
BOARD OF DIRECTORS 
Meeting & Retreat

Friday, April 23, 2021



What: Board of Directors Meeting & Retreat
When: Friday, April 23, 2021   

9:00 a.m. – 12:00 p.m. 
Zoom Meeting Info

Link: https://careersourcecf.zoom.us/j/95207837353?pwd=OGplVURESlR5Mi9UOVZWTHgwdjBkQT09

Dial In: 1 (929) 205-6099
Meeting ID: 952 0783 7352
Passcode: 660045

4/23/21 CSCF BOARD MEETING DETAILS
Meeting Details

Meeting Agenda

Welcome

Spotlight Story

Roll Call

Public Comment

Conflict of Interest
Process

Consent Agenda

Info/ Discussion / 
Action Items

Insight

Other Business

Adjournment
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4/23/21 CSCF BOARD MEETING & RETREAT AGENDA 
Meeting Details

Meeting Agenda

Welcome

Spotlight Story

Roll Call

Public Comment

Conflict of Interest
Process

Consent Agenda

Info/ Discussion / 
Action Items

Insight

Other Business

Adjournment

Agenda
Item

Topic Presenter Action
Item

1.
2.

Welcome
CSCF Spotlight Story

Mark Wylie
Mimi Coenen

3. Roll Call / Establishment of Quorum Kaz Kasal
4.
5.

Public Comment
Conflict of Interest Process Heather Ramos

6. Consent Agenda
A. 2/25/21 Board Meeting Draft Minutes

Mark Wylie X

7. Information / Discussion / Action Items
A. Chair’s Report
B. President’s Report

1) Finance Report

C. Committee Reports
1) Executive (met on 4/15/21)

a) Health Insurance Plan Renewal for FY 2021-2022
2) Audit – No Update
3) Career Services (met on 3/25/21)

a) Expanding Emerging Career Training Programs
4) Community Engagement – No Update
5) Facilities Ad Hoc – No Update
6) Finance (met on 4/13/21)
7) Governance – No Update
8) Revenue Diversity Ad Hoc (met on 3/24/21)

D. CareerSource Central Florida – 2019-2020 Annual Performance

Mark Wylie
Pam Nabors
Eric Ushkowitz

Mark Wylie

Larry Walter
Dr. Kathleen Plinske

Jody Wood
Matt Walton
Eric Ushkowitz
Richard Sweat
Eric Jackson

Charles Williams
Department of 
Economic Opportunity

X

X
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4/23/21 CSCF BOARD MEETING & RETREAT AGENDA (CONTINUED)
Agenda

Item
Topic Presenter Action

Item

8.

9.

10.

Insight
A. Panel Discussion: Understanding the Workforce Needs,

Opportunities and Challenges in the Business Community

B. CSCF 2021-2022 Strategic Priorities

Other Business

Adjournment

Panelists:
• Jerry Ross, President - Panel Facilitator

National Entrepreneur Center
• Robert Agrusa, President/CEO

Central Florida Hotel & Lodging Association
• Tanisha Nunn Gary, President

African American Chamber–Central Florida
• John Newstreet, President/CEO

Kissimmee/Osceola Chamber of Commerce
• Gaby Ortigoni, President/CEO

Hispanic Chamber of Metro Orlando

Upcoming Meetings:

Consortium & Board Meeting 6/24/21 9:00 a.m. - 11:00 a.m. 

Committee Meetings:

- Governance 5/12/21 3:00 p.m. – 4:30 p.m.
- Community Engagement 5/17/21 3:00 p.m. – 4:30 p.m.
- Budget Workshop 5/20/21 2:00 p.m. – 4:00 p.m.
- Revenue Diversity 6/2/21 2:00 p.m. – 3:30 p.m.
- Finance 6/8/21 2:30 p.m. – 4:00 p.m.
- Executive 6/17/21 9:00 a.m.  - 10:30 a.m.

Meeting Details

Meeting Agenda

Welcome

Spotlight Story

Roll Call

Public Comment

Conflict of Interest
Process

Consent Agenda

Info/ Discussion 
/ Action Items

Insight

Other Business

Adjournment
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WELCOME

Meeting Details

Meeting Agenda

Welcome

Spotlight Story

Roll Call

Public Comment

Conflict of Interest
Process

Consent Agenda

Info/ Discussion 
/ Action Items

Insight

Other Business

Adjournment
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PLEDGE OF ALLEGIANCE
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Meeting Details

Meeting Agenda

Welcome

Spotlight Story

Roll Call

Public Comment

Conflict of Interest
Process

Consent Agenda

Info/ Discussion 
/ Action Items

Insight

Other Business

Adjournment

SPOTLIGHT STORY
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Meeting Details

Meeting Agenda

Welcome

Spotlight Story

Roll Call

Public Comment

Conflict of Interest
Process

Consent Agenda

Info/ Discussion 
/ Action Items

Insight

Other Business

Adjournment

ROLL CALL / 
ESTABLISHMENT OF QUORUM
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Meeting Details

Meeting Agenda

Welcome

Spotlight Story

Roll Call

Public Comment

Conflict of Interest
Process

Consent Agenda

Info/ Discussion 
/ Action Items

Insight

Other Business

Adjournment

PUBLIC COMMENT
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Meeting Details

Meeting Agenda

Welcome

Spotlight Story

Roll Call

Public Comment

Conflict of Interest
Process

Consent Agenda

Info/ Discussion 
/ Action Items

Insight

Other Business

Adjournment

CONFLICT OF INTEREST
PROCESS
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Meeting Details

Meeting Agenda

Welcome

Spotlight Story

Roll Call

Public Comment

Conflict of Interest
Process

Consent Agenda

Info/ Discussion 
/ Action Items

Insight

Other Business

Adjournment

CONSENT AGENDA
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Meeting Details

Meeting Agenda

Welcome

Spotlight Story

Roll Call

Public Comment

Conflict of Interest
Process

Consent Agenda

Info/ Discussion 
/ Action Items

Insight

Other Business

Adjournment

INFORMATION / 
DISCUSSION / 
ACTION ITEMS
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Meeting Details

Meeting Agenda

Welcome

Spotlight Story

Roll Call

Public Comment

Conflict of Interest
Process

Consent Agenda

Info/ Discussion 
/ Action Items

Insight

Other Business

Adjournment

CHAIR’S REPORT
Mark Wylie

CSCF Board Chair

Meeting Packet Page 22



Meeting Details

Meeting Agenda

Welcome

Spotlight Story

Roll Call

Public Comment

Conflict of Interest
Process

Consent Agenda

Info/ Discussion 
/ Action Items

Insight

Other Business

Adjournment

PRESIDENT’S REPORT
Pam Nabors

Meeting Packet Page 23

Agenda Item 7B



SCORECARD
PROGRAM YEAR 20-21

JULY 1 – MARCH 31, 2021
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BOARD PRIORITIES

D I V E R S I F Y  R E V E N U E  S T R E A M S  T O  A D J U S T  F O R
VA R I A B L E S  I N  F E D E R A L  F U N D I N G

D E L I V E R  TA L E N T  A C Q U I S I T I O N  S T R AT E G I E S  F O R
B U S I N E S S E S  I N  S I X  H I G H  G R O W T H  I N D U S T R I E S

D E L I V E R  TA L E N T  S O L U T I O N S  T O  I G N I T E  P O T E N T I A L
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D I V E R S I F Y  R E V E N U E  S T R E A M S  T O  A D J U S T  F O R
VA R I A B L E S  I N  F E D E R A L  F U N D I N G

Revenue Diversity Goal 1,600,000$      

Grant Funding
Help is Here - Orange County 7,500,000$      
Veterans Award 32,206$            
Project Opioid 2,700,000$      

10,232,206$    
Public Funding
Orange County (Youth Grant) 99,000$            

Ticket to Work 183,356$         

Private Funding
Board Member Contrinutions 48,000$            
Additions Financial Bank 40,000$            

88,000$            

YTD Revenue Diversity 10,602,562$    

GOAL $1.6M

ACHIEVED $10.6M
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D E L I V E R  TA L E N T  S O L U T I O N S  
T O  I G N I T E  P O T E N T I A L

Customers Served
Q1-Q3: 2020-2021

Customers Served
Q1-Q3: 2019-2020
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D E L I V E R  TA L E N T  S O L U T I O N S  
T O  I G N I T E  P O T E N T I A L

Career Seekers in Training
Q1-Q3: 2020-2021

Career Seekers in Training
Q1-Q3: 2019-2020
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D E L I V E R  TA L E N T  S O L U T I O N S  
T O  I G N I T E  P O T E N T I A L

Career Seekers Trained and Placed
Q1-Q3: 2020-2021

Career Seekers Trained and Placed
Q1-Q3: 2019-2020
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D E L I V E R  TA L E N T  S O L U T I O N S  
T O  I G N I T E  P O T E N T I A L

Career Seekers Placed
Q1-Q3: 2020-2021

Career Seekers Placed
Q1-Q3: 2019-2020
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D E L I V E R  TA L E N T  S O L U T I O N S
T O  I G N I T E  P O T E N T I A L

Average Wages By Employment Targeted Sector
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D E L I V E R  TA L E N T  A C Q U I S I T I O N  
S T R AT E G I E S  F O R  B U S I N E S S E S  I N  

H I G H  G R O W T H  I N D U S T R I E S  

Businesses Served
Q1-Q3: 2020-2021

Businesses Served
Q1-Q3: 2019-2020

Loyalty Businesses New Businesses Loyalty Businesses New Businesses
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OTHER UPDATES
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STERLING JOURNEY 

• Completed Field Virtual Meetings12 Examiners
• 12 Sterling Examiners

• 4,400+ Examination Team Hours
• 67 CareerSourcers Interviewed

• Strengths
• Visionary Leadership – North Star
• Valuing People
• Ethics and Transparency
• Societal Contributions – Youth Program & Crisis Response
• Financial and Marketplace Performance
• Compliance
• Cybersecurity

• Opportunities for Improvement
• Customer Satisfaction/Dissatisfaction
• Focus on Success – Succession Planning
• Comparisons, Benchmarks, Goals and Targets

May 2021:
• Feedback Report Delivered

June 2021: 
• CSCF Develops Action Plans

for Continued Transformation
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• Create New Office of Reimagining Education and Career Help (REACH)

• Agreed to 8-Year Term Limits for Board of Directors / Chair (Term Limits Begin July 1)

• Develop New Waivers

• Develop Master Credential Process

• Initiate Workforce System Changes to Deliver More Transparency and Accountability Measures

• Common Data Terms
• Audits and Performance Reporting for Programs, Education, Training

• Assign Letter Grade to Local Workforce Board
• Recommend Uniform Accountability Measures
• Make Reports Cards Available in Timely Manner

FLORIDA LEGISLATIVE SESSION: HIGHLIGHTS
House and Senate Proposed Bills Now Combined
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• Help Build New & Emerging Career Pathways that Support Opioid Crisis

• Identify Individuals with Transferrable Skills who Could Fill New, In-Demand

Positions

• To Support Treatment Center 90-Day Recovery Programs

o Offer Short-term Training/Certification for “Peer Recovery Specialist”

Role

• Support Businesses HR Divisions – May 27 Launch w/ Project Opioid

• Educate and Train HR Teams on How to Identify and Support Employees

Who May Be Impacted by Opioids

• Supporting the Enhancements of Employee Assistance Plans to Include

Opioid Awareness and Recovery

• Offer Sensitivity and Opioid Awareness Training for CSCF CareerSourcers

“Support to Communities: Fostering Opioid Recovery through 
Workforce Development Grant” from DEO

$2.7M
4-Year
Grant

• Assist Those Navigating Their Recoveries

• Partner with Recovery and Treatment

Centers to Provide Career Opportunities for

those Ending Treatment

• Establish Direct Referral System to Respect

Privacy by Working Directly with CSCF

• Funding for Relapse Treatment

2 0 2 1  – 2 0 2 2 / Q 12 0 2 0 - 2 0 2 1 / Q 4
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COVID-19: PHASE 3 PARTIAL OPENING: MAY 3

Partial Opening
Virtual, In-Person / Limited Walk-In Appointments 

(50% Capacity Only)

Career 
Centers @ 

Full Capacity

Phase 3: Medium Human Interaction
(May 3, 2021 – TBD )

• Expand Capacity up to 50%
• Increase number of in-person appointments, decrease number of virtual appointments
• Walk-ins accepted for job search self-service only during a limited time
• Health and safety protocols remain the same (temp. screenings, masks, social

distancing) at every location
• Travel resumes for some CSCF positions

Phase 4: High Human Interaction
(Unknown)

• Restore normal service levels
• Conduct Phase 3 Assessment

Analyze Operational, Health Data, 
and Decide to Proceed to Phase 4, 

Pause or Combine

Followed 
Municipal and 

CDC Guidelines 
for Full Capacity 
Service Levels

Contact Center: 1-800-757-4598
8 a.m. – 5 p.m. Monday – Friday

Career Centers: 
Appointments: 9 a.m. – 5 p.m.  (M  - Th)

10 a.m. – Noon   (Friday)

Walk-ins: 9 a.m. – 3 p.m.  (M – Th)
10 – 11 a.m. (Friday)

Website: 
careersourcecentralflorida.com/COVID-19

Continue to 
Monitor & Adjust 
Guidelines Based 

on Health Data 
from the Center 

for Disease 
Control (CDC)

Meeting Packet Page 38

RETURN TO AGENDA



Meeting Details

Meeting Agenda

Welcome

Spotlight Story

Roll Call

Public Comment

Conflict of Interest
Process

Consent Agenda

Info/ Discussion 
/ Action Items

Insight

Other Business

Adjournment

FINANCE REPORT
Eric Ushkowitz

Treasurer / Finance Committee Chair
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Meeting Details

Meeting Agenda

Welcome

Spotlight Story

Roll Call

Public Comment

Conflict of Interest
Process

Consent Agenda

Info/ Discussion 
/ Action Items

Insight

Other Business

Adjournment

COMMITTEE REPORTS
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Executive Mark Wylie

Audit – No Update Larry Walter

Career Services Dr. Kathleen Plinske

Community Engagement – No Update Jody Wood

Facilities Ad Hoc – No Update Matt Walton

Finance Eric Ushkowitz

Governance – No Update Richard Sweat

Revenue Diversity Ad Hoc Eric Jackson

REPORTS BY COMMITTEE CHAIR
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CareerSource Central Florida Performance Overview

Charles Williams, Department of Economic Opportunity

April 23, 2021
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AGENDA

58

• Program Year 2019 Primary Indicators of Performance

• Programmatic and Financial Monitoring Activity

• Local Area Financial Overview
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FLORIDA’S WORKFORCE SYSTEM

United States 
Department of 

Agriculture

United States 
Department of 

Labor
General Revenue

United States 
Department of 

Health and Human 
Services

Governor

Department of 
Economic Opportunity 

(DEO)
Legislature

CareerSource Florida 
(State Workforce Policy 

Board)

24 Local Workforce 
Development BoardsLocal Elected Officials

Community Based 
Organizations

Community Partners

Educational Entities

Workforce Service Delivery
(Over 75 Career Centers)

Economic Development 
Partners

Training and Service 
Providers

EmployersJob Seekers

59
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PRIMARY INDICATORS OF PERFORMANCE

60

• WIOA establishes performance indicators and
reporting requirements to assess the state’s and local
area’s effectiveness in serving individuals participating
in the workforce development system.

• Indicators consist of:

 4 Adult Indicators

 4 Dislocated Worker Indicators

 3 Youth Indicators

 3 Wagner-Peyser Indicators
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WIOA PRIMARY INDICATORS OF PERFORMANCE

LWDB 12
Program Year (PY) 2019

July 1, 2019 – June 30, 2020

PY 2019
Actual 

Performance

PY 2019
Performance 

Targets

PY 2019
Achievement

Level

PY 2020 
Performance 

Targets

Adults:
Employed 2nd Quarter After Exit 90.20% 85.20% 105.87% 85.50%
Employed 4th Quarter After Exit 71.70% 83.00% 86.39% 84.00%
Median Wage 2nd Quarter After Exit $7,039.00 $6,850.00 102.76% $7,000.00
Credential Attainment 69.30% 67.00% 103.43% 70.00%

Dislocated Workers:
Employed 2nd Quarter After Exit 89.00% 83.20% 106.97% 85.00%
Employed 4th Quarter After Exit 78.70% 79.20% 99.37% 81.00%
Median Wage 2nd Quarter After Exit $8,177.00 $6,850.00 119.37% $7,000.00
Credential Attainment 74.50% 68.20% 109.24% 70.00%

Youth Common Measures:
Education and Employment Rate 2nd Quarter After Exit 82.40% 72.00% 114.44% 79.00%
Education and Employment Rate 4th Quarter After Exit 79.10% 66.00% 119.85% 73.00%
Credential Attainment 84.00% 90.30% 93.02% 87.00%

Wagner-Peyser:
Employed 2nd Quarter After Exit 70.40% 65.00% 108.31% 68.00%
Employed 4th Quarter After Exit 69.20% 63.00% 109.84% 65.00%
Median Wage 2nd Quarter After Exit $5,550.00 $4,850.00 114.43% $5,000.00

Not Met (less than 90% of target)

Met (90-100% of negotiated)

Exceeded (greater than 100% of negotiated)

61
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• Federal law requires the state to develop an oversight
system to monitor all workforce programs receiving
federal funds.

• DEO annually develops and implements a process for
monitoring LWDBs.

• Programmatic and financial monitoring was conducted
concurrently.

• Corrective Action Plans to address all findings are
required.

STATE MONITORING ACTIVITY 

62
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PROGRAM YEAR 2019 SUMMARY OF LOCAL FINDINGS

Program
PY 2018 
Findings

PY 2019 
Findings

Welfare Transition 5 2

Wagner-Peyser (RESEA, MSFW, 
Career Center Credentialing, MIS)

2 6

Supplemental Nutrition Assistance 
Program - Employment and Training

2 1

WIOA Adult / Dislocated Worker / Youth 2 0

Trade Adjustment Assistance Act 0 2

Total Findings 11 11

63
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CATEGORIES RESULTS

Findings None

Issues of Non-Compliance None

Observations 2

Technical Assistance None

FISCAL YEAR 2019-20 SUMMARY OF THE RESULTS OF 
FINANCIAL MONITORING
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PROGRAM YEAR 2020 TOTAL STATEWIDE 
FUNDING

$119,722,607$53,056,99
5

$27,203,436

$7,502,758
$5,575,610 $1,612,794

$0 Workforce Innovation and
Opportunity Act

Welfare Transition

Wagner Peyser

Veterans

Supplemental Nutrition
Assistance Program

Trade Adjustment
Assistance Program

Reemployment Assistance

54%24%

12%

5%
1%

1%

State Total:  $214,674,200

3%

65
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PROGRAM YEAR 2020 TOTAL LOCAL AMOUNT

$12,305,437
49%

$7,522,916
30%

$3,611,581
14%

$715,488
3%

$692,583
3%

$156,762
1%

$0
0% Workforce Innovation and

Opportunity Act

Welfare Transition

Wagner Peyser

Veterans

Supplemental Nutrition
Assistance Program

Trade Adjustment
Assistance Program

Reemployment Assistance

Local Total:  $25,004,766

66
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8

PROGRAM YEAR 2019 DIRECT CLIENT SERVICES & 
ADMINISTRATIVE EXPENDITURES

92%

8%

Direct Client Services Administrative Expenditures

Out of a total of 
$28,622,288
in workforce 

expenditures last year, 
$2,251,304

was spent on 
administration by the 

local board.

67
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PROGRAM YEAR 2019 INDIVIDUAL TRAINING 
ACCOUNT EXPENDITURE REQUIREMENT

Annual ITA Expenditure
Requirement

ITA Expenditures

30.00%

41.64%

68
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PROGRAM YEAR 2018 & 2019 WIOA WORK 
EXPERIENCE REQUIREMENT

PY2018 PY2019

20.00%
20.00%

*WIOA Requirement:
20% Work Experience

69
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PROGRAM YEAR 2019 PERCENTAGE OF EXPENDITURES 
ON OUT-OF-SCHOOL YOUTH

$846,932 
99%

$8,383 
1%

Out-of-School

In-School

*WIOA Requirement:
75% Out-of-School

70
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QUESTIONS

71
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ADDITIONAL INFORMATION

For more information, please contact:

Charles Williams

Florida Department of Economic Opportunity

One-Stop and Program Support

(850) 245-7424

Charles.Williams@DEO.MyFlorida.com

72
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Meeting Details

Meeting Agenda

Welcome

Spotlight Story

Roll Call

Public Comment

Conflict of Interest
Process

Consent Agenda

Info/ Discussion 
/ Action Items

Insight

Other Business

Adjournment

INSIGHT
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Panelists:

• Jerry Ross, Facilitator
President, National Entrepreneurial Center

• Gaby Ortigoni
President/CEO, Hispanic Chamber of Metro Orlando 

• John Newstreet
President/CEO, Kissimmee/Osceola County Chamber of Commerce 

• Tanisha Nunn Gary
President, African American Chamber – Central Florida 

• Robert Agrusa
President/CEO, Central Florida Hotel & Lodging Association 

BUSINESS INSIGHT PANEL Meeting Packet Page 73
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2021-2022 Strategy

Outcome  GoalsStrategic Priority

D I V E R S I F Y  R E V E N U E  
S T R E A M S  T O  A D J U S T  F O R

V A R I A B L E S  I N  F E D E R A L  
F U N D I N G

D E L I V E R  T A L E N T  
S O L U T I O N S  T O  I G N I T E

P O T E N T I A L

Fo
un
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ni
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 G
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th

A D J U S T  T O  E V O L V I N G  
M A R K E T  A N D  

L E G I S L A T I V E  C H A N G E S
T H R O U G H  I N N O V A T I V E  

I N I T I A T I V E S

• Complete Year 3 of $1M Diversified Revenue Goal

• Develop a Reinvestment Plan Associated with Unrestricted

Revenue Goal

• Identify Fundraising Strategy & Implementation Plan for Non-

DEO Revenue

• Conduct an ROI Analysis and Create a New ROI Model

• Launch Customer Satisfaction Method for Businesses and

Career Seekers

• Elevate CSCF Contact Center to Become a Virtual Full-

Service Center Aligned to The Customer Journey

NORTH STAR

An Increased CSCF Budget/Revenue Stream, 
Enabling Greater Flexibility in the Delivery of 

Services and Stability and Sustainability.

Defined Return on Investment for CSCF Services 
Delivered to Central Florida through Expanded 

Technology and Talent Solutions. 

• Create Value and Customer Experiences by Engaging 80%
of Leads in Comprehensive Career Services throughout their
Customer Journey

• Drive Deep Loyalty & Customer Satisfaction by Measuring
Customer Satisfaction Scores Twice per Year

Central Florida Job Seekers Receive Quality 
Services Throughout their Career Journey that 
Result in Increased Skills and Employment.

D E L I V E R  T A L E N T  
R E C R U I T M E N T S T R A T E G I E S
F O R  B U S I N E S S E S  I N  H I G H  
G R O W T H  /  R E C O V E R I N G  /  

E M E R G I N G  I N D U S T R I E S

• Drive Higher Engagement with Small-Medium Businesses

• Conduct Business Customer Satisfaction Surveys Twice per

Year

CSCF Provides Quality Recruitment Services 
and Delivers Qualified Candidates who are 
Interviewed or Hired by Businesses Served.
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CSCF STRATEGIC PRIORITIES

D E L I V E R  TA L E N T  R E C R U I T M E N T  S T R AT E G I E S
F O R  B U S I N E S S E S  I N  H I G H  G R O W T H  /  

R E C O V E R I N G  /  E M E R G I N G  I N D U S T R I E S

D E L I V E R  TA L E N T  S O L U T I O N S  T O  I G N I T E
P O T E N T I A L

D I V E R S I F Y  R E V E N U E  S T R E A M S  T O
A D J U S T  F O R  VA R I A B L E S  I N  

F E D E R A L  F U N D I N G

A D J U S T  T O  E V O L V I N G  M A R K E T  A N D  L E G I S L A T I V E
C H A N G E S  T H R O U G H  I N N O V A T I V E  I N I T I A T I V E S
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K E Y  P E R F O R M AN C E  M E T R I C S

G O AL

D I V E R S I F Y  R E V E N U E  S T R E A M S  T O  A D J U S T  F O R
VA R I A B L E S  I N  F E D E R A L  F U N D I N G

• Complete Year 3 of $1M Diversified Revenue Goal

• Develop a Reinvestment Plan Associated with Unrestricted Revenue Goal

• Identify a Fundraising Strategy and Implementation Plan for non-DEO Revenue

 Establish New Unrestricted Revenue Target

 By June 2022 have Received Unrestricted Revenue of $1M

O U T C O M E
An Increased CSCF Budget/Revenue Stream, Enabling Greater Flexibility in the Delivery of Services and 
Stability and Sustainability.
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D E L I V E R  TA L E N T  R E C R U I T M E N T  &  
R E T E N T I O N I N I T I AT I V E S  F O R  B U S I N E S S E S

I N  H I G H  G R O W T H  /  R E C O V E R I N G  &
E M E R G I N G  I N D U S T R I E S

K E Y  P E R F O R M AN C E  M E T R I C S

G O AL

 Receive Recruitment Services for Quality Candidates as Measured by

Achieving 80% Satisfaction Scores in Customer Service Twice per Year

 Dedicated Business Consultant

 Actively Recruiting

 Training Existing Employees

 80% of Engaged Businesses Interviewed or Hired CSCF Qualified Candidates

• Drive Higher Engagement with Small-Medium Sized Businesses

• Conduct Business Customer Satisfaction Surveys Twice per Year 15,000

4,000
3,200

D a t a b a s e
L e a d s

B u s i n e s s e s
S e r ve d

B u s i n e s s e s
E n g a g e d

2,500
O U T C O M E
CSCF Provided Quality Recruitment Services and Delivers Qualified Candidates 
who are Interviewed or Hired by the Businesses Served

B u s i n e s s e s  w h o  
I n t e r v i e w e d  o r  H i r e d

C S C F  Q u a l i f i e d  
C a n d i d a t e s
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D E L I V E R  TA L E N T  S O L U T I O N S
T O  I G N I T E  P O T E N T I A L

 30,000 Received Career Service with CSCF Staff

 10,000 Career Seekers Received Intensive Talent Solutions

 Receive Training / Credentials

 Achieve a Wage of >$15

 6,000 Achieved Employment

 Received More than an 80% Customer Satisfaction Rating as

Measured Two Times per Year

K E Y  P E R F O R M AN C E  M E T R I C S

• Create Value and Customer Experiences by Engaging 80% of Leads

in Comprehensive Career Services throughout their Journey

• Drive Deep Loyalty & Customer Satisfaction by Measuring Customer

Satisfaction Scores Twice per Year

G O A L S

45,000

30,000
10,000

D a t a b a s e
L e a d s

I n d i v i d u a l s
E n g a g e d  w i t h  

S t a f f  i n  C a r e e r
S e r v i c e s

I n d i v i d u a l s  P r o v i d e d
I n t e n s i v e  T a l e n t  

S o l u t i o n s

Central Florida Job Seekers Received Quality Services Throughout their Career 
Journey that Result in Increased Skills and Employment.

O U T C O M E
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K E Y  P E R F O R M AN C E  M E T R I C S

G O AL
• Conduct an ROI Analysis and Create a New ROI Business Model

• Launch Customer Satisfaction Method for Businesses and Career Seekers

• Elevate CSCF Contact Center to Become a Virtual Full-Service Center Aligned to The Customer Journey

 Receive 80% Satisfaction Levels Every 6 months

 Apply the ROI Business Model to 2021-2022 Scorecard

 New Operations Model for Virtual Career Center (Implemented 2022)

O U T C O M E
Defined Return on Investment for CSCF Services Delivered to Central Florida through Expanded 
Technology and Talent Solutions.

A D J U S T  T O  E V O L V I N G  M A R K E T  A N D  L E G I S L A T I V E
C H A N G E S  T H R O U G H  I N N O V A T I V E  I N I T I A T I V E S

Meeting Packet Page 79

RETURN TO AGENDA



Meeting Details

Meeting Agenda

Welcome

Spotlight Story

Roll Call

Public Comment

Conflict of Interest
Process

Consent Agenda

Info/ Discussion 
/ Action Items

Insight

Other Business

Adjournment

OTHER BUSINESS
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Meeting Details

Meeting Agenda

Welcome

Spotlight Story

Roll Call

Public Comment

Conflict of Interest
Process

Consent Agenda

Info/ Discussion 
/ Action Items

Insight

Other Business

Adjournment

ADJOURNMENT
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THANK YOU!
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