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Workforce Development Strategy Map
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Effective Workforce Development

• Essential elements to prepare people for  occupational 
education and training:

– Foundational skills 

– Personal traits, attitudes, interests, and values

– Career coaching – informed decision making

• It takes a regional team to develop the regional labor 
shed. 
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Businesses Want Cognitive & Personality Data

Rank Skill %

1 Professionalism/Work Ethic 83.4

2 Teamwork/Collaboration 82.7

3 Oral Communications 82.0

4 Critical Thinking/Problem Solving 72.7

5 Reading Comprehension 71.6

6 Written Communications 71.5

7 English Language 70.6

8 Ethics/Social Responsibility 70.6
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SHRM: Applied Skills and Basic Knowledge: 
Combining and Ranking

For new entrants with a two-year college/technical school diploma, 
applied skills are four of the top five “very important” skills in 

combined ranking with basic knowledge and skills.

Casner-Lotto, J. & Barrington, L. (2006)



Three Areas – Improve Throughput

• Foundational Skills – NCRC*
– Reading for Information
– Applied Mathematics
– Locating Information

• “Soft Skills” – PSAs* 
– Performance – Risky Behaviors
– Talent – Personal Traits and Attitudes
– Fit – Interests and Values

• Career Coaching (Highly Structured Process)

*NCRC = National Career Readiness Certificate

*PSAs = ACT Personal Skills Assessments
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The NCRC – Foundational Skills
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Highly desirable  level of expected performance          

Moderately desirable  level of expected performance         

Less desirable level of expected performance

WorkKeys Performance Assessment measures personal behaviors and attitudes critical to workplace success. A high score on the 

Performance Index indicates higher likelihood of having successful work attitudes and engaging in safety behaviors. 

64 Performance Index  -- The overall rating for an examinee based on the combination of General Work Attitudes 
and Risk Reduction scores.
A moderate Performance Index (combination of General Work Attitudes and Risk Reduction) suggests a candidate may be 

moderately desirable. Individuals with similar scores are likely to perform at a moderate level of productivity and work safety.

See below for additional interpretive information about this person’s general work attitudes and risk reduction tendencies.

What This Means:

64PERFORMANCE
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Risk Reduction—Tendency to avoid engaging in risky behaviors, such as noncompliance with safety rules and 

conflict with supervisors and coworkers.

A candidate with a high Risk Reduction score may be an employee who:

 Consistently follows safety rules and procedures

 Is consistently alert to job risks

 Is very unlikely to engage in inappropriate interpersonal behaviors such as, aggression or hostility

General Work Attitudes—Positive and productive attitudes toward work tasks, coworkers, the organization itself, and 

other work-related behaviors. 

A candidate with a moderate General Work Attitudes score may tend to be an employee who:

 May be disagreeable with coworkers or supervisors under stressful circumstances

 Is usually conscientious about completing work on time

 Is usually honest with coworkers or supervisors

 Will make appropriate use of company assets under most circumstances

Percentile      Scale Definitions

0

Performance Assessment

WorkKeys Performance Assessment Profile
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Employer Report

Examinee:  Alvin C. Tracey

Examinee ID: XXXXX7890

Percentile Rank: Approximate percent at or below score

Report for: Abbatoir Industries

Site: Iowa City, IA

Test Date: 4/12/07

PSA – Performance Report
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Work Attitudes

and Risky Behaviors

60 Survey Items

10 –15 Minutes



PSA – Fit Report 
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102 Survey Items

15 –20 Minutes

Interests and Values



PSA – Talent Report 
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165 Survey Items

30 –35 Minutes

Personal Traits

4 Composite Scales

• Work Discipline

• Teamwork

• Customer Service Orientation

• Managerial Potential



PSA – Talent – Medical Profiles 

• Compare: Carefulness, Creativity, and 
Influence
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State-Wide Coaching Model
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AWARENESS

Readiness 
Questionnaire

Referral

ASSESSMENTS

NCRC
PSA’s

CAREER 
COACHING

4-Step
Structured 

Process

JOB 
PLACEMENT

Get & Keep 
Good Job

EMPLOYER 
FEEDBACK

90-Day
One Year

SCHOOL 
PLACEMENT

Certificate
Degree
License

SCHOOL 
FEEDBACK

90-Day
One Year

REMEDIATION

Adult Ed
KeyTrain



4-Step Coaching Process
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Readiness
Questionnaire

• Effective, proven

• Key 
employability 
skill and interest 
information

• Preliminary 
guidance

• Program 
awareness

• ‘Ready’ 
participants
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Why Career Coaching ?

• The coaching portfolio provides employers with the 
information they need to make good hiring 
decisions.

• The coaching process provides individuals with the 
information they need to prepare, then get and 
keep a good job*.

• We help people to align their personal strengths so 
that they understand their personal value equation, 
that is; where do I belong?

• Get people “un-stuck” that are stuck.

*Reference “The Heart of Health Care Career Coaching” includes  29 Career Coaching stories
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29 Success Stories

Posted at:

www.michigancrc.org/fc3

Our Health Care Career Coach related 
receiving an e-mail from a participant, a 
middle-aged mother of six, displaced from a 
comfortable management position. She’ll be 
starting over at $8 per hour as a Certified 
Nurse Assistant, yet she writes:

“I am just so excited, I can't stand it! I have 
not had this kind of passion for something in a 
long time! I owe it all to you and this 
program! I will keep you posted as to my 
successes!”

“Again, I just wanted to thank you . . . You 
have boosted my spirits and renewed my faith 
in myself! I now have a sense of direction, and 
you have helped me to envision my future as 
an RN. I now know what I have to do, and I 
promise you that I will not fail! You have given 
me the tools to make my dreams a reality!”

Results

http://www.michigancrc.org/fc3


Require a Career Portfolio
Employers require or “highly recommend”  that all job 
applicants have an endorsed career portfolio that includes:

• National Career Readiness Certificate (NCRC)
• Reading for Information

• Applied Mathematics

• Locating Information

• Personal Skills Assessments
• Talent

• Fit 

• Certificate of Completion (Structured Four-step Coaching Process)
• Self Awareness

• Career Option Exploration

• Career Decision Making

• Action Planning

• Resume, references, and referral letters

• Education and/or Career Plan
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The Give-and-Take

• Require the portfolio from every supplier in the supply chain

• Public Workforce agencies

• Recruiting agencies

• Staffing agencies

• Everyone who walks in the door

• Promise a face-to-face interview to every individual that has 
earned a portfolio (for large firms)

• Promise a face-to-face interview

• Interview generally lasts 30- 60 minutes

• New paradigm – recognize a portfolio holder is serious about 
work – HR should ask and answer “Where might they fit 
here?”
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Employer Council 
Ask and Letter of Commitment

• The specific “Ask” for each Employer Council Member should 
include:
– Commit to require that all placements from public and private 

agencies must have a complete Career Portfolio

– Commit to track and report placement and retention of health care 
workers so that we can calculate the ROI
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The Career Coaching Advisory Team

Don Carstensen – ACT

Steve Robbins – ACT

Eric Heller – Metrics Reporting

Bill Guest – Metrics Reporting

Lee Payne – Discover You

Susan Blair – Career Calling

Rachael Jungblut - GRCC
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Contact Information

The NCRC Consulting Group

Bill Guest
616.430.0828 cell

bill.guest@metricsreporting.com

Don Carstensen
319.337.1762 office

don.carstensen@act.org

This summary of the career coaching essential elements was prepared to help
workforce professionals implement highly structured career coaching based on
the National Career Readiness Certificate and the ACT Personal Skills
Assessments. The NCRC is emerging as the common cornerstone of workforce
development efforts. This career coaching model builds on that cornerstone to
provide a highly effective coaching process that results in a portfolio useful to job
seekers in their job search and useful to employers in their hiring decisions.

Copyright © 2008 and 2009 by Bill Guest and Don Carstensen

mailto:bill.guest@metricsreporting.com
mailto:don.carstensen@act.org
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APPENDIX
Copyright © 2009 by Lee Payne, Metrics Reporting, Inc.
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Contents

• Narratives of Coaching  Model and 4-Step Process
• Readiness Questionnaire
• Throughput Model
• Customer Experience Map
• Participant Flow Diagram
• Career Portfolio 
• Example Schedule
• Career Coach Profile
• Readiness Observation Framework
• Supply / Demand Occupation Chart 
• ACT Employer Use Model
• Resources

– ACT WorkKeys Website
– ACT Personal Skills Assessments Website
– Michigan NCRC Website
– Career Coaching Link in NCRC Website
– Skills Now Link in NCRC Website
– Health Care Employers Council Website
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Coaching Narratives
The Coaching Model

The Career Navigation Centers (CNC) receive clients from a 
variety of different sources; each client could enter the door at a 
different stage before career coaching begins. The CNCs are 
equipped to complete all steps; however, referring partners that 
administer the ACT products may refer a candidate that has 
already completed all or part of the assessments. In these cases, 
the client is then referred to the CNC to complete any 
assessment not administered by the partner and then enters the 
4-Step Career Coaching Process. At the end of career coaching, a 
client produces an Educational or Employment Plan, or both. If 
they have an Educational Plan, they will attend the proper 
school, obtain their certification, license and/or degree and be 
placed in a skilled job. Ideally, the client works in an entry-level 
position in their chosen field while they attend school. A key 
differentiator to the coaching model is the closed-loop feedback. 
Supervisor feedback is obtained at both 90 days and one year 
and communicated back into the process. This provides key data 
to assure the school, the coach, the assessments and the referral 
agency did what they were supposed to do – continuous 
improvement is built right in. Career coaching guides informed 
career decisions making better use of training dollars, improving 
school completion rates and increasing proper job placements 
and employer retention.  The output is a career portfolio that we 
ask employers to highly recommend from every supplier in the 
supply chain.  In return employers promise a 30-minute face-to-
face interview with clients with an endorsed career portfolio.  
The portfolio provides employers with the information they need 
to make good hiring decisions.

4-Step Coaching Process

The Career Coaching Program is a highly structured process, 
bundling key ACT products – Reading for Information, Applied 
Mathematics and Locating Information WorkKeys Assessments 
certified with National Career Readiness Certificate (NCRC), 
Personal Skills Assessments (PSA) Performance, Talent and Fit all 
managed in the DISCOVER online tool to maximize client results. 
Four sessions with a highly qualified career coach are held within 
a target period of 3 weeks with homework between sessions. 
WorkKeys and obtaining a NCRC are a prerequisite to the 
program. The client is guided through four steps: (1) The initial 
session is in a group setting to administer the PSA, learn 
DISCOVER and review and interpret assessment results in order 
to explore career options. Homework involves further 
exploration. (2) Next the client narrows their options to the three 
best fit occupations and is shown various ways to research them, 
and given the Decision Making Scorecard as homework. (3) By 
session three the client has a good understanding of what their 
best fit occupational target is and explains their findings to the 
coach. Additional planning research tools are identified and ideas 
to create an education and/or employment plan generated to 
complete the last homework assignment. (4) The client presents 
their results of their plan to the coach. The client leaves the 
process empowered with a well-honed career portfolio 
supporting individuals with information they need to prepare, 
then get and keep a good job.  Once placed in a skilled position, 
the client understands that a 90-day and one-year review with 
their supervisor will occur. 
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Readiness 
Questionnaire
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Readiness 
Questionnaire
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Readiness 
Questionnaire



Throughput Model
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Customer Experience Map
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Participant Flow Diagram
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Career Portfolio
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Career Coach Profile
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Talent Scale Importance to Occ. Key to profile

Carefulness moderate

Cooperation high x

Creativity moderate

Discipline high x

Goodwill moderate to high x

Influence low

Optimism moderate

Order moderate

Savvy moderate

Sociability moderate

Stability moderate to high x

Striving low



Readiness Observation Framework
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Supply / Demand Occupation Chart

85
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Employer Use Model
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Resources

ACT WorkKeys Website http://www.act.org/workkeys/index.html

ACT Personal Skills Assessments Website http://www.act.org/workkeys/assess/personal.html

Michigan NCRC Website http://www.michigancrc.org/default.aspx

Career Coaching Link in NCRC Website http://www.michigancrc.org/Content/Careers.aspx

Health Care Employers Council Website https://www.mriwm.com/ProjectSites/EmpCounc/default.aspx

Career Coaching Success Stories http://www.michigancrc.org/Content/Careers.aspx
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