Comparison of Program Results

Minnesota WorkForce Center System Customer Satisfaction Survey

12-month Program Results   These results represent customers served from October 2010 – September 2011.
	Program

	Question 1: 

Using 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?
	Question 2:

Considering all of the expectations you may have had about the services, to what extent have the services met your expectations? 

“1” means “falls short” and “10” means “exceeds” your expectations. 
	Question 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” means “not close to the ideal” and “10” means “very close to the ideal.” 
	MnCSI:

Minnesota Customer Satisfaction Index – a weighted combination of responses to questions 1-3.3

	System Total

(5477 interviews)


	Average: 7.96
	Average: 7.39
	Average: 7.38
	Average: 73.1

	WIA, State Dislocated Workers
(328 interviews) 
	8.16
	7.54
	7.44
	74.6

	Core Services & Veterans
(387 interviews) 
	8.05
	7.52
	7.42
	74.1

	MN Family Investment Program 
(442 interviews) 
	7.04
	6.62
	6.56
	63.8

	State Services for the Blind
(264 interviews) 
	7.73
	7.44
	7.40
	72.5

	Rehabilitation

Services
(401 interviews) 
	7.91
	7.28
	7.50
	72.9


	WIA & MN Youth Programs
(239 interviews) 
	8.23

	7.73
	7.98
	77.6


3 MnCSI = (((Q1-1)/9) x 33.3) + (((Q2-1)/9) x 33.3) + (((Q3-1)/9) x 33.3). Very similar to the American Customer Satisfaction Index (ACSI), except that all questions are weighted equally.





