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Department of Workforce Development

Oﬃce of Skills Development

WISCONSIN FAST FORWARD PROGRAM
Governor Sco Walker signed 2013 Act 9, also known as Wisconsin Fast Forward, into law in
March 2013 with strong bipar san support from both houses of the Wisconsin legislature. The
Wisconsin Fast Forward program provides funding to develop a cu ng-edge labor market
informa on system, includes $15 million to provide employer-focused worker training grants,
and enabled the crea on of the Oﬃce of Skills Development (OSD) at DWD to administer the
grant program.
The Oﬃce of Skills Development is the point of contact for employers seeking Wisconsin Fast
Forward training grants, which are customized to the skill needs of each employer. OSD
administers and oversees the grant program through a transparent and accountable process.
Addi onally, OSD will work to encourage the development of innova ve solu ons at the local
and regional level that bring together employers, educators, workforce development en es,
and economic development organiza ons to meet area workforce demands.
To maintain a strong environment for private-sector job crea on, Wisconsin must train workers
to fill the employment demands of growing and expanding businesses.
The Wisconsin Fast Forward Program will act as a catalyst, encouraging increased collabora on
between Wisconsin’s workforce trainers and employers to develop and execute business-led
training programs. These training programs are designed to provide sustainable short and
medium-term training and placement of workers in posi ons which oﬀer trainees long-term
professional growth and economic opportunity.
The long-term goal of Wisconsin Fast Forward training programs is to encourage partnership
between businesses and local or regional economic development organiza ons, workforce
development boards, post-secondary ins tu ons, and private training providers. It is
an cipated that the rela onships developed through Wisconsin Fast Forward funded training
programs will con nue to flourish a er the Wisconsin Fast Forward grant has ended.
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Wisconsin Fast Forward
Worker Training Grants for Customer Service Representa ve Training

Grant Program Announcement (GPA)
GPA Industry Sector: Various
The Oﬃce of Skills Development (OSD) is seeking applica ons from Wisconsin businesses that
are looking to train customer service representa ves, either incumbent workers or unemployed
and underemployed individuals, with new or expanded skills in basic sales, computer literacy,
conflict resolu on, and other related proficiencies.
Customer service representa ves are an integral component of the Wisconsin workforce and
can be found in almost every sector with varying responsibili es and tasks. They may interact
with customers, listen to the customer’s needs and concerns, provide informa on in response
to inquiries about products and services, handle and resolve complaints, take orders, determine
charges and oversee billing payments, or process returns. They are o en the first point of
contact with the customer.
Customer service representa ve jobs are among the highest number of posted job openings on
JobCenterofWisconsin.com (JCW). As of the week of October 21, 2013, there were over 2,000
customer service occupa on openings posted on JCW and over 3,500 openings posted for sales
and related occupa ons.
Occupa onal projec ons prepared by DWD’s Oﬃce of Economic Advisors (OEA) indicate that
customer service representa ves will con nue to present a rac ve job opportuni es. The
projec ons show a 15% increase in customer service representa ve jobs through 2020, with
2,200 job openings expected each year. The average wage for Customer Service
Representa ves in Wisconsin is $16.15 per hour.
The following industries employed the most customer service representa ves in 20101:
Industry Sector

NAICS Code

Percentage

56

15%

44-45

11%

Credit intermedia on and related ac vi es

52

9%

Wholesale trade

42

8%

Insurance carriers

52

7%

Administra ve and support services
Retail trade

The Occupa onal Informa on Network and the U.S. Department of Labor classify Customer
Service Representa ve as an employment classifica on with a Bright Outlook, Which means the
classifica on is expected to grow rapidly in the next several years, will have large numbers of
job openings, or are new and emerging occupa ons.
1 Bureau of Labor Sta s cs, Occupa onal Outlook Handbook (2012)
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Grant Announcement Summary
OSD provides financial and technical assistance to businesses to meet their labor needs in
partnership with worker training organiza ons throughout the state. As the administrator for
Wisconsin Fast Forward worker training funds, OSD is responsible for establishing funding
priori es, developing applica on criteria, awarding and dissemina ng grants, monitoring grant
outcomes and assessing program goals.
Funds available through this GPA will enable businesses, in partnership with a workforce training
provider or providers, to deliver customized training in customer service skills and techniques to
incumbent workers and/or job seekers. These grants provide a flexible funding source to respond
to the workforce needs of Wisconsin businesses with customized training solu ons. OSD will
ensure accountability and transparency of outcomes by tracking training comple ons, job
placements, wage increases, promo ons, job reten on and overall return on investment.
Targeted Business Size: Any
Type of Trainees: Incumbent workers (includes new hires), Underemployed, Unemployed
Dura on of Training Courses: Short to medium-term training with each course or module las ng
no longer than 12 months.
Training Project Period: The training project period, including curriculum development,
training, pre- and post-training ac vi es, and closeout, can be no longer than 2 years.
Funds Allocated to the GPA: Up to $1,000,000
Grant Amount: From $5,000 to $400,000 per Grantee. Grant and match expenditures must be
incurred during the training project period. All eligible grant expenditures will be reimbursed
when grant and match expenses are documented by the Grantee and approved by OSD.
Match/Cost Sharing Requirement: Cash or in-kind match equal to the amount of the grant is
required. Le ers of commitment documen ng match will be required in the applica on.
Descrip on: Through this grant announcement, OSD is seeking applica ons from Wisconsin
businesses that have a specific workforce need supported by labor market informa on that is not
met through another educa on or training program. The grant funds may not be used to supplant
exis ng, rou ne business training, but should focus on skill gaps in the employer’s workforce.
Applica ons should include a training plan for incumbent workers and/or currently
unemployed/underemployed workers. Training programs for unemployed/underemployed
workers must be in response to a documented skilled worker shortage in a business or consor um
of businesses. Incumbent training programs should demonstrate that they will provide the
educa on and skills determined necessary by the employer(s) to enhance the stability and growth
of the business and provide opportuni es for income and career growth for trainees.
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Successful training applica ons will be employer-led, and may also include partnerships with local
or regional economic development organiza ons, workforce development boards, public or
private post-secondary ins tu ons and/or private training providers. OSD recommends that
training focus on skills a ainment. Skills a ainment develops skills that directly benefit the
workers receiving the training by increasing their mastery of their occupa on in their field of
employment and/or provide new skills for new product lines or business expansion.
Examples of customer service training programs include, but are not limited to:
Iden fica on of the Needs of the Customer
The Importance of Expecta ons
A tudes
Communica on Skills for Excellent Customer Service
The Stages of Ac ve Listening
Ques oning Techniques
Telephone Techniques
Steps to Resolve Conflict
Tools for Elimina on of Customer Service Problems
Best Prac ces in Quality Customer Service
Measuring Customer Sa sfac on and Customer Service Performance
Eﬀec ve Management Skills for Quality Customer Service
Applica on Forms, Instruc ons, Checklists, and Process: Applica ons must be submi ed online.
The applica on form, instruc ons, checklists, and process may be accessed via the Wisconsin Fast
Forward website: WisconsinFastForward.com and must be submi ed no later than 12:00 p.m.
December 9, 2013.
Opportunity Category: Compe

ve

Important Dates:
Applica on Due Date: December 9, 2013 (12:00 p.m.)
An cipated Award Announcements: No later than February 10, 2014
Eligibility: Each applica on must include a business or consor um of businesses with at least one
Wisconsin work site. Applica ons may include one or more partners, including local or regional
economic development organiza ons, workforce development boards, and post-secondary
educa onal ins tu ons or private training providers. The Applicant may be any one of the above
listed organiza ons in this subsec on and must designate a fiscal agent in the applica on.
Eligible Expenses: Wisconsin Fast Forward funds shall be used for training-related expenses, which
may include personnel salaries and fringe benefits for instructors or trainers, reasonable travel
expenses, consultant/contractual expenses and supplies. See the applica on and related
instruc ons for specific detail of eligible expenses.
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All expenses must be new and cannot replace exis ng federal, state or local government
funding. Subs tu ng exis ng funds with state grant funds will result in addi onal fiscal
monitoring and may result in an audit. Viola ons of permissible expenses may result in
suspension of current or future funds under this program, repayment of monies awarded under
this grant and possible civil and/or criminal penal es.
Ineligible Expenses: Wisconsin Fast Forward funds may not be used for the purchase of real
estate or other capital expenses, construc on or remodeling, Kindergarten–12th grade
educa on, in-house training facili es, or trainees’ wages, s pends or fringe benefits. See the
applica on and related instruc ons for specific detail of ineligible expenses.
Outcomes: The training project should provide quan fiable outcomes and impacts on the
employer, training par cipants and the state. Successful training projects will result in training
graduates finding or retaining employment, earning higher wages, increasing their skill
a ainment, and/or receiving industry-recognized cer ficates. Wisconsin taxpayers should
realize higher state revenues from increased individual income and sales tax receipts and
increased corporate income and property tax receipts.
The Grantee will be responsible for closely tracking individual workers receiving training under
the grant through the comple on of pre- and post-training reports and a final report on the net
jobs filled by unemployed, underemployed and/or incumbent workers and related wage
increases. The an cipated result is a skilled workforce that is well-suited for employment and
advancement opportuni es within the Wisconsin business community.
Components of a Successful Applica on:
Development of a training program that mi gates an employer’s cri cal workforce
problem, fills a documented unmet need, is supported by local, regional, or statewide
labor data and results in training par cipants finding and retaining employment and/or
earning higher wages.
Includes an appropriate training provider. Factors to consider in selec ng an appropriate
training provider include a demonstrated history of:
Successful training through its placement, reten on, and evalua on rates.
Collabora on with the targeted industry in the development of the training program
curriculum.
Use of current industry standards as the basis for programs u lized to train students
in the targeted industry.
Consulta on with local or regional economic or workforce development organiza ons to
assess current skill deficits in the local labor market area, the poten al impact of the
proposed skill training in allevia ng that deficit and the poten al for other businesses
within the region to benefit from the up-skilled workforce.
At the beginning and conclusion of the training program, a performance-based
assessment of the trainees’ skills, competencies and trainability to measure the training
impact.
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Quan ta ve method(s) to collect and report data regarding the individuals selected to
par cipate in the training, both pre- and post-training, and the provision of any business
informa on necessary for program evalua on.
Addi onal Considera ons for Projects focusing on Unemployed or Underemployed Workers:
Trainee tes ng and assessment is provided to ensure training and employability plans are in
place prior to instruc on.
Instruc on is task-specific and designed to prepare the individual for a customer service
career in the shortest me possible.
Instruc on is based on job task analysis and is performance-based.
Specific employers and available jobs are iden fied prior to instruc on.
Cer ficates of proficiency or industry-recognized cer ficates are provided to all trainees
comple ng training.
The applicant will provide trainee follow-up to determine success a er training.
Provide a clear statement of placement goals. OSD recommends that organiza ons strive for
85% or higher placement in jobs that pay at least 200% of individual federal poverty level
($11.05) wages.
Le ers of Commitment and Support:
Le ers of commitment will be required from the par cipa ng business(es) and partners to indicate
the extent of match funding and par cipa on in planning and implementa on of the training
program. Le ers should also include an a esta on regarding match resources that are available to
contribute to the project. Le ers of support are also welcome.
Grant Objec ves and Scoring:
OSD will rate applica ons that proceed on a 100 point scale, based upon point values for the
selec on criteria:
Project Need (up to 20 points)
Training Program Design, Cost and Implementa on (up to 25 points)
Goal and Objec ves (up to 20 points)
Economic Impact (up to 10 points)
Capacity Building (up to 10 points)
Economic Opportunity Enhancements (up to 15 points)
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OSD will review each applica on submi ed to ensure compliance with applica on instruc ons and
relevant state and federal regula ons. Each grant applica on must sa sfy basic criteria as set out in the
applica on instruc ons to be considered. All complete grant applica ons will be scored and presented
to an evalua on commi ee. In addi on to the scores and evalua on commi ee recommenda ons,
OSD may consider underserved popula ons, strategic priori es, past performance, underserved
geographic areas, poten al to replicate the program, and available funding.
The applica ons will then be presented to DWD leadership for final review and approval. Grants will be
funded in the final ranked order un l grant funds are exhausted, or all acceptable grants are funded.
Availability of funds is no guarantee of approval.

Post-Award Terms and Condi ons/Repor ng Requirements:
Grant applica ons that are funded under this announcement will be required to execute a binding
contract with DWD. Grantees will also be required to submit regular project updates with
reimbursement requests, documenta on of match contribu ons, progress reports, pre- and
post-training reports, and a final project report.
The schedule for repor ng will be included in the grant award materials or contract. Please review all
grant award special condi ons and repor ng requirements. In addi on to any special condi ons
described in the award documents and repor ng requirements, please note the following:
1. All grant applica ons funded under this announcement will be subject to program evalua on by
OSD. Grantees must comply with all repor ng, data collec on, and evalua on requirements, as
determined by OSD.
2. All grant funds will be reimbursed through an Automa c Clearing House payment (direct deposit).
ACH payments will be deposited into the grantee’s account. To begin receiving ACH payment, you
will be required to complete an ACH set-up form which will be provided with your grant award
materials. Grant expenditures will be reimbursed at 95 percent of the total amount claimed. A er
the applicant has achieved their contracted performance objec ves, the remaining 5 percent of the
grant award will be made available for reimbursement.
3. All grant recipients are subject to audit of related expenditures by DWD staﬀ and/or by an
independent cer fied public accountant acceptable to OSD. All grants of $250,000 or more will
require an audit from an independent cer fied public accountant.
4. To the extent feasible and permissible by law, OSD will honor an applicant’s request that trade
secrets or other confiden al informa on submi ed to OSD remain confiden al. OSD will treat the
informa on as confiden al only if: (i) the informa on is in fact protected confiden al informa on
such as trade secrets or privileged informa on, (ii) the informa on is specifically iden fied as
confiden al by the applicant, and (iii) no disclosure of the informa on is required by law or judicial
order. If the applica on results in a grant, the honoring of confiden ality of iden fied informa on
shall not limit OSD’s right to disclose the details and results of this award to the public.
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