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Workforce System Performance Measures
“Customer Satisfaction” Work Group Meeting Notes

OED Third Floor, Dave Pleasant Conference Room

Weekly Meeting | May 21, 2014

Present: John Glen, Jennifer Granera, Rick Heinichen, Kristen Jones, Brooke Jackson,
Adam Rea (DHS); Cheryl Nee-Gieringer (phone)

Absent: Belit Burke, Alma Estrada, Karen Humelbaugh, Robin Onaclea-Scott, Graham
Slater, Rachel Soto

Agenda Items
10:00 Review 5/15/14 Meeting Notes
10:05 Jennifer: JOBS Plus Employers?
10:10 Condense list of Employer Survey Questions
10:40 Discuss: Survey Distribution Options
10:50 Next Steps
10:55 Adjourn

Meeting Notes
Review 5/15/14 Meeting Notes (10:02)

Group read meeting notes. No comments or changes.

Jennifer: JOBS Plus Employers (10:05)

Jennifer reported that for the relevant DHS programs (i.e. JOBS Plus, Supported Work,
and Work Experience Sites) there are contractors who manage the programs. These
contractors collect contact information for the participating businesses, but DHS does
not have the information. DHS will need to develop a system for collecting this contact
info from the contractors and reporting the information to PRISM.
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Condense List of Employer Survey Questions (10:10)
Group reviewed list of possible survey questions for employers. It was difficult to
condense the questions because of the variety of services that employers use.

Group DECIDED we will ask the legislatively required questions of all employers, but
any questions beyond this will be based on which service(s) employers used.

Group DECIDED we do not want employers to receive multiple surveys even if they
use multiple services. Employers will receive only one survey.

Of the “Suggested Additional Questions,” the group specifically discussed the first two
questions and made the following notes:
1. Did you hire an employee through the (workforce system)? (Y/N)
Discussion: Employers don’t always know if they hired someone through
the workforce system, so it will be difficult to gain complete, accurate
responses to this question.

2. Did you feel the candidates sent to you were competitive for the job?
Discussion: iMatchSkills is undergoing significant changes and job listings
will be almost entirely self service, therefore we will have less information
about how many job seekers OED is “sending” to employers.

Group reviewed the primary Conceptual Question and Conceptual Definition from the
Workforce Performance Measures Two-Page Summary, which states:
Conceptual Question: Are we providing businesses with the qualified employees they
need?
Conceptual Definition: Percent of businesses saying they are satisfied or very satisfied
with the overall service they receive from the workforce system.

Group noted there is a disconnect between the question and definition. Group

REQUESTED clarification from the PRISM leadership.

Next Steps: Homework

- Brooke: Discuss the conceptual question and definition with Graham to clarify
the goal of the business satisfaction survey, then report back to the group.

Next Meeting is on May 28 from 10am-11am in OED Auditorium
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