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Introduction  
The Employment Security Commission (ESC) of North Carolina provides placement services, vocational counseling, 

training assistance, and other vital information for the unemployed throughout the state in JobLink centers.  These centers 

also serve as a link between employers seeking job candidates and job seekers who may be qualified.  There are over 100 

locations throughout the state.  Each center provides a variety of career-related services, as well as administers 

unemployment benefits.  While the centers always have steady volume, the recent economic downturn challenged the 

centers with an influx of newly-unemployed individuals who quickly become frustrated with the challenge of finding 

another position. 
 

Situation & Strategy  
The Monroe JobLink center, like many others across the state, has struggled to accommodate the increase in volume over the 

last few years.  The employees have had difficulty establishing effective intra-office communication due to the high level of 

daily activity.  In addition, the stress levels of the employees have escalated.  Most of their clients are frustrated with their 

situation, angry at the lack of opportunity, and confused by the daunting process of receiving benefits.  The burden of being 

able to convey information efficiently and calmly falls on the ESC employees.  They must be able to manipulate a negative 

situation and turn it into a satisfying experience for the client.  Employees have a goal turnaround time (time a client enters 

to their exit) of 20-25 minutes.  In that time, they must help the client to build confidence in the system and find the positive 

elements of the situation.  Employees have operated at an exhausting pace and have been able to dedicate little time to 

communicating with coworkers and management.  Morale has dropped significantly from previous years due to the stress, 

lack of team spirit, and constant activity. 

 
Prior to developing a course for this JobLink center, MPLG sat down with the manager to discuss the situation and get a 

clear picture of what daily tasks occur and the effect those tasks have on the employees.  MPLG understood the manager’s 

concern with employee attitudes and how negative emotions can hijack the safety of the facility for staff and clients.  There 

also needed to be an opportunity for the staff to congregate and collectively discuss common frustrations, job duties, 

concerns, and needs.  MPLG designed a customer service course which addressed the challenges the ESC employees faced, 

potential solutions or suggestions for dealing with various situations, and ways to strengthen the team bond.  

 

Results  
After the customer service courses, the employees reported satisfaction with their training and the format.  They were able to 

attend the class off-site and focused on their own needs and concerns, rather than the distractions which occur in the office.  

They were able to learn more about coworkers, the emotions and thoughts which might control the clients’ actions and 

words, and techniques for stabilizing a volatile situation.  They also learned about stress reduction skills and how their 

coworkers experience and handle various interactions with clients.  This class provided a team exercise to enhance the 

platform training.
 

 

Customer Information 
 

Customer since: 2011   Two Classes Contracted   Course: Customer Service 
 

“They (the staff) all were positive about the training & how Mike presented the material.  I have already 

recommended the training to someone.  I would be glad to speak to anyone about the training.  Thanks for your 

assistance!”    Judy Carpenter, Site Director, (704) 283-7541 ext. 207 
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