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EXECUTIVE SUMMARY 2018
Workforce Development Impact Report

Career Connections

Professional Center

Prosperity Center

Veterans Services

Skills Training

Access Center Adult High School

Youth Services

Ability Services

Project Re-entry

Crosby Scholars

NCWorks Career Centers

Key Programs and Services

Affiliations

Goodwill Core Served | 29,925

Crosby Scholars | 18,885

Community Service Workers | 1,855

NCWorks | 1,357

Veterans Claims Clinics | 1,047

Educational | 12,644

Vocational | 6,493

Placed | 4,565

Financial Stability | 2,126

Basic Needs | 489

•  Became the direct service provider for the Workforce Innovation and Opportunity Act (WIOA) for youth and adults    
    in seven counties and the operator of the NCWorks Career Centers in Forsyth, Surry and Rockingham counties.   
    Finished first 6 months of the contract at a 350% service increase over the entire prior year served.
•  Experienced a 56% increase in individuals served for the Access Center Adult High School.
•  Increased living wage obtainment for participants to an average of $11.37/hour from $11.26 in 2017.
•  Started our first state-certified pre-apprenticeship initiative for CNAs. 
•  Expanded youth services into Transylvania County, bringing the out-of-school youth programming  
    total to nine counties regionally. 
•  Goodwill on the Go rolled out regionally, providing virtual services to our entire service area.
•  Added Hospitality Pipeline which provides paid internships to lead to employment for our                                        
    participants with intellectual and developmental disabilities.  

Significant Achievements

Estimated economic impact from  
individuals placed in 2018 - $89.63 Million

Individuals Served | 53,069 Individual Outputs Achieved | 26,317
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Educational | 12,644

Vocational | 6,493

Placed | 4,565

Financial Stability | 2,126

Basic Needs | 489
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We create opportunities for people to enhance their lives 
through training, workforce development services and  
collaboration with other community organizations.

OUR MISSION
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PREFACE
Following is the Goodwill Industries of Northwest North Carolina, Inc. (Goodwill) 2018 Impact 
Report for Workforce Development Services for January 1, 2018 through December 31, 2018.

Geographic Scope of Services  
Goodwill provides Workforce Development services through 
twenty-two service locations. Counties served include Alexander, 
Buncombe, Burke, Caldwell, Catawba, Davidson, Davie,  
Forsyth, Haywood, Henderson, Iredell, Madison, McDowell,  
Rowan, Stokes, Surry, Transylvania, Watauga, Wilkes,  
and Yadkin. Through a partnership with Goodwill Industries  
of Central Carolina, Inc. Services are provided in Caswell  
and Rockingham counties.

Services Offered
Goodwill provides an array of services based  
on local business and community needs with  
programs designed to meet individual needs.  
Impact measurements for each program area have  
been identified; programs are outlined in this report.

Partners
Goodwill works in partnership with over 300  
community agencies and employers in the delivery 
of quality, relevant services. Partners include school  
systems, institutions of higher education, NC Division of Vocational 
Rehabilitation locations, Departments of Social Services, NCWorks 
Career Centers and state/regional workforce development boards, Veterans Benefits  
Administration Offices, Mental Health Agencies, Housing Authorities, United Ways, Community 
Action Agencies, Family Services, Reentry Councils, NC Division of Prison locations, financial 
training partners, and a variety of business training partners. Through the support of these  
partners and Goodwill’s 284 Business Advisory Council (BAC) members, staff fulfills their  
commitment to provide continual improvement of service quality and delivery to the  
communities served. A sample list of service partners by district is attached as Addendum A.
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CENTER LOCATIONS
Goodwill offers workforce development services at the following sites: 

• Asheville Workforce Development Center, Asheville, NC*

• Burke County Career Connections, Morganton, NC*

• Catawba County Career Connections Center, Conover, NC

• Catawba County Workforce Development Center, Conover, NC

• Davidson County Workforce Development Center, Lexington, NC

• Davie County Youth Program, Mocksville, NC

• Haywood County Career Connections Center, Waynesville, NC

• Henderson County Career Connections Center, Hendersonville, NC

• Iredell County Workforce Development Center, Statesville, NC*

• Liberty Street Career Connections Center, Winston-Salem, NC

• Pilot Center Career Connections, Pilot Mountain, NC

• Prosperity Center, Winston-Salem, NC

• Rowan County Career Connections Center, Salisbury, NC

• Surry County Career Connections, Elkin, NC

• Surry County Youth Program, Mt. Airy, NC

• Stokes County Youth Program, Walnut Cove, NC

• Whitaker Regional Operations Center, Winston-Salem, NC*

• Wilkes County Career Connections Center, Wilkesboro, NC

• Winston-Salem Workforce Development Center, Winston-Salem, NC*

• Yadkin County Youth Program, Yadkinville, NC

      * Indicates that a Career Connections Center is housed within a larger Goodwill/partner facility

Partner sites, NCWorks Career Centers:

• NCWorks Career Center, Mt. Airy, NC

• NCWorks Career Center, Reidsville, NC **

• NCWorks Career Center, Winston-Salem, NC

       ** In partnership with Goodwill Industries Central North Carolina, Inc.

We will be satisfied only when every person  
in Northwest North Carolina has the opportunity  
to participate fully in all aspects of a productive life.

OUR VISION
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SUMMARY OF 2018 TRENDS AND ANALYSIS
Goodwill served 53,069 individuals through mission services and affiliation with Crosby Scholars and NCWorks in 2018,  
up from 51,640 in 2017. 

The number of individuals served by Goodwill staff decreased in 2018 to 29,925 compared to 35,455 in 2017. This decrease is 
attributed to the current economy in which there are more jobs per job seeker, allowing a larger number of individuals to find 
employment without assistance. The overall increase in individuals served reflects the growth of the Crosby Scholars Program, 
the addition of NCWorks Career Centers in mid-2018, and 1,047 individuals served in three Veterans Claims Clinics throughout 
2018.   

Goodwill measures services by outputs achieved and the total impact of each program area. The outputs collected are detailed 
on the Legend by Output Category attached as Addendum B. In 2018 staff recorded 26,317 participant outputs, compared to 
28,321 in 2017. Impact is measured by percentage of program completers who reach their goal and varies by program. 

Job placement remains one of the key outputs across most program areas and totaled 4,565 for 2018. This decrease over 
2017’s placements of 5,222 follows the decrease in individuals served.  

OUTPUTS/IMPACT MODEL: COLLECTION AND REPORTING 
In the Outputs/Impact Model, served and placed are the only data points not duplicated. Participants may receive multiple 
services and achieve multiple outputs, but count as served only one time per calendar year. Other outputs are collected as 
numbers and, other than placement, can be duplicated. Program impacts are shown as percentages and vary by program.  
For instance, the impact for Career Connections is the percentage of participants getting a job at a living wage and/or a job 
with benefits. When a participant gets a job, it is an output. To figure impact, the number of individuals who got a job at a living 
wage and/or a job with benefits is divided by the total number of individuals who got a job at a living wage and/or a job with 
benefits is divided by the total number of individuals who got a job. Programs fall into one of four groups: Finance, Education, 
Life Skills/Self Sufficiency or Lowering Recidivism based on determined program impact. Individual program reports are  
maintained and used for the purpose of analysis and continuous improvement. 

ANALYSIS METHOD 
Goodwill’s Data Management Plan outlines the method used for information. The Trends Analysis Team reviews methodology 
quarterly and updates are made and approved annually as appropriate. 

The Data Management Plan is viewable on the Intranet so staff can ensure compliance. An internal wiki is also on the  
Intranet allowing staff to find clarification on data collection and reporting, hold discussions, and suggest needed changes.

WORKFORCE DEVELOPMENT SERVICES  
IMPACT & ANALYSIS SUMMARY
(Analysis of Outputs, Impacts, Trends and Projections: 2018)
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TOTAL SERVED
53,069

SERVED BY  
GOODWILL STAFF  

29,925

SERVED BY  
CROSBY  

SCHOLARS
18,885

VETERANS CLINICS
1,047

SERVED BY 
NCWORKS

1,357

SERVED BY  
RETAIL THROUGH  

COMMUNITY  
SERVICE 
1,855

SERVED:

OUTPUTS:

ANALYSIS OF OUTPUTS, IMPACTS, TRENDS AND PROJECTIONS: 2018

VOCATIONAL

BASIC NEEDS

EDUCATION

FINANCIAL  
STABILITY

12,644

489

6,493

2,126

PLACEMENTS
4,565

Outputs are aligned under one of four categories: Basic Needs; Education; Vocational; and Financial Stability.  
Placements remain the backbone of outputs. We address other output areas in support of job placement,  
both to ensure the highest starting wage possible and to assist with job retention. 

Total Outputs         26,317

 
Basic Needs   489 
Family Supports  3 
Healthcare   185
Housing   94
Foster Youth Assessment 76
Permanency   33
Transportation   98

Vocational  6,493
Career Coaching 1,206
Job Readiness  3,117
Professional Events  389
Retentions  90   875 
Retentions 180  602
Retentions 360  304

Financial Stability   2,126
Job Satisfaction   632
Entrepreneurship  11
Credit Related   532
Asset Purchases  129
Savings Related  123
Compensation Related 699

Placements       4,565 
Employed        4,565 

Education   12,644
Credentialing   1,814 
EFL Increase   5 
Enrolled in College  143 
Pre-Release Completions 524  

Skill Development  1,491 
Skills Completions  8,012 
Financial Coaching  451 
In Education   204 
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Total Outputs         26,317

Vocational  6,493
Career Coaching 1,206
Job Readiness  3,117
Professional Events  389
Retentions  90   875 
Retentions 180  602
Retentions 360  304

ANNUAL ECONOMIC IMPACT

ANNUAL ECONOMIC IMPACT 
For individuals who entered employment in 2018, the average starting wage was $11.37 per hour up from $11.26 in 2017.  
Average hours worked per week remained relatively flat at 35.41 hours. To determine economic impact we look at the  
number of individuals placed, number of hours worked per week and average hourly wage. Using this formula,  
the 4,565 participants who reported obtaining jobs in 2018 have the potential to earn over $89.63 million in 2019.

Manufacturing, which includes jobs in production and warehousing, accounted for the largest share of the total economic 
impact for 2018 at 33%, which has been a continuing trend.

The goal for individuals with  
employment as their program  
purpose is to obtain and retain 
employment at a minimum of living 
wage. Through retention services, 
staff help individuals increase their 
overall compensation through skills 
obtainment leading to growth  
in their current job or obtainment  
of a better job. In order to reach  
self-sufficiency, individuals not only 
need to get a job, but keep it. 
During follow-up with participants 
at three, six and 12 months, staff  
members check on employment retention status. For 2018, based on a sample size of 1,273 individuals placed, 68.30%  
of individuals who found employment using Goodwill of NWNC’s services retained employment for a minimum of one year.

Average hourly wages by industry have fluctuated between 2013 and 2018; however, overall average hourly wages have  
trended up in the same period. The Average Hourly Wage Comparison chart shows the hourly rate comparison for 2017  
and 2018 for jobs in Healthcare, Skills Trades and Manufacturing/Production, three of our training areas in high growth  
industries for our territory. 

JOB RETENTION RATES

          90-Day                       180-Day                              360-Day

91.70%
85.40%

68.30%

100%

90%

80%

70%

60%

50%

AVERAGE HOURLY WAGE COMPARISON

Healthcare/Medical                            Manufacturing/Production                              Skills/Trades

13.00

12.50

12.00

11.50

11.00

10.50

10.00

2017

2018
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PLACEMENT ACTIVITY BY INDUSTRY

EMPLOYMENT INDUSTRY TRENDS
The three highest job placement industries categorized by job title were Manufacturing/ Production, Food Service and  
Retail, continuing the trend from 2016 and 2017. Manufacturing/ Production increased from 26.7% in 2017, while Food  
Services dropped from its 20.3% share in 2017. The number of participants reporting obtainment of employment in the 
Retail sector broke trend, dropping from a three year high of 13.8% in 2017.

The remainder of the job placement industries categorized by job title compared to 2017 came in as follows:  
Customer Service/Hospitality, Transportation and Healthcare increased by 1.4%, 1.3%, and .8%, respectively; Skills Trades 
and Professional saw drops of 1.3% and .9%; and Environmental Services, Administration, and Education remained flat.

EMPLOYMENT INDUSTRY TRENDS
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17.7%
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Manufacturing/Production 30.3%

Food Service 17.7%

Retail 11.7%

Healthcare/Medical 8.8%

Customer Service/Hospitality 6.9%

Skills/Trades 6.6%

Transportation 5.5%

Environmental Services 5.2%

Professional 3.0%

Administrative 2.6%

Education/Childcare 1.7%

6.9%
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EMPLOYMENT INDUSTRY TRENDS

ADMINISTRATIVE FOOD SERVICE RETAIL

CUSTOMER SERVICE HEALTHCARE SKILLS/TRADES

EDUCATION MANUFACTURING TRANSPORTATION

ENVIRONMENTAL PROFESSIONAL

     2014            2015       2016           2017      2018

100%

90%

80%

70%

60%

50%

40%

30%

20%

10%

0%

PLACEMENT ACTIVITY OVER TIME
(CATEGORIZED BY JOB TITLE INDUSTRY)

The Placement Activity Over Time chart shows the fluctuation of placement by industry over time. Employment industry 
trends data is used in conjunction with local labor market information to determine how best to prepare participants for 
industry in-demand jobs.

As stated, Manufacturing/Production continued to be the highest job placement industry categorized by job title. This 
category contains a wide range of positions related to production-line work including assemblers, packers, bailers, sorters, 
operators, sealers, as well as individuals employed in various capacities in distribution, warehouse work and processing. 
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DEMOGRAPHIC OVERVIEW

DEMOGRAPHIC OVERVIEW

AGE 

The number of individuals served by Workforce Development staff in 2018 decreased by 10% over 2017. Of the individuals 
served, 49.88% were participants seeking Goodwill services for the first time compared to 53.47% in 2017.  

The following show the demographic trends of the people we serve by age, ethnicity, and education level.

Between 2017 and 2018 the average participant age continued to trend upward for the fourth year in a row, going from 38.79 
in 2017 to 39.14 in 2018. 

As a percentage of the total population served, the fastest growing age demographic for 2018 was 21-54 at 71.2% of the  
population served, breaking the four-year trend of the 55 and older category being the largest age demographic. The less  
than 21 age category continued to trend down in 2018 dropping to 10.1% of the popultion served. 

ETHNICITY
Goodwill continued to serve a diverse population as measured by ethnicity and race. Since the total population served by 
Goodwill in 2018 dropped overall, the expectation was that all racial categories would also drop. This was not the case; however, 
with Other (Native American, multi-racial, Native Alaskan, and Pacific Islander) and Asian gaining in percentage and absolute 
number terms. Black and Hispanic gained in percentage of total population served, while dropping in total numbers served and 
White fell both as total percentage of numbers served and absolute number served. 

YEAR BLACK OTHER ASIAN HISPANIC WHITE

2014 44.8% 1.1% 0.8% 7.68% 45.7%

2015 44.3% 1.4% 0.7% 7.37% 46.3%

2016 42.7% 2.0% 0.8% 7.12% 47.5%

2017 40.9% 2.4% 0.9% 7.22% 48.5%

2018 41.9% 3.5% 1.1% 7.38% 46.1%
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GENDER

EDUCATION LEVEL

The overall gender demographics from 2017 to 2018 followed the uptrend of a shift in the male/female breakdown  
of participants served, with females served reaching a 10-year high of 55.6%.

In looking at overall population ratio annualized over the four years, females served increased 1.2% while males served 
during the same period decreased 1.7%.  

Goodwill added Transgender on intake forms in 2014, with 0.1% of the population identifying as such. This percentage of  
the total population served has remained relatively flat, although the number reporting, annualized over four years, is 3.7%.  

DEMOGRAPHIC OVERVIEW

Education level data shows important indicators of increasing educational levels of those seeking Goodwill services, and 
higher education levels obtained by participants while in programming. Education data is stored for each individual and 
automatically updates when staff documents obtainment of a higher education level. 

Education data on participants is real time; when staff enter educational achievements such as receipt of high school  
diploma, Associates or Bachelor’s degrees, that new status is what shows in the database. The table on education levels  
from 2014 through 2018 (page 10) does not show a great deal of movement with the exception of “some post-secondary” 
which has steadily declined since 2014. This title does not include skills training completion, but refers to college-level  
classwork only.

The percentage of Goodwill participants with less than high school remained under 15% for the second year, and the  
combined percentage of individuals with GEDs and high school diplomas rose slightly.
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EDUCATION                                       2014                 2015                2016               2017               2018

LESS THAN HS 15.9% 15.7% 15.2% 14.5% 14.9%

GED 11.4% 12.1% 12.6% 12.0% 13.6%

HS DIPLOMA 40.5% 43.3% 43.2% 43.8% 42.3%

SOME POST-SECONDARY 29.1% 20.2% 18.8% 17.3% 17.2%

ASSOCIATES 1.3% 3.3% 3.8% 4.1% 4.0%

BACHELORS 1.4% 4.4% 5.0% 5.9% 5.4%

MASTERS 0.3% 0.9% 1.3% 2.2% 2.5%

DOCTORATE 0.1% 0.1% 0.1% 0.2% 0.2%

DEMOGRAPHIC OVERVIEW
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OVERALL TREND ANALYSIS

Trending for 2018 included:
•  Low unemployment rates in most of Northwest North Carolina resulting in an employer-first strategy 
•  Employer difficulty in finding people with clean backgrounds, good work habits and adequate work skills
•  Focus on meeting employer needs in a tight labor market
•  Continued need for improved soft skills
•  Increased number of participants with multiple barriers to employment
•  Greater number of under-employed individuals coming back for advanced jobs
•  Major program growth areas that included Access Center Adult High School, Veterans Services and Project Re-entry
•  Need to prepare participants to be flexible-jobs of the future are yet undiscovered
•  Maintain CARF accreditation

OVERALL TREND ANALYSIS

Goodwill focused on a holistic  
approach of impact measurements 
with placement the leading  
indicator for starting the journey to  
self-sufficiency and financial stability. 

The Trends Analysis Team meets 
quarterly to review trends and analyze 
data. The Trends Team is comprised  
of Goodwill’s Database Manager,  
Director of Mission Performance  
Management, Compliance  
Manager, and all District Directors.  
During meetings, the team reviews 
served and output data, including  
performance measurement data 
against previous year and goal  
for each data point.  

The team discusses anomalies in data 
as well as recognized training needs. 
The team provides leadership  
negative trending in served and  
output numbers, overall review in 
trending, and offers further analysis  
on any topics requested. 

The team also reviews data and  
trends and makes recommendations  
to the Vice President of Workforce  
Development regarding goal setting 
for served and outputs for the  
following year in addition to  
reviewing the Data Management Plan 
on an ongoing basis to see what, if 
any, updates or revisions are required. 
The Vice President of Workforce  

Development reviews any  

recommendations for approval.  

A review of satisfaction survey  

results is part of each Trends Analysis  

Meeting including analyzing the  

instrument itself for ease of use  

and client understanding. Since  

implementation in 2014, the  

participant satisfaction survey  

has been clarified several times  

to encourage people to take any  

concerns or recommendations  

immediately to staff, while still  

allowing anonymity if the person  

wishes to be contacted after the  

fact about an incident, concern  

or recommendation.
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ACCREDITATIONS & LICENSES

ACCREDITATION MEASURES OF SUCCESS 

In 2017, Goodwill achieved a three-year accreditation from CARF International, which promotes and endorses quality ser-
vices. Goodwill’s goal is to maintain continual improvement of service quality and delivery. The North Carolina Department 
of Health and Human Services and the Division of Health Service Regulation also license Goodwill, with programs offered in 
the Buncombe and Catawba Counties centers providing Day Habilitation services for adults with developmental disabilities. 

Programs that fall under Ability Services and Community Access have an additional set of measures related to effectiveness, 
efficiency, service access and satisfaction as outlined under Accreditation Measures of Success. 

Comprehensive Vocational Evaluation 
(Forsyth County only)
Under the design of Ability Services in Forsyth County, 
Goodwill offers Comprehensive Vocational Evaluation 
Services (CVE) to participants referred from the Division of 
Vocational Rehabilitation Services (DVR) and to individu-
als on a self-referral basis. All Ability Services’ participants 
receive either a comprehensive evaluation or assessments 
that can include skills, career and job interest inventories. 
The number of individuals who received comprehensive 
vocational evaluation services decreased from 16 in 2017 
to 5 in 2018. Referrals from DVR continued to decline and it 
appears the cost per CVE impacted referrals. Staff plans to 
discuss this goal to determine if it should be amended. To 
augment and provide an effective service, staff continued to 
acquire new tools and training to administer different types 
of assessments, such as the TEACCH Transition Assessment 
Profile (TTAP)* a comprehensive test for adolescent and old-
er children with autism spectrum disorders used to facilitate 
educational and transitional planning. Staff has been able to 

shorten the time between referral and program entry, goal 
met. The Mood Center became a new partner for potential 
referrals.  2018 satisfaction survey results reflect 97.5% a 
slight decrease from 2017.
 
* Thomas J., Chapman S.M. (2013) TEACCH Transition As-
sessment Profile (TTAP). In: Volkmar F.R. (eds) Encyclopedia 
of Autism Spectrum Disorders. Springer, New York, NY

Employee Development Services (EDS)
(Forsyth County only)
Goodwill offers Employee Development Services (EDS) in 
Winston-Salem to both contracted Division of Vocational 
Rehabilitation Services’ (DVR) participants and self-referrals. 
Goodwill staff assisted individuals to learn work readiness 
skills using a comprehensive work readiness curriculum, 
Skills to Succeed*. Skills to Succeed is designed to improve 
an individual’s soft skills and provide a better understanding 
of the new hire process, ease anxiety and provide under-
standing of employer expectations during their transition 

ACCREDITATIONS & LICENSES / ACCREDITATION MEASURES OF SUCCESS

CONTINUED PAGE 13



13

ACCREDITATION MEASURES OF SUCCESS

to employment. Staff facilitated work readiness workshops, 
resume development, interview practice and job search skill 
building. To augment services, a new workshop, Harass-
ment in the Workplace, was developed in collaboration with 
Goodwill’s Human Resource department. In 2018, Goodwill 
added a new staff member to the team enabling outreach 
and resulting in new participants from the Hispanic popu-
lation. Twenty-five (25) individuals completed EDS in 2018, 
exceeding the 2017 goal of 20. There was an increase of 
participants with no prior work history or work history of less 
than a year.  Most successful completers entered Communi-
ty Employment Services (CES), goal exceeded, and referrals 
increased from 11 in 2017 to 26 in 2018. Staff were involved 
in the NC Statewide Independent Living Council, the May-
or’s Council and Advocacy, a Disability Awareness Month 
Luncheon, and a Barrier Awareness Day where they partici-
pated in a disability simulation. Satisfaction surveys reflect a 
decrease in percentage from participants and goal met for 
stakeholders, (89%, goal of 95%) attributed to lower number 
of completed surveys.  
 
* Skills to Succeed by Accenture, LLP

Community Employment Services (CES) 
(Conover, Statesville, Winston-Salem)
Goodwill offers Community Employment Services (CES) 
in Winston-Salem, Statesville and Conover.  Staff assisted 
individuals in accomplishing 186 milestones (Conover and 
Statesville only) including intake, job development, job 
placement, and job retention services. Winston-Salem’s DVR 
contract was underutilized, reflecting a continued decline in 
CES referrals. In all locations, there was a decrease in both 
people served and placed due to the stronger economy and 
historically low unemployment rate. Individuals requesting 
services were those that had 3 to 5 diagnoses and limitations 
which made job development and placement into employ-
ment more challenging. The decrease was compounded 
by staff turnover, and in August through October, referrals 
in Conover/Statesville had to be placed on hold. Sixty-two 
(62) participants were placed into competitive employment, 
a decrease from 79 in 2017.  This goal will be discussed to 
consider modification. Of those that received employment, 
the average wage showed an increase from $8.72 in 2017 to 
$9.31 in 2018, indicating a stronger economy. The number of 
days spent in CES decreased from 89 in 2017 to 78.6 in 2018, 
short of goal; however, a positive trend. Statesville had a 
100% staff turnover in 2018 primarily due to individuals leav-
ing for other jobs. Improvement is expected when the CES 
returns to being fully staffed and trained. Satisfaction surveys 

reflect a high level rating of 97.1% participant satisfaction 
and 100% satisfaction rating from stakeholders. 

Community Integration (Asheville, Conover)
Community Integration Services (CIS) are provided in Con-
over and Asheville. Individuals in this program are provided 
opportunities to improve citizenship, access and utilize com-
munity resources, develop and expand support networks, 
and participate in continuing educational ventures. In 2018 
accomplishments included increased training and educa-
tion to staff, supports, and stakeholders regarding nutrition, 
education, behavioral needs, and recreation.  Eighty-nine 
(89) individuals were served in this program in 2018, 54 in 
Asheville and 35 in Conover. The number served reflects a 
positive trend, increasing slightly over the last three years 
from 84 in 2016. Programs in both counties were faced with 
the challenge of an aging population. The approach to this 
challenge was to strategically engage younger people that 
may qualify for services. In Buncombe county staff connect-
ed with parents and participants involved with the PEP pro-
gram. PEP is a program that serves all of Buncombe County 
offering special educational services at a local High School 
for individuals ages 14 to 21.  Staff provided seven tours 
to these youth and their families to market and promote 
program services. 100% of the participants were engaged in 
the community with over 21 outings and weekly events in the 
Asheville area and 15 outings and recurring weekly events in 
the Conover program. Activities included bus training and 
shopping at the Mission Rescue Thrift Store, group exercise 
with YWCA, Special Olympics, volunteering at Classroom 
Connections and the Newton Library community garden, 
and delivering brownies to Goodwill employees at attend-
ed donations centers and the retail stores. As a measure of 
effectiveness and efficiency, both locations met the utiliza-
tion goal of 95% and absenteeism goal of 73% combined, 
96.82% and 88.37% respectively per goal. The goal for 
incidents in Asheville for 2018 was less than 30; 45 incidents 
occurred that included 16 that were caused by one individ-
ual who was eventually dismissed from program services. 
Conover reported 12, with a goal of 10, with five incidents 
attributed to a new participant adjusting to the program. 
Both programs began the process of implementing a new 
software system to help track, monitor and measure pro-
gram information, as well as facilitate billing. Participant sat-
isfaction survey results decreased from 98.8% to 90.0%; the 
goal was met for stakeholders. The survey was modified to 
improve the participant’s ability to understand and identify 
options and a new scoring mechanism, smiling to frowning 
faces, may assist in more accurate scoring.

CONTINUED FROM PAGE 12
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PARTICIPANT EMPLOYER REFERRAL

2014 98.16% 100% 95%

2015 96.81% 94.92% 88.89%

2016 97.37% 99.56% 98.25%

2017 97.05% 99.24% 100%

2018 97.61% 98.80% 100%

SATISFACTION SURVEYS

      2014                      2015         2016         2017                       2018

100%

96%

92%

88%

84%

80%

SATISFACTION RATING OVER TIME 2014-18

PARTICIPANT 

EMPLOYER

REFERRAL

Goodwill collects consumer satisfaction 
data from clients, employers/businesses, 
and referral sources using a set of  
satisfaction surveys through  
Survey Monkey.

As part of the surveys, participants have 
the opportunity to note if they want a 
Goodwill staff member to contact them. 
Goodwill’s Database Manager reviews 
the survey results on at least a quarterly 
basis noting any comments or ratings 
that needed attention, determining  
any individuals who requested contact,  
and sharing contact information with  
the applicable district director for  
appropriate action. Survey results and 
participant input are discussed during 
quarterly Trends Meetings.

For 2018, participant comments were  
positive overall, and specifically referred  
to staff, center environments, quality  
of instructors, services provided by job 
coaches, the breadth of services offered 
and the treatment they received while  

at Goodwill. Staff were noted as being  
professional, knowledgeable, friendly, 
helpful, caring and courteous. Of  
particular interest were the repeated  
comments that people felt they were 
treated fairly and with dignity while  
receiving services. 

Participants made suggestions  
for service improvement including  
heightening awareness of noise in the 
centers, increasing marketing of services 
offered in each area (such as  
handing out a menu of services),  
targeting outreach to youth, and  
offering non-vocational related classes 
such as those for parenting skills.  
Additional skills training classes in the 
areas of Child Development, Auto 
 Mechanics, Hygiene and Healthcare  
Sanitation, and various computer classes 
such as QuickBooks were mentioned.  
Our service locations rated highly with 
participants although one individual 
requested providing space where people 
could bring in their own laptops. 

Referral sources noted the quality  
of job coaching services provided and 
employer comments showed overall  
satisfaction in working with Goodwill 
staff. There were repeated comments 
about the quality of candidates  
provided, staff professionalism,  
support provided for both job seekers 
and employers, excellent communication 
and advertising for employer events  
and the quality of job coaching services.  
Suggestions to help in improving  
services including adding what not to say 
during interviews to job training, being 
sure that employers know all the services 
Goodwill has to offer and adding more 
workshops.

The chart below shows survey results  
from 2014 through 2018. During 2018,  
the overall number of surveys collected 
dropped from 2017. This trend was  
noted and a short survey to be used  
for participants in general services such  
as Career Connections was developed  
to be implemented in 2019.

SATISFACTION SURVEYS
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1. Analyze and prioritize resources to focus on participants achieving living wages and higher. 
2. Continue focus on critical programs including Crosby Scholars, Access Adult High School, and Skills Training. 
3. Integrate technology into Goodwill’s mission delivery. 
4. Stay connected to employer needs.
5. Continue involvement in community initiatives.
6. Evaluate modest program expansion. 

BUSINESS ADVISORY COUNCILS

BUSINESS ADVISORY COUNCILS / STRATEGIC PLANNING GOALS

Goodwill is pleased to have 284 Business Advisory Council (BAC) members regionally. In 2018 members provided a variety 
of services including: information for program development and expansion based on local industry needs; updates on 
local labor market trends; educational workshops; business panels; and participant services including mock interviews, 
resume and application assistance, job shadowing, company tours, and employment opportunities. Council members also 
served as graduation speakers and volunteered for employment fairs and the annual golf tournament. They sponsored 
the annual networking event in Forsyth County and conducted clothing drives for Success Outfitters. In addition, BAC 
members marketed Goodwill programs.

Regionally, there are five BACs: 

BAC membership varies from year to year as new members join and others retire or move on to jobs that take them  
out of Goodwill’s territory. To ensure an accurate membership total, we count only those members who have actively  
participated in BAC meetings or events in the last year and who are not Goodwill employees. In addition to these  
active members, another 100+ former BAC members still “participate” as needed in information provision and participant 
services.In addition to the BACs, Catawba County has an all-employer Business Engagement Group (BEG) that specifically 
addresses employment needs of the community related to the various populations that Goodwill serves. In 2018, BEG 
averaged 40+ employers at each quarterly meeting. 

BUNCOMBE  
COUNTY

80 MEMBERS

DAVIDSON
COUNTY

28 MEMBERS

FORSYTH  
COUNTY

80 MEMBERS

IREDELL  
COUNTY

47 MEMBERS

ROWAN  
COUNTY

49 MEMBERS

STRATEGIC PLANNING GOALS
Annually, Goodwill Industries of Northwest North Carolina does a strategic planning analysis for a three-year cycle.  
The analysis includes collection of input from all divisions on topics including financial information, accessibility, resource  
allocation, satisfaction surveys, risk management, technology, health and safety reports, strategic planning information, 
field trends and service delivery. Information is collected from stakeholders, staff, and participants. Program analysis  
addresses the needs of the persons served, the needs of other stakeholders, and the business needs of Goodwill. 

The strategic planning process outlines corporate goals, including those to:
Culture          I.   Nurture an organizational environment that values employees, encourages growth, development,   
                   accountability, and creativity.
Mission         II.    Create and deliver nationally recognized Workforce Development programs based on the needs  
               of our communities.
Mission        III.    Support Youth Services that improve the future employability of young people.
Revenue      IV.    Utilize our for-profit subsidiary (GMF Ventures) to supplement retail revenues, along with increased  
               grant writing and fund raising to fund mission-related programs. 
Brand           V.    Create a strong branded identity that differentiates our organization and supports our business model.

STRATEGIC PLANNING AREAS OF ACTIONS, 2018          INDICATES COMPLETED
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FORSYTH ROWAN IREDELL

2013 9,000 1,734 n/a

2014 9,246 2,333 n/a

2015 9,381 3,049 1,598

2016 10,696 2,629 2,198

2017 11,500 2,485 2,200

2018 12,281 3,957 2,647

AFFILIATIONS

AFFILIATIONS

CROSBY SCHOLARS
Goodwill and Crosby Scholars have a unique partnership in which Crosby Scholars operates as an independent affiliate of 
Goodwill Industries. This affiliation supports outreach to students and assists with future regional expansion opportunities 
for the Crosby Scholars’ model. This college access program is available to students in sixth through 12th grade attending 
public school in Forsyth, Rowan and Iredell Counties. The program, which is free of charge to students, prepares students 
academically, financially, and personally for successful college admission. Crosby serves students in high school, those in 
their first year after high school graduation, and college students who receive last dollar grants that provided funds to fill 
in financial gaps after exhaustion of other funding resources. In 2018, 98% of program participants who graduated high 
school reported they enrolled in post-secondary education. 

NCWorks
On July 2, 2018, Goodwill became the service provider for the Workforce Innovation and Opportunity Act (WIOA).  
These services offer funded employment and educational services for youth and adults in seven (7) counties, Forsyth, 
Stokes, Davie, Yadkin, Surry, Rockingham and Caswell. Goodwill Industries of Central NC, Inc. partnered to provide  
services in Rockingham and Caswell counties. We also serve as the operator of the NCWorks Career centers, which  
are located in Forsyth, Surry and Rockingham counties. The NCWorks Career Centers are integrated service centers in  
partnership with the Division of Workforce Solutions (DWS) who provides support for those needing unemployment 
insurance and services. New partnership staff were housed throughout the territory in other Goodwill centers, community 
colleges and various stand-alone facilities, opening the door to other community partnerships and aligning with the focus 
of assisting youth and adults in reaching their employment and educational potential.

For college. For life.
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ANALYSIS OF OUTPUTS &  
IMPACTS BY PROGRAM AREA

This section highlights each of the program areas. Programs fall under one of four general categories based on their impact.

FINANCE

SERVED
• Number of individuals enrolled in Goodwill database.
• Individuals can be served (enrolled) once/calendar year.
• Co-enrolled served (reflects being served by more than one program) numbers  

to show the totals served by each program. 

OUTPUTS
• Achievements that lead to the program impact. 
• Placed is an output and remains the main output for most program areas.
• Shown as numbers.
• Key outputs for each program area are listed.

IMPACT
• The overriding program goal.
• May be redefined annualy as needed. 
• Shown as percentages. 

LIFE SKILLS &
SELF-SUFFICIENCY

EDUCATION

IMPACT AREAS
LOWERING
RECIDIVISM

DEFINITIONS
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• Buncombe County implemented 
Tier II services end of first quar-
ter 2018 and ended the year with 
26 receiving Tier II services; 13 
of those individuals found living 
wage jobs with benefits. 

• Over 40 Individuals received 
counseling services in collabora-
tion with All Souls Counseling of 
Buncombe County while simulta-
neously receiving career coaching.  

• Conducted seven industry specific 
job fairs in Buncombe County for 
industries including healthcare and 
hospitability with a focus on living 
wage employers, resulting  
in 20 placements.  

• Haywood County Career Center 
provided employability workshops 
to individuals detained due to 
child support issues.

• Henderson staff provided  

onsite resume building and  
job application assistance  
monthly in Help-4-Homeless 
events in collaboration with  
Sanctuary Brewery. 

• Rowan held multiple hire fairs, 
resulting in 163 placements from 
the 311 individuals who attended, 
conducted 12 mini-job fairs,  
and assisted employers such  
as Automation Personnel  
(who hired approximately 85  
individuals in 2018) with in-center 
weekly hiring fairs. 

SERVED IMPACTOUTPUTS

CAREER CONNECTIONS

FINANCE
CAREER
CONNECTIONS

PROSPERITY
CENTER

VETERANS
SERVICES

PROFESSIONAL
CENTER

• Job Readiness training 
• Placed in employment; Full or Part Time
• Employment retentions at 90, 180 and 360 days
• Increase in compensation

2017: 21,747
2018: 18,884

2017: 31.12%
2018: 25.01%*

2017: 11,723 (Incl. 3,542 Placed)
2018:   9,353 (Incl. 2,925 Placed)

2018 OUTPUTS:

Career Connections 2018 Highlights

CONTINUED PAGE 19

Program Description and Locations:

IMPACT:
• Percentage of individuals who found  

employment at or above the individual living 
wage for the county in which they live and/or 
found employment with benefits

* Career Connections impact changed in 2018 to include “and/or found employment with benefits”. The 2017 impact  
percentage reflects placements at living wage while the 2018 percentage includes those who found employment with benefits. 

Goodwill’s Career Connections Centers offer free, personalized services to aid in job search. Services include resume writing 
assistance; skills assessment; career coaching; access to computers and Internet; help with interviewing skills and job placement; 
and assistance with or referral to services to help overcome other barriers to employment such as housing, transportation  
and skills levels. Participants can select basic (Tier I) or more in-depth (Tier II) services. Fourteen Career Connections Centers  
operated in 2018 in the following counties: Buncombe, Burke, Catawba, Davidson, Forsyth (3), Haywood, Henderson, Iredell, 
Rowan, Surry (2), and Wilkes Counties.
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At Goodwill, Gary worked with Career 
Connections staff to find employment 
that would fit his specific require-
ments: stocking in a retail environment, 
adequate hours and money, no cash 
register work, and minimal interaction 
with customers. The majority of local 
retail stores required employees to be 
cross-trained, so Gary had hard time 
finding jobs that met his qualifications. 
Goodwill staff worked with him on his 
vocational skills including his resume, 
interviewing and people skills, and 
used their employer network to find the 
right position. They referred Gary to a 
sorter position at Salvation Army who 

hired him the same day. Gary flour-
ished. He has been with Salvation Army 
over 8 months and now helps through-
out the store, greeting customers, 
pulling product, receiving donations 
and even doing closing procedures  

on the cash register. Gary has gained  
confidence along with skills and new  
responsibilities and loves his job so 
much he encourages others to apply 
there as well. By working with  
Goodwill staff and meeting his goals  
of increasing his income, Gary is able  
to help with the family income,  
influencing their financial stability. He 
has received an increase in hours and 
in pay and is saving money to fix his car 
and get his driver’s license. The  
impact for Gary on a personal level is 
his growth in confidence to try new 
things and the expansion of his  
personal expectations.

• BAC partnerships were important in 2018 and centers in-
creased networking through concentration on attending 
local events and conducting workshops in the communi-
ties served. 

• Centers had an increase in seniors seeking and securing 

jobs and an increase in jobseekers looking for part time 
employment; particularly noted by Elkin staff. 

• The Winston Center saw an increase in college grad-
uates seeking services and participants who became 
self-employed. 

• Centers noted an increase in individuals using document 
notarization services for job, housing and education 
related purposes. 

• Goodwill on the Go rolled out 
regionally in Career Connections 
Centers to give participants virtual 
access to services. 

• Davidson hosted bi-monthly Com-
merce Connections events for the 
Lexington Chamber of Commerce 
as well as monthly 3rd Thursday job 
fairs at the Lexington Center. 

• Wilkes taught Job Readiness Skills 
to 180 students at Wilkes Early Col-
lege, East Wilkes, North  
Wilkes and Wilkes Central High 
Schools in partnership with  

Communities in Schools. 
• Through Vocational Rehabilitation, 

staff conducted “How to Dress for 
an Interview and What Employers 
are Looking For” to 80 students 
and 20 staff from Wilkes County 
high schools.

• Hickory built a partnership with 
Wells Fargo who offered financial 
education at hiring events, and 
classes to train people on personal 
financial success.

• Morganton held a hiring event 
for 4 employers and more than 30 
job seekers. Approximately 25% 

of attendees received on-the-spot 
offers. All were full-time oppor-
tunities; some with a 90 day pay 
increase incentive.

• Statesville Career Connections 
collaborated with YIPE (Young 
Individuals Pursuing Employment 
in Iredell County) assisting high 
school students with resume 
building skills twice a month and 
generating participants for Skills  
to Succeed.

• Winston-Salem Center held 22 hire 
fairs that resulted in 121 individu-
als placed.

CONTINUED FROM PAGE 18 

Career Connections 2018 Trends:

Gary wasn’t comfortable 
interacting with  
people; needed better  
employment to help  
his family with expenses; 
needed to increase his  
job and vocational skills.

Career Connections 2018 Success Story  

FINANCE - CAREER CONNECTIONS
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• Introduced “Panel Discussions” 
as part of the rotation of monthly 
group events.  Next to the mock 
interview events, the panels were 
the most popular monthly events  
of 2018.

• Hosted “First Impressions” an 
event that included presentations 
on wardrobe, hair/makeup, body 
language and etiquette, and a  

panel discussion on artificial  
intelligence (AI) and its  
present/future roles in hiring talent. 

• Expanded length of weekly  
LinkedIn Workshops, meeting job 
seekers’ needs. 

• Built brand awareness through 
deepening ties with existing referral 
partners and adding new ones 
through visibility in the community, 

in person and online.  
• Grew volunteers to nearly 100 

human resource professionals, 
recruiters, hiring officials,  
employment attorneys, etiquette 
and wardrobe consultants, social 
media and library experts, financial 
planners, executive coaches and 
non-profit executives. 

• The Center Director was the sole 
blogger on job search for Goodwill 
Industries International’s website 
and presented on one of Goodwill 
Industries International’s webinars.

PROFESSIONAL CENTER

SERVED IMPACTOUTPUTS

• Attendance at Professional Events 
• Receipt of Career Coaching
• Placed in Employment; Full or Part Time

2017: 410
2018: 454

2017: 53.95%
2018: 54.41%

2017: 967 (Incl. 107 placed)
2018: 978 (Incl. 63 placed)

2018 OUTPUTS:

Program Description and Location:

IMPACT:
• Percentage of individuals captured as  

“Placed in Employment” that got a job  
at or above twice the individual living  
wage for the county in which they live.

The Professional Center by Goodwill addresses the needs of the unemployed professional-level job seeker (professional  
defined by education and/or work experience) and those needing to transition career fields due to downsizing and/or  
changes in labor market trends. The Center addresses many of the concerns faced by the long-term unemployed, young  
professionals (recent college graduates), and veterans transitioning to civilian careers. The Professional Center is located  
at the Forsyth County Workforce Development Center.

Professional Center 2018 Highlights

• Continued to see a rise in the percentage of employed 
clients. When the program started in 2012, almost 100% 
of new clients were unemployed. In 2018, 25-30% of 
clients were employed.  

• Noted that companies took longer to make final hiring 

decisions and increased the use of video interviewing, 
online written interviews, and in-person panel interviews.

• Tech is in and 2018 presented clients in need of some 
re-tooling to enter the workplace; typically, adding some 
technical skills as the job they had now required new 
skills.

• Saw an increased need for soft skills; modifying  
behaviors and attitudes.

Professional Center 2018 Trends
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At Goodwill, Meredith worked with 
the Professional Center staff to help 
her transition from a career in retail to 
recruiting and talent acquisition. Staff 
worked with Meredith to revise her  
resume with redesigned formatting 
and language that would appeal  
directly to recruiters. Meredith  
learned the ins and outs of LinkedIn,  
updating her page to one that 
popped for recruiters. Goodwill staff 
helped Meredith with networking and 

supplied her with potential positions. 
Within 3 weeks of coming to Goodwill, 
Meredith had a temporary recruiting 

position and a few weeks later, after a 
referral from the Professional Center, 
Meredith found the “perfect job for 
the next step in my career”, working 
for Allegacy Credit Union as a Junior 
Recruiter at twice the living wage for 
where she lives. Through Goodwill, 
Meredith gained more than just a new 
career and a job she loves with solid 
growth potential, she also gained skills 
and confidence in herself and her  
vocational abilities.

Professional Center 2018 Success Story  

Meredith was trying 
to change careers, but 
didn’t know how to 
proceed; she was new 
to area and didn’t have 
a network in place. 

FINANCE - PROFESSIONAL CENTER / PROSPERITY CENTER

PROSPERITY CENTER
Program Description and Location:
The Prosperity Center offers free, personalized services to individuals and families who are ready to commit to a goal of 
reaching financial stability. The Center operates under a three-pronged approach of improving earned income, realizing 
available work support income, and managing all income. The Center is relationship based with staff meeting individuals 
where they are on their journey to financial stability. Participants go through an orientation with financial and vocational 
staff, participate in financial coaching, and have access to sessions on asset building, debt reduction, budgeting, and good 
use of credit. In addition, they must show competency in vocational skills including resume writing, online application 
completion and interviewing. As needed, participants receive training in resume writing, applications, networking, and in-
terviewing skills and may receive career coaching, skills assessments, referral to training programs and/or other community 
services. The Center is located on the Waughtown Goodwill Campus. 

The Prosperity Center has four impacts due to partial funding from a United Way grant with its own mandated outputs 
and impacts.  

Outputs reflect the four impact areas that the Center addresses under the United Way umbrella of Financial Stability. 
The four impact areas and corresponding outputs are in the table below. Goodwill uses the employment impact  
in monthly Goodwill Output/Impact Reports with the other United Way outputs captured under the general output 
category. 

Prosperity Center Outputs: 

SERVED IMPACTOUTPUTS

2017: 1,600
2018: 1,755

2017: 78.87%
2018: 47.41%

2017: 473 (Incl. 73 placed)
2018: 425 (Incl. 115 placed)

IMPACT:
• Percentage of individuals captured as “Placed in Employment” that got a job at or above the individual 

living wage for the county in which they live, and/or got a job with benefits. 
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Goodwill’s Prosperity Center staff 
worked with Abdiel starting in 2016.  
Staff spent a lot of time getting to 
know him and he finally joined par-
ticipated in a Getting Ahead work-
shop that helps individuals in or near 
poverty identify and utilize community 
resources, find a voice, build their net-
work and find their way out of poverty. 
For the first 9 weeks of the 16-week 
program, Abdiel never said a word. 
Fast forward to the end of 2018. After 
completing his GED in 2018, Abdiel 
enrolled at Forsyth Tech to learn 
about computers. He has moved into 
an apartment that he shares with his 
brother and is working while going to 
school. Although he had several starts 
and stops along the way, Abdiel never 
gave up. If you meet him he now walks 
standing a little taller, he makes eye 
contact more often when you speak to 
him, and if you don’t blink, he might 

even flash a smile at you.  His self-con-
fidence has grown and he has found 
his voice. Most important; he knows 
where he wants to go and keeps 
showing up for his life.

• Completed first full year of Pros-
perity Path programming; resulting 
in provision of tailored vocational 
and financial services to over 300 
participants. 

• Graduated fifth Getting Ahead 
class; these 7 participants were 
able to meet with the City  
Manager or we offered more  

opportunities to become  
active members of the community 
governing process. In addition, 
adding the City Manager to the 
resource partners that address  
the class established a new  
partnership for the Center  
and a deeper relationship 
between the city and  

Goodwill as a whole.
• The Center was the second  

largest VITA site in Forsyth County 
in 2018, providing 500 individuals 
with no-cost tax preparation.

• Two Center staff completed their 
Global Career Readiness  
Certification, resulting in all  
full-time vocational staff at the 
Center having this internationally 
recognized certification. 

Prosperity Center 2018 Highlights

FINANCE - PROSPERITY CENTER

Abdiel didn’t have a High School Diploma 
or GED; didn’t know what he wanted to 
do in life; rarely spoke, never made eye 
contact.

Prosperity Center 2018 Success Story  

• The Center saw a great increase 
in placed numbers in 2018;  
up 57% from 2017. 

• Saw an increase in professional  
job seekers.

Prosperity Center 
2018 Trends

IMPACT AREA EMPLOYMENT: CREDIT: SAVINGS: ASSET BUILDING:

OUTPUTS

Percentage of individuals 
placed in living wage jobs 
and/or jobs with benefits.

Got a job/ better job… 
Increased income (earned 
and/or through work sup-
ports)… Retained job for 6 

and/or 12 months.

Percentage of individuals  
working with a counselor 

who improve credit score to 
a level in which credit is more 

affordable.

Paying bills on time…  
Reduced debt and/or paid off 
debt… Credit score improved. 

Percentage of individuals 
enrolled with savings  

of $300 or more.

Set short/long-term savings 
goals…  Started a savings 

mechanism… Saving  
regularly.

Percentage of individuals 
meeting regularly with  

a counselor who purchase 
an asset.

Set asset building goals… 
Contributing regularly  

to asset plan.
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• Goodwill NWNC was one of a 
handful of Goodwills invited to 
apply for Operation: GoodJobs III 
through Goodwill Industries  
International and the Walmart 
Foundation and received funding 
request.

• Hosted Operation: GoodJobs 
Learn and Lead training event for 
all Goodwills who served veterans 
under the Operation GoodJobs 
Walmart grant. 

• Based on program achievement, 
received funding from USAA.

• Winston District hosted three  
Veterans Claims Clinics, serving 
1,047 individuals and hosted a  

veterans’ workshop and job fair  
in conjunction with NCWorks. 

• Winston hosted “Vet TalkX”,  
where veterans shared their stories. 
The event was attended by 75  
individuals and streamed live on 
Facebook.    

• Asheville staff built new  
partnerships in support of veteran 
services, including Steadfast House  
Homeless Shelter, Veterans  
Restoration Quarters, ABCCM 
Housing and Employment  
Specialists, NC Serves Western, 
Charles George Veterans  
Administration, and AAAC Arts  
and Wellness Program.  

• Wilkes staff assisted with organizing 
a large community partner veterans 
and jobseekers fair in May, with 41 
employers and 155 attendees. 

• Salisbury staff volunteered monthly 
at the Veterans Coffee events at 
Richard Childress Racing and held 
a Veterans Appreciation Day in 
November in Lexington. 

• Salisbury staff continued the  
collaboration of V.I.E.W. (Veteran 
Intake & Employment Workshop) 
with the VA Medical Center in  
Salisbury, serving 80 veterans in 
2018. These veterans then went 
through Compensated Work 
Therapy, a Vocational Rehabilitation 
Program whose goal is to match 
and support work ready veterans 
with jobs. 

VETERANS SERVICES

SERVED IMPACTOUTPUTS

• Job Readiness Training  
• Credentials obtained 
• Placed in Employment; Full or Part Time
• Employment Retentions at 90, 180 and 360 days
• Increase in compensation

2017: 654
2018: 801

2017: 43.59%
2018: 51.00%

2017: 693 (Incl. 143 placed)
2018: 767 (Incl. 149 placed)

2018 OUTPUTS:

Program Description and Locations:

IMPACT:
• Percentage of individuals who obtain a minimum 

of living wage for the county in which they live 
through employment, accessing veterans’  
services or a combination of both.  

Veterans Services connects veterans and military families with the tools and resources they need. In late 2013, Goodwill  
and the Walmart Foundation collaborated in Operation: GoodJobs (OGJ) in Forsyth County. This national program helps  
veterans and their families find meaningful work and gain financial stability. OGJ provides tools and resources needed to 
achieve educational, career and financial goals. Over the years, this component of Veterans Services has spread to include 
Goodwill’s entire NWNC service area. During 2018, Veterans Services provided services in  Buncombe, Caldwell, Catawba, 
Davidson, Forsyth, Rowan and Wilkes Counties.

Veterans Services 2018 Highlights

Veterans Services is supported, in part, by a grant from the Walmart Foundation called Operation: GoodJobs. The grant  
has five milestones: Credentialing; Individual Career and Financial Plans (not captured as an output for Goodwill); Job  
Placements; and Job Retention at 6 and 12 months.



24

Travis came to Goodwill as a referral 
from NC Serves. He was working  
at KFC as an Assistant Manager.  
At Goodwill, Kevin worked with  
Veterans Services, initially getting help 
in coordinating a transfer to a KFC 
closer to where his family was staying 
to eliminate his long commute time. 
Staff coached Travis about career- im-
proving moves that were available in-
cluding one with Waffle House. Initially 
hesitant, Travis finally did a trial week-
end with Waffle House and was im-
mediately offered a job as Restaurant 
Unit Manager at $40,000. On his first 
day of work, Waffle House deposited 
$14,000 into stock options for him and 
after 31 days of employment, Travis 

became eligible for health insurance 
and paid vacation. His pay increased 
to $45,000 annually after his  
three-month training and he is now 
eligible for frequent bonuses, which 
could increase his annual salary to 
$58,000 - $62,000. Since working with 
Waffle House, Travis has been able 
to buy a home for his family. Through 
working with Goodwill’s Veterans  
Services, Travis was able to get his life 
back on track, going from a job 
to a career with great growth  
potential and from being homeless to 
purchasing a home. Most of all, Travis 
gained back trust in himself, and is 
happy with his career and the changes 
in his family’s life.

• Saw an increase in homeless or transitional housing 
veterans served as well as an increase in veterans who 

suffer from PTSD or Substance Abuse Disorder; both 
may render the veteran not work ready without first 
addressing those issues.

• Staff noted an increase in claims assistance requests. 
• Continued to have a challenge recruiting  

female veterans. 

Veterans Services 2018 Trends

FINANCE - VETERANS SERVICES

Travis drove 45 minutes a day to a job that 
didn’t provide enough for his family’s needs; 
had lost their home.  

Veterans Services 2018 Success Story  
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EDUCATION
SKILLS 
TRAINING

ACCESS CENTER  
ADULT HIGH SCHOOL

SERVED

IMPACT

OUTPUTS

SKILLS TRAINING

• Skills Completion
• Credentialing
• Stacking Credentials
• Placed in Employment: Full or Part Time

2017: 6,596
2018: 6,230

2017: 66.93%
2018: 84.44%

2017: 9,243 (Incl. 433 Placed)
2018: 9,964 (Incl. 428 Placed)

2018 OUTPUTS:

Goodwill provides an array of targeted skills training programs, largely in partnership with the community college system. 
These short-term programs train students to become employable in high demand fields such as healthcare, customer service 
and hospitality industries, trades skills such as welding, office technology, culinary, professional truck driver training and many 
others. Students may also choose to take stackable credentials in some locations so that they can enter the workforce with 
one credential and add training or credentials to their career track while working. 
 
Skills Training classes are offered in Buncombe, Catawba, Davidson, Forsyth, Haywood, Henderson, Iredell, and Rowan Coun-
ties. 

Many of Goodwill’s participants do not have the financial means to get the skills training they need for in-demand jobs in their 
communities. This is where Goodwill steps in with participant scholarships. To be eligible to receive scholarship funds, partici-
pants must pass a drug test, a background check if the position requires, and take an assessment to make sure their education 
level matches that required for the class. Goodwill’s annual golf tournament funds the majority of the scholarships. In 2018, 
participants were awarded a total of $127,340. An additional $3,652 in scholarships for school fees and testing was awarded to 
veterans through Operation: GoodJobs and USAA dollars.

IMPACT:
• Percentage of individuals who find employment 

related to their skills training within a year of skills 
training completion. 

Program Description and Locations:

SCHOLARSHIPS AWARDED BY OCCUPATIONAL FIELD

OCCUPATION                                  2017                                   2018

Admissions $3,844 $4,385

Administrative $6,930 $6,870

Call Center $8,140 $3,700

Construction $4,080 $185

Education - $2,529

Facility Services $4,060 $3,215

Food Service $5,005 $3,119

Healthcare $22,918 $12,199

Hospitality $705 $140

Logistics $40,525 $84,850

Manufacturing $4,639 $5,148

Security Services $800 $1,000

TOTAL $101,646 $127,340
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• With the labor market 
improving in 2018, it was 
more difficult to fill classes.

• Notable increase in  
employer-provided,  
post-hire training. 

• Healthcare training  
continued to be a need 
across the territory; CNA 
wages increased as  
demand increased.

• The need for Professional 
Truck Driver training  
continued with graduates 
quickly finding jobs.

EDUCATION - SKILLS TRAINING / ACCESS CENTER ADULT HIGH SCHOOL

Skills Training 2018 Success Story  

At Goodwill Melanie received a full 
scholarship to attend a Customer  
Relations/Call Center class. She 
gained assistance creating a resume 
that highlighted her new skills and 
learned about networking on LinkedIn 
to market herself. The class exposed 
her to employers, including YRC 
Freight who hired her as a customer 
service representative upon her  
graduation. Melanie found  
help for her daughter and her  
transition to middle school through  

Crosby Scholars,  
a Goodwill affiliate 
who works with  

students to help them find their way 
academically. Goodwill provided the 
tools and resources needed to  
support Melanie in working through 

her barriers to employment as well as 
assisting her daughter. Almost 4 years 
later, Melanie still works at YRC at a 
full-time job with benefits, earning 
above living wage, steadily  
progressing within her job,  
and receiving pay increases. 

Melanie experienced her first job loss in 2015; had a degree, but 
couldn’t find work that fit her skills; didn’t have a workable resume 
and didn’t know how to market herself; had a daughter who was 
diagnosed as high-functioning autistic who was about to transition 
to middle school and needed help.

ACCESS CENTER ADULT HIGH SCHOOL

• Completion of Skills Training
• Enrolled in Post-Secondary Education 
• Placed in Employment: Full or Part Time

2018 OUTPUTS: IMPACT:
• Percentage of individuals served that completed 

their Adult High School Diploma.

Program Description and Location:
In February 2014, Goodwill and Forsyth Technical Community College began the Access Center Adult High School as a 
partnership. The goal of the program is to help adults (18+) who had previously dropped out of high school be able to 
earn their high school diploma while gaining a career credential at the same time. This is achieved through a collaboration 
of three key principles, which involve educating, equipping and encouraging. 

• Added Core Lab Skills  
Training at Innovation Quarter, 
helping students get the skills 
needed for entry-level jobs with 
companies in the Quarter.

• Empower, an 8-week intensive 
training for software  
development graduated  
20 students in 2018; these  
individuals started jobs  
making $45,000 annually.

• The Unarmed Security class had 
a near 100% placement rate in 
2018.

• Partnered with Catholic  

Charities to offer Interpreting  
to introduce the Hispanic  
community to skills training.

• Offered Personal Care Assistant 
for ComForCare, which led 
to employment opportunities 
with ComForCare and started 
students on the pathway  
to nursing. 

• Employers continued to report 
that better communication  
and soft skills were needed,  
resulting in the addition of 
“Work Smarter.

Skills Training 2018 Highlights Skills Training 2018 Trends
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• Access Center had 22 students who completed high 
school diplomas in 2018, the most in program history!

• Eight program participants enrolled in further  
education programs with six in community college  
and two in cosmetology. 

• The relationship with Forsyth Technical  
Community College strengthened as the entire Adult 
High School Program moved to Goodwill, which 
increased awareness, enrollments and improved the 
overall experience for the students. 

• The program saw 55 new students enroll during the fall 
2018 semester; the highest fall enrollments since the 
Access Center started. 

• In total, 67 new students enrolled in 2018 and 119 
students received services. 

• Access Center Adult High School continued to be 
a female dominated program; serving 90 women 
and 29 men, with 18 of the women and 4 of the men 
completing their work and graduating in 2018.

• Students who graduated in 2018 continued the trend 

of primarily working on their studies from home, 
although six of the 22 graduates depended heavily 
on the labs in order to get the support they needed 
to graduate. 

• Continuing the trend that starting in 2014, nursing 
classes continued to be the top pick for skills training 
with Welding and Customer Relations/Call Center 
classes also being strong.

EDUCATION -  ACCESS CENTER ADULT HIGH SCHOOL

Access Center 2018 Success Story  

Access Center 2018 Highlights

Access Center 2018 Trends

SERVED IMPACTOUTPUTS

2017: 76
2018: 119

2017: 53.57%
2018: 78.57%

2017: 100 (Incl. 14 Placed)
2018: 104 (Incl. 16 Placed)

Mario came to the Access 
Center at Goodwill in 2017. 
He had a work history that 
included construction and 
hospitality where he had 
skills in reception and sales.  
Access Center staff reviewed 
his skills, aptitude and atti-
tude and suggested that he 
take a Customer Relations/
Call Center class to build on 
his past customer service 
skills learned in the hotel 
industry. By the end of the 
class, three companies were 
talking with Mario about 
positions. He discussed his 
options with his career coach 
and chose to go with CCi, 
which offered good pay, 

huge growth potential,  
and a working environment  
that was a great fit for his  
personality. Mario took the 
job, completed his high 
school diploma in May 2018, 
and has enrolled at Forsyth 
Technical Community  
College. Mario took his  
vocational training to heart 
and has already received 
several promotions with pay 
raises from CCi. According 
to Mario, “CCi is an amazing 
company to work for. It is 
the best job I have ever had! 
Working at CCi has given me 
the opportunity to support 
myself and pursue further 
education.”

Mario’s parents divorced and he moved to Mexico with 
his mom; thought he had finished high school and was 
working his way up in the hotel industry when he decided 
to move back to the US for post-secondary education; 
found out he lacked 4.5 credits to complete high school;  
couldn’t find a job comparable to what had and he needed 
to finish high school. 
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SKILLS TRAINING

LIFE SKILLS / SELF SUFFICIENCY
YOUTH SERVICES ABILITY SERVICES  

& COMMUNITY ACCESS

Goodwill provides an array of youth services, primarily for youth between the ages of 13-24 although longer-term follow-up 
services may occur at a later age. The services help youth and young adults achieve their goals in education, employment, 
and life skills. Youth may be on an educational or a vocational path; however, all receive coaching and training around life 
skills, which is why these programs fall in the Life Skills impact category. The programs provide many services and include 
methods for overcoming barriers, as well as case management to facilitate the achievement of goals. Workforce Investment 
Opportunity Act (WIOA) funded youth programs consist of NextGen, a partnership with the Northwest Piedmont Workforce 
Board, and Reset, a partnership with Mountain Area Workforce Development Board. A Goodwill funded program, OneLife, 
works in conjunction with the school system and targets youth who are at risk of falling into behaviors that could negatively  
affect high school graduation, and successful transition into adulthood. Another Goodwill funded program, Youth  
Connections, serves the unmet needs of out of school youth. LINKS, provides services for Buncombe County youth aged 14 
through 18 who are in foster care or getting ready to transition out of foster care. The initiative helps young adults improve  
their outcomes around the following focus areas: Education; Employment; Permanency; Transportation; Housing; Financial  
Capacity; Physical & Mental Health; and Social Capital through mentoring, resource development and referral, training,  
and coaching. 

In 2018, youth services were provided in Buncombe County (OneLife, Reset, LINKS), Davidson County (Youth Connections); 
Caswell *, Davie, Forsyth, Rockingham*, Stokes, Surry, and Yadkin Counties (NextGen); and new in 2018, Transylvania County 
(NextGen). 
* Served in partnership with Goodwill Industries of Central North Carolina, Inc.

IMPACT:
• Percentage of youth who complete  

the goal(s) outlined in their Individual Program  
or Career Plan upon exit or review of plan goals.  

Program Description and Locations:

YOUTH SERVICES

ATTENDING  
HIGH SCHOOL

RECEIPT OF HIGH SCHOOL 
DIPLOMA OR HSE (GED)

CREDENTIALING MEASUREABLE  
SKILLS GAIN

ENROLLED IN 
POST-SECONDARY 
EDUCATION

COMPLETION: FINANCIAL  
READINESS TRAINING

COMPLETION: JOB 
READINESS TRAINING

COMPLETION:  
SKILLS TRAINING

CAREER COACHING PLACED IN EMPLOYMENT: 
FULL OR PART TIME

EMPLOYMENT  
RETENTION: 90,  
180, AND 360 DAYS

INCREASE 
IN COMPENSATION

COMPLETION OF 
CASEY LIFE SKILLS 
ASSESSMENT

ASSET PURCHASE

HOUSING TRANSPORTATION

2018 OUTPUTS:
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• Youth successfully earning their High School  
Equivalency increased in 2018.  

• Students showed an increased interest in the medical 
field, forensics, and trades.

• More students interested in short-term training. 

• Increased interest in auxiliary programs such as Teen 
Leadership Academy and Goodwill Adventure Program. 

• Providing transportation assistance showed an uptake 
in the success rate of participants completing training 
goals

• Referrals to youth programming increased due to 
working more in-depth with administrative staff at the 
schools and with community partners.

SERVED IMPACTOUTPUTS

2017: 1,188
2018: 1,195

2017: 97.11%
2018: 85.17%

2017: 1,309 (Incl. 185 Placed)
2018: 1,076 (Incl. 162 Placed)

LIFE SKILLS / SELF SUFFICIENCY -  YOUTH SERVICES

LINKS programs 
   •  Offered two, 6-week Financial Literacy courses in   
       partnership with State Employees Credit Union, with  
       12 graduates.
   •  Increased the average number of attendees at  
       monthly ECHO meetings by 25%. These meetings are 
       designed to provide life skills training and discussion  
       in areas including pregnancy prevention and financial  
       literacy. 
   •  Worked with community organizations to provide           
       increased and enhanced support for area’s foster   
       youth, including: Youth Villages, Guardian ad Litem,     
       House of Insurance, Biltmore Church, State  
       Employees Credit Union, Green Opportunities, and         
       Asheville-Buncombe Technical College (AB Tech). 

NextGen 
   •  Expanded program services to Transylvania County in        
       2018, bringing the out of school youth program to        
       serving nine counties regionally. 
   •  Assisted two students in graduating from AB Tech          
       with their Associates Degrees. 
OneLife 
   •  Offered at two new schools: Madison High School        
       and T. C. Roberson High School.
   •  Developed new internship partnerships with PFA
       Architects, ASA Incorporated, and Eliada Homes.
       Developed and implemented online applications      
       and online feedback forms for participants and  
       business partners.
Youth Services 
  •  Organized Real World, a financial literacy simulation   
      event utilizing over 100 volunteers from local 
      businesses who staffed the event, which 375 youth    
      attended.

Youth Services 2018 Highlights

Youth Services 2018 Trends

Ebony started working with Goodwill’s 
NextGen program in 2016. Over the 
next two years while with Goodwill,  
she completed her GED summer 2018,  
and was a student speaker at the  
graduation ceremony. Ebony  
participated in a workplace  
experience with Care Partners  
assisting with the Adult Day Program 
for adults with disabilities to get a 
jump-start on her goal of pursuing  
a career in the medical field. She  

successfully completed Certified Nurse 
Assistant training, passing her state  
exams in fall 2018. Along the way,  
Ebony participated in vocational  
training. She excelled in her work  
experience and Core Partners hired 
her as a permanent staff member.  
Not one to stop, Ebony has plans  
to pursue Phlebotomy and a two-year 
degree to continue on a professional 
career path allowing her to provide  
for herself and her daughter.

Youth Services 2018 Success Story  

Ebony dropped out of high school when she was eight months pregnant
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LIFE SKILLS / SELF SUFFICIENCY -  ABILITY SERVICES

SKILLS TRAINING

The Ability Services program provides skill development, career and life skills assistance, educational and career services to 
persons with disabilities. Agencies such as Vocational Rehabilitation and Goodwill’s Veterans Services refer individuals to this 
program. Individuals may also self-refer and enroll in services without a referral agency. The program is very individualized 
and addresses the unique goals of each individual. The impact for this program is attainment of goal(s) as outlined in a  
person’s individual plan and includes services such as comprehensive vocational evaluation, work adjustment, job coaching, 
and community based assessments. The impact measure is based on individuals who are seeking jobs through programming. 
The Ability Services program umbrella also includes Goodwill’s Community Access programs that provide day habilitation  
services in Buncombe and Catawba Counties. In addition, staff provides outreach services in Alexander and Caldwell  
Counties. Ability Services Programs served 316 in 2018, down from 337 individuals in 2017 and included individuals served  
in Community Access, and Life Enrichment. 

Program Description and Locations:

ABILITY SERVICES

• Skill Development as outlined in the individual’s plan
• Employment goal as outlined in the individual’s plan

2018 OUTPUTS: IMPACT:
• Percentage of job-seeking individuals  

with disabilities who obtained employment. 

SERVED IMPACTOUTPUTS

2017: 337
2018: 316

2017: 25.30%
2018: 14.91%

2017: 951 (Incl. 66 Placed)
2018: 851 (Incl. 54 Placed)

• Focused on strengthening and developing new  
partnerships to increase referrals and improve  
services including Catawba County Chamber of  
Commerce; Safe Harbor Rescue Mission; Pace at 
Home (business partner), and Victory Lane (DVR  
employer partner). 

• Held networking events/activities including Joy Prom, 
Newton Corner Table Food Drive, Catawba County 
Backpack Program, Operation Christmas Child,  
weekly Leads Groups Meetings, Catawba County 
Transitional Fair, annual Partners Benefit Training,  
staff held monthly Community Days  
at Goodwill retail stores, and Lunch Buddy  
at Newton-Conover Middle School. 

• Conover staff partnered with Catawba Valley  
Community College for “Education Matters”,  
conducting mock interviews for over 300  

high school students.
• Lowe’s Food of Bethlehem (Hickory District)  

was named “Employer of the Year”. 
• Abilities added “The Extension Program” in  

partnership with Newton-Conover High School  
for young adults graduating with a certificate of  
completion to train in independent living skills. 

• Ability Services participant, Casey Schading,  
was chosen as Graduate of the Year.

• Community Access/Day Supports had participants 
out in the community on a daily basis, including  
outings to Elida Corn Maze, Old Granddad’s  
Pumpkin Patch and Apple Orchard, News 13 WLOS, 
Vance Museum, LaZoom Comedy Tour, Tourist  
Education Day Games, Special Olympics and Fire 
it Up Pottery, with recurring weekly outings to the 
YWCA and to Sky Lanes. 

• Day Supports participants also participated in bus 
training and shopping training (Mission Rescue  
Thrift Store), and delivered brownies to Goodwill  
employees at attended donations centers and  
the retail stores. 

Community Access &
Ability Services 2018 Highlights
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LIFE SKILLS / SELF SUFFICIENCY -  ABILITY SERVICES

• Ability Services saw an increase in multiple  
diagnosis on referral forms; in the past, referrals  
tended to have single or dual diagnoses, in 2018  
that rose to 3-5. 

• Increased parental/guardian involvement for school 
age caseloads coming from Department of Vocational 
Rehabilitation. 

• Abilities Program experienced less family involvement 
due to no family, lack of family, and/or a poor support 
system.

• Employers in Catawba County were more willing to 
hire participants with disabilities.

• Increased services for individuals who were deaf/hard 
of hearing. 

• The Asheville population was significantly younger 
than in previous years, and some of the program’s 
older participants passed away.

• Community Access experienced challenges in 
psychological evaluation requirements for consumers. 

Community Access &  
Ability Services 2018 Trends

Ability Services 2018 Success Story  

At Goodwill, Roger received the  
opportunity to work with and interact 
with others. Staff worked with him  
to set goals, one of which was  
communicating with staff and others. 
Over the past two years, Roger has 
gone from single words and/or head 
gestures as responses to speaking  
in complete sentences and asking  
questions. He has improved his  
literacy skills, is more comfortable  
in approaching others to have  
conversations, and will initiate  
a conversation. He learned  

independent living skills such as how  
to navigate the grocery store to find  
the things he needs. Roger now  
participants in independent living 
skills activities, prevocational and 
vocational activities, and enjoys  
community integration activities.  
He enjoys exploring the area he lives 
in and loves visiting his local Walmart. 
He has had new experiences such as 
going to the movies, eating out at 
different places, enjoying local  
attractions, and volunteering to help 
the community. 

Roger: Diagnosis of autism and constant cognitive impairments due to trauma at birth; 
no independent living skills.; did not work or attend school; had a hard time holding a 
conversation
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LOWERING RECIDIVISM
PROJECT RE-ENTRY

SKILLS TRAINING

Project Re-entry, provided in partnership with Piedmont Triad Regional Partnership, provides transition services for  
former offenders returning to the community after serving active prison sentences. The program works through a system  
of pre-release classes and post release services to offer employment and training opportunities to help former offenders  
find jobs and become productive members of the community. Re-entry provides services in Buncombe, Caldwell, Catawba,  
Davidson, Davie, Forsyth, Iredell, Rowan, Stokes, Surry, Wilkes and Yadkin counties. Staff also provide pre-release services  
in Alexander and McDowell Counties.

Program Description and Locations:

PROJECT RE-ENTRY

• Completion of Pre-Release Classes
• Obtained Employment: Full or Part-Time

2018 OUTPUTS: IMPACT:
• Reducing th percentage of individuals who  

are re-incarcerated within 2 years of release.

SERVED IMPACTOUTPUTS

2017: 1,948
2018: 2,113

2017: 14.91%
2018: 18.52%*

2017: 1,992 (Incl. 510 Placed)
2018: 2,265 (Incl. 537 Placed)

• Project Family and Piney Grove Baptist Church gave 
families affected by incarceration a day to have fun. 
The event, held during the summer, provided games 
for all ages, basketball, food, fellowship and school 
supplies for all the children.  

• Project Re-entry and Angel Tree Ministries  
collaborated with local organizations/churches  
to provide gifts to 79 children on behalf of their  
incarcerated parent(s) at Christmas. 

• Increased engagement with different Reentry  
Councils across the state, including Forsyth and  

Buncombe Counties and staff helped organize  
a Henderson County Reentry Council.

• In partnership with Piedmont Triad Regional  
Council Criminal Justice Department, added  
Recidivism Reduction Services in Davie, Rowan,  
Surry and Wilkes Counties, serving 442 individuals.

• Expanded services and workshops to include local 
detention centers, serving more than 80 individuals 
and strengthening the opportunity to assist 
individuals who are justice involved.

• Hosted a Business Advisory Council meeting in  
Forsyth County that included a panel of former  
offenders who answered questions and discussed 
transition and services available to the justice involved.

Project Re-entry 2018 Highlights

* Per the NC Sentencing and Policy Advisory Commission, the latest published state recidivism rate is 32%, which  
includes individuals re-incarcerated not due to a new conviction. Project Re-entry’s recidivism rate of 18.52% includes 
those re-incarcerated without a new conviction. The recidivism rate for Project Re-entry participants who recidivated  
with a new conviction was 12.7% in 2018. 
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LOWERING RECIDIVISM -  PROJECT RE-ENTRY

• Decreased numbers of offenders released in  
Project Re-entry counties. To reach more people, 
Re-entry increased presence in facilities. 

• Experienced a drop in the number of post-release only 
services from 618 in 2017 to 461 in 2018.

• Staff saw a shift from finding employment to  
maintaining employment as the main employment 

issue. To address this trend, staff increased  
soft skills training and case management. 

• Employers continued to grow more interested in 
discussing changing or modifying policies around 
backgrounds. 

• Saw an increase in prisons requesting pre-release 
services and many of those incarcerated asked for 
transfers from their current prison to one of the 
 prisons with pre-release classes.

Project Re-entry 2018 Trends

Project Re-entry 2018 Success Story  

Through Goodwill, Sharon became 
involved in the Buncombe County  
Reentry Council and was a key speaker 
during their reentry week in spring, 
2018. She completed Goodwill’s job 
readiness training and developed 
needed work job skills which quickly 
led to a job at the Aloft Hotel,  
receiving a promotion after just a few 
weeks. Staff helped Sharon improve 

her access to health services and 
provided financial readiness training 
so Sharon would be able to handle her 
finances. With a strong support system 
behind her, Sharon stays focused 
on her recovery and being actively 
engaged with the community, hoping 
to one day become a Peer Support 
Specialist. 

Sharon: Served five years in prison due to a life of crime and addiction; had good family 
support but lacked financial and job skills, access to health care, and housing outside of a 
transitional home. 
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Asheville District
Asheville-Buncombe Technical Community College  
Haywood Community College
Blue Ridge Community College     
Charles George VA Hospital
ABCCM-Asheville Buncombe Community Christian Ministries   
Veterans Restoration Quarters
United Way of Buncombe County     
All Souls Counseling 
Buncombe County High School     
Madison County High School
Asheville City Schools       
Council on Aging 
Henderson County Chamber of Commerce    
RHA Behavioral Health Services
Vaya Health (Mental Health)     

Asheville Chamber of Commerce 
Haywood County Chamber of Commerce    
Literacy Council 
Explore Asheville Convention & Visitors Bureau    
Haywood Pathways Center
YWCA of Asheville       
Buncombe County Reentry Council 
Detention Center-Buncombe & Henderson Counties   
Land of Sky Regional Council
Mountain Area Workforce Development Board    
TransTech, Inc. (training partner)
Buncombe County Health & Human Services   
Transylvania County Schools
Department of Corrections-Buncombe County    
NCServes-Western

Salisbury District
W. G. (Bill) Hefner VA Medical Center    
NCWorks
Rowan Helping Ministries (Homeless Shelter)   
Rowan Cabarrus Community College       
Centralina Workforce Development (ResCare)    
Surry Community College
NC Department of Vocational Rehabilitation    
NC Department of Social Services
Surry County Veterans Services                     
Wilkes Community College 
High Country Workforce Development Board   
United Way of Wilkes County
Wilkes County Veterans Service                    

Surry Community College
NCDPS Community Corrections, Wilkes County    
Wilkes Correctional Center
NCDPS Community Corrections, Surry County   
Appalachian State University
Northwest Regional Housing Authority    
Wilkes County Health Department
YVEDDI, Surry County (transportation service)   
Lexington City Schools
Surry County Economic Development Partnership                  
Project Safe Neighborhood
Davidson County Community College    
Chamber of Commerce

Winston District
The Adaptables, Inc. Center for Independent Living  
Department of Veterans Affairs
Dixie Classic Fair Grounds     
Experiment in Self Reliance
Financial Pathways of the Piedmont    
greeNest of Winston-Salem
Forsyth County Rapid Rehousing Collaborative   
iCan House
Goodwill Industries of Central North Carolina, Inc.   
NC Division of Prisons
Forsyth County Department of Social Services   
Forsyth Technical Community College
NC Division of Workforce Solutions    
NC Division of Services for the Blind
NC Division of Vocational Rehabilitation    
NC Serves

Piedmont Triad Regional Workforce Development Board  
NCWorks Career Centers
Piedmont Community College     
Piedmont Triad Apartment Association
Piedmont Triad Regional Council    
Rockingham Community College
Second Harvest Foodbank of Northwest North Carolina  
Stokes Community College
Surry Community College     
The Enrichment Center
Triad Veterans Coalition Treatment Court   
TransTech, Inc. (training partner)
United Way of Forsyth County     
Veterans Helping Veterans Heal
Winston-Salem Chamber of Commerce    
Winston-Salem Forsyth County Schools

Hickory District
Regional Housing Authorities (Alexander, Burke, Caldwell, Catawba) 
Catawba County Chamber of Commerce
Western Piedmont Council of Governments     
Statesville Chamber of Commerce
Centralina Workforce Development Board    
Mooresville Chamber of Commerce
Catawba County Community College    
Mitchell Community College
Western Piedmont Community College    
Marine Corp League
American Legion Posts; 65, 217, 401, 66    
Veterans of Foreign Wars (VFWs) 
Veterans Transition Advocacy Board    
Veterans Transitional Home
NC Departments of Vocational Rehabilitation (Statesville/Hickory) 
NCWorks, Catawba and Iredell Counties
Catawba County Economic Development Corporation  

Carolina Angler’s Team Trail
Backpack Program of Catawba County    
Cooperative Christian Ministries
Newton-Conover City Schools     
Catawba County Schools
Catawba County Science Center     
Sam’s Club
United Way of Catawba and Iredell Counties    
Adult Life
Devine Farms       
Harmony Baptist Church
Iredell Statesville Schools      
Statesville Housing Authority
VITA (no-cost tax preparation)     
Fifth Street Ministries 
Regional Police Departments (Hickory, Statesville, Mooresville,  
Troutman, Conover)

ADDENDUM A
Sampling of Service Partners by District 
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OUTPUT DEFINITIONS BY CATEGORY: Defined by number of individuals who ...

HOUSING Increased housing stability during the year

PERMANENCY
Reported establishment of an adult in their life that the foster/former foster  

youth will always be able to turn to for support

TRANSPORTATION
Improved their transportation situation from their first reported assessment  

or during programming

LIFE SKILLS ASSESSMENT Completed the Casey Life Skills Assessment; goal – 2X/calendar year of service.

COMPLETION HS DIPLOMA/ HSE (GED)/OR ADULT HS Received their High School Diploma/HSE (GED)/or Adult High School Diploma.

ENROLLED IN EDUCATION Enrolled in high school/GED/post-secondary education

CREDENTIALING
Completed a credentialed in-house skills training program or received a credential  

from a referral source during services

MEASURABLE SKILLS GAIN Reached education/training/work experience milestones

PRE-RELEASE GRADUATIONS
Completed pre-release sessions or number of individuals with early releases  

who completed all available sessions prior to release

SKILL DEVELOPMENT Obtained skills development as outlined in their individual plan

SKILLS COMPLETIONS Completed in-house skills training program to help them obtain employment

STACKING CREDENTIALS
Completed credentials that build skills in a skill area  

(i.e. medical field getting credentialed in PCA, CNA I, CNA II and Phlebotomy)

ASSET PURCHASE Purchased asset such as transportation, housing, banking product, technology

ASSET PLAN CONTRIBUTION Contributed regularly to their asset plan

SET ASSET BUILDING GOALS Set asset building goals with financial staff

IMPROVED CREDIT SCORE Achieved credit score improvement

DEBT MANAGEMENT Reduced debt issues and/or paid off debt

PAYING BILLS ON TIME Gained ability to pay their bills on time

$300 IN SAVINGS Reached $300 or more in savings

SAVING REGULARLY Saved regularly

STARTED SAVINGS Started a savings mechanism

SET SAVINGS GOALS Set written short/long term savings goals with staff

FINANCIAL READINESS Completed Financial Readiness Training

OBTAINED EMPLOYMENT Found employment, full or part time

EMPLOYMENT RETENTION Retained employment at 90, 180 and 360 days

INCREASE IN COMPENSATION
Increased income from initial reporting through an increase in wages  

or benefits or the addition of appropriate work supports

JOB READINESS TRAINING Completed Job Readiness Training

CAREER COACHING Completed individualized, in-person career coaching

PROFESSIONAL EVENTS Attended a minimum of 50% of Professional Center resource/training events
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