Florida's Customer Satisfaction Survey
For the Workforce Investment Act

The Florida Customer Satisfaction Survey was created by a workgroup chaired by Labor Market
Statistics. It consisted of local Workforce Development Board Executive Directors, local Board
Staff, and staff from Workforce Florida Incorporated. Florida's Customer Satisfaction Survey is
designed to comply with the Workforce Investment Act of 1998 and to provide Employers,
Participants, and Program Operators with a measure of customer satisfaction with services.

In accordance with the WIA, each state must set specific goals for customer satisfaction and
negotiate those goals with the U.S. Department of Labor. To gauge the effectiveness of
statewide WIA programs and compare customer satisfaction among all 50 states, the U.S.
Department of Labor elected to use the American Customer Satisfaction Index (ACSI). The
ACSI isaweighted average of the first three questions of the Florida Customer Satisfaction
Survey.

Results

During the first four months of program year 2001-2002, results from 2,251 Employers, 1,827
Participants, and 3,931 Labor Exchange Applicants indicate that Florida is meeting its negotiated
goals for customer satisfaction. Florida's negotiated goa for Employers is 65.00. The state
achieved an American Customer Satisfaction Index for Employers of 73.76.  In other words,
Florida has exceeded its negotiated index for Employers by 8.76.

The results for Florida's Participants are also encouraging. Florida's negotiated index for
participantsis 68.00. The state achieved a score of 76.66. In this case, Florida has outperformed
its negotiated rate by 8.66.

Results from Labor Exchange Applicants indicate a moderate level of satisfaction with services
statewide. Applicants rated services with a score of 70.02.

The American Customer Satisfaction Index (ACSI) is a measure required by the U.S.
Department of Labor. This Index is based on a weighted average of the answers to the first three
guestions of the Florida Customer Satisfaction Survey. When fully implemented nationaly, it
will alow comparison of customer satisfaction among all 50 states.

Scores and comments from Employers indicate that:

They were less satisfied with services than participants.

They want referrals screened more thoroughly to match the qualifications they list on
their job orders.

They wish to be contacted within a short amount of time if an office is unable to refer a
qualified applicant.



Scores and comments from Participants indicate that:

They were satisfied with services overall.
They wished to be more informed of services available to them.
They did not view all services as helpful in getting a job.

Scores and comments from Labor Exchange Applicants indicate that:

Many wish to be clearly informed about services.

Many wish to receive respectful, courteous service from office staff.

Many do not like long phone message systems. They desire more personal service.
Many are unfamiliar or uncomfortable with computerized service delivery.

Attached is a year-to-date summary of the mandatory measures. Scores are rated as follows:

Rating Range of Scores
Very Satisfied 9-10
Satisfied 7-8
Somewhat Satisfied 5-6
Dissatisfied 3-4

1-2

Very Dissatisfied



October-01
Results of the
Customer Satisfaction Survey
Required Questions

Answersto the the following questions are required by the Workforce Investment Act:
1. Overdl, how satisfied are you with the services you received?

2. How well did the services you received meet your expectations?
3. How well did the services you received compare to your ideal ?

Number of  Average Number of Average Number of Average WP
Employer Employer Participant Participant WP Applicant Applicant
Workforce Board Responses Score Responses Score Responses Score
1 99 7.43 115 8.01 166 7.07
2 84 8.15 28 7.86 150 7.44
3 78 8.36 41 8.44 123 7.64
4 74 7.86 96 8.42 158 7.39
5 56 7.25 27 7.83 166 7.18
6 61 7.46 79 7.42 120 7.12
7 51 7.93 40 7.75 168 7.05
8 127 7.47 112 8.51 173 7.21
9 69 7.23 56 8.15 165 7.49
10 119 7.68 47 8.36 173 7.08
11 71 7.67 112 7.87 174 7.34
12 121 7.39 62 7.54 186 7.33
13 120 7.79 35 7.44 179 7.27
14 113 7.31 108 7.49 180 7.06
15 123 7.70 93 8.21 167 6.94
16 93 7.43 20 7.45 170 6.83
17 103 7.77 50 6.63 155 7.62
18 97 7.40 91 7.62 164 6.70
19 63 7.45 20 8.70 144 7.56
20 103 7.54 121 7.75 161 7.30
21 110 7.50 165 7.57 167 6.76
22 114 7.33 42 7.94 180 7.59
23 100 7.28 212 7.75 174 7.69
24 102 7.53 55 8.19 168 7.51
State 2,251 7.57 1,827 7.85 3,931 7.25
ACSI Score 73.76 76.66 70.02

Each question is rated on a score of 1 to 10 as shown below. The scores for the three questions are then averaged.

Rating Range of Scores
Very Sdtisfied 9-10
Satisfied 7-8
Somewhat Satisfied 5-6
Dissatisfied 3-4

Very Dissatisfied 1-2



WIA Employer Customer Satisfaction
October 2001

Employer Questions WDR1 WDR2 WDR3 WDR4 WDR5 WDR6 WDR7 WDR8 WDRY9 WDR10 WDR11 WDR12 WDR 13

Overall, how satisfied are you with the services you received from

(office name)? 794 877 872 809 777 784 831 790 759 821 8.06 7.98 8.12

Think about what you expected from (office name). How well did the

services you received meet your expectations? 717 7.70 817 797 7.07 738 784 7.24 7.04 7.41 7.54 6.99 7.68

Think about the ideal services for businesses like yours. How well did

the services you received from (office name) compare to your ideal? 717 798 819 753 691 7.16 7.63 7.28 7.06 7.42 741 7.20 7.58

Overall, how would you rate (office name) in serving you in a timely

manner? 823 899 904 842 786 831 875 799 8.01 835 821 821 834

Overall, how would you rate (office name) in responding to your needs?

797 864 863 815 780 793 843 764 7.77 8.08 780 7.77 8.10

Overall, how would you rate (office name) in referring

suitable/appropriate applicants? 6.62 705 733 7.00 6.18 6.31 6.82 6.13 6.22 6.40 6.85 6.12 6.79

Overall, how would you rate (office name) in providing the services you

requested? 745 842 846 782 746 7.77 816 741 6.88 774 761 750 8.08

Overall, how would you rate (office name) in providing the services that

helped you hire employees? 6.74 724 749 681 684 6.67 690 649 6.10 6.62 6.77 6.47 7.07

How likely are you to recommend (office name) to a colleague?

797 852 891 822 791 818 820 797 739 825 8.01 813 8.57
Average of Federally Required Questions (1, 2 and 3) 743 815 836 7.86 725 746 793 747 747 7.68 767 739 7.79

Average of all questions 747 815 833 778 731 751 789 734 7.12 761 758 738 781



WIA Employer Customer Satisfaction
October 2001

Employer Questions WDR 14 WDR 15 WDR16 WDR 17 WDR18 WDR19 WDR20 WDR?21 WDR22 WDR23 WDR 24

Overall, how satisfied are you with the services you received from

(office name)? 759 815 787 825 782 770 807 811 762 769 8.06

Think about what you expected from (office name). How well did the

services you received meet your expectations? 7.19 7.50 7.30 7.69 7.27 7.32 7.41 7.40 7.41 7.13 7.25

Think about the ideal services for businesses like yours. How well did

the services you received from (office name) compare to your ideal? 714 745 712 737 701 733 715 698 6.96 7.02 7.28

Overall, how would you rate (office name) in serving you in a timely

manner? 795 834 840 859 810 781 803 816 816 812 840

Overall, how would you rate (office name) in responding to your needs?

758 807 815 831 772 760 781 775 774 761 810

Overall, how would you rate (office name) in referring

suitable/appropriate applicants? 6.32 6.64 6.48 6.83 5.76 6.16 6.08 6.36 6.46 6.25 6.15

Overall, how would you rate (office name) in providing the services you

requested? 740 776 771 817 719 735 733 729 743 724 751

Overall, how would you rate (office name) in providing the services that

helped you hire employees? 6.29 683 634 69 549 6.19 624 617 673 586 6.25

How likely are you to recommend (office name) to a colleague?

776 847 811 853 743 773 789 795 818 757 7.94
Average of Federally Required Questions (1, 2 and 3) 731 770 743 777 740 745 754 750 733 7.28 7.53

Average of all questions 725 769 750 786 710 724 733 735 741 717 7.44



WIA Participant Customer Satisfaction
October 2001

Participant Survey Questions WDR1 WDR2 WDR3 WDR4 WDR5 WDR6 WDR7 WDR8 WDR9 WDR10 WDR 11 WDR 12

10

11

Overall, how satisfied are you with the services you received

from (office name)? 832 829 885 869 796 7.58 8.08 8.76 8.29 8.49 8.22 7.84
Think about what you expected from (office name). How well

did the services you received meet your expectations? 784 786 851 847 781 7.41 750 8.49 8.18 8.30 7.74 7.26
Think about the ideal services for other people in your

circumstances. How well did the services you received from

(office name) compare to your ideal? 78 743 795 809 7.70 727 768 829 800 830 7.64 7.53
Overall, how would you rate (office name) in informing you of

available services? 753 743 795 786 7.63 697 700 794 814 870 771 735
Overall, how would you rate (office name) in providing access

to the services and materials you needed? 802 793 829 871 819 754 760 865 871 896 822 7.65
Overall, how would you rate (office name) in providing useful

information and services? 798 807 790 860 7.85 766 768 862 830 877 792 731
Overall, how would you rate (office name) in providing correct

information? 812 832 832 863 815 827 7.88 8.88 8.45 8.98 8.37 7.47
Overall, how would you rate (office name) in providing you

with services that helped you get a job? 700 6.82 800 784 741 696 698 779 854 821 6.96 6.23
Overall, how would you rate (office name) in serving you in a

timely manner? 816 825 795 865 7.30 7.66 7.58 8.40 8.54 8.55 8.11 7.27
Overall, how would you rate (office name) in treating you with

respect? 9.17 893 9.20 9.28 8.63 857 830 935 9.02 9.34 8.92 8.74
Overall, how would you rate (office name) in having a

knowledgeable staff? 8.26 839 863 9.14 807 849 790 893 871 9.02 8.30 7.92
Average of Federally Required Questions (1, 2, and 3) 801 786 844 842 783 7.42 7.75 851 8.5 8.36 7.87 7.54
Average of all questions 803 797 832 854 788 7.67 7.65 855 8.44 8.69 8.01 7.51



10

11

WIA Participant Customer Satisfaction
October 2001

Participant Survey Questions

Overall, how satisfied are you with the services you received
from (office name)?

Think about what you expected from (office name). How well
did the services you received meet your expectations?

Think about the ideal services for other people in your
circumstances. How well did the services you received from
(office name) compare to your ideal?

Overall, how would you rate (office name) in informing you of
available services?

Overall, how would you rate (office name) in providing access
to the services and materials you needed?

Overall, how would you rate (office name) in providing useful
information and services?

Overall, how would you rate (office name) in providing correct
information?

Overall, how would you rate (office name) in providing you
with services that helped you get a job?

Overall, how would you rate (office name) in serving you in a
timely manner?

Overall, how would you rate (office name) in treating you with
respect?

Overall, how would you rate (office name) in having a
knowledgeable staff?

Average of Federally Required Questions (1, 2, and 3)

Average of all questions
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Wagner-Peyser Customer Satisfaction
October 2001

Wagner - Peyser Survey Questions WDR1 WDR2 WDR3 WDR4 WDR5 WDR6 WDR7 WDR8 WDR9 WDR10 WDR 11 WDR 12

10

11

Overall, how satisfied are you with the services you received

from (office name)? 726 765 795 761 750 757 730 752 791 7.49 7.75 7.57
Think about what you expected from (office name). How well

did the services you received meet your expectations? 708 745 753 737 722 7.00 6.98 7.17 7.39 6.98 7.21 7.39
Think about the ideal services for other people in your

circumstances. How well did the services you received from

(office name) compare to your ideal? 6.87 723 745 7.18 6.82 6.78 6.86 6.95 7.18 6.78 7.06 7.03
Overall, how would you rate (office name) in informing you of

available services? 717 735 725 6.90 7.09 7.23 6.84 694 752 7.16 7.10 6.99
Overall, how would you rate (office name) in providing access

to the services and materials you needed? 823 823 841 808 7.89 805 793 786 804 802 794 751
Overall, how would you rate (office name) in providing useful

information and services? 771 795 787 789 7.65 777 724 7.64 7.97 748 758 7.42
Overall, how would you rate (office name) in providing correct

information? 826 830 8.72 852 821 823 801 834 844 8.20 8.22 8.04
Overall, how would you rate (office name) in providing you

with services that helped you get a job? 6.69 6.71 6.91 6.55 6.17 656 591 6.47 6.77 6.54 6.43 6.03
Overall, how would you rate (office name) in serving you in a

timely manner? 7.88 7.84 842 825 7.67 845 8.17 793 8.37 7.88 8.19 8.01
Overall, how would you rate (office name) in treating you with

respect? 878 9.01 9.18 899 890 9.17 9.09 891 9.08 8.76 8.90 8.66
Overall, how would you rate (office name) in having a

knowledgeable staff? 837 811 876 849 822 860 839 844 875 8.19 8.17 8.31
Average of Federally Required Questions (1, 2, and 3) 707 7.44 764 739 7.18 7.12 705 721 749 708 734 7.33
Average of all questions 765 775 805 774 755 771 750 7.59 7.93 7.56 7.67 7.52



10

11

Wagner-Peyser Customer Satisfaction
October 2001

Wagner - Peyser Survey Questions

Overall, how satisfied are you with the services you received
from (office name)? 755 748 740 704 774 691 779 771 7.05

Think about what you expected from (office name). How well
did the services you received meet your expectations? 735 712 684 675 765 6.78 752 727 6.72

Think about the ideal services for other people in your
circumstances. How well did the services you received from

(office name) compare to your ideal? 690 659 657 670 747 639 737 691 649
Overall, how would you rate (office name) in informing you of

available services? 754 6.78 6.86 6.99 754 6.73 7.60 7.14 6.35
Overall, how would you rate (office name) in providing access

to the services and materials you needed? 826 783 734 767 807 730 813 7.67 6.92

Overall, how would you rate (office name) in providing useful
information and services? 779 713 716 728 793 6.81 810 7.37 6.72

Overall, how would you rate (office name) in providing correct
information? 827 792 776 791 848 773 846 8.06 7.55

Overall, how would you rate (office name) in providing you

with services that helped you get a job? 691 575 6.03 574 669 564 691 653 531
Overall, how would you rate (office name) in serving you in a

timely manner? 812 774 764 771 799 751 842 7.84 7.09
Overall, how would you rate (office name) in treating you with

respect? 875 857 858 875 906 847 918 8.84 8.26
Overall, how would you rate (office name) in having a

knowledgeable staff? 823 789 781 780 874 753 866 824 7.60
Average of Federally Required Questions (1, 2, and 3) 727 706 694 683 762 670 756 730 6.76
Average of all questions 778 735 7.22 730 792 7.09 801 758 6.92
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