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Overview 

Active and consistent engagement with employers is a critical component of Workforce 
Development’s success. As required and outlined by the Workforce Innovation and Opportunity 
Act (WIOA), state funds can be for local employment and training activities, including those that 
improve services and links within the workforce system and employers, implementation of 
sector strategies, and marketing of business services. For additional details on these activities, 
please see Appendix 5.   

To identify that all opportunities to build and maintain these partnerships are being leveraged, 
the Pennsylvania Department of Labor and Industry's (DLI) Workforce Development Bureau of 
Partnership and Operations (BWPO) requested a systemwide review of the employer 
engagement practices utilized by PA CareerLink® offices. Through Local Workforce Development 
Boards (LWDB) and PA CareerLink® locations across the Commonwealth, Business Service 
Teams (BSTs) strive to enhance the community and economic strength of the area it serves by 
partnering with businesses, community and economic development organizations, and 
educational institutions. 

To complete the systemwide review of these practices and 
provide a comprehensive current state assessment, the 
following activities were completed:  

• BWPO and Partner Staff Interviews to provide first-
hand accounts of employer service processes, operations,
and the usage of the Commonwealth Workforce
Development System (CWDS).
• Employer Survey to gather direct feedback from
employers on their satisfaction with BST services, current
strengths, areas of improvement, and community partner
connections.
• Business Services Catalog Review to assess community
partners in a local area and identify overlapping services
and opportunities for enhanced collaboration.

Strengths and challenges within key priority areas were 
then identified based on analysis of results compiled from 
these activities. Using a People, Process, Technology (PPT) 
methodology, options for consideration and strategic 
action items for enhancing employer engagement within 
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the Commonwealth have also been created for prioritization by DLI and Workforce 
Development leadership. These considerations propose actionable recommendations to 
improve service delivery and employer partnerships.  The options for consideration in this 
report will be prioritized and refined during Phase II of the project. 

Section 1: BWPO/Partner Staff Interviews Summary 

Interview Summary 
To understand employer services processes, operations, and Commonwealth Workforce 
Development System (CWDS) usage, twenty-five (25) Business Services Team members 
representing offices from different demographic regions and Local Workforce Development 
Boards across the Commonwealth. Interviews were completed with both Bureau of Workforce 
Partnership & Operations (BWPO) State and WIOA Title 1 Partner Staff to provide a holistic and 
comprehensive view of Business Service Team (BST) internal and external operations. For 
additional information on the completed interviews, please see Appendix 1.  

Below are key points gathered from the interviews: 

• In-person engagement activities as a cornerstone for their operations post-
pandemic. While job fairs were the most common activity implemented across the
Commonwealth, many offices have attempted more creative approaches to engage
employers (i.e., “Lunch and Learn Workshops”) and to attract qualified job seekers (i.e.,
small hiring events for single employers).

• Tactics utilized by BSTs differed when managing internal versus external
communications. For external engagements, CWDS is consistently used to track
instances and details of engagement with employers for official reporting purposes and
can provide details of the interaction. Interviewees identified having good
communication with their employers, leaning on the employers preferred methods (in
person, email, phone) as frequently as possible, but citing that the turnover in employer
points of contact as a consistent hurdle. Managing changes in communication frequency,
points of contact, and level of participation by employers with BST can be difficult and
confusing using current CWDS capabilities. Internal communication methods varied
among BSTs but pointed towards general inconsistencies. Teams tend to use informal
methods such as face to face meetings and emails to manage tasks among State
and Partner staff for events, priority tasks, and upcoming meetings. Interviewees
identified that these methods sometimes led to confusion, duplication of efforts, and
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sometimes a lack of awareness of activities because communication was only occurring 
within certain parties rather than shared with the entire team.  

• Inconsistencies with the internal operations of the BST were notated by a scarcity of
clear mission statements and goals focused on quality relationships with
employers. Staff who identified clear, trackable goals cited more structure in the team
dynamic, more buy-in and direction on the overall team mission, and collaboration with
the LWDB in creating and maintaining those goals as opposed to those who did not have
clear and specific goals. Interviewees cited BST goals are often primarily focused on
completing a specific number of interactions with employers to meet metrics and board
reporting requirements, rather than goals to achieve quality interactions with the
employer. No metrics were cited by interviewees to measure the success of an employer
interaction, such as high satisfaction ratings through feedback surveys, number of
business services used month over month, and number and types of action items for BST
members after an employer meeting.

• Each team's structure varied depending on the roles of members, location of the team
within a local office versus a region, and if an established lead was appointed. Many
interviewees identified the BST being comprised of separate teams (State and
Partner) and majority were typically unable to provide insight into the operations
or goals of the other team. Ultimately, this has created difficulty in establishing cohesion
towards the teams’ common mission and created confusion on efforts to work with and
engage employers consistently.  Many offices were undergoing a transition of leadership
and were facing similar challenges. Without consistent leadership, the state and partner
teams are less likely to coordinate together. This can lead to confusion amongst the team
and can negatively impact employer engagement by either duplicative efforts or inaction.

• The technology used by the BST offices are supporting some of their key operations,
but not all. General contact information for new and existing employers is housed within
CWDS along with progress notes to track engagement activities and discussions. However,
internal functions like BST task management are not managed using a standard system of
record such as CWDS. Methods such as excel spreadsheets, binders, and even
handwritten notes have been leveraged to address this issue.
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Employer Engagement Journey 
Figure 1.1 outlines the high-level 
operational tasks completed by BSTs 
to connect, engage, and assist 
employers and other partners within 
their communities, as described 
during the interviews. Although not 
necessarily implemented in a cycle or 
as steps, these tasks operate as 
separate elements but work in 
conjunction with each other to create 
a packaged set of activities to engage 
employers. These tasks have been 
compared and confirmed with the 
expectations set by Workforce 
Development as described in the 
Business Service Team Best Practice 
Guide distributed to all offices in November 2023. 

PA CareerLink®’s Employer Engagement Journey includes five operational tasks. These tasks 
summarize the full responsibilities of both State and Partner staff within the Business Service 
Teams as they look to assist, engage, and manage employers in their area. These tasks are 
described below:  

• Establish Connection with New Employers: Identify and approach new employers to
provide information on PA CareerLink® Business Services and benefits.

• Build and Maintain Relationships with Employers: Leverage state and local resources,
like tax credits, labor market information, and on-the-job training programs, and Business
Services, like job fairs, assisted job postings, and candidate pre-screening, to meet on-
going and changing employer needs.

• Collaborate with the Internal Team: Consistent communications and meetings among
Business Service Team members to plan and execute local events and use CWDS to
identify engagement instances for tracking and reporting.

• Maintain Community Partnerships: Partner with local community organizations to
understand current workforce landscape, including industry changes, new employers to
the area, and economic goals to expand PA CareerLink® reach.

Figure 1.1 Graphic of Employer Engagement Journey activities 
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• Manage Changes in Employer Engagement: Navigate and problem solve changes in
employer contacts and decreases in employer engagement due to internal and external
factors, such as point of contact changes, closures, seasonal hiring adjustments, and
discontinuation of services.

Section 2: Employer Survey Summary 

To provide a full picture of the results of the employer survey, this section is broken into two 
parts. The first will provide a general overview of the survey details and general results of all 
responses while the second will provide deeper analysis of each sub-group and the responses 
received from those employers.  

Overview 
A survey was created and administered to elicit feedback directly from employers on the current 
state of PA CareerLink® engagement with Commonwealth employers. More specifically, the 
survey focused on gauging overall satisfaction, current strengths, areas of improvement, 
employer's partnerships, and services received from other partners. Employer information was 
pulled from the CWDS using specific logic parameters to identify points of contact(s) from 
registered employer profiles who fell within the three target groups. The logic parameters used 
to pull employer contact details can be found in Appendix 2. 

The survey received 469 responses total. The three (3) distinct groups surveyed are listed below: 

Subgroup Name Survey Response Count 

Employers currently partnering with PA CareerLink®  197 

Employers who previously had a partnership with PA CareerLink®  106 

Employers who have never partnered with PA CareerLink® 166 

An email containing a link to the survey was distributed by Workforce to the CWDS employer 
points of contacts and posted on two PA CareerLink® website landing pages (Employer landing 
page and Report New Hire landing page).  

Section 2 features 80% of the survey results including an overview of current strengths and 
areas of improvement, followed by a breakdown of specific subgroup findings. The other 20% 
can be found in the priority areas section. 

Additional details such as the demographics of the employer respondents, including industry 
alignment, are included in Appendix 3. 
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Current Strengths 
In review of responses received across all target groups, respondents stated customer service 
as PA CareerLink®’s greatest strength citing representative responsiveness, proactiveness, 
issue resolution ability, and 
candidate recommendations.  

Job fairs and other on-site 
events, such as on-site 
interviews and a place to hold 
meetings, accounted for the 
second most positive 
feedback. Multiple reviews 
stated “PA CareerLink® hosts 
amazing job fairs”. 

The PA CareerLink® website 
accounted for the third most 
positive feedback and 
includes the websites UX, ease of posting a job, searchable database, and ability to contact 
potential candidates through the website. One employer stated: “It is easy to go onto the 
website and request to post a job opening. They let you know that your post is approved, 
and you can start reviewing resumes”. 

The survey results showed that 104 out of 194 current partners were “satisfied or very satisfied: 
with PA CareerLink®’s service offerings. The most common and most useful service stated was 
“Staff assisted job postings” and far below that in second was “Job fair/hiring events”. Only 32 out 
of 106 former partners responded that they were “satisfied” or “very satisfied”, so no breakdown 
of service usefulness was completed. In the section below there is a breakdown on how current 
and former partner groups believe PA CareerLink® can improve. 

Areas of Improvement 
To best gauge the overarching areas of improvement identified in the survey responses, we 
looked at the combined data for employers currently partnering with PA CareerLink® and 
employers who previously partnered with PA CareerLink®. Of the 300 respondents, 120 gave 
feedback on areas of improvement.  

Figure 2.1 The breakdown of employer feedback of current strengths 
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Quality of applicants 
accounted for the largest 
area of improvement 
category and included 
responses mentioning poor job 
seeker recommendations from 
PA CareerLink®, candidates not 
meeting minimum 
requirements for open 
positions, and candidates not 
having proper degrees or 
licenses.  

Lack of applicants was the 
second largest area of 
improvement category and included responses mentioning lack of attendance at job fairs. Lack 
of applicants was often associated with brand awareness and job seekers not knowing 
about PA CareerLink® therefore leading employers to use other job posting services such as 
Indeed, LinkedIn, ZipRecruiter, and social media platforms.   

Uninterested candidates were the third largest area of improvement identified and included 
feedback on lack of response for interviews or phone calls, declining job offers, and multiple 
employers stated: “Applicants were just trying to keep their unemployment benefits.” 

Subgroup Analysis 
Current Partners Group 
In the Employers Currently Partnering with PA CareerLink® sub-group (or Current Partners), over 
50% of employer respondents found PA CareerLink® services somewhat helpful (35%) or very 
helpful (18%) in assisting their business with filling open job postings. Current Partners were 
very happy with their BSTs with many quoting specific team members by name and using 
their response to recognize their BST. Of Current Partners who elaborated on why they 
weren’t satisfied with PA CareerLink®, only 5% stated customer service, compared to 21% in the 
Former Partners subgroup. 

Roughly 50% of employers in this sub-group identified they were “Very Likely” to recommend PA 
CareerLink® to another business in their area and 80% who responded have had a partnership 
with PA CareerLink® for 1 to 3 years or more.  

Figure 2.2 The breakdown of employer feedback on areas of improvement 
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Former Partners Group 
The sub-group of Employers Who Previously had a Partnership with PA CareerLink®  (or Former 
Partners) had the lowest number of respondents. Questions asked of this group looked to better 
understand the areas of improvement and why employers discontinued working with PA 
CareerLink®.  

To the question, “What was the primary reason for discontinuing business services with PA 
CareerLink®?”,  

• 34% stated quality of candidates.
• 34% cited their business was not large enough for assistance.
• 10% cited a change in employer personnel caused the relationship to end.

When asked, “Has your business participated in at least one job fair offered by PA CareerLink® in 
the past?” 

• 75% of respondents answered “no” with many stating they were unaware of the
activity, or they were “not invited”.

• Other reasonings for not attending included the business not having positions to fill,
timing, and a few felt it was not worth their time or efforts.

Of the respondents in this sub-group, 76% were partnered with PA CareerLink® for less than 3 
years.  

• Employers identified the main reason for discontinuing services as lack of communication
from BST members and lack of qualified candidates (50%).

o An example of feedback: “Tried to have a relationship with Business Services and
they just would not really communicate or send candidates my way.”

• Only 20% were “Very Likely” to recommend PA CareerLink® to another business in their
area.

• Less than 20% identified they were “Very Likely” to restart a partnership with PA
CareerLink® in the future.

Never Partnered Group 
Employers Who have Never Partnered with PA CareerLink® (or Never Partnered) had the second 
most responses. When asked if they had ever been contacted by a PA CareerLink® 
representative only 17% responded “Yes”.  

When asked “How does your business currently promote open job postings to potential job 
seekers?”  

• 40% said: “social media”, and
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• 34% are strictly promoting jobs via word of mouth.

When asked: “Has your company used any of the following to find potential job seekers for 
open job postings?” respondents said: 

• 75% use Indeed
• 35% use LinkedIn
• 24% use ZipRecruiter

Other than general satisfaction information, the survey questions also requested respondents to 
provide insight into if and how they interacted with other agencies and partners within their 
communities. With community partnership being a pillar of workforce development to enhance 
the community and economic vitality, deeper analysis of the relationship of these partners with 
employers is important.  

Community Partnerships and 
Service Catalog Comparison 
Collaboration and interaction with 
Community Partners is an identified 
mission pillar for Business Services 
Teams. 

In the survey responses of Former and 
Current employer partner subgroups, 
56% of respondents partner with 
other community organizations while 
only 34% of respondents from the 
“Employers who have never partnered 
with PA CareerLink®” sub-group do. To visualize which partner organizations were most 

Figure 2.3 Displays the percentage of employers partnered with
a specific community organizaiton.

Figure 2.3 Displays the percentage of employers receiving a 
specific PA CareerLink® service 

Figure 2.4 Displays the percentage of each service received by 
employers from community partners 
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common and what services were most received from partner organizations, responses from all 
three (3) subgroups were combined for the data analysis. Of the 224 employers who partner 
with at least one other organization, 78% of them receive overlapping services. That number 
increases to 82% when looking at active PA CareerLink® partners.  

This could mean employers don’t feel they can solely rely on PA CareerLink® for these services or 
there is a brand awareness issue and employers are unaware that PA CareerLink® offers these 
services.  

The three main services received were: 

• 44% connecting with qualified job seekers.
• 38% networking with other businesses.
• 37% info sessions on community events.

Survey responses indicated that the four most received services from PA CareerLink® were: 

• 57% Staff assisted job postings.
• 32% Job fairs/hiring events.
• 23% Candidate pre-screening.
• 21% On-the-job Training, apprenticeships, and Internships.

The main overlap in services are networking, job filling, and training for employees. Based on 
these results, a further look at the connection and overlap of provided services between PA 
CareerLink® and local community partners was identified as valuable research.  

To complete this exercise we created Figure 2.5 to identify which, if any, Business Services 
provided by PA CareerLink® are also being provided by other community partners. With the 
sample used, multiple services are additionally being offered by community partners, identifying 
a saturation to employers.  While this does not require PA CareerLink® to discontinue the 
services, it does allow for more strategic collaboration in support of streamlining their provision. 
Additionally, majority of services offered by PA CareerLink® are not being offered by partner 
entities which can be more heavily leveraged within the community by Business Services Teams 
in order to fill the available void.  



Employer Engagement Strategic Plan: Current State Assessment  August 2024 

12 | P a g e

As a notation for this comparison activity, while PA CareerLink® services are free to employers, 
many other community partners require a membership to receive services, such as the 
Harrisburg Area Chamber of Commerce and the South-Central PA Next Gen Manufacturing 
Industry Partnership. Identifying this differentiator should continue to be a way for PA 
CareerLink® to set themselves apart from other partners when promoting available services. For 
the purposes of this document, community partners identified and researched were selected 
from within the South Central PA Local Workforce Development Board (LWDB) and their 
provided services were verified through review of the free, public pages of their websites. The 
entities selected represent a sampling of available community partners in a specific area and is 
not an exclusive,or exhaustive list. This comparison can be completed by an office, region, or 
LWDB as needed using entities applicable to their local area using the Service Catalog Comparison 
Tool in Appendix 4.  

 Figure 2.5. Sample Service Catalog Matrix identifying which Business Services provided by PA CareerLink® are also provided 
by community partners.  
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Section 3: Current State Assessment - Priority Areas

Overview 
Five (5) priority areas were identified through data analysis of the interviews with Business 
Services Team (BST) members and the targeted survey of Commonwealth employers. They were 
chosen due to their critical impact on enhancing workforce development and economic strength 
across the Commonwealth.  

• Job Seeker Qualifications was identified as a priority to ensure that PA CareerLink®

meets employers' needs, improving job placement success rates.
• PA CareerLink® Business Services and Brand Awareness was highlighted to enhance

the visibility and perceived value of the services offered, driving increased awareness and
utilization of resources by employers and job seekers.

• Strengthening Community Partnerships was deemed essential to foster collaboration
between businesses, educational institutions, and economic development organizations,
creating a more integrated, less redundant, and more supportive workforce development
ecosystem.

• Business Services Team (BST) Structure was prioritized to optimize efficiency,
consistency, and effectiveness of service delivery, so BSTs can meet employer needs.

• Finally, Employer Management was chosen to improve the processes and strategies for
engaging and retaining employer partnerships, cultivating sustained and mutually
beneficial relationships.

These priority areas provide insight into the current state of employer engagement practices. IN 
the sections that follow for each priority area, both strengths and challenges exhibited by PA 
CareerLink® staff and the system are highlighted.  

Job Seeker Qualifications 

Strengths 
Job fairs and recruitment events showed success in bringing together employers and job 
seekers based on PA CareerLink®’s satisfaction survey results completed after events. 
Employers mentioned the ability to get successful candidates through processes such as job 
fairs, BST prescreening, and staff-assisted job postings. 

• Ability to facilitate successful hires was the third most stated strength for PA CareerLink®.
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Challenges 
Employers mentioned quality of applicants as their number one area of improvement for PA 
CareerLink®. Combined, unqualified applicants and uninterested applicants made up 57% 
of the areas of improvement feedback. Many survey respondents identified “applicants…are 
not very motivated to find employment” and identified issues with prescreening, receiving job 
seekers with below or non-matching requirements for posted positions. Additionally, interviews 
revealed Title 1 team members have multiple job responsibilities outside of engaging with 
employers in a business-services perspective which could take away from providing adequate 
job seeker connections and referrals to employer representatives. Employers who no longer 
work with PA CareerLink® cite quality of candidates as a main reason for discontinuing services. 

• Multiple interviewees stated as an issue job seeker applying for positions only to meet UC
requirements, even if they are not qualified for the position.

• Other job posting services used by employers include Indeed, LinkedIn, ZipRecruiter, and
social media such as Facebook or X (Twitter), indicating the need to use multiple avenues
to reach and attract job seekers.

• Survey results showed that at the end of the candidate review process, employers felt
‘they are wasting their time’ when they reach out to candidates turning down job offers or
showing disinterest in following through with the job as indicated by candidates never
answering emails or phone calls.

PA CareerLink® Business Services and Brand Awareness 

Strengths  
In survey responses from employers currently partnering with PA CareerLink® and employers 
who previously had a partnership with PA CareerLink® sub-groups, approximately 50% 
identified using at least two or more business services. Of these services, the staff-assisted 
job postings, job fairs, and candidate pre-screenings were the three services identified as top 
services or resources.  

• Many BST members identified providing feedback surveys at the conclusion of job fair
events to attending employers and receiving generally positive feedback on the event.

• 53% of Employers who identified they attended at least one job fair or hiring event
selected that they received applicants to open job posting from attending the job fair.

• Additional services most used by respondents who are currently partnered with PA
CareerLink® include trainings, on-site visits to employer locations, and technical assistance
for CWDS. For additional details on these services, see Appendix 4.
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Challenges 
Many employers in the Current and Previous Partner sub-groups attended job fairs or hiring 
events in the past but stated they did not receive applicants for open positions as a result.  
These employers stated events were often unhelpful due to poor attendance or unqualified job 
seekers in attendance. Additionally, 72% of employers stated they have not attended a job 
fair or hiring event in the past with many indicating they were never notified that such 
events were available or being planned. However, in the interviews conducted, job fairs were 
cited as a cornerstone BST activity that generated full collaboration from both BWPO and 
Partner Staff to plan and implement.  Although BSTs are requesting feedback from employers at 
the conclusion of a job fair, the information being requested are generally centered around the 
operations of the job fair and not the successful interviewing, hiring, or retention of candidates 
that attended.  

• When asked if they attended at least one job fair in the past, 33% of Former Partner
employers said they were never informed about available job fairs.

• 60% of employers who have never partnered with PA CareerLink® identified they would
not be interested in free business services offered by offices.

• Many BSTs receive feedback from employers, but the feedback is typically collected
directly following a job fair. These survey questions focus on how the job fair was
organized/run versus the quality of or success in interviewing/hiring/retention attending
job seekers.

Community Partnerships 

Strengths 
Interviewees identified having relationships with multiple community partners in their area. 
Members of BSTs either attended or were board members of various community partners, 
most commonly local Chambers of Commerce, Economic Development organizations, and 
Industry Partnership organizations. Staff target industry partnership organizations for the top 
industries hiring in their area/region. BSTs attend and participate in meetings hosted by these 
organizations. 

Challenges 
As also identified in Section 2 of this document, there is significant overlap of services related to 
business development and employer engagement offered by community partners and PA 
CareerLink®.  

• About 80% of employers surveyed are receiving a PA CareerLink® service from a
community partner
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One reason employers may receive similar services from outside entities could be related 
to limited employer awareness of the breadth of PA CareerLink® capabilities.   

• 63% of employers who currently or previously partner with PA CareerLink® identified they
were Very Unlikely or Somewhat Unlikely to recommend PA CareerLink® to another
business.

o Supporting responses for this include:
 “It doesn't feel very practical to me. It's just another website I need to comply

with.”
 “Pretty much a waste of time for our company.”
 “No value for time and energy spent posting a job for zero results.”

Business Services Team Structure 

Strengths  
Quality of customer service and praise for the BSTs were the most mentioned strengths in 
our employer survey. Respondents noted that most of the successful hires they’ve had started 
with their BST’s recommendations and the responsiveness to employers. Employers who found 
PA CareerLink® “Very Helpful” in assisting their business with filling open job postings stated 
they received quality applicants via continued communication with their BST representative. 

• 45% of survey respondents stated that customer support was PA CareerLink® biggest
strength.

Challenges 
There is a lack of consistency in execution of services/activities across offices. There were 
multiple employers who worked with different offices and identified two completely 
different levels of customer support. The negative feedback was process focused, with 
employers being unable to connect or communicate consistently with a BST representative and 
when they were able to, they felt the outcome (i.e., level of prescreening of candidates) was 
poor. 

• Approximately 10% of respondents identified customer support as an area of
improvement.

o This feedback was more frequent (21%) from the Employers who Previously
Partnered with PA CareerLink® sub-group.

During BST interviews, staff shared there is an overall lack of transparency between the state 
and partner staff teams within offices. Further, each team has its own leadership structure, 
limiting the teams’ abilities to connect across teams on their common mission. Commonly, 
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neither the state, nor the partner staff were aware of the others’ goals, activities, or more 
specific functions. While regularly occurring BST meetings assist in creating communication 
between the groups, limited communication flow from a top-down leadership position through 
the entire team creates a disconnect to the larger team mission.   

Employer Management 
Strengths 
When interviewed, members of the BSTs identified strong relationships with many of their 
current employers and that it was important to make a personal contact to sustain the 
relationship. Employers agreed and stated their strong relationships with their BST as one of 
the reasons customer support was seen as PA CareerLink®’s biggest strength. 

Challenges 
Interviewees discussed CWDS functionality and articulated they do not have a clear way in CWDS 
to manage or monitor changes or decreases in employer contact or activity.  While BSTs use 
CWDS to track general engagement actions, they cannot capture changes in employer points of 
contact or document transition activities.  As a result, BST members and offices supplement with 
additional tracking outside of the system with manual tracking methods such as Microsoft Excel, 
requiring duplicative administrative effort. Employers may decrease their activity with the 
BST unintentionally simply because the new point of contact is not aware or accustomed 
to working with the BST.  

Additionally, the way employer contact is made and maintained may factor into the ease of 
employer management. The most common method of communication stated in the interviews 
was “In-person”, but surveys revealed that 78% of all businesses preferred email communication 
(see Appendix 3). Lastly, the survey revealed that many employers in the “Never Partnered” 
group had not been contacted by PA CareerLink®. 

• 10% of employers identified their reason for no longer partnering with PA CareerLink®

was due to employer personnel change and no succession planning to continue the
relationship after the change.

• 84% of “never partnered” employers stated that they have never been contacted by PA
CareerLink®. For additional information on the industry breakdown of these employers,
please see Appendix 3.
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Section 4: Options for Consideration

To enhance the overall effectiveness of PA 
CareerLink® Business Services, options for 
consideration have been developed using a 
People, Process, Technology (PPT) 
methodology, highlighting three elements 
critical to organizational performance. This 
approach holistically addresses core aspects 
of service delivery, leading to improved 
quality, efficiency, and stakeholder 
satisfaction. 

The following options and action steps are 
proposed for consideration and can be used 
in Phase 2 of the Employer Engagement 
Strategic Planning process. During Phase 2 
we will ideate on potential enhancements to 
both CWDS and program operations to address 
challenges and improve employer engagement, including leveraging existing programs. 

1. Improve Quality and Relevance of Job Seeker Applications

• Enhance Candidate Prescreening: Implement more rigorous prescreening processes in
CWDS to verify job seekers meet the minimum qualifications and possess the necessary
skills and licenses required by employers. This can be achieved through better alignment
with industry standards and more detailed candidate assessments powered by GenAI
tools.

o Review CWDS system functions to integrate Artificial Intelligence (AI) to enhance the
referral and pre-screening process to eliminate job seekers for job postings based
on qualifications or program requirements.

o Train BST members to use Generative Artificial Intelligence (GenAI) to assist
employers in developing detailed job descriptions and in-depth qualification
checklists.

o Review current job application process in PA CareerLink® to tighten requirements
allowing job seekers to apply for jobs outside of their qualification area or
demographic reason (without intent to relocate).

 Figure 4.1. Definitions of the People, Process, Technology 
methodology components for the initiative.   
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• Collaborate with Educational Institutions:
o Increase visibility within secondary schools (high school and vocational schools) to

raise awareness of PA CareerLink® services, local employer workforce needs,
training and apprenticeship program offerings, and post-secondary institutions and
trade schools offering education and training.

o Strengthen partnerships with local post-secondary educational institutions in
conjunction with the PA Department of Community and Economic Development
(DCED) priority initiatives to align curricula with industry requirements to improve
qualifications to employer needs in their area to prepare a more adaptable
workforce.

o Create local task force units comprised of BST members, individuals from economic
development organizations, key industry partnerships, and secondary and post-
secondary institutions to review industry qualification requirements against
educational curriculum to identify areas for enhancement and new opportunities to
promote applicable training and apprenticeship programs.

2. Increase Brand Awareness and Visibility

• Cross-Agency Marketing and Outreach Campaigns: Launch comprehensive marketing
and outreach campaigns to raise awareness about PA CareerLink® by partnering with
local economic development agencies to support the PA Department of Community and
Economic Development (DCED) existing focus on aggressive marketing efforts to attract,
retain, and grow businesses, building in BST services in line with those efforts. Focus on
the breadth of PA CareerLink® services including Rapid Response, Incumbent Worker
Training, WOTC, etc. that were not cited as frequently used by employers in the survey.

o Create engaging content showcasing success stories and testimonials, including use
of economic development funding resources and programs such as On-the-Job
Training and Incumbent Worker by employers, and employers’ engagement
experiences with their local BST and services provided.

o Use a mix of digital marketing (social media, job boards, email campaigns) and
traditional methods (print signs/billboards, community events, local media) for
targeted advertising.

o Participate in local job fairs and community events hosted by other community
partners to increase visibility.

o Collaborate with local influencers and community leaders to promote services.
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• Local Targeted Recruitment Campaigns: Implement a sector strategy approach to
targeted recruitment campaigns to attract qualified candidates for specific industries in
each local workforce area/board region.

o Utilize labor market data to identify high-demand industries in each local workforce
region/area, such as manufacturing and healthcare, and use applicable local
industry partnership organizations to create tailored messaging to highlight
benefits and opportunities such as career advancement prospects, competitive
salary, and job stability.

3. Strengthen Community Partnerships

• Review Community Business Services: Identify overlaps and gaps in business services
being provided in the community in order to recognize saturated or underutilized services
and allow PA CareerLink® to embed deeper into each Local Workforce Development Area.
Use Service Catalog Comparison Tool to identify overlaps and gaps in provided business
services.

• Formalize and Expand Partnerships: Assign BST members to develop and maintain
formal partnerships with key community partners based on completion of Community
Business Services research.

o Identify BST members to complete partnership activities with community partners
such as regular attendance at staff meetings to share new or upcoming activities or
trend changes, extending invitations to PA CareerLink® events, and planning co-
sponsored events to broaden the scope and reach of business services to area
employers.

o Develop reverse referral programs where employers can refer potential candidates
for training.

o Explore partnerships and knowledge-transfer opportunities with under-
represented entities such as industry unions and private sector companies.

o Seek funding and grants available through the Department of Community and
Economic Development (DCED) to subsidize services provided by community
partners.

• Facilitate Resource Sharing: Create a shared resource pool where partners can
contribute and access resources, such as current or changing trend reports, information
about new programs, incentives, or credits available to employers, and Department of
Labor and Industry news and policies to reduce redundancy, streamline information
access, and enhance support for workforce development goals.



Employer Engagement Strategic Plan: Current State Assessment  August 2024 

21 | P a g e

4. Enhance Efficiency and Effectiveness of Business Services Team Operations

• Develop and Share Additional Standardized Tools and Templates: Provide tools and
templates for business outreach, job fairs operations and feedback, and employer
engagement activities, along with checklists to make sure all critical steps for service
implementation are covered in accordance with the Business Service Team Best Practices
Guide (November 2023).

o Create a document library of tools and templates in the CWDS Help Center.
• State-driven Feedback Collection: Collect anonymous employer feedback to enhance

the effectiveness, efficiency, and satisfaction of PA CareerLink® services as a proactive
approach and strengthen DLI’s position as a leader in workforce development and
training.

o Update employer reporting to track methods/resources used to fill open positions
with new hires, such as but not limited to identification of use of outside job posting
sites or referrals, number of applicants, and number of interviews held to provide
additional data points around success of PA CareerLink® job posting compared to
other available options.

o Create an employer feedback survey distributed at least twice a year and managed
by the state Workforce Agency. Parameters of the survey can mimic those used in
this research including:
 Outreach to multiple target audiences (currently, previously, and never

having partnership with Workforce)
 Publicly posted for access by multiple audiences, including those who do not

currently have employer profiles in CWDS, and
 Anonymous responses on customer service, most commonly used services,

length of tenure, reason for no longer working with Workforce, and
recommendations for new services or programs.

• Leadership and Professional Development: Conduct regular workshops and webinars
on best practices, new technologies, and effective business engagement strategies. Offer
badging and/or certification programs for BST members to enhance their skills in areas
such as customer relationship management, leadership development, labor market
analysis, and workforce development strategies.

o Hold in-person/hybrid workshops professional development topics applicable to
business services, programs, leadership, and customer relationship management
and create a centralized repository of online recorded training videos for future
access.
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• Resource Support and Cross-Team Networking: Establish state agency-level support
teams for BST members to receive assistance with complex cases, grant applications, and
special projects and provide regular opportunities (in-person or virtual) for a “Peer-to-Peer
Network”, allowing BSTs to share promising practices with peers for more collaboration
and connection across the Commonwealth.

o Identify a pilot group for the Peer Network of key BST members across the
Commonwealth, covering all geographic and demographic Local Workforce
Development Areas (LWDA).

5. Enhance Employer Engagement Management and Retention

• Enhance CWDS and PA CareerLink® Functionality for Staff and Employers: Review
functionality available in the Commonwealth Workforce Development System (CWDS) and
PA CareerLink® to identify discrete system enhancement to improve employer
management practices.

o Increase usability to maintain and track employer records, including changes in
points of contact, communication frequency, and current employment needs to
keep records clean and up to date.

o Review PA CareerLink® and CWDS functionality to create integrated functionality for
employers and BST members to monitor and update current and needed business
services and expand ad-hoc reporting to pull data from CWDS for state reporting
tracking.

o Expand functionality in CWDS and PA CareerLink® to track current business services
being provided to an employer, and for employers to identify their upcoming
workforce, training, or business service needs. The real-time tracking of services will
allow for faster and more targeted assistance by BST to meet employer needs and
provide more transparency in reporting services currently being used across the
Commonwealth.

• Dedicated Account Management: Assign dedicated account managers to employers to
ensure consistent and personalized communication and support. Develop programs to
engage and retain employer partnerships, such as regular check-ins, exclusive events, and
tailored support services.

• Broader Service Delivery and Communication: Increase awareness of events such as
job fairs, informational sessions, and networking opportunities by creating general email
distribution lists of all employer points of contacts, regardless of employer record status
in CWDS. Additional communication with area business about events will encourage a



Employer Engagement Strategic Plan: Current State Assessment  August 2024 

23 | P a g e

wider variety of employers to attend, increasing awareness of PA CareerLink® and its 
available services and broaden the understanding of the business needs in an area.   

• Feedback Mechanism: Implement a robust feedback mechanism to gather employer
insights and continuously improve services. Feedback questions should focus on
customer service, most and least used business services, current business/hiring need
areas, and activity attendance in order to identify discovering current need areas, build
future session programming, where community partner entities may be best served to
assist, and a better ability to provide qualified job seeker referrals.

• Retention Assistance: Request employers to assign or appoint a secondary and tertiary
BST contact to help retain services with the BST. This is a potential solution to help reduce
the loss of employer activity when the employer’s BST contact leaves the employer
temporarily or permanently.

o Schedule regular check-ins and follow-ups with employers, using employers
preferred method of communication.

o Create email distribution lists of all area employers for general updates and
information sharing.

o Organize exclusive events and networking opportunities for employers.

By reviewing and prioritizing these options in the key priority areas, Workforce Development and 
PA CareerLink® can significantly enhance its overall effectiveness, improve the quality of its 
services, and strengthen its relationships with both job seekers and employers. 
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Appendix 1 

BWPO/Partner Staff Interview Information 
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Appendix 2 

Survey Logic Parameters 

Below are the parameters used to identify employers to participate in the survey. 

Employers currently partnering 
with PA CareerLink® 

Employers who previously had a 
partnership with PA CareerLink® 

Employers who have never 
partnered with PA CareerLink® 

Report Criteria for each report: 

• Employer Partnership
Status: Active

• Approval Status: Approved

• Has had at least 1 active job
posting in the last 1 year
(6/1/2023-5/31/2024)

• Employer partnership status:
Active and Inactive

• Approval Status: Approved

• Has not had a job posting in
the last 1 year (6/1/2023 –
5/31/2024) but has had a job
posting within the last 2
years (6/1/2022-5/31/2023)

• Employer partnership status:
Active and Inactive

• Approval Status: Approved

• Has never had a job posting

Data fields requested for all reports: 
• Employer Name
• Zip Code
• Phone Number
• Employer Email
• Active Status
• Approval Status
• Industry
• Branch/Location
• Created Date
• Contacts
• Contact Emails
• Number of Fully Referred Job Postings
• Number of Incomplete Job Postings
• Number of Uploaded Employees
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Appendix 3 

Employer Survey Information 

Basic Demographics:  

Below is a demographic breakdown of survey respondents’ identifying the diversity of the sample surveyed.

Figure A2.1 Identifies survey respondent employers by their industry and sub-group 

Figure A2.2 displays a breakdown of communication preferences 
for all survey respondents.  

Figure A2.3 Displays the length of relationship by partner group. 
More than 3 years was far greater among active partners, while 
less than 6 months was far greater for former partners 
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Appendix 4 

Community Partner Service Catalog Comparison Worksheet 

To compare the business services provided by your local/regional Business Services Team to those of Community 
Partners in your area, complete the table below. Please add in your local community partners along the left-hand side of 
the table. Write in any provided Business Services that your PA CareerLink® and/or Business Services Team offers to 
employers along the top of the table. Complete review of each community partners provided services and place an “X” in 
the corresponding box that is provided by that partner. An example of a completed table can be found on the next page. 
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Appendix 5 
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