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Results from customers served during April 2014 to March 2015

	
	Apr14-Mar 15

	Total Sample Size of Customer Records:
	792

	Number of Customer Records with Valid Telephone Numbers:
	661

	Number of Interviews (not all are completed):
	513

	Number of Completed Interviews:
	437

	Response Rate*:
	77.61%


* Percent of completed interviews out of number of customer records with valid telephone numbers.  See final page of this report for full discussion of response rate.


Average MnCSI score over time (rolling quarterly 12 month periods)

	Customers Served
	Apr 12 –
Mar 13
	Oct 12 –
Sept 13
	Apr 13 –
Mar 14
	Oct 13 –
Sept 14
	Apr 13 –
Mar 14

	Average MnCSI Scores
	77.2
	77.7
	77.2
	76.0
	78.3

	N size
	446
	478
	513
	453
	437




Q1 – Q3 Frequencies of quarterly statistics 

Q1	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?

	Responses
	Apr – June 14
	Jul – Sept 14
	Oct – Dec 14
	Jan – Mar 15
	Last 4 Qtrs.

	1 Very dissatisfied
	1%
	2%
	1%
	0%
	1%

	2
	1%
	1%
	1%
	0%
	1%

	3
	2%
	0%
	0%
	1%
	1%

	4
	1%
	0%
	1%
	2%
	1%

	5
	7%
	5%
	5%
	8%
	6%

	6
	2%
	2%
	4%
	3%
	3%

	7
	11%
	14%
	12%
	12%
	12%

	8
	20%
	20%
	29%
	27%
	25%

	9
	16%
	17%
	12%
	15%
	15%

	10 Very satisfied
	39%
	38%
	36%
	32%
	36%

	N Size
	122
	84
	130
	102
	438

	Mean
	8.32
	8.36
	8.38
	8.25
	8.33





Q2	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."

	Responses
	Apr – June 14
	Jul – Sept 14
	Oct – Dec 14
	Jan – Mar 15
	Last 4 Qtrs.

	1 Very dissatisfied
	3%
	1%
	2%
	0%
	2%

	2
	2%
	1%
	1%
	0%
	1%

	3
	3%
	1%
	2%
	2%
	2%

	4
	4%
	2%
	2%
	4%
	3%

	5
	8%
	6%
	4%
	6%
	6%

	6
	3%
	7%
	2%
	3%
	64%

	7
	10%
	13%
	12%
	20%
	14%

	8
	20%
	17%
	24%
	23%
	21%

	9
	15%
	15%
	16%
	14%
	15%

	10 Very satisfied
	32%
	36%
	34%
	29%
	33%

	N Size
	122
	84
	129
	102
	437

	Mean
	7.72
	8.11
	8.18
	8.04
	8.00



Q3	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."

	Responses
	Apr – June 14
	Jul – Sept 14
	Oct – Dec 14
	Jan – Mar 15
	Last 4 Qtrs.

	1 Very dissatisfied
	5%
	1%
	1%
	0%
	2%

	2
	3%
	2%
	2%
	0%
	2%

	3
	2%
	6%
	4%
	5%
	4%

	4
	4%
	0%
	2%
	1%
	2%

	5
	9%
	5%
	5%
	9%
	7%

	6
	6%
	6%
	3%
	4%
	5%

	7
	10%
	6%
	12%
	16%
	11%

	8
	16%
	20%
	33%
	25%
	24%

	9
	11%
	14%
	12%
	13%
	12%

	10 Very satisfied
	34%
	39%
	27%
	28%
	32%

	N Size
	122
	84
	129
	102
	437

	Mean
	7.47
	8.08
	7.90
	7.91
	7.82




Responses to questions on SATISFACTION WITH SERVICES 

How satisfied are you that the services you received helped you find a job?  Are you very satisfied, satisfied, dissatisfied, very dissatisfied or it does not apply to your situation?

	Responses
	April 2014 – March 2015

	Very satisfied
	20%

	Satisfied
	26%

	Dissatisfied
	20%

	Very dissatisfied
	15%

	Does not apply to Respondent’s situation
	19%

	DK/Refused
	<1%

	N Size
	437




How satisfied are you that the services helped you with career planning? These services may have included information about jobs that will be in demand now or in the future, or learning about the education and skills needed for different types of jobs.  Are you very satisfied, satisfied, dissatisfied, very dissatisfied or it does not apply to your situation? 

	Responses
	April 2014 – March 2015

	Very satisfied
	20%

	Satisfied
	29%

	Dissatisfied
	24%

	Very dissatisfied
	14%

	Does not apply to Respondent’s situation
	14%

	DK/Refused
	<1%

	N Size
	437



How satisfied are you that the services helped you connect with employers who were hiring?  Are you very satisfied, satisfied, dissatisfied, very dissatisfied or it does not apply to your situation?

	Responses
	April 2014 – March 2015

	Very satisfied
	15%

	Satisfied
	32%

	Dissatisfied
	24%

	Very dissatisfied
	11%

	Does not apply to Respondent’s situation
	18%

	DK/Refused
	1%

	N Size
	437



How satisfied are you that the services helped you improve your job-seeking skills?  Are you very satisfied, satisfied, dissatisfied, very dissatisfied or it does not apply to your situation?

	Responses
	April 2014 – March 2015

	Very satisfied
	21%

	Satisfied
	29%

	Dissatisfied
	26%

	Very dissatisfied
	18%

	Does not apply to Respondent’s situation
	7%

	DK/Refused
	<1%

	N Size
	437




Additional comments provided by WIA job seekers (73 comments)

· Client was able to find a job on his own through one of his friends. He mentioned he took part in computer classes and internet training but found the job before getting to that part in the program.
· Completed with mother of minor child
· Customer mentioned they are willing to do a commercial for the program at any time. At 55 years old to start a new career without the dislocated worker program would have been extremely difficult.
· Everything was great, and I was really pleased with the services provided.
· Everything was more than satisfactory.
· Great services, so glad the services and job help is available, I would have been lost without them, they were a huge help.
· He did not find a job yet, he is still looking, but it helped a lot with interview skills and the application process, and researching career goals and training.
· I am still using you guys, I am still looking for a job, have not found yet. So many are looking for experience, so I feel the services are great, very helpful, I have learned a lot of things.
· I became pregnant and Abby, my counselor told me she was discharge from program because I was having a baby and I could finish what I was starting because of a birth of a baby, and there was no medical leave, I wanted to finish and yet there is no medical, I cannot understand this, women have babies, its 9 months, not forever, I feel this is a form of a discrimination. I could of went until the birth and returned after a maternity leave, why is it not designed like that?
· I believe that I was able to get a job with the support that was received from the program
· I feel I am not a typical candidate for such services. I feel I am poor candidate for interviewing, I am so negative, I have such low esteem , so I feel maybe counseling is more in order than services offered that of such at the unemployment office, I cannot sell myself to an employer because I project such a low self-image, , yeah, I need more help that these programs, I am sorry,
· I feel like a program is a box, and if you choose options outside the box it won’t work. I was given choices that didn’t fit my skills. There was a lot of miscommunication with everything. I would have never been told about some things if I never asked. The funding was good though, without that is what actually got me the job. The funding and how it was applied was helpful.
· I feel they did not help me find a job, and they were very helpful, but unsuccessful in my goals.
· I feel they kind of steered me wrong. because they paid for my schooling, I wanted to get into a specific field, and the guy was like" oh, I had a buddy that got into that field, and he really did not like it" so, they discouraged me from what I wanted to do, what my true interest were, and so, I did not follow my own instincts, and listened to that guy, and now I truly resent not just going with it. So, now I am in a different field, I am that happy with it, and I wish I had still gone the other route, and the school funding is only a one-time thing, so I am kind of disappointed.
· I felt I did I did not have a lot of help with finding a job.
· I found a job on my own, but the services were helpful and the guy that worked with me was extremely kind and helpful, and I learned a lot as well.
· I found a job on my own, not through the WIA services, but you guys were very helpful and I learned a lot, too. I am glad the services are provided.
· I had a poor experience, it was more hype than what was delivered. I was very dissatisfied, and it did not meet my needs at all. This was poorly ran, I did not get a job through them or any leads, and did not receive any funding and no support. It was sad as hell!
· I had taken the programs two different time, so I had awesome experience, [my first time around] and the second time I worked with the services, it was awful.
· I had two wonderful caseworkers who helped me.
· I know for a fact people are not aware of these services, they are not advertised, I have so many friends that are looking for a job and I told them about these services, because they were not aware, it’s such a great program and they have wonderful programs, and such great job building skills programs, and so many other services offered, they are not just the unemployment office, so many great avenues you can take to help you get skills , a job, a career path going, I feel blessed I was able to partake. they do need to get the word out there,
· I liked the appreciated my case worker that was assigned to, the programs offered were very entry level, like basic computer skills and keyboarding, my professional group was kind of lost, some programs were geared towards us, but not much, I have skills and am educated, and they did not have a lot to offer, I a marketing professional and a bookkeeper, and they had nothing really for me, and they were a ton of us, in this same boat, they all this type of experience and were skilled and educated and we were forced to take these sessions to get unemployment , and they were not geared for us and our skill / professional educated level, so I hate to say. They were kind of useless and a waste of time and meaningless and I learned nothing. nothing they could show me or teach even came close to my field, we were all skilled, educated people laid off, and yet I was no better off, I guess I expected more or expected to learn something,
· I really appreciated having a veteran helping me out over there. I am a veteran and I served and so I really appreciated having the support.
· I really like the program for helping with basic job skills. For my ideal program - I would like to see the program cater more toward my ideal career for employment rather than just a job that was available.
· I think that one size does not fit all. A lot of the people running the program are not much help the books where helpful but the staff was lacking.
· I think the program did not fit into and all around thing, like I have an odd ball job, so it was more geared for, you know, oh, I am a nurse, truck driver, doctor, like that main stream kind of thing, not a one size fits all thing, there too many areas of gray, so I cannot give cut and dry and black and white responses.
· I think you guys should like put kids into the community jobs.
· I think, maybe, they should offer some of a more hands on approach. More immediate help and assistance. Everything we did was on the computer with this program, and some people do not know how to turn on a computer. So even though they offer a computer class, it was only one day, and they went way to fast paced for someone who is older and was not born into the technology era. So, they should have people walking around like a teacher, so when you raise your hand, someone is boom, right there. Sometimes it’s something small and simple you are missing, a wrong font, a wrong key, we are not kids in high school, so computers were not our forte. Just saying.
· I went to a job speakers group at my church, that was free, half a day, it was more organized, more helpful than the 9 weeks of all the stuff I took at the state programs place, there was on line stuff, a speaker, job skills trainers, etc. it was so well put together . The state unemployment is poorly organized, a waste of weeks, there was funding though for some skills training, which was great. I had a death in my immediate family, and the unemployment hoops I had to go through to not actively seek employment for a few weeks, because of all that, I had to go in front a judge, and it was crazy. I know people do not need to be hanging out on unemployment, and they do need to be making job contacts, but sometimes life happens and you need to take care of things at home, for a minute.
· I would say my expectations were low, but I felt the woman I worked with was very caring supportive and helpful and willing to do what it took to help me and did a good job.
· I’m grateful for the financial assistance, but I found my own job.
· I’m very thankful with the services
· It all went really well. I found my job and everyone at the workforce center was great.
· It was great, I got to finish getting my bachelor’s degree through the WIA and now I am qualified for a ton of stuff.
· It was helpful
· It was very helpful to me in a very stressful time, so I am glad the services and programs were available to me, I learned a great deal.
· It’s a pretty great program, I am glad I was involved and got to partake in it.
· My son worked for the school for the youth program and the federal forestry program. He obtained some decent work skills and knowledge from the forestry program and good work ethic participating as a janitor/custodial person from the school that one summer.
· My unemployment check stunk.
· No, they did a really good job, just getting in to this, I did not know what to expect, I had did the same job for 15 years, so they really helped me a lot. I have not looked at the job market in 15 years, and they really offered a lot of help, guidance and assistance.
· Nobody helped, or pointed me in the right direction, no support or guidance, I did the whole thing by myself, and I found a job by myself. I expected them to help me with a resume, give me some job seeking tips. Give me some tips on how to do things, interview techniques, something, it was not at all what I expected and I was very disappointed. I would not recommend them to anyone.
· Nothing at this time.
· Nothing, everything went smooth and worked out great.
· Regarding the background study process I am not happy with. The background came back as disqualified and a reconsideration is being completed but I have been without work until this is completed. That is on behalf of the state of Minnesota so that's what I thought this was about.
· The classes were very helping, and with the networking opportunities helpful. The link on line tools were very helpful, the practice interviews were a great learning tool.
· The girl that called me was helpful and gave me tips on the jobs. At that time I wasn’t pushing for another job. I’m 69 years old and didn’t know if I wanted to go back to full time work. They did a good job with my information.
· The ladies at the work force were amazing, they are friendly, very knowledgeable, they really know their stuff, I only had a temporary layoff, and so, I got my old job back. So all these specific things did not apply to me, but all the other programs are did were great. I big fat thank you is in order and those gals are so helpful.... they really go above and beyond, and go that extra mile!
· The lady I had was very nice and kind, and very good, I really liked her a lot. She was very helpful.
· The main contact I had with Kyle was amazing. (ex) he helped me out a lot. He always treated me well and let me know what I needed to know. He kept me in the loop with info.
· The only thing I want to say, is the gentleman that assisted was the very best part of this whole experience at WIA. It was a total relief to have someone on my side being so helpful and hands-on.
· The program is great for kids that are in high school. (ex) I was in high school when I got it, I liked how it helped me grow.
· The program is helpful but the problem was the person who counseled/taught the program
· The program needs more funding, I need more money for school. They gave around 3 thousand dollars which was awesome, but it fell short, and because of the low amount, you can only choose one school. Maybe if the WIA was tied into grants and scholarships that would be great. I looked that up on the internet, and it was so overwhelming, there is a bazillion sites, and I did not even know where to turn. Also, the way the WIA has this set up, because I am server working my way through school and I have little children, this covers my childcare throughout the week for work/school, but not on the weekends, so, I have to have a sitter, because daycare is unavailable and pay them, and often I am left without childcare. I am a server. So my hours are all over the place. And I have worked very hard, gotten straight a's. Maybe. for those that have excelled and proven themselves, some adjustments could be made for the cost and childcare
· The program was great, everyone was so helpful , and always so personable, giving out home phone numbers in case you ran into problems, the teachers were all so amazing and helpful, they all jumped through hoops for me and went above and beyond. They always had a smile on their face! I am so grateful and appreciative I had the help and experience. It was wonderful.
· The reason I was dissatisfied is because they were just trying to find me a job, any job, not my job field, minimum wage crap. had I went with that , it was a quarter of what I used to make, and I would never be able to pay my bills and survive, I eventually had to take one of these crap jobs, temporarily, why did they not try to connect me to employers in my job field, my experience , my knowledge, my expertise? How to they expect people to pay their mortgages, eat, etc. I asked a lady about this and she just our goal here is to just get you employed. So, I was getting nowhere fast. I went on-line myself and found a job, in my field. Earning what I should have been all along, I myself re-worded my resume, and I had 15 job offers in my field. They came to me, I did not have to go to them, so. I was unhappy with the program, I did all these by myself. There was a guy, Larry Cook, he was great! Went above and beyond for me and others in the program.
· The services were good, and I did find a good job, on my own though, not through you guys though, but I could have found a job through you guys easily, but a separate opportunity with a family member come up and they hired me on.
· The state shuffles you around a lot, everyone kind of passes the buck , you end up dealing with so many people all for the same thing, then you finally get a case manager, and then someone else called from WIA, its confusing and chaotic, they should just hook you up with one person right from the start from beginning to the end and that’s it, it would run so much more smoothly and so much easier, why is it everything with the state is made out to be so much chaotic or complicated than it has to be, it does not have to be this way, it could run so much better and less confusing than how it now.
· The training and education was helpful and appreciate the state doing it
· They did not help with much, I spoke with them a lot and never got really any help, that’s why I gave low to mediocre ratings, I dealt with them for several years and I have a college degree and never did land anything with these so called services.
· They did not offer anything in my field, senior consumer sales, they had nothing in that professional realm, and Virginia, my counselor, was stupendous! She went above and beyond and was more than helpful and got me into a few programs and was guiding me the whole way and was fantastic.
· They didn’t help me find a job. I had to apply to 50+ jobs before I found one on my own.
· They helped me a lot. The only thing is they kept needing more and more copies of my pay stubs. It was annoying. Every few weeks I had to make more copies, and I don’t know why. But it got straightened out and I was happy.
· They helped with computer skills and helped develop better job seeking skills
· They need to advertise, I did not know these programs even existed. A co- worker told me about it, so I checked it out, they really need to put it out there that these programs exist and are available. No one knows about the programs or services offered, they is no information anywhere.
· They said they would help my find a job. Even though I had a felony on my record they said they would help but I never got hired anywhere.
· They were great, it’s been long since I had to seek out employment, so they helped me brush up on my job seeking skills, and resume writing and all that.
· They were so screwed up, I had 5 people throughout this whole thing, because of constant budget cuts, so I had to keep starting over, it was like getting a new doctor every month, and you had to keep explaining your symptoms over and over again, it was so lame also, when the program said they pay for me to go back to school , and we had to take this interests test, and I told them what I wanted to go back to school for, which I did, been done with that for a year and half now, the team kept pushing me in another direction, because of that stupid assessment test, I felt they should of encouraged me and helped me for what I wanted to do with my life, not what they wanted to do!
· This program helped me switch careers, and so I am very happy with my new career, this program was so insightful and so helpful, this made the transition so much easier, and I am so happy with my new job, I learned a great deal and everyone was so helpful and eager to go all out and go the extra mile and I am so very pleased.
· This whole thing was not set up for people who want to start their own business. It was based on only for persons working for other persons, I wanted to be my own boss and wanted to explore that, and they really had nothing up there for that. My lady was a great guide and super supportive and helpful. She helped me navigate around all of this.
· Umm, I thank you actually you. The program was great, I am glad I was able to participate, I learned a great deal.
· When I lost my job, this was a godsend, I was eligible for training, and was considered a career change, but they found me a job in my field. So, I went with that, my counselor, Carrie Schwartz was incredible. She was so helpful. it was an amazing program, so glad I was a part of it,
· With my case the seminar you go to for networking and to find a new position are totally different from when you have your resume out there. In the seminar they say to use the internet to research companies and find the hiring manager whereas I was using the computer to find a job which helped me more. When I was trying to fit job requirements to positions I didn’t have skills but when you go for those specific positions say word processing companies what years of experience and not just course work. I was a bit frustrated that I was trying to find work in a different field and when putting in my information the workforce website would give me positions in the same field or the same jobs that I have already been in.


Definitions of key terms:

Number of Interviews = Total number of customers interviewed. This number includes interviews considered disqualified because the customer did not provide a valid response to one or more of the three required questions (i.e. the customer answered “don’t know” or refused to answer the question), but was asked all of the survey questions. The results from disqualified interviews are included in the results reports, but are not counted as completed interviews when calculating the response rate.

Number Attempted = The total number of customer records selected for the survey.

Response Rate = Percent of customers completing interviews out of total number of customer records with valid telephone numbers. The numerator of this equation equals the number of interviews minus the number of disqualified interviews. The denominator equals the number attempted minus the number of invalid customer records. Invalid customer records are those that are attempted and result in one of four outcomes: 1) the phone number(s) provided is invalid (disconnected, wrong number, respondent moved) and no valid phone number can be obtained by calling information or from friends/family contacted using the phone number(s) provided; 2) the customer is contacted and claims not to have received services; 3) the customer is deceased, in the hospital or in prison; 4) the phone number(s) provided is a fax machine, modem, or pager number.

Mean = The arithmetic average; the sum divided by the number of cases.

N = Indicates number of completed interviews or number of customers asked a particular question.

DK/Ref = Indicates that a customer answered “don’t know” or refused to answer a particular question.



