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ABOUT THIS DOCUMENT

The Employment Service (ES) Client Pathways document is intended to provide an
overview of the various ES client pathways for ES service providers and Ministry of
Training, Colleges and Universities (MTCU) staff.

The client pathways illustrate broad steps in a simple manner to provide readers with a
quick reference tool to navigate client flow from a client’s entry to ES through the Client
Service Planning and Coordination component, where ES service providers determine

whether a client is appropriate for Assisted Service or Resource and Information, right

through to a client’s exit and follow-up.

Where applicable the pathways include both Resource and Information and Assisted
Service ES clients, as well as the pathways for clients involved in other EO programs
and services (e.g. Practice Firms). The pathways also attempt to illustrate some of the
process steps for client set up and capture of client exit and follow-up outcomes in the
Employment Ontario Information System — Case Management System (EOIS-CaMS).
Lastly, the pathways highlight some of the performance management considerations for
different kinds of clients.

The client pathways in this document are not intended to be inclusive or definitive of
all processes or replace current guidelines and procedures, nor are the client pathways
intended to be purely linear outlines of client flow. It is important to keep in mind that
client service and “pathways” are driven by client need, which will be unique to each
client and their circumstances. Similarly, additional client pathways may be added to this
document and/or revised as program changes may occur over time.

ES service providers and MTCU staff should continue to employ existing guidelines,
directions provided by program bulletins, and other supporting tools that exist to facilitate
the administration and delivery of the ES network and EO programs and services.

We hope this document will be used as a reference tool to complement existing material.
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LEGEND

Text ES Performance Management system considerations

EQOIS-CaMS considerations

ACRONYMS

CaMS Case Management System
CSGC Common Systems for Grants and Contributions (federal system)
CSPC Client Service Planning & Coordination

EO Employment Ontario
EOIS Employment Ontario Information System
EOIS- Employment Ontario Information System-Case Management System
CaMs
EO SP Employment Ontario Service Provider
ES Employment Service
ES SP Employment Service Service Provider

MTCU Ministry of Training, Colleges and Universities

[ O] OEAS Ontario Employment Assistance Services
OJCP Ontario Job Creation Partnerships
OSEB Ontario Self Employment Benefit

[ P]PDC Product Delivery Case
PF Practice Firm
PWD Persons with Disabilities

[R]RI Resource & Information

SC Second Career
SIN Social Insurance Number
SP Service Provider
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ES RI CLIENT PATHWAY: SELF-SERVE

Client Service Planning & Client is completely No ES Participant
Coordination (CSPC) self-serve Registration form ES SP provides monthly
(i.e. no participation required aggregate reporting of # of RI No ES follow
ES SP » in group workshop/ > individual participants and » Up required as
information No EO Case or ES Plan sampling of client customer Rl client
sessions) input into EOIS-CaMS satisfaction rating in EOIS-
CaMS
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Client Service Planning &
Coordination (CSPC)

ES SP

ES RI CLIENT PATHWAY:

GROUP WORKSHOP/INFORMATION SESSION

A 4

No ES Participant
Registration form required

No EO Case or ES Plan
input into EOIS-CaMS

A 4

Client participates in
group workshop/
information session
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ES SP provides monthly
aggregate reporting of # of
group
workshops/information
sessions and sampling of
client customer satisfaction
rating in EOIS-CaMS

A 4

No ES follow
up required as
RI client




ES RI CLIENT PATHWAY:

REFERRAL TO SECOND CAREER

Client
completes
SC

A 4

Client Service Planning & Client completes Referral to SC is the MTCU
ot Employment sub-goal - “Ministry _
Coordination (€SPC) Service Participant Delivered ES SP submits MTCU MTCU activation of
Registration form Programs” client application approves creates PDC PDC triggers ES SP closes
ES SP to MTCU > client in EQIS- notification in ES Plan in
ES SP to create EO Plan items application CaMS “Inbox” to ES EOIS-CaMS
Case and ES Plan automatically SP in EOIS-
yy yy in EOIS-CaMS populate Cams
v
ES SP provides monthly aggregate ES SP Exit
reporting of # of group workshops/ outcome is
information sessions or individual RI captured as
participants in EOIS-CaMS “Second
Career
Program”
MTCU does not approve P
client application =
A 4
On Hold OEAS PWD SP No ES follow
who does not conduct up required as
assessment or case RI client
management
PDC EOIS-CaMS sends automatic task ES SP creates a case review to set up 4
automatically to ES SP to conduct program (i.e.
closes when the

certification period
ends

SC) follow up

events for follow up on program (i.e. SC)
outcome at exit, 3/6/12-month intervals
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ES SP should monitor their events calendar
for upcoming case reviews

If the client returns after their SC

completion and requires ES assisted services,
the ES SP will open an ES Plan




ES RI CLIENT PATHWAY: REFERRAL TO SKILLS LINK

Client Service Planning &
Coordination (CSPC)

ES SP

No ES Participant
Registration form
required

No EO Case or ES
Plan input into EOIS-
CaMSs

Client is deemed to
be an appropriate

» referral to other (i.e. >

non-EO) programs

and services (e.g.
Skills Link)

ES SP provides
client with a letter of
referral to Skills Link

—»

Outcome is tracked
by Skills Link
sponsor

ES SP provides monthly
aggregate reporting of # of
individual RI participants and
sampling of client customer
satisfaction rating in EOIS-
CaMS

A 4

No ES follow up
required as RI client
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ES RI CLIENT PATHWAY: REFERRAL TO PRACTICE FIRM (updated March 1, 2011)

Client Service Planning & No ES Participant Registration form Outcome is tracked by the
Coordination (CSPC) required Client is deemed to be Client signs OEAS Practice Firm and reported
Y »| an appropriate referral to » Participant Information > to MTCU
—> ES SP No EO Case or ES Plan input into EOIS- other programs and form (to be released)
CaMsS services (e.g. Practice upon intake to PF Manual reporting template
Firm) will be provided to PF
ES SP provides monthly aggregate
reporting of # of individual RI > No ES _follow
participants and sampling of client up requ!red as
customer satisfaction rating in EOIS- RI client
CaMS
Organizations external to
Practice Firms, who
> conduct assessments
(e.g. ODSP, OW, Service
Canada etc.)
A 4
On Hold OEAS PWD SP Outcome is tracked by the
.| who conducts assessment .| Direct referral to Practice = Client signs OEAS .| Practice Firm and reported
" or case management " Firm | Participant Information " to MTCU
form (to be released)
upon intake to PF Manual reporting template
v will be provided to PF
No referral to ES SP
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ES ASSISTED SERVICE CLIENT PATHWAY

Client Service Planning &
Coordination (CSPC)

Client completes
Employment Service Participant Registration form

ES SP

ES SP creates EO Case and ES Plan

A 4

Enter appropriate sub-goals and plan items into

EOIS-CaMS

If appropriate based on client need
and suitability (i.e. access to ES
employer training incentives is not
required) client may be referred to
an On Hold PWD for employment
services

A 4

A 4

On Hold OEAS PWD SP
who does not conduct

assessment or case
management

MINISTRY OF TRAINING, COLLEGES & UNIVERSITIES
March 1, 2011

Client participates in any
one/combination of
assisted service
components:

Job Matching,
Placement and
Incentives
Job/Training
Retention

Job Search

Client
completes sub-
goals/plan items

ES SP
closes ES
Plan in
EOIS-
CaMS

ES SP captures
client exit
outcome as per
drop down menu
options

ES SP creates a case
review to set up events for
follow up on ES outcome at
3/6/12-month intervals until

positive result achieved

ES SP should monitor their
events calendar for
upcoming case reviews




ES ASSISTED SERVICE CLIENT PATHWAY:

REFERRAL TO SECOND CAREER

Client Service Planning & Client completes Client participates in any Client MTCU MTCU MTCU ES SP
Coordination (CSPC) Employment Service Participant combination of the completes approves creates activation of closes ES
L 5 Registration form »| following components: sub- »| client SC PDCin [l PDC triggers Plan in
ES SP e Referral to “Ministry goals/plan application EOIS- notification in EOIS-
ES SP creates EO Case and ES Delivered Programs” - items CaMS “Inbox” to ES CaMS
Plan “Second Career” SP in EOIS-
7y i e Job Matching, CaMS
Enter appropriate sub-goals and Placement and
plan items into EOIS-CaMS Incentives .

e Job/Training Retention ES/SP &0

e Job Search outcome Is

MTCU does not captured as
approve client “Second CaIeer

application Program

ES SP creates a case review to set up

On Hold OEAS PWD SP 4 events for follow up on ES outcome at
who does not conduct 3/6/12-month intervals until positive result

> assessment or case Concurrent activities may take place. For achieved
management example, ES assisted service components may
be ongoing and take place concurrently, while ES SP should monitor their events calendar
client is referred to SC for upcoming case reviews

ES SP creates a case review to set up
PDC events for follow up on program (i.e. SC) 4
Client automatically EOIS-CaMS sends at exit, 3/6/12-month intervals
completes closes when automatic task to ES If the client returns after their SC
sSC the SP to conduct ES SP should monitor their events completion and requires ES assisted services,

certification program (i.e. SC) calendar for upcoming case reviews the ES SP will open a new ES Plan
period ends follow up
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ES ASSISTED SERVICE CLIENT PATHWAY: REFERRAL TO SKILLS LINK

: : : Client is deemed to be ES SP creates ES Client participates in any combination of the
C'ggéz?;‘gggn'?gg’;”c% & appropriate for both ES ES SP enters Plan following components:
assisted service and client ES SP should
referral to Skills Link tombstone data Enter appropriate e Referral to “Other Programs and provide client Outcome is
ES SP > into EO Case in sub-goals and > Services” - “other govt training Fed” (i.e. >  with a letter of » tracked by Skills
Client completes EOIS-CaMS plan items into Skills Link) referral to Skills Link sponsor
ES Participant Registration EOQIS-CaMS e Job Matching, Placement and Incentives Link
form e Job/Training Retention
e Job Search
v
Client

completes sub-
goals/plan items

y

ES SP closes
ES Planin
EOIS-CaMS

y

ES SP exit outcome
is captured as

“in training -
Federal”

4

ES SP creates a review to set up
events for follow up on ES outcome
at 3/6/12-month intervals until
positive result achieved

Concurrent activities may take place. For
example, ES assisted service components may
be ongoing and take place concurrently, while
client is referred to Skills Link

ES SP should monitor their events
calendar for upcoming case reviews
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ES ASSISTED SERVICE CLIENT PATHWAY: REFERRAL TO PRACTICE FIRM (undated March 1. 2011)

Client Service Planning & Client completes Client participates in any combination of the
Coordination (CSPC) Employment Service Participant following components: o Outcome is tracked by
Registration form Client signs OEAS the Practice Firm and
> ES SP > o Referral to “Other Programs and » Participant Information L, reported to MTCU
ES SP creates EO Case and ES Services - “other Employment Ontario form (to be released)
Plan Service Provider” (i.e. PF) upon intake to PF Manual reporting
e Job Matching, Placement and Incentives template will be
Enter appropriate sub-goals and ¢ Job/Training Retention provided to PF
plan items into EOIS-CaMS e Job Search
v

Client completes plan
items/sub-goals

v
Organizations external ES SP closes ES Plan
to Practice Firms, who in EOIS-CaMS
conduct assessments v

d (e.g. ODSP, OW,

Service Canada etc.) ES SP exit outcome is

captured as
“in training/education — other
EO training initiatives”

v
L 4
ES SP creates a review to set up events for follow up
on ES outcome at 3/6/12-month intervals until positive Concurrent activities may take place. For
result achieved example, ES assisted service components may
. ) be ongoing and take place concurrently, while
ES SP should monitor their events calendar for client is referred to Practice Firm
upcoming case reviews
A 4

On Hold OEAS PWD SP Outcome is tracked by the Practice
who conducts assessment — Direct referral to Practice = Client signs OEAS o Firm
or case management Firm | Participant Information |
form (to be released) Manual reporting template will be
v upon intake to PF provided

No referral to ES SP
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ES ASSISTED SERVICE ACCESS TO TRAINING INCENTIVES CLIENT PATHWAY: PWDS

On Hold OEAS
PWD SP who does
not conduct
assessment or case
management

Clients who may
need a placement
opportunity that
includes an
employer training
incentive must be
referred to ES SP

Client Service Planning &
Coordination (CSPC)

A 4

On Hold OEAS PWD
SP who conducts
assessment or case
management

Clients who may need
a placement
opportunity that
includes an employer
training incentive must
be referred to ES SP

ES SP

Client completes
Employment Service
Participant Registration
form

ES SP creates EO Case
and ES Plan

Enter appropriate sub-
goals and plan items into
EOIS-CaMS

Client participates in
any one/combination
of assisted service
components:

e Job Matching,
Placement and
Incentives

e Job/Training
Retention

e Job Search

Client
completes
sub-
goals/plan
items

ES SP
closes ES
Planin
EOIS-
CaMSs

ES SP captures
client exit
outcome as per
drop down
menu options
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ES SP creates a case
review to set up events for
follow up on ES outcome
at 3/6/12-month intervals

until positive result
achieved

ES SP should monitor
their events calendar for
upcoming case reviews
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CLIENT PATHWAY FOR ON HOLD OEAS PWD SERVICE PROVIDER (PROVIDES ASSESSMENT): REFERRAL TO SC

On Hold OEAS PWD SP Clie'nt signs OEAS On Hold OEAS SP MTCU approves TCU creates EO Case
who conducts assessment »| Participant Information » submits application to »  client application and PDC in EOIS-
or case management form (to be released) MTCU caMs
upon intake to PWD
provider

TCU does not
approve client P
application b Client
v completes SC
Client's SC outcome at 3
months is manually
tracked by the On Hold
OEAS PWD SP
Manual reporting template
to be provided
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CARRY-OVER SECOND CAREER CLIENTS

ES SP creates a case review to set up
events for follow up on program (i.e. SC)

MTCU Regional Office will outcome at exit and 3/6/12-month intervals

provide list to ES SP with
client names and PDC
reference numbers to follow

up

ES SP should monitor their events calendar
for upcoming case reviews
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