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WIOA Systems Evaluation, Skills Gap Analysi,
CustomerServiceAssessment

Executive Summary:

In 2020, the leadership of the Arkansas Division of Workforce Services (ADWS), engaged
two University of Arkansas departments, the Counselor Education Program and the Center for
Business and Economic Research at the Waltdlege of Business to complete a comprehensive

WIOA Systems Evaluation, Skills Gap Analysis, and a series of Customer Service Surveys.
Identification of Partner programs:

The evaluators interviewed leadership of WIOA workforce centers to identify partner
programs and no#profits that collaborate with the Workforce Centers. For these partntrs,

evaluatorsdocumentd and repored on the existence athe following:
T Memorarda d understanding between the workforce centeaad partners
1 Written referral procedures
1 Documentation of training for partners regarding the services provjded
1 Alternative print materials to assist in collaboratibn 2 NJX
1 An alernative method torefer customes between the partners effectively.
Services Provided to Targeted Populations:

The evaluatorsasearcked and identifed entities in the assigned local areas that provide

services to these specific targeted populations:



Displaced Homemaker

Low Incomelndividuals

Limited English Proficiency

Migrant Worker

Disabled

Veteran

Older Worker

Out of School Youth

Foster Youth

Basic Skill Deficient

ExOffender

Single Parent

TANF Recipient

SNAP Recipient

SSDI Recipient

Ul Claimant

LongTermUnemployed



CoEnrolled Participants:

For all programs identified as (WIOA), WagReyser Act Employment Service programs,
and Adult Education and Family Literacy Act (AEFLA) progthengvaluators were asked to
identify, rom a sampled participant listvhether customes were referred or cenrolled in other

programs.
Identifying and Closing Skills Gaps:

For the three assigned workforce areas, the evaluators were chargedieittiopng case
studies on effectiveness of identifying and closing S&diss. To develop these case studies, the
evaluatorsmterviewedworkforce centerstaff for examples of skilgap identification on either the
occupation level, the demand level, or the slkalfel Employer interviews were completed to gauge
interaction beéweenemployes and workforce center staff and tietermine the services that were

provided to address the skitgap.
Compliance withCertification Policy:

As part of the study, the evaluators were tasked widlviewing a sample okix Arkansas
2 2NJ F2NOS /SYyGdSNa F3lFAyald GKS {dGF3SqQa (QBeNIATA
six centers,(four comprehensive and two affiliate centerg)ere located in different Local

Workforce Development Areas.
Business Partner Survey:

The ADWSWIOA Business Survey, conducted by the Center for Business and Economic

Research at the Walton College of Business explored how Arkansas businesses feel about their



experiences with the WIOA program. This survey included 845 individual businesses, and
produced an overall response rate of 9.9%. Overall, 5 individual local workfiercdopment
areas had a response rate greater than 10% and 8 local workforce development areas had a

response rate greater than 8%.

Customer Survey:

The ADWS WIOA Customer Sunadso conducted by the Center for Business and Economic
Research at the Walton College of Business, explored how Arkansas job seekers feel about their
experiences with the WIOA program. The Customer Survetaciaa 60,668 individuals with valid
emails a®f October 9, 2020. The survey produced an overall response rate of 11.8%. All individual

local workforce development areas had response rates of at least 10%.

Summary of Findings and Recommendations:

The findings and recommendations for this study smenmarized below. The full text
of the findings and recommendations are included on pag@of this report.
Findings:

1. Levels of Cdenrollment in partner programsResultof customerreviewsin the three
selectedworkforce areagonfirmedarangeof 2.5%co-enrolimentto a highof 16.6%for
these individual partnerproviders, with an overall averagerate for all reporting
providersof 7.34%.Thisis not an optimum rate of ceenroliment. Theevaluators find that
the rates of ceenrollment inpartner programs during the mosécentreportingperiodis not

acceptable.

2. Partner Programs and AgencieShe number of partners listed by the three selected



workforce areas were thirtgix in the Central Arkans&anning and Development District,
fifteen in the Northeast Arkansas Workforce Developntgemter, and ten in the Western
Arkansas Planning and Development District. The discreparibgse numbers is significant,
and it is the opinion of the evaluators that other potenipartner programs aravailable in at
least two of the three workforce areas.

ReferralProceduresReferral procedures are in place for ttheee assignedvorkforce
areas.All three managers reported that referrals are also received via eamdll
telephone as an alternative when necessary.Referral proceduresand customer
support are well laid out and well documented at all three selected workforce areas.
The evaluators find that the threselected workforce areasare in substantial

compliance wittthis requiremert.

Training Services:The three selected areas provide training concerningavailable
services as necessafheevaluatorsfind that the trainingopportunities are, in many cases,

insufficient to meet the needs of the workforceustomer base, andhat, while the
requirement to provide training is met at a minimal level inttiree selected workforce areas,

more should be done to ensure understanding byABIWSustomers.
Skills Gap Identification and Amelioratior8trategies for identifying slsligaps clearly
demonstrated significant differences among the cent@itee evaluators find that, while

two of the three selected centers are heavily engageidiémtifying and addressing skills gaps
in their regions, more work is clearly needed. Tbais for identifying skills gaps are available
in equal measure to all 28 workforce centersArkansas; however the quality of skills gap

analysis is not equivalent across all centers.



6. Assessing the Effectiveness of Skills Gaps Interventigkisthree of tre selected
62N F2NOS OSYGSNBE NBLR2NISR dzaAy3d aNBLISIH (k
measure of the effectiveness of services provided. Other measures are employed by
each of the three workforce centers. It is the finding of the evaluators $teatdard

protocolsfor measuringhe effectivenesf amelioratingskillsgapsshouldbe developedand

sharedwith all workforceareas.

7. Compliance ReviewThe evaluators reviewed a sample of six Arkansas Workforce
Centers approved by Arkans@orkforce Development Leadership and the Arkansas
2 2N] F2NOS 5S@St2LIVSyd . 21 NRZ | Jdpdlicalel G KS
laws and regulations. All six centers reviewed meet or exceed miniragoirements
established by the Americans with Didéies Act (ADA) for physicalccessibility.
Additional information is provided in the expanded findings section of this report, but
no findings are reported.

8. BusinessSurvey:Thesurveyof businesgartnerswasconductedfor this evaluationby
the Centerfor Businessind EconomidRresearchat the Universityof ! NJ | yallora Q
Collegeof BusinessOverall,the report finds that WIOArecipientsdisplaya moderate
degreeof satisfactionwith the WIOAprogramand the ADWS Someareasof concern
were reported, however, and these findings are reported in the expanded findings
section of the report.

9. Customer Survey: This survey showed a 62% overall satisfaction rate with WIOA
programs and a 68% satisfaction rate with Workforce Center staff.stiheey found

OKFGE aYlyeé NBaLRyRSyda NBLRNI SR A G dR S &



GAY Il (@8 ydad &g Ay TaiNASHRe df the highoverallsatisfaction rating

gAOK UKS LINRBINI YSE UGKS Tl OU isBukd i evaloatong @ ¢ NE
find that a critical need exists for additional training in customer service for all local
workforce center staff. In addition, the evaluators find that the current phone system

does notappear suited to surge demand of ADWS or WIOA services.
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Recommendations:

These full text of these recommendations are included in the Findings and

Recommendations section of this report on pdd8 of this report.

1. CoEnrollment The evaluatorsrecommendthat Arkansas Workforce Development
Leadership and the Arkansas Workforce Development Baarlarea managers
develop data collection methodsto effectively track and monitor rates of co-
enrollment. Only by having accurate and up-to-date information concerningco-
enrollmentcan ADWSbeginto encourageandpromote additionalco-enrollmentwith
WIOA partners.

2. Partner Programs and Organizationg/IOA places atrong emphasis on planning
across multiple partner programs to ensure alignmentsgrvice delivery. Many
organizations reportedhat while they are willing, they do not have data available to
adequately partner with Workforce Centers. These organizations are willing and even
SFAISNI G2 LI NIYSNI gAGK !'52{ OSYUOSNBERX 0 dz
and provide support athassistance. It is recommended by thaluators that Arkansas
Workforce Development Leadership and the Arkansas Workforce Development Board
work with all workforce areas to identify and engaggditionalcommunity partners,
and to provide training and astance to those partners in data collection techniques.

3. Business Surveyt is recommended by the evaluators that ADWS address each of the
concerns expressed in the survey. These concerns are serious, and even though the

overallresultsshowedad X Y 2 R SlégreeofSatisfactiorwith WIOALINE 3 NJth¥ & X €

11
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concerngnustbeaddressedTheseconcernanclude:Lesghan half of WIOArecipients

(42%) reported receiving the majority of services needed to address workforce needs;
Many respondents describec® 2 NJ] F2NOS /Sy dSNI adar¥+F |
GAY Ll 4GSy GdomBents broaghtyud the difficulty of posting job openings
through the ADWS or th& Y LIt 28 SNBQ 6S0aAGST { SOSNI f
interaction between workforce center staff and businesses.The evaluators
recommend that additional training programs be established to improve

staff/customerrelationships.

4. Customer Survey: This survey showed a 62% overall satisfactionrate with WIOA
programsanda 68%satisfaction rate withWWorkforce Center staffComments referring
G2 AGNHzZRS O0SKI@GAZ2NE FyR &L} 2N Odzava@wsS NI a SN
to strongly recommend additional training in customer service for all lacakforce center
staff.

In addition, the surveff 2 dzy R G KIF 0 & ¢ KS OdzNNPedrsuitédko2 y S & @
ddzNES RSYFYR 2F 152{ 2NJ2Lh! aSNBAOSa®d¢ . S
on the phone system due to the COVID pandemic is at least partially responsible for the
problems repoted by customers, the evaluatorsghly recommend that the phone system be
evaluated immediately. If these problems continue p@€VID, the evaluators recommend
that the system be upgraded as soon as it is feasible. Ogade, installed across all
workforce centers in the state will no doubt be expensivet quality services are dependent
upon an effective and reliable communicatisystem.

5. ComplianceReview:Theevaluatorsmakenorecommendationgor changein thisarea.

12



Aspreviouslystated,it isthe opinionof the evaluatorghat the sixcentersreviewedfor
this study are in substantialcompliancewith all ADWSregulations,and that the
managergaketheir regulatoryresponsibilitieseriously.

6. Other Recommendationslt is highlyecommended that ADWS establish methods for

high performing centers and workforce areas to provide training for other centers.

History of Workforce Services in Arkansas

The Arkansas Division of Workforce Services (ADWS) is the state agency respansible fo
providingjob-related servicedo state residents,suchascoordinatingtraining andeducational
opportunities, processing unemployment insurance claims, and connectingejekers with
employment opportunities in the state. ADWS was originediijed the ArkansaBmployment
Security Division of the Arkansas Department of Labor (ADL) which was cogatet 391 of
1941. The division was established as part of New Deal legislation such $scibecurity
Act of 1935 and the FederalUnemploymet TaxAct of 1939. Theselaws createda national
systemof unemploymentbenefitsandencouragedtatesto passsimilarlegislationinresponse,
Arkansapassedict391in 1941 establishindAESDTheactnotedthata S O 2 yirdexurit®due
to unemployment is a serious menace to the health, morals, and welfare pethe of this
{GFrGSdé ¢KAa tSAAatl A2y ONBI (cpRatdd Aaffittaiios 2 NJ| 2 7
with a national systemof employmenta S NJJ AsWv&llzag a fund for thedisbursement of
benefits to be paid out during periods of unemployment. A board of rewascreatedto hear

claimsandappealdor unemploymentbenefits.(Encyclopediaf Arkansas)

{AYyOS (KS mMpnnQa | RRA A 2ighk 6f unenSpBymart andihd v Y 2 R
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couldreceivebenefits,aswell asdealingwith issuessuchaswomenin the workplaceandwork

done on commission. Specific programs, especially those aimed at providing job training to
youth,were developedIn 1973,the Comprehensiv&Employmentand TrainingAct (CETAyas

the first of several youth focused efforts to be established. This was followed in 1984 by the
Job Training Partnership Act (JTPAWwhich was subsequentlyrepealed by the Workforce
InvestmentAcb 2 L! 0 ® ¢KSNB 6SNB y2 YIFI22NJ OKIy3asSa G2
until Act 100 of 1991 changedit, raisingit to a departmentlevel agency,the Arkansas
EmploymentSecurityDepartment(AESD)Act 551 of 2007 changedhe nameof the agencyto

the Arkansas Department of Workforce Servides2019, Act 91G¢hanged the name of the
agency to the Arkansas Division of Workforce Services and moved Adult Education programs,
Arkansas Rehabilitation Services, and the Division of Services for the Btlad the DWS

umbrella.The 2019 act placed ADWS8der theauspices othe Departmentof Commerce.
Rationalefor SystemsEvaluation:

Under the Workforce Innovation and Opportunity Act (WIOA), the Governor of each State
mustsubmita state planto the Secretaryof the U.S.Departmentof Laborthat outlinesafour-
@SN AaGNFGS3e FT2NJ GKS {GlFraGdSQa ¢2NJ TaphddsS RS @GS
for submitting this State Planthey may submit a Unified State Plan or a Combi&&dePlan.
A Unified StatePlanincludesthe Adult Program DislocatedWorker Program,YouthProgram,
WagnerPeyser Act Program, Adult Education and Family Literacy Act Progravioeattbnal
RehabilitationProgram. ACombinedState Plarnncludesthe Adult, DislocatedWorker, Youth,

WagnerPeyser Act, Adult Education and Family Literacy Act, and VocaReamabilitation

14



programsaswell asoneor more optional CombinedStatePlanpartnerprograms. In Arkansas,
the most recent WIOA state plan, completed ulyJ2019, was &ombined State Plan, and
included, in addition to the required components, the followi@gmbined Stat®lanpartner

programs:

1 TradeAdjustmentAssistancérogramfor Workers

The Trade Adjustment Assistance (TAA) Program is a feslditéément program that
assistdJ).S.workerswho have lostor maylosetheir jobsasaresult offoreigntrade. This
program seeks to provide adversely affected workers with opportuntbesbtain the

skills,credentials, resources, arslipportnecessaryo becomereemployed.

1 TemporaryAssistancéor NeedyFamiliesProgram

The Temporary Assistance for Needy Families (TANF) program provides grant funds to
states and territories to provide families with financial assistance and related support
services. Statadministered programs may include childcare assistance, job preparation,

andwork assistance.

1 Employment and Training Programs under the Supplemental Nutrition Assistance
Program(SNAP)

The Supplemental Nutrition Assistance Program is @iatie Nutrition Title of the Farm
Bill. Under SNAP, Employment and Training (E&T) Programs were created to help food
stamp recipients gain skills, training, or experience and increase their ability to obtain

regularemployment.

1 Jobsfor VeteransStateGrantsProgram

The Jobs for Veterans State Grants (JVSG) program provides federal funding, through a

15



formula grant, to 54 State Workforce Agencies (SWAS) to hire dedicated staff to provide
individualized career and traininglated services toeterans and eligible persons with
significant barriers to employment and to assist employers to fill their workforce needs

with job-seekingveterans.

1 UnemploymentnsuranceProgram

The Federabtate Unemployment Insurance Program provides unemploymenétits to
eligible workers who are unemployed through no fault of their own (as determined under

Statelaw), and meet other eligibility requirements oStatelaw.

The State Plan, whether Combined or Unified, must include a Strategic Planning g&ittion
analyzeshe { (i | duBedtconomicenvironmentandidentifiesthe{ { I dv&r&lldision for
its workforce development system. The strategic planning requirements in the Statall®lan
the State to develop datdriven goals for preparing aducated and skilled workforand to

identify strategies for aligning workforce development programs to support econgrawth.

In addition to submitting a State Plan under WIOA, states have a responsibility, as outlined
in Title 20, § 682.200(d), to udends reserved by the Governor for statewide activities to
conduct evaluations of activities under the WIOA title | core programs. These evaluations are
required in order to, & X LINR ¥chting®us improvement, researchand test innovative
servicesand strategies, and achieve high levels of performance and 2 dzii O 2 YL8gald ¢
Information Institute, Cornell Law). The State, in cooperation with local boards and State

partner agencies has a responsibility to conduct these evaluations in ordér YoLINR2 Y2 (1 S X

16



establish, implement, and utilize methods for continuously improving core program activities
in orderto achievehighlevelperformancewithin, andhigh-leveloutcomesfrom, the workforce

developmenta & & G (8VOMNE.R. 803))

Tohonorthis commitment andin fulfillment of the federalmandateto meetthe! NJ | yal a Q
evaluative responsibilities,the leadershipof the ArkansasDivision of Workforce Services

(ADWS) has engagedtwo University of Arkansasdepartments,the CounselorEducation

Programandthe Centerfor BusinessindEconomidResearclat the Walton Collegeof Business.

The purposes of the project are to complete a comprehensive WIOA Systems Evaluation, Skills
Gap Analysis, and a series of Customer Service Surveys. The evalhoakersin cooperation

with ADWSin the designand implementation of all surveys,analysis,assessmentsand
evaluationdn orderto implementprocessesndproceduresnecessaryo ensurethat accurate

andrelevantdatawere collectedand usedfor evaluationpurposes.

Theevaluationwascompletedunderthe leadershipof the LINR 2 Biqripdlrivestigators,
Dr. Brent Williams, AssociateProfessor,University of ArkansasCounselorEducationand
Supervision, and Mervin Jebaraj, Director, CefverBusiness and Economic Research at the
' YAGSNARAGE 2F INJlyalraQ 2Frftdz2y [/ 2ttS3sS 27
Lecturer in the Counselor Education and Special Education programs at the University of
Arkansas, served as the Project Dioe for the study. As Project Director, Dr. Vire provided
daily direction and oversight for all aspects of the project in collaboration with the Principal
Investigatorsand supported the Principal Investigatorsin provision of oversight for all

budgetaryexpenses.

17



ProjectObjectives:

To accomplishthe purposesof the evaluation, the following project objectives were

approvedby ADW&ndadoptedbythe evaluators:

Objective 1: Create evaluation tool(s) to complete a local integration study encompassing
sample of Workforce Innovation and Opportunity Act Title | or Titleustomes forthree
separateLocalWorkforce Developmenireas.

Objective La: Evaluate the level of @mrollment and Cdunding of required WIOA

partners.

Objective 1¢b: Evaluatethe leveragingof Local Resourcesavailablein the Local

WorkforceDevelopmentArea.

Objective 2: In the Comprehensive Centers for the 3 Local Areas selected for sampling, the

Evaluatorawill report casestudieson effectivenesof identifyingandclosingSkiltGaps.

Objective 2Za: Evaluators will intervieworkforce centerstaff to determine skillgap
identification oneither the occupation level, based on demand, or the $kilel based

on interactionwith anemployer.

Objective2¢h: Evaluatorawill determinethroughinterviewswith workforce centeistaff,

the serviceghatwere providedo address theskillsgap.

Objective2¢c: Evaluatorsill provideanassessmentf the effectivenes®of the services

provided inclosing theskillsgap.

Objective 3: Review a sample of ArkansasWorkforce Centers againstthe { (I 1 SQ&

18



certification policy and applicable laws and regulations. The original instructions given to
the evaluators by ADWS called for four comprehensive centers and tikataftenters to

be reviewed. The centers that were eventually approved by ADWS and reviewed for this
purpose included four affiliate and two comprehensive centers. The centers reviewed by
the evaluators were the Comprehensive centers in Hot Springs anwdy, and the
affiliate centers located in Arkadelphia, Russellville, Mena, and Searcy. This deviation from
the original instructionsis believed by the evaluatorsto be primarily due to the COVID
pandemicandresultingincreasein workloadfor all Workforce Center stafindleadership.
SomeADW$ffices operated with a skeleton crew for many weeks during this difficult time,
while the demandson the offices due to massiveincreasesin unemploymentclaims
increase@xponentiallyTheevaluatordurther determinedthat thischangen methodology
fromtheinitial plan has little if any impact on the final results and findings to be generated

by thereview.

Objective 4: Conduct a statewide customer service survey for business customers of WIOA

Title land Title Il receiving servicesver themostrecent12 monthsavailable.

StudyMethodology:

The methods used in this study related to objectives 1 through 3 were designed to gather
accurate and appropriate data for a comprehensive evaluation. The perpiothe evaluation
wasto provideinformation requiredfor planningandimplementationof neededinterventions

and/or correctiveactions.

Theevaluatorausedthesetacticsto gatherthe datarequiredto meetthe ADWSbbjectives:

19



a) review of LocaWorkforce Development Center documents and materials; b) structured
surveys and interviews with workforagenter staff members; and c) a statewide customer
servicesurvey for business customers of WIOA Title |1 and Title Ill receiving services over the
most recent 12 months. Thesemethodswere utilized to ensureeffective and accuratedata
gatheringrom appropriate agencies, organizations, individuals, and groupaddition, the
guestions and study methods utilized were designed to be culturally dmsmesiand to
accommodateresponsesby a variety of individuals. Toeffectively identify and asseghe
workforce needs of Arkansans,evaluators used creative approachesfor reachinga variety of

individualsand communitymemberswho haveknowledgeand experiencewith communityworkforce

development.

Study methodology for the wdepth surveys conducted by the Center for Business and
Economic Research at the Sam M. Walton College of Business (described in objective 4) is

detailedin the Businessnd Customer Servicgurveysectionof this report.

CollaborativePartners

For each assignedlocal area, evaluators interviewed leadership to identify partner
programs and no#profits that worked in collaboration with theocalWorkforce Centers. For
these partners, the evaluators documented the existence of memoranda of understanding
betweerthe ADWS and partners, written referral procedures, documentation of training for
partnersregarding the services provided or alternative print materials to assist laboohtion

or, analternativemethodto refer customes betweenthe partners effectively.

20



The evaluators researched and identified entities in the assigned local areas providing

servicedo the followingspecific targetegopulations:

DisplacedHomemaker
Lowlncome
LimitedEnglish Proficiency
Migrant Worker

Disabled

Veteran

Older Worker

Out of SchoolYouth
FosterYouth

BasicSkillDeficient
ExOffender
Single Parent
TANRRecipient
SNARRecipient
SSDRecipient

= =2 =2 A A4 A A A -5 -4 -4 -5 -4 -4 -4 A

Ul Claimant
1 LongTermUnemployed

Alistingof theseprovidersfor eachassignedrea,areincludedin the StatewideCommunity
Resource®ortal,a site sponsoredand maintainedby the Arkansafepartmentof 9 R dzOF G A 2y Q&

DataCenter.Theportal canbe accessedt https:/adedata.arkansas.gov/scr

It is critically important that the collected data are well maintainé&nmonitored and Hl
maintained data tends to deteriorate very quickly. People move, they change jobs and email
addresses, organizations change their mission and shift their focus. Failing to maintain the

accuracy of the database will quickly render it much less usablewankforce centerstaff

21
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who depend on thenformation contained in the database will lose confidence in it. They may
become frustratedand abandonthe processwhich will lead to a lossin productivity and a
greateruse of workforce centerstaff timeand resourcesto accomplishday-to-day customer
referrals and services.A well-maintained databaseon the other hand will help keep the
databaseof WIOAcommunitypartnersrelevanttimely andvaluable.

The evaluators strongly recommend that community partners be given the opportunity to
updatetheir organizationatontactdetailsof their own accord.Thisprovidesthe partnerswith

someincentiveto ensurethat the informationincludedin the databasds currentandaccurate,

andit takessomeof the manualwork off of ADWSand ADEstaff. In its simplestform, thismight
be the inclusion of a link in all outgoing email messages that directs the recipientotdiaa
portal to update their contact details. Other methods might include the sending of a survey
that has an incentive at the end of it to include contact details, or sending an email asking
recipients to get in touch if any details have changed. Keeghieglatabase up to date is an
ongoingprocessput if asystemisinitiated that triggersregularupdates,it canbecomepart of
the normalbusiness processes.

CoEnrolledCustomes
For all programs identified as Workforce Innovation d@dpportunity Act (WIOA), Wagner
PeyserAct EmploymentServicgorograms and Adult Educatiorand FamilyLiteracyAct (AEFLA)
programs, the evaluators identified whetheustomes were referred or c@nrolled in other
programs. To accomplish this objectitiee evaluators made an initial contact with managers
of the three assigned workforce areas to obtain a list of partner programs meeting the stated

criteria. The evaluators contacted partner programs from the list provided by the managers of
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the three assignedworkforce areas to determine the rate of co-enrollment in partner
programs. Representatives of these partner programs were contacted and asked to provide
information concerningtheir customerlist. Individualcustomes were not contacted,and no
personally identifiable information was requested or provided. Partner program
representatives fromeachof the three workforce areasparticipatedin the survey.A total of
12,539 customerfiles werereviewed by the partners contacted. Results of thesstomer
reviews confirmed a range of 2.5%enrolimentto ahighof 16.6%for theseindividualpartner
providers,with an overallaverageate for all reporting providersof 7.34%.It shouldbe noted
that oneadulteducationproviderreporteda 20%rate of co-enroliment.Becausehis particular
providerreported an enrollmentof only tencustomes, with two of those being eenrolled in
other programs, the result waonsideredanoutlier andisnot reportedasthe highenrollment

for this study. Thesenumbersare includedn the totals.

When reporting the results, two provider representativesaddressedthe rates of co-
enrollment. Both of these representativesdescribedthe resultsas @ RA & I LILBnd y (G A y 3 €
suggestedhat co-enrollmentduringthe mostrecentprogramyearwassignificantlyhampered
by the COVID Pandemic. These representatives expressed the opinion tatotlment in
subsequenteporting periods wouldbe significantly higher.

It is important to note that the rates of eenrollment for these workforce centers are
adversely affected by the inclusion of individuals who receive Employment Services in the total
numbers. Employment Services are universal andefoee, serve very high numbers of

individuals many of whom do not have recognized barriers to employmé&denrollment
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strategies aralesigned fotargeted populationsvith significant barriers to employment which

require more intensive interventions.

ReferralProcedures

To evaluate the processes employed by the three assigned workforce areas to initiate and
receivecustomerreferrals, the evaluators conducted written surveys and telephone interviews
with the managersand/or their Workforce Center staffnembers.Managerswere initially
contactedviaemailandwere askedo provide writtenresponsego thesequestions:

1. Pleasddentify someof the partner programsandnon-profits that collaboratewith the

Workforce Centerg your area.
2. Forthese partnersarethese itemsn place?
a. Memorandaof understandingoetweenthe ADWS angartners
b. Written referralprocedures, fothosepartners
c. Documentation ofrainingfor partnersregardingthe servicegrovided,or,
i.  Printmaterialsto assistin collaboration,or,
ii.  An alternatemethodto refer claimans betweenthe partnerseffectively.

Managersn the three areasprovideda list of partneragenciesand programs.Thenumber
of partners listed were thirtysix in the Central Arkansas Planning and Development District,
fifteen in the Northeast Arkansas Workforce Development Center, andnehda Western
Arkansas Planning and Development District. A listing of these partner providers is included in
Appendix .

All three managers of the local areas assigned for this stegrted that memoranda of
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understanding are in plader WIOApartners and all of these managers provided examples of
these documentsAnexample ofanexistingMOUis included imppendixl.

Referral procedures are in place for the three assigned workforce areas. Examples of
referral forms and procedures aracluded in Appendix Ill. All three managers reported that
referralsare also receivedriaemail andtelephone asan alternativewhennecessary.

The three areas provide training concerning available services as necessary. The most
common method reported wathrough information provided on theorkforce development
OSy i SNDa dofov-apithirdghWarkioic& Center staffaceto-face contact and the
provision of print materials talaimans. Anexampleof a web basedinformation pageis
includedin Agpendix IV.

For the assigned areas covered in this report, referral procedureslamdantsupport are
well laid out and well documented. Procedures are in place and are available for review by
potential claimans. Duringthe interviews conductedwith workforce center staff, one area
YFEYylF3SN) aFARZ 2SS KIFI@S 322R LINRPOSRAZNBA Ay LI
effective online presence, but in the end, a solid referral is sometimes dependent upon one
staff personmaintainingan old-fashionedr2 f 2 RS E & ¢

SkillsGapAnalysis

The evaluators, with the assistance of the managersvandkforce Center staffi the three
assigned areasleveloped case studies on effectiveness of identifying and closing&ips
The Evaluatorsnterviewed Workforce @nter stafffor examplesof skillsgap identification
usingeither the occupation,demandor skilllevel based on interaction with an employer and

provided reports concerning theervicesthat were provided to addressthe skillsgap. The
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evaluatorsalsoassesse@ndprovided reports on the effectiveness of the services in achieving
the objective using surveySee Appendix V) developed for the purpose, and on and interviews.
A summary of the revieandanalysis ogkills gapdentificationand ameliorationfollows:

Introduction:

In Arkansas, ComprehensiveWorkforce Centers have a clear mission: To provide
employment related services that enhance the economic stability of Arkansas. To accomplish
this mission, the Arkansas Divisionvidbrkforce Services (ADWS) has 28 Arkansas Workforce
Centerdocatedstrategicallythroughoutthe state.At theseworkforcecenters ADWSmployees
strive tohelp employersand job seekersfind the best resourcesand servicesto meet their
needs.Theyworkto provideuniversalaccesgo anintegratedarrayof servicesothat workers,
job seekersand businesses can access the services they need in one stop, and frequently under
one roof. AlthoughADWSrovidestheseservicego employersand job seekersat all 28 local
workforce centers,the fullmenu of servicesmayvaryfrom centerto center,aseachsite can
tailor the additionalserviceg offersto meetthe specifimeedsof employersand jobseekers

in their community.

Background:
A major component of eaclocal workforcecenter involves identifying and closing skills

gaps atthelocdl S@St & | GqajAftfta 3IFLE Aa RSTFAYSR | &
want or needand skills their workforce offer. Condung this skills gap analysis helps identify
the skillsneeded to meet business and industry goals. To accomplish the skills gap analysis,
workforcecenter staffitilize the Labor Market Information (LMI) program administered by the

U.S. Department dfaborthrough the Bureau of Labor Statistics (BM®)rkforce enter staff
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also have access to the welpplication called TORQ. This application provides occupational
assessments to individuals teelp determine skills gaps and match them with job openings.
The TORQ algorithm gives jatandidatesnsightsinto the careerpathsthat their experience,
education,and talents can makepossible.lt is alsodesignedto give employersan expanded

talent poolto helpthemfind agoodmatch.

Thesetools are availablein equalmeasureto all 28 local workforce entersin Arkansas;
howeverthequalityof skillsgapanalysissnot equivalentacrossallworkforcecenters Theability
of centersto conduct aviable and quality analysis of skills gaps in their local areas is largely

dependent upon therainingandability ofthe Workforce Center staih those centers.
Purpose:

The purpose of this study is to provide ardiepth examination of theprocesses that are
used to identify, analyze, and close skills gaps in economic regions served by three selected
local workforcecenters. The findings of the study will be used to develop recommendations of
G03aIF OGAOSas F2NJ A RY3ps. XHese fegommedndations@nbyod usgdIo & | A
developtraining coursesor moduleswhich canbe providedto other local workforcecenters.In
doingso,ADWShopesto increasehe quality of skillsgapidentificationand analysisacrosshe

state. Thethree ADWSentersselectedfor the casestudyare describedoelow:
NortheastArkansasWorkforce DevelopmentArea:

The Northeast Arkansas Workforce Development Area (NEAWDA) is made up of seven

Northeast Arkansasounties: Clay, Craighead, Greene, Lawrence, Mississippi, Poinsett, and
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Randolph. Offices are located in Jonesboro, Blytheville, and Paragould. The largest employers
in Northeast Arkansas are the local school districts, higher education institutions such a
Arkansas State University and Black River Technical College, and large retail stores including
WakMart. There are a number of healthcare and nursing home providers that employ more
than 100 individuals. Manufacturing sites include Peco Foods, Pinnactee$; Bosch Tools,

Pocahonta\luminum,and CustomPak,Inc.

WesternArkansasPlanningand DevelopmenDistrict:

TheWesternArkansa$lanningand DevelopmenDistrict,led by ProgramManager Dennis
Williamson serveghe sixcountiesof Crawford,FranklinLoganPolk,Scottand Sebastiarirom
their office in Fort Smith.Educationfood processinghealth careand manufacturingare major
industry sectors in the Western Arkansas development area. In addition to Sparks Health
SystemMercy Hospital, Fort Smith Public Schools, and the University of ArkRosaSmith,
a number of manufacturing and logistics jobs are available in the region. These employers

includeOKFoods, BaldoElectric Companyand ArcBestCorporation.

CentralArkansasPlanningand DevelopmentDistrict:

The Central Arkansas Planning and Development District, from its office in Lonoke, serves
these counties in Central Arkansas: Faulkner, Lonoke, Monroe, Prairie, Pulaski and Saline
Counties. Combined federaltate and local governments make up the largest employer ool
CentralArkansasvith over 71,000employeesAn additional 29,600individualsare employedn

various medical centers and hospitals, and 10,500 are employed in education (public school
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systens and higher education institutions). Major manufacturing sites include Caterpillar,
RemingtorArms,VircoManufacturing Welspun,and LM Wind Power.Retailemployersinclude
5 A f fdndNdRaEMart. In addition, a number of Information Technologyutility servicesand
consultants,and bankingcompaniesare located in the region. Central Arkansasisthe most

populousandarguablythe most prosperousegionin Arkansas.
CaseStudyProcess:

As directed in the WIOA Systervaluation, Skills Gap Analysis, and Customer Service
Assessment, an agreement between the Arkansas Division of Workforce Services (ADWS) and
the evaluators from the Counselor Education program at the University of Arkansas, the case

studyconsistf these metrics:

1 Identification of three employers with whom the Workforce Board has interacted to

explore workforceneeds (skills gaps).

91 Determination of appropriate skills gap Identification on at least one of these three

levelsfor eachemployer:

o Occupational
o Demand

o Skill

1 Identification of servicesthat were developedor providedto addressthe identified

skillsgap(s) basedn the skillsgapidentification.

1 Completionof interviewswith employersaswell asWorkforceCenterstaff,to evaluate

the degreeto which skills gaps wereorrectlyidentified.
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1 Completionof interviewswith employergo determinethe successind/or effectiveness

of the servicegrovidedto address skills gaps.

The Evaluators initiated the development of this case stwithh an initial introductory
emailto the managersat the three selectedADWSNorkforceCentersln this email, managers
were askedo providewritten answers to answethesequestions:

1. How do you, in your local area, identify skills gaps on eithéotr of the following

levels?

a) Theoccupationlevel,basedon demand;

b) TheskiltHlevelbased, orinteractionwith anemployer.

2. What serviceslid you provideto addresghe skillsgap?

3. Howwould you assesshe effectivenessof the servicesprovidedin closingthe skills
gap?

The information received in the responses to these questions was compiled and served as
a basis for the subsequent collection and analysis of data. Interviews with ADWS mangers and
selectedWorkforce Center stafivere conducted to follow up on information received in the
initial emailed information request. Resultsof these interviews were analyzelly the
evaluators.

Additionally, interviews were conducted with selected employers to determine the degree
to which te interventions initiated by workforce center staff were successful (See Appendix

V).

Results:
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For the three assignebbcal workforce development areasome common themes were
clearlypresent in terms of identifying and addressing skills gRpgports from the three centers
alsorevealsomeuniqueandregionallyspecifianethods.In addition,somebestpracticesbegan

toemerge agprocedures areataloguedand compared.
SkillsGapldentification:

Strategiesfor identifying skills gaps clearly demonstrated significant differences the
centers. One area manager reported that no outreach or investigation was done concerning
200dzLJ GA2yFE 2N aiAaftt €S@St Il LA ale&Aay3as a?
0 K S A NJ TYiéSntaRageindicated that Career Advisors are asked to assksmant using

O*NET ando discussoccupationakkills withthem.

Thetwo remainingcentersin the cohortreportedsignificantactivitiesrelatedto identifying
gaps in both occupationaland skill levels. Both centers reported collecting data from

www.discover.arkansas.g@swell asconductingin-personmeetingswith localindustryand

business leaders and consulting with the local eegional Chambers of Commerce and Chief
ElectedOfficials.Thesetwo centersalsoreportedregularlyreviewinglabormarketinformation

and attending industry specific meetings. At the occupational level, managers reported that
WIOAandworkforce centerstaff serveasmembersof the WorkforceDevelopmenCommittee
through the Chamber of Commerce,where information is sharedregardinglocal business

needsanddemand occupations.

g GKS alAatt tS@OSts (KSaS (42 ono&bieSndE NB L2
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http://www.discover.arkansas.gov/

NEGASGAYa 2206 2NRSNAE GKFdG IINB NBLISIFGSRt& LI
leademployersin specificindustrysectorsto identify those positionsthat are regularlyposted.
hyS YIFylF3SNI NBLI2 NI SR dngloyér B detebnfing thessRilNskt ieeded G K (0 |

for postedjobLJ2 & A 1 A 2y & ®¢
Servicego Address Skills Gaps:

Services provided to address these skills gaps, once identified, also varies significantly. The
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skills gaps. This center reported thatistomes were assessed using Tests of Adult Basic
Education (TABE) and A@Mork Ready. Upon completion of these assessments, the DWS
CareerAdvisor,d X O 2 daylistdneson options suchasbasicskillsdevelopmentor training

2LI0A2Yy & dE

The two remaining workforce centers in the assigned group report significant additional
servicéhk (2 I RRNBaad ARSYGAFASR 3ILLAP hyS OSyidSNI
occupational skills training, and supportive services to askishans who have an interest in
ademand occupation obtain the skill set needed to become employedieneand occupation
andmaintanS YLJX 2@ YSy i ®¢

At this local workforcecenter,claimanscomplete the ACT Work Keys curriculum and attempt to
earn theCareeReadines€ertificate(CRCnorder to meet their employment goals and to help
determine whatareas need improvemeniThe Workforce Center, in collaboration with the

employer, determines which level rating timee (CRC) is needed for the job posting. Applicants
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who meet this level on the CRC can agphthis job andthe employerhascrucialinformation
atthe beginningof the interviewprocesslf an applicant is not currently meeting a required level
on the CRC, they are referred to tlogal AdultEducatiorfacilityto improvetheir skillsets and

retestfor the CRC.

The manager alsoeported that services such as On the Job Training (OJT) and Work
Experience are offered tolaimanti (2 | aaiad Ay GKSANI OF NBSNJ a8
Experiencebenefits employersand claimans. The serviceis a planned, structured learning
expetience that takes place ia workplace for a limitecperiod of time. Italso leads to

employers hiringcustomes who do not initially have the required skill set but gain the

necessargkills andexperienceduringthne LINR OS & & d ¢

Staff at the third Workforcé Sy G SNJ NBLIR2 NI SR dzaAy3as i NBSGS
0dZAf R | LIALISEAYSXE G2 GKS GNFXAYAY3I LINRPOIDARSFK
onlineplatformsanda X ¥ &%hé groundS ¥ T 2tdldieaté&and expandwork experienceand
OJTopportunities,andexploreapprenticeshipptions.Workforce Center statilsoworkedwith

partneragencieto locateadditionalfunding to increasekilllevel trainingopportunities.

The area manager at this center also reported workinmtoease awareness of the Work
Opportunity Tax Credit (WOTC), and the Federal Bonding Program (FBP) to encourage training
andhiring ofd K B | idd®iéluals.

& 2 Provide businesseswith information on market conditions, short and long term
industry NEBYR&a YR 20KSNJ [F02NJ all NJ] SO LYF2NNIGAZ2

provide customized services, such as assisting with job description and work titles, retention
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bestpracticesS (i O ® ¢
Assessinghe Effectivenesof Services:

Allthree of the selectedocal workforce centesreportedusingd NB LIS | (i k dgingds A v dzS R
withSYLJX 28 SNR¢ Fa 2yS YSIadaNB 27F ( KoSal wkiar&Oid A 3Sy
centerreported asadditional specific measures, annual WIOA performance ratimgplayer
feedback, and thsuccess oflaimans remaining employed. In addition to these performance
measures, the twather members of the cohort reported a number of other measures of their
effectiveness.These include: WIOAustomes becoming more sefufficient and no longer
depending orpublic services; employers reporting that they benefit from an increasingly skilled
workforce; unemploymentRatesfor eachcounty asreviewedquarterly; customersurveysof

the workforce centersandeffectiverecruitingand placementof qualifiedapplicants.

ComplianceReview

The evaluators reviewed a sample of six Arkansas Workforce Centers approved by ADWS
leadership, against the { G | (c&tification policy and applicable laws and regulations.
Accordingtodl KS { G 01SQa NX3IdzA FGA2ya 32 aSopbaived ! 52 {
system includes two different types of physical centers, Comprehensive and Affiliate, from
whichservicesaindactivitiesare provided. Theregulationsspecifythat ADWS@ X laminimum,
shall make eactof the programs, services, anakctivities describedn paragraphone (1)
accessiblat not lessthan one physicalcenterin eachlocal areaof the State; y R X ¥ilbo@
make programs, services, and activities described in paragrgp§ o 6 M0 | GF Af I 0 f SX

network of affiliated sitesthat canprovideone or more of the programs servicesandactivities
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to A Y RA @A RrdziCénterk rieviewed by the evaluators for this study included two
comprehensiveand four affiliate centers assignedby ADWSfrom four different Local
WorkforceDevelopmentAreas.

All six centers reviewed meet or exceed minimum requirements establishedby the
Americans with Disabilities Act (ADA) for physical accessibility. External entrances into the
facilitiesin whichworkforceservicesare housedare at leastminimallyaccessibldor individuals
who havemobility impairments.Rampsandlevelentrancesnto the facilitiesare presentat all
locations reviewed. The evaluators were not tasked with making recommendationsfor
accessibilitymeasuredeyondthe minimumADArequirements.

hyS 2F (KS d4@aGSY NBIAANBYSyYyGa F2N 22NJ] F2NJ
WorkforceCenterand AmericanJobCenterBrandgare] Used! LIJLINE LINDhisisgehérailye &
interpreted as requiring adequate and appropriate signage to make services available and
recognizablefor potential claimans. Of the six centers reviewed for complianceby the
evaluatorsfive met the intent of thisrequirement. For maximum impact, signage should be
visible at thestreet level as well as on the building itself. Theal workforce centey in Hot
Springs, Searcy, and Russellmniet both conditions with signage visible from the street and
on the buiting. In Arkadelphiand Conway signagas visibleon the building,but is not easily
seenfrom the streetlevel. Whilethis meetsminimum guidelinesit may not provide optimum
guidanceor claimanstryingto findservices. The finddcal workforce centerlocated in Mena,
does not have visible signage from the outsidethed building. This center is located in a
buildingon the campusof RichMountain CommunityCollegewhich clearlyoffers benefitsto

potential claimans. The location, however, is notdesignatedas aWorkforce Centerin any
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visiblemanner.

Affiliate Center SpecifiReviews

Thefour Affiliate Centergeviewed(in Mena, SearcyArkadelphiaandRussellvillejneet or
exceed the one-stop guidelines listed under & w S Ij dzA NNBSRRNJ Y & k NdteNthiay’ S NRA ¢ @
FOO2NRAY3 (2 (GKS NB3IdzA FGA2yas ! FFAECALIGS aAdsS
YR | OGAGAGASEAE (2 AYRAQDARdzZEf aXé ¢KSaf AaAGSaA
programs/partners. The Affiliate Centers reviewed for this study exceed this requirement
through a combination of osite as well as ofite or electronic connections. Those potential
LI NIYSNAR GKFG INB ftAAGSR Ay kbBgESE wWNB¥BRFOERE2Y A
included as orsite services by the Affiliate Centers. Three of ltheal workforce centes note
that some oftheseservices argrovidedd 2-it&inl Y2 0 KSNJ YI yy SNIbE

All Affiliate Centers reviewed by the evaluators provide\thst majority of services listed in
thed . | Caled S NIJdaegdy theyseltreportthattheyaresomewhatackingin the areas
of recruitment of employees for local industry, and report that they are not able to provide
adequate information to clamants regarding performance information and program cost
informationon eligibleprovidersof trainingservicesn the localarea.Theyalsoreport aweakness
in providing information, in formats that are usable by and understandable te stop center
claimans, regarding how the local area is performing on the local performacceuntability
measures.

In the area of Individualized Career Services, the four Affiliate Centers vary significantly. This

categoryincludesservicessuchasdevelgpment of individualizedemploymentplan (IEP)group
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and individual counseling,and career/vocationalplanning, among the service options. The
centerslocatedin SearcyandRussellvilleeportedthat eachservicein this categorywasprovided
on-site, while the Menaand Arkadelphiacenterslisted only one andthree of the twelve services
respectivelyas being availablen-site.

In the business services category, the Searcy and Russellville centers provide both listed
businessi SNIPA OSasx a9aidlofAakK FyR RS@OSt2L) NBtFGAz2
SYL 28SNE YR GKSANI AYGSNYSRAFNASEE YR a5S9
LI NOYSNEKALIA®PE ¢KS OSYGiGSNBR Ay aSyl deyiskd! NJ I R:
I &% & R6ngeld, @irhpfementindustry orsectorLJr NIi y S NR K A LJa ® €

Ly (GKS ahiKSNI odradNWRIER NEONIDAOD SIS I@¢WRY RS&O!
screening and referral of qualifiecbstomed Ay UGN} Ay Ay 3 aSNDA@Sa 02
Centers reviewed provided many of the serviceslisted, although they each reported
compliance with different standards. This is a aoandatory category, so it is not surprising
that these centers do not provide the full scope of availagdevices. Examples of service
categories provided are customized recruitment events and related services for employers, to
includethe supportandprovisionof targetedjob fairs,andthe establishmenanddevelopment
of relationshipsand networks with large and small employers and their intermediaries.
Weaknessem this categoryarein the areasof customizedassistancen the developmentof a
registered apprenticeship program, and marketing of business services to appropriate area
employers. Again, iB is a normandatory category, so the fact that these Affiliate Centers
providesomany ofthese services shoulae applauded.

Centersvereaskedaspart of the review,to meetwith workforcecenterstaffandto complete
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aseltevaluation of eacleategory of WIOA/ADWS regulations. This is the samegel@iation that
isusedaspart of the regular recertificationprocessor Workforce CentersThe criteriaare:

Rank on a scale of 1 to 5, where the site believes it is in its path toward meeting, o

exceedingthe stated standard.

5 =achievedhe standard andexcelling

4 = significantlymeetingstandardwith somework yet to do 3 =havesomeof the elements

in place,someof the time

2 = making progress but long way to go

1 =noprogress yet

The Affiliate Centers generally rated their level of quality at the top of the scale, awarding
their centers either a 5 or a 4 in almost all of the categories rated. Only one of the centers,
(Arkadelphia) was more critical in the interpretation of theingees. The report from that
center indicated that theWorkforce Center stafmembers referclaimans to partners for
assessment, and are nable at this point to schedule joint assessmeltarkforce enter staff
also report that they do not hawany onsite partners, so they are not able to deliver any
services toclaimans that would requirepartnering with other servicesand agencieslt is
obviousthat these center managersand workforce centerstaff take greatpride in their work
andthat they striveto do their work well.

ComprehensiveCenterSpecificReviews:

The two Comprehensive Centers reviewed were located in Conway and Hot Springs. Six
items are required items for all centers, including the Affiliate Centers.The compliance

regulationsspecifythat & X lcénfers must:
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1. Bestrategicallylocated tomaximizeserviceto employersand employees.
2. Haveenoughtraffic to warrantoperations.
3. Provideon-site serviceqinterpreter,documents etc.) basedon demographimeed.
4. Havehoursof operationthat are basedn claimantneedsandare claimantdriven.
5. Ensurehat uniformproceduresarein placeto implementpriority of servicefor veterans,
individuals with disabilities, Englistsa-Second Language persons, and any otirerity
populationsidentified at the federal,state or locallevelfor job placement.
6. Ensurethat priority of servicefor job trainingopportunitiesfor veterans,individualswith
disabilities, Englishasa-SecondLanguagepersons,and any other priority populations
identified at the federal level is clearly implemented for all U.S. DOL programs such as
employment training,andplacementi S NJJA OSa ¢

In addition to these rulewhich are required of all centers, the regulations spettift,
G ! RRA (GotpféhénsiEEnters must:
1. Beaccessibléo the generalpublicduringregularbusinesglays,aswell asphysicallyand
programmaticallyaccessible¢o individualswith disabilities.
2. Contain goortal site for electronicaccess.
3. Beaproviderof basicand individualizeatareerservicesandtrainingservices.
4.Beaproviderof businessservices.
5. Demonstraterepresentationof coremandatedpartners(WIOAT tlesl-1V).
6. Provideadditionalrelatedemployment andrainingNB & 2 dzZND S & ® ¢
Both Comprehensiv&€entersvholly andunquestionablymeet all twelve of theserequired

items.Inthed w S |j d2AOWS IRR 3 NI Y kareh thdiegufadidhdist atotal of fifteen service
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partnerswith whom Comprehensiv€entersmust maintain cooperativeworkingrelationships.
Centers are not required to have all of these partners houseditan EachL_ocal workforce
center has threepartnership optionst partners may be housedd 2-8 A (6S2¢3# through
electronicO 2 v Y S @iaA2&@baSiccareerservicesnadeavailablenanotherY | Yy SheE @
Local workforce centareviewed for this study maintained these required partnerships; one
Centerreported ten ofthe fifteen servicepartnerswere locatedon-site,andthe other reported
a total of eight on-sitepartners. Services in which contacts were maintainedsaé through
electronic connectiomnly includedAdult Educatiorand FamilyLiteracy,Title VOlderAmericans
Act,andthe/ 2 YYdzy A& {SNIBBAOSA . f 201 DNSitgiinanodheR I NI Y
Y | y y BdliBled the Second Chance Act (provided in cooperation with the Department of
Correction)and the Housing and Urban Déepment Employment and Training program
(provided incooperationwith city officials).

Four additional WIOA servicesare listed in the ADWSregulationsin the category of
d! RRA PPartBeysINDt a | Y R I (iTBeRetar, a) Ticket to Work, b) Small Business
Administration, ¢c) SNAP Employment and Training, and d) Orientation to Arkansas Workforce
CentersTheCentersboth providethreeofthefoura y 2 i Y | paRiershipsneCenter
provides the SNAP Employment and Training partnersiigite, with the Ticket to Work and
Small Business Administration categories being provided dffi S aAYy | y2GKSNI Yl
other Center provided Ticket to Work, Small Business Administration, and SNAP Employment
andtraining categoriespff-site in anather manner.Thefinal category Orientationto Arkansas
Workforce Centers, was not fully provided by either Center. @mual workforce center

reported that theprovisionof orientation& R S LISntistomerf f 2 ¢ ¢ @
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In terms of Caree$Bervices provided for job seekers, ADWS regulations list two categories
2T ASNDAOSad LYy GKS da.FaArAo /I NBSNI { SNIBAOSa&E
NIFyYy3IAYy3I FTNRBY aGLYAGRKKET [SO5E&EE Y 20 auddMidwgdd t | G A 2
Centers reported 100% compliance, with all services provided ani S® Ly GKS daLYFR
Career{ S NJJ kdie§aiyswhich includes twelve items such as the developmentof an
Individualized Employment Plan (IEP), and individualized job counselthgyftibe reviewed
centersprovidedall services orsite.

ADWS regulations also address services to business provided by Comprehensive Centers.
This section of the regulations consists of sixteen measures of services provided to business
and industry, and includes items related to conveningbusinesssector partnershipsand
developingrecruitmenteventsfor specificbusinesandindustry.Both of the reviewedCenters
provide100%of theseservices orsite.

The Comprehensive Centers, like thifiliate Centers that were reviewed, were asked, as
part of the review,to meetwith workforcecenterstaffandto completea self-evaluationof each
categonpf WIOA/ADWS regulations. This is the sameesadfuation that is used as part of the
regular re-certification process for Workforce Centers. The criteria for the Comprehensive
Centers ar&lenticalto thoseusedin the evaluationof Affiliate Centers:

Rank on a scale of 1 to 5, where the site believes it is in its path toward meeting, or
exceedingthe statedstandard.

5 =achievedhe standard andexcelling

4 =significantlymeetingstandardwith somework yetto do

3 =havesomeof the elementsin place,someof the time
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2 = making progress but long way to go

1 =noprogress yet

The Comprehensive Centers reviewed rated their level of quality at the top of the scale,

g NRAY3 GKSANI OSYGdSNAR SAGKSNI I p 2N I n Ay
reviews of these centers, it is cledhese center managers and workforce cergéaff take great

pride in their work and that they do, indeed, provide an extremely high level of quality for the

job seekers andhe businesses they support.

It is the opinion of the evaluators that the six cerg reviewed for this study are in
substantialcompliancewith all ADWSegulations,andthat the managerdaketheir regulatory
responsibilities seriously. The evaluators further believe that the review of these six centers
provides a representative picte of ADWS centers across the state, and that ADWS and those
gK2 YILylFr3aS GKS [20Ff 22N] F2NOS ! NBraszx | a ¢St
confident in the worlof the thirty-two workforcecenterslocatedthroughoutthe state.

The evaluators are grateful to the managers avidrkforce Center stafff the six reviewed
centers for theirwillingness to participate in the initial surveys and to provide follow up
information whenrequested. Survey results and reviewer notes of thegyoand regulation

interviews arencludedin AppendixXVII.

Businessaand CustomerServiceSurveys

WIOA Customer and Business Service surveys were conducted for this evalu#tien by
Centerfor Businesand EconomidResearclat the Universityof | NJ | yWalkoaCGollegeof

BusinessThe surveysummariesare includedbelow. Listingsof surveyquestiongor eachof
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thesesurveysare includedin AppendixVllland AppendixIX.
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ExecutiveSummary

The Arkansas Department of Workforce Services (ADWS) provides assistance to businesses in
meeting their workforce needs. Two primary funding sources for these services come from the
federal Workforce Innovation and Opportunity Act (WIORA)e | and WagnePeyser Title IlI

programs.

In 202021, the University of Arkansas began workivith ADWS to review services provided under
GKS 2Lh! LINRPINIY gA0GK GKS 3F2Ff 2F dzy RSNEROIF YRA

labor market.

The AIWS WIOA Business Survey explores how Arkansas businesses feel about their experiences
with the WIOA program. The data collected in this study will be used in several ways: as a review
of outcomes associated with the WIOA program in Arkansas; to help idtdure planning about
the manner in which the program is directed and operated; and as a benchmark for review in future
years.
The ADWS WIOA Business Survey conducted a survey of 845 individuals businesses with valid
emails as of October 9, 2020. The syrfocused on a distribution bgcalworkforcedevelopment
areafor a more balanced sample and produced an overall response rate of 9.9%. Overall, 5
individuallocal workforce development area had a response rate greater than 10% andcal
workforcedevelopment area had a response rate greater than 8%.
The survey captures information and perceptions that can be grouped into five key areas:

1 Comprehension of Responsibilities in the WIOA Program;

1 Recommendation of the WIOA program,;
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9 Status of Services Raeed;
1 Satisfaction with the WIOA Program;

1 Satisfaction with ADWS Staff.

Overall, the report finds that WIOA recipients display a moderate degree of satisfaction with the
WIOA program and the ADWS. WIOA recipients reported a 49% satisfaction rate ofQde WI
program, and a 55% satisfaction rate of ADWS staff.74% of recipients understood their
responsibilities when participating in the WIOA program, although only 42% reported that they
received most, or all the services needed to address their workforce saelehally, 57% of
respondents reported that they would positively recommend the WIOA program based on their
experience.

The statistical summaries combined with aggregate comments from respondents highlight areas
which can be addressed to improve the expace within the WIOA program and subsequent
outcomes. Notable issues raised are:

71 Less than half of WIOA recipients (42%) reported receiving the majority of services needed
to address workforce needs. The result was reflected in the comment section asrowsn
respondents mentioned a lack of qualified candidates. ADWS leadership should review how
services help the development of soft skills among potential job candidates. Comments
highlighted aspects such as ensuring applicants are punctual to interviesvslr@ssed
professionally, and coaching to ensure applicants have productive mindsets when they are

at work sites and are accountable for themselves.
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leadership should considgroviding additional training to Workforce Center Staff about
program offerings, stress management, and other aspects of customer service.

1 Many comments brought up the difficulty of posting job openings through the ADWS or the
online options made availableo employers. In addition, employer/business accounts
would be deactivated every few months which would require a tedious process to
reactivate accounts in order to post job openings. ADWS leadership should review the
current process of posting job opemgys and see if business accounts can be made
permanentc likely the root problem of the difficulty of posting job openings through the
ADWS.

1 Lastly, several comments noted a lack of interaction betweerkforce centerstaff and
businesses. ADWS leadershipuld ensure that offices have a more proactive relationship
with regional employers to have the most accurate information about job openings,

employer workforce needs, and feedback relevant to the WIOA program.

In conclusion, the report utilizes higjudity data from a statewide evaluation survey to obtain an
SYLANROIt |aasSaayvySyad 2F LI ad 2Lh! NBOALASYy(Ha:
WIOA program. The data and report provide a few benefits to the Arkansas Division Workforce
Services. Tédata can serve as a baseline assessment of the WIOA program in Arkansas. In addition,
aggregate comments have provided detailed feedback and suggested areas of improvement. The
aim of this report is to provide a critical assessment which can be uttlizedprove the structure

and operations of the WIOA program in Arkansas. The ultimate goal is to improve outcomes of
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WIOA recipients, strength the Arkansas workforce, and to better address workforce needs of

businesses in Arkansas.
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Survey Design and Methodology

Survey Design

The stuly used a survey of all WIOA business recipients forwarded by the ADWS. The list was
partitioned to just include the businesses with available emails and then effectively partitioned
again as several businesses had email addresses which bounced during.mail

Survey Instrument

The ADWS WIOA was developed via a collaboration between the University of Arkansas and the
ADWS. The survey utilized questions forwarded by the ADWS to assess satisfaction and feedback
concerning the WIOA programs, ADWS staff andatpms, and the match of workforce needs. In
addition, sections were added to discern the specific WIOA programs utilized along with voluntary
disclosure of business characteristics.
The survey was designed as a-selinistered, interactive, webased srvey which would take
less than 10 minutes on average to complete. The survey structure was comprised of five sections:
Consent
1 At the beginning of the survey, all respondents were provided with an information page.
The page served as an informeohsent to participate.
1 The consent form included information about where participants could seek assistance if

they had any questions or concerns.

Selfldentification of WIOA Services Receivedurvey Part |
1 The section outlined specific programs undee WIOA and asked respondents to indicate

which ones had been utilized by them.
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WIOA Satisfaction and FeedbagkSurvey Part Il
1 Questions were asked to capture sentiments about the comprehension of responsibilities
of participation in the program; ifablisy Sda ¢2dzZ R NBEO2YYSYyR (KS
workforce needs were met; satisfaction with services in the WIOA program; and satisfaction

with ADWS staff.

Demographicg; Survey Part 11l
1 Questions were asked about the demographics of each participadlidimg: primary

industry of operation, total number of employees, number of years in operation.

Respondents were required to complete the survey sections concerninglestffication of WIOA
services received in addition to satisfaction and feedbdckréspondent did not consent to self
identify WIOA services received, or if none of the services were applicable, then the survey would
not include these respondents. In addition, the satisfaction and feedback section also had a
mandatory component so #survey would not include individuals who declined to complete this
section. The conditions allow for the two sections to be full samples across their respective
questions, the number of respondents in data tables will be consistent for these questisribeF

full questionnaire administered to respondents please see the Methods Appendix.

Survey Methodology

The ADWS WIOA Customer Survey was administered as an online web survey and the survey was
formatted so that it could be completed on mobile devicesl dablets in addition to desktop or

laptop computers.

53



Population Sample Frame

The eligible population for the survey included all ADWS WIOA recipients who weranistéite
provided on October 9, 2020 he Arkansas Division of Workforce Servicevideml the sample

frame (approximately 1,554 businesses).

Using the sample frame, the sample was filtered to individuals with listed emails (933 businesses).
Afterwards, the emails were systematically filtered for dummy email addresses (ex.
email@gmail.comand duplicates to arrive at a mailing list (907 businesses). The list were divided
into their corresponding ADW8Scalworkforcedevelopment areaUltimately, the final mailing list
was 845 businesses after accounting for bounced emails.
Data Collectio
The overall data collection design protocol for recipients was:
T An email sent from the ADWS to each working email address, informing them of the survey
and inviting them to participate upon their reception of a second email.
1 A second emaihvitation, by ADWS local area, with the survey link was sent to participate
in the webbased survey.
1 A series of email reminders to participate in the wedsed survey. Two email reminders
went to 5 specific ADWS local areas, and four email reminders toghe other 5 specific

ADWS local areas.
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Response Rates

Response rates were monitored during data collection and were used to help target the individual
ADWSocalworkforcedevelopment area. The final response rates are presented below. Overall,
9.9% of the survey sample completed the survey, &scal workbrce development aremhad a
response rate greater than 10% andd®al workforce development arsahad a response rate

greater than 8%.

Tablel: ADWS WIOA Business Customer SurvBgsponse Rates

ADWS WIOMBusinessSurveyq Respnse Rates \

ADWS Workforce Zone Total Responses  Response Rate
Central 20 14.1%
City of Little Rock 7 5.7%
Eastern 2 6.7%
North Central 6 16.7%
Northeast 9 13.6%
Northwest 12 8.1%
Southeast 10 8.3%
Southwest 4 10.0%
West Central 7 8.0%
Western 7 13.2%
Total 84 9.9%

Survey Respondents
The first results presented describe the characteristics of the respondents of our survey. The report
will provide population estimate of ADWS WIOA participants based on responses to the survey
itself. Each section will display percentages of ADWS WIOA participants for each item in the survey
and 95% confidence limits (CL). As our estimates for the entire population of ADWS WIOA recipients
are based on a sample of the recipients, each statisgcreport has some degree of sampling

variation and the CL describes the degree of the sampling variation.
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The 95% Confidence Limits (CL) presented in the tables can be utilized to determine if two different

estimates reflect a statistically significantfdience.

If the two CLs from two different subgroups overlap, then the difference between them is not
statistically significant at the 95% level (p<.05). If the two CLs from two different subgroups do not
overlap then the difference between them is statslly significant at the 95% level (p<.05). The
method describe is an informal and conservative manner to compare differences among
subgroups. A more formal test may be needed to identify significant differences among subyroups.
h@SNI FLIAY3I /[& AYFSN dKIFIGdG GKS SadgAyrasS 2% S
lower bound. Consider the following example, an outcoméof S&¢ A G K Ol 4§ S32 NR S
> FYyR /@ ! FyYyR . KIFE@S /[a&a 6KAOK 2@SNI LI Ia
greater than 46 and less than 58; B: 52 is greater than 46 and less than 58) so the difference
between A and B is not dtatically significant one cannot infer a difference in outcome between
A and B. However, C does not overlap with A or B (65 is greater than 55, A; 65 is greater than 58,
B) so the estimate for C is different from the estimates of A aqdBe can infera difference in

outcome for C when compared to A and B.

Percentage oRespondents (Confidence Limits)

Category A B C
Yes 50 52 65
(45,55) (46, 58) (50, 80)

1 STAT 100Statistical Concepts and Reasoni@g@- Confidence Intervaler the Difference Between TwRopulation
Proportions or Mean$?ennsylvania State UniversiffEberly College of Science Accessed
April 16, 2021. Web.

https://online.stat.psu.edu/stat100/lesson/9/9.3
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specific category, usually 10 or fewer cases. The small number of respondents prevents detailed

comparisons as there was insufficient data to calculate neargsstatistics.

Characteristics of Respondent Businesses

Overall, approximately 86% of ADWS WIOA respondents reported receiving employment services
¢ job searches or resumes, 30% received local workforce services (focused on training programs
such as wdt experience, on the job training, or incumbent worker programs), 7% received adult

education, 4% received rehabilitation services, and more than 2% received services for the blind

(Table 2).

The industry distribution of respondents are as follows: 18pored they were in Construction,

16% were in Health Care and Social Assistance, 10% were in Manufacturing, 10% were in
Transportation and Warehousing, 8% were in Other services except Public Administration, 7% were
in Accommodation and Food Services, 7&enn Educational Services, 5% were in Ultilities, 4%
were in Professional, Scientific and Technical Services, 4% were in Retail Trade, 2% were in
Agriculture, Forestry, Fishing, Hunting, 2% were in Public Administration, 1% were in Administrative
Supportand Waste Management and Remediation Services, 1% were in Arts, Entertainment and
Recreation, 1% were in Finance and Insurance, 1% were in Information, 1% were in Real Estate and
Rental Leasing, 1% were Wholesale Trade, and 1% did not list their intlusialgition, there were

no responses from businesses in the Management of Companies and Enterprises, or Mining,

Quarrying and Oil and Gas Extraction industries (Table 3).
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35% of ADWS WIOA respondents report having 1 to 9 employees, 35% reported hawid@10 t
employees, 11% reported having 50 to 99 employees, 10% reported having 100 to 249 employees,
5% reported having 250 to 499 employees, 4% reported having 500+ employees, and 2% did not
report their employee totals (Table 4). More than 70% of ADWS Wd€§pdndents reported being

in operations for 11+ years, 18% had been in operations-toy8ars, 10% had been in operations

for 6-10 years, and 2% did not report their years of operation (Table 5).

Table2: Distribution of WIOA Regsondents by Service

What program(s) provided a service to your organization? (Click all that ap|

Adult Education
Local Workforce Services Provider

Employment Services, such as Jeearch or
resumes
Rehabilitative Services

Services for the Blind

Percent
(Confidence Limits)
7.1(3.2,15.2)

29.8 (20.9 ,40.5)
85.7 (76.3,91.8)

3.6 (1.1,10.7)
2.4 (0.6 ,9.2)

Table3: Distribution of WIOA Repondentsby Industry of Operations

What is the primary industry obperation for your business?

Percent (Confidence Limits)

Accommodation and Food Services 7.1(3.2,15.2)
Administrative Support and Waste 1.2(0.2,8.2)
Management and Remediation Services

Agriculture, Forestry, Fishing, Hunting 2.4 (0.6 ,9.2)
Arts, Entertainment and Recreation 1.2 (0.2 ,8.2)
Construction 17.9 (11 ,27.7)
Educational Services 7.1 (3.2,15.2)
Finance and Insurance 1.2 (0.2 ,8.2)
Health Care and Social Assistance 15.5 (9.1 ,25)
Information 1.2(0.2,8.2)
Management ofCompanies and Enterprise *
Manufacturing 9.5(4.8,18.1)
Mining, Quarrying and Oil and Gas *
Extraction

Other services except Public Administratio 8.3 (4,16.6)
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Professional, Scientific and Technical
Services

PublicAdministration

Real Estate and Rental Leasing
Retail Trade

Transportation and Warehousing
Utilities

Wholesale Trade

N/A

3.6 (1.1,10.7)

2.4 (0.6 ,9.2)
1.2 (0.2 ,8.2)
3.6 (1.1,10.7)
9.5 (4.8 ,18.1)
4.8 (1.8,12.2)
1.2 (0.2 ,8.2)
1.2 (0.2,8.2)

Table4: Distribution of WIOA Rspondentsby Total Employees

What is the total number of employees at your business

Percent (Confidence Limits)

1t09

10 to 49
50 to 99
100 to249
250 to 499
500+

N/A

34.5 (25 ,45.4)
34.5 (25 ,45.4)
10.7 (5.6 ,19.5)
9.5 (4.8 ,18.1)
4.8 (1.8 ,12.2)
3.6 (1.1,10.7)
2.4 (0.6 ,9.2)

Table5: Distribution of WIOA Repondentsby Years of Operation

How many years has your business been in operation?

Percent(Confidence Limits)

0-5 years
6-10 years
11+ years
N/A

17.9 (11 ,27.7)
9.5 (4.8 ,18.1)
70.2 (59.5 ,79.1)
2.4(0.6,9.2)
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Survey Responses

A
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satisfaction:
Did you clearly understand your responsibilities to participate in the program?

Yes; No; Unsure

Overall, 74% of WIOA recipients reported that they understood their responsibilities to participate
in the WIOA program. Approximately 16% of pgents reported that they were unsure of the
responsibilities in the WIOA program, and 11% reported that they did not understand their
responsibilities.

Table6: Summary of Understanding WIOA Responsibilities

Percentage oRespondents (Confidence Limits)

No 10.7
(5.6 ,19.5)
Unsure 15.5
(9.1 ,25)
Yes 73.8
(63.2,82.2)

Would you recommend this program?

Would not Recommend; Would Possibly Recommend; Would Recommend; Would Strongly
Recommend; Would Very Stron§lgcommend

57% of WIOA recipients reported that they would recommend, strongly recommend, or very
strongly recommend the program they had received. Approximately 30% of recipients reported
that they would possibly recommend the WIOA program, and 13% qfieeds reported that they

would not recommend the WIOA program.
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Table7: Recommendation Rate of the WIOA Program

Percentage of Respondents (Confidence Limits)

Would not Recommend 13.1
(7.3 ,22.3)

Would Possibly Recommend 29.8
(20.9 ,40.5)

Would Recommend/Strongly/Very Strongly 57.1
(46.2 ,67.4)

Did you receive the services needed for you to address your workforce needs?

L R2y Qi (1y286T wSOSAOBSR b2yS 27F (3eSiced Nebddds OS a
Received Most but Not All Services Needed; Received All Services Needed

42% of WIOA recipients reported that they received most or all of the services needed to address
their workforce needs. Approximately 24% of recipients reported thattreceived some of the
services needed to address their workforce needs, and another 24% of recipients reported that

they received none of the services needed to address their workforce needs. Lastly, 11% of

recipients did not know if they had receivededed services.

Table8: Status of WIOA Services Rendered

Percentage of Respondents (Confidence Limits)

| Don't know 10.7
(5.6 ,19.5)
Received None of the Services Needed 23.8
(15.8 ,34.2)
Received Some of the Services Needec 23.8
(15.8 ,34.2)
Received Most/All Services Needed 41.7
(31.5,52.6)

Overall were you satisfied with the services in the Workforce Innovation and Opportunity Act
Program?
Very Dissatisfied; Dissatisfied; Neitlsatisfied or Dissatisfied; Satisfied; Very Satisfied

49% of WIOA recipients reported that they were satisfied or very satisfied with the services in the
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WIOA program. More than 33% of recipients reported that they were neither satisfied nor
dissatisfied wh the WIOA program. Approximately 11% of recipients reported that they were
dissatisfied with the WIOA program, and an additional 7% of recipients reported that they were

very dissatisfied with the WIOA program.

Table9: Satisfaction with the WIOA Program

Percentage of Respondents (Confidence Limits)

Very Dissatisfied 7.1
(3.2,15.2)
Dissatisfied 10.7
(5.6 ,19.5)
Neither Satisfied nor Dissatisfied 33.3
(24 ,44.2)
Satisfied/Very Satisfied 48.8
(38.2,59.5)

How satisfied were you with the professionalism and accessibility of staff?

Very Dissatisfied; Dissatisfied; Neither Satisfied or Dissatisfied; Satisfied; Very Satisfied

55% of WIOA recipients reported thilitey were satisfied or very satisfied with ADWS staff. 31% of
recipients reported that they were neither satisfied nor dissatisfied with ADWS staff. More than 7%
of recipients reported that they were dissatisfied with ADWS staff, and an additional 7% of

recipients reported that they were very dissatisfied with ADWS staff.

Tablel10: Satisfaction with the ADWS Staff

Percentage of Respondents (Confidence Limits)

Very Dissatisfied 7.1
(3.2,15.2)
Dissatisfied 7.1
(3.2,15.2)
Neither Satisfied nor Dissatisfied 31
(21.9 ,41.8)
Satisfied/Very Satisfied 54.8
(43.9 ,65.2)
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Comments from WIOA Recipients

As part of the evaluation of WIOA services, survey respondents were offered the opportunity to
provide feedback comments. lotal, 39 comments were provided and 38 of them were unique

comments. See Figure 1 for details.

¢KS fINABSad OFiS3a2NeE 2F O2YYSyida 6SNB a.Sadas
comments raised issues of having no qualified candidates agpudicants who showed up to
interviews in noALINR FSaaAz2ylf FTGGANBd® ¢KS ySEG Yzadg O
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staff, better explanations of services, anded for more ADWS staff. In addition, 3% of comments
GSNBE GaClFaidSNI wSaLRyasS ¢AYSoé

¢CKS a9FaASNI ! O0Saa G2 {SNBAOSa¢ OIFGS3I2NR 0O2YL
issues of difficulties to post job openings and access to business accQuatsounts are
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comments and expressed the need for more interactions between ADWS staff and businesses.

¢CKS ab20KAY3Ikb2 [/ KIFIy3aSaé O (i Scat® &H listednOdefiaifive SR T

(@]

OKIy3aSa G2 GKS LINPAIANIY® LY FTRRAUGARZ2YS o> 27
relevant to the survey.
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comments and mentioned the need for better operation of the program, or funds for longer
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training programs.

¢KS GaDNBFG tNRANFYE OF GSA2NE | { ZettedCatisfaciNdiii SR ¢
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captured sentiments of good service from ADWS staff.

Figurel: Summary of Comments from WIOA Recipients

Summary of Comments from WIOA Recipients

Category Total Percent
Better Communication 4 10.3%
Better Customer Service 7 17.9%
Better Job Matching 9 23.1%
Better Services 2 5.1%
COVID Issues 3 7.7%
Easier Access to Services 5 12.8%
FasterResponse Time 1 2.6%
Good Customer Service 1 2.6%
Great Program 2 5.1%
Not Applicable 1 2.6%
Nothing/No Changes 4 10.3%
Total 39
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Executive Summary

The Arkansas Department of Workforce Services (ADWS) provides assistance to residents in
acquiring and retaining employment. Two primary funding sources for these services come from
the federal Workforce Innovation and Opportunity Act (WIOA) Title | and Wegeneser Title Il

programs.

In 2020621, the University of Arkansas began working with the ADWS to review services provided
under the WIOA program with the goal of understanding how the program meets the needs of

I NJFyalraqQ fFro2NJ YEN] SGo

The ADWS WIOA Custer Survey explores how Arkansas job seekers feel about their
experiences with the WIOA program. The data collected in this study will be used in several ways:
as a review of outcomes associated with the WIOA program in Arkansas; to help inform future
plaming about the manner in which the program is directed and operated; and as a benchmark

for review in future years.

The ADWS WIOA Customer Survey conducted a survey of 60,668 individuals with valid emails as
of October 9, 2020. The survey focused on aithistion by local workforce development areas
for a more balanced sample and produced an overall response rate of 11.8%. All individual local
workforce development areas had response rates of at least 10%.
The survey captures information and perceptionattban be grouped into seven key areas:

1 Comprehension of Responsibilities in the WIOA Program;

1 Recommendation of the WIOA program,;
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1 Status of Services Received,;

9 Satisfaction with the WIOA Program,;
i Satisfaction in ADWS Staff,

1 Attainment of Employment;

1 Retenion of New Employment (if applicable).

Overall, the report finds that WIOA recipients display a high degree of satisfaction with the WIOA
program and the ADWS. WIOA recipients reported a 62% satisfaction rate of the WIOA program,
and a 68% satisfaction mtof ADWS staff. Overall, 86% of respondents understood their
responsibilities when participating in the WIOA program, although only 52% reported that they
received most, or all of the services needed to achieve the goal outlined in their plan.
Employmenbutcomes saw 49% of all respondents, who sought employment, find employment,
and 87% of these individuals have a strong belief in being able to retain the new position over
the next six months. Finally, 74% of respondents reported that they would pogite@mmend

the WIOA program based on their experience.

A detailed review of available demographics among the survey questions, provides several
distinct patterns. A general summary of findings and recommendations, along with additional

details can be foueh on the following pages.
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Findings and Recommendatio@istomer Survey

Figure2: Findings and Recommendations

Findings
1 62% satisfaction rate with the WIOA program.
2 68%satisfaction rate with ADWS staff.
3 86% of recipients understood their responsibilities.
4 52% of respondents reported that they received most, or all of the services needed to achieve the
outlined in their plan.
5 49% of respondents, who sought employment, attained employment.
6 87% of respondents who found employment had a strong belief in being able to retain the new pos
over the next six months.
7 74% of respondents reported that they would positivelyaeenend the WIOA program based on their

experience.
8 Women generally showed more positive outcomes than men, notably in satisfaction with the WIC
program and employment attainment.
9 Younger workers (384) had the most positive outcomes.
10 Olderworkers (65+, 4%4) had the least positive outcomes.
11  African American individuals consistently reported the most positive or secwsd positive outcomes.
12 White individuals consistently reported outcomes which corresponded to the middle of itle pa

13 LYRADGARdAzZr 4 6AGK KAIKSNI ftS@Sta 2F SRdzOF GAZ2Y
least positive outcomes in several areas.

14 Individuals with high school or GED education consistently reported the most positive outcome:

15 Individuals with less than high school education reported the least positive outcome to employme
attainment.

16 The Eastern and Southwest local workforce development areas generally reported the most posi
outcomes.

17 The Central, City dfittle Rock, and Northwest local workforce development areas generally reported
least positive outcomes.

Recommendations

1 Satisfaction with the WIOA program and ADWS staff could be improved by ADWS leadership pro
additional and routine training rooted in customer service and program offerings to office and/or cust
facing employees.
2 Older recipients, 454 and 65 years of age, reported less favorable outcomes. ADWS leadership sl
review if the current delivery of services meet the needs of these individuals.

3 The current delivery of services to individuals with high levels of educational attainment nilagwed.

Commentdndicated thatjobs are not matched to the backgrounds of these groups. ADWS leaders
should review how services and job opportunities are provided to these groups.
4 The employment attainment rate suggests improvements can be mabD8VS leadership, specifically a
local offices, should consider development or continued development of partnerships between lo
offices and employers in the area.
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The rate at which respondents received needed services could be improvedettgn channels of
communication and service. Comments highlighted a desire for more feedback from case manage
local offices. ADWS leadership should consider the current procedure for feedback from case mar

and/or manners to improve accountaltyliand feedback to WIOA program recipients.

Improvement to online resources for reporting and participating in the WIOA program and/or phoi

system technology could improve satisfaction and outcomes. Many conameted the difficulty in

aspects of thaVIOA prograng reporting, communication, etc. ADWS leadership should review if
investment inmore online offeringgeporting and/orphone system technologyre warranted.

Age Group

Among the age group groups, the-28 age group reported the mogisitive outcomes while

the 65+ age group displayed the least positive outcomes.

The 1824 age group reported a greater comprehension of WIOA program responsibilities, higher
rate of receiving needed services, greater satisfaction with the WIOA prograrARWS staff,
along with higher employment attainment rate and stronger confidence in retaining their new
employment.

The 65+ age group reported the least comprehension of WIOA program responsibilities, lowest
rate of receiving needed services, tleast satisfaction with the WIOA program and ADWS staff
along with their lowest employment attainment rate and least confidence in retaining their new
employment.

The 4564 age group also reported significantly lower rates of receiving needed serviceg, alo
with lower rates of employment attainment and weaker confidence in retaining employment
when compared to the 284 age group.

Racial/Ethnic Identity

Survey responses related to racial/ethnic identity were a bit mixed. A few patterns emerged for

the two largest racial identities in the surveyAfrican American and white.
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African American individuals consistently reported the most positive or seowsl positive
outcomes for comprehension of WIOA program responsibilities, recommendation of the
program, ate at which needed services were received, satisfaction with the WIOA program and
ADWS staff, along with employment attainment and confidence in employment retention.

White individuals consistently reported their outcomes to be in the middle of the gddk.was
observed across all categories of the survegmprehension of WIOA program responsibilities,
recommendation of the program, satisfaction with the WIOA program and ADWS staff, along
with employment attainment and confidence in retention. Whitelividuals did report a higher

rate of receiving needed services.

Educational Attainment

LYRAGARdzZEE & 6AGK | . FOKSft2NRaAX 2NJ I 3INF RdzZ GS

positive outcomes across the survey in categories such as reconatiemaf the program, rate

at which needed services were received, satisfaction with the WIOA program and ADWS staff.
Individuals with high school diploma or GED or some college education consistently reported the
most positive outcomes for comprehensiohWIOA program responsibilities, recommendation

of the program, rate at which needed services were received, satisfaction with the WIOA program
and ADWS staff, along with employment attainment and confidence in employment retention.
Lastly, individuals wit less than high school education reported the least positive outcome with
regard to employment attainment but were consistently around the middle for all other
categories.

ADWS Local Workforce Development Areas
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The Eastern and Southwest local workfora@velopment areas generally reported the most
positive outcomes across all survey questions compared to other local workforce development
areas. On the other hand, the Central, City of Little Rock, and Northwest local workforce
development areas generallgported the least positive outcomes across all survey questions
over all the local workforce development areas.
Results from Multivariate Risk Models of Key Measures
Based on the results for the survey, with respect to age group, racial/ethnic identitly, an
educational attainment, statistically modeling was utilized to estimate the independent effects
of each demographic category on the odds of having a specific experience/outcome. The
multivariate model allows us to control for different demographic catggg many which
2OSNI L FYyR RSGSNYAYS SIFOK OFGS3I2NARSaAaQ AYyRSLJ
experiences of interest.
The following key measures were examined while collectively accounting for gender, age,
racial/ethnic, and educatnal attainment characteristics:
Satisfaction with the WIOA program
1 Women were 14% more likely to be satisfied in the WIOA program than men.
1 Individuals in the 184 age group were 43% more likely to be satisfied in the program

than individualdbetween 2564 years old.

2Pardoe I.,L. Simon& D.Young 15.1 Logist RegressiarPennsylvania State UniversitfEberly College of
ScienceAccessed April 22, 2021. Web.
https://online.stat.psu.edu/stat501/lesson/15/15.1
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African American individuals were 50% more likely to report being satisfied in the WIOA
program than white individuals.

LYRAGARdzZIf&a oAGK a2YS O2ffS3S RdzOI GA2Y 2N
a graduate or professnal degree were 15%, 32%, and 44% less likely to report being
satisfied or very satisfied in the WIOA prograthan individuals with a high school
diploma or GEDrespectively.

Satisfaction in ADWS staff
Individuals in the 1824 age group were 22%ore likely to be satisfied in ADWS staff
than individuals between 264 years old.
Individuals who identified as Asian or African American were 115% and 53% more likely,
respectively, to be satisfied in the ADWS staff than white individuals.
Individuals vino identified as American Indian or Alaska Native, Native Hawaiian or Other
Pacific Islander, Other, or Two or more Races (Other) were 31% less likely to be satisfied
in the ADWS staff than white individuals.
Individuals with some college educationora@a &2 OA I 1 SQa RSANBSE | . |
a graduate or professional degree were 12%, and 22% less likely to report being satisfied

or very satisfied in ADWS stdffan individuals with a high school diploma or GED

respectively.
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Attaining Employment

1 Women were 22% more likely to report finding employment than men.

1 Individuals in the 184 age group were 87% more likely to find employment than
individuals between 254 years old.

1 Individuals in the 65+ age group were 48% less likely to find employmaminidividuals
between 2564 years old.

9 Individuals who identified as American Indian or Alaska Native, Native Hawaiian or Other
Pacific Islander (Native American) were 49% less likely to find employment than white
individuals.

1 Individuals with less thanigh school education were 35% less likely to report finding
employment than individuals with a high school diploma or GED.

f LYRAGARdzrta 6AGK | . OKSft2NNR& RSINBS 2NJ |
finding employment than individuals with a higchool diploma or GED.

Conclusions

Reviewing the detailed demographics of the survey results highlights some areas of concern. The
level of satisfaction with the WIOA program and ADWS staff had a position relationship with the
strength of belief in retention of employment. Individuals veilfonger belief in employment
retention reported a higher satisfaction rate with both the WIOA program and ADWS staff. The
employment attainment rate, 49%, suggest adjustments are warranted to improve outcomes
among recipients. Older recipients,-88 and65+ years old, displayed less positive outcomes in

sentiments about the WIOA program, experiences during the WIOA program, and employment
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outcomes. The observation is likely associated with larger societal issues or barriers which face
these groups. Adjustents to the program to address these subgroups unique needs is
warranted. In addition, the programs appear to be less satisfactory for individuals with higher
levels of educatiog I . F OKSf 2NXRa 2NJ ANI RdzZ 6 SKLINRPFSaarzyl
characteristics generally reported less positive outcomes in sentiments about the WIOA program

and experiences during the WIOA program. The program may require some modifying to meet

the labor market preparations required for these individuals.

The statisical summaries combined with aggregate comments from respondents highlight areas
which can be addressed to improve the experience within the WIOA program and subsequent
outcomes. Notable issues raised are:

T alyeg NBaLRyRSyida NBLRNISRDASAIHKS NIGIla LINHRIS O
GAYFOGGSYGAdS a0 FFeés 2N adzy AYF2N¥YSR adl FF¢
should consider providing additional training about program offerings, stress
management, and other aspects of customer service as thesedwaella beneficial
investment.

1 Older recipients, 4®%4, and specifically, 65+ years of age generally displayed less
favorable outcomes and sentiments throughout the survey. ADWS leadership may
consider having case managers receive additional training dwighe better service to
these recipients and their unique problems or barriers. The comments brought up issues

with accessibility, both physical and technological, which likely impacts these groups.
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f Individuals with higher levels of educational attainmerit . I OKSf 2 NRax> 2NJ |
professional degreg consistently reported less favorable outcomes and sentiments
throughout the survey. Several comments mentioned a mismatch between jobs posting
or recommendations and the background of recipients.eftdr job search process may
be required for individuals with higher levels of education.

1 Many comments suggested more partnerships between local offices and employers in
the area. Continued developments of this nature could help produce better job sesarche
and job matches for recipients.

1 Additional online resources for reporting and participating in the WIOA program would
also be beneficial. Numerous comments mentioned the hassle of going to local offices for
aspects which could be done online (aspectgegorting). Further develop of online
options could improve accessibility and reduce wait times at local offices. The user
friendly aspect of online options is also an important current and future consideration.

1 Additional feedback from case managers wasommon comment among respondents.
The sentiment among respondents is that additional case manager feedback would help
to improve outcomes by accountability and progress of the recipient.

1 The current phone system does not appear suited to surge demaddw¥S or WIOA
services. Improvements in the phone system technology, more staff, or moving more

aspects online may help to resolve part of this issue.

In conclusion, the present report utilizes highality data from a statewide evaluation survey to

obtain 'y SYLIANROI € laasSaaySyadg 2F LI ad 2Lh! NE C
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participating in the WIOA program. The data and report provide several benefits to the Arkansas
Division Workforce Services. First, the report provides sentiments and outcomesistdiled
summaries about gender identity, age group, racial/ethnic identity, educational attainment,
ADWS location, and WIOA service. The data can serve as a baseline assessment of the WIOA
program in Arkansas. In addition, aggregate comments have mowetailed feedback and
suggested areas of improvement (as previous mentioned). The aim of this report is to provide a
critical assessment which can be utilized to improve the structure and operations of the WIOA
program in Arkansas. The ultimate goal®isnprove outcomes of WIOA recipients, strength the

Arkansas workforce, and to improve the wieding of residents.
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Survey Design and Methodology

Survey Design

The study used a survey of all WIOA recipient with available emails forwarded by the ADWS. The
list was partitioned to the individual ADWS local workforce development areas and then
effectively partitioned again to remove individuals with inactive email addresses during survey
distribution.

Survey Instrument

The ADWS WIOA was developed via a collaboratibmesn the University of Arkansas and the
ADWS. The survey utilized questions forwarded by the ADWS to assess satisfaction and feedback
concerning the WIOA programs, ADWS staff and operations, and employment outcomes. In
addition, sections were added to dexn the specific WIOA programs utilized along with
voluntary disclosure of demographics.
The survey was designed as a-selininistered, interactive, webased survey which would take
less than 10 minutes on average to complete. The survey structure wraprised of five
sections:
Consent

1 Atthe beginning of the survey, all respondents were provided with information about the

survey and informed consent to participate.
1 The consent form included information about where participants could seek assistance if

they had any questions or concerns.
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Selfldentification of WIOA Services Receive®durvey Part |
1 The section outlined specific programs under the WIOA and asked respondents to

indicate which ones had been utilized by them.

WIOA Satisfaction ané&eedback; Survey Part Il
T vdzSaidAiz2zya 6SNB |a{1{SR G2 OFLWid2NSE NBaLRyYyRSY
participation in the program; if an individual would recommend their program;
satisfaction with services in the WIOA program; satisfaction in ARD&fSesmployment

outcomes; and ability to maintain employment (if applicable).

Demographicg; Survey Part Il
1 Questions were asked about the demographics of each participant, including: county of
residence, race/ethnicity, age group, gender identity, eational level, English as a
primary language, marital status, and obtainment of trade or professional

certifications/licenses. These questions variables will be in the primary analysis.

Incentive Related Questions

At the end of the survey, respondents weesisked if they wished to provide contact information

to be included in a drawing of $25 gift cards. All data relating to incentives, including contact
information for mailing purposes were collected in a separate survey instrument to ensure that
contact nformation was not retained in the same database as survey data.

Respondents were required to complete the survey sections concerningdsetification of

WIOA services received in addition to satisfaction and feedback. If a respondent did not consent
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to selfidentify WIOA services received, or if none of the services were not applicable, then the
survey would not include these respondents. In addition, the satisfaction and feedback section
also had a mandatory component so the survey would not inclod&viduals who declined to
complete this section. The conditions allow for the two sections to be full samples across their
respective questions, the number of respondents in data tables will be consistent for these
qguestions. For the full questionnaire @histered to respondents please see the Methods
Appendix.

Survey Methodology

The ADWS WIOA Customer Survey was administered as an online web survey; the survey was
formatted so that it could be completed on mobile devices and tablets in addition to deskto
laptop computers.

Population Sample Frame

The eligible population for the survey included all ADWS WIOA recipients who were listed in a
file provided on October 9, 2020. The Arkansas Division of Workforce Services provided the
sample frame (approxintaly 94,837 individuals).

Using the sample frame, the sample was filtered to individuals with listed emails (73,743
individuals). Afterwards, the emails were systematically filtered for dummy email addresses (ex.
email@gmail.com) and duplicates to arrigea mailing list (65,628). The list were divided into
their corresponding ADWS local workforce development areas. Ultimately, the final mailing list

was 60,659 individuals after accounting for bounced emails.
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Data Collection
The overall data collectiotesign protocol for recipients was:

1 An email sent from the ADWS to each working email address, informing them of the
survey and inviting them to participate upon their reception of a second email.

1 A second email invitation, by ADWS local area, with theesulink was sent to participate
in the webbased survey.

1 A series of email reminders to participate in the wedsed survey. Two email reminders
went to 7 specific ADWS local areas, and three email reminders went to 3 specific ADWS
local areas.

Incentives

The first 30 participants who completed the survey and provided contact information received a
$25 gift card, mailed in early December 2020. A random drawing for one of 20 gift cards also
worth $25 each served as an additional incentive for ggpe who completed the survey and
provided contact information.

Response Rates

Response rates were monitored during data collection and were used to help target specific
efforts. The final response rates is presented below. Overall, 11.8% of the sumgesa
completed the survey and all 10 ADWS local workforce development areas had responses rates

greater than 10%.
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Table11l: ADWS WIOA Customer SurveResponse Rates

ADWS WIOA Customer Surveyresponse Rates

ADWSLocal Workforce Total Responses Response Rate
Development Areas

Central 1270 12.1%
City of Little Rock 1328 13.6%
Eastern 166 11.2%
North Central 557 11.1%
Northeast 666 11.0%
Northwest 598 11.9%
Southeast 528 10.9%
Southwest 646 11.2%
WestCentral 1098 11.7%
Western 328 11.8%
Grand Total 7185 11.8%

PostSurvey Adjustment and Weighting

Statistical weighting was performed to ensure that the data based on this sample correctly
represent the entire population of ADWS WI@&ipients. After surveying was finished, it was

observed that female recipients responded at a much higher rate than male recipients.

After data collection was complete, using the population counts from the ADWS participant list,
the characteristic of theespondents were weighted to match those of the population. The
technique, known as podtratification, helps reduce sampling error. The survey responses were

weighted by gender identity to account for the overrepresentation of women.

The adjustment assumes there are not differences in the survey measures between responders
and nonresponders after controlling for the characteristics used in ybstification. Under this

assumption, the weighting adjustments allow analysts to makeranfces regarding the entire

A
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would occur 95 out of 100 times.

Qurvey Respondents

The first results presented describe the characteristics of the respondents of our survey. The
report will provide population estimate of ADWS WIOA patrticipants based on responses to the
survey itself. Each section will display percentageADWS WIOA participants for each item in

the survey and 95% confidence limits (CL). As our estimates for the entire population of ADWS
WIOA recipients are based on a sample of the recipients, each statistic we report has some

degree of sampling variain and the CL describes the degree of the sampling variation.

The 95% Confidence Limits (CL) presented in the tables can be utilized to determine if two

different estimates reflect a statistically significant difference.

If the two CLs from two differergubgroups overlap, then the difference between them is not
statistically significant at the 95% level (p<.05). If the two CLs from two different subgroups do
not overlap then the difference between them is statistically significant at the 95% level (p<.05)
The method describe is an informal and conservative manner to compare differences among
subgroups. A more formal test may be needed to identify significant differences among

subgroups’

Overlapping CLs infer that the estimate of each CL is containgdif (G KS 20 KSNJ / [ Qa

f26SN) 62dzyRd / 2y&aARSNI GKS F2ft26Ay3d SEF YL S=

3 STAT 100Statistical Concepts and Reasoni@@.- Confidence Intervaler the Difference Beveen Two
Population Proportions or MearnBennsylvania State UniversifyEberly College of Science
Accessed April 16, 2021. Web.
https://online.stat.psu.edu/stat100/lesson/9/9.3
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is greater than 46 and less than 38;52 is greater than 46 and less than 58) so the difference
between A and B is not statistically significanbne cannot infer a difference in outcome
between A and B. However, C does not overlap with A or B (65 is greater than 55, A; 65 is greater
than 58, B) so the estimate for C is different from the estimates of A agd®e can infer a

difference in outcome for C when compared to A and B.

Percentage of Respondents (Confidence Limits)

Category A B C
Yes 50 52 65
(4555) (46, 58) (50, 80)

¢ KNRdZAK2dzi GKS NBLERNIX Fy Syuwie GrofS OStf 6A0K
category, usually 10 or fewer cases.

Pre-adjustment Demographics of Survey Respondents

Overall, over 77% of WIOA survey respondents reporésgiving employment servicesjob

search or resumes, 15% received dislocated worker services, 13% received adult
(training/workforce) services, 5% received adult education, 2% received rehabilitation services,
1% received youth services and less thanréégived services for the blind (Table 2). The age
distribution of recipients are as follows: 50% reported they werel25ears old, 34% were 45

64 years old, 11% were 48! years old, about 5% were 65+ year old, and 1% did not disclose

their age (Table)3

Gender identity was skewed towards women, as the percentage of female respondents was
roughly 69%, while the percentage of male respondents was almost 30%. Over 1% of respondents

did not disclose their gender and less than 1% of respondents reportest ¢flable 4). 57% of
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ADWS WIOA respondents identify as white, 33% as African American or Black, 2% as
Hispanic/Latino, 2% as two or more races, 1% as Asian, 1% as American Indian/Alaska Native, 1%
as other, less than 1% as Native Hawaiian or Other Plst#iaer, and 3% did not disclose their

race/ethnicity (Table 5).

Overall, 34% of ADWS WIOA respondents reported attaining some college education, and 30%
had obtained a high school education. Approximately 14% of ADWS WIOA respondents had
obtained a BacBf 2 NDa RSINBS:I wmoe: KIFIR 200GFAYSR |y ! A&
obtained a graduate or professional degree. Approximately 3% of respondents had less than a

high school diploma, and less than 1% did not disclose their educational information (Y.able 6

Approximately 99% of ADWS WIOA respondents reported English as their primary or first
language (Table 7). Roughly 43% of ADWS WIOA respondents reported that they were single,
36% were married or remarried, roughly 14% were divorced, 4% were sepaaaid®% were
widowed (Table 8). 39% of ADWS WIOA respondents indicated that they had obtained

trade/professional certifications or licenses (Table 9).

Tablel12: Distribution of WIOA Repondentsby Service

What type of services did yoreceive from the Arkansas Division of Workforce

Services? (Click all that apply)

Percentage
(Confidence Limits)

Adult Education 5(4.5,5.5)
Adult (Training/Workforce) Services 13.3(12.5, 14.1)
Dislocated Workers Services 14.8 (14, 15.7)
Employment Services, such as Job Search or 77.1 (76.1, 78)
resumes
Rehabilitative Services 1.7(1.4,2.1)
Services for the Blind 0.3(0.2,0.4)
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Youth Services 1.3(1,1.6)

Table13: Distribution of WIOARespondentsby AgeGroup

What age group do you belong to?

Percenage(Confidence Limits)

Age 1824 10.5 (9.8 ,11.3)
Age 2544 49.5 (48.4 ,50.7)
Age 45-64 34 (32.9,35.1)
Age 65+ 5(4.5,5.5)
Refuse to Disclose 1(0.8,1.2)

Table14: Distribution of WIOA Repondentsby Gender Identity

What gender do you identify as?

Percentage (Confidence Limits)

Female 68.5 (67.4 ,69.6)
Male 29.8 (28.8 ,30.9)
Other 0.3(0.2,0.5)
Refuse to Disclose 1.4((2.1,1.7)

Tablel5: Distribution of WIOA Repondentsby Racial/Ethnic Identity

What is the race/ethnicity that you identify as?

Percent (Confidence Limits)

American Indian or Alaska Native (neispanic or Latino) 0.9(0.7,1.1)
Asian (nonHispanic or Latino) 0.9 (0.7 ,1.2)
Black or African Americamn-Hispanic or Latino) 33(31.9,34.1)
Hispanic or Latino 2.4 (2.1,2.8)
Native Hawaiian or Other Pacific Islander (néfispanic or Latino) 0.1(0.1,0.3)
Other 0.9 (0.7,1.1)
Refuse to Disclose 2.9 (2.5,3.3)
Two or More Races (nehlispanic or Latino) 1.9 (1.6 ,2.3)
White (non-Hispanic or Latino) 57 (55.8 ,58.1)

Tablel6: Distribution of WIOA Rgpondentsby Educational Attainment

What is your highest attained level of education?

Percent(Confidence Limits)

Associates Degree 13.5(12.7 ,14.3)
Bachelofd Degree 13.3 (12.6 ,14.1)
Graduate or Professional Degre: 6.3 (5.7 ,6.8)

High School or GED 29.6 (28.5,30.7)

92



Less than High School 2.7 (2.4 ,3.1)
Some College 34.4 (33.3,35.5)
Unknown 0.2 (0.1,0.3)

Tablel7: Distribution of WIOA Repondentsby English Status

Is English your primary/first language? \

Percent(Confidence Limits)
No 1.4(1.1,1.7)

Yes 98.6 (98.3 ,98.9)

Table18: Distribution of WIOA Repondentsby Marital Status

What is your marital status?
Percent(Confidence Limits)

Divorced 14.2 (13.4 ,15)
Married/Remarried 36.1 (35 ,37.2)
Separated 3.8(3.4,4.3)
Single 43.3 (42.2 ,44.5)
Widowed 2.6(2.2,3)

Table19: Distribution of WIOA Repondentsby Attainment of Trade or Professional Certifications/Licenses

Do you hold any trade or professional certifications and/or licenses?
Percent(Confidence Limits)
No 61 (59.9 ,62.2)

Yes 39 (37.8 ,40.1)
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Analysis of Survey Responses

Statewide Responses

The tables in this section describe ADWS WNBAOA LIA Sy 1aQ NBalLkRkyasSa G2 S
guestions:

Did you clearly understand your responsibilities to participate in the program?

Yes; No; Unsure

Over 86% of ADWS WIOA recipients reported that they understood their responsibilities when
participating in the WIOA program. Other gender identities reported statistically significant lower

rates of understanding their responsibilities in the WIOA program than both men and women
(Table 10)The age groups had a few statistically significant differentlee youngest age group,

18-24, had the highest rate of comprehension of responsibilities, followed by both ti4el 2B d

45-64 age groups, and then the 65+ age gr¢Uable 11)

The racial/ethnic groups had many statistically significhfierences. Individuals who identified

as Pacific Islander reported the highest rate of comprehension of responsibilities in the WIOA
program. African American individuals followed, then American Indian or Hispanic/Latino
individuals, white individuals na lastly individuals who identified as Asian, other, or two or more

races(Table 12)

Individuals with a high school diploma or GED, or some college education reported the highest
O2YLINBKSyaAz2y S@gSta 2F NBaLRy aAGKIIA2INIEZ>D 2A NI R:
or professional degree followed, and then individuals with less than high school eduCEdiale

13)
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The Eastern, Northeast, Northwest, and Western local workforce development areas reported
higher levels of comprehension of resgioilities than the Central, City of Little Rock, North

Central, and West areg3able 14).

The summaries by WIOA services are listeOable 15 No comparison is performed due to the

overlapping nature of the serviceandividuals may have received mdtean one service.

Table20: Summary of Understanding WIOA Responsibilitidsy Gender Identity

Percentage of Respondents (Confidence Limits)

Gender Identity Female Male Other Refuse to Total
Disclose
Yes 86.7 86.8 68.2 70.4 86.4

(85.7,87.6)  (85.388.1) (46.6 84) (60.7,78.6)  (85.6 87.3)

Table21: Summary of Understanding WIOA Responsibilitidsy Age Group

Percentage of Respondents (Confidence Limits)

Age Age 18 24 Age 2544 Age 45 64 Age 65+ Refuse to
Disclose
Yes 88.2 87 86.1 83.6 72.7

(85.6,90.4) (85.7,88.1) (84.6,87.5) (79,87.3) (61, 81.9)

Table22: Summary of Understanding WIOA Responsibilitids/ Racial/Ethniddentity

Percentage of Respondents (Confidence Limits)

Race/ American Asian  African  Hispanic  Pacific Other Refuseto Two or White

Ethnicity  Indian American or Latino Islander Disclose More
Races
Yes 89.1 81 89.7 88.5 93.3 82.2 68.7 788 85.9
(77.1, (68.6, (88.3, (82.9, (63.7, (70.2, (61.6, (70.6, (84.8,
95.2) 89.3) 90.9) 92.5) 99.1) 90.1) 75) 85.1) 87)

Table23: Summary of Understanding WIOResponsibilities by Educational Attainment

Percentage of Respondents (Confidence Limits)

Education Lessthan High Some ! 4420.. | OKS Graduate or Unknown
High  School or College Degree Degree  Professional
School GED Degree

Yes 80.1 87.4 87.2 86.2 84.6 85.2 76.3
(73.7, (85.8, (85.8, (83.7, (82, (81.4, (45.2,
85.3) 88.8) 88.6) 88.4) 86.9) 88.4) 92.6)




Table24: Summary of Understanding WIOA Responsibilitidss ADW3.ocal Workforce Development Areas

Percentag@ of Respondents (Confidence Limits)

ADWS Central City of Eastern North Northeast Northwest Southeast Southwest West Western

Work Little Central Central

area Rock

Yes 86.3 85.4 88.2 83.9 88.5 88.2 86.8 86.8 85.7 88.2
(84.2, (83.2, (81.8, (80.3, (85.7, (85.2, (83.4, (83.7, (83.3, (83.8,
88.2) 87.3) 92.6) 87) 90.8) 90.7) 89.6) 89.4) 87.9) 91.5)

Table25: Summary of Understanding WIOA Responsibilitidsy WIOA Service

Percentage of Respondents (Confiderndenits)

WIOA Service Adult Adult Dislocated Employment = Rehabilitative Services for  Youth
Education (Training/ Workers = Services, such a:  Services the Blind Services
Workforce)  Services Job Search or
Services resumes
Yes 84.2 85.6 81.5 87.7 78.8 78.5 83.9

(79.6,88) (82.9,87.9) (78.8,83.9) (86.7,88.6)  (69.7,85.7) (53.7,92) (73.9,90.5)

Would you recommend this program?

Would not Recommend; Would Possibly Recommend; Would Recommend; Would Strongly
Recommend; Would Very Stronglgcommend

Over 74% of ADWS WIOA recipients reported that they would recommend, strongly recommend,
or very strongly recommend the program they had received. There was a statistical difference
among gender identities, as women reported the highestommmendation rates, followed by

men, and then other gender identitie@able 16) Several statistically significant differences
existed among the age groups. The youngest age grouf4l&ad the highest rate of
recommendations, followed by both the 281 and 4564 age groups, and then the 65+ age group

(Table 17)

African American individuals reported the highest recommendation rate of the WIOA program,

followed by white individuals, individuals who identified as Asian, Hispanic/Latino, two or more
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races, or other, and then American Indian or Pacific Islander indiviqUialde 18)

The educational attainment groups also had several statistically significant differences.
Individuals with high school diploma or GED reported the highest recommendationofaties
2Lh! LINRPINIYI F2f{t26SR 08 AYRAGARdzZ ta gA0GK |y
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degree reported the lowest recommendation rat@able 19)

The Eastern and Southwest areas had the highest recommendation rates, and were followed by
the Central, Northeast, Southeast, Western and West Central areas. Next were areas for the City

of Little and Central and then the Northwest ar@able 20)

The sunmaries by WIOA services are listedrable 21 No comparison is performed due to the

overlapping nature of the servicesndividuals may have received more than one service.

Table26: Recommendation Rate of the WIOA Prografoy Gender Identity

Percentage of Respondents (Confidence Limits)

Gender Identity Female Male Other Refuse to Total
Disclose
Would Recommend/ 77.3 72.1 63.6 53.1 74.4

Strongly Recommend/ (76.1,78.4) (70.1,73.9) (42.3,80.7) (43.2,62.7) (73.375.5)
Very Strongly Recommenc

Table27: Recommendation Rate of the WIOA Prograroy Age Group

Percentage of Respondents (Confidence Limits)

Age Age 1824 Age 2544 Age 4564  Age 65+ Refuse to
Disclose
Would Recommend/ 80 75.7 72.2 72.4 45.7

StronglyRecommend/ (76.7,82.9) (74.1,77.2) (70.3,74.1) (67.2,77.1) (34.2,57.6)
Very Strongly Recommenc
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Table28: Recommendation Rate of the WIOA Progratoy Racial/Ethnic Identity

Percentage of Respondents (Confidence Limits) \

Race/ American Asian  African  Hispanic  Pacific Other Refuseto Two or White
Ethnicity Indian American or Latino Islander Disclose More

Races
WR/ 64.8 72.9 79.7 70.9 64.4 69.1 47.5 71.6 73.6
SR/ (51.5, (59.8, (77.9, (63.1, (30.4, (55.6, (40.4, (63, @ (72.1,
VSR 76.1) 82.9) 81.4) 77.7) 88.3) 80) 54.6) 78.8) 75)

Table29: Recommendation Rate of the WIOA Progratoy Educational Attainment

Percentage of Respondents (Confidence Limits)

Education Lessthan High Some ! 8&2O.. I OKS Graduate or Unknown
High School College  Degree Degree  Professional
School or GED Degree
WR/ 72.9 77.7 74.7 75.7 69.1 67.5 52.6
SR/ (65.6, (75.7, (72.8, (72.7, (65.8, (62.7, (25.6,
VSR 79.2) 79.6) 76.5) 78.5) 72.1) 72) 78.2)

Table30: Recommendation Rate of the WIOA Progratmy ADWS ocal Workforce Development Areas

Percentage of Respondents (Confidence Limits)

ADWS Central City of Eastern North Northeast Northwest Southeast Southwest West Western

Work Little Central Central

area Rock

WR/ 72.7 72.2 82.5 76.2 76.1 68.7 76.2 80 75.2 74
SR/ (70, (69.5, (75.2, (72.1, (72.4, (64.5, (72.1, (76.4, (72.3, (68.5,
VSR 75.3) 74.8) 88) 79.9) 79.4) 72.6) 79.9) 83.1) 77.9) 78.8)

Table31: Recommendation Rate of the WIOA Prografoy WIOA Service

Percentage of Respondents (Confidence Limits) \

WIOA Service Adult Adult Dislocated Employment = Rehabilitative Services for ~ Youth
Education (Training/ ~ Workers  Services, sucha  Services the Blind Services
Workforce)  Services Job Search or
Services resumes
WR/ 81.8 75.5 71.5 74.4 81.1 67.2 81.6
SR/ (77.1,85.8) (72.4,78.4) (68.5,74.3) (73.1,75.6) (72.5,87.4) (43.1,84.7) (70.3,89.2)
VSR
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Did you receive the services needed to achieve your goal as outlined in the plan you developed
with your case manager?

L R2y Qi 1y286T wSOSA ISR Ré@wdSSorBeTof thiekSsrvicEsSNe&ladO S &
Received Most but Not All Services Needed; Received All Services Needed

52% of WIOA recipients reported that they received most or all of the services needed to achieve
outlined goals. There were no statistically sigaint differences between men and women, but
statistically significant differences existed for other gender identities. Other gender identities
reported they were less likely to have received needed services than both men and Woaide

22). The 1824 ge group reported they were more likely to have received needed services than

all other defined age groups (281, 4564, 65+)Table 23).

Many statistically significant differences existed among the racial/ethnic groups. Pacific Islander
individuals repated the highest rates of receiving needed services, followed by individuals who
identified as African, white, American Indian or Hispanic/Latino, Asian or two or more races, and

finally individuals who identified as othéFable 24)

Individuals with a hig school diploma or GED or some college education reported the highest
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degree reported the lowest rates of receiving needed servi€able 25)

The ADWS local workforce development areas had numerous statistically significant differences.

¢CKS 9FadSNY FNBIFIQa NBOALASY(a NBLR&IERvedl KS KA

99



by the Southwest, Northeast, North Central, Western areas, Southeast, West Central, Northwest,
FYR /SYGdNIXf FTNBlFLaAad ¢KS /AGe 2F [AdGtS w201 | N

needed serviceglable 26)

The summaries by WHEOservices are listed ihable 27 No comparison is performed due to the

overlapping nature of the servicesndividuals may have received more than one service.

Table32: Status of WIOA Servis&Rendeed - by Gender Identity

Percentage of Respondents (Confidence Limits)

Gender Identity Female Male Other Refuse to Total
Disclose

Received 52.6 52.8 45.5 27.6 52.4

Most/All (51.2, 54) (50.7, 54.9) (26.5, 65.9) (19.6,37.2) (51.1,53.6)

Services Needed

Table33: Status of WIOA Servie&Rendeerd - by Age Group

Percentage of Respondents (Confidence Limits)

Age Age 18 24 Age 2% 44 Age 45 64 Age 65+ Refuse to
Disclose

Received 58.8 52.4 50.9 51.8 35.1

Most/All (55,62.6) (50.7,54.2) (48.8,53.1) (46.2,57.3) (24.6,47.2)

Services Needed

Table34: Status of WIOA Servis&Renderd - by Racial/Ethnic Identity

Percentage of Respondents (Confidence Limits) ‘

Race/ American Asian  African Hispanic Pacific  Other Refuse Two White
Ethnicity Indian American or Islander to or
Latino Disclose More
Races
Received 50.9 43.6 54.7 48.9 64.4 36.7 28.8 41.8 53.2
Most/All (38, (31.4, (52.5, (41.1, (30.4, (25, (22.8, (33.3, (51.6,
Services 63.7) 56.6) 56.8) 56.9) 88.3) 50.2) 35.6) 50.7) 54.9)
Needed
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Table35: Status of WIOA Servis&Rendeed - by Educational Attainment

Percentage of Respondents (Confidence Limits)

Education Lessthan High Some ! 4aa20.. | OKS Graduate or Unknown
High School or College  Degree Degree  Professional
School GED Degree
Received 48.8 54.1 54 52.1 49.2 44.7 37.8
Most/All (41.3, (51.8, (51.9, (48.7, (45.8, (39.8, (15.5,
Services 56.3) 56.3) 56.1) 55.4) 52.6) 49.7) 66.7)
Needed

Table36: Status of WIOA Services Renderday ADWS ocal Workforce Development Areas

Percentage of Respondents (Confidence Limits)

ADWS Central City of Eastern North Northeast Northwest Southeast Southwest West Western

Work Little Central Central

area Rock

Received 49.5 48.8 62.2 55.4 55.9 50.3 52.3 58 52.2 54.1
Most/All (46.5, (46, (54, (51, (51.8, (46, (47.7, (53.9, (49, (48.2,
Services  52.4) 51.7) 69.7) 59.8) 59.9) 54.6) 56.9) 62) 55.4) 59.8)
Needed

Table37: Status of WIOA Services Renderday WIOA Service

Percentage of Respondents (Confidence Limits)

WIOA Service Adult Adult Dislocated Employment Rehabilitative Services for Youth
Education (Training/ Workers Services, such  Services the Blind Services
Workforce)  Services  as Job Search
Services or resumes
Received 58.1 55.3 51.3 51.9 51.2 40.8 60.9
Most/All (52.6, 63.5) (51.9,58.7) (48.1,54.5) (50.5,53.3) (41.8,60.5) (21.8,63.1) (49.6,71.1)
Services
Needed

Overall were you satisfied with the services in the Workforce Innovation and Opportunity Act
Program?

Very Dissatisfied; Dissatisfied; Neither Satisfied or Dissatisfied; Satisfied; Very Satisfied

62% of WIOA recipients reported that they were satisfied or very satisfied with the services in
the WIOA program. There were several statistically significant differences among the gender

identities. Women reported greater satisfaction with the WIOA progrdnan both men and
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other gender identitiegTable28). There were also several statistically significant differences
among the age groups. The-28 age group reported the highest satisfaction rate with the WIOA
program, followed by the 284 age group, r&d then collectively the 464 and 65+ age group

(Table29).

African American individuals reported the highest satisfaction rates in the WIOA program,
followed by individuals who identified as Hispanic/Latino or Asian, then white individuals,
followed by ndividuals who identified as American Indian, two or more races, other, and lastly

Pacific IslandefTable30).

Several statistically significant differences were present among the educational attainment
groups. Individuals with a high school diploma &DGreported the highest satisfaction rates in

GKS 2Lh! LINPINIYI F2f{ft26SR 02ttt SOGAQGSte o6& Ay
SRdzOF GA2y > 2NJ fSaa (GKIFIYy KAIK aoOK22f SRdzOF GA2y
or professionablegree reported the lowest rates of satisfaction with the WIOA progféaable

31).

The recipients in the Eastern and Southwest area reported the highest satisfaction rates with the
WIOA program, followed by North Central, Southeast, Western areas, Nstih&ast Central,
and Northwest areas. The recipients in the Central and City of Little Rock areas reported the

lowest satisfaction rates with the WIOA progrdiable32).

The summaries by WIOA services are listeGiaible33. No comparison is performed due to the

overlapping nature of the servicesndividuals may have received more than one service.

102



Table38: Satisfactim with the WIOA Program by Gender Identity

Percentage of Respondents (Confidence Limits) \

Gender Identity Female Male Other Refuse to Total
Disclose

Satisfied/ 64.7 60.3 59.1 32.7 62.2

Very Satisfied (63.4, 66) (58.2,62.4) (38.2,77.2) (24.1,42.5) (60.9,63.4)

Table39: Satisfactiornwith the WIOA Program by Age Group

Percentage of Respondents (Confidence Limits)

Age Age 18 24 Age 25 44 Age 45 64 Age 65+ Refuse to
Disclose

Satisfied/ 71.6 62.7 60 58.3 36.9

Very Satisfied (68, 75) (61, 64.4) (57.9,62) (52.8,63.7) (26.3, 49)

Table40: Satisfactiorwith the WIOA Program by Racial/Ethnic Identity

Percentage of Respondents (Confidence Limits)

Race/ American Asian African = Hispanic Pacific Other Refuse Twoor White
Ethnicity Indian American or Latino Islander to More

Disclose Races
Satisfied/ 56.6 66.3 69.4 67.3 50 50.2 33.8 55.8 60.1
Very (435, (53.2, (67.4, (59.5, (21, (37.1, (27.4, (46.8, (58.4,

Satisfied ~ 68.9)  77.3)  71.3) 743)  78.9) 63.2) 40.9) 64.4) 61.7)

Table41: Satisfactiorwith the WIOA Program by Educational Attainment

Percentage of Respondents (Confidence Limits)

Education Lessthan High Some ! aa20.. | OKS Graduate or Unknown
High School or College  Degree Degree  Professional
School GED Degree
Satisfied/ 62 66.7 62.6 62.9 56 51 37.8
Very (54.5, (64.5,  (60.6, (59.6, (52.6, (46.1, (15.5,
Satisfied 69) 68.8) 64.7) 66.1) 59.3) 56) 66.7)

Table4?2: Satisfactionwith the WIOA Program by ADW3 ocal Workforce Development Areas

Percentage of Respondents (Confidence Limits)
ADWS Central City of Eastern North Northeast Northwest Southeast Southwest West Western

Work Little Central Central

area Rock

Satisfied/ 58.6 58.8 72.3 66.6 63.2 59 65.4 71.4 60.6 63.5
Very (55.7, (55.9, (64.3, (62.2, (59.1, (54.7, (60.9, (675, (575, (57.8,
Satisfied 61.5) 61.6) 79) 70.7) 67) 63.2) 69.7) 75) 63.7) 68.9)
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Table43: Satisfactiorwith the WIOA Program by WIOA Service

Percentage of Respondents (Confidence Limits)

WIOA Service Adult Adult Dislocated = Employment Rehabilitative Services for Youth
Education  (Training/ Workers Services, such Services the Blind Services
Workforce)  Services as Job Search
Services or resumes
Satisfied/ 73.4 67.1 57.3 62 71.2 78.5 81

Very Satisfied (68.2, 78.1) (63.8,70.3) (54.1,60.5) (60.6,63.4)  (62,78.9)  (53.7,92) (70.5,88.4)

How satisfied were you with the professionalism and accessibility of staff?

Very Dissatisfied; Dissatisfied; Neither Satisfied or Dissatisfied; Satisfied; Very Satisfied
Approximately 68% of WIOA recipients reported that they were satisfied or very satisfied i
ADWS staff. There were statistically significant differences among the gender identities. Women
reported the highest rate of satisfaction in the ADWS staff, followed by men, and then other
gender identities(Table 34) There were several statisticallygsificant differences among the

age groups. The 134 age group reported the highest rate of satisfaction in ADWS staff, followed

by the 2544, 4564, and 65+ age groug$able 35)

Several statistically significant differences were present amongabml/ethnic groups. Asian
individuals reported the highest rates of satisfaction in ADWS staff, followed by individuals who
identified as African American, Hispanic/Latino, white, American Indian, two or more races,

other, and lastly Pacific Island@iable 36)

Individuals with high school diploma or GED reported the highest rates of satisfaction in ADWS
A0FFTFE F2it26SR 08 AYRAODARIzZFf A gAGK fSaa GKIyY
college education, and then individuals with a Bdohelegree, or a graduate or professional

degree(Table 37)
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CKS 9FaidSNYy | NBIFIQa NBOALASY(dla NBLR2NISR KS KA
the Southwest, North Central, West Central, Western, Southeast, Northeast, Northwest, Central,

and City of Little Rock areé%able 38)

The summaries by WIOA services are listale 39 No comparison is performed due to the

overlapping nature of the servicesndividuals may have received more than one service.

Table44: Satisfactionin ADWSStaff- by Gender Identity

Percentage of Respondents (Confidence Limits)

Gender Identity Female Male Other Refuse to Total
Disclose
Satisfied/ 69.2 67.1 50 41.8 67.8

Very Satisfied (67.9,70.5)  (65.1,69)  (30.2,69.8) (32.5,51.8) (66.668.9)

Table45: Satisfactionn ADWSStaff- by Age Group

Percentage of Respondents (Confidence Limits)

Age Age 18 24 Age 25 44 Age 45 64 Age 65+ Refuse to
Disclose

Satisfied/ 73 67.8 67.1 65.9 45

Very Satisfied (69.5,76.3) (66.1,69.5) (65.1,69.1) (60.4,70.9) (33.6, 57)

Table46: Satisfactionin ADWSStaff- by Gender Identity

Percentage of Respondents (Confidence Limits)

Race/ American Asian  African  Hispanic  Pacific Other Refuseto Two or White
Ethnicity Indian American or Latino Islander Disclose More

Races
Satisfied/ 61.3 79.1 74.5 68.5 50 51.1 36.9 57.3 66.4
Very (48, (67, (72.5, (60.7, (21, (38, (30.3, (48.3, (64.8,
Satisfied 73) 87.5) 76.3) 75.5) 78.9) 64.1) 44) 65.9) 67.9)

Table47: Satisfactionin ADWSStaff- by Educational Attainment

. Percentage of Respondents (Confidence Limits) |

Education Lessthan High Some ! 4a4a20.. | OKS Graduate or Unknown
High School or College  Degree Degree  Professional
School GED Degree
Satisfied/ 68.8 70.6 67.2 68.3 64.9 62.3 47.4
Very (61.5, (68.5, (65.2, (65.1, (61.6, (57.4, (21.8,
Satisfied 75.3) 72.7) 69.2) 71.4) 68.1) 66.9) 74.4)
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Table48: Satisfactionin ADWSStaff- by ADW3.ocal Workforce Development Areas

Percentage of Respondents (Confidence Limits)

ADWS Central City of Eastern North Northeast Northwest Southeast Southwest West Western

Work Little Central Central

area Rock

Satisfied/ 64.2 64.2 79.2 72.4 67.1 64.9 68.4 75.2 69.2 69
Very (61.3, (61.4, (71.3, (68.2, (63.1, (60.7, (64, (71.5, (66.2, (63.2,
Satisfied 67) 67) 85.3) 76.3) 70.8) 68.9) 72.5) 78.7) 72.1) 74.2)

Table49: Satisfactionn ADWSStaff- by WIOA Service

Percentage of Respondents (Confidence Limits)

WIOA Service Adult Adult Dislocated = Employment Rehabilitative Services for Youth
Education (Training/ Workers Services, such  Services the Blind Services
Workforce)  Services  as JolSearch
Services or resumes
Satisfied/ 78.1 72.6 61.7 68 69.2 79 81.9

Very Satisfied (73.1, 82.4) (69.4,75.6) (58.5,64.8) (66.7,69.3)  (59.9,77.2) (56.5,91.6) (71.4,89.1)

Were you able tdind employment in your career field after you completed this program?

No, | Did Not Find Employment; Yes, | Found Employment, but Not in My Career Field; Yes, | Found
Employment in My Career Field

Approximately 49% of WIOA recipients, who indicated thatthad searched for employment,
reported that they found employment either not in their career field or in their career field. A
statistically significant difference existed among gender identities. Individuals who identified as
other gender(s) reportedhe highest rate of attaining employment, followed by women, and

then men. There were several statistically significant differences among the age diaipe

40). The 184 age group reported the highest rate of attaining employment, followed by the 25

44 age group, the 464 age group, and finally the 65+ age gr¢upble 41)

The racial/ethnic groups had many statistically significant differences. Individuals who identified

as two or more races reported the highest rates of attaining employment, fellidoy individuals
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who identified as Hispanic/Latino, African American, Asian, other, white, American Indian, and

lastly Pacific Island€iable 42)

Individuals with high school diploma or GED education reported the highest rates of attaining

w

employment, 2f f 26 SR 0& AYRAGARdAzZ fa 6AGK |y ! 2a20Al
. FOKSt 2NN& RSANBSS | INIRdzZFGS 2N LINPFSaarzyl f

(Table 43)

The ADWS local workforce development areas had many statisticallijcsighdifferences. The
9FaldSNYy I NBFQa NBOALASyiGa NBLRNISR (GKS KAIKSaA
Southwest, North Central, Southeast, Northwest, Northeast, Central, West Central, Western, and

lastly the City of Little Rock aréaable44).

The summaries by WIOA services are listed in Table 45. No comparison is performed due to the

overlapping nature of the servicesndividuals may have received more than one service.

Table50: Rate of Findindemployment-by Gender Identity

Percentage of Respondents (Confidence Limits)

Gender Identity Female Male Other Refuse to Total
Disclose

Found 51.8 46.2 60 31.6 48.8

Employment (50.2, 53.5) (43.7, 48.6) (34.8, 80.8) (20.9,44.7) (47.3,50.3)

Table51: Rate of Finding Employmenby Age Group

Percentage of Respondents (Confidence Limits)

Age Age 18 24 Age 25 44 Age 45 64 Age 65+ Refuse to
Disclose

Found 64.6 52.9 41 30.8 354

Employment (60.3, 68.7) (50.8, 55) (38.5,43.6) (24.7,37.6) (22.8,50.3)
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Table52: Rate of Finding Employmenby Racial/Ethnic Identity

Percentage of Respondents (Confidence Limits) \

Race/ American Asian  African  Hispanic  Pacific Other Refuseto Two or White
Ethnicity Indian American or Latino Islander Disclose More

Races
Found 34 51.9 52.1 52.2 23.6 50.9 33.1 59.2 47.4
Employ (20, (35.5, (49.6, (42.8, (6.8, (34.5, (25.3, (48.9, (45.4,
ment 51.4) 67.9) 54.6) 61.3) 56.8) 67) 41.9) 68.7) 49.4)

Table53: Rate of Finding Employmenby Educational Attainment

Percentage of Respondents (Confidence Limits)

Education Less than  High Some ! 4aa420.. | OKS Graduate or Unknown
High School or College  Degree Degree  Professional
School GED Degree

Found 40.4 52.5 48.8 50.1 45.5 40.7 55.2

Employment  (31.8, (49.7, (46.3, (46, (41.5, (35.2 (16.6,
49.6) 55.2) 51.4) 54.2) 49.5) 46.4) 88.4)

Table54: Rate of FindindEmployment-by ADWS ocal Workforce Development Areas

Percentage of Respondents (Confidence Limits)

ADWS Central City of Eastern North Northeast Northwest Southeast Southwest West Western

Work Little Central Central

area Rock

Found 46.7 45.8 66.5 53.1 49.1 50.1 51.7 53.7 46.6 46.2
Employ (43.2, (425, (57.1, (474, (44.1, (45, (46.2, (48.6, (42.7, (39.8,
ment 50.3) 49.2) 74.8) 58.7) 54.2) 55.3) 57.2) 58.7) 50.5) 52.7)

Table55: Rate of Finding Employmenby WIOAService

Percentage of Respondents (Confidence Limits)

WIOA Service Adult Adult Dislocated = Employment Rehabilitative Services for Youth
Education (Training/ Workers Services, such Services the Blind Services
Workforce)  Services as Job Search
Services or resumes
Found 57.6 57.8 42.5 47.7 45.3 25 60.9

Employment  (50.7, 64.1) (53.7,61.8) (38.4,46.6) (46, 49.4) (34.2,56.8) (10.1,49.7) (46.3,73.7)
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If you found employment, are you likely to keep this job over the next six months?

Yes; Notnsure

Among the respondents who indicated that they had found employment, approximately 87%
indicated that they believed that were likely to retain the position over the next six months. There
was a statistically significant difference between men aathen, as women reported a stronger
belief that they would retain their new employment in the next six months than men. Other
gender identities were excluded from analysis due to insufficient data. There were statistically
significant differences among snal age group¢Table 46) The 184 age group had the most
confidence in retaining their new position over the next six months, followed by th&i2ioup,

the 4564 group, and finally the 65+ gro@pable 47)

The racial/ethnic groups had many statistily significant differences. Individuals who identified
as other had the most confidence in retaining their new position over the next six months,
followed by African American and American Indian individuals, individuals who identified as

Hispanic/Latinpwhite or two or more races, and finally Asian individ@kble 48)

LYGSNBalGAy3Ites AYRAGARdzZ f a ¢ A0 Kthdtwas staiskically 2 N a
significant, in retaining their new job over the next six months compared to dhehls with a
KAIK ao0OKz22f RALX2YIF 2NJ D953 a2Y$S 02ftftS3S SRdA

professional degreéTable 49)

The ADWS local workforce development areas had many statistically significant differences. The

b2 NI KSI ai eeportedB©rmositodfidénde in retaining their new position over the next
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six months, followed by the Southwest, City of Little Rock, Southeast, Eastern, Northwest, North
Central, West Central, Central, and West€Fable 50)
The summaries by WIOA serscare listed imable 51 No comparison is performed due to the

overlapping nature of the servicegsndividuals may have received more than one service.

Table56: Confidence Rate of Retaining New Employmetily Gender Identity

Gender Identity Female Male Other Refuse to Total
Disclose
Yes 87.8 86 * 38.9 86.6
(86.2, 89.3) (83.2, 88.3) (19.8,62.2) (85.1,88)

Table57: Confidence Rate of Retaining New Employmetbly Age Group

Percentage of Respondents (Confidence Limits)

Age Age 18 24 Age 25 44 Age 45 64 Age 65+ Refuse to
Disclose
Yes 88.6 88 85.6 71.2 54.1

(84.5,91.7)  (85.9,89.7)  (82.6,88.3) (58.8,81.1)  (30.7,75.9)

Table58: Confidence Rate of Retaining New Employmetuly Racial/Ethnic Identity

Percentage of Respondents (Confidence Limits) ‘

Race/ American Asian  African  Hispanic  Pacific Other Refuseto Two or White

Ethnicity  Indian American or Latino Islander Disclose More
Races
Yes 87.7 74.6 89.6 86.4 * 92 70.9 83.6 855
(47.8, (48.1, (87.3, (74.9, (60.4, (55.9, (71.2, (83.3,
98.2) 90.3) 91.5) 93.1) 98.9) 82.4) 91.4) 87.4)

Table59: Confidence Rate of Retaining New Employmeilily Educational Attainment

Percentage of Respondents (Confidence Limits)

Education Less than  High Some ! 4a420. .} OKS Graduate or Unknown
High School or College  Degree Degree  Professional
School GED Degree

Yes 85.8 88.5 86.9 86.5 81.9 86.2 *
(72, (85.8, (84.1, (82.2, (76.8, (78.6,
93.4) 90.7) 89.2) 90) 86.1) 91.4)
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Table60: Confidence Rate of Retaining New Employmeiity ADWS_ocal Workforce Development Areas

Percentage of Respondents (Confidence Limits)

ADWS Central City of Eastern North Northeast Northwest Southeast Southwest West Western

Work Little Central Central

area Rock

Yes 84.2 89 88.5 85.8 91.1 86 88.6 89.1 85.7 75.1
(79.9, (85.6, (78.6, (79.5, (86.2, (80.2, (82.5, (84.4, (81.1, (65.6,
87.7) 91.6) 94.2) 90.4) 94.4) 90.4) 92.8) 92.5) 89.3) 82.7)

Table61: Confidence Rate of Retaining New Employmeilly WIOA Service

Percentage of Respondents (Confidence Limits)

WIOA Service Adult Adult Dislocated = Employment Rehabilitative Services for Youth
Education (Training/ Workers Services, such Services the Blind Services
Workforce)  Services as Job Search
Services or resumes
Yes 88.4 90 85.7 86 84.6 * 93.9
(80.8,93.2) (86.2,92.8) (80.6,89.6) (84.2,87.6) (68.6, 93.3) (78.2, 98.5)

Do Employment Attainment & Retention Confidence have an Impact on Satisfaction with the
WIOA Program?

Among recipients who found employment, a few statistically significant differences existed
concerning satisfaction with the WIOA program which was based ondama order of retention
confidence. Individuals with strong retention confidence (will retain) reported the highest
satisfaction rate in the WIOA program, followed by individuals with mixed retention confidence

(unsure), and then individuals with weak retentioonfidence (will not retain).

Table62: WIOA Satisfaction by Employment Attainment and Retentio@onfidence

Overall were you satisfied with the services in the Workforce Innovation and Opportunity Ac

Program?
FoundEmployment Found Employment and Found Employment and
and Will Retain it Unsure if Will Retain it Will not Retain It
Satisfied/ 84.8 71 58.7
Very Satisfied (83.1, 86.4) (64.2, 77) (47.6, 68.9)
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Do Employment Attainment & Retention Confidence have mpact on Satisfaction in ADWS
Staff?

Among recipients who found employment, a few statistically significant differences existed
concerning satisfaction in ADWS staff which was based ardind order of retention belief.
Individuals with strong retentio confidence (will retain) reported the highest satisfaction rate in
ADWS staff, followed by individuals with mixed retention confidence (unsure), and then

individuals with weak retention confidence (will not retain).

Table63: Satsfactionin ADWSStaff- by Employment Attainment and Retention Confidence

How satisfied were you with the professionalism and accessibility of staff?

Found Employment Found Employment and FoundEmployment and
and Will Retain it Unsure if Will Retain it Will not Retain It
Satisfied/ 85.7 77.1 66.6
Very Satisfied (84.1, 87.3) (70.6, 82.5) (55.6, 76.1)
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Multivariate Risk Models of Key Measures

Specific demographic variables have independent correlations with key outcomes wiéhin

survey results. Multivariate logistic regression was utilized to estimate the independent effects

of each demographic category on the odds of having a specific experience/outcome. The
multivariate model allows us to control for different demographideggries, many which

2OSNI L YR RSGSNX¥AYS SIFOK OFGiS3a2NASEQ AYyRSLI

experiences of interest.

The effects presented in each table are odds ratios. The odds ratios are multiplicative, so a 1.0
odds ratiosmdicates there is no association, an odds ratio greater than 1.0 indicates the odds of

an experience are increased, while less than 1.0 indicates the odds of an experience are Peduced.

The statistical significance of each odds ratio is estimated witWadd chisquare statistic,
presented in parentheses directly below the odds ratio. The standard 95% Confidence Level
(p<.05) is utilized to determine and display the statistically significant demographics which have
an impact on the odds of an experiende.addition, demographics with multiple categories

age, race/ethnic, and educational attainmentire compared against their counterparts in the
model. A detail legend is presented below of the abbreviations utilized throughout the tables.
Age:

1 18c¢ 24:Individuals who are 124 years old;

4Pardoe I.,L. Simon& D.Young15.1 Logistic Regressidrennsyania State University Eberly College of
ScienceAccessed April 22, 2021. Web.
https://online.stat.psu.edu/stat501/lesson/15/15.1

5 Ibid.
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1 65+: Individuals who are 65+ years old.
Race:
1 A: Asian (nofHispanic)
1 AA: Black or African American (nbispanic)
1 HJ/L: Hispanic or Latino
1 O: Other
 T:Two or More Races
T b!'Y abl (A J-SAmeéridas Mdiad loAfaska Native, Native Hawaiian or Other
Pacific Islander
i OR: Other American Indian or Alaska Native, Native Hawaiian or Other Pacific Islander,
Other, or Two or more Races.
Educational Attainment:

1 LHS: Less than High School

(0p))
L
Z
&
w

f C_AA: Some College or an Agsbcii SQ& 5

(0p))

T .Y .IOKSft2NRa 5S3INB
1 GP: Graduate or Professional Degree
T .!'bY P OK S OKNS®R 2 NfEdz® SINBSE DNIF Rdz- S 2NJ t N
Figure2 below presents the statistical analysis of the survey data about satisfaction (Satisfied or
Very Sasfied) in the WIOA program. Key findings are:

1 Women were 14% more likely to report being satisfied or very satisfied than men.

114



Individuals in the 184 age group were 43% more likely to report being satisfied or very
satisfied in the WIOA program than inluals between the ages of 28l (2544, 4664).

Individuals who identified as African American or Black were 50% more likely to report

being satisfied in the WIOA program than individuals who identified as white.

With respect to educational attainmenindividuals with a graduate or professional

degree were less likely to report feeling satisfied or very satisfied in the WIOA program
GKFyYy Fftf 20KSNJ SRdzOFGA2Y It FAdaGFrAYyYSy(d 3IANEd:
also less likely to report feelingatisfied or very satisfied in the WIOA program than
individuals with individuals with lower levels of educational attainment. Individuals with
a2YS 02ftftS3S SRdzOFGA2y 2NJ Iy ! 23a20AF035SQa R
or very satisfiedn the WIOA program than individuals with a high school diploma or GED.

LYRAGARdzZLf&a 6AGK a2YS O2fftS3S RdzOI GA2Y 2N
a graduate or professional degree were 15%, 32%, and 44% less likely to report being
satisfied or very satisfied in the WIOA progréinan individuals with a high school diploma

or GEDrespectively.

Figure3: Multivariate Logistic RegressionSatisfaction with the WIOAProgram

Multivariate Logistic RegressionSatisfaction with the WIOAProgram
Satisfaction

"Satisfied or Very Satisfied"

Female (Relative to Male) 1.18*
(3.11)

18- 24 Years Old (Relative to 2%4 Years Old) 1.43*
(3.83)

65+

65+ Years Ol@Relative to 25 64 Years Old) 1.02
(0.16)
18-24
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Race/Ethnicity (Relative to White)

Asian 1.5
(1.42)
AA
African American 1.5%
(6.85)
A, H/L, OR
Hispanic/Latino 1.39
(1.85)
AA, OR
Other* 0.81
(-1.59)
AA, H/L
Educational Attainment (Relative ta High school diploma or GED
Less than High School 0.83
(-1.09)
C_AA, BA, GP
Some College or Associate's Degree 0.85*
(-2.49)
LHS, BA, GP
Bachelor's Degree 0.68*
(-4.39)
LHS, C_AA, GP
Graduate Degree 0.56*
(-5.04)
LHS, C_AA, BA
Respondents 7185
2-Loglikelihood -4759.46

Odds ratio with Z Statistics Shown in Parenthesis. *p<.05 two tailed tests
Figure3 below presents the statistical analysis of the survey data about satisfaction (Satisfied or
Very Satisfied) in ADWS staff. Key findings are:
1 Individuals in the 1824 age group reported that they were 22% more likely to report
being satisfied or very safied in ADWS staff than individuals betweenGZbyears old.
1 Individuals who identified as Asian, or African American or Black were 115% and 53%
more likely, respectively, to report being satisfied or very satisfied in the ADWS staff than

individuals whadentified as white.
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1 Individuals who identified among American Indian or Alaska Native, Native Hawaiian or
Other Pacific Islander, Other, or Two or more Races (Other) were 31% less likely to report
being satisfied or very satisfied in the ADWS staff thdividuals who identified as white.

f 2A0K NBALISOG G2 SRAzOFGA2y Lt FOGGFAYYSYGs Ay
were less likely to report feeling satisfied or very satisfied in the WIOA program than all
other educational attainment groups.

f Indi @ARdzr £ 4 6A0GK &a2YS O2ftS3S SRdzOFGA2Yy 2NJ |
a graduate or professional degree were 12%, and 22% less likely to report being satisfied
or very satisfied in ADWS stdffan individuals with a high school diploma oEG

respectively.

Figure4: Multivariate Logistic RegressiorSatisfactionin the ADWS Staff

Multivariate Logistic RegressionSatisfactionin the ADWS Staff

Satisfaction
"Satisfied or Very
Satisfied"

Female(Relative to Male) 1.09

(1.54)
18- 24 Years Old (Relative to 2%4 Years Old) 1.22*

(2.13)
65+ Years Old (Relative to 254 Years Old) 1.04

(0.29)
Race/Ethnicity (Relative to White)
Asian 2.15*

(2.35)

AA, H/L, OR

African American 1.53*

(6.84)

A, H/L, OR

Hispanic/Latino 1.15

(0.77)

A, AA, OR

Other* 0.69*

(-2.78)
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A, AA, H/L
Educational Attainment (Relative ta High school diploma or GED

Less than High School 0.94
(-0.37)
BA+
Some College or Associate's Degree 0.88*
(-2.02)
BA+
Bachelor's Degree or Higher 0.78*
(-3.07)
LHS, BA+
Respondents 7185
2-Loglikelihood -4535.39

Figure4 below presents the statistical analysis of the survey data about finding employment
(Found Employment, but not in My Career Field; Found Employment in My Career Field). Key
findings are:

1 Women were 22% more likely to report finding employment timaen.

1 Individuals in the 184 age group were 87% more likely to report finding employment
than individuals between 264 years old.

1 Individuals in the 65+ age group were 48% less likely to report finding employment than
individuals between 264 years old.

1 Individuals who identified as American Indian or Alaska Native, Native Hawaiian or Other
Pacific Islander (Native American) were 49% less likely report finding employment than
individuals who identified as white.

1 With respect to educational attainmentdividuals with less than high school education
were less likely to report finding employment than individuals with all higher levels of

education.
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T

T

Individuals with less than high school education were 40% less likely to report finding

employment than indriduals with a high school diploma or GED.
LYRAGARdzZEE & sAGK | . FOKSft2NRa RSAIANBS
finding employment than individuals with a high school diploma or GED.

Figure5: Multivariate Logistic RegressionLikelihood of Finding Employment

Multivariate Logistic RegressiogLikelihood of Finding Employment

Found Employment
"Found Employment, but not ir
My Career Field, or Found
Employment in My Career Fielc
Female(Relative to Male) 1.22*
(3.22)
18- 24 Years Old (Relative to 2%4 Years Old) 1.87*
(6.15)
65+
65+ Years Old (Relative to 254 Years Old) 0.52*
(-4.15)
18-24
Race/Ethnicity (Relative to White)
Native Americaf 0.51*
(-2.01)
AA, H/LO, T
Asian 1.34
(0.83)
AA H/IL,O, T
African American 1.12
(1.66)
NA, A H/IL,O, T
Hispanic/Latino 1.21
(0.95)
A AA O, T
Other 1.16
(0.43)
A AA O, T
Two or More Races 1.44
(1.65)
NA, A, AA, HIL, O
Educational Attainment (Relative ta High school diploma or GED
Less than High School 0.6*
(-2.5)
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C_AABA+

Some College or Associate's Degree 0.9
(-1.42)
LHSBA+
Bachelor's Degree or Higher 0.8*
(-2.5)
LHS, BA+
Respondents 4971
2-Loglikelihood -3470.75

Odds ratio with Z Statistics Shown in Parenthesis. *p<.05 two tailed tests
ADWS Local Workforce Development Areas
¢tKS GlofSa Ay GKAA aSOiAaAzy RSaONROGS !52{ 2 Lh!
development area t@ach of the listed survey questions:
Did you clearly understand your responsibilities to participate in the program?
Yes; No; Unsure
The proportion of ADWS WIOA recipients who reported that they understood their
responsibilities whemarticipating in the WIOA program ranged from 84% in the North Central
area to 89% in the Northeast area. Only the West Central area showed a statistically significant
difference between men and women, as women reported a higher rate of comprehending
respasibilities. The City of Little Rock, Eastern, North Central, Northwest, and Southeast areas
saw individuals who identified as other gender report a lower comprehension rate of

responsibilities than both men and womé¢hable 54)
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Table64: Summary of Understanding WIOA Responsibilities
by Gender Identity& ADWSLocal Workforce Development Areas

Percentage of RespondentsYes- (Confidence Limits) \

Gender ldentity& Female Male Other Refise to Total
ADWS Local Workforce Disclose
Development Area
Central 85.5 87.5 * 73.7 86.3
(83, 87.7) (83.8, 90.5) (50.2, 88.6) (84.2,88.2)
City of Little Rock 85.2 86.8 50 59.3 85.4
(82.8, 87.4) (83, 89.8) (5.9,94.1) (40.3,75.8) (83.2,87.3)
Eastern 89.4 87.1 50 * 88.2
(82.9,93.6) (70.2,95.1) (5.9,94.1) (81.8, 92.6)
North Central 85.8 81.9 75 80 83.9
(81.9,88.9) (75.1,87.2) (23.8,96.7) (30.9,97.3) (80.3,87)
Northeast 88.1 90 * 44.4 88.5
(84.8,90.8) (85.1, 93.5) (17.7,74.9) (85.7,90.8)
Northwest 87.2 89.3 50 87.5 88.2
(83.5,90.2) (84.2,92.8) (5.9,94.1) (46.3,98.3) (85.2,90.7)
Southeast 86.2 87.7 50 * 86.8
(82.4,89.4) (81.3,92.1) (5.9,94.1) (83.4, 89.6)
Southwest 86.8 86.6 * 90 86.8
(83.3,89.6) (80.9, 90.8) (53.3,98.6) (83.7, 89.4)
West Central 88 84.3 * 55.6 85.7
(85.5, 90.2) (80, 87.7) (25.1, 82.3) (83.3,87.9)
Western 89.8 86.8 * 87.5 88.2
(84.8,93.2) (79.3,91.9) (46.3,98.3) (83.8,91.5)

The 65+ age group reported the lowest or sectowlest comprehension rate in all areas except
the Northeast and Western areas. The2a8age group reported the highest comprehension rate
in the Central, North Central, Northeast, Northwest, Southwest, and Western &faate 55)
The rankingsvithin each area are presented below:

1 1824, 2544, 4564, 65+: Central,

1 1824, 4564, 2544, 65+: North Central;

1 1824, 65+, 4%4, 2544: Northeast, Western;

1 18-24, 2544, 65+, 45%4: Northwest, Southwest;
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1 2544, 4564, 1824, 65+: City of Little RoclkgBheast;
1 4564, 2544, 1824, 65+: Eastern,;

1 4564, 2544, 65+, 184: West Central.

Table65: Summary of Understanding WIOA Responsibilitidsy Age Groug ADWSL ocal Workforce Development Areas

Percentage oRespondents; Yes- (Confidence Limits) \

Age & Age 18 24 Age 2544 Age 4564 Age 65+ Refuse to

ADWS Local Workforce Disclose

Development Area

Central 87.7 86.4 86.3 85.5 77.6
(80.7,92.4) (83.2,89.1) (82.5,89.3) (74.8,92.2) (48,92.8)

City of Little Rock 84.6 87 84.7 76.4 77.3
(77.1,89.9) (84.2,89.4) (80.7,88) (62.4,86.3) (48.2,92.6)

Eastern 85.7 88.9 94.7 50 *
(68.8, 94.2) (80,94.1) (80.8,98.7) (11, 89)

North Central 92.3 82.7 83.6 79.2 78.6
(81.9, 97) (77.2,87.1) (77.1,885) (53.8,92.6) (27.5,97.3)

Northeast 95.6 86.9 89.1 90.2 45.4
(89.8,98.2) (82.5,90.3) (83.8,92.8) (72.3,97) (14.3,80.6)

Northwest 92.5 90.3 85.8 86.8 77.8
(80.4, 97.3) (86,93.4) (80.5,89.9) (68.3,95.2) (41,94.6)

Southeast 79.5 89.4 86.3 79.5 *
(67.5,87.8) (84.6,92.8) (79.9,90.8) (57.5,91.7)

Southwest 96.7 87.7 82.2 83.2 L
(90.1, 98.9) (83.6,91) (75.5,87.3) (64.1,93.2)

West Central 79.5 86.2 87.6 84.1 56.5
(69, 87.1) (82.5,89.1) (83.7,90.6) (72,91.6) (25, 83.5)

Western 97.2 86.8 88.2 96.8 58.8
(82.3,99.6) (79.6,91.7) (80,93.3) (80.3,99.6) (25.8,85.4)

In all areas, except for the North Central and Western areas, Aféegaarican individuals
reported higher rates of understanding of responsibilities in the WIOA program than white
individuals(Table 56) The rankings within each area are presented below:

T AA H/ILW,T, A, O: Cealt 1 H/L, W, AA, T, Al: North Central;
1 A O, AA Al T, W, H/L: City of Little Rock; T AA, W, A, T, O: Northeast;

T AA, W, T: Eastern; T AA, H/L, W, Al: Northwest;
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1 AA, T, H/L, W: Southeast; 1 HIL, AA, O, W, T, A: West Central;
T AA, W, H/L, T, O, A: Southwest; T W, H/L, AA, A, T, Al: Western.

Table66: Summary of Understanding WIOA Responsibilities
by Racial/Ethnic Identity& ADWSLocal Workforce Development Areas

Percentage of RespondentsYes- (Confidence Limits)

Race/ American  Asian African  Hispanic Pacific Other Refuseto Two or White
Ethnicity & Indian American or Islander Disclose More
ADWSArea Latino Races
Central * 72.4 90.3 87.9 * 50.7 72.8 74 86.1
(39.9, (86.8, (73.1, (20.2, (57.7, (51.4, (83.3,
91.2) 92.9) 95.1) 80.7) 84) 88.4) 88.6)
City of Little 88 95.3 89.1 75.5 * 91.8 70 88 80.6
Rock (45.5, (72.2, (86.6, (52, (71.9, (54.7, (70.6, (76.2,
98.5) 99.4) 91.2) 89.8) 98) 81.8) 95.7) 84.3)
Eastern * * 88.8 * * * * 81.8 86.6
(81.4, (31.2, (63.7,
93.5) 97.8) 96)
North 47.9 * 84.4 90.3 * * 56.4 58.9 85.1
Central (7.7, (69.2, (53, (24, (32, (81.2,
91) 92.8) 98.7) 84.1) 81.3) 88.3)
Northeast * 76 94.5 * * 315 60.5 59.7 87.9
(21.4, (90.1, (2.8, (34.8, (24.1, (844,
97.4) 97) 88) 81.5) 87.3) 90.8)
Northwest 82.2 * 93.2 89.9 * * 82.9 * 87.6
(47.8, (75.9, (71, (57.6, (84.2,
95.9) 98.4) 97) 94.6) 90.4)
Southeast * * 89.3 85.7 * * 42.5 88 84.9
(85.2, (41.9, @17, (45.5, (78.2,
92.3) 98) 72.7) 98.5) 89.8)
Southwest * 55.4 89.7 76 * 56.8 67.8 73.7 87.7
(29.9, (85.6, (48.2, (16.2, (46.5, (40.8, (82.6,
86.1) 92.7) 91.5) 89.9) 83.6) 91.9) 91.4)
West * 78.1 88.6 96.5 * 87.2 58.6 78.3 85.5
Central (41.1, (81.3, (87, (59.1, (35.3, (53, (82.7,
94.8) 93.3) 99.1) 97) 78.7) 92) 87.9)
Western 79 80 86.9 87.5 * * 77.3 80 89.5
(31.3, (32, (65.4, (59.3, (46.7, (30.9, (84.6,
96.9) 97.1) 95.9) 97.1) 93) 97.3) 93)
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Across all areas, except for the Western area, the highest or second highest rate of understanding
of responsibilities in the WIOA program were individuals with either high school or GED
SRdAzOI A2y X a2YS O2ftf S3IS SR dzOdrahs) éxgept the N\irtheast | & & 2
and Northwest areas, individuals with less than high school education reported the lowest or
second lowest rates of understanding of responsibilities in the WIOA program. The rankings
within each area are shown below:
1 SC, HS, BD, AD, G/P, LHS: Central; 1 LHS, AD, HS, SC, BD, G/P: Northwest;
1 HS, AD, G/P, SC, LHS, BD: City of Little § SC, HS, BD, AD, LHS, G/P: gasth

Rock; 1 AD, HS, BD, SC, LHS, G/P: Southwest;
1 AD, SC, HS, LHS: Eastern; 1 G/P, SC, BD, AD, HS, LHS: West Central;
1 BD, SC, HS, G/P, AD, LHS : North Central; § G/P, BD, HS, SC, LHS, AD: Western.

1 AD, HS, LHS, SC, G/P, BD: Northeast;

Table67: Summary of Understanding WIOA Responsibilities
by Educational Attainmen& ADWSLocal Wokforce Development Areas

Percentage of RespondentsYes- (Confidence Limits)

Education & Lessthan High Some ! aa20.. | OKS Graduate or Unknown
ADWSArea High School College  Degree Degree  Professional
School or GED Degree
Central 69.1 86.3 89.1 84.2 86.3 83.2 *
(47.9, (81.8, (85.8, (77, (80.4, (73.6,
84.5) 89.8) 91.7) 89.4) 90.7) 89.8)
City of Little 80.5 90.6 84.8 85.9 79.4 85.5 *
Rock (63.6, (86.5, (81, (79.5, (73.2, (77.8,
90.8) 93.5) 88) 90.5) 84.6) 90.9)
Eastern 66.7 85.9 89.4 96.1 * * *
(31, (74.2, (77.5, (76.6,
89.9) 92.8) 95.4) 99.5)
North 65.8 84.5 85.8 80.4 86.1 83.7 68.5
Central (33.6, (78, (79.5, (70.4, (72.9, (62.2, (12,
87.9) 89.3) 90.4) 87.7) 93.5) 94.1) 97.2)
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Northeast 89.4 89.9 88.4 90.3 80.4 86.6 *

(70.8, (85.5, (83, (80.2, (67.2, (67.8,
96.7) 93.1) 92.3) 95.6) 89.2) 95.2)
Northwest 92 89.5 87.6 91.8 85.8 82.3 k
(72.3, (82.8, (82, (84.5, (76.6, (65.9,
98.1) 93.8) 91.7) 95.9) 91.7) 91.8)
Southeast 81.4 88 89.4 81.5 84.1 80.5 *
(58.6, (81.9, (83.9, (67.8, (72.6, (56.9,
93.1) 92.2) 93.2) 90.2) 91.3) 92.8)
Southwest 84.8 88 85.7 91.4 86 82.7 59.4
(59.8, (82.6, (80.2, (82.3, (73.6, (65.3, (11.1,
95.5) 92) 89.8) 96.1) 93.1) 92.4) 94.4)
West 80 84.3 87.3 84.4 86.8 88.6 *
Central (63.5, (79.6, (82.9, (76.6, (80.1, (77.2,
90.2) 88.1) 90.7) 89.9) 91.4) 94.7)
Western 86.4 87 87 86.3 93.1 95.5 b
(40.8, (76.9, (79.3, (71.5, (79.7, (73.3,
98.3) 93.1) 92.2) 94) 97.9) 99.4)

Would yourecommend this program?

Would not Recommend; Would Possibly Recommend; Would Recommend; Would Strongly
Recommend; Would Very Strongly Recommend

The proportion of ADWS WIOA recipients who reported that they would recommend, strongly
recommend, or vergtrongly recommend the program they had received ranged from 69% in the
Northwest area to 83% in the Eastern area. The North Central, Northwest, Southwest, West
Central, and Western areas showed a statistically significant difference between men and
women, as women reported a higher recommendation rate than men. In addition, all areas,
except for the Northeast, West Central, and Western areas, saw individuals who identified as

other gender report a lower recommendation rate than both men and worfieable 58.
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Table68: Recommendation Rate of the WIOA Prograry Gender Identity& ADWSLocal Workforce Development Areas

Percentage of Respondents

Would Recommend/Strongly Recommend/Very Strongly Recommend
- (Confidence Limits)

Gender ldentity& Female Male Other Refuse to Total
ADWS Local Workforce Disclose
Development Area
Central 73.6 72.5 50 52.6 72.7
(70.6,76.4) (67.8,76.7) (5.9,94.1) (31.1,73.2) (70, 75.3)
City of Little Rock 74.3 70.9 50 51.9 72.2
(71.3,77) (66.1, 75.3) (5.9,94.1) (33.6,69.6) (69.5, 74.8)
Eastern 85.6 77.4 50 * 82.5
(78.5,90.6) (59.6,88.8) (5.9,94.1) (75.2, 88)
North Central 81.2 71.6 50 40 76.2
(77, 84.7) (64, 78.2) (12.3,87.7) (20, 80) (72.1, 79.9)
Northeast 78 75.1 * 33.3 76.1
(73.9,81.5) (68.7,80.6) (11.1,66.7) (72.4,79.4)
Northwest 74.4 64.4 50 50 68.7
(69.8,78.5) (57.6,70.6) (5.9,94.1) (20, 80) (64.5, 72.6)
Southeast 77 75.3 50 * 76.2
(72.5, 81) (67.7,81.7) (5.9,94.1) (72.1, 79.9)
Southwest 83.4 76.9 66.7 60 80
(79.7,86.6) (70.3,82.4) (15.3,95.7) (29.7,84.2) (76.4,83.1)
West Central 78.6 72 * 55.6 75.2
(75.5, 81.4) (67, 76.5) (25.1, 82.3) (72.3,77.9)
Western 79 70.2 * 62.5 74
(72.9,84.1) (61.2,77.9) (28.5, 87.5) (68.5, 78.8)

All areas, except for the Eastern, Northeast, and Southeast areas, saw#eatfe group report
the highest rate of recommendations of the WIOA program. The Central, Eastern, North Central,
Northwest, Southwest, and @ét Central areas saw the 65+ age group report the lowest rate of

recommendations of the WIOA prograffiable 59)The rankings within each area are presented

below:

1 1824, 2544, 4564, 65+: Central, 1 1824, 65+, 2544, 4564: City of Little
Northwest, Southwest, and West Rock;
Central; 1 4564, 1824, 2544, 65+: Eastern;
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1 18-24, 4564, 2544, 65+: North Central;

1 65+, 1824, 2544, 4564: Northeast;

1 2544, 4664, 65+, 184: Southeast;

1 18-24, 65+, 454, 2544: Western.

Table69: Recommendation Rate of the WIOA Prograrny Age Grou® ADWSLocal Workforce Development Areas

Percentage of Respondents

- (Confidence Limits)

Would Recommend/Strongly Recommend/Very Strongly Recommend

Age &

ADWS acal Workforce
Development Area

Central

City of Little Rock

Eastern

North Central

Northeast

Northwest

Southeast

Southwest

West Central

Western

In all areas, except for the North Central and Western areas, African American individuals

Age 18 24

79.8
(71.5, 86.2)

75.5
(66.5, 82.7)
83.8
(67.1, 92.9)
90.7
(79.9, 96)
83.6
(73.4, 90.4)
78.6
(63.6, 88.5)
60.9
(47.5, 72.9)
91.9
(81, 96.8)
77.3
(67.3, 84.9)
82.1
(59.7, 93.4)

Age 25 44

73
(69, 76.6)

73.6
(70, 76.9)
81.6
(70.9, 88.9)
74.3
(68.3, 79.5)
75.7
(70.5, 80.3)
72.7
(66.5, 78.2)
81.3
(75.8, 85.8)
81.5
(76.5, 85.6)
76.9
(72.7,80.7)
73.3
(64.8, 80.4)

Age 45 64

71.7
(67, 75.9)

70
(65, 74.5)
87.5
(69.9, 95.5)
75.2
(67.8, 81.3)
73.1
(66, 79.2)
64.7
(58, 70.9)
74.9
(67.2, 81.3)
74.8
(67.6, 80.9)
73.9
(69, 78.2)
74.3
(65.2, 81.7)

Age 65+

71
(58.9, 80.7)

74.5
(61.3, 84.4)
50
(11, 89)
69.8
(42.3, 87.9)
88
(70.6, 95.7)
60.8
(42.4, 76.5)
65.6
(44, 82.3)
74
(55.8, 86.6)
72.2
(58.7, 82.6)
79.5
(52.8, 93)

Refuse to
Disclose

38.3
(15.8, 67.2)

375
(17.4, 63.1)
*

78.6
(27.5, 97.3)
18.2
(2.5, 65.6)
48.6
(18.4, 79.9)

*

69.2
(30.3, 92.1)
50.6
(20.8, 79.9)
38.1
(12.5, 72.7)

reported higher recommendation rates of tW¥IOA program than white individua{$able 60)

The rankings within each area are shown below:

M1 T,AA PI,W, H/L, A, O: Central

T W, AA, T, A, Al: North Central

T AA ' T,0,W, A, HIL, Al: City of Little Rock T Al, A, W, TNortheast

T AA, T, W: Eastern

1T AA, O, A, H/L, W, Al, T: Northwest
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1 T,AA, W, Al H/L, O: Southeast 1 A, H/L, W, AA, O, T, Al: West Central

1 AA, Al W, A, O, H/L, T: Southwest T AA, W, H/L, O, Al: Western

Table70: Recommendation Rate of the WIOAdgramg
by Racial/Ethnic Identity& ADWSLocal Workforce Development Areas

Percentage of Respondents

Would Recommend/Strongly Recommend/Very Strongly Recommend
- (Confidence Limits)

Race/ American  Asian African  Hispanic Pacific Other Refuseto Two or White
Ethnicity & Indian American or Islander Disclose More
ADWSArea Latino Races

Central * 66.4 78.7 68.4 74.5 58.7 52.3 80.7 711

(343, (741, (476, (241, (257, (375, (595, (67.5,
88.2)  82.7)  83.8)  96.4) 854) 66.8) 92.3) 74.5)

City of Little 38 55.1 78 45.7 * 75.4 39.9 76.5 68.3
Rock (9.1, (27.8, (74.7, (26.4, (53.2, (26.4, (59.3, (63.2,
79) 79.7) 81) 66.4) 89.2) 55.1) 87.9) 72.9)

Eastern * * 85.5 * * * 51.8 81.8 73.3
(77.6, (8.8, (31.2, (50.2,
90.9) 92.3) 97.8) 88.2)

North 47.9 60 76 * * * 69.2 74 76.2
Central (7.7, (20, (58.6, (35.5, (45, (71.8,
91) 90) 87.7) 90.2) 90.8) 80.2)

Northeast * 76 83.3 * * * 31.8 40.3 75.5
(21.4, (76.4, (13.3, (12.7, (71,
97.4) 88.4) 58.5) 75.9) 79.6)

Northwest 64.5 73.1 93.2 70.8 * 79.3 37 53.1 69.3
(33.5, (32.1, (75.9, (49.6, (31.1, (18.5, (22.3, (64.7,
86.8) 94) 98.4) 85.7) 97) 60.3) 81.7) 73.6)

Southeast 72.8 * 77.4 57.1 * 50 57.5 88 76.4
(30.1, (72.1, (23, (5.9, (25.4, (45.5, (68.8,
94.3) 81.8) 85.6) 94.1) 84.3) 98.5) 82.6)

Southwest 81.7 76.8 85.4 63 * 70.4 58.5 61.1 78.1
(34, (28, (80.8, (33.3, (20.5, (38.2, (31.5, (71.9,
97.5) 96.6) 89) 85.3) 95.7) 76.3) 84.2) 83.2)

West 67.5 93.1 75.3 76.6 * 75.2 52.3 68 75.8
Central (39.8, (63, (67, (60.2, (43.3, (30.3, (44.5, (72.5,
86.7) 99.1) 82.1) 87.6) 92.4) 73.5) 84.9) 78.9)

Western 40.3 * 77.5 75 * 60.6 31.8 * 75.5
(12.7, (59.2, (47.8, (13.7, (11.7, (69.1,

75.9) 89.1) 90.8) 93.7) 62.2) 81)
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When considering educational attainment, the Central, City of Little Rock, and Northeast areas

saw individuals with high school/GED education report the highest recommendation rates. In
addition, the Eastern, North Central, and Southeast areas saw indligiduth some college

education report the highest recommendation rates. The Central, North Central, Southeast, and

West Central areas saw individual with a graduate or professional degree report the lowest
recommendation rates, while the City of Little dRp Northwest, Southwest, and Western areas

al g AYRAQGARdAzZ fa 6A0GK | . FOKSft2NRA RS3INBS NBL

rankings within each area are shown below:

1 HS, AD, SC, BD, LHS, G/P: Central 1 LHS, AD, HS, SC, G/P, BD: Northwest
1 HS, LHS, SC, AD, G/P, BD: Cityittté 1 SC, BD, LHS, HS, AD, G/P: Southeast

Rock 1 LHS, AD, SC, HS, G/P, BD: Southwest
1 SC, AD, BD, HS, LHS: Eastern 1 AD, HS, LHS, SC, BD, G/P: Westral

1 SC, LHS, HS, AD, BD, G/P: North Central § G/P, HS, SC, AD, LHS, BD: Western
1 HS, AD, SC, BD, G/P, LHS: Northeast

Table71: Recommendation Rate of the WIOA Program
by Educational Attainmen& ADWSLocal Workforce Development Areas

Percentage of Respondents

Would Recommend/Strongly Recommend/Very Strongly Recommend
- (Confidence Limits)

Education & Lessthan High Some ! aa20.. | OKS Graduate or Unknown
ADWSArea High School College  Degree Degree  Professional
School or GED Degree
Central 68.5 77.8 71.5 74.9 70.9 60.4 *
(46.1, (72.7, (66.8, (67.5, (63.5, (49.5,
84.7) 82.2) 75.8) 81.2) 77.3) 70.4)
City of Little 73.4 77.7 72.8 70.9 65.9 69.6 *
Rock (53, (72.3, (68.1, (63.1, (59, (60.5,
87.1) 82.3) 77) 77.6) 72.2) 77.3)
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Eastern 58.7 77 89.4 87.5 87 * *

(25.7, (64, (77.5, (59.9, (42.2,
85.4) 86.3) 95.4) 97) 98.4)
North 77.2 76.4 81.3 72.9 72.4 67.4 k
Central (42.1, (69.3, (74.4, (61.4 (58.5, (46.1,
94) 82.3) 86.8) 82) 83) 83.3)
Northeast 59.8 81.4 74.9 75.5 67.3 66 *
(36.6, (75.5, (68.3, (64.6, (53.7, (45.4,
79.3) 86.1) 80.6) 83.9) 78.6) 81.9)
Northwest 78.7 74 68.8 74.9 57.3 64.2 *
(50, (65.3, (61.6, (64.7, (46.3, (46.9,
93.1) 81.1) 75.3) 82.9) 67.7) 78.5)
Southeast 76 73.5 81.7 72.8 77.9 49.6 *
(49, (65.7, (75, (60.6, (65.6, (26.3,
91.2) 80.1) 87) 82.4) 86.7) 73)
Southwest 84.8 80 80.5 80.9 76.5 80 59.4
(59.8, (73.4, (74.3, (69.8, (63.2, (62.6, (11.1,
95.5) 85.3) 85.5) 88.5) 86) 90.5) 94.4)
West 74.1 78.5 72.3 82.1 72 68.1 *
Central (56.9, (73.4, (67, (74.5, (63.5, (54.6,
86) 83) 77) 87.9) 79.2) 79.1)
Western 70.4 77.2 73.9 72.9 67.1 81.2 s
(20.5, (65.8, (65, (57.6, (50.7, (52.3,
95.7) 85.6) 81.3) 84.2) 80.1) 94.4)

Did you receive theservices needed to achieve your goal as outlined in the plan you developed

with your case manager?

L R2y Qi 1y28T wSOSAPGSR b2yS 2F (GKS { SNDA

O«
w»
QX

Received Most but Not All Services Needed; Receivédriites Needed

The proportion of ADWS WIOA recipients who reported that they received most or all of the
services needed to achieve outlined goals ranged from 49% in the City of Little Rock area to 62%
in the Eastern area. There was not a statisticafjgificant difference between men and women,
across all areas, with respect to the rates at which they received needed services. A few
statistically significant differences were present concerning other gender identities. In the

Eastern area, women receive@eded services at a higher rate than other gender identities, and
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both men and women received needed services at a higher rate than other gender identities in
the Southwest area. In addition, other gender identities received needed services at a laiggher r

than both men and women in the North Central area.

Table72: Status of WIOA Services Renderdaly Gender Identity®& ADWSLocal Workforce Development Areas

Percentage of Respondents

Received Most/All Services Needed
- (Confidence Limits)

Gender Identity& Female Male Other Refuse to Total
ADWS Local Workforce Disclose
Development Area
Central 48.1 51.7 50 21.1 495
(44.8,51.5) (46.7,56.6) (5.9,94.1) (8.1,44.6) (46.5,52.4)
City of Little Rock 49.5 48.9 * 33.3 48.8
(46.3, 52.7) (43.9, 54) (18.3,52.7) (46, 51.7)
Eastern 65.2 58.1 50 * 62.2
(56.7,72.8) (40.4,73.9) (5.9,94.1) (54, 69.7)
North Central 55.7 55.5 75 20 55.4
(50.8,60.6) (47.6,63.1) (23.8,96.7) (2.7,69.1) (51, 59.8)
Northeast 55.1 57.7 * 11.1 55.9
(50.5,59.6) (50.8, 64.4) (1.5, 50) (51.8, 59.9)
Northwest 49.9 51.2 50 25 50.3
(44.9, 54.9) (44.4,58) (5.9,94.1) (6.3,62.3) (46, 54.6)
Southeast 52.4 52.7 * 50 52.3
(47.3,57.4) (44.6,60.7) (5.9,94.1) (47.7,56.9)
Southwest 60.2 56.5 33.3 40 58
(55.6,64.6) (49.2,63.4) (4.3,84.7) (15.8,70.3) (53.9,62)
West Central 53.2 51.9 50 11.1 52.2
(49.6,56.8) (46.6,57.1) (5.9,94.1) (1.5, 50) (49, 55.4)
Western 53.2 55.3 * 50 54.1
(46.3,59.9) (46.1,64.1) (20, 80) (48.2, 59.8)

The Central, City of Little Rock, North Central, Northeast, Northwest, and West Central areas saw
the 1824 group report the highest rate of receiving needed serv{dable 63) Therankings

within each area are presented below:

1 1824, 4564, 2544, 65+: Central, North 1 1824, 2544, 4564, 65+: City of Little

Central; Rock;
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1 4564, 1824, 2544: Eastern; 1 65+, 1824, 2544, 4564: Southwest;
1 18-24, 65+, 2544, 4564: Northeast; 1 18-24, 65+, 45%4, 2544: West Central;
1 18-24, 2544, 65+, 45%4: Northwest; 1 65+, 4564, 1824, 2544: \Western.

1 2544, 4564, 65+, 184: Southeast;

Table73: Status of WIOA Services Renderday Age Groug ADWSLocal Workforce Development Areas

Percentage of Respondents

Received Most/All Services Needed
- (Confidence Limits)

Age & Age 18 24 Age 2544 Age 4564 Age 65+ Refuse to

ADWS Local Workforce Disclose

Development Area

Central 61.7 46.3 50.5 46.1 55.2
(52.4,70.3) (42.1,50.6) (45.5,55.4) (34.3,58.3) (27.8,79.7)

City of Little Rock 54.9 51.1 45.8 36.7 35.9
(45.7,63.8) (47.1,55.1) (40.7,51) (25.1,50.1) (16.4,61.5)

Eastern 63.6 58 66 * *
(46.8,77.7) @ (46.6,68.6) (47.8,80.5)

North Central 59.7 54.7 56.3 44.9 50
(45.8,72.3) (48.4,60.8) (48.7,63.6) (23.9,68) (12.1,87.9)

Northeast 65.6 55.2 53.8 60 *
(54.4,75.3) (49.5,60.8) (46.4,61.1) (40.5,76.7)

Northwest 55.7 54.3 45.8 54.2 19.4
(40.9,69.6) (47.8,60.7) (39.2,52.6) (36.3,71) (4.5, 55)

Southeast 48.1 53.5 52.3 48.2 *
(35.4,60.9) (47.1,59.8) (44.2,60.3) (28.1, 68.9)

Southwest 64.5 59.9 52.3 66.4 30.8
(51.4,75.7) (54.2,65.4) (44.8,59.7) (47.3,81.3) (7.9,69.7)

West Central 57.2 51.6 52 54.6 31.8
(46.5,67.3) (46.9,56.2) (46.9,57.2) (41.4,67.2) (9.9, 66.5)

Western 53.3 51 55.9 69.5 38.1

(34,71.6)  (42.3,59.6) (46.5,64.9) (44.2,86.7) (12.5,72.7)

In allareas, except for the North Central and West Central areas, individuals who identified as
two or more races reported lower rates of receiving needed services than individuals who
identified as African American or whi{@able 64) The rankings within eachrea are shown

below:
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1 HI/L, AL, W, O, AA, PI, T, A: Central 1T A AA ALLW, O, T: Northwest

T A, H/L, T, AA, W, Al: North Central T AA, W, Al, H/L, T: Southeast

1 AA ALW, A T, O, H/L: City of Little Rock T Al, AA, W, T, H/L, O, A: Southwest

1 HIL, A Al AA, W, T: Northeast 1 H/IL, W, AA, AlL A, T, O: West Central

1 W, AA, T: Eastern T W, AA, A, Al H/L, T, O: Western

Table74: Status of WIOA Services Renderday Racial/Ethnic Identity& ADWSLocal Workforce Development Areas

Percentage of Respondents

Received Most/All Services Needed
- (Confidence Limits)

Race/ American  Asian African  Hispanic Pacific Other Refuseto Two or White
Ethnicity & Indian American or Islander Disclose More
ADWSArea Latino Races

Central 51.4 215 50.5 54.3 49 50.7 29.6 41.1 50.9

(141, (6.4, (452, (351, (13.2, (202, (18,  (23.3, (47,
87.2) 526) 558)  723) 859) 80.7) 445) 61.6) 54.7)

City of Little 50 44.9 52 22.9 * 35.6 34.8 42.9 47.6
Rock (15.2, (20.3, (48.3, (10, (16.5, (22.1, (26.8, (42.4,
84.8) 72.2) 55.8) 44.3) 60.7) 50.3) 60.6) 52.8)

Eastern * * 61.9 * * * * 42.4 73.3
(52.8, (8.8, (50.2,
70.3) 84.9) 88.2)

North 24 80 58.2 59.7 * * 34.6 58.9 55.2
Central (2.6, (30.9, (40.8, (24.1, (11.1, (32, (50.4,
78.6) 97.3) 73.7) 87.3) 69.3) 81.3) 59.9)

Northeast 66.7 76 60.6 89.1 * * 10.8 9.7 56.1
(15.3, (21.4, (52.7, (49.7, (2.6, (2.3, (51.2,

95.7) 97.4) 68.1) 98.5) 35.4) 47) 61)

Northwest 58.9 84.6 61.4 32.8 * 49.2 27.6 40.6 51.2
(29.5, (38.5, (38.3, (17.5, (16.5, (12.2, (14.2, (46.5,
83.1) 98) 80.3) 52.8) 82.5) 51.3) 73.9) 55.9)

Southeast 43.2 * 55.6 42.9 * * 10 12 52.3
(10.1, (49.8, (14.4, (1.4, (1.5, (44.2,
83.8) 61.2) 77) 47) 54.5) @ 60.3)

Southwest 63.4 10.7 61 44 * 27.2 35.6 47.4 59.7
(23.7, (1.4, (55.2, (18.6, (5.7, (29, (21.2, (53.1,

90.6) 50.5) 66.6) 73) 69.9) 56.6) 75.1) 66)

West 51.7 50.6 52.2 65.6 * 34.9 30.4 50.3 52.5
Central (26.5, (22.3, (43.6, (48.6, (13, (14.1, (28.7, (48.8,
76) 78.5) 60.7) 79.4) 65.8) 53.6) 71.8) @ 56.1)
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Western 40.3 41.5 43.4 38.2 * 18.2 25 20 59.7
(22.7, (12.7, (25.9, (18.3, (2.2, (7.9, (2.7, (52.9,
75.9) 77.6) 62.8) 63) 68.8) 56.4) 69.1) 66)

The Central, City of Little Rock, North Central, Southeast, and Western areas saw individuals with
less than high school education report the lowest rates of receiving needed services. In addition,
theEasterr YR b2NI K 91 ad I NBlFIA al ¢ AYRAQDGARdzZ fa 6AdF
of receiving needed services, while individuals with a graduate or professional degree reported
the lowest rates of receiving needed services in the Southwest and WestaCareas. The
rankings within each area are shown below:
1 HS, SC, AD, BD, G/P, LHS: Central 1 LHS, SC, BD, AD, G/P, HS: Northwest
1 AD, HS, BD, SC, G/P, LHS: City of Little § SC, AD, HS, BD, G/P, LHS: Southeast

Rock 1 LHS, AD, SC, HS, BD, G/P: Southwest
1 GI/P, LHS, SC, AD, HS, BD: Eastern 1 HS, BD, SC, LHS, AD, G/P: West Central
1 SC, AD, HS, G/P, BD, LHS: North Central § G/P, SC, BD, AD, HS, LHS: Western
1 HS, SC, G/P, LHS, AD,NBidtheast

Table75: Status of WIOA Seiwes Rendered by Educational Attainmen& ADWS_ ocal Workforce Development Areas

Percentage of Respondents
Received Most/All Services Needed
- (Confidence Limits)

Education & Lessthan High Some ! aa20.. | OKS Graduate or Unknown
ADWSArea High School College  Degree Degree  Professional
School or GED Degree
Central 34.3 53.9 51.8 45.6 45.3 40.5 *
(18, (48.2, (46.9, (37.9, (37.8, (30.3,
55.3) 59.5) 56.8) 53.7) 53.1) 51.6)
City of Little 41.2 50.8 47.1 55.3 49.9 42 50
Rock (24.3, (45, (42.2, (47.3, (43.1, (33.2, (5.9,
60.4) 56.7) 52) 63.1) 56.8) 51.4) 94.1)
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Eastern 68 60.8 64.9 63.8 43.4 80.7 *

(35.6, (47.7, (50.9, (41.7, (11.3, (29.3,
89.1) 72.5) 76.7) 81.3) 82.2) 97.7)
North 50 54.9 58.7 55.4 52.3 54.7 k
Central (23, (47.5, (50.5, (44, (39, (35.1,
77) 62.1) 66.4) 66.2) 65.3) 73)
Northeast 52.7 58.4 56.7 50.8 48.4 53.9 *
(30.4, (51.8, (49.7, (39.4, (35.2, (34.6,
74) 64.8) 63.5) 62.1) 61.9) 72)
Northwest 67.4 44.3 57.3 45.9 47.9 445 31.5
(42.9, (35.9, (50, (35.6, (37.3, (29, (2.8,
85) 53.1) 64.4) 56.6) 58.8) 61.2) 88)
Southeast 18.6 53.9 56.6 54.7 45.9 35 *
(6.9, (45.8, (48.8, (42.1, (33.6, (15.7,
41.4) 61.7) 64) 66.8) 58.8) 60.8)
Southwest 70.3 59.3 60.7 63.9 45 38 59.4
(46.9, (51.8, (53.9, (52.2, (32.4, (23.1, (11.1,
86.4) 66.4) 67.1) 74.1) 58.4) 55.5) 94.4)
West 50.6 54.8 51.5 49.3 54 45.8 *
Central (34.3, (49, (46, (40.6, (45.4, (33.4,
66.8) 60.4) 56.9) 58.1) 62.3) 58.7)
Western 27.2 49 56.6 51.2 55.9 72.2 s
(5.7, (37.8, (47.3, (36.4, (40.3, (44.9,
69.9) 60.2) 65.4) 65.8) 70.3) 89.2)

Overall were you satisfied with the services in the Workforce Innovation and Opportunity Act
Program?

Very Dissatisfied; Dissatisfiedeither Satisfied or Dissatisfied; Satisfied; Very Satisfied

The proportion of ADWS WIOA recipients who reported that they were satisfied or very satisfied
with the services in the WIOA program ranged from 59% in the Central, City of Little Rock, and
Northwest areas to 72% in the Eastern ar&everal statistically significant differences were
present among the gender groups. The Central, Eastern, North Central, Northwest, Southeast,
Southwest, and West Central areas saw women reported the highest sabsfaates, followed

by men, and other gender identities. In addition, women reported higher satisfaction rates than

men in the City of Little Rock ar€Bable 66)
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Table76: Satisfaction with the WIOA Prograrby Gender Identity& ADWSLocal Workforce Development Areas

Percentage of Respondents
Satisfied/Very Satisfied

- (Confidence Limits)

Gender ldentity& Female Male Other Refuse to Total
ADWS Local Workforce Disclose
Development Area
Central 60.8 57.4 50 26.3 58.6
(57.5, 64) (52.4,62.3) (5.9,94.1) (11.4,49.8) (55.7,61.5)
City of Little Rock 61.1 57.1 * 33.3 58.8
(57.9, 64.2) (52.1, 62) (18.3,52.7) (55.9, 61.6)
Eastern 75.8 67.7 50 * 72.3
(67.7,82.3)  (49.7,81.7) (5.9,94.1) (64.3, 79)
North Central 70.5 63.2 50 20 66.6
(65.8,74.8) (55.4,70.4) (12.3,87.7) (2.7,69.1) (62.2,70.7)
Northeast 65.6 61.2 * 33.3 63.2
(61.1,69.9) (54.3,67.7) (11.1,66.7) (59.1, 67)
Northwest 61.9 57.1 50 37.5 59
(56.9,66.6) (50.2,63.7) (5.9,94.1) (12.5,71.5) (54.7,63.2)
Southeast 68.8 61.6 50 50 65.4
(63.9,73.3) (53.5,69.2) (5.9,94.1) (5.9,94.1) (60.9,69.7)
Southwest 72.3 71.5 33.3 50 71.4
(67.9,76.2) (64.6,77.5) (4.3,84.7) (22.4,77.6) (67.5,75)
West Central 63.6 58.3 50 22.2 60.6
(60.1, 67) (53,63.4) (5.9,94.1) (5.6,57.9) (57.5,63.7)
Western 62.9 64.9 ks 375 63.5
(56.1,69.3) (55.7,73.1) (12.5, 71.5) (57.8,68.9)

The Central, City of Little Rock, No@kntral, Northeast, Southwest, and West Central areas saw
the 1824 age group report the highest rate of satisfaction with the WIOA program. The Central,
City of Little Rock, Eastern, Southeast, and Southwest areas saw the 65+ age group report the
lowest rate of satisfaction with the WIOA prografhable 67) The rankings within each area are
presented below:

1 1824, 4564, 2544, 65+: Central, 1 2544, 4564, 1824, 65+: Eastern,

1 1824, 2544, 4564, 65+: City of Little Southeast;

Rock, Southwest; 1 18-24, 65+, 4%4, 2544: North Central;
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1 18-24, 4564, 65+, 2544: Northeast; 1 18-24, 65+, 2544, 4564: West Central;

1 65+, 1824, 2544, 4564: Northwest; 1 65+, 1824, 4564, 2544: Western;

Table77: Satisfaction with the WIOA Programby Age Grou® ADWSLocal Workforce Development Areas

Percentage of Respondents

Satisfied/Very Satisfied
- (Confidence Limits)
Age & Age 18 24 Age 25-44 Age 45 64 Age 65+ Refuse to
ADWS Local Workforce Disclose
Development Area
Central 75.7 57.4 57.7 48.1 43
(67.1,82.6) (53.1,61.6) (52.7,62.5) (36.2,60.1) (18.6,71.4)
City of Little Rock 63.5 62.1 55.2 45.2 31.2
(54.1,71.9) (58.2,65.9) (50.1,60.3) (32.4,58.7) (13.3,57.3)
Eastern 69.5 74.4 70.6 68.5 *
(52.1,82.6) (63.3,83.1) (52.1,84.1) (23.4,93.9)
North Central 79.9 63.9 66.3 75.2 28.6
(65.8,89.1) (57.6,69.7) (58.7,73.1) (50.3,90) (4, 79.5)
Northeast 78.4 60.3 62.9 62.5 18.2
(68, 86.1) (54.6, 65.8) (55.4,69.8) (43.1,78.6) (2.5, 65.6)
Northwest 65.2 60.3 56.4 67.4 30.5
(50.3,77.7) (53.8,66.5) (49.6,62.9) (48.8,81.7) (9.3,65.3)
Southeast 59.6 69.5 61.7 59.4 *
(46.5,715) (63.3,75.1) (535,69.4) (37.6,78)
Southwest 80.9 73.6 66.8 61.4 57.7
(69.6,88.6) (68.2,78.3) (59.4,73.4) (42.5,77.4) (23.2,86)
West Central 71.1 60 59.2 62.8 41.2
(60.4,79.9) (55.4,64.5) (54,64.1) (49.3,74.5) (15.2,73.2)
Western 70.8 61.7 64.1 76.3 25.4
(50.1, 85.4) (53,69.7) (54.8,725) (50.7,91) (6.3,63.2)

In all areas, African American individuals reported a higher satisfaction rate with the WIOA
program than white individualgTable 68) The rankings within each area are shown below:

1 AlLAA H/L, T, W, A, O, PI: Central; 1 AT, AA H/L, W, Al: North Central;
1T AA A W, T, O, HL, Al: City of Little 1 HIL, A AA, W, T: Northeast;
Rock; 1 A, Al H/L, AA, W, O, T: Northwest;

T AA, W, T: Eastern; 1T AA, W, T, Al, H/L: Southeast;
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1 H/LAA, W, T, Al, O, A: Southwest; 1 A, AA, W, O, T, H/L, Al: Western.
1 H/L, T, AA, O, W, Al: West Central;

Table78: Satisfaction with the WIOA Prograrby Racial/Ethnic Identitya ADWSL.ocal Workforce Development Areas

Percentage of Respondents

Satisfied/Very Satisfied

- (Confidence Limits)
Race/ American  Asian African  Hispanic Pacific Other Refuseto Two or White
Ethnicity & Indian American or Islander Disclose More
ADWSArea Latino Races
Central 83.8 50.9 67 66.8 49 50.7 24.9 57.8 56.6

(35.8, (238, (619, (473, (132, (202, (147, (367, (527,
98) 774)  717)  819) 859) 80.7) 389) 76.4) 60.4)

City of Little 26 55.1 66.8 36.2 * 40.4 35.9 47.5 51.4
Rock (3.9, (27.8, (63.2, (18.9, (20.5, (22.7, (30.8, (46.1,
75.6) 79.7) 70.3) 57.9) 64) 51.6) 64.8) 56.5)
Eastern * * 76.3 * * * * 42.4 66.9
(67.6, (8.8, | (44.5,
83.3) 84.9) 83.5)
North 24 80 78 69.3 * * 43.6 79.9 65.6
Central (2.6, (30.9, (60.4, (29.1, (15.9, (54.9, (60.8,
78.6) 97.3) 89.1) 92.6) 76) 92.8) 70.1)
Northeast * 76 69.9 89.1 * * 31.8 29 62.1
(21.4, (62.1, (49.7, (13.3, (8.6, @ (57.2,
97.4) 76.6) 98.5) 58.5) 64) 66.8)
Northwest 76.6 84.6 72.2 73.7 * 58.7 28.8 33.3 58.8
(44.6, (38.5, (49.5, (53, (21, (12.8, (20.5, (54.1,
93) 98) 87.3) 87.4) 88.3) 52.6) 68.1) 63.4)
Southeast 43.2 * 69.5 42.9 * * 50 50 62.6
(10.1, (64, (14.4, (21.3, (5.2, (54.5,
83.8) 74.6) 77) 78.7) 84.8) 70.2)
Southwest 63.4 32.1 76.1 88 * 56.8 53.4 67.4 69.1
(23.7, (9.2, (70.8, (61.2, (16.2, (33.7, (36.3, (62.6,
90.6) 68.8) 80.6) 97.2) 89.9) 72.1) 88.2) 74.8)

West 51.7 * 66.5 74.6 * 64.2 335 68.6 59
Central (26.5, (57.8, (57.5, (34.8, (16.4, (46.2, (55.3,
76) 74.1) 86.4) 85.8) 56.4) 84.8) 62.6)
Western 50 81.6 67.2 58.5 * 60.6 15.9 60 65.5
(18.4, (45.7, (47.9, (33.8, (13.7, (3.8, (20, (58.9,
81.6) 95.9) 82.1) 79.6) 93.7) 47.4) 90) 71.6)
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The Central, City of Little Rock, Northeast, and West Central areas saw individuals with high

school or GED education report the highest satisfaction rate with the WIOA program. In addition,

the North Central, Northwest, and Southwest areas saw individudls less than high school

education report the highest satisfaction rate with the WIOA program. The Central, City of Little

Rock, Southeast, Southwest, and West Central areas saw individuals with a graduate or

professional degree report the lowest satisfion rate with the WIOA program. The rankings

within each area are shown below:

1 HS, AD, SC, LHS, BD, G/P: Central; 1 LHS, SC, HS, G/P, AD, BD: Northwest;

1 HS, SC, AD, BD, LHS, G/P: City of Little § AD, SC, HS, BD, LHS, G/P: Southeast;
Rock; 1 LHS, AD, HS, SC, BD, G/P: Southwest;

T AD, LHS, SC, HS, BD: Eastern; i HS, LHS, SC, AD, BD, G/P: West Central;

1 LHS, G/P, SC, HS, BD, AD: North Central; § G/P, AD, SC, HS, LHS, BD: Western.

1 HSAD, SC, G/P, BD, LHS: Northeast;

Table79: Satisfaction with the WIOA Prograrby Educational Attainmen& ADWSLocal Workforce Development Areas

Percentage of Respondents

Satisfied/Very Satisfied
- (Confidence Limits)
Education & Lessthan High Some ! aaz20.. | OKS Graduate or Unknown
ADWSArea High School College  Degree Degree  Professional
School or GED Degree
Central 55.1 64.7 58.5 61.2 53.9 41.9 *
(34.6, (59.1, (53.5, (53.3, (46.2, (31.7,
73.9) 69.9) 63.4) 68.7) 61.4) 53)
City of Little 49.1 68.7 59.1 57.7 55 44.9 50
Rock (31, (63, (54.2, (49.6, (48, (35.9, (5.9,
67.4) 73.9) 63.9) 65.4) 61.8) 54.3) 94.1)
Eastern 76 70.7 74 84.2 30.4 * *
(43.5, (57.5, (60.3, (64.3, (6.5,
92.9) 81.1) 84.1) 94.1) 73.2)
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North

Central

Northeast

Northwest

Southeast

Southwest

West

Central

Western

83.3
(49.8,
96.2)
48.5
(26.8,
70.8)
79.3
(53.8,
92.7)
46.5
(24.8,
69.6)
81.2
(57,
93.4)
60.3
(43.2,
75.2)
56.8
(16.2,
89.9)

67
(59.6,
73.6)
69.4
(63,
75.2)
57.9
(49.1,
66.3)
63.5
(55.3,
70.9)
74.4
(67.6,
80.3)
66
(60.3,
71.2)
63.4
(51.9,
73.6)

67.1
(59.1,
74.2)
60.4
(53.3,
67)
63.3
(55.9,
70.1)
70.5
(62.9,
77.1)
71
(64.4,
76.8)
59.3
(53.7,
64.5)
64.5
(55.4,
72.8)

62
(50.3,
72.4)
60.6
(48.9,
71.3)
54.8
(44.1,
65)
74
(61.8,
83.3)
79
(68,
87)
59.1
(50.1,
67.5)
67.9
(52.7,
80.1)

64.3
(50.3,
76.3)
55.1

(41.4,

68)
53.9
(43,

64.5)
57.1

(44.1,
69.1)
61.4

(48,

73.3)

57.7
(49,

65.9)
52.8

(37.5,
67.6)

77.4
(56.6,
90)
58.7
(38.9,
76)
55.5
(38.8,
71)
44.7
(22.7,
69)
55
(37.9,
71)
50.7
(37.9,
63.4)
76.7
(48.8,
91.9)

How satisfied were you with the professionalism and accessibility of staff?

31.5
(2.8,
88)

59.4
(11.1,
94.4)

Very Dissatisfied; Dissatisfied; Neither Satisfied or Dissatisfied; Satisfied; Very Satisfied

Theproportion of ADWS WIOA recipients who reported that they were satisfied or very satisfied

in ADWS staff ranged from 64% in the Central and City of Little Rock areas to 79% in the Eastern

area. Several statistically significant differences were presenmnantite gender groups. Among

the Eastern, North Central, and Southwest areas, women reported the highest satisfaction rate

in ADWS staff, followed by men, and other gender identities. In the Central and Northwest areas,

men reported the highest satisfactioate in ADWS staff, followed by women, and other gender

identities. Lastly, women reported higher satisfaction rates in the ADWS staff than men in the

Western aregTable 70)
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Table80: Satisfactionin ADWSStaff- by Gender Idetity & ADWSLocal Workforce Development Areas

Percentage of Respondents

Satisfied/Very Satisfied
- (Confidence Limits)

Gender ldentity& Female Male Other Refuse to Total
ADWS Local Workforce Disclose
Development Area
Central 63.8 65.7 50 31.6 64.2
(60.5,66.9) (60.8,70.3) (5.9,94.1) (14.9,54.8) (61.3,67)
City of Little Rock 64.8 64.8 * 40.7 64.2
(61.7,67.8) (59.9, 69.5) (24.2,59.7) (61.4, 67)
Eastern 86.4 67.7 50 * 79.2
(79.4,91.2) (49.7,81.7) (5.9,94.1) (71.3, 85.3)
North Central 77.6 67.7 50 20 72.4
(73.2,81.5) (60, 74.6) (12.3,87.7) (2.7,69.1) (68.2,76.3)
Northeast 67.4 67.2 * 44.4 67.1
(63, 71.6) (60.4, 73.3) (17.7,74.9) (63.1,70.8)
Northwest 64 65.9 50 62.5 64.9
(59, 68.6) (59.1,72) (5.9,94.1) (28.5,87.5) (60.7,68.9)
Southeast 69.3 68.5 * * 68.4
(64.5,73.8) (60.5, 75.5) (64, 72.5)
Southwest 77.4 73.1 33.3 80 75.2
(73.3, 81) (66.3,79) (4.3,84.7) (45.9,95) (71.5,78.7)
West Central 70.4 68.8 * 111 69.2
(67, 73.6) (63.7, 73.5) (1.5, 50) (66.2, 72.1)
Western 76.1 63.2 * 62.5 69
(69.8, 81.4) (54, 71.5) (28.5,87.5) (63.2,74.2)

The age groups had a few statistically significant differences. All areas, except teadtezn,
Northwest, and Southeast areas, saw the2dBage group report the highest satisfaction rate in

the ADWS staff. The City of Little Rock, Eastern, Southeast, and Southwest areas saw the 65+ age
group report the lowest satisfaction rate in the AD\At&ff, while the Central, Northwest, and

West Central areas saw the-68 age group report the lowest satisfaction rate in the ADWS staff
(Table 71)The rankings within each area are presented below:

1 1824, 65+, 2544, 4564: Central, West 1 1824, 2544, 4564, 65+: City of Little

Central; Rock, Southwest;
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1 4564, 2544, 1824, 65+: Eastern: 1 65+, 2544, 1824, 4564: Northwest;

1 1824, 65+, 4%4, 2544: North Central, 1 2544, 4564, 1824, 65+: Southeast;
Northeast; 1 1824, 4564, 65+, 2544: Western.

Table81: Satisfactionin ADWSStaff- by Age Grou® ADWSLocal Workforce Development Areas

Percentage of Respondents

Satisfied/Very Satisfied
- (Confidence Limits)
Age & Age 18 24 Age 2544  Age 45 64 Age 65+ Refuse to
ADWS Local Workforce Disclose
Development Area
Central 69.7 63.8 63.5 66.3 43
(60.6,77.4) (59.6,67.8) (58.6,68.1) (54,76.6) (18.6,71.4)
City of Little Rock 67.8 64.7 64 59 42.2
(58.6, 75.8) (60.8,68.4) (59,68.7) (45.2,71.5) (20.7,67.1)
Eastern 73.4 81.4 86.8 34.2 *
(55.6, 85.8) (70.3,89) (68.7,95.2) (4.9, 84)
North Central 81.3 70.7 72.7 74.5 28.6
(67.8, 90) (64.6, 76.2) (65.3,79.1) (47.4,90.4) (4,79.5)
Northeast 74.7 64.3 68 74.6 36.4
(64,83.1) (58.6, 69.6) (60.7,74.6) (56.1,87.1) (9.4,75.8)
Northwest 65 67.1 62.4 71.5 48.6
(49.8,77.6) (60.8,72.9) (55.7,68.7) (52.6,85) (18.4,79.9)
Southeast 63.7 72.2 67.4 50.9 *
(504, 75.1) (66.1,77.5) (59.4,74.5) (30.3,71.2)
Southwest 87.7 77.1 71.9 51.9 73.1
(77.8, 93.5) (72,81.6) (64.5,78.3) (34.3,69) (34.2,93.4)
West Central 75.5 68.7 68.3 75.4 31.8
(65.3,83.5) (64.2,72.9) (63.4,72.9) (62,85.2) (9.9, 66.5)
Western 79.7 63.6 73.4 69.5 58.8
(60, 91.1) (54.7,71.7) (64.3,80.9) (44.2,86.7) (25.8,85.4)

In all areas, except the Western area, African American individuals reported a higher satisfaction
rate in ADWS staff than white individuals. In additionall areas, except the North Central and
West Central areas, white individuals reported a higher satisfaction rate in ADWS staff than
individuals who identified as two or more rac€&able 72) The rankings within each area are

shown below:
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M1 Al H/L, AA, A, W, O, T, PI: Central; 1 AA, H/L, W, Al, O, T: Northwest;

1 A AA, W, H/L, T, O, Al: City of Little 1 AA AlLW,T, O, H/L: Southeast;

Rock; 1 AA, H/L, A, W, Al, O: Southwest;
T AA, W, H/L, T: Eastern; 1 HI/L, A, AA, T, W, Al, O: West Central;
T H/L, AA, T, W, Al: North Central; 1T A T,W, AA, O, Al, H/L: Western.

1 AA, A, W, T: Northeast;

Table82: Satisfactionin ADWSStaff- by Racial/Ethnic Identity& ADWSLocal Workforce Development Areas

Percentage of Respondents

Satisfied/Very Satisfied
- (Confidence Limits)
Race/ American  Asian African  Hispanic Pacific Other Refuseto Two or White
Ethnicity & Indian American or Islander Disclose More
ADWSArea Latino Races
Central 83.8 67.2 71.4 717 49 58.7 30 54.1 63
(35.8, (36.4, (66.4, (52.1, (13.2, (25.7, (18.4, (33.4, (59.2,
98) 88) 75.9) 85.5) 85.9) 85.4) 45) 73.5) 66.6)
City of Little 26 75.6 70.2 56.4 * 48.6 44.2 54 58.5
Rock (3.9, (46.9, (66.6, (35.4, (26.7, (30, (36.4, (53.3,
75.6) 91.6) 73.5) 75.3) 71.1) 59.5) 70.7)  63.5)
Eastern * * 84.7 50 * * * 42.4 76.5
(76.5, (5.9, (8.8, (528,
90.4) 94.1) 84.9) 90.4)
North 47.9 * 77.6 79 * * 51.3 74 72
Central (7.7, (59.1, (31.3, (21.4, (45, (67.4,
91) 89.3) 96.9) 80.3) 90.8) 76.2)
Northeast * 76 77.9 * * * 33.3 9.7 65
(21.4, (70.8, (14.3, (1.3, (60.1,
97.4) 83.7) 60.1) 47) 69.6)
Northwest 58.9 * 79 71.6 * 58.7 32.3 46.9 65.7
(29.5, (56, (50.5, (21, (15.3, (18.3, (61.1,
83.1) 91.7) 86.2) 88.3) 55.9) 77.7) 70)
Southeast 72.8 * 73.3 42.9 * 50 225 64 64.1
(30.1, (67.9, (14.4, (5.9, (6.8, (25.7, (56,
94.3) 78.1) 77) 94.1) 53.4) 90.2) 71.5)
Southwest 63.4 78.6 83 82 * 27.2 39.8 61.1 72
(23.7, (40.7, (78.3, (54.7, (5.7, (22.3, (31.5, (65.6,
90.6) 95.1) 86.9) 94.5) 69.9) 60.4) 84.2) 77.6)
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West 67.5 78.1 76.7 80.1 * 52.3 33.5 72 68.4

Central (39.8, (411, (685,  (63.5, (4.7, (164, (495, (64.9,
86.7)  94.8)  83.3)  90.2) 785) 56.4)  87.1) 71.7)
Western 59.7 90.8 66.8 32.9 * 60.6 625 80 719
(241, (53.8, (46.9, (158, (13.7, (31.4, (30.9, (65.3,
87.3)  98.8)  82.1) 56) 93.7) 85.9) 97.3) 77.6)

The educational groups had several statistically significant differences. All areas, except for the

Western area, saw the highest satisfaction rates in ADWS staff reported by indsvidtrakither

less than high school education, high school or GED education, or some college education. The

Central, Northeast, Southeast, and Southwest areas saw individuals with a graduate or

professional degree report the lowest satisfaction rates iMA&Dstaff. The rankings within each

area are shown below:

1 HS, BD, AD, SC, LHS, G/P: Central; 1 LHS, HS, AD, SC, G/P, BD: Northwest;

1 HS, AD, LHS, SC, G/P, BD: City of Little § SC, AD, HS, BD, LHS, G/P: Southeast;
Rock; 1 LHS, HS, SC, BD, AD, G/P: Southwest;

1 SC, BD, HS, LHS: Eastern; i LHS, AD, BD, HS, G/P, SC: West Central;

1 SC, BD, LHS, G/P, HS, AD: North Central; § G/P, BD, SC, LHS, HS, AD: Western.

1 HS, AD, LHS, SC, BD, Gfrtheast;

Table83: Satisfactionn ADWSStaff- by Educational Attainmen& ADWSLocal Workforce Development Areas

Percentage of Respondents

Satisfied/Very Satisfied
- (Confidence Limits)
Education & Lessthan High Some ! aa20.. | OKS Graduate or Unknown
ADWSArea High School College  Degree Degree  Professional
School or GED Degree
Central 61.8 70.8 62.1 62.8 63.1 55 *
(40.4, (65.4, (57.1, (54.9, (55.5, (44.1,
79.4) 75.6) 66.8) 70) 70.1) 65.6)
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City of Little 65.5 69.1 62.8 66.7 59.7 62.7 50

Rock (45.8, (63.4, (57.9, (58.7, (52.7, (53.4, (5.9,
81) 74.3) 67.5) 73.8) 66.3) 71.1) 94.1)
Eastern 58.7 70.5 84.3 * 71.7 * *
(25.7, (57, (70.7, (21.6,
85.4) 81.1) 92.2) 95.9)
North 71.9 70.5 78 66.9 75 71.1 *
Central (39.3, (63.2, (70.8, (55.1, (61, (50.6,
91) 76.9) 83.9) 76.8) 85.2) 85.5)
Northeast 66.9 71.3 66 68.2 56.8 53.4 *
(42.9, (65, (59, (56.7, (43, (34.1,
84.4) 76.9) 72.3) 77.9) 69.6) 71.8)
Northwest 80 68.6 63.3 67 60.6 61.1 31.5
(58.3, (60, (56, (56.5, (49.7, (44.3, (2.8,
92) 76.2) 70.1) 76) 70.6) 75.7) 88)
Southeast 51.9 67.6 72.1 71.7 65.4 49.6 *
(28.7, (59.6, (64.7, (59.5, (52.5, (26.3,
74.4) 74.6) 78.5) 81.4) 76.4) 73)
Southwest 81.2 79.7 75 72.1 73 62.3 59.4
(57, (73, (68.7, (60.4, (59.5, (44.5, (11.1,
93.4) 85.1) 80.4) 81.5) 83.2) 77.3) 94.4)
West 72.2 70.3 66.1 71.9 70.8 69.9 *
Central (55.1, (64.7, (60.7, (63.1, (62.5, (57.1,
84.6) 75.3) 71.1) 79.3) 77.9) 80.2)
Western 70.4 64.9 70.5 64.1 72.2 81.2 s
(20.5, (53, (61.3, (48.4, (57, (52.3,
95.7) 75.2) 78.4) 77.3) 83.6) 94.4)

Were you able to find employment in your career field after you completed this program?

No, | Did Not Find Employment; Yes, | Found Employment, but Not in My Career Field;n¢es, | Fou
Employment in My Career Field

The proportion of ADWS WIOA recipients who reported that they found employmeither

not in their career field or in their career field ranged from 46% in the City of the Little Rock and
Western areas to 67% in the Eastearea. Several statistically significant differences were
present among the gender groups. In the City of Little Rock, North Central, and Southeast areas,
individuals who identified as other genders reported the highest rates of attaining employment,

followed by women, and men. In the Southeast and West Central region, women reported higher
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rates of attaining employment than men.

Table84: Rate of Finding Employmenby Gender Identity& ADWSLocal Workforce Development Areas

Percentage of RespondentsFound Employment (Confidence Limits)

Gender ldentity& Female Male Other Refuse to Total
ADWS Local Workforce Disclose
Development Area
Central 48.7 45,5 * 25 46.7
(44.7,52.8) (39.7,51.4) (8.3,55.2) | (43.2,50.3)
City of Little Rock a47.7 43.8 50 42.1 45.8
(44, 51.5) (38.1,49.6) (5.9,94.1) (22.6,64.4) (42.5,49.2)
Eastern 66.7 65.2 * * 66.5
(56.8, 75.2) (44.3,81.6) (57.1,74.8)
North Central 60.9 44.6 66.7 33.3 53.1
(54.6,66.8) (35.2,54.3) (15.3,95.7) (4.3,84.7) (47.4,58.7)
Northeast 52.1 47.2 * * 49.1
(46.3, 57.8) (39.1, 55.4) (44.1 ,54.2)
Northwest 51.9 48.6 * 25 50.1
(45.9,57.9) (40.6, 56.7) (3.3,76.2) (45 ,55.3)
Southeast 55.1 48.5 * * 51.7
(48.9,61.1) (39.1,58.1) (46.2 ,57.2)
Southwest 54.2 53.1 66.7 50 53.7
(48.5,59.7) (44.5,61.5) (15.3,95.7) (12.3,87.7) (48.6,58.7)
West Central 50.9 42.9 * 25 46.6
(46.5, 55.4) (36.9, 49.2) (3.3,76.2) (42.7 ,50.5)
Western 50.6 43.3 * 33.3 46.2
(42.9,58.4) (33.8,53.3) (8.4,73.2) (39.8,52.7)

There were several statistically significant differences among age groups. The Central, City of
Little Rock, Northeast, North Central, and Southwest areas saw H24 BHgje groupeport the
highest rate of attaining employment. In addition, the Northwest, West Central, and Western
areas saw the 454 age group report the highest rate of attaining employment. The Central, City
of Little Rock, Northeast, Northwest, West Central, &dstern areas saw the 65+ age group
report the lowest rate of attaining employmerfTable 75) The rankings within each area are
presented below:

1 1824, 2544, 4564, 65+: Central, City of Little Rock, Northeast;

146



1 2544, 1824, 4564: Eastern;

1 18-24,25-44, 4564: North Central, Southwest;
1 4564, 2544, 1824, 65+: Northwest, Western;
1 2544, 4564, 1824: Southeast;

1 4564, 1824, 2544, 65+: West Central.

Table85: Rate of Finding Employmenby Age Groug ADWSLocal WorkforceDevelopment Areas

Percentage of RespondentsFound Employment (Confidence Limits)

Age & Age 18¢ 24 Age 2544  Age 45 64 Age 65+ Refuse to

ADWS Local Workforce Disclose

Development Area

Central 90.1 87.1 79 70.4 27.3
(78.7,95.8) (81.3,91.3) (69.6,86.1) (43, 88.3) (3.3, 80.5)

City of Little Rock 92.7 90 87.3 75 53.3
(84.4,96.7) (85.7,93.1) (79,92.7) (35.2,94.3) (15.6,87.6)

Eastern 86 95.5 78.3 * *
(62.6, 95.8) (83.5,98.9) (52.2,92.3)

North Central 90.9 87.7 77.6 * *
(73.7,97.3) (78.5,93.3) (63.5,87.4)

Northeast 97.9 91.9 87.1 82.6 *
(86.2, 99.7) (84.9,95.8) (74.3,94) (48.3, 96)

Northwest 83.4 87.2 89.9 57.5 63.6
(61.2,94.1) (77.3,93.2) (80.8,94.9) (27.4,82.9) (13.6,95.1)

Southeast 81.8 90.6 87.3 * *
(61.5, 92.7) (82.2,95.3) (73.6,94.5)

Southwest 91.4 88.6 88.1 * *
(74.6, 97.4) (81.9,93) (78.2,93.8)

West Central 84.7 84.6 92.4 59 42.8
(66.6,93.9) (77.9,89.5) (84.3,96.5) (32.3,81.3) (4.5,92.3)

Western 66.4 76.8 79.8 31.5 *

(38.8, 86) (62.4,86.9) (63.5,89.9) (2.8,88.1)

In all areas, except for the North Central, Southeast, and Western areas, African American
individuals reported a higher rate of attaining employment than whitsividuals(Table 76)The
rankings within each area are shown below:

T AA, W, T, O: Central;
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1 AA, W, T, H/L: City of Little Rock;

1 AA, W: Eastern, Northeast, Southwest;
T W, AA, T: North Central, Southeast;

1 AA, H/L, W: Northwest;

1 AA, W, H/L, T, A: West Cedtr

1 H/L, W, A: Western.

Table86: Rate of Finding Employmenby Racial/Ethnic Identity& ADWS_.ocal Workforce Development Areas

Percentage of RespondentsFound Employment (Confidence Limits)

Race/ American  Asian African  Hispanic Pacific Other Refuseto Two or White
Ethnicity & Indian American or Islander Disclose More
ADWS Area Latino Races
Central * * 85.6 * * 65.8 63 83.6 83.6
(78, (16, (30.6, (52, (776,
91) 95.1) 86.8) 96) 88.2)
City of Little * * 90.8 75 * * 61.3 85.4 87.8
Rock (86.9, (35.2, (32.9, (62.3, (79.8,
93.6) 94.3) 83.6) 95.4) 92.9)
Eastern * * 89.2 * * * * * 76.8
(79.2, (28,
94.7) 96.6)
North * * 80 * * * * 77.2 86.4
Central (50.6, (27.7, (79.7,
94) 96.8) 91.2)
Northeast * * 92.2 * * * * * 90.6
(80.1, (84.4,
97.2) 94.5)
Northwest * * 92.7 88.7 * * 85.2 * 84.3
(60.9, (63, (39.7, (77.3,
99) 97.3) 98.1) 89.5)
Southeast * * 89.2 * * * * 24 92.7
(82.1, (2.6, (78.9,
93.8) 78.6) 97.7)
Southwest * * 88.8 * * * 88.7 * 87.7
(81.8, (48.1, (79.2,
93.4) 98.5) 93)
West * 58 93.4 74.8 * * 46.1 66.7 85.9
Central (12.5, (84.9, (47.3, (10.7, (24.6, (80.3,
93) 97.3) 90.8) 86) 92.4) 90)
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Western * 33.3 * 83.8 * * * * 74.1
(4.3, (35.8, (63.3,
84.7) 98) 82.6)

The Central, City dfittle, Northeast, Northwest, and Southwest areas, saw individuals with a
high school or GED education report the highest rates of attaining employment. The City of Little
w2012 9FaldSNYysz b2NIKSFadGs yR 2SaidSwgorttheNS I &
lowest rates of attaining employment. The rankings within each area are shown below:

1 HS, SC, BD, AD, G/P: Central; 1 HS, AD, BD, SC, G/P: Northwest;

1 HS, SC, LHS, AD, G/P, BD: City of Little 1 HS, G/P, BD, SC, LHS, AD: Southeast;
Rock; 1 BD, AD, SC, HS, LHS: Southwest;

1 SC, HS, BD: Eastern; 1 G/P, SC, HS, BD, AD: West Central;

1 AD, G/P, HS, SC, LHS: North Central; 9 AD, SC, HS, BD: Western.
1 HS, AD, SCHB, BD: Northeast;

Table87: Rate of Findindemployment-by Educational Attainmen& ADWSLocal Workforce Development Areas

Percentage of RespondentsFound Employment (Confidence Limits)

Education & Lessthan High Some ! aaz20.. | OKS Graduate or Unknown
ADWSArea High School College  Degree Degree  Professional
School or GED Degree
Central * 88.1 87.1 76.2 78.7 74.1
(80.2, (80.2, (60.9, (65.6, (50.7,
93.1) 91.9) 86.8) 87.8) 88.8)
City of Little 90.3 93.2 92.2 88.8 77.2 87.1
Rock (52.9, (88.4, (85.8, (77.8, (65.9, (71,
98.7) 96.2) 95.8) 94.7) 85.6) 94.9)
Eastern * 83.1 91 * 81.8 *
(63.9, (75.4, (31.2,
93.2) 97.1) 97.8)
North 58 84.5 81.3 92.7 87.7 *
Central (12.5, (71.8, (68.4, (79.5, (60,
93) 92.1) 89.7) 97.7) 97.1)




Northeast 88.3 93.7 89.5 92.1 79.3 * *

(45.2, (85.9, (78.6, (73.1, (53.8,
98.6) 97.3) 95.2) 98) 92.7)
Northwest * 90.9 85.3 88.6 88.5 61.2 *
(76.8, (74.5, (71.8, (71.8, (34.4,
96.8) 92.1) 96) 95.9) 82.6)
Southeast 83.8 93.3 86.7 81.2 88.4 89.1 *
(35.8, (84.1, (74, (60.5, (49.6, (49.7,
98) 97.4) 93.7) 92.4) 98.3) 98.5)
Southwest 65.4 88.1 88.6 92.2 96.7 * *
(29.5, (79.5, (79.3, (77.9, (79.3,
89.5) 93.3) 94) 97.5) 99.5)
West * 85.6 86.7 81 83.6 92.2 *
Central (76.4, (78.2, (67.1, (68.6, (61.2,
91.6) 92.2) 90) 92.3) 98.9)
Western * 65.3 73 92.2 62.2 * *
(45.4, (57.1, (61.2, (32,
81) 84.6) 98.9) 85.2)

If you found employment, are you likely to keep this job over the next six months?

Yes; No; Unsure

The proportion of ADWS WIOA recipients who found employment and reported that they would
likely retain the position over the next six months ranged from 75% in the Western area to 91%
in the Northeast area. Several statistically significant differences wersent among the gender
groups. Among the Central, West Central, and Western areas, women were more confident in
retaining their employment in the next six months than men. In the City of Little Rock and
Southwest areas, men were more confident in retag their employment in the next six months

than women
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Table88: Confidence Rate of Retaining New Employmettly Gender Identity& ADWSLocal Workforce Development Areas

Percentage of RespondentsYes- (Confidence Limits)

Gender ldentity& Female Male Other Refuse to Total
ADWS Local Workforce Disclose
Development Area
Central 87.2 82.3 * * 84.2
(82.7, 90.6) (74.5, 88) (79.9 ,87.7)
City of Little Rock 87.3 92.5 * 50 89
(83.3,90.5) (86.2,96.1) (20, 80) (85.6 ,91.6
Eastern 89.2 86.7 * * 88.5
(79.1,94.8) (59.4, 96.6) (78.6 ,94.2)
North Central 87.8 82.2 * * 85.8
(81.5,92.2) (68.3,90.9) (79.5,90.4)
Northeast 89.8 92.4 * * 91.1
(83.8, 93.8) (83, 96.8) (86.2 ,94.4)
Northwest 86.8 85.9 * * 86
(80, 91.5) (75.8, 92.3) (80.2,90.4)
Southeast 90.6 86 * * 88.6
(84.6, 94.5) (73.4, 93.2) (82.5,92.8)
Southwest 85.2 94 * 50 89.1
(78.8,89.9) (85.1, 97.7) (5.9,94.1) (84.4 ,92.5)
West Central 88.8 82.9 * * 85.7
(84.2,92.2) (74.4,88.9) (81.1,89.3)
Western 85.9 66.7 * 50 75.1
(76.3, 92) (51.3,79.2) (5.9,94.1) (65.6,82.7)

A few statistically significant differences existed among the age groups. The Central, City of Little
Rock, Northeast, North Central, and Southwest areas saw the24.8ge group report the
strongest confidence in retaining their new position over the next six months. In addition, the
Northwest, West Central, and Western areas saw the645age group report thetngest
confidence in retaining their new position over the next six months. All areas, except for the
North Central, Southeast, and Southwest areas, saw the 65+ age group report the weakest
confidence in confidence in retaining their new position over tiext six monthgTable 79)The
rankings within each area are presented below:

1 1824, 2544, 4564, 65+: Central, City of Little Rock, Northeast;
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1 2544, 1824, 65+: Eastern;

1 1824, 2544, 4564: North Central, Southwest;
1 4564, 2544, 1824, 65+: Northwst, Western;
1 2544, 4564, 1824: Southeast;

1 4564, 1824, 2544, 65+: West Central.

Table89: Confidence Rate of Retaining New Employmetily Age Groug& ADWSLocal Workforce Development Areas

Percentage of RespondentsYes- (Confidence Limits)

Age & Age 18 24 Age 2544 Age 4564 Age 65+ Refuse to

ADWS Local Workforce Disclose

Development Area

Central 90.1 87.1 79 70.4 27.3
(78.7,95.8) (81.3,91.3) (69.6,86.1) (43, 88.3) (3.3, 80.5)

City ofLittle Rock 92.7 90 87.3 75 53.3
(84.4,96.7) (85.7,93.1) (79,92.7) (35.2,94.3) (15.6,87.6)

Eastern 86 95.5 78.3 * *
(62.6, 95.8) (83.5,98.9) (52.2,92.3)

North Central 90.9 87.7 77.6 * *
(73.7,97.3) (78.5,93.3) (63.5,87.4)

Northeast 97.9 91.9 87.1 82.6 *
(86.2, 99.7) (84.9,95.8) (74.3,94) (48.3, 96)

Northwest 83.4 87.2 89.9 57.5 63.6
(61.2,94.1) (77.3,93.2) (80.8,94.9) (27.4,82.9) (13.6,95.1)

Southeast 81.8 90.6 87.3 * *
(61.5, 92.7) (82.2,95.3) (73.6,94.5)

Southwest 91.4 88.6 88.1 * *
(74.6, 97.4) (81.9,93) (78.2,93.8)

West Central 84.7 84.6 92.4 59 42.8
(66.6,93.9) (77.9,89.5) (84.3,96.5) (32.3,81.3) (4.5,92.3)

Western 66.4 76.8 79.8 31.5 *

(38.8, 86) (62.4,86.9) (63.5,89.9) (2.8,88.1)

For all areas, except the North Central and Western areas, African American individuals reported
a stronger confidence in retaining their new position in the next six months than white individuals
(Table 80) Therankings within each area are:

1T AA, W, T, O: Central, 1 AA, W, T, H/L: City of Little Rock;
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1 AA, W: Eastern, Northeast, Southeast, 9 AA, H/L, W: Northwest;
Southwest; T AA, W, H/L, T, A: West Central ;

1 W, AA: North Central; 1 H/L, W, A: Western.

Table90: Confidence Rate of Retaining New Employment
by Racial/Ethnic Identity& ADWSLocal Workforce Development Areas

Percentage of RespondentsYes- (Confidence Limits)

Race/ American  Asian African  Hispanic Pacific Other Refuseto Two or White
Ethnicity & Indian American or Islander Disclose More
ADWSArea Latino Races
Central * * 85.6 * * 65.8 63 83.6 83.6
(78, (16, (30.6, (52, (77.6,
91) 95.1) 86.8) 96) 88.2)
City of Little * * 90.8 75 * * 61.3 85.4 87.8
Rock (86.9, (35.2, (32.9, (62.3, (79.8,
93.6) 94.3) 83.6) 95.4) 92.9)
Eastern * * 89.2 * * * * * 76.8
(79.2, (28,
94.7) 96.6)
North * * 80 * * * * 77.2 86.4
Central (50.6, (27.7, (79.7,
94) 96.8) 91.2)
Northeast * * 92.2 * * * * * 90.6
(80.1, (84.4,
97.2) 94.5)
Northwest * * 92.7 88.7 * * 85.2 * 84.3
(60.9, (63, (39.7, (77.3,
99) 97.3) 98.1) 89.5)
Southeast * * 89.2 * * * * 24 92.7
(82.1, (2.6, (78.9,
93.8) 78.6) 97.7)
Southwest * * 88.8 * * * 88.7 * 87.7
(81.8, (48.1, (79.2,
93.4) 98.5) 93)
West * 58 93.4 74.8 * * 46.1 66.7 85.9
Central (12.5, (84.9, (47.3, (10.7, (24.6, (80.3,
93) 97.3) 90.8) 86) 92.4) 90)
Western * 33.3 * 83.8 * * * * 74.1
(4.3, (35.8, (63.3,
84.7) 98) 82.6)
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The Central, City dfittle Rock, Northeast, Northwest, and Southeast areas saw individuals with
high school or GED education report the strongest confidence in retaining their new position in
the next six months. In addition, North Central and Western areas saw individuhlsamwi
1 3a20A10SQ4a RSAINBS NBLR2NI GKS aidNRry3aSad O2yTA
months. The City of Little Rock, Eastern, Northeast, and Western areas saw individuals with a
. FOKSt 2NNRa& RSAINBS NBFB LR N ingitteiSnew gositiorSid the néxesik T A RSy
month. The rankings within each are shown below:
1 HS, SC, BD, AD, G/P: Central;
1 HS, SC, LHS, AD, G/P, BD: City of Little Rock;
1 SC, HS, BD: Eastern;
1 AD, BD, HS, SC, LHS: North Central;
1 HS, AD, SC, LHS, Bbrtheast;
1 HS, AD, BD, SC, G/P: Northwest;
1 HS, G/P, BD, SC, LHS, AD: Southeast;
1 BD, AD, SC, HS, LHS: Southwest;
1 GIP, SC, HS, BD, AD: West Central;

 AD, SC, HS, BD: Western.
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Table91: Confidence Rate of Retaining New Emypioent ¢
by Educational Attainmen& ADWSLocal Workforce Development Areas

Percentage of RespondentsYes- (Confidence Limits)

Education & Lessthan High Some ! 4a420.. | OKS Graduate or Unknown
ADWSArea High School College  Degree Degree  Professional
School = or GED Degree
Central * 88.1 87.1 76.2 78.7 74.1 *
(80.2, (80.2, (60.9, (65.6, (50.7,
93.1) 91.9) 86.8) 87.8) 88.8)
City of Little 90.3 93.2 92.2 88.8 77.2 87.1 *
Rock (52.9, (88.4, (85.8, (77.8, (65.9, (71,
98.7) 96.2) 95.8) 94.7) 85.6) 94.9)
Eastern * 83.1 91 * 81.8 * *
(63.9, (75.4, (31.2,
93.2) 97.1) 97.8)
North 58 84.5 81.3 92.7 87.7 * *
Central (12.5, (71.8, (68.4, (79.5, (60,
93) 92.1) 89.7) 97.7) 97.1)
Northeast 88.3 93.7 89.5 92.1 79.3 * *
(45.2, (85.9, (78.6, (73.1, (53.8,
98.6) 97.3) 95.2) 98) 92.7)
Northwest * 90.9 85.3 88.6 88.5 61.2 *
(76.8, (74.5, (71.8, (71.8, (34.4,
96.8) 92.1) 96) 95.9) 82.6)
Southeast 83.8 93.3 86.7 81.2 88.4 89.1 *
(35.8, (84.1, (74, (60.5, (49.6, (49.7,
98) 97.4) 93.7) 92.4) 98.3) 98.5)
Southwest 65.4 88.1 88.6 92.2 96.7 * *
(29.5, (79.5, (79.3, (77.9, (79.3,
89.5) 93.3) 94) 97.5) 99.5)
West * 85.6 86.7 81 83.6 92.2 *
Central (76.4, (78.2, (67.1, (68.6, (61.2,
91.6) 92.2) 90) 92.3) 98.9)
Western * 65.3 73 92.2 62.2 * *
(45.4, (57.1, (61.2, (32,
81) 84.6) 98.9) 85.2)
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Comments from WIOA Recipients

As part of the evaluation of WIOA services, survey respondents were offered the opportunity to
provide feedbackomments. In total, 4,743 comments were provided with 3,653 unique comments.

See Figure 4 for details.

A

¢KS fINBSad OIFGdS3aA2NE 2F 0O2YYSyida 6SNB Gb2iKAY
O02YYSyida O2yGlFAySR LIKNI&aSa /20K I Ayia&db2iEhFId:
{dz33SadA2y>s ab2id OKFIy3dS IlyeliKAy3Iés Si0Oo ¢ K¢
adZFFAOASYGfe &FIGAAFTASR FTNRBY GKSANI LI NIGAOALN GA
Gb20 ! LILIX AOI 0f Sé¢ 0.9%0ltatldomnSeRts, kedpetively. YhB former category

O2y Gl AYySR LIKN}I&aSa adzOK & ab2id {dNB&I 4! yadzN

contained obscure or irrelevant comments.

¢tKS ySEG Y2aid O02vyyYzy OF (532 NB.5% of fotalcomtnénis STNG / dza
O2YYSyia OSYGSNBR 2y aGF¥F o0SAy3 OKINIOGSNRIT S
FGGAGAZRS &€ T adzy TNASYRE @YX GAYlFIOGGSYGA@SEsT GaAYL)
the ADWS needs to improve a@ustomer service, possibly through training and feedback, from its

staff, particularly at local offices.

¢KS GDNBIFG tNBINIYeE OF(iSI2NE O2YLINARASR TOmMW: 2
of the program being helpful. Comments commonly corgdiphrases which described the WIOA

ASNDAOSAKLINRPINIY a aD22Ré>X GDNBIFG&eésx at SNFSOI
YSié¢z Fyz2ya 20KSNE® ¢KS OFiS32NeR &adzaA3sSada GKI

beneficial.
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¢ KS GD22YRS N0 dgaSINIDA OS¢ OF 1S3A2NE O2YLINRASR 51 dy:
comments of highguality customer service by ADWS staff. Some of the common phrases describing

52 { AGFFF 6SNBE GCNASYRfte&és al St LIFdzA ¢ at NPT S

CKS aliykdSs SN2y Sa¢ OFGS3I2NE O2YLINRASR cop: 2F
GKS !'52{ Ay I GAYSt& YIYyySNI 20SN) 1KS LK2ySo /
LIK2y S¢€3x a! O0OSaaroAftAGeéds | YRk 2N ameod Kighlighitedly S @ ¢
the COVID pandemic and overload of the system, but suggested that the current system may be

antiquatedc ill-suited for periods of surged demand for workforce services.

¢KS a.SGGSNI!'aaradlryOS gAlK Weabconjm@ntshaidkspanned G S 3
RAFFSNBY (G G2LAO0aAD® /2YY2y LIKNIaSa oSNB daz2NBE.
' YRK2NJ dahLILR2NIdzyAGASade alye O2YYSyida adzaasai
their skills or job history. Many respondentés@ suggested the ADWS work more with local

employers for a better job search and job match process.

¢KS da2NB 9YLX28S5SSa¢ OFGS3I2NE O2YLINRASR n O3
more employees at offices. The comments highlighted concemaib times at offices, faster access

to services, and feedback; all issues, respondents believed could be improved with greater staffing.

{GFFFAY3I A&dadzSa INB NBtESGryid G2 GKS adlryRIf2y
G { K2 NI SNJ werehicompisad3®% and 0.6% of total comments, respectively. The former
OFiGS32Ne O2ydFAYSR LIKNIasSa &adzOK a aG¢AYSteés
fFGGSNI OF 1S32Ne O2y iUl AYSR LIKNI aSa hitieQl&laylagd o[ 2

A

ax

Q aGNBaa 2y NBOALASyGas 2F LINRPOSaaAy3a Of A
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program.

¢CKS a9FaASNI ! O0Saa G2 {SNBWAOSa¢ OFiS3aA2NE O2VYL
GSNE G99l aASNI it d0Baacén! OOOO®SaaAaA2y Gl Oléx ah¥¥
raised among the comment related to accessibility of ADWS staff, and paperwork or program
requirements which seemed to be tedious or acted as barriers. In addition, physical limitat@ns s

as distance to nearest ADWS office or a lack of transportation were voiced by respondents. A more

online presence seems to be the remedy for some of the issues raised.

wSt S@IFyd G2 IiopdeaCnling Qptiohdir&cess (AKSH S 2 NB 9%0at t6taUNA a S |
comments. Comments in this category brought up topics of improving the website, moving more
requirements or aspects of the WIOA program online, and updating or making the website more user

friendly.

¢ K Bettér Communicatioh O (i S 3 2 NRB.8um2tdidlhddraedt® The comments revolved

I NRdzy R aY2NB 02 Y YdrEAXO | i 2/ ESNIGG2Y X @yBA O A2y Eé X
staff, and in general staff being better communicators.

¢CKS a!ySYLX 28YSyid . SySTAila ofliofaicdatrierts. Thé dorSraeatNE O
covered topics such as improved unemployment benefits (pay), faster payment or processing of
unemployment benefits, or grievances about the status of unemployment benefits.

¢KS OFidiS3I2NRSa 2F d. SANENI { BNDROSEGZ Y LIVIRE SR Snii ¢
comments, respectively. The former category deal with subjects such as broadening training to gain

certificates in career fields, broaden the spectrum of training, and better educational resources. The
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latter category concerned better organization from employees, and a streamlined and less rigid

process.

CtK&2&WNBE 9y 3AF3ISR /1asS alyl3aSNE OFiGS3aA2NE O2 YLINR & ¢
up a need for more follovup from case managers, a more hands on egmee with case managers,

and general availability issues with cases managers.

¢KSS@iGiSNI QELI Iy dA2y 2F {SNBAOSa¢ OFGiS3zNe O2
dealt with uncertainty of WIOA offerings, a need for more information or explanations about

programs and/or eligibility, or the failure to mention specific programs.

TKS &a/hzL5 LaadzSa¢ OFGS3I2NE O2YLINRASR mow: 27F
G/ h+L5¢53 at | ¥ REWEGdraspohdgrishighhighted their personal situation and/or

experience with the WIOA program were driven primarily by t@8/(D pandemic.

¢KS da/2YLX SGS hOSNKIdzZ ¢ OF GS32NE O2YLINAASR no
LIKN} aSa adzOK Fa &/ 2YLX SG0S 20SNKI dzf ¢ awSo220¢
the WIOA program by respondents.

Figure6: Summary of Comment from WIOA Recipients

Summary of Comments from WIOA Recipients

Comment Category Total Percent
Answer the Phones 306 6.5%
Better Assistance with Job Searc 288 6.1%

Better Communication 135 2.8%
Better Customer Service 783 16.5%
Better Explanation of Services 66 1.4%
Better Organization 13 0.3%
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Better Services 73 1.5%

Complete Overhaul 19 0.4%
COVID Issues 58 1.2%
Easier Access to Services 173 3.6%
Faster Response Time 142 3.0%
GoodCustomer Service 40 0.8%
Great Program 352 7.4%
Improve Online Options/Access 91 1.9%
More Employees 201 4.2%
More Engaged Case Manager 67 1.4%
Not Applicable 45 0.9%
Nothing/No Changes 1714 36.1%
Shorter Wait Times 27 0.6%
UnemploymentBenefits Issues 100 2.1%
Unsure 50 1.1%
Total 4743

The comment summaries when filtered by ADWS local workforce development areas follow the

general trends of the statevide summaries. Please reference to Figures 5 & 6 for specific details.

There were some notable differences highlighted by:

T

¢CKS 9FadSNYy INBIFI NBLR2NISR | f246SN) LISNOSy
/ dz2a 02 YSNJ { SNBAOSe¢ OFGS3aA2NR GKIYy (GKS 2@SNIf
LISNOSY (i o6MmMOd@BND Y2TFO@UNSBYiE GKRBY (GKS 20SNI ff
The City of Little Rock and Northwest Arkansas areas reported lower proportions (33.1%;
HCO@E: 0 2F Gb20dKAYy3Ikb2 [/ KFEy3dSaeg O2YYSyida (KI
The Eastern, Northeast, Southeast, and Southwaesas reported much higher proportions
ONH®PGERT nNndmE>T Nodw:T nndy:z0 2F db20KAYIkb:

(36.1%).
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T ¢KS Db2NIKgSad ! NJFyala FFNBF NBLE2NISR | Y
| dzZA G2 YSNI { SNIDA OS¢ rAllzavevagey(165%) fivkile yhe HokitBves? &eh
reported a much lower proportion (12.0%) than the overall average.

Figure7: Summary of Comments from WIOA RecipientSentral to NortheastAreas

Summary of Comments from WIOA Recipieatby ADWS Local Workforce Development Are

Comment Category Central City of Eastern  North Northeast
Little Rock Central
Answer he Phones 7.1% 5.8% 3.7% 6.5% 6.6%
Better Assistance with Job Searc  6.7% 7.4% 3.7% 7.1% 4.8%
Better Communication 4.5% 2.4% 5.6% 2.3% 1.3%
Better Customer Service 17.2% 17.8% 10.2% 15.3% 17.8%
Better Explanation of Services 1.4% 1.6% 0.9% 1.1% 1.3%
Better Organization 0.1% 0.4% 0.0% 0.3% 0.3%
Better Services 2.0% 1.5% 1.9% 0.3% 1.8%
Complete Overhaul 0.3% 0.4% 0.9% 0.3% 0.3%
COVID Issues 2.0% 0.7% 0.9% 1.4% 1.0%
Easier Access to Services 3.7% 3.1% 3.7% 3.7% 2.0%
Faster Response Time 2.3% 4.2% 2.8% 3.1% 1.8%
Good Customer Service 0.8% 0.7% 0.9% 1.7% 1.3%
GreatProgram 5.7% 7.0% 11.1% 8.5% 7.1%
Improve Online Options/Access 1.5% 1.7% 1.9% 2.0% 2.8%
More Employees 4.8% 6.2% 2.8% 3.4% 3.6%
More Engaged Case Manager 1.5% 1.2% 1.9% 1.7% 1.8%
Not Applicable 0.8% 1.1% 0.9% 0.6% 0.8%
Nothing/No Changes 33.8% 33.1% 42.6%  37.2% 40.4%
Shorter Wait Times 0.6% 0.7% 0.0% 0.9% 1.0%
Unemployment Benefits Issues 1.9% 1.6% 2.8% 2.0% 2.3%
Unsure 1.3% 1.2% 0.9% 0.6% 0.3%

Figure8: Summary of Comments from WIOA Recipientdorthwest to WesternAreas

Summary of Comments from WIOA Recipieatby ADWS Local Workforce Development Are

Comment Category Northwest Southeast Southwest West Central Western
Answer he Phones 6.1% 4.8% 7.4% 7.3% 5.9%
Better Assistance with Job 4.9% 6.3% 5.1% 4.7% 7.9%
Search

Better Communication 2.8% 3.0% 1.6% 3.3% 1.0%
Better Customer Service 21.5% 14.4% 12.0% 16.1% 15.3%
Better Explanation of Services  2.0% 1.8% 0.7% 1.4% 1.0%
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Better Organization

Better Services

Complete Overhaul
COVID lIssues

Easier Access to Services
Faster Response Time
Good Customer Service
Great Program

Improve Online
Options/Access

More Employees

More Engaged Case Managel
Not Applicable
Nothing/No Changes
Shorter Wait Times

Unemployment Benefits
Issues
Unsure

0.5%
2.0%
0.0%
0.8%
5.6%
3.1%
0.5%
9.2%
2.6%

5.4%
1.0%
1.3%
26.9%
0.0%
3.1%

0.8%

0.0%
1.5%
0.6%
0.9%
2.4%
3.9%
0.3%
6.9%
1.2%

2.7%
1.5%
0.6%
43.2%
0.3%
2.1%

1.5%

0.2%
1.1%
0.7%
0.5%
4.6%
2.5%
0.2%
9.7%
1.1%

2.5%
1.1%
0.7%
44.8%
0.9%
1.6%

0.9%

0.3%
1.5%
0.4%
1.9%
4.0%
3.2%
1.4%
7.0%
2.2%

2.8%
1.5%
1.5%
35.0%
0.4%
2.6%

1.4%

0.5%
1.5%
0.5%
1.0%
4.0%
1.0%
0.0%
7.4%
3.5%

5.9%
1.5%
0.5%
38.1%
0.0%
2.5%

1.0%
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Overall StudyFindings:

The purpose of this study is to provide an in-depth examinationof the processeshat
are usedo identify, analyze and closeskillsgapsin economicregionsservedby three selected
local workforce developmententers. In addition, the evaluators examined a number of
processes angrocedures utilized by workforce centers and WIOA partners across the state to
identify strengthsand barriers related to the services provided to ADWS customers. From the
datacolleded and the analysief said data, the evaluators developed recommendationsof
G 6 SLaNd O (fdr @énifing and closing skills gaps and for improving services to ADWS
customes. Theevaluators,n analyzingthe resultsof the study, submit the following findings
to Arkansas Workfiewe Development Leadership and the Arkansas Workforce Development
Boardfor consideration Findingsderivedfrom the evaluationof project objectivesone through
three arelisted first, followed by the surveyinformation developedor objectivenumberfour,

by the SamM. Walton Centerfor Businessand EconomidResearch:

1. Levels of Cdnrollment in partner programsCaenrollment is defined as enrolimeim
two or more WIOA programs, and/or special grgmbgrams funded by Workforce
ServicesCaenrollmentswill alwaysbe for the benefit of the customerand are usedto
leverage services that are available to ensure a positive outcome. Coordination of co
enrollment will eliminate the duplication of theserwices and reduce the amount of
time staff spends providing intensive services such as case management, job search
assistanceand follow-up services.Resultsof customerreviewsin the three selected
centerconfirmeda rangeof 2.5%co-enrolimentto a high of 16.6%for theseindividual

partnerproviders,with an overallaveragerate for all reporting providersof 7.34%.This
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is not an optimum rate of ceenrollment. Two of the surveyed provider representatives,
addressing theseates of ceS Y NP f £ YSY i RS&aONAR O SR ( KS&uggesked dzf ( &
that co-enroliment during the most recent program year was significahtiypered by the

COVID Pandemic. These representatives expressed the opiniathatolimentin subseqent

reporting periodswould be significantlyhigher.

As previously noted, the rates of -emroliment reported by the employers assigned for
this survey by the workforce center managers may have been adversely affected by the
inclusion of individuals irhe Employment Services category. Because Employment Services is
a universal category, individuals with this designation do not necessarily have specific barriers
to employment, and therefore may not be candidates forezwollment. This distinction was
not disclosed to the evaluators prior to the survey, and while the final rates -@hcollment
may have been affected somewhatet evaluatorsneverthelessfind that the rates of ce
enrollment in partner programs during the masicentreporting periodis notacceptable.

2. Partner Programs and Agencieganagers in the threéocal workforce developmerdreas
provided a list of partneagencies and programs. &mumber of partners listed were thirsix
in the Central ArkansaBlanning and Development District, fifteen in the Northeast Arkansas
Workforce Developmer@enter, and ten in the Western Arkansas Planning and Development
District. The discrepanay these numbers is significant, and it is the opinion of the evaluators
that other potentialpartner programs are available in at least two of the three workforce areas.
One of the keyrinciples of the Workforce Innovation and Opportunity Act (WIOA) is to
streamline services in order to promote efficiency and optimize performance. This can
only beaccomplished by leveraging resources and collaborating with partner programs

andagencies.

3. Referral Procedures WIOA authorizesa O I NISSSNNIF o0 &Jlté and dislocated
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workers,andrequiresthe provisionof information andreferralsto, and coordinationof
activities with, other programs and services. Referral procedures are in place for the
three assignedvorkforceareas. Example®f referralformsandproceduresare included

in Appendix Ill. All three managers reported that referrals are also received viaagmail
telephoneasan alternativewhen necessaryReferralproceduresand customesupport

are well laid out and well documented at all threelected workforce area®rocedures

are in place and are available for review by potentizdtomes. During thanterviews
O2yRdzOGSR 6AGK ¢2N] F2NOS OSy (SN Ziod FFx
procedures in place, and do our best to maintain a gand effective onlingresence,
butinthe end,asolidreferralissometimesdependentupononestaff persormaintaining
anoldf I aKA2y SR NRf2RSE®E ¢KS 2LAY ARlgtte? T
workforce areasre insubstantialcompliance withthis requirement.

. Training Services: The three selected areas provide training concerning available
services as necessary. The most common method reported was through information

providedonthe O S y im@hb$ire fvith follow-up through stafffaceto-facecontactand

the provision of print materialsto customes. The evaluatorsfind that the training
opportunities are, in many cases, insufficient to meet the needs of the workforce
customer baseWhile the website magontain pertinent information, and may, in fact
work well for manycustomes, staff must have other training methods available at a
Y 2 Y S ynbtieel The evaluators recommend the adoption of a series of training
methods to ensure that potential customerseacomfortable with the services provided.

These methods should be varied to meet the needs of customers with varied learning
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styles. One suggested method is the creation of a series of short but engaging videos that
will educate potential customers and kgéahem through the application procesEhese
should beshort, simple and to the point. One additional point should be made here; all
of the highimpact branding and marketing processes that can be developed cannot
replace faceo-face communications. Stafmust be encouraged to talk with (not just

G 0 ZustdmersThough time consuminghe ideal way to educate is through personal
outreach and conversationThe evaluators find that, while the customer training
requirement is met at a minimal level in ttieee selected workforce areas, more should

be done to ensure understanding by ADWScustomes.

. Skills Gap ldentification and AmelioratiorStrategies for identifying skills gaps clearly
demonstrated significant differences among the centers. @rea manager reported

that no outreach or investigation was done concerning occupational or skill level gaps,
saying( 2 8redependentsolelyonthe employertellingustheiry S S RTaebénager
indicated that Career Advisors are asked to assastomes using O*NET and to discuss

occupational skills witthem.

The two remainindocal workforce development areas the cohort reported
significant activities relatetb identifyinggapsin both occupationabndskilllevels.Both

centersreportedcollectinglatafrom www.discover.arkansas.g@aswell as conducting

in-personmeetingswith localindustryandbusinesdeadersandconsultingwith the local
andregionalChambersf Commerce and Chief Elected Officials. These two centers also
reported regularlyreviewing labor market information and attending industry specific

meetings. At theoccupational level, managers reported tH&IOA and DWS staff serve
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http://www.discover.arkansas.gov/

as members ofthe Workforce Development Committee through the Chamber of
Commerce, wherenformation isshared regardindocal businessneedsand demand
occupations.

l'd GKS alAft tS@St s> (KSaSplogetsdneadyed SNAE |
YR NBOGASGgAYy3I 220 2NRSNE OGKIFG | Népldy®& LIS (S
forumsor leademployersin specificindustrysectorsto identify those positions that are
NBE3IdzZ F NI & LRaGdSR® hyS Yworkd ats he enoya2tdlli SR
determine the skill set needed for posted job LJ2 & A (i W&kjokcahcentersreport
significant additional services to address identified gaps. One center massager
& 2 L htllizes career services,occupationalskills training, and supportive service$o
assisttustomeswho haveaninterestin ademandoccupationobtainthe skillsetneeded
G2 06S02YS SYLX 2SR Ay | RSYIFIYR 20Cetized GA2Y
customes are encouraged to complete the Cardteadiness Certificate (CRCdider
to meettheir employmentgoalsandto help determinewhat areasneedimprovement.
The Workforce Center, in collaboration with the employer, determinbih level rating
on the (CRC) is needed for the jmiisting. Applicants who meet thével on the CRC can
apply for this job and the employer has crucial information at beginning of the
interview process. If an applicant is not currently meeting a requiesdlon the CRC,
they arereferredto the local Adult Educatiorfacilityto improvetheirskill sets andetest
for the CRC.

The manager also reported that services such as On the Job Training (OJT) and

Work Experiencere offered to customesto assistin their careersearch.Themanager
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saidd2 2NJ 9ELISNASYyOS o &sidnest The sefiveliff @ @adndd | v F
structuredlearningexperiencethat takesplacein a workplacefor a limited period of

time. It alsoleadsto employershiring customes who do not initially havethe required
skillsetbutgainthe necessary skillsnd experienceduringthne LIN2 OS & & @ ¢

{OGFFF G GKS GKANR 22NJ] F2NOS /SyiSNI NB
SYLX 28SNBE O0dzAf R | LIALISEtAYSXe (G2 GKS (NI A
OSYyGSN) faz2z dzaSR 2yftAyS LIXIFGF2N¥a FyR ax
expand work experience and OJT opportunities, and explore apprenticeship options.
Staff also worked with partner agencies to locate additional funding to increaskegdlill
training opportunities.

While it appears that two of the three selected centers are heavily engaged in
identifying and addressing skills gaps in their regions, more work is clearly needed. The
tools for identifying skills gaps are available in equal measo all 28 DWS Centers in
Arkansas; however the quality of skills gap analysis is not equivalent across all centers.
The ability of centers to conduct a viable and quality analysis of skills gaps in their local
areasis largelydependentuponthe training andability of the staff in thosecenters.The
evaluators find that this is an area that begs for shared training across the state. The
significantdifferencesin quality work acrossworkforceareasstronglysuggestshe need
for stronger areas talevelop best practices training programs to be shared with other
regions.

. Assessing the Effectiveness of Skills Gaps InterventioNls:three of the selected

G2NJ] F2NOS OSYiSNABR NBLR2NISR dzaAy3d GaNBLISH Gk
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measure of theeffectiveness of services provided. One center reported as additional
specific measures,annual WIOA performance ratings, employer feedback,and the
succes®f customersremainingemployed.ln additionto theseperformancemeasures,

twomembersof the cohortreported anumberof other measure®f their effectiveness.

These include: WIOA customers becoming more-séffcient and no longer
dependingon publicservicesemployersreportingthat they benefitfrom anincreasingly
skilledworkforce;unemploymentRatedor eachcountyasreviewedquarterly; customer
surveys of the workforce centers; and effective recruiting atetement of qualified
applicants. It is the opinion of the evaluators that standardtocolsfor measuringhe
effectivenessof ameliorating skills gaps should be developed and shared with all

workforceareas.

. Compliance ReviewThe evaluators reviewed a sample of six Arkansas Workforce
Centers approved byrkansas Workiee Development Leadership and tlekansas
Workforce Development Boakd | 3 Ay ad GKS {0 (0 §Plecabl® SN A T
laws and regulations. All six centers reviewed meet or exceed miniregoirements
established by the Americans with Disabilities Act (ADA) for phyaaassibity.
Externalentrancesinto the facilitiesin which workforce servicesarehousedare at least
minimally accessibldor individualswho have mobility impairmentsRampsand level
entrancednto the facilitiesare presentat all locationsreviewed.

Theaffiliate centersevaluatedselfreport that they are somewhatlackingin the
areas of recruitment of employees for local industry, and report that they are not able

to provide adequate information teaustomes regardingoerformance information and
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program cost information on eligible providers of training services in the local Bneg.
also report a weaknessin providing information, in formats that are usableby and
understandableto one-stop center customers, regarding how the local area is
performing on the local performance accountability measures. In spite of the affiliate
centers exacting sevaluations, the evaluators find them to be in compliance with all
requirements.
Thecomprehensiveenters evaluatedfor this studymeetor exceedallguidelines
and requirements. It is the opinion of the evaluators that the six centevgwed for
this study are in substantial compliance with all ADWS regulations, tlaaid the
managerdake their regulatory responsibilitiesseriously. Theevaluatorsfurther believe
that the review of these six centersprovidesa representativepicture ofADWS centers
across the state, and that ADWS and those who manage the Wmréforce Areas, as
wellas! N FyalaQ GFELI&@Ay3 OA G workoftidedhintgtwe dzf R 6
workforcecenterslocatedthroughoutthe state.
BusinessSurvey:Thesurveyof businesgartnerswas conductedfor this evaluationby
the Centerfor Businessand EconomicResearchat the Universityof | NJ | y\altord Q
Collegeof BusinessOverall,the report finds that WIOArecipientsdisplaya moderate
degreeof satisfactionwith the WIOAprogramand the ADWS.Someareasof concern
were reported, however, and these areasrequire attention by Arkansas Workf@e
Development Leadership and the Arkansas Workforce Development Boaese
includethe following:

a. Lesghanhalf of WIOA recipients (42%) reported receiving the majorityof
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services needetb address workforceeeds.
b. Many respondents described Workforce Center staffas & dzy NB & LJ&ry & A @ S
GAYlIGGSYGA@dSoe
c. Many commentsbrought up the difficulty of postingjob openingsthrough the

ADWSor the onlineoptionsmadeavailableto employers.

d. Severatommentsnoted a lackof interactionbetween staffandbusinesses.

9. Customer Survey: This survey showed a 62% overall satisfaction rate with WIOA
programs and a 68% satisfaction rate wittorkforce Center staffwhile these numbers
are goodthere are findings in the survey that require attention frérkansas Worki@e
Development Leadership and the Arkansas Workforce Development Bbaedurvey
F2dzy R KFGZ aYlyeéd NBaLRyYyRSy(a NBILEANIIERRS €6
GAY Il G&8Y T E @& A y TRINNRSpEe of the high overall satisfaction rating
GAGK GKS LINPINIYI GKS TFI Oi idotes, the avaluatgr® ¢ NEF
recommend additional training in customer service for all leeadter staff. In addition
GKS adz2NBSe F2dzyR GKIF (X & ¢ KappeaOsizieh® \sirge LIK 2 y
RSYFYR 27F | 52{ 2IiNg possilbid thatitts NidZraa€es dednand on the
phone system due to the COVID pandemic is at least partially responsible for the
problems eported by customers. This possibility should be evaluated as soon as possible.
In addition, efforts to improve online accessibility of the WIOA program and an improved
user experience (UX) design would streamline the program for many. The suggested
upgrades, should the evaluation of the current system indicate such a n&#ao doubt

be expensiveThe evaluators believe, however, that they Welp improve thedelivery
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of quality servicesand ensurean effectiveandreliablecommunicatiornsystem.

Overall StudyRecommendations:

Creating better work opportunities for Arkansans means building atwatied workforce for
our state's employers. This will require ADWS to collaborate with businesses large and small,
WIOA partners, onprofit organizations, and others. It also requires a workforce systewvhich
workforce centers are willing learn from the best practicesacrossthe state. Thefollowing
recommendations may be used by ADWS to develop training courses or maduddscanbe
provided to ADWS centers around the state. In doing so, ADWS may inttreageality of skills
gap identification and analysis, as well as overall service quality acrostathe
1. CoEnroliment CoEnrolimentin partnerprogramsthougha WIOAmandate,seemdobe
little more than an afterthought for many center staff members. Data documerdieg
of co-enroliment were not immediately available to the evaluators, and wastained
through surveysandinterviewswith partner programs.Theevaluatorsrecommendhat
Arkansas Workfice Development Leadership and the Arkansas Workforce
Development Boarénd areamanagersdevelopdata collectionmethodgo effectively
track and monitor rates of co-enrollment. Only by having accurateand up-to-date
information concerningco-enrollment can ADWSbegin to encourageandpromote
additionalco-enrolimentwith WIOA partners.
2. Partner Programs and Organizations:y |y 2 WiiA213 haildSMNE G A2y a L
document (doleta.gov TEGLK & 5SLI NIYSyd 2F [F62N adl ¢
strong emphasis on planning across multiple partner programs to ensure alignment in

service delivery. One key goal is to develop effective partnerships across programs and
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communitybased providersto provide individualsthe employment, education, and
training serviceghey need.Effectivepartneringis pivotal to maximizeresourcesandto

FfA3dy ASNIBAOSa 6AGK O NS Maky partnérromaniaiions y R

ax

reported that they do not have data available to adequately partner with Workforce
Centers. Information collected from partner organizations in all assigned areas indicate

that they have significant difficulty in collecting and providing quality datdese
2NHIF yAT I GA2Yy&a INB gAftAy3d FyR S@Sy SI3ISNJ
processes in place to collect data and provide support and assistance. It is recommended

by the evaluators thatArkansas Workf@e Degartment Leadership and the Arkansas
Workforce Development Boardork with all workforce areas to identify and engage
additionalcommunity partnersand to provide training and assistance to those partners

in data collection techniques

. Business Surveyt is recommended by thevaluators that ADWS address each of the
concerns expressed in the survey. These concerns are serious, and even though the
overallresultsshowedad X Y 2 R SidgreéoBsatisfactiorwith WIOALINE I NJth¥ & X €
concernamustbe addressedTheseconcernsnclude:Lesghan half of WIOArecipients

(42%) reported receiving the majority of services needed to address workforce needs;
Many respondents describaforkforce Centerstaff & d dzy NBa L2y aA dSé 2N
Many comments brought up the diffulty of posting job openings through the ADWS or
theSYLJX 28 SNBQ 6S0aAiST {SOSNIt O2YYSylda yz2i
businessesTheevaluatorsrecommendhat additionaltraining programsbe established

to improve staff/customerrelationships.It is further recommended that training and
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promotional materials specific to web based job postings be developed and
implemented. As an initial step, the evaluators recommend that all web based processes

be evaluated for ease of asAny processes that are considengawieldy or awkward

should be modified to maximize usefulnesisis necessary that the website used for

posting job openings be usérendly in order to encourage its use. Upon completion of
necessary website revisisneducational methods related to the use of the site for job
postings should be developed and initiated. Ease of use must be the primary goal.

Il OO2NRAYy3a (2 YSfte !1S@GSR2 o6akKkSa3azidaeads
about something new feels like chore. Most people are visual or kinesthetic learners,

who need to see, feel and have their hands on something to really learn howrksw

Set up ways for customerto watch your new service in action with a live demo, video

guides or sample productsof customedi G2 GSaid 2 dhe evdla®a St O €
recommend that short video guides be developed and added to the website to lead

potential posters and custometfirough the job posting process.

. Customer Survey: This survey showed a 62% overall satisfactionrate with WIOA
programsanda 68%satisfaction rate withVorkforce Center stafiVhile thesenumbers
are good, there are findings in the survey that require attention froArkansas
Workforce Development Leadership and the Arkansas Workforeelbpment Board
Thed dzNIWS&é F2dzyR (KIF G aYlyeéeé NBALRYRSyGa NJ
I GG A (odkRYS- €G50S0y (BATE Y A Y T 2 NIy B Rgite of the high overall
satisfaction ratingwith the program,a Yl y& ¢ NB AL YR BsugsaTaOA G SR

evaluators, thereforeeecommend additional training in customer service for all local
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centerstaff LY | RRAGAZ2Y I GKS adz2NBSeé F2dzyR (KLU
appear suited to surge demand of ADWS ok h ! & SB&EaNS® Bia ppssible that
the increased demand on the phone system due to the COVID pandemic is at least
partially responsible for the problems reported by customers, the evaluatagkly
recommend that the phone system be profession&isaluated immediately. If these
problems continue pos€OVID, the evaluators recommend that the system be upgraded
as soon as it is feasibl€hisupgrade, installed across all workforce centers in the state
will no doubt be expensivehut quality services are dependent upon aeffective and
reliable communicatiorsystem.

. ComplianceReview:Theevaluatorsmakeno recommendationgor changen thisarea.
Aspreviouslystated,it isthe opinionof the evaluatorsthat the sixcentersreviewedfor

this study are in substantial compliancewith all ADWSregulations, and that the
managerdake their regulatoryresponsibilitiesseriously.The reviewed centers provided
compliant but unique serviceCenterswere able to meebr exceedoverall guidelines and
regulations whilenaintaining unique services designed to meet the spesificdce needs of the
regions in which they are locatetheevaluatorgurther believehat the review of these six

centers provides a representative picture of ADWS cesderosshe state.

. Other Recommendationsilt is highly recommended that ADWS establish methods for
high performing centers and workforce areas to provide training for other centettse In
areasof referral procedurestraining of servicerecipients,and skillsgapsidentification

and assessment, centers all seem to recognize the need for the sefVimm®exists,

however,asignificantdifferencein the qualityand succes®f the servicegprovided. It is
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recommended that ADWS providacentives for high performing areds develop
training modules (igperson and online) which can be shared with lmsscessful centers.
The evaluators further recommen@irkansas Workfice Development Leadership and
the Arkansas Workforce Development Boarstablish a system to ensure ongoing
supervision and monitoring of the quality improvement process. This system should

include regular formative and summative evaluation on a regular basis

Summaryand Conclusion:

In 2020, the leadership of th&rkansas Division of Workforce Services (ADWS), engaged two
University of Arkansas departmentsthe CounselorEducationProgram and the Center for
Businessand EconomidResearclat the Walton Collegeof Busines$o completeacomprehensive
WIOA Systems Evaluation, Skills Gap Analysis, and a series of Customer Service Surveys. The
evaluators worked in cooperation with ADWS in the design and implementation of all surveys,
analysisassessment@ndevaluationgn orderto implementprocesseandproceduresecessary
to ensure that accurate and relevant data were collected and used for evaluatiggoses.The
evaluationwascompletedunderthe leadershipof the LINR 2 Bificip&lidvestigatorsDr. Brent
Williams,AssociateProfessorUniversityof ArkansasCounselorEducation and Supervision, and
Mervin Jebaraj, Director, Center for Business and Econdétegearch athe University of

I NJ F Y &+ &College bf Busiegs.

The evaluators are grateful to the leadership of ADWS and tortheagement and staff of
the three workforce areas assigned for the bulk of the study. The managers of the three local

areas,DennisWilliamson(WesternArkansad?lanningand DevelopmentDistrict),RodneyLarson
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(Central Arkansas Planning and Developmestriot), and James Morgan (Northeast Arkansas
Works), were very helpful to the process, and were willing to provide all requested inforntation
the evaluators.

ADWS leadership asked the evaluators to review a sample of Arkansas Workforce Centers
f 20 0SR Ay RAFTFSNBY(G [20Ff 22N] F2NDOS 5S@St 2 L]
and applicable laws and regulations. The six centers assigned to the evaluators for the review,
along with their managers and staff, were very open and cooperatith the reviewers, and
made the process a pleasure. The Workforce Centers included in the review were located in
Conway, Mena, Hot Springs, Russellville, Searcy, and Arkadelphia. These Workforce Centers and
their leadership are to be commended for thepenness and as well as for their complianath

allregulations.

TheCenterfor Businessind Economidresearctat the Walton Collegeof Businessonducted
two separatestatewide surveysfor the study. The studyresultsof the WIOABusiness Survey
andthe WIOA Customer Survey were analyzed and are included in the Stuelyesponse rates
for the customer and business surveys were 11.8% and 9.9% respediivebgresponserates

provideampledatafrom which tomake solicconclusions.

Overallthe evaluatordoundthat ADWSandthe localworkforcecentersareviewedpositively
by both customers and businesses. There are, however, training and customer $ssviee
associated with local centers that must be addressed as soon as possible. Innadditisnber

of complaintswere receivedaboutthe quality of the computersystemausedby customers.

While the findings and recommendations sections of this report contain specific suggestions
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for service quality improvements, the evaluators feel that Arkansas Workfice Development
Leadership and the Arkansas Workforce Development Boave reason tde pleasedwith the
work done by the agency.Improvementscan be realizedacrossthe state by identifyinglocal
centersthat perform stronglyin specificareasand providingincentivesfor thesecentersto share

their bestpractices.
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Appendices
Appendix|

PartnersListed ByManagersof AssignedAreas

WesternArkansasPlanningand DevelopmentDistrict Partner Programs:

Adult Education

Arkansa®Pivision of Workforc&ervices
ArkansafkehabilitationServices
WesternArkansag?lanningand
DevelopmenDistrict (WIOATitle I-B)
ArkansagCareerPathways

Divisionof Servicedor the Blind
JobCorps

SeniorCommunityService
EmploymentProgram(SCSEP)

E R N R

]

CentralArkansasPlanningand DevelopmentDistrict PartnerPrograms

=

Adult Educatiorand FamilyLiteracy

Career and'echnicaEducation

JobCorps

Jobsfor VeteransStateGrants

Migrantand SeasondaarmworkerProgram
TemporaryAssistancdéor NeedyFamilies
SeniorCommunityService Employment Program
TradeAdjustmentAssistance

Unemploymentinsurance

VocationalRehabilitation

WagnerPeyselEmployment

WIOA Titld Adult, DislocatedWorker,and YouthProgram
Youth Build

Head StarProgram and Community Services, Utility Assistance, Weatherization and
TaxPreparation

Career and'echnicaEducation

StaffingService and emporaryEmployment
EducationaDpportunityCenter
TransitionaEmploymentAssistance
PsychologicdExamdor SocialSecurity/Disability

=4 =4 =4 4 -4 4 4 -4 -4 -4 -5 -4 4

= =4 =4 -4 4
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=4 =2 =4 4 -8 4 -4 -8 -5 -5 -9 -5 -9 -5 -1

]

Adult Educatiorand FamilyLiteracy

CommunityService BlocrantEmployment &Training
HUDEmploymentand TrainingProgram

Indianand Native AmericanPrograms
ReentryEmploymentOpportunities

SupplementaNutrition Assistancé€’rogram

HomeboundSenior Serviceand FamilyHomeHealthServices
TitleV ¢ OlderWorkersEmploymentServicesor workers55 andolder
EmploymentOpportunitiesfor teenswith disabilities
Communicatiorand Outreachof ChildSupportEnforcement
WIOATItle IV ¢ Vocational Rehabilitation

WIOA Titldll - Jobsfor VeteransStateGrants

Recreationahind after schoolprogramsfor Youth

2 2 Y S @leler

Helpstroubled Youth withschool, counseling

Spiritual physicaimental servicedor ExOffenders
JuvenileCountyServicesind Rehabilitatiorior YouthConvictedof Criminal Offences

NortheastArkansasWorkforce DevelopmentCenter:

=

=4 =4 -4 4 -4 -4 4 -4 -4 -4 -9 -9 -3 -9

Adult Education

ArkansafkehabilitationServices
DivisionServicegor the Blind

Migrantand Seasondaarmwoker Program
TemporaryAssistancdéor NeedyFamilies
Unemploymentnsurance
WagnerPeyseEmploymentServices
ArkansasNortheastern College

ArkansasState University, Newport

BlackRiver Technical College

WIOATItle | Serviceg Adult, DislocatedVorkers, androuth
American IndiarCenterof Arkansas

JobCorps

National Caucuand Centeon BlackAging
SeniorCommunityService Employment Program
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AppendixIl
ExampleMemorandumof Understanding(MOU)

Memorandumof Understanding(MOU)
For the Northeast ArkansasWorkforce DevelopmentArea
ArkansadNorkforceCenterOperations

This Memorandum obinderstanding (MOU) ientered intoin accordance with th&Vorkforce Innovation and
Opportunity Actof 2014(WIOA) Thisagreementamongthe signature agenciesand organizationglescribeshow
their resourceswill be utilized to better serve mutual customersin the Northeast ArkansasWorkforce
DevelopmentArea, and the ArkansasWorkforce Centers,which are a part of the ArkansasWorkforce
DevelopmentSystem. lis understoodthat the ArkansasiNorkforce Centerswill be a collaborativeeffort based
ontrust andteamwork amongagenciesvorkingtogether aspartnersto accomplisha shared goabf improving
the quality of life for individualsthrough employmenttraining,and education.

Purpose

ThisMOU isexecutedbetweenthe NortheastArkansasVorkforce Development BoaitlocaBoard) the Arkansas
Workforce Center network Partner@artners),and the ChiefElected Officials (CEOJ)hey arecollectively
referred toas the "Parties” to this MOU. This MOU is developed to confirm the understanditiged®arties
regardingthe operation and managementof the three ArkansasWorkforce Centersn the NortheastLocal
Workforce Development Arefiocal Area). The Local Boamavides local oversight of workforqggogramming
for the LocalArea. TheLocalBoard,with the agreementof the CEOshas competitively selectedEmployment &
TrainingServices|nc. (ETS|nc.)asthe one-stop operatorfor the LocalArea.asfurther outlinedin the One Stop
Operatorsection.TheOne StopOperatingBudget andnfrastructure Fundinggreementestablishafinancialplan,
includingterms and conditions, to fund the servicesand operatingcostsof the LocalArea Arkansas Workforce
Center network.The Partiego this MOU agree that joint funding is an essentialindation for an integrated
service delivery system amkcessary tamaintain the Local Area's hightandard ArkansasWorkforce Center
network. The Vision, Mission, System Structure, Terms and Conditions, One Stop Operating Budget, and
Infrastructure FundingAgreement outlined herein reflect the commitment tiie Partiesto theirjob seekerand
businessustomers,as wellasto the overallcommunity.

Vision
Arkansaswill have a world-classworkforce that iswell educated, skilled, and working in order to keep
Arkansas'®conomycompetitivein the globalmarketplace.

Mission
To promote and support a talent developmentsystemin Arkansasthat offers employers,individuals,and
communitiesthe opportunityto achieveand sustaineconomicprosperity.

Arkansas'sTalent Development SystemPhilosophy
A We believethat there must be a pipelinefor skilledworkersfor employersandajob for every Arkansan
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that wantsone.

A We believethat the talent developmentsystemof Arkansagnust be relevant tothe labor marketin
order to meet the needsof employersandjob seekers,andfor Arkansago competeglobally.

A We believethat everyArkansanshouldhaveopportunity and accesso trainingand educatiorthat
leadsto acareerwith gainfulemployment.

A Webelieveinnovationand partnershipscenteredon local economicpriorities maximizesffectivenessand
putsthe Statein the best positionto addresslocaland regionalworkforceneeds.

A We believeArkansas'svorkforce systemshouldbe a viableresourcefor businessand industry.

A Webelievethat in order for the talent developmentsystemto be the preferredsystem,the system
must be accountableflexible,and align educationand trainingwith businessandindustryneeds.

A Webelievethat in order for the talent developmentsystemto be effective, we must eliminate overlap
andduplicationof resourcesand servicesand streamlineinvestmentof funds.

Characteristicofa High-Quality ArkansaswWorkforce Center

The publicljundedworkforcesystemenvisionedoy the Workforcelnnovationand OpportunityAct(WIOA)s quality
focused,employerdriven, customercentered,andtailored to meetthe needsof regionaleconomies. lisdesigned
to increaseaccessto, and opportunities for, the employment, education, training, and support servicesthat
individualsneedto succeedn the labor market, particularlythosewith barriersto employment.lt alignsworkforce
developmenteducation,andeconomicdevelopmentprogramswith regionaleconomicdevelopmentstrategiesto
meet the needsof local andregionalemployers,and providesa comprehensiveaccessibl@and

high-quality workforce developmentsystem.Thisis accomplishetby providingall customersaccesgo high-quality
workforce developmentcentersthat connectthem with the full rangeof servicesavailablein their communities,
whether theyare looking to find jobs; build basic educationabccupational skills; eara postsecondargertificate
or degree;obtain guidance on how to make careehoices;or are businesses and employers seekiskilled
workers.

Forsuccessfuintegrationandimplementationof Partnerprograms all Partnersagreeto
support and reinforcethe following characteristics ofa high-quality workforce delivery
system

CustomerService
w Reflecta WelcomingEnvironment
w ProvideCareerServicegshat Empower
w ValueSkillDevelopment
w CreateOpportunitiesfor Individualsat all SkillLevels
w ImproveJobSeekerSkills
w DeliverQuality Business Services

Innovation and ServiceDesign

w IntegratedIntake Process
w ActivelyEngagdndustry Sectors
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w Use MarketDrivenPrinciples
UselnnovativeDeliveryModels

w
w Offer Virtual and CenterBasedServices
w EnsureAccesgo All Customers

Systemdntegration and High-Quality Staffing

eeeeegee

ReflectRobustPartnerships
OrganizeServicedy Function
UseCommonPerformancendicators
Implementintegrated Policies
CrossTrainand EquipCenterStaff
Offer HighlyTrainedCareerCounselors
Maintain IntegratedCaseManagement

ArkansaswWorkforce Centers(AmericanJobCenters)

The LocahArea haghree ArkansasNorkforceCentersalsoknownasone-stop centersthatare
designedto provide a full rangeof assistancdo job seekersand businessesinderone roof.
The ArkansasWorkforce Centersare proud partnersof the American Job Centernetwork.
Established under the Workforce Investment Act of 1998 and continued by\Mbkforce
Innovation and OpportunityAct, the centers offer a comprehensive arraysefvicesdesigned
to matchtalent with opportunities

Partner
Program

Partner
Organization

Authorization/Category

Contact Information

Literacy(WIOA
Title 1)

LiteracyAct (AEFLA)program

JoneshoroAR72401

*Careerand
Technical
Education

Arkansas
University Newport

State

Carl D. Perkins Career and
Technical Education Act of
2006(20U.S.C2301 et

sea.)

ArkansasState University- Newport
2311 East Nettleton, Suite G.
Jonesboro AR7240I

*Jobsfor Veterans
State Grants
(JVSG)

Arkansas Division of
WorkforceServices

Jobs for Veterans Statg
Grants (JVSG), authorize
underchapter41 of title 38,

U.S.C.N

2311 East Nettleton
Jonesboro, AR 7240 |
870.935.5594

*Migrant and

Arkansas Division of

Migrant and Season

2311East Nettleton

Seasonal WorkforceServices Farmworker Program, WIO4 JonesboroAR72401
Farmworker Titlel 870.935.5594
Program

*Temporary Arkansas Division of | Temporary Assistance fol 2311 East Nettleton

Assistance for
Needy Families
(TANF)

WorkforceServices

Needy Families (TANF),
authorized under part A of
title 1V ofthe Social Security
Act (42 U.S.C601 et sea.)

Jonesboro, AR 7240 |
870.935.5594

*Trade Adjustment
AssistancéTAA)

Arkansas Division of
WorkforceServices

Trade Adjustment Assistance
(TAA), authorized under
chapter 2 of title Il of the
TradeActof 1974(19

U.S.C2271et sea.)

2311EastNettleton
JoneshoroAR72401
870.935.5594
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