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SUBJECT . Distribution of the North American Free Trade Agreement-Trade
Adjustment Act (NAFTA-TAA) Customer Satisfaction
M easurement and Training Project Package

1. Purpose. Toannouncethe production and distribution of the NAFTA-TAA
Customer Satisfaction Measurement and Training Project Package.

2. Reference. GAL No. 1-96, Change 1.

3. Background. The Employment and Training Adminigtration (ETA) launched a
capacity building strategy aimed at increasing the effectiveness of staff in State and
local agenciesthat administer TAA and NAFTA-TAA benefitsand training services
acrossthe country. ETA continuesto support thiseffort through a variety of projects
and activitieswhich areresponsiveto, and in support of, the States TAA and NAFTA-
TAA service ddivery systems and which focus primarily on effective customer
satisfaction practices.

4. NAFTA-TAA Customer Satisfaction Project. The NAFTA-TAA Customer
Satisfaction Measurement and Training Project was developed in partner ship with
ETA, the North Carolina Employment Security Commission and the Center for
Employment Security Education and Research (CESER). The purpose of the project
was to deter mine the nationwide effectiveness of the programs and to gauge the level
of satisfaction from the viewpoints of the four target groups (see paragraph below) by
establishing a customer satisfaction measur ement process.

Input from several focus groups wer e used to design measur ement instruments
tailored for each of thetarget groups. trade-affected workers, program staff, training
providers, and employers. The measurement instruments wer e designed to evaluate
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program staff’s knowledge of the TAA and NAFTA-TAA programs, theimpact of
various program requirements on trade-affected workers; the effectiveness of services
delivered by the wor kfor ce development system and training providersto trade-
affected workers; and the outcome of servicesfor trade-affected workers. Theresults
wer e compiled into a nationwide survey which addressed areasfor program
improvements.

Threetraining curriculum and support materials were developed on using customer
survey resultsto improve service delivery strategies and on methodsto increase
customer satisfaction. Training sessionson Teamwork, Using Survey Data, and Tips,
Tools and Tactics for Increasing Customer Satisfaction were delivered to morethan
700 State and local staff.

Thefinal piece of the customer satisfaction project ismaking the NAFTA-TAA
Customer Satisfaction Measurement and Training Project Package availableto all
States. The package includesinformation on getting started, curriculafor all three
training sessions, survey instruments, nationwide data summary, CD-ROM of survey
resultsin their entirety, and a videotape of the Tips, Tools and Tacticsfor Increasing
Customer Satisfaction training module.

Note: The project package makes reference to the did ocated worker program under Title [l
of the Job Training Partnership Act (JTPA). It isimportant to recognize that as of July 1, 2000,
the Workforce Investment Act (WIA) will replace JTPA. Didocated workers, including trade-
affected workers, will be able to receive the same services under WIA as those available under
JTPA Titlelll. Therefore, referencesto JTPA Title 111 should be considered as being
applicableto WIA Title| for purposes of this document.

5. Didribution. Copiesof the NAFTA-TAA Customer Satisfaction Measurement and
Training Project Package are being provided by the I nter state Confer ence of
Employment Security Agencies, Inc. (ICESA) under separ ate cover to all State
Employment Security Adminigtrators, TAA Coordinators, NAFTA-TAA Coordinators
and Didlocated Worker Unit Managers. Copieswill also be sent to ETA Regional
Offices.

6. Additional Copies. For additional copiesof the NAFTA-TAA Customer Satisfaction
M easurement and Training Project Package contact Mary Sue Vicker at ICESA on
(202) 434-8020.

7. Inquiries. Questions on this TEIN may be directed to the appropriate Regional
Office.

8. Separate Cover. NAFTA-TAA Customer Satisfaction Measurement and Training
Project Package




