the enrollment process to attend the Certified Nursing Assistant (CNA) training at Feather River
College in December of 2016. She was referred to Alliance for Workforce Development to meet with a
Career Center Advisor (CCA) to evaluate her need for assistance with her training program and the probability she would successfully compete the CNA training. Odaylia demonstrated need for assistance with many
of the required costs of the training as well as the background check and certification exam fees.
With Odaylia’s previous work experience as a Care Giver, she had a good understanding of the long-term
care nursing environments, and the skills she would be required to learn and demonstrate in order to
become certified as a Nursing Assistant. She had previously been unable to find full-time employment
earning a wage sufficient to support her household, and was looking to upgrade her skills to make her more
employable. Assessments showed Odaylia’s interests were in line with Certified Nursing Assistant positions
in the healthcare sector, making her a good candidate for the Workforce Innovation and Opportunity Act
(WIOA) Adult program.
Odaylia completed the CNA program at Feather
River College in the end of May of 2017. Since she
completed the course, she has been studying for the
State Competency CNA Skills and Written exams.
She has multiple job prospects once she attains her
certification. Her test date is in the end of June.
Good luck on your exams, Odaylia!

A Perfect Match
Shane was referred to the Business and Career Network after relocating to California from Missouri,
where he worked as a Registered Radiographer/Staff Technologist for nearly 2 years. Shane’s interest in
Radiology began when he took his first job in a temporary clerical position in a Radiology Department
when he was 18 years old. His position was made permanent, and he eventually became a Tech Aide.
Shane received an AS degree in Radiologic Technology. Shane recently relocated to be near family,
desiring to return to California where he had been brought up. Although Shane’s family is from California,
he had never before lived in Lassen County. He found there was an opening at Banner Lassen Medical
Center, and decided to apply for the Multi-Modality Tech position, although he did not have all of the
required experience. Banner Lassen Medical Center was interested in hiring him, despite his lack of
experience working on the CT machines. They offered him a position as a Multi-Modality Technologist
specializing in Computed Tomography (CT). Shane had worked in both mobile radiology and hospital
settings in the past, but had not been trained as a CT Technologist.
Shane was referred to Alliance for Workforce Development for the possibility of partnering with the
Banner Lassen Medical Center through an On-the-Job Training (OJT) because of his need for additional
training. He met with a Career Center Advisor and completed several assessments which indicated a Multi
-Modality Technologist position would be a good fit for him. It was determined an OJT would be helpful in
order for Shane to learn the specific and technical functions of the position and to be able to perform
them independently. Job specific goals were created for him to determine his success over the length of
the OJT. Shane started working in December of 2016. He showed great motivation and initiative throughout the entire process and training. He successfully completed his OJT recently, and his supervisors have
had only positive things to say about him. One supervisor even stated: ”We have big plans for him.”
Great job, Shane!

Dream Jobs Do Come True
When Youth Program participant Lexis Smith was first queried about her dream job, she stated she thought
she might like to work in Corrections. After completing an assortment of career assessments, and with the
help of her Career Center Advisor (CCA), Lexis came to a different conclusion and changed her career focus
toward work in the medical or clerical fields. With a specific interest in nursing, her CCA arranged an
informational interview with a Licensed Vocational Nurse (LVN) who had trained at Lassen College and has
worked locally for several years. Lexis was both excited and intrigued by the idea of pursuing an LVN career.
She and her CCA reviewed the promising labor market information about the occupation and went to
Lassen College to learn about the coursework required to gain entry into their LVN Program.
Meanwhile, Lexis wanted and needed to secure employment. Armed with a new resume, she began
applying to clerical jobs, concentrating on positions in medical offices. Her CCA approached several local
medical facilities and offices with the benefits of providing Lexis an internship or hiring her as an on-the-job
trainee.
With clerical opportunities running dry and a need for income,
Lexis decided to apply to the local grocery stores who were
ramping up their staffing for the busy upcoming summer season.
After a productive and positive morning of speaking with store
managers, a confident Lexis decided to bring her resume in to Dr.
Indra Uppal's office. Within two days, Lexis was offered an
interview followed by a job offer to train as a Medical Assistant.
She immediately jumped at the opportunity.
Lexis loves her new job where, under the direction of Dr. Uppal,
she is training in Medical Assistant duties and performs clerical
operations such as electronic medical records and billing. Lexis’
hard work and dedication were rewarded with a raise in pay her
first month. Dream jobs really do come true!

Breaking Barriers - Making Connections
Alliance for Workforce Development, Inc. (AFWD) Business Services team was in
attendance at the 2017 Building Workforce Partnerships conference held in Costa
Mesa. The conference’s theme was Breaking Barriers - Making Connections,
Building a Middle-Class Economy for All.

Business Service Representatives (BSR) had the opportunity to attend a series of
sessions that provided in-depth training in strengthening business engagement.
Workshops dove deeply into business-friendly partner programs, examining
opportunities for intervention across the business cycle; and demonstrated new
tools and strategies to deliver transformative service through regional and
sectoral program integration.
Many sessions emphasized understanding the power of labor-management training partnerships in
California and the country. How to engage, create, leverage, and support labor-management training
partnerships at a local and regional level while serving the business community through enduring quality
programs. The business team learned about the changes to State of California alignment plans that marry
into the federal level under a new administration.
Esteban Tadeo, BSR for Butte County, commented that he “appreciated not only hearing of other
providers having similar business service challenges but of the various ways and approaches used by
others to overcome these trials and tribulations.” Valerie Bourque, BSR for Plumas County enjoyed
“meeting other industry professionals and connecting the dots within the Workforce Innovation and
Opportunity Act (WIOA) circle of knowledge.”
AFWD’s business team continues to strive for excellence within the business communities, always
bringing new and improved programs and resources to assist with the economic development of the
counties we serve.

Next Step: Business and
Career Network
Joanne Darlington, Employment Coordinator with Lassen
County Office of Education, contacted the Alliance for
Workforce Development, Inc.’s (AFWD) Lassen Business
and Career Network (BCN) office this spring to arrange a
visit. She was introducing the juniors and seniors, with
whom she works at Lassen High School, to various
organizations that could assist them once they graduate.
Her students would also be meeting with Counseling and
Disabled Student Services at Lassen Community College
and Counseling at the Department of Rehabilitation.
When the students arrived at the Lassen BCN, they were
greeted by the Youth Program’s Supervisor and Career
Center Advisor who presented an orientation to the
Career Services and Programs available to them at their
local America’s Job Center. Students were introduced to
the job board, computer lab, and the free copier/printer/
fax services for job seekers. Flyers about upcoming
Resume Writing and Interviewing Skills workshops were
distributed. Most importantly, students learned of the
individualized services available to them through the
Youth Program: career guidance and planning,
opportunities to explore careers, pre-employment training, paid internships, and on-the-job trainings. Students
were encouraged and invited to return and receive
assistance with all the career services and programs
available to them at the Lassen Business and Career
Network.

Customer Service - Practice Makes Perfect
At the suggestion of Customer Talk and One Stop Office business owner, Tammy Swayze, two Youth
Program participants received some specialized customer service training by Alliance for Workforce
Development, Inc. (AFWD). Both Brian Wann and Justine Herrera were working in work-based learning
placements which involved interaction with customers at both of Swayze’s businesses. She was looking
for some assistance with methods to help the youth improve their communication with her customers.

Both Youth participants met with a Career Center Advisor (CCA) in three sessions. Initially, they were
introduced to the concept of customer service by watching the “Fish” video about the Pike Place Fish
Market in Seattle Washington. They learned about the “Fish” philosophy of be there, play, make their
day, and choose your attitude. As a further introduction to customer service skills, a discussion ensued of
the three key elements of customer service: expanding your personal definition of customer service to
include complete customer satisfaction, knowing and listening to your customers, and developing a
customer-friendly approach. To wrap up the first session, youth were advised to try to focus on the five
basic customer needs: friendliness, empathy, fairness, control, and information.
The second session’s emphasis was Customer Service Techniques. Youth learned ways of creating positive
impressions. Some of those ways included offering immediate assistance to a customer, having a pleasant
tone of voice, being neat and clean in appearance, having a genuine smile on your face, and whenever
possible, using the customer’s name. Youth were given more information about how to initiate a positive
impression when meeting with a customer in person. Additional suggestions included making eye
contact, being attentive, being aware of personal space, and having good posture. The concept of making
a positive impression was extended to dealing with customers on the telephone. Each participant
practiced and was critiqued on how they would answer the phone at the business at which they were
working. How to troubleshoot certain phone issues was also reviewed. The proper methods of putting a
customer on hold, transferring their call, and taking a message were discussed. It was also emphasized
that when ending a call, to review with the customer all the actions you will be taking. Youth were
offered an opportunity to discuss application of the concepts to specific instances they encountered in
their jobs.

FLYING FISH PRESENTATIONS
CAUTION: LOW FLYING FISH
“Hailed as the most successful corporate
motivators on the planet is a group that
deals exclusively with fish!”
-Gemma Hooley
National Public Radio

Customer Service - Continued
The third and final session focused on Communicating with the Customer. The session began with ten
phrases that should be avoided when communicating with customers. These responses fall into three
categories: no service, will backfire, and don’t care. An example of a “no service” response is to say “I
don’t know”. A “will backfire” response might be “calm down”. “Call me back later” would be a “don’t
care” response. Each response to avoid was replaced with an appropriate response for the customer.
In responding to the customer, it’s important to remember their five basic needs that were discussed
in the first session.
Tips and strategies of dealing with the unsatisfied customer were examined. Again, the five basic
needs were incorporated: being friendly and empathetic to the customer’s situation, allowing them
to be involved with the problem solving, and following up with them to ensure their satisfaction.
Participants were asked to speak about a dissatisfied customer they encountered. With this new
information, they each voiced what their approach would now be to that customer. Finally, the
training was concluded with the question of what are the benefits to the employee of providing good
customer service. Benefits include recognition, promotion, higher income, personal satisfaction, and
less stress at work in life outside of work.

LVNs: Making Their Mark
In January of 2017 a number of clients came to the Alliance for Workforce Development, Inc. (AFWD), at
the Business and Career Network (BCN) office in Susanville CA, to inquire about assistance for class
training to become certificated as Licensed Vocational Nurses. While meeting with each one of these
individuals it was clear that they show the drive and determination to meet their long term goal in
working in a career that will see growth over the next 20 years. Not only providing a living wage for their
households, but working in the field of Healthcare for which they have a great deal of passion for.

During their journeys to reach and participate in the technical skills training each have sacrificed time,
gaining and pulling together resources, enlisting support from family and friends, and completing the
required prerequisites to continue their education.
AFWD was able to provide the needed individualized services and give much appreciated support to
these LNV students which allowed them to focus on the courses that are vital for a skilled nurse to
master.
Rhonda Gillis: “I am so thankful for this program. It has been such a blessing and has enabled me to be in
this LVN program with a lot less stress.”
Elizabeth Harvey: “This has helped me so much. Thank you guys.”
Haley De Carlo: “The Advisors were good about staying on top of things and getting them handled.”
As a group and with the busy schedules they all have, they have found time to give back to the
community by establishing with Lassen Community College a fund that could provide small scholarships
to future LVN students to assist with other school related needs with the mentorship of the LVN
instructor, Christi Myers, who is guiding, teaching, and supporting these students every step of the way.
The AFWD team is looking forward to the December 2017 Graduation for each participant of the
program.

NoRTEC Training April 2017
Alliance for Workforce Development, Inc. (AFWD) attended The Northern Rural Training and
Employment Consortium (NoRTEC) training held in Anderson, CA. We were happy to be out of
the snow, rain, and flooding for a couple of days and enjoyed the warmer temperature of
Anderson. This meeting brought together representatives from all 11 counties under the NoRTEC
consortium: Plumas, Lassen, Modoc, Sierra, Nevada, Butte, Tehama, Shasta, Siskiyou, Del Norte,
and Trinity.
NoRTEC reviewed the importance of understanding and using the Labor Market information we
get from our local representative from Employment Development Department. Many
participants receive monthly reports on their specific region. These reports provide us with not
only the employment rates, unemployment rates per county, but also provide the number of jobs
and the sectors that they are listing. Those in attendance shared valuable insights into how they
used labor reporting. This led to a
review of a new online tool called
EconoVue. EconoVue is a powerful
tool to understand the individual
market region outlooks on business.
This website shows everything from
the health of a business to the health
of employment sector by region.
There is also a customer relationship
management tool included in this
powerful tool. NoRTEC is exploring
the use of it at this time.

NoRTEC Training: continued
There was a review of the CalJobs tracking for business services which should be implemented in
July 2017. The Business Services representatives were asked to become familiar with the
marketing and business services portion of CalJobs, adding the current businesses each deals
with on a regular basis. More information will be forthcoming on this new system which could
replace the current use of journal entries which provides the type and number of services
businesses received each month.
Additional to the regular business, the Department of Rehabilitation (DOR) presented a short
video which gave an insight into the various types of disabilities. In order to make us more
aware of various disabilities, a person from each table was asked to talk about a topic while
given an example of a disability such as talk as if you have cotton in your mouth to simulate a
person with a speech impairment. This exercise was warmly received while making us more
aware of the daily difficulties facing those with disabilities.
A renewed emphasis on Veterans, providing priority of services to all veterans was welcomed.
The short time we spent together was greatly appreciated. Many commented how nice it was
to put a face with a name as we often correspond with various offices throughout the NoRTEC
region. We became better prepared for our rolls within the company and better prepared to
serve our communities.
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Statistics
PY 2016 -2017

Lassen County
Total Visitors
16,206
Lassen County
Business Services
Business Served

149

Service Provided

1,335

Positions Filled

141

AFWD
Total Clients
Enrolled: 955
Unemployment Rate
(As of: May 2017)
Butte 5.0%

Nevada 3.8%

Lassen 5.0%

Plumas 7.1%

Modoc 5.8%

Sierra 5.7%
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