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SUBJECT: Gui dance on Obtaining Custoner Satisfaction Results for
Partici pants and Enpl oyers Receiving Services Under
Title I of the Workforce Investnent Act (WA)

1. Pur pose. This guidance letter outlines: 1) the paraneters
States are to use in conducting State |evel custoner satisfaction
surveys, 2) the fornmula weights to be used in conputing
performance for the State American Custoner Satisfaction |ndex
(ACSI) scores for participants and enpl oyers, and 3) the
paranmeters States are to use in capturing custonmer satisfaction
outconmes at the local level for local performance accountability
pur poses.

2. Ref erences. The Workforce Investnent Act of 1998, section
136;

20 CFR part 666; Training and Enpl oynment Gui dance Letter (TEGL)

No. 7-99, March 3, 2000; Federal Register issuance on proposed

reporting requirenents, 65 Federal Register, pages 17537 through

17540

(Apr. 3, 2000).

3. Background. Section 136 of WA specifies core indicators of
performance and their application to workforce investnent
activities in adult, dislocated worker, and youth programs. Four
core nmeasures apply separately to the adult, dislocated worker
and ol der youth participants, three neasures apply to younger
youth, and two neasures of custoner satisfaction apply across the
three fundi ng streans.

RESC SSI ONS EXPI RATI ON DATE
None Cont i nui ng
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On March 3, 2000, the Departnent issued in TEGL 7-99 policies on
core and custoner satisfaction performance nmeasures under Title
of WA. The Departnent also published in the April 3, 2000,
Federal Register a request for coments on proposed reporting
requi rements on WA participation and outconmes. Both issuances
outlined the core custoner satisfaction questions, survey
approach, and scoring nethodol ogy for States to use in deriving
statew de custoner satisfaction outcomes. Since the release of
t he i ssuances, the Departnment has received several inquiries
about conducting and reporting the outcones of custoner
satisfaction surveys for the State measures as well as

requi rements for assessing |ocal Wbrkforce Investnent Board (W B)
performance. This guidance letter summari zes the paraneters
States are to use in conducting customer satisfaction surveys at
the State | evel, specifies the weights States are to use in

cal cul ati ng performance, and outlines the parameters States are
to use in conducting surveys and reporting results for | ocal

W Bs.

The paraneters outlined in this guidance letter represent m ninal
requirenments for States to follow to ensure the survey results
are representative of the popul ati ons surveyed. States have

maxi mum flexibility in the design and inplenmentation of custoner
sati sfacti on measurenent approaches that will capture outcones
for local WBs. Each State is responsible for ensuring
conpliance with the guidance outlined in this issuance when

desi gning and i npl enenting these approaches.

Formal instructions for reporting custonmer satisfaction outcones
to the Departnment will be released as part of the overall WA
performance accountability reporting system

4. Popul ations for the Surveys. Each State is responsible for
obt ai ni ng custoner satisfaction outconmes for registered
participants who exit the program and for enployers who received
substantial services through One-Stop operations. The universe
of participants and the universe of enployers for the State |evel
custoner satisfaction surveys and for the custoner satisfaction
surveys used to assess |local WB program perfornmance are

descri bed bel ow.

A. Partici pant Universe. WA Title |I-B participants who
are exiters as defined in the core neasures detailed in
TEGL 7-99, who are either Adults, Dislocated Wrkers,
Youth 19-21, or Youth 14-18 will be surveyed. All
individuals fromall funding streans in an exit cohort
are eligible for the survey.
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B. Empl oyer Universe. Those enployers eligible to be
surveyed include those who have received service where
the service has been conpleted or, if it is an ongoing
service, when a full segnment of service has been
provided (e.g., after listing an open job order, the
enpl oyer has received sone referrals or if no service,
30 days have el apsed after the initial request). All
enpl oyers who have received a substantial service
i nvol vi ng personal contact with One-Stop staff are
eligible to be chosen for inclusion in the survey,
excl udi ng those enpl oyers who request a brochure or
standard mailing, ask a question that is answered with
little expenditure of staff time, or use electronic
sel f-services. Exanples of services include staff
facilitated job orders, custom zed job training,
custom zed | abor market information requests, and on-
the-job training activities.

In sone instances, an enployer may receive nultiple
services and have multiple contacts |isted for the
enployer. In this situation, the enployer contact
recei ving the greatest anmount of service should be
surveyed about the enployer’s satisfaction. An enpl oyer
should only be surveyed once during the course of the
program year.

States should build the capacity to track WA Title I
servi ces received by enployers into their information
and reporting systens policies. This information
shoul d i nclude accurate contact data needed to initiate
t he survey.

5. Paraneters for Conducting Surveys to Cbtain State Level
Results. As stated in TEGL 7-99, the Departnent has secured
rights to use the ACSI to capture and report statew de custoner
satisfaction results for each State. Each State is responsible
for sanpling, adm nistering the surveys, and reporting results to
the Departnent. States may enter into contracts with vendors to
provi de the actual sanpling and interview ng services.

The ACSI was devel oped by the National Quality Research Center at
the University of M chigan Business School. ACSI is co-sponsored
by the American Society for Quality, Claes Fornell International
(CFl) Group, and the University of M chigan Business School .

The i ndex was devel oped to provide useful information on quality
to conpl enent present measures of the U S. econony.

To ensure ACSI results for individuals are collected in a
consi stent and uni form manner, procedures used by States to
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obtain participant and enployer customer satisfaction information
must satisfy the followng criteria:

A

As stated in TEGL 7-99, participant and enpl oyer
customer satisfaction responses nmust be collected by

t el ephone interviews. In-person interviews and mail
gquestionnaires may be used only in situations where the
i ndi vi dual does not have a tel ephone or where the
person has a hearing inpairnment. Accomopdations should
be nmade to adm ni ster surveys and collect results from
i ndi vidual s who are not proficient in English.

Partici pants should be contacted as soon as possible
after the date of exit and no | ater than 60 days after
the date of an exit. For registered individuals who
exit the program due to non-participation in services
for 90 days, these individuals should be contacted no

| ater than 60 days after the 90 days have el apsed since
the | ast date of service.

Empl oyers shoul d be contacted as soon as possible after
the conmpletion of the service and no |ater than 60 days
after the conpletion of the service. For enpl oyers
who |isted a job order where no referrals were nade,
contact should occur 30 to 60 days after a job order
was |isted.

I ntervi ew questions nmust include the core questions
outlined by the Departnment in TEG. 7-99 for

partici pants and enpl oyers. The core questions are
reprinted initemJ in this section. Responses to

t hese questions will be used by the State to cal cul ate
the ASClI, a proprietary product secured under contract
by the Departnent to neasure satisfaction at the State

| evel . Respondents should be told that responding to
the survey is voluntary and that the information they
provide will be kept confidential. States may include

ot her questions in the participant and enpl oyer
surveys.

St ates nust conplete a m nimum of 500 partici pant
surveys and 500 enpl oyer surveys during the program
year to accurately assess performance on the ACSI.

St ates nust randonmly sanple both participants and
enpl oyers to obtain the desired nunber of conpleted
surveys. States with less than 1,000 individuals
eligible for a survey during the year nust attenpt to
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reach each potential participant or enpl oyer
respondent.

The response rates for both participant and enpl oyer
surveys nust be a m ninmum of 50 percent.

The response rate is cal culated as the nunber of
respondents with conplete customer satisfaction
information divided by the total nunber selected for
the sample. A survey is considered conplete when valid
answers are provided by respondents for each of the
core questions outlined by the Departnent.

Attenpts should be made to contact all exiters and
enpl oyers in the sanples.

The sanpling nmet hodol ogy used to sel ect potenti al
respondents for the surveys nust ensure the consistent
random sel ection of a sanple of individuals or

enpl oyers eligible for the surveys. Wth this in m nd,
no eligible participant or enployer may be arbitrarily
excl uded from a sanpl e.

It is very inportant that all records for eligible
partici pants and enployers be entered in a tinely
fashion into the databases. The information in these
dat abases will be used to develop lists of participants
and enpl oyers who received services that are the

subj ect of the surveys. Both participant and enpl oyer
sanpl es nust be drawn on at |east a nonthly basis.

Al so, procedures used to draw a sanple nust conformto
accepted statistical practices, such as using a table
of random nunbers.

Every precaution should be taken to prevent a response
bi as.

St ates nust use the m ninum core customer satisfaction
guestions specified by the Department to coll ect and
report satisfaction outcones. These mandatory itens
shoul d be |l ocated at the begi nning of the
guestionnaire. States nmay include other questions
about the service experience.

The introductory statenents and questions are |isted
bel ow for both participants and enpl oyers. Please note
the introductory statenments are exanples that can be
nodified to neet the needs of the State and use the
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names of program services that are recogni zabl e by
respondents.

Partici pant Questions
[I ntroductory Statenent]
My nane is with XXXXX and | am

conducting a survey for the XXXX XXXXX. | would like
to speak to Ms./ M. .

Are you the Ms./ M.
a few nont hs ago?

who was | ooking for a job

I would like to ask you sonme questions about your
recent experience |ooking for a job. Qur purpose is to
| earn fromyou how to inprove programs and services
offered to people in XXX. The survey should take about
XX mnutes to conplete. First I amgoing to read a
list of services you may have received. Indicate as |
read them those you recall receiving during the period
in which you were seeking enploynent and/or training at
the XX center.

. A thorough assessnment of your needs

. Assi stance about finding a job

. Assi stance to devel op an individual enploynent
pl an

. Assi stance to decide about the best training to
t ake

. Assi stance from someone to support you during your
j ob search or training

. Did you receive any training?

. Cccupati onal training

. Training to give you general skills for the
wor kpl ace

. Training in English or math

Did you get any other help or services that | have not
menti oned? (specify)

[ Questi ons]

1) Utilizing a scale of 1 to 10 where “1” neans “Very
Di ssatisfied” and “10” nmeans “Very Satisfied” what
is your overall satisfaction with the services
provi ded from ?



Very Very DK! REF?
Di ssati sfi ed Satisfied

1 2 3 4 5 6 7 8 9 10 11 12

2) Considering all of the expectations you nay have
had about the services, to what extent have the
services net your expectations? “1” now neans
“Fall s Short of Your Expectations” and “10” means
“Exceeds Your Expectations.”

Fal |l s Short of Exceeds DK REF
Expect ati ons Expect ati ons

1 2 3 4 5 6 7 8 9 10 11 12
3) Now t hi nk of the ideal program for people in your

circunmstances. How well do you think the services

you received conpare with the ideal set of

services? “1” now neans “Not very close to the

| deal ” and “10" neans “Very Close to the ldeal.”

Not Cl ose Very Cl ose DK REF
To | deal To | deal

1 2 3 4 5 6 7 8 9 10 11 12

Empl oyer Questi ons

[I ntroductory Statenent]

My name is with XXXXX and | am conducting
a survey for the XXXX XXXXX. | would like to speak to
Ms. /M. :

Are you the Ms./ M.
service).

who (describe the

I would like to ask you sonme questi ons about your
recent experience with . Qur purpose is to

l earn fromyou how to inprove progranms and services

L DK = Don’'t Know

2 REF = Refused to Answer
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offered to enployers. The survey should take about XX
m nutes to conpl ete.

[ Questi ons]
1) Utilizing a scale of 1 to 10 where “1” neans “Very

Di ssatisfied” and “10” neans “Very Satisfied” what
is your overall satisfaction with the service(s)

provided from___ ?
Very Very DK REF
Di ssatisfied Sati sfied

1 2 3 4 5 6 7 8 9 10 11 12

2) Considering all of the expectations you may have
had about the services, to what extent have the
service(s) met your expectations? “1” now nmeans
“Fall s Short of Your Expectations” and “10” neans
“Exceeds Your Expectations.”

Fall s Short of Exceeds DK REF
Expectati ons Expect ati ons

1 2 3 4 5 6 7 8 9 10 11 12

3) Now t hi nk of the ideal service(s) for people in
your circunstances. How well do you think the
service(s) you received conpare with the idea
service(s)? “1” now neans “Not Very Close to
| deal ” and “10" now neans “Very Close to the

| deal .”
Not Cl ose Very Cl ose DK REF
To | deal To | deal

1 2 3 4 5 6 7 8 9 10 11 12

Cal cul ati ng the ACSI.

The ACSI scores reported for a State represent the

wei ght ed sum of the three ACSI question val ues which
are transforned into O to 100 scale value. The weights
are applied to each of the three questions to account
for differences in the characteristics of the State’'s
cust omer groups.
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For exanple, assune the nmean val ues of three ACSI
questions for M chigan are:

1. Overall Satisfaction = 8.3
2. Met Expectations =7.9
3. Conpared to Ideal =7.0

Then, these nmean values fromraw data nmust first be
transformed to the value on a 0 to 100 scale. This is
done by subtracting 1 fromthese nmean val ues, dividing
the results by 9 which is the value of range of a 1 to
10 raw data scale, and nmultiplying the whole by 100:

1. Overall Satisfaction = (8.3 - 1)/9 x 100 = 81.1
2. Met Expectations = (7.9 - 1)/9 x 100 = 76.7
3. Conpared to Ideal = (7.0 - 1)/9 x 100 = 66.7

The ACSI score of Mchigan is calculated as the

wei ght ed averages of these values. Assum ng the

wei ghts for M chigan are 0.3804, 0.3247 and 0.2949 for
questions 1, 2 and 3, respectively, the ACSI score for
M chi gan woul d be cal cul ated as fol |l ows:

(0.3804 x 81.1) + (0.3247 x 76.7) + (0.2949 x 66.7) =

Wei ghts were cal culated by a statistical algorithmto
m nimze measurenent error or random survey noi se that
exists in all survey data. State-specific weights were
cal cul ated using the relative distribution of ACSI
respondent data for non-regul atory Federal agencies
previously collected and anal yzed by CFl and the

Uni versity of M chigan.

Specific weighting factors have been devel oped for each
State for PY 2000 and are included in Attachnment 1.

New wei ghting factors will be published annually.

Pl ease refer to Attachment 1 for a listing of the

wei ghts to be used by each State in conputing and
reporting performance on the ACSI for enployers and
partici pants.

6. Paranet ers for Assessing Local WDB Program Perfornmnce on

t he

Cust oner

Satisfaction Measures. Section 136(c) of the WA

requires the core performance neasures and indicators of custonmer
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satisfaction be applied to local WBs within each State. As

di scussed above, we require the use of the ACSI nethodol ogy to
measure satisfaction with services at the State |level to satisfy
the need to have a consistent and uniform approach for assessing
and conparing State performance. States have two options for
capturing customer satisfaction results for |ocal W Bs:

A. States may use the ACSI questions and approach to
measure satisfaction at the local level if individual
i cense agreenents are purchased from CFl by the State
and the ACSI questions and neasurenent approach are
uni formy adm ni stered throughout the State. States
usi ng the ACSI nmet hodol ogy to neasure | ocal WB
perfornmance are not required to conduct separate
statew de custoner satisfaction surveys to obtain State
| evel results as | ong as:

? t he surveys are adm nistered by tel ephone,

? respondents are contacted within the wi ndow of
opportunity outlined in item B of section 5,

? at | east 500 surveys are conpl eted statew de for
each group -- participants and enpl oyers,

? the surveys conply with the guidelines spelled out
in this section, and

? the local WB results can be weighted to account

for sampling differences, if appropriate, and
aggregated to obtain state | evel outcones.

States follow ng this guidance may aggregate | ocal
outcomes to obtain State | evel outconmes on the custoner
sati sfaction neasures. These aggregated results should
be reported on the quarterly and annual reports.

B. States may al so develop their own custonmer satisfaction
measur enent instrunents and net hodol ogy to be used by
all local WBs. States may use existing custoner
sati sfaction instrunents and nmet hodol ogi es as | ong as
they follow the paraneters discussed |later in this
section.

In either case, the approaches used by States to capture custoner
satisfaction information for local WBs within each State nust be
applied uniformy and consistently to all WBs in a State. The
procedures for measuring and reporting custoner satisfaction
results for two or nore local WBs within a State should conform
to the paranmeters described in this section. Single WB States
shoul d use the paraneters outlined in section 5 for conducting
custonmer satisfaction surveys.
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Purchasing Licenses fromthe University of M chigan Busi ness
School

States wishing to use the ACSI core questions, scoring and the
interpretation of results for their local WBs nust purchase a
separate |icense for each WB at an annual fee of $1,000 per WB.
States interested in purchasing one or nore licenses fromthe

Uni versity of M chigan Business School should contact Ms. Sally
Petersen, CFI Group Director of Marketing, at (734) 930-9090 or
e-mai | her at SPETERSEN@AI L. CFI GROP. COM

Purchasing the license(s) permts the State to designate the
| ocal WB outconmes as ACSI results and calculate the results
using weights fromthe University of M chigan Busi ness School
States will also receive guidelines for using the ACSI

Pl ease note the three core questions used to conpute the ACSI are
in the public domain and may be used wi thout paying an additional
license fee. However, the ACSI nanme, weights, fornula and
conpari sons with other ACSI customers are proprietary and,
therefore, are not in the public domain. ACSI is a recognized
standard in nmeasuring satisfaction and the data coll ected using
the three questions cannot be referred to as "ACSI" data or even
be consi dered conparable to the ACSI without a license fromthe
Uni versity of M chigan Busi ness School .

Paranmeters for Collecting Custonmer Satisfaction Information to
Measure Local W B Performance

As nmentioned earlier, States may purchase and use the ACSI

met hodol ogy to neasure | ocal WB performance or they may devel op
their own custoner satisfaction neasurenent instrunments and

nmet hodol ogy to be used by all WBs. To ensure customner
satisfaction results for individuals are collected in a

consi stent and uni f orm manner throughout the State, procedures
used to obtain participant and enpl oyer custoner satisfaction
information on |local WBs should satisfy the following criteria:

A. Pr ocedur es shoul d:

. Measure custonmer satisfaction of enployers and
participants with services received fromthe
| ocal workforce investnment program under Title
|-B (Sec. 136(b)(2)(B)),

. Ensure the satisfaction of enployers and
participants with services can be reported in
an objective, quantifiable and nmeasurabl e way
(Sec. 136(b)(3)(i) (1)),

. Be consistently applied anong all |ocal W Bs,
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? Be collected in a uniform and equitable manner
for each WB throughout the State,
? Conformw th w dely accepted nethodol ogi cal

and statistical criteria for neasuring
customer satisfaction.

The custonmer satisfaction data collected should be of
public use quality. Sufficient safeguards should be
used to ensure the integrity of the data.

The core question(s) and survey approach (e.g., in-
person, telephone or mail) used by States to coll ect
customer satisfaction information at the | ocal |evel
must be uniformy applied throughout the State. A core
gquestion is one that requires a valid response to

cal cul ate custoner satisfaction.

If the State uses the ACSI approach for each local WB
and wants to use these results to derive State |eve
out conmes, the custoner satisfaction information for
each WB must be collected by tel ephone interviews to
be consistent with the guidelines detailed in section
5, Paraneters for Conducting Surveys to Obtain State
Level Results. In-person interviews and mail
guestionnaires may be used only in situations where the
i ndi vi dual does not have a tel ephone. The ACSI core
questions outlined in itemJ of section 5 nust also be
used in the surveys.

Partici pants and enpl oyers should be contacted and
respond as soon as possible after the receipt of the
service(s).

If the State is using the ACSI approach to gather
results for each |local WB and wants to use these
results to derive State | evel outcones, the follow ng
timeframes shoul d be observed to be consistent with the
provi sions outlined in section 5:

? Partici pants should be contacted as soon as
possi bl e after the date of exit and no |ater than
60 days after the date of an exit. For registered
persons who exit the program due to non-
participation in services for 90 days, these
i ndi vi dual s should be contacted no |ater than 60
days after the 90 days have el apsed since the | ast
date of service.
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? Empl oyers shoul d be contacted as soon as possible
after the conpletion of the service and no |l ater
t han 60 days after the conpletion of the service.
For enployers who |listed a job order where no
referrals were made, contact should occur 30 to 60
days after a job order was |isted.
Both of the questionnaires for participants and
enpl oyers must include one or nore core questions used
to determ ne overall satisfaction with services.
Respondents should be told that responding to the
survey is voluntary and that the information they
provide will be kept confidential. States and W Bs may
i nclude other questions in the participant and enpl oyer
surveys. However, the core question(s) on overal
sati sfaction should be asked first on the questionnaire
to avoid unintentionally biasing results that may arise
fromthe ordering of questions.

CGui del i nes for constructing the core question(s) are:

? Expect only noderate know edge, understandi ng and
recall of services.

? Wite questions and response options that are
cl ear and unambi guous.

? Provi de for varying degrees of satisfaction and
di ssatisfaction in the response options.

? The questions should be worded in a neutral way to
avoi d | eadi ng the respondent.

? Wth one or nore questions, ask respondents to
rate their overall satisfaction with services.

? Before asking the respondent to rate his or her

satisfaction with services, confirmearly in the
interview that the respondent is a custoner.

Attenpts should be made to contact all exiters and
enpl oyers selected in the sanple, if applicable.
Sanpling is not required to obtain results for | ocal
W Bs.

If sampling is used, all sanples nust be randomy
selected fromthe sanpling frame. The sanpling frame
is alist of individuals eligible for the survey for
whom contact information is avail able.

Al'l sanmpl es should nmeet the m ni num sanpl e size

requi renments specified initemJ (m ninum sanple sizes
for surveys of exiters or enployers). The sanpling
percent age shoul d be constant over time to avoid under-
representing or over-representing tinme intervals.



Programs may random y sanple both participants and
enpl oyers to obtain the desired nunber of conpleted
surveys. The sanpling nethod nust conformto w dely
accepted statistical approaches.

The response rate is calcul ated as the nunber of
respondents with conplete custonmer satisfaction

i nformation divided by the total nunmber who were
actually reached by phone who were eligible for the
survey. A survey is considered conplete when a valid
answer is provided by a respondent for each core
questi on.

The m ni rum nunber of conpleted interviews for various
sampling frame sizes for the two surveys (participants
and enpl oyers) are outlined below. For a survey to
project results confidently to the total popul ation
bei ng studi ed, the respondi ng sanple sel ected nust be

| arge enough for each local WB to reach the desired
nunmber of conpleted interviews. States are responsible
for determi ning the sanple sizes or sanpling rates
needed to reach the m ni num nunber of respondents.

Requi red Nunmber Conpl eted Interviews

Si ze of Conpl et ed

Sanpling Frame Interviews
Over 10, 000 500
5,001 - 10, 000 370
3,001 - 5,000 356
2,001 - 3,000 340
1,501 - 2,000 321
1,251 - 1,500 305
1,001 - 1,250 293
901 - 1,000 277
801 - 900 268
701 - 800 259
601 - 700 247
501 - 600 233
451 - 500 216
401 - 450 206
351 - 400 195
326 - 350 182
301 - 325 175
276 - 300 168
251 - 275 160
226 - 250 151
201 - 225 141

176 - 200 131
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151 - 175 119
126 - 150 107
101 - 125 93
91 - 100 79
81 - 90 72
71 - 80 65
61 - 70 58
56 - 60 52
51 - 55 47
45 - 50 42
Under 45 Al'l in Sanpling Frane
K. Every precaution should be taken to prevent a response

bi as.

7. Aggregating Local WB ACSI Results to Obtain Statew de
Results. As nentioned earlier in this issuance, States using the
ACSI net hodol ogy to neasure |ocal WB performnce are not
required to conduct separate custoner satisfaction surveys to
obtain State |evel results described in section 5, Paraneters for
Conducting Surveys to Cbtain State Level Results. In situations
where a single sanpling rate is used throughout the State, the

| ocal WB ACSI results on a custoner satisfaction neasure may
sinply be aggregated to obtain State |evel results.

In situations where different sanpling rates exist for the WBs
in a State, each WB s ACSI score nust be weighted before
aggregating the outcones to obtain results that are
representative of the State overall. The information needed to
conput e these wei ghted scores are the sanple franes for each WB
in the State and each WB s ACSI score.

To illustrate how these weights are derived, consider the
foll ow ng exanpl e.

Partici pant Enpl oyer
Sanpl i ng Sanpl i ng
Nane Frane ACSI Frane ACSI
WB 1 1, 824 67. 2 597 65. 2
WB 2 1, 025 78.1 533 80.0
WB 3 1,151 68. 6 487 67.0
State A 4,000 111l 1,617 111l

The wei ghted score would be cal culated for each WB by
mul ti plying the ACSI score by the nunmber in the WB sanple frane.
These wei ghted WB scores would then be totaled and divided by
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the sum of the sampling frame sizes for all WBs in the State to
obtain a State ACSI score.

Using the figures provided in the exanple, the ACSI scores for
the State are calculated in the follow ng manner

Parti ci pant Empl over

WB 1 (67.2*1,824)=122,572.8 (65.2*597)=38924.4
WB 2 (78.1*1,025)= 80,052.5 (80.0*533)=42640.0
WB 3 (68.6*1,151)= 78,958.6 (67.0%*487)=32629.0
Tot al = 281, 583.9 Tot al = 114,193. 4

State A ACSI score for participants..
(281,583.9/4,000)= 70.4
State A ACSI score for enployers..
(114, 193.4/1,617)= 70.6
8. Action. States should distribute this guidance letter to al

officials within the State who need such information to inplenment
t he performance accountability policies under the WA,

9. I nquiries. Questions concerning this issuance should be
directed to your appropriate Regional Ofice.

10. Attachnment. ACSI Fornula Weights




