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CUSTOMER SATISFACTION SURVEY

TECHNICAL ASSISTANCE GUIDE

I.
BACKGROUND

The WIA Annual Performance Report will contain information on the progress of the State in exceeding negotiated levels of performance, including information on the levels of performance achieved by the State with respect to the core indicators of performance and the customer satisfaction indicators. This report is due by October 1st following the end of each program year.

States must use a prescribed telephone survey process for collecting customer satisfaction information from a specified minimum number of program participants and employers. The State has hired a single contractor, Clearwater Research, to collect customer satisfaction information statewide. 

There are two different surveys that must be conducted to determine customer satisfaction. This requires two universes for surveying: Participants, comprised primarily of job seekers using services funded under Title I-B of the Workforce Investment Act of 1998 (WIA); and Employers, comprised of those employers being provided services from One-Stop staff.

A. The potential respondent universe for the “participant” survey will include all of those individuals who are registered under Title I-B of the Workforce Investment Act and exit in any of the four quarters of the program year. Only individuals who have received services under Title I-B and have exited can be potential respondents. The survey will be conducted in all 50 states and 2 territories covered under the Act.

B. The potential respondent universe for the “employer” survey includes all of those individuals who receive a substantial service during any of the four quarters of the program year. The survey will be conducted in all 50 states and 2 territories covered

Both the employer and participant surveys include10 questions.  The first three questions are required by USDOL to ensure customer satisfaction comparability between states. Responses to these 3 required questions and the ACSI (American Customer Satisfaction Index) scores for Idaho are used to calculate the Customer Satisfaction performance rate.  ACSI is a proprietary product secured under contract by the U.S. Department of Labor to measure customer satisfaction. 

Both the Participant and Employer Customer Satisfaction Performance Measures are the weighted average (utilizing the ACSI equation) of ratings on each of the three required questions regarding overall satisfaction and are reported on a 0-100 point scale. The score is a weighted average, not a percentage. 

The federally mandated minimum response rate at the State level is 70% for both participant and employer surveys. The response rate is calculated as the number of respondents with complete customer satisfaction information divided by the total number in the sample. A survey is considered complete when the respondents for each of the 3 federally required questions provide valid answers. The contractor is required to take specific measures designed to achieve the 70% response rate.

II.
GENERAL GUIDELINES

The customer satisfaction contractor is responsible for contacting WIA exiters by telephone within 60 days after exit for completion of the customer satisfaction survey. The Customer Satisfaction contractor tells respondents that the survey is voluntary and that the information they provide will be kept confidential. 

III.
ASSURANCE OF CONFIDENTIALITY

The Department is responsible for protecting the confidentiality of the data and will maintain the data in accordance with all applicable Federal laws, with particular emphasis upon compliance with the provisions of the Privacy Act and the Freedom of Information Act.

Additionally, the sharing or release of information collected from program participants and employers must be protected in each State as governed by State law. States prohibit the disclosure of participant and employer identity, by name or information, unless specifically requested by the individual.

IV.
WHOSE RECORDS ARE SENT TO THE CONTRACTOR

Exiters - Federal regulations require inclusion of all Adult, Youth, and Dislocated Worker exiters in the customer satisfaction survey unless:  1) the individual is continuing in another WIA program, or, 2) the individual exited for one of the following reasons: institutionalized, health/medical, deceased, or reservist called to active duty who chooses not to return to WIA. If an individual continues in another WIA program, the record will be sent to the contractor after exit from all WIA programs.

Employers - OJT employer names and contact information are submitted for the customer satisfaction survey within 60 days after completion of the OJT. The names of contacts from Rapid Response events are also sent to the contractor at the completion of Rapid Response services.

V.
WHEN RECORDS ARE SENT TO/FROM THE CONTRACTOR

A file containing WIA exiter names, and alternate contact names, and telephone numbers is sent to the contractor on the first workday of each month. It is important that you data enter your exit information as soon as possible after the exit, but no later than the last day of the month so that you provide the maximum opportunity for contact with the participant.  At the time of exit, you should also ensure that you have updated the contact information, including new and alternate phone numbers, to enhance opportunities for contact. 

Survey responses gathered by the contractor during one month will be transmitted back to the designated Idaho Department of Commerce and Labor (IDCL) employee during the 1st week of the following month.

VI.
CONTRACTOR SURVEY ADMINISTRATION PROCESS

Upon receipt of the WIA employers and exiter names and telephone numbers (and alternate contact names and telephone numbers), the contractor will attempt to reach the exiters and employers by telephone a minimum of 8 times (though they average 16) at different times of the day, evening, and weekend, until contact is made or until the 60 day timeframe expires.

If the contact information provided to the contractor is not accurate, the contractor will notify the designated IDCL central office employee who will contact the case manager to obtain updated contact information. This information is then relayed back to the contractor.  If the exiter or employer cannot be accessed by telephone the case manager can request an identification code, which will allow the exiter or employer to call the contractor’s toll free number to complete the survey at their convenience. Contact must be made within 60 days of the exit date for the completed survey to be included in the performance measure.

VII.
CUSTOMER SATISFACTION REPORT

Customer Satisfaction survey information may be viewed in the WIA MIS. Once the log-in process is complete, the Customer Satisfaction Report is found by first clicking on “Reports” at the main menu. Then select “Customer Satisfaction” from the menu at the right. Choose the report parameters you desire by selecting the items from the drop down menus. To adhere to federal regulations regarding customer satisfaction survey confidentiality, the exiters’ Names/SSN’s are not included in the report.

Note:  When you run the report, check the overall ratings and comments. It will give you an insight into how favorable your clients perceive your front line providers and how productive and helpful your programs are.

VIII.
HOW TO ENSURE A MAXIMUM RESPONSE RATE

· "No contact" records may be avoided if up-to-date contact information is data-entered in the MIS at the time of exit /during follow-up and no later than the end of the exit month.

· Request your client call-in any personal and contact phone number changes they make until the follow-up period has expired.

· Refusals may be minimized if the client is well informed and reminded of the Customer Satisfaction Survey prior to exit.

· Note the Survey agreement is part of the application for enrollment into the WIA program. The statement at the bottom of the application should be explained to the client when they first enter the program, and again when they exit.

· Remind them that they will be getting a call from Clearwater sometime during the 60 days after their exit. The contractor will attempt contacts at various times of the day and on weekends.

· If you know the client cannot be reached by telephone, contact Jerry Riley, the WIA Program Specialist, to provide you with instructions for the client to call the contractor via a toll-free number to complete the survey. You can get the instructions from the designated IDCL employee.

IX.
CUSTOMER SATISFACTION SURVEY QUESTIONS

1. Utilizing a scale of 1 to 10, where "1" means "Very Dissatisfied" and "10" means "Very Satisfied," what is your overall satisfaction with the services provided from “Service Provider Name”? 

2. Considering all of the expectations you may have had about the services, to what extent have the services met your expectations? "1" now means "Falls Short of Your Expectations" and "10" means "Exceeds Your Expectations." 

3. Now think of the ideal program for people in your circumstances. How well do you think the services you received compare with the ideal set of services? "1" now means "Not Very Close to the Ideal" and "10" means "Very Close to the Ideal." 

4. For the next three questions, please use a scale of 1 to 10, where "1" means "Very Dissatisfied" and "10" means "Very Satisfied." How satisfied are you with the courteousness of the program staff that provided the services? 

5. How satisfied are you with the information the program staff provided you with regarding the services available for meeting your needs? 

6. How satisfied are you with the responsiveness of the program staff in meeting your needs? 

7. For the next two questions, please use a scale of 1 to 10, where "1" means "Very Unlikely" and "10" means "Very Likely." How likely would you be to recommend these services to others? 

8. If in the future you find yourself in a situation similar to the one in which you began the training program, how likely would you be to use these services again?  

9. Please tell me, in your own words; what program services best met your needs?

10. Finally, please tell me how the program might improve its services to better meet your needs. 
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