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Introduction 
 
In 2012, Durham Workforce Authority and Literacy Network of Durham Region were 

approached by the managers of Employment Ontario’s full suite Employment Service agencies 

in Durham Region to convene regular service coordination meetings.  These meetings grew out 

of ongoing work that DWA and LiNDR had been facilitating with the full EO service provider 

array in the community.   

 

Over the past five years, DWA and LiNDR have facilitated the ES managers to identify key areas 

of partnership, design common service standards and streamline client services.  The ES group 

is now identified as the Durham Employment Services Managers Working Group (DESWG) and 

is convened ten or more times per year.   

 

In 2015/2016, DWA was identified as a pilot site for the Ministry of Advanced Education and 

Skills Development (MAESD) funded Local Employment Planning Council and as part of this 

initiative, additional resources were provided to DESWG in order to carry out intensive strategic 

planning.  This was conducted in early 2017 by consultant Angela Hoyt. 

 

The following materials represent the culmination of several months of intensive strategic 

planning activities and includes a variety of tools, resources and materials. 
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Employment Services Strategic Objectives/Activities Workplan 

2017/2018 
Objectives Activities Actionable Item Responsibility Timeline 

Identify common 
issues and 
successes and 
communicate as 
appropriate to 
funder 

Ongoing 
communication to 
MAESD regarding ES 
best practices, trends, 
challenges and 
approaches  

Schedule quarterly meeting with 
all EO service providers and 
MAESD. 
 
 
Develop a template for MAESD 
information sharing that includes 
upcoming issues, topics, 
questions to be addressed in 
advance of each meeting, etc. 

LiNDR, DWA 
 
 
 
LiNDR, DWA 

Quarterly 
(Jan, April, 
June, Oct?) 

Promote 
Employment 
Services in the 
community that 
support initiatives 
that drives the 
local economy 

Identify EO market 
share for Durham. 
(How many employers 
in Durham and how 
many are active with 
EO?) 

DWA to produce annual data 
related to active employers with 
EO, info on number of 
employers, etc. through 
surveying process (such as 
employer survey, etc.)  
 
Identify what data will be utilized 
for (e.g. decision making, 
program adjustment, etc.).   
 
Discuss and identify size and type 
of employers ES is interested in. 

DWA 
 
 
 
 
ES Managers 
 
 
ES Managers 
 
 
 

Annual 
 
 
 
 
Dec 2017 
 
 
Dec 2017 
 
 
  

Refine process to 
identify employers 
who present 
challenges (i.e. 
“frequent flyers”) 

Create standing agenda item 
“Items of Concern” regarding 
issues related to employers 
(subsidy abuse, non-payment of 
staff, inappropriate behaviour, 
etc.)   
 
Determine parameters of 
information to be discussed and 
shared. 
 
Minutes will show details but no 
identifying information on 
particular employers.  
Resolutions and discussion will 
be included in minutes.   

LiNDR 
 
 
 
ES Managers 
 
 
LiNDR 

Dec 2017 
 
 
 
Dec 2017  
 
 
Ongoing 

Provide timely, 
consistent and 
effective service 
delivery to the 
Durham Region 

Identify and address 
common issues 
 

Identify under what conditions 
would the whole ES network 
craft a unified/coordinated 
response to an issue?  Articulate 
in Terms of Reference. 
 
On a biannual basis, facilitate 
detailed roundtable discussion of 
common ES program trends and 

LiNDR, DWA 
ES Managers 
 
 
LiNDR, DWA 
 
 
 
 

Jan 2018  
 
 
 
Mar, Sept 
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Objectives Activities Actionable Item Responsibility Timeline 

issues.  Record info on common 
approaches, best practices, etc. 
in minutes.  
 
Add “Issue Management as a 
standing agenda.   

LiNDR Dec 2017  
 

Continue to 

improve existing 

coordinated 

service delivery by 

following the 

Continuous 

Improvement 

Performance 

Management 

System model to 

analyze and 

evaluate strategies, 

outcomes, 

referrals, etc.  

 

Share program data 
and statistical 
information to inform 
collective strategies 
 

Standing agenda item for COJG 
to include who has funds left, 
how will applications be dealt 
with as a region.   
 
Quarterly COJG discussions to be 
facilitated that outline key trends 
in the region in terms of 
demographics as well as program 
stats sharing.   
 
Identify methods of collecting 
and reporting on status and 
target sharing to meet our 
expected outcomes and move 
clients around the spectrum if 
needed.  
 

LiNDR 
 
 
 
ES Managers 
DWA 
 
ES Managers 
DWA 

Dec 2017  
 
 
 
Quarterly 
(Feb, May, 
Sept, Dec) 
 
Ongoing 

Develop and share 
best practices and 
leverage our 
resources  
 

Increase opportunities 
for frontline staff to 
network and 
participate in 
professional 
development 
opportunities to 
strengthen and 
improve partnerships 
Share best strategies 
and practices across 
agencies 
 

Facilitate a discussion annually 
on professional development 
priorities and create itemized list 
of pd topics.  Create annual pd 
workplan including type of 
training, funding and cost 
sharing, etc. 
 
Facilitate job developers 
networking meeting.   
 
Determine future of job 
developer’ meetings. 
 
 

LiNDR, DWA 
 
 
 
 
LiNDR, DWA 
 
ES Managers 

Annually 
(April) 
 
 
 
Nov 2017 
 
Dec 2017  

Develop effective 
channels of 
communication 
among all 
organizations 
promoting each of 
their services, 
supporting creative 
program delivery 
models 

Improve 
communication 
between ES agencies  
 

Facilitate discussion regarding 
communication options at 
DESWG meeting.  (Include items 
such as names of people in 
charge of different programs like 
COJG in each office, contact tree 
per program, etc.)   
 
Investigate use of online systems 
such as Basecamp, etc.  
 

LiNDR, DWA 
 
 
 
 
LiNDR, DWA 

Jan 2018 
 
 
 
 
Feb 2018 
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Durham Employment Services Working Group: Terms of Reference  
 

Purpose: 

Through strategic and collaborative activities, DESWG will strengthen and support impactful 

and effective, seamless access to employment programming and training that supports clients’ 

goals and improves the local economy.  

 

Definition of Service Coordination:   

• Engage in collaboration to identify and meet the needs of participants, employers and 

community partners  

• Ensures client transitions and continuation of service, both internal and external to 

Employment Services, are seamless and appropriate 

• Ensures that programs gather and share data and information to help offer clients and 

employers meet their goals and needs   

• Makes it possible to identify and address gaps in service  

• Maximizes training opportunities across the service delivery network where possible   

• Promotes the sharing of best practices 

 

Strategic Objectives: 

The DESWG strategic objectives focus on several key target groups: 
 
Clients: DESWG works together to create seamless client pathways to employment goals 
through service excellence.  
 
Employers: DESWG strives to connect with and meet the needs of local employers through a 
variety of activities.  
 
Community Partners: DESWG connects with and develops partnerships with community 
agencies that provide wraparound services that support clients. 
 
Funder: DESWG will communicate regularly with its primary funder, the Ministry of Advanced 
Education and Skills Development with the aim to support and refine high quality local 
employment services. 
 
Overarching objectives fall under the following categories: 
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Collaboration and Partnership  

• Collaborate as a cohesive group to identify key issues, strive for continuous 

improvement and respond to issues in effective and innovative ways 

• Develop effective channels of communication among all organizations promoting each 

of their services, supporting creative program delivery models  

• Develop and share best practices and leverage our resources  

 

Employment Service Delivery  

• Provide timely, consistent and effective service delivery to the Durham Region  

• Continue to improve existing coordinated service delivery by following the Continuous 

Improvement Performance Management System model to analyze and evaluate 

strategies, outcomes, referrals, etc. 

• Develop opportunities for partnership initiatives  

• Create a positive customer experience through timely, effective and seamless services 

for stakeholders  

 

Community Outreach  

• Identify stakeholders and ensure community coordination for effective service delivery 

• Promote Employment Services in the community that support initiatives which drives 

the local economy 

• Identify common issues and successes and communicate collectively as appropriate to 

funder 

 

Roles and Responsibilities  

 

Members 

• Represent MAESD-funded, full suite Employment Services agency as a manager 

• Lead meetings by sharing expertise, information and knowledge  

• Bring forward agenda items and drive meeting activities  

• Identify program issues and gaps, client feedback and other issues that impact on 

service delivery  

• Complete action items between meetings 

• Share program level data including relevant CaMS roll ups, reports and internal program 

intelligence as deemed suitable by the group 

• Contribute to discussion and activities as determined by the group 

• Develop, complete and evaluate initiatives and activities as a collaborative group 
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• Participates fully and constructively in all discussions 

 

Facilitation  

Meeting facilitation will be a shared responsibility between the Literacy Network of Durham 

Region and Durham Workforce Authority and will include the following activities: 

 

• Convene and facilitate meetings 

• Agenda and minute taking  

• Maintenance of related documentation including reviewing, updating and archiving 

service standards, terms of reference, strategic plans and other DESWG materials 

• Data support including collection and collation of a variety of labour market, community 

information, program intelligence and statistical reports gleaned from wide reaching 

sources to include but not limited to: CaMS reports, Statistics Canada data, 

municipal/provincial/federal resources, labour market information 

• Analysis, synthesis, summary and reporting of a variety of data as required by the group 

• Assists with the development and drafting of service standards 

• Manages the conflict resolution process by receiving, summarizing issues in report 

format and facilitating discussions in and out of meeting scope 

• Manages and oversees staff succession and orientation process to DESWG 

• Supports and provides ongoing ES professional development activities  

• Disseminates requisite information to programs on an ongoing basis 

• Provide support to ES agencies on a case by case basis as required 

• Facilitate and report on ongoing evaluation activities and make resulting 

recommendations to group where necessary 

• Initiate ongoing strategic planning activities  

• Support the development and dissemination of project proposals, reports and 

communication materials 

 

Meeting Schedule and Location 

• Monthly meeting schedule is determined by the group at the beginning of each 

September 

• Meetings take place from September to June of each year 

• Committee members will be encouraged to take equal turns hosting meetings at their 

program locations 

 

Decision Making: 

• Decision making is based upon a model of consensus 



 9 

• If consensus cannot be achieved, each ES agency will represent a single vote, regardless 
of the number of site managers present at the meeting  

• A vote will be determined by 60% plus 1 of the participating agencies 

• If fewer than 80% of the participating agencies are not present at a meeting, a vote 
must be deferred to a future meeting 

 

Conflict Resolution:  

Conflict in any group is to be expected and arises from time to time.  A conflict is defined for 

the purpose of this Terms of Reference for any disagreement between agencies that requires a 

corrective intervention, change to or creation of service standard or is not able to be resolved 

without wider consultation. 

 

In order to address issues in a respectful, proactive and productive manner, the following steps 

may be taken: 

 

• Agencies involved should seek immediate resolution between staff and managers 

through direct consultation 

• Should agency and staff consultation not initiate a resolution, the conflict may be 

submitted for DESWG group discussion through the submission of an “Issue 

Management” template which is forwarded to the meeting facilitators  

• Meeting facilitators will remove identifying agency information if requested and further 

summarize the issue for communication to DESWG members 

• The conflict will be discussed at the next meeting as a priority with the view of 

developing a resolution 

• Consensus on resolutions may be used to develop an accompanying service standard 

• Service standards arising from conflict resolution will be so indicated so that a running 

history of standards development is available for future reference 

 

Although it is not required, it is encouraged that agencies who have conflicts that are 

successfully resolved outside of DESWG meetings share the situation and outcome with the 

group via a “Best Practices” template.  This will allow the wider group to learn from ongoing 

discussions between individual agencies. 

 

Evaluation:  

• Evaluation will take place at each meeting in order to ensure that ongoing efforts 

towards collaboration are effective 

• Members will fill out a brief survey to be reviewed and summarized by the facilitators 
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• Facilitators will bring forward issues for resolution to the agenda of the following 

meeting 

• The group will address any issues with a view to improve collaboration, trust and 

productivity 

• The Terms of Reference will be reviewed annually and updated as required 

 

APPENDIX – SERVICE STANDARDS  

 

File closure 

Accepted October 11, 2013 

 

1. Programs will use the “Request for Service Plan Closure” form as developed by 

ES. 

 

2. The form will be sent to the recipient designated per site by each agency. (List 

attached as appendix). 

 

3. The form will be filled out and signed by the client and faxed or scanned and 

emailed by the supporting agency to the new agency 

 

4. The file must be closed within two business days of receipt of the form.  

 

5. File will be closed according to exit outcomes that reflect the client pathway 

at the time of exit (e.g. “Unemployed” or “Training”) and will reflect a referred-out 

status.  

 

6. If a file is not closed within two business days, a phone call will be placed to the 

recipient of the form for follow up.  

 

File Closure and Job Fairs 

Accepted October 3, 2014 

Clients will not be asked to request file closures to attend job fairs or submit a resume to 

another employer currently working with ES agency. In the case of job fairs, ES 

agencies make it clear to employers that if clients come from other ES service 

providers, no incentive will be offered.  Agencies only subsidize their own existing or 

new clients.   
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Communication and Messaging 

Accepted November 20, 2017 
Client RelationshipIt is recognized that both job seekers and employers are clients. It is 
expected that ES agencies work in the best interest of their clients to see that end 
results (jobs secured) are achieved. 
 

Communication Between Agencies 
In the interest of the client (job seeker) and the job fair employer, if a job fair employer is 
interested in an opened client with another agency and was hoping for training 
incentive, it would be advantageous for the employer (and could benefit the job seeker 
in being hired), to have access to incentive. 
 

Example: If client is opened with agency “A” goes to agency “B’s” job fair and the 
employer would like to hire and receive incentive, agency “B” should not ask 
Agency “A” to close file in order to provide TI to employer.  
 
Client may be encouraged to inform current agency “A” about the possibility of 
being hired with said employer (this would remove need to share release forms) 
and agency A could then approach employer regarding incentives 
 
If employer does not want to work with the agency which has client opened - 
Agency A, employer may not be able to access incentive 
 
If client requests Service Plan to be closed with Agency A, file closure protocol 
will take place 
 

If an agency has referred a client to another ES job fair, it is the responsibility of that ES 
job developer (with confidentiality sign offs) to follow-up with the hosting job fair agency 
regarding the status of their client. For example, if agency A, refers a client to Agency 
B’s job fair, it is up to Agency A to initiate any follow-up with Agency B or the client. 
 

Messaging to Employers 
With the goal of collaboration amongst ES partners, it is anticipated that all ES agencies 
will give positive messages to Employers regarding accessing ES services at partner 
agencies   
 
 
 
 
 
 
 


