Practice # 8 - A customer comes in every day and wants the ECs time, but is not job ready.  How to say “no” to a customer who should not be referred to a job. 
A woman (Anita Jobnow), has been coming into the office 3+ days a week for the last two weeks.  Each time she asks to talk to an Employment Counselor.  Ms. Jobnow has a resume and is seeking a Home Health Aide position.  She is never dressed for an interview and brings her baby with her.  

We need someone to play the following parts:

Greeter

Customer- Anita Jobnow

Employment Counselor- Emily Camacho
Practice # 8: How to say “no” 

Greeter: Good morning and welcome to the Worksource how can we help you?

AJ:  I have my resume and would like to see an Employment Counselor about getting some job leads.

Greeter:  Sure, do you have an application with The Worksource?

AJ:  Oh yeah, I am here all of the time

Greeter:  Have you met with an Employment Counselor before?

AJ:  Yes, and I just need a few new leads

Greeter:  Sure, can I have your name so that I can let the next available counselor know you are waiting?

AJ:  My name is Anita Jobnow

Employment Counselor comes up to meet Ms. Jobnow   

EC:  Hello Ms. Jobnow, my name is Emily Camacho and I am an Employment Counselor.  It’s nice to see you today.  I think we’re talked before.  Have a seat and tell me what I can do for you today to help you get a job.

AJ:    Well, I have been applying for jobs for about 2 months now and have been coming into The Worksource for about 2 weeks. Nobody ever calls me back.

EC:  OK, let’s see what we can do about that today.  I see that you have a resume with you and it appears to be up to date.  That’s a great start.  What type of work are you looking for?

AJ:  Home health care or CNA work


 EC:  Have you been looking for that type of work for the entire 2 months?  
AJ:  Yes, that is all that I have ever done.

 EC:  Why do you think you are not getting any responses to your applications?  

AJ:  Well my phone has been turned off and I got an eviction notice so I have been busy trying to find a new place to stay and a way keep my kids fed.  I was hoping to have some leads waiting for me and some places to go when I am settled and ready to get to work.      

EC:  OK, I am looking at your Work In Texas.com application and it shows that you have gotten 6 job referrals in the last week.  Have you applied for those jobs?  

AJ:  Well maybe one or two of them. 

EC:  Ms. Jobnow, it sounds like you have some pretty important issues to take care of before you are ready to really look for work, right?

AJ:   Oh yeah

EC:  If I give you any new job leads today, you won’t be able to follow up with them until some of these issues are taken care of.  Would you agree with me on that?

AJ:  Yeah, I guess.  So you aren’t going to give me any referrals today?

EC:  I can’t give you any new job referrals unless you are going to apply for them now  and be ready to start the job whenever the employer wants.  The employers who list jobs with us ask for a certain number of applicants who are ready to begin working as soon as they are needed.  I’m sorry. 
AJ:  I’m going to need a job as soon as I get a place to live.  
EC:  What I can do for you today is discuss your plan for re-employment and how we can help you get settled so you are ready to begin to work.   Are you familiar with our Service Representatives and what they can do for you?

AJ:  Are they the people in the back?  

EC:  That’s right.  A Service Representative specializes in helping people get past the problems that make it hard for them to work or look for work. They know a lot about  resources that can be of help to somebody in your situation.  Does that sound like the kind of service that you really need today?

AJ:  Yea but I don’t want to wait again to see someone else.  

EC:  I can take you to a Servcie Representative right now or you and I can discuss a plan of action to get you a job when you are ready and you can see a Service Representative at another time.
AJ:  I think I will stick with you and see what we can come up with

EC:  I can give you a list of food banks and places that can provide some housing assistance.  The Service Representative knows more than I do about how to help you get get financial aid.  She can help you with applications and tell you the quickest way to get housing, food and anything else that you need so that you feel confident that your family is cared for.  

I know more about how to help you get a job once you’re taken care of a place to live and food for the kids. 
AJ: Well, maybe I’ll talk to her now if I don’t have to wait a long time. 

Summary:

Anita has been coming into the office on a regular basis and has obtained referrals even though she wasn’t ready to start a job or go to interviews.  This time the EC asked more questions and discovered Ms. Jobnow is not ready to work until she stabilizes her home situation. The EC explained what services can be provided even though new referrals were denied.

Questions

1. Look at the desk aid.  Did this employment counselor follow the steps for a good interview? Would you have done anything differently?

· This was a good interview that allowed the EC to know about problems preventing the customer from going on interviews.  

· The EC was clear  but kind in stating what the customer could expect from The WorkSource and what we expected of the customer. 

· Some staff may have suggestions for helping a customer with common housing or food problems without going to a PSR.
2. Did the customer get what she wanted and needed? 
· The customer was given choices and explanations throughout the interview.  

· The customer and the EC agreed that she needed to address personal issues before she could go on job interviews.

· The customer wanted more job referrals but she accepted the ECs explanation and advice about what she must do before The WorkSource sends her on more job interviews. 

· The employer is a customer too. Our resident customers want and need employer job postings. We do both customers – employer and resident - a disservice when we provide referrals to customers who are unqualified or unlikely to go to the interview.  
· Employers who get poor service often stop listing openings.  If they continue to list they do not always view our referrals favorably when previous WorkSource referrals were poor.
Discussion Points:

1. What resources are available in the community to help help customers with personal problems such as loss of housing or a need for good or clothes?
2. Who in the office keeps up with available resources? 
3. Discuss our goal of giving our customers what they want and need and how we can do this and still sometimes say “no”.
