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for employers and participants of state and local agencies that provide employment and 
training services. 

In PY 2005, ETA began approving a waiver to support adoption of the common measures, 
commonly referred to as the common measure waiver. States with an approved common 
measure waiver must continue to collect customer satisfaction data but only report on 
common performance measure outcomes. Instead, states with the common measure waiver 
must provide information about their customer service results in the narrative portion of their 
WIA Annual Report to the Department of Labor (Department). Currently all but four states 
(Michigan, Minnesota, Rhode Island, and Vermont) and Pue1to Rico have this approved 
waiver fo r PY 2014 resulting in sign ificantly limited access to customer satisfaction data at 
the national level. 

1n TEGL 9-1 4, Workforce Investment Act (WIA) Program Year (PY) 2013 Annual Report 
Narrative, ETA was interested in what approaches and methodologies states were using to 
col lect customer satisfaction information. In the PY 2013 WIA Annual Repo1ts states 
identified the approaches and methodo logies they were using; including descriptions of how 
the information was being used to improve customer service. Other states mentioned they 
were in the process of developing new customer satisfaction measures. Many states and 
local areas have begun piloting new ru1d potentially less costly methods to collect customer 
satisfaction data other than the phone surveys required previously when using the American 
Customer Satisfaction Index (ACSI), which was the common methodology used Lo capture 
and report customer satisfaction information prior to PY 2012. 

In PY 2013, the Depa1tment provided states with flexibility in collection of their customer 
satisfaction information. States identifying new measures in PY 2013 should provide results 
info1111ation in their PY 2014 repo1t. Although ACSI is no longer contracted with ETA, 
states may elect to use ACSI methodology at their own cost. States utilizing ACSI for 
customer satisfaction may stil I report the results in the ETA Form 9091. For states not 
utilizing ACSI, they are encouraged to use robust methodologies that use multiple strategies 
for data collection (telephone, email, paper surveys, or other technology methods). All states 
must describe their customer service methodologies in their anm1al narrative. At a minimum, 
quality customer satisfaction narratives shall include: 

1. The approach used including whether the approach used a random sample (if possible 
include a sample of the survey); 

2. The number of individuals/employers that were provided customer satisfaction 
outreach; 

3. The response rate; 
4. A summary of the resu lts and whether the results are generalizable to the entire 

population of customers; and 
5. Any processes for incorporating the customer satisfaction feedback 

This approach provides states with the flexibility they have requested to use new 
techno logies which may lead to higher quality services while also providing the Department 
with better insight into each state's customer satisfaction initiatives. ETA believes that 
customer service will be enhanced through this increased flexibility and by requiring all 
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states to follow. at a minimum, the above parameters for structuring their description of 
customer satisfaction activiries. Additionally, rhis strategy for capturing customer 
satisfaction provides a more robust national umkrstanding of state level activities. 

Status or State F.va luati\m Activities 

As Wit\ Section I 34(a)(2)(B)(ii) notes. conducting evaluations of workforce investment 
a...:t ivities under \VI A section I J6(e) is a required statewide activity. Stntes should include 
infrwmation about all evaluation studies that were started and/or completed during the 
program year for which the WlA Annual Report is being submitted. For each evaluation. 
the Annual Report Narrative shou ld include: 

• The time line ror starting and completing rhe evaluation: 

• The questions the evaluation did/will address: 
• A description of the evaluation·s methodology, including description or any control 

0r comparison group and descri prion of the analysis technique employed; 

• The timeline for the final report and other deliverables; and, 

• Summary of evaluati0n lindings. inc luding summary of best practices, for th0se 
evaluations com pleted during the program year for which the WIA Annual report is 
being submitted. 

These State-sponsored eYaluation studies. conducted under WIA Title IR, are expected to 
promote. establish. and implement methods for continuous improvement in the efficiency and 
effectiveness of the stat.:,v ide workforce investment system in improving employability tor 
job seekers and competitiveness for employers. The decision to undertake evaluations and 
research srud ies should be guidec.l by the information needs of the state and in fo rmed by the 
Department·s WlA Five-Year Research and Evaluat ion Strategic Plan for 2012-20 17 
(Research Plan). The current Research Plan, prepared in consultation with members of the 
public workforce system. identi~ies the following high priority research topics: 

( 1) Understanding Changing Labor Markets: 
(2) Identifying Hkctive Strategies; 
(3) Im prov ing Workforce System Int,·astructure: 
(4) Addressing the Needs o f Special Populations: and 
(5) 8uilding Research Infrastructure and Support. 

Costs or Workfurce lnve~tment /\ctivitie~ 

States slH1 ulcl explain how the mix of sen ices ILir adults. dislocat.xl v,orkcrs. and youth 
activi ties affected the outcomes. For adu lts and dislocated workers, the activities that 
states may wish to addr1:'~s are core. intensi\'e. and training services. For youth :1et ivities. 
states nia) vvish to include information about front-e nd costs (e.g., intake. asses ·111ent and 
case nwnagement) :rnd aggregated cl irect se rvice costs for the IO youth program elements 
described in \Vi i\ Secrinn I 29(c)(2). 
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ETA has a long-term interest in improving program cost-effectiveness so that both taxpayers 
and customers can be better served. A variety of methods for calculating and presenting 
cos! information and measures are described in the attachment of this document. Among the 
most common cost calculations repo1ted by the states is the "cost per participant'' indicator, 
which will be a required report element beginning in PY 2016, under the Workforce 
Innovation and Opportunity Act (WIOA). 

ln addition to the required components of the WIA Annual Repo1t Narrative, ETA 
encourages states to include the following information in their narrative: 

A. Information from their strategic plans that highlights innovative service delivery 
strategies, including program activities that support dis located workers, low
skilled/low-income adults and disadvantaged youth, the outcomes expected, as wel l 
as, the actual outcomes for their major customer populations. States may indicate 
actual federal outlays for selected activities, if such information is available. 

B. A discussion of"best practices" and "lessons learned" that focuses on spec ific 
pa1t icipants, employers, and communities. 

C. Messages from the governor or other contextual information about state workforce 
investment board members, market analysis, strategies for improvement, and 
effects on major industries may also be included. 

D. I\ discussion of the activities funded by the stale 's discretionary ("8. 75 percent") 
funds. In this section of the narrative report, states may describe activities 
undertaken in whole or in part with their discretionary funds, and how those 
activities directly or indirectly affect performance. 

E. A discussion of programs and strategies fo r serv ing employers at the state and local 
level, including the performance metrics used by states or local areas to measure 
the effectiveness of such services and current available performance data. Effects 
on major industries may also be included. 

F. A discussion of the initiatives and activities outlined in the WIA and Wagner-Peyser 
Act State Strategic Plan to improve performance. 

G. A discuss ion of the programs, initiatives, and strategies for serving veterans at the 
state and local level, including, the performance metrics used by states or local areas 
to measure the effectiveness of such services and current available performance data. 
Include a description of how veterans' priority of service is being implemented for all 
Department training programs. 

5. Due Date. The WIA Annual Report narrative is usually due no later than October I st 
following each program year. This year, the report fo r PY 20 14 will be due Tuesday, 
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December 15.2015. The WI/\ /\nnua l Report narrati ve ,,il l rellect performance outcome 
in lormat ion through June 3 0. 20 I 5. 

6. Submiss ion. An electronic copy of the WIA Annual Report narrative should be e-mai led to 
\\"J..\. ,\R 11 lk,l.u\l, by December 15. 2015. States should also submit an e lectronic copy to 
their respective ETA Regionnl Administrator and copy their rcderal Pr~jcet Offi cer. Hard 
copies o r the report may be submitted bur are no longer requ ired. in an effort to be more 
environ111cntally fr iendly. ETA ,,viii publ ish ead1 state':-; rc:porl on the: lntc:rnd at 
\\ ,, ".ch,k1a.uo, pcrrorlllance. As was the case for last year's submiss ion, ETA wi ll 11011-
011ly accept 508 compliant PDF formats. Since each state"s report will be posted 011 ETA·s 
Performance Web site, all WIA Annual Report Narratives must be subm itted electronica lly 
in a machine readable fcmnat to comply with requirements set forth in Section 508 of the 
Rehnbil itation Act. 

7. Action Requ ested . Distribute this TEG L to tho~e personnel responsible for developing the 
WIA Annua l Report narrative. including personnel responsible fo r performance reporti ng, 
and to all local areas responsible for administering the VdA programs. 

8. Inquiries. Please dircc1 questions concerning this TEGL to your appropriate Regiona l 
Office . 

9. Attachment. Ovcrvic\\ of Potential Altt:rnative Efficiency Measures !or Cunsideratitin 
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ATTACHMENT 

Overvie·w of Potentia l Alternative Efficiency Measures for Consideration 

Examples of costs in relation to participant services and outcomes 

(I) Uni t Costs = total cost by service / total paiticipation by service. 

Expenditures Pa1ticipation Unit Costs 

Core Intensive Training Core Intensive Training Core Intensive Training 

$ $ $ # # # $ $ $ 

Pros: 
• Applicable to most programs. 
• Easier to understand how costs apply to pa1ticipant services. 

Cons: 
• Tracking program services and costs by year requires great effort and attention to 

detail; it therefore would be more susceptible to human error. 
• Limited use in assessing program effectiveness, because it is not an outcome

based measure. 

(2) Cost per Participant (CP) = This measure is calculated by taking the total program costs in 
terms of expenditures and dividing by the number of participants served during the year by 
the pa1iicular program. 

CP= 

Pros: 

All Program Expenditures 
All Program Participants 

• Applicable to most programs. 
• Data is readily available. 
• Easy to understand. 
• Can be immediately generated each year. 
• Not costly or burdensome. 

Cons: 
• Limited use in assessing program effectiveness, because it is not an outcome-based 

measure. 

(3) Cost per Exiter (CE) = It is calculated by taking total program costs in terms of 
expenditures and dividing by the nL1mber of exiters terminating the program during the year 
by the pa1ticular program. 

CE= ---"_fo_t_a_l_P_ro~g~r_a_m_E_xp~e_1_1d_i_tt_1r_es _ _ _ 
Total Exiters Te~mi.nating Program 



Pros: 
• Applicable to most programs. 
• Data is read ily available. 
• Easy to understand. 
• Can be immediately generated each year. 
• Not costly or burdensome. 

Cons: 
• Limited use in assess ing program effectiveness, because it is not an outcome-based 

measure. 

(4) Cost per Entered Employment (CEE) = This measure is calculated by taking total program 
costs in terms of expenditures and dividing by the number of exiters entering employment 
in the first quarter following exit from the particular program. 

Total Program Costs 
CEE= 

First Quai1er Ex iters Entering Employment 

Pros: 
• Applicable to most programs. 
• Data is readily available. 
• Easy to understand. 
• Can be generated about two quarters after the end of each program year. 
• Not costly or burdensome. 
• Measure is an outcome-based efficiency measure. Therefore, it is of substantial use 

in understanding program effectiveness. 
Cons: 

• Does not caph1re those who entered employment in the same quarter of ex it. 
• Puts a premium on quick labor exchange at a time we are trying to improve skills. 

(5) Cost per Retained Employment (CRE) = This efficiency measure is calculated by taking 
total program costs in terms of expend itures and dividing by the number of exiters who ai·e 
employed in both the second and third quarters after the exit quarter. 

Total Prouram Costs 
CRE = 

Exiters Employed in Q2 & QJ after Exit 

Pros: 
• Potentially applicable to most programs. 
• Data is readily available. 
• Relatively easy to understand. 
• Relatively low cost and low burden to produce. 
• It is an outcome-based efficiency measure. Therefore, it is of substantial use to 

understanding program effectiveness and costs. 
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Cons: 
• Lengthier lags in data (must wait for several quarters after the end of the program 

year). 

(6) Cost per Exiter or Participant Receiving a Particular Service (CPS) = Total program cost 
of a particu lar service divided by the number of exiters or pa1ticipants receiving a particular 
service. 

CPS= 
Total Cost of Particular Proo-ram 

Participants or Exiters Who Received Particular Service 

Pros: 
• Easy to understand. 
• No lags in data. Data can be immediately generated at the end of each year. 

Cons: 
• Only applicable to programs that distinguish types of service. 
• Data is read ily available for some programs, but not al l. 
• Is not an outcome-based efficiency measure. 
• May be burdensome to generate. 

(7) Cost per Placement in Employment or Education (CPEE) = Total program cost div ided 
by the number of participants or ex iters in employment or enrolled in postsecondary 
education and/or advanced training or advanced training occupational skills in the 1 sl 
quarter after exit. 

CPEE = 

Pros: 

Total Program Costs 
Number of Exiters or Participants Employed or in 

Postsecondary Education Programs after 1st Quarter Exit 

• The data is relatively easy to understand. 
• Relatively low cost and low burden to produce. 
• The measure is outcome-based so it is of substantial use to understand ing program 

effectiveness. 
Cons: 

• Limited to primarily the Workforce Investment Act Youth program. 

(8) Cost per Individual Attaining a Recognized Degree or Ce1-tificate (CID) = Total training 
program cost divided by the number of participants or exiters receiving a training service 
attaining a recognized credential during participation or by the end of the 3rd quarter after 
exit. (Credentials include but are not limited to, a high school diploma, GED, or other 
recognized equivalents, post-secondary degrees/certificates, recognized skill standards, and 
licensure or industry-recognized ce11ificates.) 
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Total Training Program Costs CID= 
Number of Paiiicipants or Exiters who Attained 

Certification or Degree by the end of 3rd Quarter after exit 

Pros: 

• The measure is an outcome-based measure, so it is of substantial use in 
understanding progran1 eftectf'·veness. 

Cons: 

• Only applicable to programs that provide services and identify individuals as 
receiving training and types of credentialing. 

• Data is readily available for some programs, but not all. 

• The measure is somewhat difficult to understand. 
• Potentially lengthy lags in data. 

(9) Return on Investment (ROI). ROI is a way of quantifying the gain on an investment, such 
as workforce development, actually is. In its simplest form, ROI is calculated by dividing 
the gain by the size of the investment. This equation can be written as B/C, where B is the 
sum of all benefits that result from the investment over the period considered and C 
represents the costs. For a workforce program, one would divide the increase in participant 
earnings by the cost of the program. Ln more sophisticated analyses, ROI calculations take 
into account the timing of the gains due to the program. Economists typically compute a 
variation called the internal rate of return (IRR), which is based on the costs and benefits 
over the life of the investment. The IRR can be calculated, using a financial calculator or a 
spreadsheet, by solving the following equation for i: 

Where 81 is the benefit received in year i, C1 is the cost incurred in year i, and N is the last 
year that benefits or costs occur. (The four dots mean that the formula includes the same 
type of tenn for all years between year 3 and year N.) The IRR is preferred to the simpler 
versions of ROI because it takes into account the timing of the costs and benefits. 

Pros: 

• Potentially applicable to most programs. 

• Measure is an impact-based efficiency measure, which controls for factors that 
could potentially influence/bias results. T11erefore, it is of the greatest utility in 
understanding program cost-effectiveness. 

• This measure controls for difficulty or cost of serving different populations (e.g., 
hard-to-serve, service mix, and economic conditions). 

Cons: 

• Data is very costly to produce. 
• The measure is difficult to understand. 
• Lengthy lags in data. 
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