Workforce Investment Field Instruction (WIFI) No. 15-99

DATE:


June 27, 2000

TO:


Maryland JTPA/WIA Grant Recipients

SUBJECT:

WIA Follow-up/ Customer Survey Activities

REFERENCES:
Public Law 105-220 - Workforce Investment Act




20 CFR 652 - Workforce Investment Act; Interim Final Rule

USDOL Training and Employment Guidance Letter NO. 7-99 - Core and Customer Satisfaction Performance Measures for the Workforce Investment System

WIFI No. 10-99 - Local Comprehensive Workforce Investment Act (WIA) 5 Year Planning Guidelines

BACKGROUND 

INFORMATION: 
The Workforce Investment Act (WIA) makes substantial changes to state and local performance measurements as well as data collection and follow up activities related to that performance. Section 136 of the WIA specifies core indicators of performance for workforce investment activities in adult, dislocated worker, and youth programs. Fifteen core measures apply to the adult, dislocated worker and youth programs, and two measures of customer satisfaction apply across these three funding streams for a total of 17 required measures. The measures specified in the Act are as follows: 

Adult Program 

1. Entry into unsubsidized employment; 

2. Retention in unsubsidized employment six months after entry into the employment; 

3. Earnings received in unsubsidized employment six months after entry into the employment; and 

4. Attainment of a recognized credential relating to achievement of educational skills, which may include attainment of a secondary school diploma or its recognized equivalent, or occupational skills, by participants who enter unsubsidized employment. 

Dislocated Worker Program 

5. Entry into unsubsidized employment; 

6. Retention in unsubsidized employment six months after entry into the employment; 

7. Earnings received in unsubsidized employment six months after entry into the employment relative to earnings of job of dislocation; and 

8. Attainment of a recognized credential relating to achievement of educational skills, which may include attainment of a secondary school diploma or its recognized equivalent, or occupational skills, by participants who enter unsubsidized employment. 

Youth Program 

    

Older Youth (aged 19-21) 

9. Entry into unsubsidized employment; 

   10.Retention in unsubsidized employment six months after entry 

     into the employment; 

      11.Earnings received in unsubsidized employment six months after entry into the employment; and 

     12. Attainment of a recognized credential relating to achievement of educational skills, which may include attainment of a secondary school diploma or its recognized equivalent, or occupational skills, by participants who enter unsubsidized employment or who enter postsecondary education, advanced training or unsubsidized employment. 

    

Younger Youth (aged 14-18) 

   13. Attainment of basic skills and, as appropriate, work readiness or occupational skills; 

   14. Attainment of secondary school diplomas and their recognized equivalents; and 

   15. Placement and retention in postsecondary education, advanced training, military service, employment, or qualified apprenticeships. 

  Across Funding Streams 

  16. Customer satisfaction for participants; and 

 

  17.  Customer satisfaction for employers.

Section 136 of the Act also calls for the use of quarterly Unemployment Insurance (UI) wage records to measure performance. While the majority of employment in a State's workforce is "covered" and will be in the UI wage records, certain types of employers and employees are excluded by Federal unemployment law standards or are not covered under a State's UI law. The DLLR will also obtain wage information on this "uncovered" employment and out-of-state employment.  

All program “exiters” will have their Social Security Number matched against the DLLR’s UI wage record archive in the first quarter after exit (for placement) and the third quarter after exit (for retention). The DLLR will also match wage records from other sources. In addition to wage data, the DLLR will aggregate additional information related to credentialing, training and educational completion. The DLLR has developed a reporting process whereby LWIBs will be immediately notified of all program terminees who were found missing in the standard UI wage record and supplemental data review process.

The DLLR will allow Local Workforce Investment Boards (LWIBs) to provide supplemental data for certain performance measures. It’s important to note that Federal requirements stipulate that any supplemental data must be recorded within 30 days after the individual was found missing from the wage record reports. From the 17 performance measures listed earlier, LWIBs may provide to the DLLR supplemental information on the following measures: 

Adult Program 

1. Entry into unsubsidized employment; 

2. Retention in unsubsidized employment six months after entry                                                    into the employment; and 

4. Attainment of a recognized credential relating to achievement of educational skills, which may include attainment of a secondary school diploma or its recognized equivalent, or occupational skills, by participants who enter unsubsidized employment. 

Dislocated Worker Program 

5. Entry into unsubsidized employment; 

6. Retention in unsubsidized employment six months after entry into the employment; and 

8. Attainment of a recognized credential relating to achievement of educational skills, which may include attainment of a secondary school diploma or its recognized equivalent, or occupational skills, by participants who enter unsubsidized employment. 

 Older Youth (aged 19-21) 

9. Entry into unsubsidized employment; 

   10. Retention in unsubsidized employment six months after entry into the employment; and 

   12. Attainment of a recognized credential relating to achievement of educational skills, which may include attainment of a secondary school diploma or its recognized equivalent, or occupational skills, by participants who enter unsubsidized employment or who enter postsecondary education, advanced training or unsubsidized employment. 

The 16th and 17th performance measures relate to participant and employer customer satisfaction, respectively. To meet the customer satisfaction measurement requirements of WIA, the USDOL will use customer satisfaction surveys that allow State and local flexibility and, at the same time, captures common customer satisfaction information that can be aggregated and compared at a State and national level. This will be done through the use of a small set of required questions that will form a customer satisfaction index. Maryland (state and local) will, at a minimum use the system promoted by the USDOL. This system was created by combining scores from three specific questions and it addresses different dimensions of customers' experience. For WIA application, there will be one score for each of the two customer groups: participants and employers.


Effective July 1, 2000 DLLR will delegate the process for 

conducting customer satisfaction surveys (both participants and employers) to LWIBs. The state will subsequently generate and draw upon a random sample from those locally obtained surveys. The state will need to complete 500 participant and 500 employer surveys to meet the Federal requirement. The number of surveys required locally will vary, depending upon the number of program participants at the local level. LWIBs will be reimbursed in the amount of $30 for each survey that is selected from the locally generated pools.   

ACTION TO

BE TAKEN:


COLLECTION OF SUPPLEMENTAL DATA

Effective with the Quarter ending 9/30/00, the DLLR will electronically transmit to each LWIB a complete listing of all “exiters” without reportable wages in the "exiter's" first or third quarters after “exiting”. This electronic transmission will find each LWIB receiving a “Report of Individuals Without Wages” which is included as “Attachment A”. Upon receipt of this report, LWIBs may opt to obtain supplemental employment data through a variety of methods. This might entail the use of case management reports, follow-up services, surveys of participants, or participant self-attestation on employer's letterhead. All data and methods to supplement wage record data must be documented and are subject to audit. Computer records from automated record matching are considered a valid written record. A telephone response from the participant must be accompanied by a written document such as W2 form, pay stub, 1099 form, or other written documentation. Telephone verification of employment with employers is acceptable, but must also be documented. For self-employed individuals, telephone verification with major clients/contracting entities is also acceptable, but must be documented. 

Once again, it is important to note that based on Federal requirements, supplemental information must be reported to the DLLR within 30 calendar days from the date the LWIB was first notified via electronic transmission. LWIBs may provide supplemental information electronically to the DLLR through the use of the “Supplemental Participant Information Report”. This document is included as "Attachment B".   


Regarding timeframes for “exiting”, the USDOL has noted that for all of the core measures (except the younger youth skill attainment rate and employer customer satisfaction measure), comparability across States is only possible if a single point in time is used to begin measurement. The term "exit" is being used to determine when to count an individual in a specified reporting period. Each individual becomes part of an exit cohort, a group who are determined to be "exiters" within a particular quarter and are looked at together for measurement purposes. There are two ways to determine exit during a quarter:

1. a participant who has a date of case closure, completion or known exit from WIA-funded or non-WIA funded partner service within the quarter (hard exit) or 

2.   a participant who does not receive any WIA-funded or non-WIA funded partner service for 90 days and is not scheduled for future services except follow-up services (soft exit)

Participants who have a planned gap in service of greater than 90 days will not be considered as exited if the gap in service is due to a delay before the beginning of training or a health/medical condition that prevents an individual from participating in services. Service providers should document any gap in service that occurs with a reason for such a gap in service. Once a participant has gone without any WIA-funded or partner services for 90 days, (except follow-up services) and there is no planned gap in service, (or the planned gap in service is for reasons other than those specified above) that participant has exited WIA for the purposes of measurement in 15 of the 17 core measures {the younger youth skill attainment rate (#13),  and employer customer satisfaction measure (#17) are not based on exit}. 

The exit date is the last date of WIA-funded or partner service received (except follow-up services). For a soft exit, the exit date cannot be determined until 90 days has elapsed from the last date of service. At that point, the exit date recorded is the last date of service. The exit quarter (referred to throughout the definitions of the measures) is the quarter in which the last date of service (except follow-up services) takes place. If a participant exits WIA and receives additional WIA services after exiting, that participant is treated as a new participant for purposes of the core measures and will be included in the appropriate measures.  

Regarding time periods for measurement, the first time period is for all measures that utilize the UI wage record and will involve going back in time three quarters. The second time period is for the four measures that are not based on the UI wage records: the younger youth skill attainment rate (#13), the younger youth diploma or equivalency rate (#14), and the two customer satisfaction measures (#16 and #17). For PY 2000, these four measures will be "real time" measures in which States will use the four quarters in PY 2000 for purposes of calculating performance.

Participants who exit from the program under certain conditions should be excluded from the measures. For JTPA participant data, excluded are those who received objective assessment only, participants in Title II 8 % funded programs, and participants who exit from services because they are incarcerated, institutionalized, deceased or have a health/medical condition that prevents them from participating in services.  In addition, JTPA dislocated workers served exclusively with National Reserve Account (NRA) funds are excluded. 


 CUSTOMER SATISFACTION MEASURES AND FOLLOW UP

Participant satisfaction (#16) pertains to “exiters” from Adult, Dislocated Worker, Youth 19-21, and Youth 14-18. Each quarter, all “exiting” individuals from all WIA Title IB funding streams are eligible to be chosen in the random sample.  As mentioned earlier, the DLLR has opted to use the USDOL- recommended tool for measuring state and local customer satisfaction levels. The DLLR has also opted to achieve its required number of customer satisfaction surveys by drawing random samples from those completed at the local level. Annually, the state will need to draw 500 samples for the participant satisfaction measurement. Those samples will be drawn randomly, from participants in all funding streams, and LWIBs will be reimbursed $30 for each survey that the DLLR pulls. Those LWIBs with less than 1000 annual "exiters" (Adult, Dislocated Worker, Youth 19-21, and Youth 14-18 combined) are required to survey the entire universe of "exiters". Those LWIBs with more than 1000 total annual "exiters" may take a random sample (all target groups) in each quarter. A total of 500 completed participant surveys are required annually) and the response rate from the sample must be at least 50 percent. 


The responses will be obtained through use of a uniform telephone methodology. The surveys must be conducted on a rolling basis within the time frame for participants (and employers as indicated below). To obtain sufficient numbers, smaller LWIBs will need to survey on an ongoing basis. Participants should be contacted within 60 days of the exit date or the date that an exit date has been determined. This means either 60 days after the date of an exit interview or 60 days after the 90 days have elapsed since the last service date. The required participant survey, which involves three primary questions is included as “Attachment C”. LWIBs may opt to supplement local customer satisfaction surveys with additional survey questions.

Employer Satisfaction (#17) finds those eligible for surveying to include employers who have received service where the service has been completed or, if it is an ongoing service, when a full segment of service has been provided (e.g., after listing an open job order, the employer has received some referrals or if no service, 30 days have elapsed after the initial request). All employers who have received a substantial service involving personal contact with WIA One-Stop staff are eligible to be chosen for inclusion in the random sample (this excludes those employers who request a brochure or standard mailing, those who ask a question that is answered with little expenditure of staff time, or those who use electronic self-services).  Examples of services include staff facilitated job orders, customized job training, customized labor market information requests, and on-the-job training activities. 

When an employer has received multiple services, priority should be given to the service that required the greatest expenditure of WIA funds or staff time and the survey conducted regarding their satisfaction with that service. LWIBs will need to maintain a log or listing of employers who have received substantial services during the program year. Upon request, this log must be made available to DLLR staff in their performance of monitoring activities.

As discussed in participant satisfaction earlier, the DLLR has opted to use the USDOL-recommended tool for the state’s customer satisfaction measurement. As with participant satisfaction, the DLLR has also opted to achieve its required number of customer satisfaction surveys by drawing random samples from those completed at the local level. Annually, the state will need to draw 500 samples for the employer satisfaction measurement. Those samples will be drawn randomly, from employers surveyed at the local level, and LWIBs will be reimbursed $30 for each survey that the DLLR pulls. DLLR suspects that each of Maryland's 12 LWIBs is currently serving less than 1000 employers annually (employers receiving a substantial service). As a result, all LWIBs are required to survey their entire universe of employers. Should a  LWIB serve  more than 1000 employers annually (substantial service) that LWIB may take a random sample  in each quarter. In this case, a total of 500 completed participant surveys are required and the response rate from the sample must be at least 50 percent.

The surveys must be conducted on a rolling basis within the time frame indicated. Employers should be contacted within 60 days of the completion of the service or 30-60 days after a job order has been listed where no referrals have been made. The employer survey, which involves three primary questions, is included as “Attachment D”. LWIBs may opt to supplement local employer satisfaction surveys with additional survey questions.

Due to a substantial lag period (several quarters) for accessing UI wage record data, follow-up is necessary for the entire exiting population during the first quarter after their quarter of exit. This timing is critical due to the fact that WIA placement performance is determined in this quarter. WIA requires follow-up services including counseling regarding the workplace, for participants in WIA Title IB workforce investment activities that were placed in unsubsidized employment, for not less than 12 months after the first day of employment, as appropriate. Those "exiters" who are still unemployed (at time of follow-up) should, at a minimum be reminded of services available. 

In addition, LWIBs must also provide subsequent follow-up on those "exiters" who were employed during the first quarter after their quarter of exit. LWIBs are encouraged, wherever possible to merge follow-up activities with customer satisfaction survey activities. Both the follow-up and customer satisfaction survey activity might provide supplemental data regarding participants. As discussed earlier in this field instruction, this supplemental data might then be forwarded to the DLLR in the prescribed manner.

CONTACT

PERSON:
     Ron Windsor (410) 767-2832

EFFECTIVE

DATE:

      July 1, 2000

Gary L. Moore

Executive Director

Office of Employment Training

“ATTACHMENT A”

REPORT OF INDIVIDUALS WITHOUT WAGES

Quarter Ending Date    _______________

Transmission Date:
     _________________


Local Workforce Investment Area  __________________

Accounts without wages - 1st quarter after exit:

_________________

_________________

Accounts without wages - 3rd quarter after exit:

_________________

_________________

                                                                                                   “ATTACHMENT B”

SUPPLEMENTAL PARTICIPANT INFORMATION REPORT

Quarter Ending Date    _______________

Transmission Date:
     __________________

Local Workforce Investment Area  __________________

Account Number:


Supplemental information:

______________

_________________________________________

______________

_________________________________________

“ATTACHMENT C” 

PARTICIPANT SATISFACTION PHONE SURVEY QUESTIONAIRE

This is a survey conducted by telephone in which the following questions are asked at the beginning of the interview(3): 

My name is ____________ with XXXXX and I am conducting a survey for the XXXX XXXXX. I would like to speak to Ms./Mr.___________. 

Are you the Ms./Mr. _________ who was looking for a job a few months ago? 

I would like to ask you some questions about your recent experience looking for a job. Our purpose is to learn from you how to improve programs and services offered to people in XXX. The survey should take about XX minutes to complete. First I am going to read a list of services you may have received. Indicate as I read them those you recall receiving during the period in which you were seeking employment and/or training at the XX center. 

•A thorough assessment of your needs 

• Assistance about finding a job 

• Assistance to develop an individual employment plan 

• Assistance to decide about the best training to take 

• Assistance from someone to support you during your job search or training 

• Did you receive any training? 

• Occupational training 

• Training to give you general skills for the workplace 

• Training in English or math

Did you get any other help or services that I have not mentioned? (specify)

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 ________? Very Dissatisfied Very Satisfied DK-11; REF-12  

1 2 3 4 5 6 7 8 9 10 11 12 

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." Falls Short of Exceeds DK-11; REF-12  

1 2 3 4 5 6 7 8 9 10 11 12 

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." Not Close to Ideal Very Close to Ideal DK-11; REF-12  

1 2 3 4 5 6 7 8 9 10 11 12 

** DK = Don't Know;  REF= Refused to answer
“ATTACHMENT D”

EMPLOYER SATISFACTION SURVEY QUESTIONAIRE

This  survey will be conducted by telephone in which the following questions are asked at the beginning of the telephone interview (the first question is a sample and can be modified to suit the needs of individual states): 

A survey conducted by telephone in which the following questions are asked at the beginning of the interview(8): 

My name is ____________ with XXXXX and I am conducting a survey for the XXXX XXXXX. I would like to speak to Ms./Mr.___________. 

Are you the Ms./Mr. _________ who (describe the service received). 

I would like to ask you some questions about your recent experience with ________. Our purpose is to learn from you how to improve programs and services offered to employers. The survey should take about XX minutes to complete. 

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 service(s) provided from ________? Very Dissatisfied Very Satisfied DK-11; REF-12 

1 2 3 4 5 6 7 8 9 10 11 12 

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." Falls Short of Exceeds DK-11; REF-12

1 2 3 4 5 6 7 8 9 10 11 12 

3). Now think of the ideal service(s) for people in your circumstances. How well do you think the service(s) you received compare with the ideal service(s)? "1" now means "Not Very Close to Ideal" and "10" now means "Very Close to the Ideal." Not Close to Ideal Very Close to Ideal DK-11; REF-12 

1 2 3 4 5 6 7 8 9 10 11 12 

** DK = Don't Know;  REF= Refused to answer
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