
BD 122 164

AUTHOR
TITLE

INSTITUTION .

SPONS AGENCY

REPORT NO
PUB DATE
CONTRACT
NOT?
AVA/LBLE

I
FROM

EDR$ PRICE
..DESCRIPTOR'S

,

k

DOCUiENT_RESOM(ritv )

CE 'ow/ 227

Fairchild; Charles K.
Developlent of Performance Standards for Employment
Service. Volumb 4: Handbook for .Analyzing Local ES
Performance. . 1)

Shelley (E. P. Associates, Inc:, Washington, D.C.
Manpower Administration (DOL),. Washington, D.C.
Offide of RAsearch and Development-,
DLMA-20-.36-7422-4; VT-102-791 -

1 Aug 75
DL-20-36-74-22
17814.; Por related documents, see CE 007 224-226
National Technical Information Service, Springfiep,
Virginia 22161 (No prig given)

MP -$0.83 HC-$10.03,1u0octistage. . t. .

Cost EffeetivenessVData Analysis; *Dkka Collection;
Data Sheets; *.EmplojMeht Services'; Evaluation
Criteria; *Evaluation Methods; *Guidelines;. Job
Placement; *Performance Criteria; Performance
Specifications; Productivity; Program Effectiveness;
Questionnaires' Standards

c> 4

ABSTRACT
',The objective of,the project was to develop methods

for establishing dutpUt and input performance standards for the .

placement and placement-support functions of the U.S. Employment
Service (ES). Volume 1$, a preliminary or Rorking handbook, contains
all forms, guidelines, procedures, and training materials for primary
data collection .and analysis by 'ES functional activity of local staff
time utilizationc.minutes per .unit of service, service ratios, and
ket quality hectors. The "handbook" is designed 'to serve as a

..self-application pactage'in future work to establish input standards;
_it can also be used4as a local self- analysis and diagnostic tool
pending establishment of input standards. (Author).

a

***********************************ii********************4**********0,
* Documents acquired. by ERIC include many informal unpublished
* materials not a!ailable from othersources. ERIC makes every effort *
tp obtain the best copy available. Nevertheless, items of marginal *
eproduabilityara often encountered and this affects the quality *

* o the microfiche:and hardcopy reproductions ERIC makes available *
* v a thi ERIC Docaltent Reproduction .Service (EDRS). EDRS is not
*- re Bible for the quality e the Original document. Reproductions.
,* supplied by EDRS are the best4that can be mAde from the original. *
**********************************************i************************

_

..a . .



O

.

4

ft

1

4

o r.

VOLUME 4

VEC Ott j-

,HANDBOOK FOR ANALYZING

LOCAL ES PERFORMANCE'

Prepared ,by

E. F. Shelley and Coiapany, InC.
1730'Rhode..Island Avenue, N. W.

Washington, D. C. 20036

Dr. Charles K,. Fairchild
Project Dire7tor

/(
August 1, 1975

U S DEPARiMENT OR HEALTH.
EDUCATION i WELFARE
NATIONAL INSTITUTE OF

EDUCATION

THiS 'DOCUMENT HAS BEEN REPRO-
DUCE* EXACTLY AS RECEIVED FROM
THE PERSON OR ORGANIZATION ORIGIN-
ATING IT POINTS Or VIEW OR OPINIONS
STATED CIO NOT NECESSARILY REPRE.
SENT OFFICIAL NATIONAL INSTITUTE OF
EDUCATION POSITION OR POL ICY

I

I
AMP

Thi's report was prepared for the Manpower Administration,
q, S. Department of Labor, under research and deVelopment
contract No. 20-36-74-22. since contractors conducting
research and development projects under Government spon-
sorship are encouraged to express their oWn judgement fr4ely,
this repprt does not necessarily represent the official
'opinion or policy of the Department of Labor. The contractor
fa solely responsible for the contents of this report.

Irri012./11



'4

la

r
11181.10GROHIC OATH I. 14 iiriaa;o
SHEET *--zu36-. 74-224 I

3. Recipient's Aeee eine No,

I Tide ara auatuie
DEVELOPMENT QF PERFORMANCE STANDARDS FOR EMPLOYMENT srfarcE

VOltuno 4
Pinsatolt tor Analysing Local ES Performance , .

S. Repon Vase
Aught I, 1975

6.

7. Atchoris)
Dr, Charles K, Fibas11 4

0. Parionsins OrArnizasion Rept.
No.

0. Ferfortnies Otganizssloa name and Address .

2, P. Shelley sod Company, Inc. .

1730 Rhodelalard Avenue. N: W.
Washington, D, C. 213036e

. . -

10. Projeet/Tipsk/Work Vail No.

H. Consiset/Crant No.
..

Di 20367442

12. Srursori.ca Ora.scesserso Nome and Addtesa
U.S. Department of Labor
N9npoFer Administration '

Officdof Research and Devlopment
t

601 D Street, LW. Vaihimston, D.C. 20213

13. Type of Repo0 a Period
Covered

Illnal 5/ 14/74 - S/ 1S/75
14.14

iii. Supplementary Noses
. .

.

tp. Masirses s

The objective' of the moject wits by eloVelop methods for establishing
for the placeident ard,placeenent support filmdom of the United
Tho Elluselisook_of Ancivrina Local ES Performance contains all forms,

-
output

States
guidelines,

activity
service,

in future
establishment

argi input perfortnencestandatds
Employment Servite

pr
(3aeindln non

-
.

(ES).
Berns dad training

- placement or
and key quality t.....

Input suendards;
standard,. -

.

eV
.

.

/

moterials for primary data colleetion and analysts by ES functional
overhead time)of local staff time utilization, minutes per tads of
factors. The Handbook will serve as a self - application package

service ratios
*toile to establish

of input

'
-

it east also be vied as a local self-analysis aa diagnosis tool pending

- ?

IMIP
. ,

- ,

"i77itey lords and Ooroawat Musty tea. N. Orncreprois

Performance Evaluation, Placement, Productivity, CosaEffecelveiers, Economic Models, job Analysis,
Questionnaires. Ststisti;at Analysts, Statistical Samples.

. . p

. libt
0

a
0

0 ., ...

' -, .
17b.. identifiers /Opus -Ended Tome

a

United Staten Employment Service (USES), Perfonnacce Standard°,
-
Balanced Placement Forniida (BM

.

' r r ..,
e..

.
, ..

. -
17s. 454T1 Fie1J/Gtoop SA, SC, 51, 14A .

1

0.

111 A. a il at., lc y $iemeho Distribution in unlimited.
Available' from National Technical information
Service, Springfield, Va. 22151.

HP, 4vturiuy t tat0 (1.1%.4
Report1

met Asql:lor,

21. No. of 1,4q*
172

30. otity t.14,4 { Ibir
1 se

ONLAP1111E0

3; Prwr
/7!

0014 00 9.0.14 MC". /000
T1115 FORM MAY 11E nEitaonyaqi

1

useo ncl 00 Pli

i.



f

s. F.
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.Thjs prel.minary II dbookis presently being used, during
this hase of thb p ojectesto suppext the development of
parfor ance standar s. It brovides, in. writing, the pro-.

.ject r tionale add i also'documents eh., current versions-
of 1 the working terials of the projecj (data collec-
t sheetse'tally sh ets, activity descriptions, etc.).

A key project task is the refinement AO further devekop-
. meet of the handbook d of all this material for eventual
independent use by log 1 offices-and State ES administra-
tive personnel. -

.

\

I

At the present time,the urrent material i subject to change
as a result of experien gained and sugges ions received
during this developmental phase of the proje t. Furthermore,
some material, sch as the local office typology material, is
not in this verb, on ofythe handbook.

This material is emorking document which is'in the:process
of evolving toward a final finished product.

epo
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Chapter I

INTRODUCTION

What need does this handbook fill?

The ES has come..to the conclusion in the past few year tat
State and local performance must be measfted in terms 'of
tangible end results rather -than the intermediate activities

o and sbRyices which led to thosd esults. This conclusion has
led to the development of a Sa4lance Placement Formula which

currentlyurrently used to adjUst allocat ohs to.the States. Used '

in this way, the Balanced Placement Formula accompliihes
Performanced Bdsed Budgeting for the ES. States, therefore,
have an incentive to take.action that will improve the results

.

,which play a role in the BP!.

To improve the score obtained on theIBPF, each State agency
should develop an action plan based upon.an analysis of its
own. operation. The national office can assist States in this
effort by developing procedures and analytical tools that are
keyed too the results that figuie into the BPF. These results,
or outputs,' are ,the consequence of a system of activities that
comprise the placement process; they and Other outputs provide
clues .to how well the component .activities have fUnctioned.

Na fixed relationship between output figures and input activities'
canSZEade because each State agency and the local offices
withip it operate in labor markets that have specific character-
tistids and'unique problems. However, despite these diSferences,
enough similarities exist between all the local offices in the
ES to warrant thb development of a uniform set of guidelines
twaid in diagnosis of State and local operations for the purpose
of improving the performance measures used in the,BPF.

Therefore, a comprehensive set,of performance standard should
consist bf 3 parts: a definition of output goals (curre tly
ex &essed by the BPF), a methOd for identifying subst ndard
performance (BPF score and otOrioutputs which can'be used 'as
clues for poor component activity), and'a set of guidelines T
for diagnosing and correctingobr activity performance
inefficient resource allocations.

.

The Batanded Placement Formula plays a sole in two parts of
the standards: it defines goals and priorities for ES output
performance of placement and placement support services14with
limitations discussed below), and it can be used tb identify
substandard performance. 'What is needed is the 3rd part to
assist in the diagnosiand correction of substandard performance.
This part of the perforbance.standards should consist of t set .

o`. guidelines vhich indicate `combinations of actinties or
services, unit costs for such activities, and key quality

F

7 (;



,

factors modeled upon ES organizations having adequate of
/-superior performance. The 7uidelines should be supported'
by feasible methods for analyzing the combination, cost/and
quality in-ES operations having substandard output performance.
The results of such analys.:..i, inicombination, with the guide-
lines, will permit State and local ESimanaTament to plan
changes in ES operations designed to improve output perfo...aance.
The three components of performance standards are discussed in
turn below:

A. 2EtELILJI2aa

Output goals can be derived from the Balanced Placement
Formula (BPF), the ES performance-based budgeting tool;
The BPF has logically separate components (exclusive of
final budget computationN

a. Goal measures:

placement Service.PerforMance in relation
to plan

- Placement BerviOes Productivity

- Type6 of Individuals Pliced

- Types .of Jobs t

- Employer Services

- Employment Assistance,.0

The BPF specifies what elements of ES performance will be
measured, and how these elements will be measured.

b. Policy Variables:

- Weights for individual items 'related to "quality"
of service, such as the target groups placed
9

'

- Percentage for budget allocatidn

- Performance standards (nitional average for
each performance measure)

The policy idei§hts and budget percentages establish the
-national priorities for ES output pirformance.

In its current form, the BPF can be emanagement tool .to'
be used for the purposes of diagnosis ancrpIanning. Jolt all
levels bf ES management:

8
.*
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- B2 Federal manattement to identify States with low.
performance in relation to other States.

1

- By State management,- to evaluate the State's a.
performance as a whole and .with respect-to each
performance measure and to evaluate and to
fpentify low-perforhinglocal-officee.

- B!tarea/district,tanagement - to identify local
offices or areas, with low perlormance.

---*
B. Causes for-Poer.Component Activity'

1

, I

The current version of the BPF can be applied at: the labor
area or local office' performance diagnosis to
provide 'a clue to poor component activlty., This is 'the
crucial final step in-use of the BPF as a mane ement tool,1
because services are delivered here, at the ca evie

not the State level. The causes of substandard performance
ban only be corrected here at the local level. Howeiler,
the current BPF has an important limitation becauie it
does not account for.local area labor market-and labor
force conditions beyond the control of the ES which May
have a sitInificant effect on (a) achievable output per-
formance 'levels; (b) the optimum mix-of.activitieS and
services and (d) unit costs:

Therefore, local area performance standards must be developed
fox types or classes of offices that may reasonably. be
believed to have'simi3ar conditions. Pot each such class,
goals for eacip of the output performance measures can be
established. Whether the 'goals should be the average
performance of the class or indicators of superior per-
formAncebf the class must yet be decided. To establish
an overall goal for,a State and State performance in
relation to goal (needed primarily. if not solely for
nationalbudgeting purposes) requires a procedure for
integrating the goals fot each class within the State
through a weighted summatipn process.

C. Guidelines for Analyzing Input'Activities

The guidelines for diagnosing and corre4ting pdor component
activity (the 3rd part of the standards) are described in
detail -in this 'Handbook see Chapters IV, V and VI).

Methods, including forms and analysis sheets, are provided
Wee Chapter VIII) to carry out meaburementa of actual activity
unit cost and to-rate the quality of each component activity.

9
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a

The guidelines assist in analyzing conponent a ctivitie4 at
the local level. This analysis provides the answers, ES
officials must have to plan changes that will'improVO
activities. The analysis will tell them:

k. Which activities are performed belt)* standardF
of, adeglate

2. 1WhiCh activities are costing (in terms of work
time) more than standard productivity rating.

3.
-o

Hothe utilization of resumes in the
cdinparei to offices of the samelt
high scores as measured by.thedtir

41i the next section.; Stati uses at several a
levels are described in more detail,,, .,

.

t1

office
40, achieve

4Wfb

49-
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k , Chapter II
,

USE dF THE 9PEFiFORMANCE STANDARDS- HANDBOOR.

kiho uses it, whytyhen'and where?
4

A. State Administrator--
4

,B. Area/Didtrict Manager

C. Local !mager

For purpose of diagnosis /planning.

A. State Administrator ,

State'AdministVatoruas respontibitity for and (4t ldait
some) control 6-(r&r 'performance and indeed should attempt,
to manage his.perlOrmange to makimize.his funding-allbca-
tic:9n; given, the policy'variabips.

a

r.

0
1 , d 41

1:"Evaluate-the, EPP for the State to ascertain' the -

measure'(s) on wh1Ch the State jfalls below Standard._
% . . .

. Evaluate -the performance.
,
of each type of local offibe;

.eoncentrating.on the measure(s)on whip the is.
below the st4ndard. ,. .

,
3. Identify specific local ogficesIalling below thestandaid.

0
M

'

A. Direct district/area. managers to conduct detailed
assessictent'or,performance, costs, efficiency and quality.

-,,,A. - . ° 61 .

B. Aria /District Manager
, 4

i 0 .

1, Ideneihes Local Offices'via output Performance standards.

- 9 . .0
m . ,, .

2. Assists in onsite measurement of resource& utiliZation.-''

3. Recommends improvement based on. detailed analysis us.ng
1 this Handbook. %

I C.° Local Manager
yr,

Local Managers willuse the Handbo6LizOtwo wayd: Fir0, as
'a diagnostic tool, aftir the State Administrator and Area/
District Manager-have identified this local' office as falling
below the standard based on the allocation formula. Second,
as a planning tool, preferably bianndally, o evaluate activity
-in the local office,in relation to standards of quality and
brcost.

1

1

40,
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-ChaO.ter III

.ACAL OFFICE TYPES

4....

. ,-- a

This Chapter will discuss the reasons for-e.typology, 's Use= ,
fulness, an outline. of Stow a typology may be-determined,- a%),
how a local office may determine its .own typis using trie4;
Handbook. .

0,.

. P./ :
1 .

ift

A. Why a Typing of Local 'Offices Is Meaningful
. .

. . . ..

One of the problems in the developmpntand!use of performance
standards id that guidelines appropriita'and effective in
One locale may, be unsuitakae in others..one

U

To the extent that LO's may be 2rouped a4 ths; basis.of
. charactgristics held in common, more relevant standards

canb*developed. This. is the objective' of making a
typology of local-offices: to allow for standard -- setting
that is more closely tied to lOcal 'abort market conditions

.
than standards based only on national averages,

"ter

B. Curient Status of Typology gesearch

.Currently ng valid typology for/labor areas or 'local offices
can be used. Howeyer,.as the research to develop performance
star dards is advanced the typology for grouping-labor .

Areas and offices into types will be created. Until that
is done this Handbook can only be used as a-self -ahalysis
tool .in which the ultimate measurements are compered to
internal standards thattheState or local managers Already
apply.

After the.standardi have bqen 4iablished thetypdlogy fot
each local office wild be determinqd by a simple.chart.that
will contain,;a1; SMSA-1.0 and the type of labor area: for.
offices outside of the SMSA's a single type will apply'. ,.The

, .exact breakdown and the list itself will, of course, only
be available after-that research has been completed. The
reader is referred to Volume 3 of the Fri.:al ..Report of .the
project for more details about th, research plin.

'12
6-;
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Chapter IVt -

.. ,?ERFORMANCE STANDARDS 'OR EACH .ACTIVITY
4'

"c,--._.The' activities tobe described in this araiter will be applicable
to local ofOced of alit, types. They will-pertain to the
3endividtal 'activities.- the basic -builcling 'blocks of the se Tides .
perf6pied by tha ES. . f.--

v' - .. . .4 /-
_.In "Setion A, each activity will by described in general' terms;

'key fiittorsyrefle6ting the quality of.pertokmance of the
activity will be detailedb tke quantitative "unkt of measure
for 0aqh taati*,ity will be lfsted; the Seivice percent formula,
for each activity will be specitiedi and finally,' other .

, ; quantitative measures .for OelecCed activities Agin be,defined.
V.

In Section Bo tables" reflecting t'he'frotandards, or numbers. to:
be used for etoroparison wil.l.'be,,presented. Currentlyv, a. sample

. only of such tables is presented3, with the actual..tab7lei to be
described after the larger survey-.*".-Tables will be .okoalnized:
by Type of Local Office- or labor area, and contai4, --foe each.

. activity, the followings pOrcent of resottreeS.(N0porer);
standard cost in minutes for producing one unit-at an adequate

) .,guality.rating; standard service-4 a5ercent; nd:st t-andard other e
, quantrative ;tweet:Yes, cif aplicable., f

,
I

S..j A ,A. 0 .. Ce.&, In the nwit callpter of the Ranabo0x, chaptez.V, detailed pro;"-
cedures .will be presented for making. xneabiireittents in the local D ,

office foe each actii iy and' four d 'se fining the nuier of -,bnits
produced 'and the cost for .tliat-i; c ion; the cost. p44' onit.
w441.1 then be (icompared to the sten ed. f .. '11..'

-$

. -, , .
4 , ,,'

cill
, . 0 .,
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A4= Activity Descriptions'

'INDEX.

Activity # 1.. . . . Reception.
.

. Appiication Taking

..Referral Interviewing

2 . . .

0 3 . . .

4 . . .

. . .

6 . . .

7

8 .

° \ 9

Job Development

. Job Information Service (JIS) 4

. iefekral Control

.. Referral Result Vqrificati A/Order Validation

. Counseling

. Yesting,

. . . FIle\Seiell and Call -In

11 .

12 . . .

13

tl

. Order Taktill

. Employer SerVices

I Community SerVices

4

A A

14 .

i. 8 -

4

;
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ACTIVITY Reception

a) General.Description

Other
(U. I. wrong , APP ion

Agency) ,`Faking

To .

Referral
Interviewing

a

To XIS
To Counseling

To Testing

"The fuhctions of the Intake and Receptio unit include
reception, orientationand monitoring of t self appli-
cation and referral processes. The recepti n funCtion
requires that each applicant receive servic 'promptly,
that.app4cant needs be accurately recognized, and that
the applitetIt be. directed tct.the appropriate. area or
staff member. The receptionists must be able to interview
callers rapidly aftd tactfully, be adaptablelto.new
operations ancle able toy relate well.to.applicantso, In
addition, they must be perceptive and knowledgeable about
jobs, office organization, resources and objectives of
the employment service, and.have alcnoWidge of community'
resources. While trainees, preprofesSionalsor clerical
staff-may be assigned to this complex operation,, they
must be carefully selected and well trained. This train-..
in4 should be provided.in a primal class room setting as
well as'on-the-jobt and consist of the same basiq
instruction provided members 61 the professional staff."*

b) Key Quality' Factors
, .

orteceptionislocatew1 traffic can be eas4 where y controlled.
. .

b . .ReceptiOn area is welcomin4 and pleasant.

Where the location of other areas is not o vious, the reception
- area haS clear signs with simple words'indi ating where to

proceed to other-sections° of.,the.office

4, Reception area is supplied with ES pamphlets.

*Placement Operatione.,Handbook

%
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"-yew applicants receive an orientation (e.g., from person
at reoeption, from film strips, etc.) which covers:

- JIS
- Job SearchLibrary
- Other-services provided by ES
- Veteran's preference policy
UI claims possibilities

--Current labor market. information

Wait:times are uct greater than minutes unless exceptional----
circumstances occur.

'AppliQants'who cannot be served immediately are informed
-of .delays and are given a reasonable estimate of wait time.

The,reception desk is attended at all times.

Receptionist

- Welcomes e applicant in a' friendly way.

ti

- Determined if the applicant has an appointment ana if so
. notifies the appropriate staff member. ,

- Sight verifies self-application forms for completeness
and correctness.

- Screens the applicant for needlof special services or
employability development. If job ready, JIS could be
suggested.

- Insures. that waiting applicants are called on an equitable
first in, first served basis.

'- Aleits interviewers to special' situations and writes
notes for the interviewer if necessary: y-.

-I

to`
,,

-- Has a method for locating the appliCation car4s for pre-
viously registefed applicants Who know their SSN.

.

Quantitative Unit

Ngmber of individuals received.

d) .service percent

Total Traffic
Total Unemploment in the Labor Area

4,

16
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ACTIVITY p2: Application Taking
4

a) General Description
0

Reception

APP47
cation' -110, To JIS

for"'

e.?

To
ReferhI

xntervicler

Application takers perform the following functions:

Decide whether a full or. partial application shOUld be
taken.

Assist applicants having difficulty with the self-
application process:

Check the data enteeed by the appliCant.

Complete the forms entering those items not fii14d out
by the applicant.

a "

.

a
I

, \
If a full application is being taken, review the%applicant
work history and other qualifications (as describe4 by .

the application card and ag elicited froM the applicant
during the course of discussion. Then determi*
one or more occupational titles and corresOonding DOT codes,
and enter these titles and codes on the application .card.

Make an evaluation of the applicant-and the job #eadiness
of the applicant._Then determine the next approirlate
activity for the applicant (e.g. Job Referral Interviewing,
Job InforMation,etc.).

. .

..,. ,
..

b) Key Quhlity Factors n
i

1

Partial applications may be taken on:

- New applichnts who are referred to a job from the JIS.

-t Youths seeking only summer employment.

- Transients.

- Casual labor workers,

..



`DomesticDomestic dayworkdrs.

- Applicants referred to a 'job opening on their first
visit to a total office.

A- Persons visiting the Loca 0f ice only for testtilq on
a Specific, Aptitude Test,Battery.

%

-Applicants on temporary layoff with apparent job -

° attaament.

Complete applicationi are taken on:

- Veterans,

- Disadvantaged.

Handicapped.

- Applicants, who need additional
served the same. day.

- Applicanitivith skills usually
,there are no cuikent openings.

services but cannot be

in demand for which

The self-applicaiion method is used when tee a6plicant./
.

is capable.
i -

- Visual aids are used to instruct applicants' on completing
the forms. (These should preferably be large, wala-
mounted copies and/or examples of filled out forms
given to applicants at intake.)

)
4 Facilities are available fox the self7application process

. (convenient deskskfgood light, pdns, etc.).

Systematic review, at least on g sample basis, is
conducted on both full and partial applications,to indure
maintenance of adequate quality.

c) Quantitative Unit

Number of applications (partial andpmplete).

d) Service Percent.
tr.

New Applicants + Renewals
,Total Traffic-
.

e) Quantitative Measures

-New Applicants + Renewals
Total Unemployment in the Labor Area

18
-12_



P

r

ACTIVITY #3: Referral, Interviewing

)-

. Reception
via Walk-In/Call 41/Fifi

AppliCation Taking Search

0.

I

/-

'Jab Referral
Development

a) 'General Description
Action

No
Control -As

Employer

Counseling

Testing

JIS

Potential Job,
Trainin. Supportive
Service

Referral interviewing includes interviewipg an applicant
4.% for referral to a job, a training opporturp.ty, or4

suppbrtiA service; referring the applicanVzto a job,
opening, or. if no opportunity exists (no ppropriate
open orders)., performing job development. The interviewer
analyzes the applicant's work experiendef.training,
interests, and requirements; andsearcheli open order lists
to find a suitable open order. The interviewer also does
job modification to try to lit job.tb applicant, oii appli-
cant to job.

In non-Job Bank areas, the interviewer cheCks the efe'ral
status either by adbessin4 the original order or b
contacting the person or unit holding the order.

,In Dink areas the interviewer calls referral control
and determines if the order is still open.

Once it'has been established .that 'the job (training or
service) is available and' all, requirements of the order \
have been met, the, employer' }nay be called and, if the ord'ar
is valid, an interview is arranged. The applicant is
prodided with a referral card showin4 the employer's
name, address, phone number and person to contact, and
is sent to the employer.

b) Key Quality Factors .c

Job orders .and>or microfiche readers or other displays
are easy to.'read andare easily accessible.

When no'appropriate lob openings are found for job-ready
applicants, especially veterans,.job modification and
job development is attempted with/for the applicant.

The referred applicant is prepared by the referral inter-
viewer for subsequent empl..%er interview by advising him/her
of the arrangements made wi '1 the employer, discussing the
applicants course of action.

19
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r

.** Applicants are given a referral slip as introduction to
the employer.

. .

Itthe joI orderd.ndicates "call first", the referral
'interviewer checks with the employer before referring
'the applicant selected,' to make sure the job is still
open ejad that requirements have not changed.

'Important changes are reported immediately..

The referral interviewer encourages the applicant to'.
telephone him/her if there are any problems or questions.

A referral interview takes place in ab-area which is
well-lit, free of noise, and has des1c well-spaced
(or partitioned). ,

Interviewer's, when relevant, inform the applicant of
the possibility of UI benefits..

Ap011dants report satisfaction with the 'referral inter -
vrewer procesi.in.coppleting survey questions. At A
least' % of the applicants surveyed are satisfied.

When part of a Job Bank:

e
4 The following materials are used in interviewing:

- Lists of open orderb - Indexes of open orders
- Lists of new orders, - Indexes of hew ()biers

- Lists of clearance

Interviewer re-calls referral control if applicant changes .

:Rind after referral is cleared by referral control.

e. Onec'alls to referral control, established proCedures and
fixed dialogue ate used to speed up the process.

4

- The period of dialogue. should average up more than 30
seconds per referral. . 4'

Each referral interviewer receives referral results daily
for ,the purpose of self-monitoring.

, The referral interviewer supervispr also receives the
referral results to effective* monitor operations.

Referral cards' are sent to data processing.at the end
of day. 6

20
p.
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14,

6Job Bankl.istinger'prrive bn time.

1 Job Bank order list per interviewer.

At least 90% of job openings are filled from using the
open

t

order Job Bank disklays.

c) Quantitative, Units

Number 6f appliCants interviewed.

d) Service Percent

Referral Intdrvrewi -

Total Traffic'' V .

, ../ 44 . 4

e) Quantitative Measures

Individuals Referred
Newl'Apps Renewals
(SVC. to Indiv....YTD)

Number f Referrals
.Total N*Iber of Job Placements.

1,*

21

5-

.

tt

4 $*

mr



R..

ACTIVITY 04: Job Development

Job.DevelOpment
Referal I terviewing

.

Job
Development

Referral .

General Description Control

Potential Job,
Training

.The process of developing a job or training opportunity

( .
for an individual applicant, when no stitable ppen grder

....had been fouftd for that applicant. ,

.

b) ,Key Quality. Factors

4 .Thesstaff has received t raining in job developMent'techniques.

All interviewers use employer information such as:

- iJob search information in the JIS

- Order files (both open and closed orders)

--Record of Employer dontacts*

- Work history section of application cards

- Newspaper advertisements

- Trade and professional periodicals

Specialized directories* as well as telephone

- Job opportunity studies

- Area skill studies

Each job development contact is carefully noted on a Record
of Employer ContactsForm and on the Application Card.

*Job development is used after available openings are
reviewed with the applicant.

c) Quantitative Unit

Number of job development attempts.

d) Service Percent

'Job Development Attempts
Referral Interviews

*These information sources,are of prime importance.

-16-
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4: Ouantitative Measures

M
Job Development' Contacts

()eNew Applicants +-Renewals

Job Development Contacts
Placements as a result of Job Development

4

O

4:

0

-17-
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ACtIVITY #51 Job Information Service (JIi )

Reception

Applicants...

Interviewpr
(J/S)

,2,I* Job markei -

Application Taking -

Referral Interviewing

a). general Description

The Job Infgrmation Service (JIS) is that part of a Job Information
D4rliVery System (JIDS)- that provides computerizet listilgs

. -designed for use on a self service basis by j eekers.
of all jobs available Employment Service, and is

Labor Market Information 42413

. . .;

b) Key uaIity.Factors

Job Bank Listings of open orders are current and, sequenced in
several-ways. At least one listing is available. The
following are some recopmended sequencess.-

- Alpha by occupational title-.

4
,-'Alpha by location.

- Alpha' by occupational title and salary

Listings are easy to read and without abbreviation.--

Inaddition to listings of available openings, -there are
materials.containing.job search leads.

There are, enough displays so that applicants have little or
nd waiting time. dr

-"Schools and community agencies are, encouraged to arrange for
receipt of job listings for ue4 at their own facilities..
They are alsd encouraged to bring students and clients for
visits to the JIS facility at the LocAl.Office.

JIS monitors are trained to ascertain whether or not
applicants requesting referrals to openings are qualified
for the openings.

There is'an attempt to direct a'plicants who have had
multiple referrals from the JIS without placement-to.a
referral interviewer.

.9

24
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The physical layout is pleksant and convenient:
.

- Acceisible

- Place to sj't clown

-. Read Znd write

Well lighted

Applicant'id satisfied with JIS

.- Would return to uses.,

1iround material wanted.

Staff is available to answer westions.
-0 .

c) Quantitative Uhit

Not:-.relevant for this activity.,

d) ' Service Percent,

Referral Interviews from JIS
Referral Interviews

t

0

-19-*
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. .4ACTIVITY 06: ReferrAl'Cohtrol Job Order Taking

A

a) General Description

.11.r 'Job Development

Index*

. Referral
interviewing.

Cou.lseling

It is the prOcess of managing the number. of referrals made by
'keeping accurate records and accurate counts of referrals.
In,Job Ipanks, referral control .staff records important changes
on the contvl docuMent. :'. :

e

b) Key Quality Factors

In Job Bank Areas
t. ;-,.

The superv/Sor 'periodically evaluates postings for legibility
and accuracy. .

.0.
.

When orders are in referred status, ",one-over" referrals are
made'for veterans;

. .

., . . 1 e

. If' more than 100 referralb are approved per day, then more
than one individual works on referral, control, and each is
responsible fo-different sections of gpen Orders.

.
4

'./''s When referral control staff speaks on the telephone with
referral interviewers, established procedures and fixed-
dialogue are used.

.
. .

.. .

--Nf'e period:of q.alogue is no more than 30 seconds per
referral. ,' ¢

-.

\ Forms are used .0 control changes to job order status.
4g)

The number of telephone lines is sufficient to handle peak
hour-dalls to referral control without causing more than
one out of ten calls to encounter a busy signal:

Key' changes, (r.e., wage s, job address, etc..).tre- recorded
promptly by referral control and interviewers who request
referrals on these Changed orders are informed of the new
data.

O

-20r
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a

-. . .- .
.. .

o Control procedures exist for 'documents sent to data
processinfieArid received from data 'processing.

..
Periodic audits of interyiewer, numbers, (station -desk)
are 'made tor referrals and comparispn is made between the
station and desk of the interviewer making t e referral
and the ES- Applifant Referral form filed but 1;:,
the int rvieizer.. ,. .-' .T4,

.

. e
In. non -Jo Bank Areas:

When a referral is made, ,the -referral is posted to the
original order (or the order-holding 'person is, called
to post the referial).

c) Quantitative Unit

Number of requests for teferrals from Interviewers and
counselors.

d) SerNice' Percent
,

Job" Referrals.
Referral Requests

-1)

S

1

a

O

0

r
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#7: Referral Result Verification/OrderACTIVITY #7. rRfon/Order Validation

' ,
Open Aged

. ' .-
.

Referrals ers

a," General Description
,

. . .

Verification/validation includes,, both telephone verification
of referral rekults (except-those for which results have

en received with the .referral or by "mailer" procedures)
d telephone validatioq of the statuft.of aged orders.

he verified referral res4lts and the changes in the status
of -aged orders' are. entered on appropriately coded forms and

, passed on to ADP to enable maintenance of accurate status
1,:? information on, each job order.

1
Referral
Result

verification/
Order

validatiori

Referral ksader Status

Results Changes

b) -Key Quality Factors (

The percentage of unverified referrals is less than %.

'Peesons doing Verification have complete records of the--
employer's job orders and associated referral transactions.
Telephone numbers are readily.available.

Persons doing verification have knowledge of local office
junctions (for answering questions the employer-may have)-

Referral, veri fication by telephone takes place within 24 hours
of the date of appointment (except where specifically scheduled
otherwise to fit the hiring practices or procedureb of
individual employers).

Referrals on mandatory listing orders are verified yin
24 h

Referral veriiction by mail is used, forms are returned

.0-

within 72 hours.
.

Verification staff contact ES employer representatives and
inform them of significant information concerning contacted
employers.

-22-
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Employers are contacted weekly regarding
4

- Aged orders

- Orders other than in open status.

- Orders containing unverified referials

Vefification and validation calls to each employer are
coordinated to minimize the number of calls to the employer.

Procedures are in effect and followed for the dissemination
of referral results, order changes and order status changes
from those obtaining such information to those - responsible
.for the affected order or applicant.

'
When part of "a Job Bank

Referral verification is performed by staff specifically
trained and assigned to Shis task. Referral interviewers
and counselors verify ta results of referrals only in
exceptional cases.

, .

At the time orderi enter into referred .status, employers
are contacted to.determine if they will accept more referrals.

c) Quantitative Unit
t

.

Jo Number of 'results verified and orders ,validated.

d) Service Percent
.

-Verified Percent
+ Validated Orders
Openings Received

29
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ACTIVITY #8: Counseling

Counseling
Reception 41-10. Testing

(Appointment Only) Referraljnter ewing
Potential Job .,!raining or

v Supportive Services

la) General Description,

Referral Control (Job
Sank only)

Job De'velopment

Vocational counseling services are given to an applicant
when the applicant has a problem that interferes with
placement, traj.ning, or supportive service activity.

Vocational counseling includes all time spent on the following
taiks:

Counseling individuals (including job modification and
job development).

- Recording interviews.

- Reviewing and analyzing information on counseling cases.

- Interpreting test results.

Arranging for and referring to supportive services that
are necessary to assure implementation of the employability
development play:.

Using follow-up inquiries 'determine the progreis made
by counseleesAn achievin their planned objectives.

b) Key Quality Factors

assignedAn applicant requiring several sessions is as case-
load to an individual counselor.

When counselors send the applicant to testing they:

- :inform the applicant cif .the reasons for testing.

- Give and explain appropriate booklets to the applidants.
(;'Doing Your Best On Aptitude Tbsts", etc.)

If it is determined during a counseling, session that an
\applicant is job-ready, the applicant receives referral'
'interviewing on the same day.

Counselors have a background in education and/or
I

ps*hology".
and have at least the State's minimum required on-the-job
training.'

-24-
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The counselor does the fbllowingfor'the applicants

- Develops a.statement of the applicant's problem.

- Analyzes the applicdnti.s record.

- Uses diagnostic instruments such as aptitude tests,
interest inventories, and "worker trait aptitudes".

Evaluates nd'determines the various possible course-of-
..action optiong.

1- Develops a plan of action.

The counselor has knowledge bf the following:

- Intra-agency and inter-agency resources and how to apply
them to serve the applicant.

- General labor market conditions.

- Spetifics-of local training opportunities.

A counseling file separate from the regular application
file is set up for every applicant who has bees} counseled.

Counselors are encouraged. to belong to professional organizations
and read. professional publications.

0

Individual counseling takes place in a closed room [or at least
in an area with visual' blocking for privacy) 6between one
counselor and one counselee.

Counselors keep information files `with up-to-date pam phlets
to give to applicants. .

e. Counseling schedules ardABaintained. so that applicants have
.little or no wait. The counseling schedules allow for
non-scheduled interviews.

The applicant feels that the counselor has helped him in his
search for a job or training.

c) Quantitative Unit .

Number of applicants counseled.

d) Service Percent
ft

. Individuals Counseled
New Applicants +,Renewals

e) Quantitative Measuces

Total No. of Counsitl ing Interviews.
Total Nb. of Indio uals Counseled.

-.
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ACTIVITY #9: Tenting

ti

Reception -

(Appointmen
Only)

t

a) General'Description

Counseling

Referral Interviewinq
On available space and
test performed basis)

*Testing includes all time, spent in scheduling,' administering,
monitoring, and scoring tests or work sample exercises,
preparing reports of test results or unit activity, and
maintaining related files. 'Also includes time spent advising
ES staff as well as employers on tests, testing techniques
and related matters.

b) -Key\Quality Factors

When applicable/ a sign is posted in test areas indicating
that testing is in progress.

Room is reserved for testing, with sepa5Ate space'for desk
tests and for typing tests.

14.

Testing areas are free from noise /no telephones) and.traffi6.

Testing areas are well-lighted and 10011-ventilated.

Testers receive training-for tests they have responsiLility
for administering.

Test bobklets are inspected prior to-each testing sessiotre

'6 Test materials and manuals_ for thair administration are kept
4p-to-rdate, test booklets are clean typewriters and.Other
testing equipment'and accessories are in good condition.

.
. . .

Test and instructional materials:such as test forms, test
bOoklets, and scoring keys are stored in a locked roots, file,
or cabinet. e

ra. ,

'rests are administered in, languages other than Eng ,1ish cif- -V-

aPPlicable. ic.

. ,
. _

At least annually, an inventory of restricted test '.material
is,taken:

*Time Distribution System - Code:513

-26-
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a

Up-to-date research reports op the development of specific
tests (how developed/sample population/Rrocedures) are
available to staff and. to employers on- request. (Equal
Employment Opportunity Commission, Office of Federal

oContract Compliance)

The test administrator explains the purpose of the tes: to
the applicants..

45 test is cancelled.once.weapplicant arrives.

SATB-tests are given to the applicant in time.for the .%
results to be used in selection for the job for which he

. was tested.,

Test.administrators provide individual attention and
continuous proctoring during testing sessions, and time
limits are observed.

p InstructiOns aie read verbatim.(including apparatus tests).,

Test administrators give general aid to the applicants in
practice sessions, walking around the room to check practice
gliestioni. (Particularly essential in NATB and BOLT testing.)

A proper maximum ratio of test administrator to examinees is
maintained:

- 1 test-dministrptor to 10 examinees for BOLT and GATB
paper and peitcil tests.

,- 1 test administrator to 6 examinees for NATB tests.

- 1 test administrator to 5 examinees for ap

Scoring, conversion of tests, and recording
done twice, preferabty by two individuals.

e-

Tes-t papers are retained for at least'l year,
who are 40 or more but less than 65 years of
regulation)

.

Test record cards *containing test results and date(s) of
test(s) for an appilicant areretained for 3 years. (National
' office policy)

atus tests.

of results are

for applicants
age. (Federal.

c) Quantitative Unit

Number of applicants tested.

d) Service Percent

Individuals Tested
Total Traffic

9
33
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e) Quantitative Measures \
4.

Individuals Tested
New Applicant5A Renewals
(SVC. to Indiv...YTD) \

Individuals Tested on GATE
Individuals Counseled
(SVC. to Indiv...YTD)

Individuals Tested on SATS
Individuals Referred
(SVC. to Indiv....YTD)

p.
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ACT/MY '910: Pileftleatch and Call-In

Net/ or Active Applicant
o Revised With No Recent

J11, ',curs Service 1'

'Referral Subsequent
Interviews Applicant

Interviews

a) Gbneral Dedieription
Y.

Pile searchlconsists of either locating those applicants who
may be' qualified for referral .to openings newly listed (or
revised) With the Employment Service or else locating those
applicants, in the adtfve file for whom no recent service has
been performed. In both cases, the applicant cards are
reviewed to determine York experience, training, intetests,
and needs.

b) Key QualityPactor,,

The file of active registration cards id re iewed at
least Once each month; the cards for illactiv applications

te-- are removed.

( Pile search on behalf of new or revised openings.

.

Veterans applications are Searched first.

- Telephone is uSed to contact the applicant.

- .If applicant cannotdb reached at the first telephone
. number, the caller a mpts to obtain-an alternate
phone number (s) 'whereAhd applicant can be reached
and then follows thrdh and calls'the other number.

- If the applicant cannot be reached by, telephone, an
attempt is made to reSch..111.m through the mail.

- If telegram or mail is used to contact the applicant,
a foim letter is sent stressing that the applicant is
bung considered for referral -to a specific job and
should Promptly contact th4 local office.

.

- Direct telephone referrals
as a policy of the office..
for professional, service,

-29-

are made, when applicable,
Multi-referrals are made
and industrial Openings.
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c)

a

. .1 a

- Call-in contacts are made' after business hours
applicant cannot be reached during the day.

File search on behalf of applicants whoohavp not
service.

- Each interviewer is responsible for a portion
ctive file.

T lh e file'ks searched at least twice monthly.

- Those "applicants who have not received service during
the previous 30 days are mailed a, form letter requesting
an update of their employment status and/br interests.

- Those applicants who do not' respond. ithin 3 days of
such mailings are contacted by telephone.

when the

received

of the

The applicant's response or lade of response
the application card or Ifeferral record.

File search and call-in activities are coordinated and
scheduled so that application cards are absent from the
file for as brief a period as possible.

sra

is posted on

Quantitative Unit

Number of telephone calls made
plus number of. letters sent
plus number of telegrams sent

d) Service Percent

Call-In Attempts

(call -ink attempts)

No. of Individuals in Active File

A

36

4

I



ACTIVITY #11. Order Taking

0

Interviewer

Clearance. .;

`FSR/ERR

Job brder Forms to
ADP (Job ?Bank Only.)

- - 4 File Search

IndexRef. Cti. (JO Bank Only)

0

a) General' Description

Employerilob Orders are recorded on standard forms by the
order,taker. Most job orders will be received 61, telephone
and the inform9tion required for a complete and accurate
description of the openifig will be obtained by the order
taker during a brief telephone interchange with the employer.
(In some cases employers will keep blank job order forms and
mail completed\coples when they wish to see applicants.)
Other employer&smay' visit the Employment Service Local Office
and describe their needs directly to the order taker. A
complete, legible, and accurate description of each job
order is the objective of this activity.

Key Quality factors y,

o Job, orders truly reflect employers' occupational needs
and requirements with full information on job description,
compensation, hours, etc.

4

Job orders are legible, detailed (free-flow area), accurate,
and complete.

Order .takers have knowledge of Local Office functions.
Por ahswering questions the employer may have.)

Master orders or .eqUivalent (Employer Order History Book
and Employer Order History Index by Occupation) are
readily available and current.

Phone numbers for order taking are readily available
and employers have, no trouble completing calls.

. 1

'' There are written guidelines for order taking. (Especially
for using the free-flow area.)

v ,,

.

. There' is a written and well-undorgtbod'procedure for
dealing with.job orders that contain discriminatory or

I unnecessary qualifications, and job order takers advise
employers of the minimum wage, EEOC requirements, and
prevailing salary levels for openings tfiey seek to fill.

-31-
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The person taking the order is trained to:

- lead the employer through the job order form, so
txpnscription from rough notes to the finished form
is usually unnecessary.

- pass on signific6t information, requests, and
complaints from employers to the employer representative.

7 advise employers,pf unrealistic or unreasonable job
'requirements theY may have specified.

- inquire if employers may be waling to accept trainees
for an opening.

Control procedures exist to prevent loss of orders%

Order taking is not performed by those performing referral
interviewing. (Inapplicable for some very smallfLO'si.

When part of a Job Bank,,

Orders are submitted to data processing by close of
business each day.

Review the job order in Job Bank for errors When it
first appears.

c) Quantitative Unit

Number Of "regular" job orders.

Number of "short-order form" job orders taken (e.g.,
domestic day work or casual labor job orders).

d) Service Percent

Openings Received
total Employment in tire Labor Area

38
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ACTIVITY #12: Employer Services

a General Description

Esployer
Services Job Order Taking

A .
. ,

Employer services and employer relations develOp and maintain
contacts with employerd, employer organizations and unions.
Personal, telephone, or mail contacts are used tb develop job
opportunities for all applicant groups or to promote accept-,.

. ance of or participatiori iri special manpower programs. .
.

Canvassing of employers for job ordefs i,p performed.
.

.

1
. .

.

O.
Employer technical services provides advice or.assistance
to the employer, community and other government agencies
irivthe identification, alleviation, or, resolution of man'ower
problems in work force selection, deirelopment, utilization,
and, stabilization. Employer services also provides assistance
on hiring policies;' job specifications and related material 1.

job analyses, job restructuring and upgrading studies.
,

identification of training' and testing needs; Jabot marked`
information; and interpretation of manpower technical
services. Employers in the area are aware of their repre -:
sentative for contact purposes.

. .

b) Key Quality Factors

Employer representatives are assigned specific employers.

0 Employer visit information is written up immediately after
the visit in complete detail and made available for debriefing
sessions without delay.

4

Em140yer representatives brief supervisors on current
reOirements and problems found on visits to employers; and
share employer information with job order takers and result
verification staff members. Other staff, such as interviewer ,s,
are informed via debriefing sessions after visits, issuance'
of weekly staff bulletins, maintenance off bulletin boards,
etc. throughout the area covered.

A current overall, lan of action exists for the emplOyer
contact program which dofincs the approach and techniques
to be used and numbers of employers to be reached. .q"

3 19
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64'

PDX each sizable employer, there is an individualized file
with adequatecinformation and a plan based on resouiZes
available to this facility, needs of the particular employer,
etc.

4.14'

A comprehensive dnd current tickler file for scheduling
visits exists, and employers are contacted regularity.
ViBits are scheduled so that there is adequate lead-time
between the scheduling of one visit dnd the'actual
date itself.

Illegal, discriminatory or problem-causing emploYer pradtices
and special needs.of employers are'identified.

Steps are taken to insure that all covered Federal
vontractoes regularly list all openings with the ES.

Where JokBank.existi,' reports,such-4s the following are
. used:

Closed Order Summary

- Order VeriTication ,."

- Applicant Hiring Patterns
, .

- Applicant Characteriltics and Referral Results Analysis

EmployerOrder,History Book
.

- Employer Order History Index by Occupation
4

1 .

Current comprehensive employer information is.available. .

(This includes master files for active and inactive employers
indexed by employer game.) .

p

A program to ,owinvass employers for job openings is currently
and actively part of the.oVerall prograM:

. ,
.

Employer representatives prepare for each employer visit bb
reading the employer'ts file, consulting appropriate, Job Bank
reports, etc. .

A

Referral interviewers and order takers have access to and
use employer representatives' employer files.

.
During the past year, new.steps have been takent-or .

innoVative approaches introduced to attract new accounts
or to get, current users'to submit additional job orders'
that cover fuller range oethroccupations in"which
they pnwildhemployment.

Current publications and _economic data. are avaaable't16 the
employer representatives for research to aid'theit employer
contact efforts:, ,.

. 4

. .
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what infbrmation they need to list openings.
Employers receive printed materials from ES

. _

Ekployers contact their employer representatives with
'relative ease.

' The employe* representatiNte who regularlycontacts an'
employer helps to reiolve employment problems 4 probl2=1
the employer may have with the,ES and also helps to
improve the services provided the employer by the ES.

4

-0 Employer representatives emphasize in, their visits to
employars the priority programs of interviewers.

c) Quantitative Unit';

i, Number employers Contacted (problem + regular)

.(1) Service Percent

1

ESR Problem Contacts,

4

1'

ESR Problem + Regular Contacts'

4

ea
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'ACTIVITY #13: Community Services

Community .
Services

a) General Description

Community services include the following component
activities:

- Stimulating community actions toward solving manpower
problems which hinder maximum development and use of .

human resources.

- Assisting in industrial and economic development of'
communities.

- Establishing a continuing and developmental working
relationship with community action groups,, Job Corps,
educational institutions, vocational rehabilitation,
and Other,community agencies or groups.

- Presentinginfarmation,or proposing manpower actions
to employer, union, educational or governmental bodies,
or other groUps (including time devoted ho developing
manpower training proposals).

-.Pafticipating in local civic functions, organizations,
and clubs to promote the policies and objectives of
the Employment Service within the'cbmmunity.

- Disseminating of labor and economic information by radio,
teleyision, mail, or in person to individuals or gibups
within a commu on matters regarding the Employment'
Service.

b) Key Quality Factors
°

Regular radio and television announcements and bulletins.

Regular newspaper advertisements.

Labor and economicinformation mailings.

Personal presentations to groups, of ES programs and
labor and economic information,

,,.

- ES representation on the local Manpower Council.

. Train government, social agency and community agency Z
f

pers in ES programs and operations.

Receiving and accepting speaking requests from the community, ,.:

-z.

and holding membership in community organizations.

-36 4 2



A working relationship exists with local unions.

A 11e of Optic relations materia useful in answering
community questions about-the Employment Service is
maintained current.

c) Quantitative Unit

Not relevant for this activity.

d) Service Percent

Not relevant for this activity.

-'1-4

ti

1.
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B. Input Standards Apr Component Activities of the
Placement Process

The table on the following page is an example of how input
standards for a certain type of area will be displayed.
After the larger burvey, a table suoh%as this will be
developed for each type of area.

I

44
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INPUT STANDARDS FOR CQMPONENT ACTIVITIES OF TEE PLACEMENT PRWESS

TYPE** Standards

.
garb

C.711

to

Activit

Table IV -2. Example of Quantitative. Input Standards
.

Unit Costs Resource Use
Minutes per Percent of
Unit (MAUI Total Resource

Service
Percents.

Quantitative, ,

Measures of
Component ActIvit-

Average 3.0

1.0
4.5 '5.0

RE Reception, Rance* 0.5 1.0

Average 11.5 0.2 44 0.025
AZ Application Taking - 17.71i1F7r- . 1.5 1.0 10 .010

Avera9a 36.3 2.1 42.5 2

CO Counselling tIr* -1176" 1.5 10 0.5 , .

Atti:age 12.1 2.5 7.0 . 0.007 0.15/0.050
TE Tet:tin range* 1.0 0.5 2,0 0.00 0.05/ 0.005

'Average 10.1 9.8 60 "0740 4/
Ri Referrel'Intervieisng Range* .i.0 1.0 15 0.05/ 0.5

Average .3 7.1 56.0
FC -Filo Seirch/Call-In Penge* 1.1 1.2 20

Average 4.8 1.5 15
JI Joh Information Service ange* 0.5 0.7

-
.- Averee 13.4 '1,9 1. .

01_ Or4er Taking Range* 0.7 O.2.0 s
1.3 4.3 180 %

Re Referral Central Pangs -...........j 0.5 0.5 40
Mere e 1.7 2.0 385

VV Verification/Validation Raae4* 0.2 0.2 70

Avarlgs
---

103.1 6.2 ,30
-----

ES Employer Service nmee* 30.0 1.0 5
Avartqa 4.0

CS Community Service Range* NA 2.0 - NA

AP Average 5.9 I, 2.7 50.0 0.2 0.50
JD Job Development Range* 1.0 . 1.0 11 -N.0.45 0.05

Range is equal to the average plus or minus"bee standard deviation.
** See table on page for listing of Types-by SMSA's,

4
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Chapter V

kETH0DS Flit MEASURING _ACTIVITIES IN THE LOCAL OFFICE

A. Dibcussion of Methods .

This chapter willIetail the methods and procedures tc
measure the 'activities-in the lqcal office, regardless
of local office typei In Chapter*rV each activity is
described, then broken down into *ey quality factors and
into quantitative units. InAhrsichapter, methods to
accomplish the following will be described:

a) Measurement of the quality pf an activity, using
key quality factors.

b) DeterminatiOn of the cost of each activity, using
activity Level ana t

- Activity le'vel will be measured in quantitative units.

- Activity time will be measured in minutes.

After these measurements have been made, the local office
will be. ready to- compare its performance with the. performance
standards for eachvactivity, and will be able to answer the
following questions:

Is this local office performing each activity
adequately?

- In this local Jetice, does it cost too much to
perform eaeh activity' adequately?.

The general philosophy to be *followed in the'dollection of
ata.fOr these measurements is:

- Use data from existing ES systems when possible.
. 1

Collect data from lodal office staff, from recipients
of ES services, and from selected .empi33yers using the
ES. Keep the collection workload at a minimum for
local office staff..

- Keep costs of measurement as low as possible; the
computer will not.be used for measuring or evaluating
in the local office and existing automated systems
will not be affected.by these methods of measurement.

46
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Measures of quality; quantity and time willbe derived from
combinations of data sources:

a) QutIkty - questionnaires for local office staff, for
recipients of ES services, and for selected employers
using ES.

b) Quantity - forms for local office staff,'for
recipients'of ES,services. .

c) Time - time ladders for'local office staff.

o Data will be collected during one 5 -day work week in the
local office.' It is suggested that. measurements be taken
at least twice during the year and preferably'at.quarterly
intervals. The following is a chart outlining the data
collection.

B. Procedures and/Forms for the Survey Week

1. Overview

a. General

The object ofthis section. of the Handbook is to enable
local personnel tb conduct a one-week survey of ES local
activity. The procedures and forms ate designed t9 be
applied ,at the local level by local personnel without
requiring special outside assistance. Hoveyer, when a.
particular local situation or circumstance4ppears to

( present a problem, state office or regionoffice.
. specialists who have had prior experience.*.th the

execution of the survey week canprovide Olwable
lksistance in overcoming an obstacle.

Thi ection (B) describes the specific preparations,
proce res, and forms required for the survey.

This performance standards survey is initially being
used to get a statistically significant sample of data
on the conduct of local office activities so that .

accurate standards can be established for each of the
local office types or classes. Once standards are
established, the same\survey can be used as a diagnostic
tool, allowing a loco office to compare itself against
standards. This will provide clues for diagnosing the
causes of poor performance and aid in developing plans
for corrective action.

'Y7



The local office .which carries out a survey of its own
operations as.part of the program of initially establish -
i4g perforbance standards can also use those sury y
results to review and analyze irrown operation.

b. Local Office and Central Office Activities

Although performance standards can be applied to the
local office, there are some activities, significa' tly
affecting local office operation, that may be cars ed .

out at a central office.

For example,"in an area serviced by a Job Bank, Jo
order taking, referral control, referral result
verification, and job order status validation woul
all be centralized. Another example of centra)4zed
activity occurs when employer service and testing
activities are handled for a small local office at
central office location. In these cases, some sury
activity in the central office is. required to cover
all of the activities.

2. Personnel Involved, Their Roles and.Responsibiliti

a. Local Office Manager

These are the functions and responsibilities of the
local office managers:

y

i. Confirm the time chosen as a time of
representative activity.

ii. Select the survey week codrdinatOr.

iii. Complete Local Office Manager Pre-Test Form,
which is the most comprehensive of the staff
survey pre-test forms.

iv. Support the survey week coordinator with the'
necessary resources and authority. r

m.

v.' Explain the importance and .utility of the surey
to the supervisors and staff. .

vi. Participate in the analysis and interpretatin
of the survey results. .

. -42-
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b. Survey Week Coordinator .

-00

One individual should have responsibility for coordinating
all of the survey activities. An experienced staff
member (frequently the assistant 16cal,office.manager)
keen fill this role. The coordinator's duties and
responsibilities will include the following tasks:

i. Review this Handbook, with particular carefor
all of the Chapter V forms, chartst'and procedures.

ii. Oversee the orientation by each supervisor.of
his or her staff on the study week objectives
and purpose, and introduce the staff and
applicant questionnaires.

iii. Oversee the instruction by each supervisor of
his or her staff in the use of time ladders.

iv. Arrange for a day of dry-run usage of the time
. ladders.

v. Assurel daily distribution and collection of
time ladders,with suitable controls to see

ti that complete sets of filled-out forms are'
acquired, even for..those who are absent.

.

vi. Oversee distribution of the proper quantities
of applicant forms at proper places during the
study week, and collection of the forms. (See
Applicant Form Distribution Chart.)

vii. Do a spot check review of the time ladders to
insure that the staff has an accurate under-

14; standing of them. This is particularly important
for the dry-run day and for the first day or two
of the study week.

viii. Assure prdper distribution and collection of the
staff questionnaires. Assist each supervisor in
determining who should receive which forms,
establish a control list, and monitor receipt of
all staff pre-test forms. Also spot-check these
forms to be sure that the questions are understood.

ix. Arrange distribution of employer questionnaires.
Devise some satisfactory random selection means
for picking current employers. (See Section Se
for a sample letter to employers.)

4
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x. When using the.Handbook as a self-evaluation ,\
tool, the coordinator must supervisethe work
of tallying, computing, and converting the
information collected duri4g the surfty.
Procedures and forms for presenting the data
at each stage in this procest are described in
Chapter V of this Handbook.

Note that the coordinator (or a central office
alternate) must also carry out ,some of these,
tasks in the central office so.that central

.office supervisors and staff receive adequate
orientation, monitoring and advice on their
survey week tasks and responsibilities.

c. Supervisors
4\

Each' supervisor should orient staff members on the use
of the time ladders and questionnaires. This should
be done as soon as possible after his or her own -%
orientation by the survey week coordinator. This
orientation should include the following:

1. Survey week objectives and purpose.

ii. Time ladder usage.

iii. Staff pre-test form allocation and responses,

iv. Applicant form distribution and usage (only 4
0

for supervisors of referral interviewing,
counseling, testing, and JIS).

During the survey-week, supervisors should spot -check
to be sure no misunderstandings are causing' errors.

d. Staff Members

Each staff member must:

i. Fill out time ladders for each day of the survey
0 week. This must include all staff members. Any

person filling out the seartaard time distribution
form must also fill out a time ladder for each
day of the survey week.

ii. Fill out staff pre-test toms. The coordinator
determines who fills out what pre-test forms..

iii. Encourage applicants to answer the applicant forms
and answer questions for applicants concerning the
applicant forms.

)

50
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f*"
3. SChedule

.;

PreparingPlanning and Preparing for the Survey

e.

i. Seiectsurviy week cooidinitor.

The coord ator studies the Handbook for lck-
ground mate al and for the detail of the
survey week ocedures (especially time ladder
usage) which 'st be presented to the supervisors.

iii. The coordinator verifies that the period of time
chosen for the survey is not a period of unusual
act.iltitp(This insures a true picture of the
operation.)

iv. The coordinator sciedules orientation of
supervisors (local and central offices),
orientation by supervisors ofrstaff, and
the "dry -run day" of time ladder trial usage.

v.. The coordinator meets with the supervisors in
appropriate groups to do the following:

(1) Briefly review the overall projSct purpose
0 and le immediate purpose of this study week.

(2) 'Distribute the.time ladder guide to each
supervisor. ConCentrate on the time
ladders. Review the guide to-usage of time
ladders, the samples of its use,.and review
its use by activities supervispd by the
particular group of supervisors.

(3) Introduce the questionnaikes and ask them
to scan the forms foie obvious problems.

(4) Look for, review, and resolve any problems
in the usage of the time ladders and
questionnaires in this LO apd for these
activities.

AN,

111

(5) Indicate how tliey..can co tact the coordinator
on any problems with the questionnaire forms,
the time ladders, or any procedural or
logistical problems. i

. [

vi. The supervisors, working with the coordinator
as nibessary.and appropriated conduct staff,
orientations,and make working arrangements as
follows; - . 1 -

6
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(1) Time Ladder Usage

(4) Explain that a time ladder is needed
for each person (whether that person
is pieient or not).

(b) Review the time ladder guide.

(c) Review the samples.

(d)4 Hand out and review samples specifically
relevant to the activities engaged in
by those-working under this supervisor.

(e) Establish a means.for handling later
*questions,(direct them to the coordinator).

(2) Staff Questionnaires

(a) The coordinator, working with each
supervisor, determines which of the
activities his or her staff participates
in. This determines how staff activity
questionnaires are distributed to the

5 staff members reporting to each supervisor.

At this time, and working with a staff
roster or a chart derived from it, the
coordinator can establish a check list
indicating the exact distribution of
questionnaires to staff members. This
then provides a control, when questionr
naires are being collected, to assure
that all questionnaires ire returned.

(b) Distribute gnd review the question-
naires.

(c) Set a date for collection (pieferably
Wednesday of theiturvey week).

td) Indicate how problems with the
questions should be passed,on to
the coordinator.

(3) Applicant Toms

.The coordinator and appropriate supervidors
(counseling; test14%, JIS,-and referr0
interviewing) must arrange with their staffs
for dissemination and collecItion of

52
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applil.cmit forms. Sote and,review the dis-
tribution chaFt (in part 5d below) describ-
ing quantities tb be distributed during
each -day -of the study week at each of the
four locations.

vii. The dry-run trial of the time ladders is (...n
ducted, preferably the WednesdaYor Thursday
before the survey week, so the coordinator
can resolve any problems before the survey
week begins on Monday.

Survey Week Tasks.

i. Time Ladders

(1) The staff member enters the time duration
and quantitative result of each activity
period puring the course of each work day.

(2) Atthe end of each day, each staff member
uses the time ladder tally (Form F) to
total the time and quantitative results
for. each of his or her activities during
that day.

(3) The coordinator is responsible to see that.
the time ladders are collected at_Ahe end
of the day and/orat the start of the next
day.

(4) The coordinator reviews them, especially on
Tuesday morning, for eatly reporting of
problem areas or misunderstandings, so that
prompt- corrective action can be taken.

40
(5) Using a staff roster or a chart derived

from it, the coordinator verifies that a
complete set of daily time ladders has
been collected each day.

ii. Staff Questionnaires

(1) These should have been distributed during
the previous week.

(2) A co ection date of no later than Wednesday
even should have been established to
allow or checking and follow-up on Thursday
Or Friday.

-47-
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iii. Applicant duestionnaires

(I) Each day more forms are distributed in
.accordance with the distribution chart.'
(See Section 5d below).

(2) Applicants are encouraged to fill out.
the forms. .

,
(3) The forms are collected each day by the

coordinator.
$=*-

iv. Employet Questionnaires

The coordinator and LO manager (or central office
manager, if appropriate) ay work out a.reasonable
random selection means f picking a total of
25 employers4,to whom the uestionnaire mailing
will be directed.

It is suggested that eac day of the study week
the employer gyestionnai es.be sent to five of
the employers Aubmitting new orders that day.
Each mailing toan employer should include a
cover letter -(for suggested sample, see Sectiow5e,
below), the questionnaire itself, and a copy of
a job order input form the last job order
received from that employer. ,The mailing should
also include a stamped envelope addressed ,o the
cooranatpt.

Post-Survey Week Tasks

Pack and'mail allsurvermeek forms to the organization
doingthe data tabulation.; calculations, and analysis
for establishing petformince standards.

If the local office wishes to perform a self-evaluation
as a by-product operation fkom this-standard-establishing
survey week, it may request tabulated results for its
own analysis and interpretation.

After standards have been established, the local office
carrying out a self-evaluation will dolts own tallying,
tabulation, analysis, and. interpretation:

These tasks will be detailed in.Chipter V on- survey
week analysis.
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4. DataCollection Forms

.

This section contains --each h of the\data collection formsand related tally forms. \

the following Table of Data Collection Instruments ist overvie*.of all the forms ,in this section.
`..4

-

.

o

4.

-..
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a. TABLE operi-Jai COLLECTION USTRUMENTS

ci

4

A
,

.

-
. .

FORM TITLE - WHO FILLS IN WaAT IS MEASURED WHEN NOTE
,

; A Daily Work Time and Oaahtiy ES Staff Quantity Units aid Daily

-,
Worktime-of All .

. Activities
. .7' .

,
A-1 Tally Sheet - For Daily Work ES Staff _DAily Tallies at Daily

. .

Time and Quantity - Activity Times and.

Quantities for ;

I ir
each Activity .,

. s

.
. --- 0 4-,.. -

(B) . ES Staff Pre-Test Forms ES Staff Quality of All 1-time
for: . I.

Activities
B-1 Reception 1

.

B-2 Application Taking -i.

111-i3. Referral Interviewing
B-4 Job Development ..- ,.

.

eR il B-5 J/S
CI ° 8-,6 Referral Control

$ 8-7
.

verification/Validhtion .
.

8-8 Counseling .

8-9 Testing r ._

B-10 File Search/Call-/n
.

4 8-11 Order Taking, _

B-12 Employer Services .
-

B -13 Community Service
t . .

C LO Manager Pre-Test orm: LO t4anager Quality of All 1-time
A. Offpce Statistics . Activities

X. Reception
NII. Application "!faking ../

/II. Referral Interviewing
/V. Job Development
V. J/S

..

V/. Referral Control
V//. Verific tion/Vdlidation .

.

VIII. Counsel ng) '

/X. Testing , .

X. File Search/Call-In . ..

.

X/. Order Taking' .,.

.X//. Employer $ervices
XIX/. 'Community Services , 15,-;T - - -

i



4

.4.

TABLE OF DATA COLLECTION INSTRUMENTS

FORM

i

TITLE _.,,,WHO FILLS IN WHAT IS MEASURED WHEN

,

NOTE

i

.

(D)

D-1

.

D-2

D-3

Applicant
.,

Pre-Test Forms Applicants

,

.Quality of Selected
Activities .miach

4

t

.

All day,
day

.

.Pick

.

:.

Pick up on
Interviewer's
Desk

u at
Counseling' _

or Testing

Pick up at JIS

for:

'Reception, Application Taking,
Referral Interview*

Counseling, Testing, .

t

JIS' .

i

ul
11-i -

e

CR
....1.

.

.

E. Employer Pre-Test ForM: Sample of
Employers

,

.

,

. .

--- -...

Quality of Order
Taking and Employer'
Service

.

.

.

.

i

,

.

l-time

-

6 -

k

Send to
.Employers with
letter

.

,

'?

,

_ .
. ,

5 r.f

I. Order "raking
II. Employer Service

.

_

.

/4
. .

,
. .0 .

..

,



a. FORM At DAILY WORK PINE AND QUANTITY (Time Ladder)

Description in Brief.

Who Fills In: Any local office staff member who fills in
time distribution sheets. FgaUS'IOUS be
filled in for absent staff members by their
supervii0oxs.

All central office staff members who fill in
time distribution sheets, must fill out these
forms.

When: During every one of the five survey days,
mtenever a period of activity has,been
completed, so that, at the end of the day,
the total working day period is accurately
accounted for on the time ladder.

Measures: Time spent on each activity and any quanti-
tative results of the activty.

Note: The form carries 'a list of 15 placement-related
activity codes with the corresponding two-
character.codes used to designate the activity
periods on the time ladder.

The form also carries a list of eleven codes for
activities not directly connected with place-
ment activities.

58
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LOCAL OFFICE NAME

ACTIVITY KEY

DAILY WORK TIME AND QUANTITY

NAME TITLE
(last memo brat)

DATE /' y FORM A /751

ACTIVITY CODE NO. 9F ACTIVITY ME 119.0.1F

JI NA
OT Job onion
PE applicants
RC roma)
TE Applicants
W manleakadam

ACTIVITY CODE

APPLICATION TAXING AT applications
COMMUNITY SERVICE CS NA
COUNSELING Co applicants
EMPLOYER SERVICE REGULAR ER ESA couta.f.%ta

EMPLOYER SERVICE - PROBLEM EP ESII *onset/
FILE SEARCH/CALI...LE FC glall-ln attempts
INTERVIEWING RI applicants
/NTERVIEWING -. BS n applicant
JOB DEVELOPMENT Ka attempts

JOB 1NFORMATICN SERVICE
ORDER TAKING)
RECEPTION
FtEPERRAL.CONTROL

TESTING (specify test)
VERIFICATION/VALIDATION
,

1
.
---.........

CETA
FILING, TYPING, CLERICAL, saroso.ARD
JOB CORPS, FOOD STAMP, WIN, NONWT.113

'KEY PUNCH PI AND MODS DATA
LUNCH
MEETINGS, TRAINING, ETC.
SUPERVISION, MANAGEMENT, FElf-APP. SYS.
UI
VACATION, ANNUAL LEAVE, SICK, PERSONAL
STUDY WEEK '
ALL ELSE

XC
)r,
XJ
XX
XI.
XM
XS

XV
XV/

30t.

tat
(0.1

.
1 Y -

Time of
Day

ACTIVITY
Coda No. of

Activity
Time

17.1010''-'

10r .4.

20 - .

.
_

-

30- -

404 ..

50.. -

9:00 .--

Or
,

-

20- - .

30T -

40'

'54- -T

40:00 ".- am..

10'.
a.

20-

30-

I,

.

,.

-

.

40.. -

50 - -

U:00 ....

Time of ACTIVITY , Activity
Day Coda No. of Time

11:00-- --
10- -

20 - s
n

30- T ,,,*

4p--

50-

12:00-.-.
s41.

10- .

20- -

30- -

40-, -

50 - -

1:00-- a --

30 ... 1 .

20- r

30T a ..

40- - ---- .

50-

2:00-- ..-

Time of
bay

ACTIVITY
Coda No. of

mew*
Time

2:00--

10

20.,

'

-

"
T

30-
.

-

40- 4.

50-
.

3:00.--
.

--

30- . -

20- . .

30-

40 -.

50.. . -

4:00 -- ....

10-

20-

. -

7 .

30.-
op

*

40- .

w
." 50- . a'

5:00, -.
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TIME LADDER GUIDE

Section A ...General Inetructions,for Completion of Time Ladders

,to

Section El ...Activity Definitions for the Completion,of Time(
Sheets

Section C ...Set of 9 Sample Time Ladders with Annotations

SeF,tion D ...Time Distribution Codes Corresponding te\Performance
-Standards Activties

Section E., :..Use of the Time Ladder Daily Tally Sheet (Font, A-1)

41.
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Section A

GENERAL INSTRUCTIONS FOR COMPLETION OF TIME LADDER

When completing your time ladder, phase fill in the following
items:

Local Office Name - please fill in full name

-o Name of ES Staff Member (last name first) .

' Job Title

. Date

Activity "Codes" throughout full day

. Activity "number of" (Quantity of Activities)

Time Lines to indicate the end of each activity

When time spent on an activity is before 8 a.m. or after 5 p.m.,
write a note on form, "See other side", and record activitrand
time on other side of form. %

Activity should. be report9d by whoever performs the tasks. For
example, in some offices, employer service work is performed by
interviewers who are responsible for emplpyer accounts, and who
will record this work. on their time sheetimg4

os

-SS-
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Section B

O

ACTIVITY DEkNITIONS

FOR THE COMPLETION OF TIME SHEETS

1

a.

-56-
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ACTIVITY

ACTIVITY DEFINITIONS FOR THE COMPLETION OF Tam SHEETS
4

ENTER CODE IF TIME IS SPENT
CODE DOING THE FOLLOWING OR SIMILAR ACTIVITIES:

Application Taking AT COmpleting an application'for' the
applicant (or assisting an applicant in
the completion, of an application).

Reviewing the dataon an application for
completeness and accuracy

Reviewing the applicant's work historlig7
and assigning a DOT(s).

COUNT THE
NUMBER OF:

Applidations
taken

COMMENTS

41(

a

Community Setvice CS

41,

s" Stimulating community actions toward
solving manpower problems which hinder
maximum development and use of human
regourcgs.

Assisting in industrial and economic
development of communities.

Establishing a continuing and evolving
working relationship with community*.
actibn groups, Job Corps, educational

4institutions, vocational rehabilitation
agencies, and other community agencies
or .groups.

Presenting information to or proposing
manpower actions to employer, union,
ezcational or governmental bodies, or
other groups (includes time devoted to
developing manpower training proposals).

Participating 1n local civic functions,
organizations, and clubs to promote the
policies and objectives of the Employment
Service within the community.

DisseMinating labor and economic informa-
tion by radio, television, mall, or in
person to °individuals or groups within I
community on matters regarding the
EmployMent Service.

(Not Applicable)



ACTIVITY

Counseling

ACTIVITY DEFINITIONS FOR THE COMPLETIOrOF TIME SHEETS

ENTER CODE IP TIME IS SPENT
CODE DOING THE FOLLOWING OR SIMILAR ACTIVITIES.

CO o Vocational counseling of individuals .

or groups

o RecOrding counseling interviews and
maintaining files-on applicants counseled

o Reviewing and analyzing information on
cOnseling cases

Interpreting test results

o Arranging for and referring to supportive
servigss that are necessary to assure
implementation of the employability
development plan.

Using follow -up inquiries to determine the
progress made by counselees in achieving
their planned objectives.

COUNT THE
NUMBER OF: COMMENTS

Applicants
counseled
(mark only
once per visit,
9therwise 'R')*

If the counselor gives an
applicant counseling, followed
by referral interviewing, CO
followed hy RI shouuld be coded
as two separate activities.

If the counselor giVes an
applicant counseling, followed
by .job developments, CO followed
by JD should be coded as two
separite activities.

Employer Service ER
or
EP

a

*See attached sample

o Developing and maintaining contacts with
employers, employer organizations and
unions.

o Making in-person, telephone, or mail
contacts to develop job opportunities.

Prqmo acceptance of or participation
in ial manpower programs.

Advising or assisting employers, community
agencies, and other government agencies in

'*cork force selection, hiring policies, etc.

Maintaining employer files.

Routine
contacts or
visits (ER) *
and,
separately,
problem
coht.ncts or

visits (EP)

We are interested in distinguish
ing between contacts primarily
concerned with problems and
contacts focused upon promoting
the ES. When marking Time
La4ders indicate which Type of ,

Contact was made by coding Eit
for routine,contacts and EP for
contacts conoerned with problems



Fileiliearch/
Call-In

ACTIVITY DEFINITIONS FOR THE COMPLETION OF TIME SHEETS
1`

ENTER CODE IF TIME IS SPENT
CODE DOING .THE FOLLOWING OR SIMILARACTIVITIES.

FC Searching the applicant file to locate
those applicants who may be qualified for
referral to openings newly listed or
'revised.

Calling-in applicants by telephone, by
leen, or by telegram.

writing cards or letter) to aPplicants
in aocordatwe with office policy.

.010
Calling the applicant and making a direct
telephone referral.

Searching the applicant file to locate
those applicants who have not received
recent service.

g form letters and telephoning
applicants requesting their current
employment status.

MP'

COUNT THE
NUMBER OF:

Call-In
attempts

COTS
When a block of time is spent
in searching the applicant file,
but no call-ins are made, dole
FC with count of R.

Count all -in attempts
including .those attempts when
'contact is not made with the
applicant.

e

2



ACTIVITY

Interviewing

0 CD
C)

CODE DOING THE FOLLOWING OR SIMILAR ACTIVITIES:

ACTIVITY DEFINITIONS FOR THE COMPLETION OF TIME SHEETS

ENTER CODE IF TIME IS SPENT

IN
or
IJ ,

Interviewing an applicant for referral
to a job or a training opportunity.

Analyzing the applicant's work experience,
training, interests, and requirements.

Searching open otder lists to find a
1 suitable open order.

In Job Ha* (including manual Job Bank)
areas, chicking the referral status by
calling referral control.

In other areas, checking the referral
status either by contacting the
original order or by contacting
the person or unit holding the
'order.

Referring the Applicaht to a job opening,
training opportunity, or supportive

-service.

Arranging interviews forthe applicant
with the employer.

Preparing the applicant for the sub-
sequent employer interview.

COUNT TEE
NUMBER OF:

Applicants
interviewed
(only once
per visit,
otherwise 'R')

COMMENTS

When an interview is conducted
for an applicant who comes,
direCtly from JXS, the time
spent in the interview should
be coded I3 otherwise use IN*

If the interviewer performs
referral interviewing, followed
by job development, RI followed
by JD should be coded as two .

separate activities.

If a counselor performs
counseling, followed by referral
interviewing, Co followed by
RI should be coded as two
separate activities.

if

Job Developmenp JD Developing a job or training opportunity
for an individual applicint, when no
suitable open order has been found for
that applicant;

Recording job development information.

*See attached samples.

Job Development
attempts

If the interviewer performs
referral interviewing, followed
by job' development, RI followed
by JD should be coded.

If the counselor performs
couns,17.ng, followed by job
development, CO f/tipwed by
JD should be coded as two
separate activities.*

I



A IVITY DEFINITITNS.FOR THE COMPLETION OF TIME SHEETS

ENTER CODE IF TIME IS SPENT

ACTIVITY CODE DOING THE FOLLOWING OR SIMILAR ACTIVITIES:

Job Information
Service

Jr Monitoring and giving assistance to
applicants using the self-service JIS
job listings and job search materials.

Maintaining materials with job search
leads and job and training opportunities.

COUN THE
NUMBER OP:

Applicants,
Using JIS

COMMENTS

Interviewers-who spend their
time with applicants from the
JIS should code RI, for referral
interviewing, and not J1.

Code time spent in maintenance
oethe job library and job
search materials as JIS with a
count of 'R'.

Order Taking OT Receiving job orders from the employer
and recording oraer information on a
job orders form.

Transmitting significant information,
requests, and complaints from employers
to the employer representative.

Advising employers of unrealistic or
W

unreasonable job requirements they
have specified.

. 4-
Inquiring if employers may be Ailing
to accept trainees for an opening.

In Job Banks; including manual Job Bank,
submitting orders to data processing
by close ofbusiness each day.

, In Job-Bank, including.manOal Job Bank,
'reviewing the job order in Job Bank,
for errors when it first appears..

Job orders
taken

OP

P4



ACTIVITY

Reception

catt
; 00

ACTIVITY DEFINITIONS FOR THE COMPLETION OF TIME SHEETS

ENTER CODE IF TIME IS SPENT
= THECODE DOING THE FOLLOWING OR SIMILAR ACTIVITIES: R OF:

RE Greeting applicants at the reception
desk for area) and directing them to
applicable services.

Determining if the applicant has an
appointment and, if so, notifying the
appropriate staff member.

Sight verifying self-application forms
for completeness; and correctness.,

Alerting interviewers to special
situations.

_ D

Locating application cards for previously
registered applicants who know their SSN.

*See attac samples.

Also spe a adjacent%
comments.

Maintaining .interview and testing
schedules:

Monitoring or giving an orientation.

ft:1 , 4.'06

)

Applicants
who come to
Reception Desk
on a separate
time sheet.*

COMMENT'S

All persons in the local office
who spend time working at the
reception desk, should code RE
writh count of 'NA' on their
personal time sheet.

e .Ar
separate Reception Desk Time

Sheet will be kept at Reception.
This sheet will reflect, in
hourly segments, the total'
numbers of applicants who were
reteived.during-the dgi, by .

this local office (thosegoing
to JIS and'those going tp OTHER
Activity). All persons in the
local office who spend time
working at the reception desk,
will, in addition to their
personal time iheets,smark the
Reception Desk, Time Sheet as
applicants ire received.*

a



.

ACTIVITY DEFINITIONS FOR THE COMPLETION OF TIME SHEETS

ENTER CODE IF TIME IS SPENT
ACTIVITY CODE DOING THE FOLLOWING OR SIMILAR ACTIVITIES:

,

Referral Control RC a Receiving requests for referrals,

.
determining the status of orders,
communicating this status to the caller,
and recording all transactions.' °

o Receiving updates to the stars of
orders, and recording these updates.

e Keeping accurate cords and counts
....

of referrals.

"11

*See attached samples.
Also see the adjacent
comments.

10.

6

P

COUNT THE
NUMBER OFD:

Referral
requests
received
(totaled and

broken down
by each
locil office
surveyed) on
separate time
sheets*

O

COMMENTS_

*a Referral control as an activity.
is to be-recorded in. Job Bank
Office Only. Control of
referrals in the local office it
to be considered'aapart ogthe
referral interviewing. process.

. All persons in the Job Bank
office who sped-time working
on referral control, should
code lc with count of ''Nht on
their personal time sheet.

Sepateite Referral Control Desk
Time Sheetsvill be kept at the
locations of .rifekral control
activity. This_ sheet Will
reflect, in ha:x.1y segments,
the total numbers of referral
requests received and the numbe3
of referral requests received
from each local office served.
Ali persons in the Job Bank
office who spend time working
on-referral control activity,
will, in addition to their
personal time sheets, mark the
Referral Contra]. Desk Time .

Sheet(s) as requests come 4n.



ACTIVITY

Testing

ACTIVITY DEFINITIONS FOR THEDCOMPLETION OF TIME SHEETS

ENTER CODE IF TIME ISSPENT
CODE DOING THE. FOLLOWING OR SIMILAR ACTIVITIES:

TE Scheduling, administering, monitoring,
and scoring tests or work sample
exercises. '

Preparing reports of test results or
unit activity.

Maintaining related files.

Advising ES...staff as well as employers
on tests,,testing techniques and
related matters.

COUNT THE
NUMBER OF:

Applicants
tested

'COMMENTS.

When tests are being.administere
time spent should be coded
TE (rest Type) with a count of

;,number of applicant's tested.*

When tests are being scored, etc
time spent should be coded TE
with a count of 'R'.*

Testing for non2Title ITI
Activity, ,.such as CETA or -;

Job Corps, is not 'applicable to
this study (therefore code.XC
or X.7 not TE).

Verification/
Validation

:See attached simples.

VV Contactim the employer, by telephone
or by matt, in order to receive the
results.of referrals. .

r.

Recording the results of the verifying
"process.

Contacting the employer, by telephone
or by mail, regarding aged orders, orders
other than in open, status, orders con-
taining unverified 'results.

* Redording the results of the validation
process.

Contacting ES employer representatives
to inform them of significant information
concerning contacted employers.

ContaCtiMO referral control people to
inform them of the status of orders. .

Editing of orders, referrals and other
related materials.,

Referrals
verified
plus
orders
validated



ACTIVITY CQDE

Non-Placement-Related XC
Activities

p

ACTIVITY DEFINITIONS FOR 1E COMPLETION OF TIME SHEETS

ENTER CODE IF TIME IS SPENT
DOING THE FOLLOWING cprSIM/LAR:ACTiV/T/ES:

CETA-related.activilies

COUNT THE
NUMBER Ors -COMMENTS

aidt
Applicable)

-xF Clerical work no specificallv related
to the above activities (including filing,
typing, anal operating the switchboard)

XJ Job Corps, Food Stamp, WIN, Non-Title III

XIC

XL

xm

Key punch Job Bank and MODS data

Lunch--

Staff and Training

XS Supervision (Supervisors Only), Manage-
ment, Self-Appraisal System

XII ox

XV VacatiOn, Annual Leave, Sick, Personnel

KR Study Week

XX All Else
(any other activity which does not
fit any of the above)

1,

I

AS much as practical, indicate
the nature of.pie 900 time.



r

)

Section C

SET OF 9 SAMPLE TIME LADDERS
WITH ANNOTATIONS

The samples dove; many of the most'common questions we
encountered during the previous survey. They are collected
here for your use in orientation. There are other copies T:'"
of each sample in the box of materials sent to the Local
Office. Thirty copies have been made of each sample, and

Tap
we have identified on the .left side of each'thd function it's -
illustrates. We suggest that when the queitionmaires are
distributed, each staff member be given a copy of the
!General" (sample no. 1), the "X- time" (saMple no. 9), and
the ofe relating to the-function that person covers.

M.

V.

O



DAILY WORK TIME AND QUANTITY .

LOCAL NAME 1.10. C k SO i? Pitt- 0 NAME 5 ill i 14 JP API TITLE_C0 a n se /op arz 9/0/ 4 FORM A ( 5 175)

1N
(last name Il

t
F It ti No.me. 0; Wit(a Fuji ift. 17 title- Dr-te. _ .

Local Office.

Activity Code XL
indicates Lunch. For
this activity "NA" (not
applicable) is written
in the "No. of" column.

Time of
Day

ACTIVITY
Code No. of

Aet lift

Theo

11:00. ...

.

3;20-

30

GO _3

40-

SO-

I2 :00
Al A .604---

.
-

-

-

..

,t

.

.)11

,

IOT

20T

t,

,

'. 40- C 0 / - AZ 0

itoo J D i bac

la-7-

20;

30r

40-

SO-

2:00-- ,

-

-

9.

-

`1.

ft

(capplicant was counseled

Each of these -numbers
repredents the duration
of'that activity.' (These
may be entered ail at
once at the end of the
day.)

sample no. I



fr

DAILY WORK TIME AND QUANTITY

LOCAL OFFICE NAME glltgUILiSCOInetatria)NAME ilemets heigury TITLE -re $117i,

'ACTIVITY KEY gas: Dune s4t)

DATE PM/ 0/ Zfit Fool A (WO

ACTIVIST N

1. APPLICATION TAKING
COMMUNITY SERVICE
COUNSELING

EMPLOYER SERVICE ROUTINE
EMPLOYER SERVICE PROBLEM
FILE SEARCIVOALLIN
DFTERVIEWING

INTERVIEWING JIS
JOB DEVELOPMENT

CODE g2tcs .
ACIWITT s CODE NO. OF ACTIVIST - Vjg.

IC
XF

X/
XX
XL

XM
XS
XV
XW

XX

AT applications
CS NA,
CO 'applicants
ES ESR contacts
EP ESR contacts
FC call4n attempts
IN applicants
II applicants
JD attempts

_

JOB INFORMATION SERVICE

ORDER TAKING
RECF.PITON
REFERRAL CONTROL ,..,&
TESTING (specify tesa). 0
VERIFITTIONNAIIDATION

'

A NA
OT Job orders
RE applicants
RC mamma Muds
IS clippUmmo
V/t tv.ailts/ordsrs.

Ss. *

CETA
FILING,"ITIO1b, -CLERICAL, SWITCHBOARD
JOB CORPS, UI, FOOD STAMP, ETC.
KEY PUNCH JD AND MODS DATA
LUNCH

MEETINGS, TRAINING , ETC;
SUPERVISION, MANAGEMENT, SELF4FP. SYS,
VACA170N, ANNUAL LEAVE, SICK, PERSONAL.
STUDY WEEK
ALL ELSE

For testing, the type
of test should be
indicated. In this
case, GATE was being
administered to
8 applicants. _

GATE tests were
being scored for the'
applicants who took
the teat4earlier in
the day. -R under "No.
of" inoidates tests
were being Scored.

Than of
Day

ACTIVITY Activity
Code No. of Time

11:00-

10-

20- TE

40-(4 Ars)
5O-

ino

N -

IF
10 (64173)
20 -.

30-
40-

SO-

2:00--

Alb

17.

his:tipe ine is drawn
to indibate that 15
minutes were spent on
scoring GATE tests.
When time spert on an
activity is i ss than
10 minutes, estimate and
draw a line between 10
mingpe indicators.

sample no 2



LOCAL 07FICi NAMEEArtoSenciSCAIndustia.1
ACTIVITY KEY

ACT:" :Ty

I

DAILY WORK TIME

NAME

Cast a me am)

(c%

A1:111t6UANTITY

es k TITLE DATE/0 //0/ 7/4 FORM A OM)
CODE NO. OF

??:114::::7 DS TA FONG AT
TY SERVICE CS

-:G CO
- nor1n4i ES

stvict PROaLEX EP

INC
- 35

.t.".41 DEVELOPMEKT

Applications
.NA

applicatm
ESA contacts.
ESR coutacts

EC callta accrnyon
IN applicants
Ij applicant,
ID ad*.

et

.:ncc.; ACTIVITY
..

No. of
I

it* 4441.
lilt 404 II

1

t Cc&

8100"

20-

40f
50t

9:001

20i
30-
40t
50f

14
201

SOi

1

-RE-

ACTIVITY

JOS INFORMATION snorta
cqwER TAKING
RECEPTION
itEFERPAL CON?"
TESTING t
VEP"

CCJE ALt.SF

X

CODE

TA

TYPING, CLERICAL, SWITCHPOARD
"MPS, VI, FOOD STAMP. ETC.

INCH 35 AND MOOS DATA

TilADING, ETC.
`ON, NIA..74.GEN2NT, SVS.

ANNUALIEAVE, SICK, PERSaVAL N-t!taK
atISE

'CC

Aciti; I
Tfr.c

24
30'
40
50

12100
10
20
33
40
50

1:00
10
20

4
300

501
2:00

RE

1-14+ +Ht

2:00
10

,20

301-

40t50

3:00

10

2

30-

40

50

4:00

10

20

30

40

50

5:00

. .

BE

fifi
-4444- 4441- t
-40. 14447



DAILY WORK TIME AND QUANTITY

LOCAL OFFICE tiAMEStts7 frunasco ruttsitio.1 NAME Swiiiik Sa,111/ TITLE DATE /0 //0/AL FORM A (5/7s)

ACTIVITY KEY (last name en)

AcrivITIC m& mug ACTIVITY CODE NO ACTIVITK Mt
APPLICATION TAKING AT applications JOB INFORMATION SERVICE JI NAB` (ETA XC
COMMUNITY SERVICE CS NA ORDER TAKING OT Job orders FILING, TIMING, CLERICAL, SWITCHBOARD XF
COUNSELING CO applicants RECEPTION RE applicants JOB CORPS, III, FOOD STAMP, ETC. XI
EMPLOYER SERVICE - ROUTINE ES ESR contacts REFERRAL CONTROL RC Ward swine= lay PUNCHJBAND MODS DATA XK
EMPLOYER SERVICE - PROBLEM EP ESR contacts TESTING (spediY test) TE applicants =CH . 30.
ME SEARCH/CALLIN FC call-in attempts VERIFICATIONNAUDATION W results/orders MEETINQS, TRANNG ETC. % XM
INTERVIEWING IN applicants SUPERVISION, MANAGE) NT, SELF-APP. SYS. XS
INTERVIEWING ft us u applicants VACATION, ANNUAL LEAVE, SICK, PERSONAL XV
JOB DEVELOPMENT JD attempts . / STUDY WEEK N.

ALL ELSE 4. Alf

0

ors

iline of
Day

ACTIVITY
Code No. of

Activity
Time

11:00 .

10 - . -
20- x.F A1/4
30-

40- -

50- ..-

*12 :00--
10- -

20-

30-

BE
Its M

)

--,.
40- -

50- -

1 :00,

20-
30_,(GAT8)

7

40- -

50 -: -

2 :00-

RS. taff member covered
the reception desk from 11:00
to 12:00. She has indicated
Reception with .a count of 'NA'
on her time ladder. She has
also added to the reception
desk time ladder tally during
tthis period, asin sample 3

'INumple no. 4



Ztt.2b. AC, 

.."". 

4 
41:/..N. 

4-CZ 

A, 

44,1, 

4. 

it 

Cs 

ph, 

PRotp 

co 

Ati414043. 

'41 

f 

413 

tok 

co% 

FS 

A's= 

2-4 

Tr, 

This 

is 

a 
time 

ladder 

for 

the 

referral 

control 

desk. 

Referral 

request 

calls 

are 

tallied 

each 

hour 

by 

whoever 

is 

working 

at 

this 

desk. 

(This 

is 

not 

a 
personal 

time 

ladder.). 

Only 

the 

Yls 

from 

the 

study 

local 

office 

are 

counted 

on 

this 

form. 

C 

Special 

note 

- 

Please 

also 

count 

all 

the 

referral 

request 

calls 

on 

anothereet. 

This 

will 

require 

two 

counts 

to 

be 

kept; 

calls 

from 

the 

study 

local 

office 

and 

all 

calls 

from 

all 

local 

offices. 

At 

.the 

et' 

a 
of 

each 

day 

record 

the 

total 

as 

shown 

in 

this 

sample; 

10 

3;7 

RC /bro'veit. 

41.0. 

svq), 

44z, 

4%. 

1 

-04.x 

4 

I 



LOCAL MICE NAME Do.114.9 job Bank

ACTIVITY KEY

DAILY WORK TIME AND QUANTITY:4'4' .

NAME Jr TITLE_Ck&a DATE /0/ /0/9V. FORK A isrisi

Out name

ACTIVITY'

APPLICAIION'TAKING
COMMUNITY SERVICE
COUNSELING .

EMPLOYER SERVICE - ROUTINE
EMPLoVER SERVICE - PROBLEM
ME sfARCH/6%114N
INTERVIEWING
INTERVIEWING .. 315
JOB DEVELOPMENT

COED
0
AT
CS
co

,
EP
FC

,IN
LI

JD

#04, OF ACTIVITY ' CODE b10. OF ACTIVITY

',OMAN"!
NA
[gleam

colstacia
ESR contacts
call-lit atAllupft
cPracanW
applicants
attempts
.).

JOB INFORMAIION SERVICE
ORDER TAKING
RECEPTION
REFERRAL CONTROL
TESTING (specify test)
VERIFICATION/VALIDATION

..

31 NA
OF Job ardent -
RE applicants
RC referral Tomatoit applicants
VV readts/ortima

an
FILING, TYPING, CLERICAL, SWITCHBOARD
JOB CORPS, UI, FOOD STAMP, C.
FEY NYNCH JD AND MODS DATA
LUNCH .

MEETINGS, TRAINING, ETC.
SUPERVISION. MANAGEMENT, SELF -APP. SYS.
VACATION, ANNUAL LEAVE, SICK, PERSONAL
STUDY WEEK
AtL ELSE

xc
)cr
xi
XX
XL
XII
XS

, XV
XW
lat

Thee of
Day

ACTIVITY
Coda No. of

Aomft
Time

lit 00--

20- )( 4:
4461

30-

40,- -

SO- -

12: 00
.

10- 7
6' 20- -.

30- --

40- RC
.4 Tvilliii '

5170',

1:00
10- ._

20- -

30

-_ tec
N/A .°

-

40

so A -

2:00 I

O

This Is part of a personal
time ladder for an individual
who performed-referiircon-
trol between 12:00 and 1:30.
Note that "NA° is marked.
Tallies of referral request
calls are kept on a separate
sheet. (See sample no. 11.0

sample no. 6

1



4

9 DAILY WORK TIME QUANTITY

LOCAL OFFICE NAME -r-ancisCo _Leh 14 NAME Johe S Jo hn . TITLE' ES_Ft
ACTIVXTY KEY r past name 'first)

DATE /D/Jo/ fIL FORM A (WS)

ACTI1rTY CODE No. OF ACTIVITY CCM Na. OF ACTIVITY ow CODE
..

Y. ON
:s '

AFPITC.A170N WILING AT applicAtIona JOB DIFORMATICH SERVICE A N4 . CETA XC
465e.o.tuterr maw= CS NA 0 ORDER TAKING OT Job mina FU.ING, TYPING, CLERICAL, SWITCHBOARD XF
COUNSELDIG is, CO applicants RECEPTION ''' RE applicants JOE CORPS, UI, FOOD STAMP, LTC. XY

EMPLOYER SERVICE - ROUTINE ES ESR contact" REFERRAL CONTROL RC calataal tognattt KEY PUNCH JR MID MODE DATA BK
EMPLOYER SERVICE - PROBLEM EP ESR contacts TESTING (specify 440 TB aselicsusts LUNCH XL
FILE SEARCH/CALL-IN FC callin attack's": VERIFICATION/VALIDATION W tonattiotdact MEETINGS, TRAINING, ETC. 304
DrrErtvmwimo IN applicants SUPERVISION, MANAGEMENT, SELF -APP. SYS. XS
INTERVIEWING -.JIS u appucimu . s VACATION, ANNUAL LEAVE, SICK, PERSONAL XV
JOE DEVELOPMENT JD attempts STUDY WEEK IW

ALL ELSE U

C)

4

4

4

' 10-
20+

30-__------
40-

A:
50-

1:00
Xi/

10

.20-

30- 1:45
40-

50-

2:00--

If

One contact for a problem
with an employer.

Time spent in preparation
for all employer calls to
be made this day. 'R' indicates
related activity, since
actual contacts have not
ye ETEien made.

sample no. 7

as



S

I p

a

DAILY WORK TIME AND QUANTITY

LOCAL mines NAME1)a11)ikS antra- NAME :Tries 70311 TITLE. DATE/0/10/7# FORM A 0074

ACTIVITY KEY Oast name first)

ACTIVITY CODE NO. OF ACTIVITY CODE

II

OT
RE

RC
TE
W

NO. OP ACTIVITY _ CODE

XC
, XF

NI

XX
XL
KM
XS

XV
any

XX -

.
,

APPLICATION TAXING AT application

COMMUNITY SERVICE
1 CS, NA

CouNsEuNG CO applicants
EMPLOYERSMRVICE.ROL/TINE ES ESRvmcacts

EIMMXWERSERIRCE.MMNIEM EP ESRvmeacor

M LE SEARCH /CALL -IN PC calk's attempts
INTERVIEWING IN ,aPPIlistalts
INTERVIEWING - JIS i U applicants
jOBDIVELOPMENT -1p mmorva

.

JOB INFORNATICH SERVICE

ORDER TAKING

RECEPTION
REFERRAL CONTROL
TESTINGOlosaytu0
VERIFICATION/VALIDATION

r

,

NA
job 0k603

applicants
Werra requests
applicants
tesults/ordess

. ,

.

CETA
RUNG, TYPING, CLERICAL, porrolimas
Idb CORPS, VI, FOOD STAMP, ETC.
KEY PUNCH JR AND MCC$S DATA
LUNCH
MEETINGS, TRAINDIG, ETC..4. -
SUPERVISION, MANAGEMENT, SELF-APP. SYS.
VAe.ATION, ANNUAL WAVE, SICK, PERSONAL
=mew=
ALLEUM

interviewer conducted
2 interviews with.
registered applicants.

... Interviewer was review
Job Bank listings, with
no a licant present.

Time of ACTIVITY A_ctivity
Day Code - No. of Titer

11.00
AT

10

20- .y..7-

30-

4o
D

50'

12 :00 -j

10.

'20 -

30i XL
40-

501
If1:00

'20

30'

40

ot.

N/A

4.

IN
2100 .

'

Elpplication taken for new
applicant.

Applicant came from JIS
with a job selected.

:1

..-,

Job development vas tempted
since job was refers and no
other applicable jobs listed.

R is coded because same appli-

(cant still being interviewed.

0

sample no. 9
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LOCAL OFFICE NAME a:.:ICSo rt P1etre)
ACTIVITY KEY

CTIVITY

X Ti.iC\T:^.N TAKING
eevicE

CODE NO. OF

AT
.Cs
CO

- ROUTINE .ES
CE PROBLEM EP
LL -IN

AS
1

FC
IN

I) app
atte-

applications'
NA

applicants
ESR contacts
ESR cceltacos
call-in attempts
applicants

leant*

Tt-re of
PaY

8:00 ..-

101-

,20r
i

..4.1 301:
.

ut
4i

4
.- C 0

9:00
3,01

7 ...1..

ACTIVITY
Coee No. of

30

10:00
10/ L Co

4. 3C

I 21:

40

50r r

L! V, 7-

1

e lp

11 A

s I

DAILY WORX TIME AND OVANT/TY

NAME Doe 3: h ri
Oast namifirs:)

ACTIVITY

JOB DIFORII4AlIas: SERVICE
ORDER TA'ANIC .00"
RECEPTION
REFERRAL CONT"
TES IING

t a
TITLE co t4 ge op- DATE' /0/ /ill& FORM A ($175)

cobl-ro. OF

, TYPING, CIERICAL, SWITCHFOARD
Ui, FOOD STAMP, ETC.

CH ,113 AND MODS DATA

TRAINING, ETC.
r, MANAGENENT, SELF-APP. SYS.
ANNUAL LEAVE, SICK, PERSONAL

UDY
ALL ELSE

--n
fACTIVITY

CON.:

:IC
XF
Xi

ors w
xv

XX ,

of

40

50

1 :0a
11

20-L4eNvifil
30 esc.r; Ite-
401

5° C 0
200r-

Er

1

2:00
3.0

20

30
40r

VX

3: 00

I
3ur C

40i
504-

10 I. Co
20

-30 .
40

550:001

-Mr
TD

sample no.



r.

4D

C

Section D

i

.
...i ..

TIME DISTRIBUTION' CODES CORRESPONDING

To PERFORMANCE STANDARDS ACTIVITIES',

00

4

IS

. , 4

82.

-76-
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0
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Time Distribution Codes Corresponding

To Performance Standards Activitiesti

0

st

The thirteen placement activities* measured in the survey ar .

also included in the Time Distribution System. However, thei
categories of TD (Time Distribution) are broader than the fk

activities used in the survey. The relationship between the
categories in Time Distribution and Performance Standards can.

. be depicted by breaking thelthree-digit TD function codes into
finer categoniest.asin the table below. For this purpdse only,

e *a fourth digit is ad,ded.to the Time Distributioh function codes.
,

The Table shows which functional codes in Time distribution apply
to each activity. Thus the measurement of placement ;related
activities, which is the focus of this study, requires that,'
'for example, 'code 531 (Employment) be broken down into many separate
components; 8 of the .15 Performance Standards placement activity

,codes are included jo the'531 grduping. In some cases, the TD
. three-digit, function code .is equals to one of the Performance
Standards activities, such es, Counselin9L (512) in the. Table

*.

When instructing personnel in completing' the tie ladders;, this
Table may be _useful in deteimining how%spacifi4 teaks thould be
recorded.

Remember TD reporting will ntot be changed in this survey.

TABLE OF RELATIONSHIP OF PERFORMANCE, STANDARD. CODES 4

PERFORMANCE
IMUMARD
TIME LADDER
ACTIVITY CODE

RE

e

)vr

TO TIME DISTRIBUTION SAYST%

k

41
4

TIME DISTRIBUTION CODES AND ACTIVITY DESCRIPTIONS

510 Aste sment

511'intake

. . 511.1 Reception, including orientation,*
311.2 Application Taking/ tionitoring,

, - 'Reffewals, and Supportive Filing.
and Maptenance

*There are 15 codes for 13 .activities because the employer
service activity has dodes.ES and EP and the interviewing
activity has codes IN and IJ. _77_

8 .- 83
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.TABLE OF RELATIONSHIP OF PERFORMANCE STANDARD CODES

TIME DISTRIBUTION SYSTEM

(continued) .

PERFORMANCE
STANDARD
TIME LADDER

ACTIVITY:CODE TIME DISTRIBUTION CODES AND ACTIVITY DESCRIPTIONS

CO . . . . 512 Couhseling, and Supportive Filing
--7 and Maintenance ,p-d

TE . . . . 513.Testing, and Supportive Filing
and Maintenance

530 Employment and Job Development

531.Employmenk (ES Only),,

(Each _of the tallow----is--inclusive---ef-------
supportive filing and maintenance)

531.1 Interviewing
- 311:.2 Interviewing - from JIS

3 r.3 rile Search and Call-in
53r.4 JIS Monitoring
51.5 Order Taking
nr.6 Referral Control
31L7 Verification/Validation
311.0 Job Development
31r.9 Keypunch and preparation, Job Bank

and MODS

550 Employer and Coinmunity Services

IN
IJ
PC
JI
OT
RC
VV
JD
XK

551 Employer an0 Unions

41111

-ellt
EP

,

3gr.2 Employer Seivice roblem
551.1 Employer SerVice - outine

I

CS 554 Community Smtvices, Suppor ive Filing and
Maintenance !

I ° -

- 600 planagement Supervision and Tra ing

610 Managemepte:Supervision, and ES
Staff Training

4-
XS

XM

XF .

..

..

..
.

610.1 Office Management
a 4 'Supervision .

610.2- 0 tsi'de Conferences, Meetings,
, Internal Staff Meetings,' Training
610.3 Unallocatable Filing, Clerical,

Report Preparation, Switchboard

1 -..' 84.



TABLE OF RELATIONSHIP OF PERFORMANCE ST.rDARD CODES

TO TIME DISTRIBUTION SYSTEM

(continued)

'1 PERFORMANCE
STANDARD
TIME LADDER
ACTIVITY CODE TIME DISTRIBUTION CODES AND ACTIVITY DESCRIPTIONS

GW

XV

XC

XJ

XU

XX

610.4 Study Week, Performance Standards

1

900 All Leave Time

Annual Leave Time, Compensatory Time Off,
Vacation7 Sick Leave, Personal', Coffee Break

--Codes--end--Activit

to Time Dis bution

Non-Title III

CETA

Includes Intake, Counseling, Testing,
Training, Management, Supervision, etc.

Programs Such as Job Corps, Ibod Stamp, WIN

UI

All else

85

-79-

I
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Section E

USE OF THE TALLY SHEET -FOR TIME LADDERS (FORM F)

0

WHO FILLS OUT FORM F?

Each person Who fills out a daily time ladder form must

transcribe the data on the time ladder to the Form A-1 tally.

sheet after all of the day's activity data has been recorded

on the time ladder. Thus, there will'be one tally sheet

(Form A-1) lined out for each time ladder.

WHY DO NEED /T?

should summarize each of 'the time ladders ,on its

own, ruk A-1 to Make final tabulation more manageable.

-HOW DO YOU FILL IT OUT?.
r '

'1. F s nter the heading information on Form A-1

(NAME, TITLE STATE CODE, LO NO., STATION, DESK

and DATE).

2. Next, go;bac to the time ladder and, for each

activity 1 period on the time lddder,-write the raiser

of minutes of its duration under Activity Time on

;''the 'time laddeV.

86.

-80-

f
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TALLY SHEET - FOR DAILY WORK TI7413 AND QUANTITY - FORM A-1 (5/75j NAME

.(Trariscribe grail TOM 10
'

FTATE CODE LO NO. EM DESK DATE
nic7; day year

3. 7. 9, U.

(last same that)
110TITLE

Ig TD I PS ID
XX 539.1 I XC EN
XS 610.1 lEirlE 610.2 I XX NA

X F 610.3 1 ENM
XW 610.4 I MI' 900.0

1I XLjTALLY

tc

es
e-
s

RE AT CO TE 1* - 4 1111.7

,- tli k
.FC JI OT RC W JD X R EP X X X X X

c

4ads"'

.

i

r

.

.

-

.

.

.

4

4..

1

.

.

.

fa

.

.

.
.

_

.

.>

_

'l

041

.

e
14

.-

Tar 511.1 511.2
. 2'

5120 513.0 531.1531.2 531.3531.4 531.5
I ,

531.6 531.7 531.0 551.1 551.2 554.0 .
.

Pali.
stds. RE AT CO TB IN W PC JI OT RC W JD E R EP CS X X X X X

'OW
- -

.
A

Tute
_ 1 .

,... A , L , , .. _. .



3. Now copy the Activity Time muMbers from the time

ladder to Form A-1, entering each number into the

'column on Form A-1 for that activity code.

The following illustrates the use of the form to

tally activity times:
-.

Time Ladder

Code

AT.

r----1:
ACTA1TY Activity' I

No: of -Arne

o .11 3 1 4L

40

ir:1- AT 1.

.2-r Ti J

t1

Tally Sheet

:-Ce AT GO TE ...7.1

i .

.. 6 ..

,

.

is-

. _
6

4. In general, there area number of activity periods of

each activity on,a typical time ladder., We want Form A-1

to have a single total of
.

the quantititiveiesuIts for

each activity type on thg,timi sheep.-
4

88
-82-



Therefore, for each type of activity on the time ladder,

count up the "Np4 of" tallies (if any) for each of

activity periods indenter,the total QTY. (or "No. of") ii!

that activity in the QTY box near the bottom of its column

on. Form F.

The bottom segment of the filled-out Form F below shows

this use of the form to list the QTY or "No. of" for each

activity transcribed from the time ladder:

Applications taken
for fiv4 applicants
during the day.

Eighteen--
Call-In attempts
during the day.

.

1 1 .

1 .
I.

.

_I -,..--
-1:::, 5-11.1 -11.2_1512.0 513.0 31.11531.2 531.3 1.4 531.5 531.6 531.'
,.1
:t.e.. 4\-2 aT .1 CO J TE IN IJ }IC JI OT RC

.
r-J.... 5-1. i(tr

i: -.i __.... i
1

Additional Notes on Usage of Form F:

1. To make it easier
1

to.get the time ladder data onto Form A-1

transfer the data in three step as shown in Figure 1

below.

2. Figure i shows graphically the use of Form A-1 to record,

the total' overall'QTY,(or "No. of") for an activity.

.433-

89
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Figure 1 - Use of Form A-1 to Tally Time Ladder Activi ty-Times

.

Matching
Areas
of the
Two
Forms

II

..

Time

8 AM to
11 PM -Y7.-------

Form A-1

ri

I

To Tally
Activity Times

for the First
Three Hours
of the Day

I

To Tally
Activity Times
for the Middle

Three Hours
of the Day

---..,.---..0
114AM to

2 PM

1

.....1°-.............----.4.
2 PM to

5 PM

A
90

a

44...h....4.0....1%.0 \ .."................L........0591

-84- .

'' To,Tilly
4

2' Activity
' Times for

the Last
Hoots
of the

Day
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Figure 2 - Example of Ube.of or A-1

TALLY SHEET FOR DAILY WORK TIME MD WANTITY FORK F

STATE CODE LO NO. STA DESK DATE
mo. day ye

- 1. 3. 7. 9, 1.1.

AT CO IN 1,7 431 RC

Time 511.1 511.2 512.

, AT CO

QIN

TIMEL

40,

This
Counselor
counseled

six
applicants

today
(two had

two
sessions
each).

513.01531.11531.2 1 531. .531.1 531.51531.68

I74:: IU LI EC U.I ar RC

H

_
91



b. FORM B: 'ES STAFF PRE-TEST FORMS (2-1 through 2-13)

IltESELEVAliALAW
Who Fills In: Every ES staff member performing any of

the activities for which there is a
staff questionnaire.

Whezc: Once, during the survey week.

Measures:- The quality of these local office activities
(or central office activities)

1 9

f

0 '92
. .

-96-

0

4



FORM B-1
ES Staff

'

ES'STAPP PRE -TEST FORM

DATE LOCAL OFFICE 4 , )

INSTRUCTIONgr Fill in art check answers to the following questions.

I. RECEPTION (Activity 01)

I. Do you have a method for monitoring how long
applicants are waiting, for service?

-(If you answered Yes to the above, please
indicate hotf you monitor the wait time
in Comment section following)

a. What is the typical wait applicants
experience on the peak day of ,the week?. . 3 . . (la)

notesEL

(1)

%IT No

2. 'Are applicants with appointments seen on
schedule by the appropriate staff member? J (2)

Yes No
4. -

3. Row-many people use-onilifie slIS or other
materials in the reception area and then

. i .

.. leave.immediately? .
1

1

.(Estlmate) one out of every applicants.,

4. Do-you alert the interviewers to special
applicant problems; writing notes if necessary?. .

5. 'Do you have a procedure'for obtaining the
application cards for previously registered
applicants? (Indicate method used in Comment
section following)

6. Do you direct the job -ready applicant to 3IS7.-. .

,. .

al

7.' What is the maximum time the reception desk
could be left unattended?

a

8. ,Do you re' ew the self-Application forms
completed by applicants?

If Yes please indicate your estimate of how
often you find errors in these-forms.

-87-

. (4)
Yes No

(S)

Yes No

. -(6)
Yes

(7)
minutes

(8)irelr No

'one bad form out of, every form:80'

9 3 gz,

1 ,of -2

'



DATE

ES STAFF PRE-TEST FORM

II. CbMMENTS AND SUGGESTIONS

0

a

.40

FORM B-1
ES Staff

LOCAL OFFICE.

t

r.

9t

94
.

2 of 2
r.

k



DATE

ES STAFF PRE-TEST FORM

V
FORM B-2
ES Staff

LOCAL OFFICE.

INSTRUCTIONS: Fill in answers ,to the following questions.

I. APPLICATION TAKING (Activity 02)

1. What is the average time it takeS to _complete a full
application? (1)

2 What is the average time it takes to complete a
partial application? (2)

3. What is your estimate of the number of applications
on file that were completed incorrectly, and
require correction? one out of (3)

II. COMMENTS- AND SUGGESTIONS.

Wastes

1.

4

95
-89-



DATE

ES STAFF PRE-TEST FORM

-LOCAL OFFICE

FORM B-3
ES Staff

INSTRUCTIONS: Fill in or check answersito the following questions.
6

I. REFERRAL INTERVIEWING (Activity #3)"

I

0

A. How long have you been doiing .referral interviewing
for the Employment Servic0

1. Do you have any trouble reading the Job Bank micro-
fiche or Job Bank fittings?

ay 'ire they ,dlearly printed or,
they in focus?

'2. How often do you employ jolao
of those job-ready applicant
first find a referral on the
Please indicate your estimat

,one out of every jab-ready applicants
'for whom no available opening is found.

3. Do you give referred applicants a document to take
with them as an introduction'to the employer?. . .

for viewers, are

"elopmen4 on behal
or wilco o ca

4st. ;of 'Op,
=e below.

.Years,

Yes No

A

(1)

(la)

Yes No

4. When the job order indicates "call first", do you
check with the employer befote referring the
applicant selected?

5. How often do you find that important changbs should
be made on the order (i.e., wages wrong, address
wrong, etc.)? Please estimate.

orders checked.

A

One out of everyY
6. Do you, when relevant, inform the applicant, of the

possibility of UI benefits?

When part of a Job Bank.

7. In addition to the list of open 'orders, please
indicate below whiCh of'the following material you
also use?

a. Indexes. of open,orders?'
7'Ycs

96A

-90-

0.

e

Yes No

IP11=1
No
L

( 3 )

(4)

( 5 )

(6)
Yes No

1 of 3

(7a)



1

;

b. Indexes of new orders?'

c. List of new orders only?

.d. List of clearance ordeis 041,1

-ram d -3

ES Staff

TeT .No
r

t7 .

rev-

.1

tYes R5--

e. Other special listings .()1ease specify below) -sit'
Yes No

8. Da you find that applicants occasionally change
their mindafter Referral Cohtral has cleared the
referral? - . 01.. JD

Lf you answered no, skip to 9s.

a. Do.you re=call ReferralCbntrol in these
. ti cases?

e.

.b. please indicate how many days ago this was
necessary?

Is Referral 'Control central?

If you answered' no, skip to 10.

*a. When phoningReferral Control, do you use an
established procedure and dialogue?

b. Does the length of your period of dialogue
average more than 30 seconds, per referral?.

:

4

c. How often,d6 you encounter busy signals
when calling Referral Control?

to

rci

(7b)

(7c),

(7u)

(7e)

(89

0 (8a)
Yes No

(8b)

Days Ago
, 4

(9)
Yes No.

(9a)
Yes No -

Y s No

one ouiof

d. How often are you pieced. bn "hold" after
connecting with Referral, COntrol?

calls

one out of ' calls

10. Are you required to take new orders while inter-
viewing applicaAs?

-91- 2 of 3 97

(9b)

(10).

Yes No



FORM &I'
$ ES Staff

.

. ...-

11. 'Do you receive referral results daily? .. . (11)
. Yes No, ,

-'

Do you occasionally hold referral cards/for one
day or more 'before sending, them to data
'processing? (12)

,Yes No

a. If you answered yes, briefly describe the most
'common reason for holding referral 6ards. . .

., 6

t

b. Ple,ase estimate how ,frequently this occurs.,

one out of every bards.

13: Do you ,have a list of employers for your job t
!$. deyelopment contacts?

I

14. °Do you contaci, any employers for job development
:'more than once per month'

a If yes, how many such employers

4

COMMENTS ,sp4NJS SUGGESTIONS

6

4

4

V2-

98

3 6f 3

(1210

(13)
Yes

Yes

(14a)

VI

O



-

DATE

.iNSTRU TIONS: Fill in or Check answers to the following .questions

ES-STAFF PRE- EST ram-,

CAL OFFICE

VAN B 4-
ES Sta

I. JOB

1. Wh 11,owdo job development for in a-plicani,
'wha is the average number of job de lopment'
atte ts,you makejor that applicant erved

D VELOPMENT (Activit 04)

111=1.1.

2. What aining have you received injob developmen
tectini es?'

a. Fo 1 courses?

b, Self- tudy mahUals?

c. Infoima on-the-job training? .

:

d. Other (p1 ase indicate 16riefly)?

"Yes No

573 No'.

(1)

c
Yes No

3. When you perform b development; which of th
following do you set

Yes No

. a. Job search ipf rmation in the JIS?. . .

.

. (3a)
Yes

AV/ .

,C b..4 Order files (bo open} and closed orders)?. . . (3b)
Yes No

2

C7

0

c. Record of Employ Contacts? (3'c)

Yes No

d. Work h ;story secti n of applicatibn cards?.
Yes NO.

(3a)

e. Newspaper,adveitis ants? s. (3e)w.. .11
16$

Yes No
,

Trade and profession =l periodicals? . . . (3f)
ng- No

9 9

-93- 1 of 4

i AIM



a

7

e
0

g.- Specialized directories a = well as telephpile? (3g)

FORM B-4
ES Staff

h. Job opportunity studies?
41.

. Area ski' studies? . . . .. ..
.1

s No

(3h)

- - - "MEP

e=1, No

Other (please indicatb b i iefly)? I i (3,1)

No

.0

4. Do you revievithe available peningson b alg of
pment?. . (4)

Yes No
an applicant before you perf r joWdeVel

S. If the job development refer al s unsuc essful,
do you attempt to obtaina jib o der fr the
employer called?

fi

Yes .

(5)
11F-

6. If, an employer oes give you ajob order, do'you
always share is-order with other interviewers?. (6)

7. How long o yogi wait befote ontacting eMPloyers
to det ina if a referred applicant has.been
plac ? 17)

# Days.

es No

II. CO NT$ ,AND SUGGESTIONS

It

0

1 0 CO

of 2

v

1



DATE

t

: .

FORM 8-5
ES StAff

. ES STAFF PRE-TEST FORM
NA Noy.

LOCAL OFFSA.

TRUCT/ONS: Fill in or cheqk answers to the following questions.
4

/. -IS (Activity 45)

1. Approximatelypercent'of those who enter
the JIS receive at-least one referral? . . .

2: Are abbreviations eliminated'for the JIS
listings?

a. If the answer above is No, do applicants
find that these abbrevi5Z1ons confuse
them? OOOOOOO

-

- 1 ( 1) -

.10, (2)

Yes-No

(ZA)
Yes No

you f

J.,

How
. .

ofte "'ihe thatat an applicant is
a,

not qualified for the opening selected and'
thereford you cannot refer them to the job?

II. COMMENTS AND SUGGESTIONS

-

:

one such applicant in every' (3)

101

-95-

1

/-%

ad.



I
.4 FORM B-6

ES Staff-

ES STAFF PRE-TEST FORM

PATE LOCAL OFFICE

INSTRUCTIONS: Check the answers to the following questions.

1. REFERRAL CONTROL (Activity #6)'
I, 6

a.

As

1. Is this- Job Bank area?- ' (1)

Yes No
If th is a Job Bank aria., answer questions a

.

throug 4 only. If thA is lictt.. a-Job Bank area, -9 -

arer question 5 only.
..)

. Glob Bank areas only) When an order is in the
"referral" status, do- you allow an .additional
("one-oer")referral for a Veteran applicant? . .

Te7W No
(2)

.a. When speaking on the phone with interviewers,
do you use an established dialdgueand
procedure? (2a)

ITIr No
1.

lat When speaking on the phone with interviewers,
is the length of the period of dialogue no'
more than 10 seconds per referral?.. . . . . (2b)

WI:Th.737
- 1

3. (Job Bank areas, only) When key changes.are
recorded (i.e., wages, job address, etc.) do you
inform 'interviewers oflEhe new data when they .

request referrals on these changed orders? . % . : S3)
4. WIT- No .%-:

4;
.

.

(Job Bank areas only) Are there written control
R. procedures for you to follow to monitor trans-
" mission of documents between referral control

and data processing? (4)
. Y s No

5. (Pion -Job Bank areas only) When each referral.is
made, do you post theireferral to the original
order (if -yotrare holding it) or else ask thd
order-holding staff member to post the referral? . (5)

Yes No

II, CO'r1:7TS SUCC2STIONS

102

° -96-
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DATE

FORMAIS -7
ZS Staff,

A-

,ES STAFF PRE -TEST FORM ,

LOCAL OFFICE.

INSTRUCTIONS: Fill in or check answers to the following questions.

I. REFERRAL RESULT VERIFICATION/ORDER VALIDATION (Activity 47Y

1. Have you been trained in the other local office 0

functions and procedures so. as to be able to
answer all related employef questions.'

Yeas No

If not, please explain in the Comments Section
how these employer questions are handled. .

2. What number of phone verifications are not
initiated until after 24 hours of the date of 4
appointment?

_aim out of.

Indicate in the Comments Section the principal
reasons for these, other than the employlr's
request.

3. What number of referral result verification
attempts to mandatory listing orders 'are not
initiated until after 24 hours of the date of
appointment?

(2)

QM out of (3).

-A

4. Is mailer verification used? .. (4)

trs No
.

If yes please estimate the following: -

a: What percent of these mailers are returned !

::::
..

' by the employer within 72 hours? ..

b. What percent of-all verifica tions are made
by mailer? 4 :

I
A

5. Row often do you record and pass on.referal
results; order changes, and order status changes
to those staff members responsible for the.
Affected order or applicant?

i , 0
a. Referral Results, -... one out (5A)

,.

b. Order changes? ... .4 . di . . ..... one out of (5b).

. <2
C. Order Status changes? . . one out of . 4150------

0. .-0'

.

.

1 0 3 :. Pai...
A 4

-97-
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fo

/
ES STAFF 'RE -TEST FORM

DATE LOCAL'OFFICL

INSTRUCTIONS': Fill in or check the following questions.

,FORM
ES 'Staff.

I. COUNSELING (itcti7ity #8)

,

4 How Tong havgyouibeen doing, counseling; in or out
of the Employkent Serviee?

I,

%

. Years,
1. Do you conduct individual counseling in a closed .

room, with only yourself and the applicani in the
.. t

room (or, .pt least, in a visually blocked area) ?. . (11
).--.

. .No
-

et;s
0

2. Do you set up a counseling file, separate from
the regular application file, for each applicant

. who receives counseling?
-. -

'3. Do you perform the following for each applicant
who receives counseling:

a; .Develop a statement of the,applicant's.
.problem?. . ,.. .0 4, . 0 .....

b. Analyze the applicant's record?
'd

c. Use diagnostic instruments sash as aptitude
tests, interest-inventories, and'"worker
tkaie aptitudes"?'

d. Evaluate and determine the various.possible
course-of-action options? -

I -

e. Develop plan of action? .... . . .

4. Do .you' have knowledge of the following:

a. Intra-agenCy and ,inter-agency resouices,and
how to apPly. them to serve the applicant? . e.,

7.(2)

(3a)

(3b)

-
Yes Na

Yes No

Yes
,
No

. (3c)
Yes

(3d)
No

(3e)41111..I.
Yes No

0

. ,(4a)
, Yes No

'

b. General labor market conditions? ... . . .

Zoo

R. Spoot;Acs of local trfifting
,

opportunities?

r99z
. i of

..
4

a 105

. ;



RMI. FO 6-S
ES .Stuff

A V

5. Do you maintain informatidn files with up -to -date
pamphlets'

Yes
.

'4 6. -DOes yobr schedule ollow for non-scheduled
counseling? . . . .1%,

o Yes
.

0

47 When You.send applicants to be tested, do you,give
them booklets, such as "DoingYourlisest in ,

Aptitude Tests? M7
48. if/ken...it is cistermined in a counseWIL.#04i

that an 'applicant is job-ready ;'44Wj...*-
the referral interview? ... ..

- (6).
No .

o

No
(7)

(8).'!..M1mbm601.. ..1
Yes No

i't
i . ,; . . .

.
a. If you answered No, does4the applicant receive,

an interview with a referral interviewer on A
the same day? 13a)1

,
d .. % (

, Yea-, 414,
. ..

. .

i-.
5. Do you have an educational background in education. 0,

tr
and/or.psychoiogy? . . (9)

)

4
. v

' : 1 Ter No

10. Do you belong to any professi6nal organizations: : (10)
Yes No

9

II.. COMMENTS AND SUGGESTIONS,

CP

106

-100- 2 of. 2
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O

DATE'

INSTRUCTIONS:

1

.0
e .

FORM B-9
-ES Staff

ES' STAIN -k4,E-TEST /OE M

LOCAL, OFFICE

Fill in or check answer'a)VO.the following questions.

co'

I. TESTINGAActivitv #9)
;4

O

How long have you been administeririg testing?'

1. W11 you administer a test, dqtymi post a sign
inetestareawhichindicates.thattesting

-No , .

is in Progreis?er 0:1

Yeirs

2. -Once an applicant arxiyes for a sdhed4ed test
,

. is tlie test always given?. .. . . ... ...., .

. 4, . , Yes No. (t
,. ___......

., 4 ,

,
.

Prior to administering a particular test, do
",y,ou inspect all test booklet..pIor that test? . ,, .'. 01

tgi- No

b

.

,

,

.
.

. 4
4 Are_ test materials,up-to-Aae? *, q 4 )

1I -
Yes, 75,

. ,
. . .

5. Do -you always read test instructions verbatim? . .\. . (5)-

Yes No

6. Do you give special attention'to applicants. when.
. administering the NATB or ,BOLT test? . . . .

b ;
7. -Are ttMe limits-on tests always...strictly observed?

s'

8. did You receive training far the tests which you
have responsibilityt:for administering? (Explain
in Comments section, if applicable)! .. ... . . .

II. ,COMMENTS AND SUGGESTIONS

6 10.7
Q

-101-

Yes

'Yes

(6)
No.

;

s4(7)

No

. (8)
Yee No

O
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ES ,STAFF PRE} -TEST FORM.

FORM H-10
ES Staff

:DATE AxcAL'orrAcE
.

.

.
.

INSTRUCTIONS: 'Fill in'or check answers to the following questions.
.)

,

I
.

.
.

I. FILE. SEARCH AND .GALL -IN (Activity #10) ..t

,

.

How long have you been doing File Sear9ft ,and /or Call -Ins
for' the --Employment Service? ,- . %

ti
9

ears
1.: On the average,. how much time do l9u speivollifile

Search=an order? .
. strf -.*1 (1)

Minutes
applicant /472. Is the active applicant file regularly searched

for applicants who have received no rece#t service
and who therefore be revieggd'for"Ipossible -

.1 _

further service? .. : .. .. . .. . 000000 (2)
.

.

. ,

- . Yes 'No..

. If yes: .

,

.

ö
- *

a. VOW often.is this search. of the file

*

\

carried out? Every -(2a
,

. Do individual interviewers search specified
positions of the active file? ....... . . - (2b-

WI" Nof I

Days '

c.. Are t ose applicants turned, up by file.gearch. '

sent a rm,letter requesting their curreqt '
employment-status and/or interests?.:. .. ..) . - . (2c

4
4

0 , .. .*
'

Yes. No
. .

A. Are applicantd that' are turned up by this file ,
..

search conticted.by phone if ,they do not. respond
62d

!
,

Yes. No
'..

e. If yes, liow soop after the mailing?, . (2e
Days

3. Do you make direct telephone referral* for, the
majority of call-in applicanft.who are reached
by.telephohe b,

1

Yes No
(3)

, - - %
.

-
,

.

4.* Do you make multiple referrals of applicants for,
professional, serviceand industrial openings? (4)

. - . ?Tr N6' °

.------...

5. 'If yob cannot reach the applicant when.yoU tele hone,
do you attempt:to obtain an alternate phonecn er ;

_for the applicant And then call this ,alternate ,

number? ... . : . -... .,. ... . ..... . , - (5)

108 ,

. Yes. *V--
.

-102- ° l%of 2° .
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Porim- B-10
ES 'Staff

1 .--
6. If you cannot reach ihe.ipOlicant by telephone, do you

attempt to reach the applicant by telegraor by
. mail? .

. b Yes No. .

°

1. Approximately how long are application cards kept
out of the file to fulfill the file search and

r call-in functions? .t..... :. .......... ^. - (7)
. ... Days

, .

(6)

In..' COMMENTS AND SUGGESTIONS

r

`1 9

-103- , 2 of 2
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ES STAFF PRE -TE6T. ORM

4 DATE
0

LOCAL OFFICE

INSTRUCTIONS:Fill in or checksanswero to the followitig questions.
.. .

4 1 1.

4

i fl .. tt 4 ..i4' .

'propttli-11
ES Staff

J e 4.
I: JOB ORDER TAKING (,Act i #11) - ,

.
1.

.

. -

How long have you beepridoing order taking? . -6,

liq 11/.. '.'
,

. Years -
1.1. Do you have access twoisdile (mmtpAtepit d

or not) of master orders? . (1)
?Fs No" -

a. If Yes, is the file current? (la)
rtes- No

'2. Do you follow written guidelines for filling; in ,, -
the order taking form? '4 (2)

I Na". No

3. Do. you follow written guidelines for filling in
the free-flow narrative area on the order? . . . . (3)

. \i
../-

Yes..:

.. 1 .

.,4. Did you receive training in order poking?. . \, . .

r

(/ ..

.

.

a. Do you lead the employer through the job order
.

form? 4
1 eir} p ; '

b. Is trangcriptiPn from rough notes to the
finished formusually necessary?. . :" A.

5. When taking an ,order, .

' 6. 'DOyou advise employers of the minimum gage, EEOC.
requirements, and prevailing salaries pertaining
to the.openings they seekto fiLl? ..... .

i
. .

.

7.'Do.you have written proceduries for dialing with
.

, job orders that contain*scrim' atorior '-

.."' unnecessary qualifications?. . .... ..'. . . .

.

War

d

.

Fir-
IA

(5a)

Ter- 11B--
(51:;)

4

irre"
(6)

./

.

(7)
IZIT- ffi".

a. How often do suchViscrimin toryoqualifications) s
_ occur (estimate)?

4

.

.

.

,.
.

one out evelky orders(7a)
I' *

110 .

-164- 1T of 2



a

. N.

. . FORM ,B-11
. 4S. Staff

,0 . $

Do you advipe employer.p of any unrealistic or
unreasonatae.job requirements they may have
specified? , , 4. ; . . .. .. . .

-

9. Do you pass oh signif icant information, requests,
and complaints from 'employers to the employer
representative?

ems do

Yes , No

Estimate the approximate number of employer
complaints during the last week

S

10. Do you inquire if'employers may be willing to
accept trainees for, an opening?

Answer the following 211114 your office has a Job -Banks

11. a. When the orders which you fiave taken first
appear in Job Bank, do you check them for,
errors? . (11a,

VW No
b. If yes, estimate the. approximate number of /

orders in error during the last week. . .f.

*--/)

(8)

(9)

(9a)

I

!grs No-

II. COMMENTS AND SUGGESTIONS
f'

a 11

111

2 of

(1b)
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ES STAFF PRE-TEST FORM
th.

FORM B-12
ES Staff.

DATE LOCAL OFFICE

INSTRUCTIONS: Check the tnsiiens to the following questions.

EMPLOYER SERVICE (Activity.#12)
as.

1.,I45 there a written current overall plan of goals-
.and actions for the employer dontact program
which defines the aPproadh and techniques to be
used and number of employers to )be. reached?. . . . (1)

YeA, No

2. For each sizable employer, is there an individual
file with adequate information and a written plan
(bhsed ori resources available to this facility
need of the particular employer, etc)? (2)

i
.. 4 liar No

k C
3. Does a comprehensive and current tickler file .t

exist for scheduling,visits? . . (3)
rel

.

44 Are illegal,, discriminatory or problem-causing
employer practices always identified? ... (4)

f Teri- No .

5. Does your LO use the Job Bank ?. ... ...
If you answered yes, are the following reports Yes No
used:

a. Closed Order Summary? ..
ig - Yes iRT--

b. Oider Verification/ . .... (5b)
Yes No '

,

('5a)

c. Applicant.Hiring Patterns?' .. .. (5c)
Yes. NO

d. Applicant Characteristics and Referral Results
Analysis? .. (5d)

e. Efnplbyer Order Histgri Book?
.

Yes No
(5e)

Yes No

f' f. Employer Order History index flay OCcupation?. . (5f)

. .
Yes Dzi-- :. '

. . .
q .

6. Is employer, information disseminated via:

a. Debriefing sessions With supervisors after
visits? . t ...... (6a)

Yes 1

b. t Issuance of weekly staff bulletins? ... : .. (6b)
ITe-s

c. Maintenance of bulletiffboards throughout
the area covered ?. (6c)

Yes No
112 x,

-106-- 1 of 2



.r

.

*4

7. Are current publications a
available to the Employer
research to aid their cont

8. During the pastyear have
innovative approaches been
new accounts or o get cur
additional job or ers that
of the occupation in whic
ment? ....... .

a.

d economic data
epresentativeS or
cts? `

y new steps
ntroduced t
nt users to
over a full
they provi

. . . .

List and briefly desr be any sub
steps or innovative.a roaches. .

FORM' B-12
ES Staff

r
attract

subMit
r range
employ-

(7)
"tit-rs No

.. . . . (8)
Yes 116--

new

9. Do you write the report 'on a vis to an employer
immediately after the visit?.

10. Was there adequate lead-time b
scheduling of the visit, and th
date itself?

tween the
actual visit

No

11. Are you able'to emphilize the priority programs-.
of interviewers on yodr visits to employers?.

1.2. Do yoU receive complaints from employers about
their receiving job develbpment calls?

*a. If,you answered Yes, please estimate how
many complaints you have received in the
past 6Y months
(In the Comments. Section please note the
nature of those complaints.)

II. COMMENTS AND UGGESTPONS

O

0*

's

.1)

11.3

2 of. 2

(9)

(Loy

reir
(11)

No

a

(12)

(120



C

DATE

I. COMMUNITY SERVICE (Activity in)

op

a.

FORM B -13-
SS Staff

LOCAL OFFICE

1. What is (are) the most useful kind of public,relations
material on file, for response to.- community questions -about
the Employment'Service? Indicate which you currently have
on file,. . I

'a

II. COMMENTS AND SUGGESTIONS

`

ti

kit

1 I.4

-108-
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c. FORM C:

Who Fills In:

4

1

.
LOCAL OFFICE MANAGER PRE-TEST FORM

Description in Brief

The local office manager
some activities may have
the local office manager
office).

Once, during the survey week.

The qualities of the specified local office
or ventral office activities. In addition,
Form C contains questions on certain office
statistics dnd general operational data-
(e.g., staffing, area unemployment rate,
etc.)

When:

Measures&

(information on
to be Otained by
from the central

'

9

*A.

115

-109-

1



FORM C
Local-Manage

.

ervisor
.. %

,

LOCAL OFFICE MANAGER -ARE -TEST FORM
. .

A

DATE
.

.

. LOCAL OFFICE____
.

.

.

INSTRUCTIONS: Fill in an$wers to the following questions. ,

,

A. OFFICE STATISTICS
A

C ,
.

,

,

-

positions

, .

1

%,

1. ,'Hotio many positions assigned to ES (Title-/// only) ?

What,is current unemployment rate in the local
area (city or county)?-

o For your area, how have Major Market employers
been identified? -

eetablishMents of over em-P4pyees .
.

.

Now many Major Market employers in youi..area?ia.

HOW mare* of the Major. Market employers use
the ES?

`' 42. Indicate which Job Bank reports you receive.-

,

3. For Non-Job Bank

rSielect: at. random, 30/open Job Orders. Compile for each
Referra/s,.Openings, etc. on. the form following.

4. Please attach an organizational cfiart.for the local office. .

1
.

Cr O

0

116

-110-

1 of 1.41'
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DATE

. A

' FORM C
Local Manager/Superiiip9r

1=.:*

LOCAL OFFICE

LOCAL OFFICE MANAGER PRE-TEST FORM

3.

3.

2

3

Order Taken No. of .No. of, No..of
on (Date) , Openings Referrals Made Placements Made

No. of
Referrals with no 13
verified result

?

w I

!r- -
. ..0.*.
)4. t

*,:

kilik

.1..2..

A.

i
.

.
.

.w._
P

lb .

./
0

..

.

. . A
.

.
...

\ .
ere

1.

.ir
.

alA

%

A

.

$

5

I'

Se

L.

.

r

117

-111- 2 of 14



FORM t
Local Manager/Supervisor

LOCAL OFFICE MANAGER PRE-TEST Form

DATE o LOCAL OFFICE

INSTRUCTIONS: -Check the answers to the following questions.

I. RECEPTION (Activity #1)

1. I* the location bf the receptionist placed so that
all personi entering the local office must passthe

.reception desk?

. 2. Is the reception area welcoming?

Yes
`

Tel
3. Is th e reception, area well equipped with pamphlets

on ES servioes'And on other agency services'

,

4. Are new applicants inprmed of:,

Yrri

a. JIS?
Yes ,

.b. Job' Search Library? Ws
c. Other services provided by E?

Yes

d. Veteran Preference Policy?
Yes

e. UI claims possibilities'

(1)

No

(2)
No

43)
No

(4a)
No

(4b)
No

'(4c)
No

(4d)
No

40
No- 0

f. Current Jab's= market' 'information? (4f)
44- I Yes R3-- e

g. Other (please indicate)? (4g)
ems 176--

S. What form does the above orientation' of new
applicants take?'

a. Verbal? (Se)

b. 'Pamphlets? . (SW

118 Yes No

mss! No

3 of 14



c. Film strip?

d. Other (please indicate)7

FORK e

Yes.
(5c)

(5d)

6. Is a tally kept of everyone who is received? .

Yes

7. Is a list of interviewing, counseling and testing
appointment* mainbained on a daily basis?

Yes No

-COMMENTS AND SUGGESTIONS.

44.

(6)

(7)

II. APPLICATION .TAKING (Activity #2)

1. Is the sat-application method used when, the
applicant is capable? l)

Yes- No

-

If you answered yes:

a. Are there visual aids and/Or examples of
completed forms to assist the applicant? . . .

Yes
b

b. Are there sufficient facilities available for
the applicant.(such as convenient desk space,
pens, etc)? , --(lb)----

Yes No -

1

No

2.. If partial applications are taken on the following
' applicant types, check "Yes": if f43.1 applications
or no applications are taken, check "No ":

If your .par41A1 applications differ from the ESARS
description, "please explain'in the Comments section

.1below.)

a. Applicants who choose to use the JIS, (2a).
Yes No

to

b. Youth s4king only summer work? (2b)
Ye* No

c. Transients? (2c)
Yes No

d. Casual labor workers?

-113-

119
4 of 14

f2d)
Fil No

4



e. Domestic day workets? (2e)

. .

. .

,c. .
. .

Applicants referred to a job opening'on their
first Visit to a local 4ffice? .(2f)

- Vii- .No
-d. t. .

g. Persons,visitking the local office only.for
testing Oh a' Specific Apt .tuda Test,-Battery? .

Yes

h. Applicants on temporary layoff with apparent

Yrs7
employer attachment?

. 3. lArfull applicatiiiins.are taken on the following
appiTaiit types, Check juYes"; if partial
applications or no applications are taken, check
nNo":

a. veteran ? OOO -. O OOOO
Yes

;. b. Dialgvantaged? O.

Yes

V15--

N3--

(2g)

(2h).

(3a)

(3b)
RE-

,Handicapped? (3c)

f .

d. Applicants who need additional service?. ... (3d)

Yes No

. Yes No

e. Applicants with skills usually in demand for
which there are no current openings?

Yes
.(3e)

I's there a periodic review of the application cards
on file (or a sample,of-these) to insure an overall
adequate quality? (4)

Yes No

COMMENTS AND SUGGESTIONS

711, REFERRAL INTERVIEWING (Activitx43)

1. Are referral interviews conduCted in an area that
is well-lighted, free of distracting. .noise, and
well-spaced (cm partitioned) ?. A (1)

Yes" No

2; Do referral interview supervisors receive daily
reports of referral results. far this unit? (2)

Yes NO

Ps,

120
-114-

'5 of 14



FORM e

a. If yes,, -do they Use it to monitor operations ?. - (2a)
7F3-71 117::: ''''

.1
.

-... . . 1,-1,
.

3. Do Job_Bank; listings arrive on time? . (3)

. . . Wrr wer-
. .

. .
.

. .
..

. *.
a. Please,estimaXe how many .times in the past year

these listings' were not available at the start .

of the dayi . . .. (30
$ isa51-----'

4. How many order lists or viewers are available for
referral interviewing' (4)

List/Viewers '
to

a. How many people normally perform referral
interviewing? ..

Peop e
(4a)

5. What % of job opehings are filled from using job.
order forms? . .. 0 A (5)

COMMENTS AND-SUGGESTIONS

VV. 'JOB DEVELOPMENT (Activity #4)

1. Pyre ,Job Development contacts noted on a Record of
, Employer contacts?

Yes WE
a. If the above answer was Yes, hoi many Employers .

were contacted in the last calendar month? . (la)

2. Taking a random sample of 25 application cards
from various, sectUns of the active file, how
many of these cards indicate that job development
has been performed?,

CO('9MENTS AND SUGGESTIONS -

V. JOB INFORMATION SERVICE --JIS tr(Aetivity #5)

(2)

1. 'Do you have job listings iq JIS? . (1).

If the an er to the above is,"Non, skip to Yes No

iw
Section V .

e

2. How are listings of open orders sequenced:

a. Alpha by occupation title? (2a)
Yes No

-115-

121
6 Of 14



fi

r

v1
Z

-

,,
.

)

.

. b. Alpha by location? k
v .. sw---- (2b)

WIT PIO. ,
, .

c. Alpha by occupation titl and saXary?:°.14. . , (26)

.

.

,_ ft :i., .
. Teri' at:

. _

do Other (please indicate pribflyM: (2d)
,

.,.. ...... .
,

. . Yew No
.

:* 4 '0.
.

..

FORM C
O

a

3. Are 4chools and community ,agencies receiVing-Ourrent
job listings?

Yes

.1 1.
a. If yes, .how often are these materials sent to,

these organizations; datly? meekly?,,monthly . .

4. Do these organizations bring their client's or.
studentl on visits to the local office?. . .

Specify 0

Yes No

(3a)

(4)

a. If yes, when did the last such visit occur?. I4
Ge

'(4a)

k
. . .

5. Do you check on applicant who have had multiple 1

referrals 4rom the JIS without placement?. . . . . (5)

err MT-

6. Is one or more,persons.assigftbd to monitor, the JIS?: . . (6)
"fel

0

Wit
0

COMMENTS 4ND SUGGESTIONS-
o

r

Y

VI: REFERRAL CONTROL (ActiiiiAT#6)- )

t. What is'the-peak number of referrals approved per
day?

\

Referrals
40 4

a. On these peak days, how many peoplerwork011.
'referral control simultaneously?

Peopt?
% -

b. If more thanonep worksorks on referral
control, is each individual responsible fol'
different sections of the listing of open . '-

orders? 1 (lb)
WW- No

2. Does theNsupervisor periodically evaluate'
postings for legibility and accuracy? (2)

Yes % No
12

Is -116-" . 7Of 14



'3.

I

0

,.

al If yes', how oiteln? . 4

.00

Are"forms used for change control? b

Are key changes, to job orders (changes of wage
rate, employer address, btc.). recordeby referral
controlstaff, so they can ixiform interviewers
who request refeirals on sucteorders?

Pt.
5. Is an audit periodically-performed to compare"

the interviewer, number (station and desk) of
each interviewer requesting a refeiral with the
interviewet number listed on the corresponding
ES AppliCant,Referral form?

"

a. .Ifv yes,, bow often if:Such/in audit performed?. .

.

FORM *C

Xep

Yes

'COMMENTS Aell SUGGESTIONS

0

"II. REFERRAL RESULT VERIMCATION/ORDEftVALIDATION (Activ4y..#7)

1.
.

What % of referrals remain unverified 24. hodrs
after the date of the appoihtmept?",

r

2. Are emtabyers regularly gontidied regar
, .

*
a. Aged orders'

: 0 f4' , .e. ,. ,,
1 ,

°Orders in othOr.than open-states?' t (2b)
1

e .
..

Yi.r NO

o

..

(201-

(3)
No

Frec-
(4)

(5)
No

(5a)

it

' (2a)
Ff6-"

. .
c. Orders containing mpierifiea ref rats?

, ;
A ,

'(Far each Yes, please indicate how often)
, ... .. -

3. Do4you follow an established procedure that
NIVIsures that.all,verifications and vaiidations.are
cbordinated gly.erploYer,toictnimize, the pumber '

bf calls to thehemployer?. ..- . (3)
Yes No

Yes No
(2c)

a'

-12.3

8. of 14
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0

4

41 0

% .

. .

)41 . Do referralipteruie*ers and/or copnselo s normally
. '

. verify the results of their referrals' (4)

Yes No

FORk C "44

JOB BANK ABEA,014U1

:4
5.. When an order goes into refefred status) is

employer contacted and asked if he will Accept more
referrals? . . . ..... t ..... . .....

Yes No

. IA, yes, who contacts the employer?
.

Does the verification group have:

Complete.records,of the employer's job orders
and associated referral transactions?

Yes No

(5).

(5a)

(6a)

b. EMployer telephone' numbers readily available?. . (650)

WE- R57-

COMMENTS-AND SUGGESTIONS

V-II. COUNSELING (ACtivity_#8)

.

1. When it is determined, that an applicant will
require several counseling sessionseis the
applicant assigned as caseload to an individual

0 counselor?,,°' , 4 (1)

Yes RE 77
7,

Do counselors have at least the State's minimumG.0
required,on-the-job trainin4? -(2)

/Tr No

COMMENTS AND SUGGESTIONS
r

IXP.TESTING (Activity #8) -

1. Do you use separate rooms for apparatus and paper
and pencil testing, or are these tests admO.nistered
in the same room at different times?

Yes No

2.' Are all testing areas without telephones? (2)'

Yes ,R5--

124
,-118- 9 of 14'
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FORM C

';1

3. Are all tests and instructional materialsqe.g.,
forms, booklets; scoring keys, etc.) always kept
under lock and key? . (3)

Yes r- R5-7-
4. Is an inventory of restricted test materials taken

at least once a year? . . . .. (4)
'No1751-.

5. Do the.ollowing maximum ratios- characterize your
local office:

a. One test administrator to 10 examinees for
BOLT and GATB pencil and paper tests? (5a)

Yes No

b. One Vot-st administrator tO 6 examinees for NATB
tests? (5b)

a

c. One test administrator to 5 examinees for
Apparatus tests?.

6. If needed, are tests administered in languages
other than English? .v

YE- No

(5c)

Yes No

(6)
Yes No

7. Id the scoring of tests. done more than once' (7)
Yrs No

If you answered Yes:

a. Are they scored by different individuals?, (7a)'
U-F- No

O. Are 'test record cards for an applicant, retained for
at least 3 -years? . .

-

9. Are test papers for applicants who are 40 or more
but leis than 65years of age, retained for at
least 1. year?

10. Are up-to-date research reports on the development
of specific tests made available to employers and
to staff when requested?

No

11. Are SATB tests always given to the applicant in
time for the resorts to be used in the selection .

for the job for which he was tested? . . . (11)'
17ir 273"--

ireir No
(8)

No
(R)

(10)

COMMENTS AND SUGGEStIONS.t

125
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t

X. FILE SEARCH AND CALL-IN (Activity no)

FORM

es.
,. ..-

TO-

.

C

4

(1)

,

(2),

(3)

1.

2.

3.

1' >

Are veteran's applications given the first pals in
file search?

. r

Are active applicant files reviewed at least Ionbe
a month for removal of the cards of inactive
applicants?

Is the telephone used to contact applicants? . .

.

No

IF--'Yes

At

1

If' you 'answered Yei:'

a. Are call-in contacts made after business % 1

hours? . . . ..... '(3a)

. 4 Mr. gr'
b. What proportion of the call-in attempts are

made by phone's

4: Is telegram or mail service used to contact
applicants?. 0 .. ' (4)

Yes No
4

43b)

If you answered Yes:

a. Do you send a "form" letter? ..... (4a)
Yes 1B--

''.
b. If the applicant ifbeinifqfrcontacted for a job

referral, do you stress'that a referral to a
.specific job is being considered? . '____ (4b)

re-s7 NO--
4

....u.

c. Do you request the applicant to promptly con-
'tact the local office?

g Igir RE--.

5. Are application cards post4 with the call-in
information and what the applicants response
was, if any? .....

COMMENTS AND SUGGESTIONS

-120-
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(4c)

(5).
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FORM C

KI. JOB ORDER TAKING (Activity 011)

1. -DO tight control procedures exist to prevent loss
of orders? . - OOOOOOOOO OO O (1)

Yes 0-7

(Explain below in Comments and Suggestions)

Answer the following only *t your office has a Job Bank:

2. Are .all orders submittedto data processing by the
. close of business each day?

If N9, explain below in Comments and Suggestions

COMMENTS AND SUGGESTIONS

Tar No (2)

XII. EMPLOYER SERVICES (Activity #12)
0

1. Are steps taken ,to insure that all covered Federal
contractors regularly list all their openings with
the ES? (1)

Yes No

a. How many new covered Federal contractors heave
risteopenings with the ES in the last three
months? -0 . (la)

2. Is current comprehensive- enipioyer information
available (e.g., files of active A inactive -
employers by name)?

/3. Is there anactive and current program to canvass

b
employers for job openings? ....

Yes No

Yes
a. Approximately how manit employers were.contacted

in this fashion in tile last three /Oaths?. . . .

e
4. Do referral interviewers and order takers have

access to and use the employer representative's
employer. files? (4)

7 6...J
. Yes NO

5. Is each employer you deal with assigned to a
specific employee" represintatiVe? (5)

,:,--- YR- No

6. How soon after an employer representative's visit
'to an employer is that information made available
for general distribution via a debriefing session? (6)

1.121-. 1 of ,14 127 I

(.2)

(3)

(3a)
0-



'4 4

')
.../

7. Are interviewers actively and, continually
encouraged to,seek out the information developed
by visits' to Omployers by the employer repre-
sentatives?': r

FORM C

Yes No

Jam-..a

8. Do\individuale doing job-order taking and'referral-
res It verification regularly receive the
inf rmatioh developpd from employer visits by
employer representdtives? , (8)

No

COMMENTS AND SUGGESTION&

\

X -II. COMMUNITY SERVICES (Activity 013)

1

4. Do you provide regular radio broadcast announct-
ments dnd bulletins? .

1 (1)

.

.

2., Do you provide regular television broadcast in4ounce-
o.ments and bulletins? , -r-vi (2)

Yes No

.77E- RE -7.

3. Do you provide regular newspaper advertisethenti? . (3)

Yes' MT":

4. oet the Community Services representative make
regular labor market and economic inerthatibn
mailings? ,

, -
Do you receiveand accept speaking recidests from
the community?

. Do you initiate/schtdule presentations to various
groups, describing ES programs and labor and
economic conditions?

(.

7. Number. of speaking engagem nits and presentations
during the past year.. , .. OOOO ,_

1

(7).-1....-___
.

Yes FPO (4)

(5)
Yes No

-

(6)
Yes No

8. Is the ES represented on the local Manpower
Council*

9, Do you train goveinment, s ial agency and -
community-agency personnel in ES programs and
operations?. .

,
-122- 13 of 14
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(8).
Yes No'

Yes No
(9)



r -- -

If Yes, what is the

a. Approximate number of individuals trained in
the past year? (9a)

10. Are you in contact with the labor unions in your
area?. : ..... (10)

Fir No

FORM C

.a. If Yes, what number have been contacted in
the past month?

COMMENTS AND SUGGESTIONS

*6.

° (10a)

0



d. FORM D: APPLICANT FORMS "cD -1, D-21. D-3) f
4

,t
Descri tion\in Brief.

.
lic

Who Pills In A representa ve number of applicants who ,d -,I,
have received ervice -from the local office.*
The Applicant rm Distribution Chart, which,
follows, indicate how many of each form type .

are to be made a ailable in each of the four
specified areas eaqhday.

X c If the stock of form in an area is exhausted
before the end of the day, no pore are to be
added until the beginniig of the next day; but -
that amount is to be add e'4 whether,forms are
left from the previous dai\or not.

When: Immediately piior to departi

Measures: The quality of certain Local 0

I.

the Local Office.

ice activities.

$

1

*Applicants are asked'io fill in these forms on a.voluntaiy
basis by the persons serving them at the Referral'Interviewing,

p Counseling, Testing or JIS areas.

130
-124-
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INTERVIEWER
(FORM D -1 ) d

I

COUNSELOR
(FORM D-2)

.

TESTING
(FORM D-2

i

JIS
(FORM D-3)

I-

API:lila1Q FORM DISTRIBUTION CHART tFOR FORMS D -1, D -2, D -3)

MONDAY . TUESDAY WEDNESDAY THURSDAY' . FRIDAY TOTAL

60 25

_

25 25

....

25 .

. I

200

:35 10

.

.
9 8 8

-

..7.0

5
.

2

t

1 1 1 a 10

25 ^- 7

a

6

.

6.

.
6 50

165 44 '41

e

40 40 .

..
330

.

C
a

I
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-lannzatisT FORM

DATE

FORM D-1 *

Applicant
-Control #1

LOCAL OFFICE

INSTRUCTIONS: Fill in or check answers to the following questions.

4
Ime

SECTION I (Activity 01)

Add you talk to a person at the reception desk?.
If you answered No, skip to Section II. Tar

Na

1. How long did you wait to talk to the person at
the reception deskIcl (1)

m

2. We're you given a reasonable estimate of the time
you would have to wait to talk to the person
at the reception desk? (2)

3. Was the person at the reception desk friendly? . . . ( 3 )

SW-% No

4. Did the person at the reception desk help to
direct you to the right service? - (4)

Yes No

5. Was it easy to find where to go in the office? . . .

Tar 146-
(5)

C. If the office had signs, were they easy to read
and did they give directions that were easy to
follow?. .. ,. s . (6)

No S Yes . No .

SECTION II (Activity #2)

pidoyou fill out parttofOrour own application card? .
If you answered No, skip to Section III. , Yes No,

1. Were there samples of filled-out forms? (1)

,-,...
.MT No

2. If there ye, were they clear and easy to see? (2)

Yes No

3. Was the-application card itself easy to.read and
AO fill out?.. (3)

. r 132
6 Tes No

41261! 1 a 3
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.

FORM 1)-.1

4i Was help available td you when you filled out
your application form' (4)

S. How iOng"did you have' to wait to hive your
application card completed and reviewed? (5)

t5 :AL over. m
or lees Minutes

.6. 1Was the area provided for haling odt your
application card comfortable' - (6)

174s7 No,

7. Was the area well lighted? . . . .

SECTION III (Acti'viik#3).

Did you'visit with a job interviewer?
If you answered No, skip to Section IV. Tit N0 \

4

1. How long did you wait for the person doing job'
interviewing? (1)

15 Mill. Over 15
or lees Mioutes

YFar

2. Did the interviewer understand what you were
looking for? .

Yes

3. Have you used the bmpioyment Service, before? . . . .

Yes

4. Would you return to the Employment Service again ?. .

Yes

S. Did the interviewer encourage yoU to call him or
her if' you have any questions or problems?

6. were you referred to a job?

If you answered Yes:

a. Did the interviewer discuss w.tyou the
arrangements made with the emplo er?

b. Did the interviewer instruct you to report
the results of the job interview to the
local office?

Yrs.

Yrai

(.2)

(3),

(4)

4

(5)

(6)

Wi ff3--
(6a)

(613)

YEr No

c. Were you gi'ven a referral slip to take to your

Iteririte_drititW7F0-6(6c)jobit.



FORM D-1

SECTION IV COMMENTS AND CHARACTERISTICS

Tie person completing thisA form is

Vls

,male' female ; under 21 21-40 over 4O-r---- c `11.
w

Employed? yes__T no

\
Present or last job held ( tittle)

Weekly salary" ,

Jot desired, (title)
i

__./

(

t-,

,,

Why. did you use this- employment office ?' Check -all that apply:-

',n eed a job .

_want to find a bettei job .',. .- . .

Aktme to pick up an unemployment check .. -
...

. .
receiNved a. card to come in;. . ,

received a telephone call to come in
- :.- ..

came in with a friend k

..

was in the area and decided to,,drop in.,
0 U

0,4, .I.
0 other. . t,

e

\

.

F

4

N\
L.

.

134
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FORM D-2'.
Applibant
Control #

.

APPLICANT FORM

DATE' LOCAL OFFICE

INSTRUCTIONS: pill in or check answers to the following questions.

. SECTION I (Activity #8) 00100,1

1,, Did yOu talk to a counselor? a .

'If you %answered No, skip to AeCtion II. Yes No

1.

1. How long did you wait foryoqr counseling
interview? (1)

IS spin. Over IS
or less Min.

2. Did' the counselor help you in your attempt"to
get .a job (or training)? (2)

Yes No

3. Were you sent to be tested? (3)
Ifyou answered No, skip to Section II. Yes No

yaf.' Did the counselor explain to yoU why you
needed to be tested? (3a)

Yes AD

SECTION II (Activity #9)

Did youtake a test"? ,

- If you answered No, skip to Section fii. Yes No

1.. While you were being tested, was the ,test
area 'free-of noise and distractions? -

Yes

.' Was there good lighting in the test area?
. Yes

3. Was the temperature comfortable in the
test area?

4
. Did the test administrator explain the

purpose, of the test to you?

5. Did' the. test administrator check your
practice questions?

6. Was a test administrator available to answer
questions while you were being tested?

a 135
-1,of 2

Yes

Y-efl

Yes

Yes,

(1)
No

(2)

No

(3)

(4)

No

:(5)
No.

(6)
No

V

0



S..

FORM .D-2 ,

... -

7. It you Used a test booklet, watt it clean,with ..

no marks?'. .. OOOOOOOOOO OOOOO (7) 1'
l

. . ing-'170-.

A ,
fh If you used a typewriter .,(or other test

equipment) did you find it in good condition?. .

m;; Yes IV:57:

on

v. Nr

SECTION IIL,COMMENTS AND'CHARACTERISTICS

The person completing this form is:

male female under 21 21-40 over.,.40

Employed? Yes No -

Preseht.pr,last job held (title)

Weekly salary

Job desired (title) .

Why did you use this employment office?.
A

to need a job

Chedk all that apply:

4

want to lind a better job 0

came to pick up an unemployment check_____

received a card:tp come in
. .

received a telephode all to come in

came in with a friend

was in the area and decided to drop *n
.

other , Pt

4 r.

A

.

136.

.
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.2 :64474/CANT FORM

. .

PORK 13-";3
Applicant. .
COntrol'#

DATE LOCAL OrFICE.AsiAME
. .

4

INSTRUCTIONS. .F ior -;cfteck answers to the following. question's:,
IL ,4

.ISECT/ON I (Activity #5)
f ,.. ..

1. Did you find the a .re4 Well lighted? 1 . . (1)
4 'c; .. -o::. . . .

i
.. .

Yes No

4 . Did you pleasant?'find 'the area plt? ,
. (la)

;I, .
.-.: A ,1

, .
. Yes Nci

2, Did yOu find- the material you wanted?- (2)
t '-f" Yes No..

-
.3. Weie-.you able to write a j b selection with no, ltrouble? - (3) ,.

I

*.;,. ,, Yes No"., ,.
-,

'11. Would you return to se s service again?.-; (4)

I
. . .,.

Ye-i iF9*".
.

5. Was there someone availab e to answer- your . . ,questions? . .,... * -' (5)'
I

. ,..
.. ,

... .... ; *. Yes No
r. . ,

6. Did you noticd, other materials beptides the ., '') . .., .

I

printed job listings 'that might be Useful in
your searctt for a job? ..

.. .. . -,

.(6)
, . Yes, 55--.

4^
a. If you did see other materials,. ..-

- . A
.

..

did you use thera? ...... . P . .. -, 'v. (6i)
No

,

Which material's?'

'. :Yes:,

I

.

, .. ..

A I/ %.
e

W
, .

A

. i.

'A 1

: I % ,7. Did you use any job, listings?, (7)
- '

.4. I Yes, No

0

I f You answered No', skip to Section II. ..

_ar. 'Did you in that the job listings were easy
to read?. . . -.(7a)

6131- 1 ,of

137

Yes No

4



e .

$'

O

b. Was the list Of jobs. cle.arly printed so that ,

could easily read them?
. .

9

,

9 .
,

c. Were the-desctiRtions of- jobs easy 'to'
undetstand?' ,

FORM D-3

(7b)
Yes' .No

. .

i (70.
Yes No

SECTION IIICOMMENTS AND CHARACTERISTICS

The person completing this fora "is

pale, %. female ; under 21 1 21-40 over 40
,

ti

_... Employed?* Yes Na

1 Present or4tstjobheld (title)
.

,Weekly'salary (oPtionA)

Job desired (title)
. .

Why did you use this employment office? Check a31 that apply:

need a job
.

r;

-want to find a better job'

came to pick up an unemployment check

received-a card to come in

received a-telephone call to Come in

came in with a friend

was in the area and decided to drop in

other 4ty

4.

1

138
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FORM E: EMPLOYER PRE-TEST FORM

Description in Brief

Who In: A representative number of employers who have
listed jobs with the 'local office or thellob.
Bank serving the local office.

When: After receiving wletter from the local Office,
requesting their assistance.

Measures: The quality of certain employment service
activities performed either by or for the
local office.

Note: This section also includes a SAMPLE EMPLOYER
LETTER to explain the .survey week and 'the
questionnaire to the employer.

.40

139
-133-

-

V



SAMPLE EMPLOYER rigTiER

.01'

sov

if

Dear Sir:

The State Employment Service is assisting the United States.
Department of Labor to develop new standards for serving
employers and job-seekers. When these standards are
established, they will be used. throughout the country by
all State employment offices.

The purpose of this letter is to ask yoUr assistance in
this effort, as a present or past user of the employment
service. You can help by reviewing the enclosed order for -
a job which you have listed with our office, and then ova-

. Tamtteing the attached questionnaire. For your convenience,
a stamped, addressed envelope has also been enclosed for
forwarding the completed questionnaire to the E. P:-Shelley
and Company who are consultants to the gp S. Department of
Labor and are responsible for compiling: -the questionnaire
responses.

Please feel free to contact me, if you have any questions.
Thank. you for your kind assistance. .

Office Manager

140
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FORM E
Employer

. ,EMPLOYER PRE -TESL FORM

DATE LOCAL OFFICE 1

INSTRUCTIONS: Please check the answers to the following que4tions,
referring when necessary to the attached copy'of 'a job"
order rur-regiltered with the Employment Service (ES).

. I. ,310 ORDER TARING ( Activity #11)
. -

4.. Does the job order truly reflect your occupational
needs and requirements, with full information on
job description, compensation, hours, etc? 11)

Yes No

2 Is the job order:

ks: ( a.. Clear and concise? (2a),

4( Yes No

b. Detailed ?. . .,s . . 4 (2b)

. Yes No

c. Accurate? i__ (2c)
Yes No .

d. `Complete? e
Yes No

(2d)

3. Was the ES order taker knowledgeable in other
ES functiohs- and able to answer al your questions?. (3)

Yes No

. Are phone numbers for submittingpulers to the
ES readily available? (Well-advertised?) . (4)

Yes No

5% Are there adequate phone facilities for 'the ES'
SQ that you are not inconvenienced?. . .. . . (5)

Yes NO

I/,LkMPLOYER SERVICE (Activity #12)

1. Do you have a designated ES ddhtact person whom
you deal with on all ES matters '(except such
'routine transactions as placing an order,
arranging job interview appointments, verifyingt

N,0.1 resell is of referrals to a job order you placed)? . . (1)
es- No

2. Are you able to reach an ES representative
with relative. ease ?. (2)

Yes No

-135-
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FORME

3. Does an ES representative contact you
regularly? . . a (3)'

1 7 Yes
.

a. Approximately how often in the past year ?.. . (3a).

4. Has an ES representative been:of help to yob.:
in resolving yo.fr employment problems? (4)

YesNo

a. Has an ES representative seen of help
to you in resolving problems you may have
had with ES service? (4a) .

b. Has an ES -emPltoyer representative been
helpful in improving and/or extending
services rendered to you by the ES?

Yes No

(4b)
Yes 'No

5. When .an ES represeptative visits you, does
he/she seem aware Of your requirements, and
the recent history of your dealings with the ES?. (5)

Yes No

w Appear to be .knowledgeable of the current
labor market?

6.,; `Have you received printed material from the ES
that indicate% what information the ES!will need
about your job openihg in order.to list it with
.the ES?

III. COMMENTS AND SUGGESTIONS

O.. .

-136-
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-(5a)
Yes No

Yes No
(6)
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C. Procedures and Forms for Data Analysis for the Survey
Week

)
Wow to convert raw data
into a form compatible
with performance standards)

I
r'rrt

O'N

,143'
-137-
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1. Overview

At the end of the survey weekedatawill have been

accumulated on to Time Ladders, Time Ladder Summary

Sheets (F-Forms), and.on Questionnaires'(B-Forms).

The procedures in this section describe how this

°raw° data is converted into a form compatible with

the performance standards.' Worksheets and forms are.

provided as part of the survey package for carrying

out the steps described below. This part of the

Handbook contains examples and samples of the forms

you will use.

144
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2. Per onriel

e task of Converting raw data into a torm

compatible with the standards can.bedone at the

localloffice level', the labor area level (District

Office) or by the contractor'conducting the surveys

to est lish standards. No special skills or training

are required. If the local office is conducting the

survey ms part of a self anaysis of operations, we

sugges that the survey week coordinator supervise

this wo' k..

3. Schedul

After ou review the procedures in this section

you will e that some of the data items reviired are

daily s Time Ladder data. These lould be

computed the end of each day to reduce the burden

at the en,; of the survey week. Other data is obtained

from ES = for the month that includes the survey week.
.

.
i

WARS tablei are usually not availablelUntil several

weeks foll ing the end of the month. These' measures

(Service Percents and' Quantitative Measures of Component

Activity) c ot.be calculated until that time. Finally,

the answers t the Questionnaires will ptobably not all

be available until the end of the survey week.

The chart on page 141 shows the earliest time each

calculation can be made.

.145.
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4. Data Analysis Forms

The table below summarizes the forms to be used in

the step-to-step procedures that convert raw'survey

data into the performance standards format. Each series

of forms relates to one of the data collection instruments

used or to data obtained from ESARS tables and other

sources.*

a

*Unemployment and Employment data are used for calcu-
lating Service Percents for Reception and for Order
Taking. The data is obtained from State R & A
Division (See Service Percent worksheets H-3 for
details).

146
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TABLE OF DATA ANALYSIS FORMS '

I EARLIEST TIM!

FORM TITLE
,

WHO FILLS IN
-

WHAT IS MEASURED
4Amcn.uunw4vnn
CAN BE MADE NOTE

G Worksheet-For
2. -
LO.Time and

Quantity Summary-Daily and
Total study Week

- (Summary of A-1 Forms).
.

'

._ ',

ES Staff
Member
assigned byactivities
Survey Week
Coors-

Quantity Units &
worktime of all

For Daily Totals:Use
Daily

For Total Study
Week:
End' of Week

Daily
Collection of
Form A-1 from
each member..
of study

.

(11)

H-1

-
.

. .

Summaries of Time and Quantitvi See above

.

.-

i

Quantity of-all
activities

End-of Week
.

,

_..

)se Form G
to calculate

Summary of Time and Quantity
for LO (or Labor Arbil)

a
1...H-2

s6.

4

Summary of Non-Placement Time
and Quantity for LO (or
_Labor Area)

.

See above End of Week

.

.

Use Form G
to calculate

H-3

'(3,

Worksheet/Summary of Service
Percents for LO (or
Labor Area)

'

See above
.

_

. .

-

After ESARS
Tbl for LO's
are available

s.

Use Form H-1,
appropriate.
ESARS and
Labor Area
figures

'0

.

H -4

.

Worksheet /Summary of
Quantitative Measures
for LO (or Labor
Area)

See above
'

.

.

_

After ESARS
Tbl for LO's
are available

.

,N.. .-

Use Form E-li
appropriate
ESARS and
Labor Area
figures

..

.

.

,

. t .

',

_
w

i

.

.

.

, .

,
d

.

Pagel of 2
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TABLE OF DAA ANALYSIS FORMS

FORM TITLE

,

-
WHO FILLS If

,

WHAT IS MEASURED

EARLIEST TIME
CANCELLATIONS
CAN BE MADE

,

.
.

NOTEI

(B-
VAI.LY)

B -1-T
*

D=1-7
. *

E-T

0-,
At-
110

.

worksheets for Tally of ES
Pre-test Forms (3,0,4)

-

Staff: Reception

:

Applic: Reception, .
Application-Taking, Referral
Interviewing .

. Employer: Order'Taking,
Employer Services

.

,...

..

See above
,

,

.

--

.Quality of all
activities

.

t

ii

-
')

d

-

.

Cail'imake entry
1

Daily, as soon
as forms
returned -

4 .
1

.

tiseappro-
priate B,-D, ,
p forms .

.

.

$

.

_ .

31M:A"157a1:11)eCtone
Instruments for list of S and
D forms

At

e

N-A
. W-1

M -2

M-3
M-4
M-5

M-6M-7
M-8
M-9
M -10
M-11
M-12
M-11..

e

Summary
for:
4

Office
Reception
For the

.

.,

,

,V

of Activity Quality

.

Statistics

other activities

.

.

.

0

.

.

.

.

.
.

t.
,

.

See above

.

,.
.

.

. , .

Quality of all
activities

-

.

.

.

.

_
.

. .

End of Week

/. .

. ,

. .

.

.

. _.

, Use appro -
priate a,n,
2 tally
sheets and
LO Manager
Porn C.

,

_

.

_

Page 2 of 2
.

.

4
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a. INSTRUCTIONS FOR COMPLETION OP ANALYSIS SHEETS FOR TIME
LADDERS DATA

Each staff member will complete a form that summarize);

the time spent on various activities during the day (k -1

Forms). At the bottom of each form the total number of

minutes and the total; quantity of units is recorded. Next,

data is translated into a form that depicts the relative

emphasis of activities in the office. This is done by using

thatwo forms discussed in this section. The procedure

totals all the minutes devoted to each activity by the staff

'members each day and then producis a tota4-for. all- the days

in the Week. Finally, minutes devoted to each activity during

the entire survey week are recorded in a table, quantitative

units are also recorded and minutes per unit quantity used

in the proCess:(Form G-and -ls "Worksheet for Local Office

Time and Quantity Summary" and "Summary of Time and Quantity

For Local Office or Labor Area",)



a.

a

a

gtep1:

Complete the LO number, name, and number of staff

surveyed oneForm G ("Worksheet for Local Office Timi and

Quantity Summary"). Also complete the boxes indicating

the dates of the survey.

7g192j,,

At the end of each survey day assemble all the staff

Tim, Ladder forms and the summary sheets (Forgt A-1). The'

total number of minutes spent on'each activity by' each

staff member during'the day appears at the bottom ofA

,..,each Form F. These numbers should be added and the totals

entered under the Component Activity on Form G for that
data. See illustration below.

Time
Dist,
Pert,
StJs.

QTY

Tr Alf

1111/121
RE

111111
00

Time
Dist.
Pert,
Stds.

MEM
AT

QTY

. IN ONO

Time
Dist
Peri.
Stag,

QTY

51.1.1

AT

.. Dist. 511.1 511.2

fc Stds RE AT
... ......

Date 1 Qty I'mC,Qty

.

1. /aj TifS fro
2. / /
-3. / /

'4. /

5. I'

;OVAL

Tm

Itt'i,j1.14
Time
Dist 511.1 511.2

?OPAL
°PAM. Foo4 A--/

;RecuProm Tow
at

-144-
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o

r

Step 3:-

Total unit quantities should be entered on the worksheet

(Fonz5n in a manner. Note that certain quadtities

are not accumulated on .the time ladders used by each staff

member; these are the activities performed' in reception and
a

in referral control where a special time ladder is used to

accumulate all the tally courits for the entire, unit.

°

Step

. When the last day of the survey weeklies-occurred and

all the time and units for that day, have been entered: on the

last row of_FOri GI the weekly totals can be calculated..

Add:the numbers in.eactl column on Form G and enter the totals

in the space below.: Please note. that three special sums are

asked for at the bottom of the FoiM; these-are Used to analyze

`referral interviewing (RI =:IN + Employer Services

JES = ER 41: EP)' 40 the non-placement time (X = Symisof all the

Step 51

. Transcribe' all thetOtals for each component onto Forms

H-1 and H-21 (Sumhary'of Time and Quantity for 1.0 aS Office

or Labor Area)* -Add'all minutes and record the slam in the
I.

total box.at the bottom of the first column. This number will

be used to derive the entriewfor the Percent Resource -used

Ithe.1ast column on t(ie right on Forms H-1 and H -2) :_

-"5- 15.1

Q



.

1

3

,6

t

.

g

ft

g

;.

.

...

-

Step 6: 404.--'. "gt
. .. , ..4) ,

.4

CoIrtsute the .Minutes .Unit Quantity by dividing Minutes...
by quantity for each component. Compute the FercInt

N

Resource used.'column by dividing the- minutes, used for each

*componerit for the tOtl minutes recorded in .the box at the
bottom of the firSt column, (calculated. in. Step 5 above) .

.

This completes thee' worksheet.
,

analysis. is being done 'for a
(Step 7) must be perk()

or a local office. If. the
abora ea, the next step ,,-

Step 7: .1-
.Y

'Forms H-1 and 11-4 shpuld be completed for' the labor area
, .

, .Ias a whole as well. as for every local office in the' labow ..
area. Once Step 6 aboVe, is completed for every local office
in the labor area, the form for the entire, labor area can be
calculated. For each component! activity add the minutes and
quantities from each local office and enter the sum in

1

the corresponding column of the labor*area Form H -].. 'Unit
Costs° and "percent of Resource aAtthen calculated' .

exactly the same way for the labor area ab for the local
1.,

Office Asee Step 6 .above).
..

/

,

6

I 6

,

152
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Lo No .
.

LOCAL OFFICE NAMED

LABOR AREA NAME a

4.,RM (.0/.15)

# STAFF SURVEYED

Pfc -

Std . °Activity Minutes Quantity
Unit of
Quantity

Unit Cost
in Ninutec

-.

Percent -of
Resource
(min./All

Total Min.)Olin./Qty

RE RECEPTION Applicants

AT APPLICATION TAKING Applications

CO' COUNSELING 1 Applicants

TE TESTING A.licants
RI REFERRAC INTERVIEWING A.licants

Call In Attempts

N/A

.

FC FILE SE4RCH/CALL-IN

JI JOB INFORMATION SERVICE

OT ORDER TAKING Job Orders

RC REFERRAL CONTROL Referral Requests

Results/Orders

'

W VERIFICATION/VALIDATION

JD JOB DEVELOPMENT JD Attempts

ES EMPLOYER SERVICE ' ESR Contacts .

CS COMMUNITY SERVICE .

k...\..-----..*..._

Aza

X All else (Non-Placement) N/A

ALL ACTIVITY TOTAL ..._,....._ A 100.0%

RIREPERRAL INTERVIEWING:

IN INTERVIEWING

IJ INTERVIEWING-JIS

:ES-EMPLOYER SERVICE:

ER EMPLOYER SERVICE-REGOiAN.

EP EMPLOYER SERVICE - PROBLEM

Applicants

Applicants fr. JIS

ESA( Contacts-Reau laY

ESR Contactn4ProhlA

t.

If Summary is for a Labor Area, list the Local Offices which have been included.:

ti



7

LO No.

Summary of Non-Placement (X) Time and Quantity

['LOCAL OFFICE or

['LABOR AREA NAME

.

Form H-2 (5/75) :

iPfc
Std

.

.Activity, Minutes
Percent of
Resource
iAiwznal

Total Min
XX KEY PUNCH JB AND MODS DATA

XS SUPERVISION, MMAGEMENT,-SELF-APP._ SYSTEM

XM MEETINGS, TRAINING i'

XF FILING, TYPAG, CLERICAL, SWITCHBOARD

xia STUDY WEEK
1,

-

?CC CETA 3

)0 JOB CORPS, FOOD STAMP, WIN, NON-TITLE III

XU UI .
,

XX .ALL ELSE

XV VACATION, ANNUAL LEAVE, SICK, PERSONAL

. ALL X TOTAL

ALL ACTIVITY TOTAL .
1 100.0% ._

..L

r

(Form 0-1)

I ,

I I

1

I

-1 *; I- -I

. t

:t

- .

I

:

I.:
. - I . - . - _

I . {

?
.

I ila I 4,

1 . 1

;

1

ft

r

1 -- i
I 1

.

I. I I I

i I . I

- , -- -4 - -4 . - - -. - .4.---t. -1
$

.- i - - _ 1.. -1- -$.___-1--- -. -.

.; .

I

1 . i

, $ I

.- 1 - - -- t -
1

i

I I 1 I 1 f. I



INSTRUCTIONS FOR COMPLETING WORKSHEETS FOR "SERVICE PERCENTS"

The following worksheets (Form 8-3) describe the method for

calculating Service Percents for each component activity in

the survey. These Sheets show the sources for computation.

Data taken from ESARS tables are prefixed with an "E", the

table and line number f011owl unless otherwise indicated the

number is the total for that line in the table (column C).

ous

Numbers derived frdm the survey are shown with a subscript

"s" following the component activity alphabetic code. These

survey-numbers are taken from the tables compiled .on

Form-H-11; they are the quantity'units for each component

activity ih the local office. The number indiCated by the

symbol "(5)" is a conversion factor-to extend .the quantity

measure for the survey week Igto equivalents fora month.

The conversion factor:C(5)N is derived as follows:

S = # of working days In the month/ii-of days in the survey

All the.fractions calculated on the worksheets are multiplied
.

by 100 to express the results as a Service Percent.

156

-150- 4



( - )

)) (

x100 1

AT

FORM H-3 (5/75)
WORKSHEET /St AARY OP SERVICE PERCENTS , Page 1 of 3

LO or

OLABOR AREA NAM SURVEY WEEK

21!_apps + Renewal's
Total Traffic

1

(E90010)+(E90020) x100 I( ) + ( ).
(REs) x (S) ) X ( )'

x100

Application taking Service % =

Indiv Counseled . (E90025) x100
New Apps + Renewals x'(E90010)+(E9602b)

.

(

(

) + (
)

)

x100
IA, f

Counselihg Service % =

1

ES
ESR Problem Contacts (EPS)

1 x100
ESR Problem +Regular (EPs) + {ERs)

°
contacts

t
.

FC Call-In Attempts

JD

# of Indiv. in the
Active Pile

m
_

Job Devel.'Attempts
Referral Interviews,

Referral IntervieWs
from JIS

Referral Interviews

ES Service % =

(S) x ( x100
E 1305

*it
+.; )

x100

F
) x ( )
r

x100

-File_Search/Call-InServiCe % =

(3D.A) x100
(INs) + (IJ8)

Job' Development Service % =

(IJs )
To,

"Ns) "Js)

x100

JIS Service % =

)
) + )

_2c100

-151- X57



LJLO or

o LABOR AREA

WORKSHELT/SU:':hRY OF SERVICE. PERCENTS

1

RI
11-ferral Interviews (IN

s
) +

[ Total Traffic. I

(IJ5)

(RE s)

TE

1.

Individuals Tested
Total Traffic

FORM 11-3' (5/7!1,
Page 2 of 3

SURVEY WEEK

x1001 ( ) + )

Referral Interviewing Service % =

Testing Service % =

)
) +

x100

IF you are in an area served by only one local office, the

following four service percentt appSy in the same manner as

those on meg 1 and 2.

If you are inia labor area which is served by several local

offices, the service percents on the following page may not apply

to an individual office but only to the area as a whole. Three

of these activities: Order Taking, Referral Control, and

Verification/Validation may be carried out centrally in your area.

The service percent in that case applies only. 'to the labor area

and it should be calculated only on that basis. The other

activity, Reception, is measured by dividing the total traffic

counted during the survey by the total unemployment estimated

for the labor area. This figure applies to the entire labor

area and should be calculated by adding all the traffic counts

in the local offices.

The proCeduxe for combining local office data to derive Labor

Area Service Percents is described immediately following the

SERVICE PERCENTS WORKSHEETS. Examples are given for performing

the calculations. 158T.
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p

0

In areas served by multiple local offices the individual

local office data is combined to give service percents

for the areas as a whole. The procedure uses the numberl

recorded in the boxecon the right-hand side of the

SERVICE PERCENT WORKSHEETS. The example on the next page

illustrates how data from five local offices are combined

for one component activity: Application Taking. Please

note that the method calls for adding all the numerators

from each local office calculation and separately adding

all the denominators. The number in the box used for

the Labor Area Service Percent is the total sum of all

numerators divided by the total sum of all the denominators.

159
-153-



4

F Xass C IA 12;n ; 4p 1.ca-hart To71( -Pc van.

3- Le c 0.1 O ce s dete. Ls"
Sat vi ce 1:74.-ce rig".

AT New Apps +'Renewals
Total Traffic

toocaLi 0 f
Ala.

(E900101)+(E90020) x100 I( 4/0 0 ) (
(REs). x (S) ( / ®O ) X ( 4%.4. )

N100

Application taking Service 0

AT I- New Apps + Renewals
Total Traffic

1. it Ea. I Office.

AT New Apps + Renewals
T9ta1 Traffic

Loco -1 O ffice..
do. 3

(E90010) +(E90020) x100 {, / . ) +. ( /0 )

(RE3) x (5) .0. 0 1 X{ 0.a. )

x100

Application taking eniat)e %

(E90010)+(E90020) x100 1(300 ) + ( )

( /010 ) )

xioo
(RE.) x (s)

4 Application taking Service %

AT New Apps + Renewals
Total Traffic

Le c.42-1 Office-
Ablo.

(E90010)+ (E90020) x100 I( rao +. ( 7o )
(RE& x (S) Sae ) X ( r

3C100

Application taking Service

al (E90010)+(E90020) x100New Apps + Renewals I( /74r ) + ( Air. )

Total Traffic (RE3) x (S) ( 110 X 14442. )

Osa.1 Office.
x100

Application taking Service Oim

Lain A Pea... a. $ %Ai 11-°14-

-71;:k A.y_154Ser

(0.104- (a's)
(4/D) )( (#4)Xt.°
61.0

160
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O

This foregoing procedure should be applied to all Service

Percents except Order Taking and Reception.

Order Taking and Reception are calculated on an area wide

basis only. The figure used in the denominator is Total

Eiployment and Total Unemployment in the area. Where several

local offices serve a single area, these two Service Percents

apply only to the area as a whole -- in this ,case, multiple

offices in a single area . Total traffic is the sum of all

REs measured in the local offices and Openings Received is

.two

the MO total for all the offices (including central orderr

taking' in the area.

.161
-155-
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I ample.: eembingtii Reel, lion de Ca. 'Pro's 46- ke.A,/
ettie,hE 4444Aor Area de4.4,4e

RE

Total Traffic
Total Unemployment
in the Labor Area

.400di/ 41,44e
No. /

Total Traffic
Total Unemployment
in the Labor Area

-.01-707ie

.e

Total Traffic
Total Unemployment
in the Labor Area

Tot41 Traffic
Total Unemployment
in the Labor Area

hoe A/ office
do. 4/

Total Traffic
Total Unemployment
in the Labor Area

1.0eat 0744,0

(REs
) x (S)

(see Note a)
0

( 4 000

X100

)

X10 0 0 x 7 ( 44. )
3

Reception Service'% =
(See Note c)

(REs) x (S)

(see Note a)
x100

,(Note c)

10 )x(44 )

50, ado
xioo

Reception Service % =
(See Note c) (Note c)

(REs) x (S)

(see Note a)
x100 I /c4 ) x ( 44% 02 )

11

( Jo, 000 )

xilYet

##'

Reception Service % =
(See Note c)

(RE
s

) x (5)
x).00

TseeNote ate---

(Note c)

( ) x ( )

( 50# 000 )
xli10

Reception Service % =
(See Note c)

(REs) x (S)

(see Note a)

.(Note c)

X100 ( "0 ) x ( ;elet )

( 34,',000 )

X100

Reception Service % =
(See Note 0

Labor Areki, 2-6 4 MAW

1 6 2 Reteeton 5°111 44-1.156-
)

dry.

(Note c)

Ome)lc ( 2.)

000e34.*



c. INSTRUCTIONSfFOR COMPLETING WORKSHEETS FOR
"QUANTITATIVE MEASURES OF,COMPONENT ACTIVITY"

The following worksheets describe several QUANTITATIVE

MEASURES OFCOMPONENT ACTIVITY. They.are numeric indicator

of the quality of performance of these .actfvities.! During

the surveys to establish actual performance standards these

indicators will be analyzed for their contribution to the

.output performance of the, local offices in the survey.' For

some of these activities more than ge indicator is presented;

we expect that after statistical4nalysis of the survey ciatax

these will be reduced.

11**11"1
These,Quantiiative Measures will be established as

standards if the statistical evidence at the end of the large

urvey (next phase of Performance Standards project) supports

their use. For the present, managers may use them to compare

P theil- actual performance to a lccal average or to their own

expectation's.

tr

.163

-157-
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1.0.
r

WORRSHEET/SUMMI1 OF QANTITAT"IVE tkPtikEifiRES

1,1:1%
.

I

POW.; 1:- 4 t:,/
Pecjo 1 of 2

SURViY WKEK /

TE

rE

AT

Individuals Tested I

New Apps + Renewals !

(Svc to.indiv..YTD)

[

Iddividual Tested
on GATB

L/,..

iv. Counse e
. (Svc. to Indiv...YTD

(E91040)
(E91020) + (E91030). (

0

Quantitative measure of Testing 4
(1 of 3) 0

(E11,040)
tE51035)

4$r

Quantitative beasUxii
(2 of 3)

Individuals Tested"
. on SATB

Individuals Referred
(Svc.to indiv....YTD)

(E11050)

.*I

Testing

(E91150)

Quantitative measure of Testing
(3 of 3)

22

New Aps + Renewals
Total Unemployment in

the Labor Area

(E9,0010) + (E90020)
See Note a, page 3' of
SVC.Percent Worksheet)

Quantitative measure of ApplicaWon
'Taking \

Total number of.
Counseling Interviews

Total number of
indiv. Counseled

(E11031C)
(E1103aD)

01"

Quantitative measure of Counseling

164

22

1

p
-158-



A

I

WORRSHEET/SUMiAY-OP QUANTITATIVE -MEASURES

or

ClhiAtOR AREA NAME

PLatt..b! H- 4 (!./ ,
Page 2' of 2

SURVEY WEEn / /

4*

RI New Apps + Renewals
I

,Individuals Referred I-
(E91156) I (0

(Svc. to Indiv...YTD) (E91420) +.(E91030) (
) + (

I

, i
. i

4 . .
Quantitative measure of Referral Interviewing =

o
(i of 2) . 4. :

1 Number of Referrals-
RII Total Number of
--I JQb Placements.

JD

(E90075)
(E90090)

Quah:tive measure 'of Referral Interviewing =
"(2 of 2)-

Job DeVelment Contac s
NeW..Appa,+ Renewals

I

0

(E90060)
(E90010) +-(E90020)

Quantitative measure of Job Development
- (1 of 2)

[Job Development Contacts
JD Placements at a'epult1

of Job Developmegt

,Lim'w

.(E90065)

.(E90060) ( ) Lik

Quantitative measure of Job Development ,

Qf 2)

9

165.
.
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d. INSTRUCTIONS FOR COUNTING RESPONSES TO QUESTIONNAIRES
ON KEY QUALITY FACTORS

4

Each staff member is requested to complete one or more

.questionnaires covering the component activities they perfofm

in the placement process. Similar questionnaires are completed .

4
by office' manager, a selection of applicants, and. a selection

of employers. The responsesto these questionnaires indicate

how closely activities in the local office conform to the gen-

erally accepted norms for each component activity.

The fotms on the following pages are provided to assist
3...--

in talking the responses. The forms are actual questionnaires

modified to create a tally box for each question that hds a
.

Yes/No response. The questions'that ask for'numbers instead-

of YeshNo respoises are not included in the tallys because.

they are
.4

'ntended strictly as research data to b4 used in the

u:
,

. .

.

large s vey that will establish standards, In the final

version clif the Handbook, when performance standards have been

established, these responses wilt be counted as either exceeding

or falling teloW some standard number's tally boxes fcm,counting

the number above or below will then be included.

(A sample of B and itt sheets is on the following page4J

-160-
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DATE

1..s. ES STAFF PRE-TEST FORM

FORM B-1
ES Staff

LOCAL OFFICE (

INSTRUCTIONS: Check the answers to the following questions.

X. RECEPTION

1. Do yo
appli

(If y
inai
in C

a. W
e

Are2. Ae a
sched

Y

. 3. How 1114

meter.
'leave

1

:

4. Do yo
appli

5. Do yo
appli

sepbti

6. Do yol.

:What
could

B. Do yo
co;11.442

If Ye
often

a

-161-

1 7
t

I I

t

(la)

!(2)

.cants

(4)

(5)

i(6)

(S)

(8a)



4. Was
your

How.
appl

6.. -stgag."
appl

7. Was

SECTION III

Did-you
If you a,
1. How

inte

2. Did
look

3. Have

4. Woul,

5. Did
her

6. Were

If y

a.

b.

C.

Folic/A-1

110

....1111

71.

a

168.

(6a)



FORM E
Employer.

EMPLOYER PRE-TEST FORM

DATE LOCAL OFFICE

INSTRUCTIONS: Please check the andOers to the following questions,
referring when necessary to the attached copy of a job .

order you registered with the Employmeht,Service (ES).
A

. gort

1. Does
need:
job

N
.4

r

d. I

3. Was
ES ft

4. Are j
ES r

5. Are
, so tl

II. EMPLOYER

§
1 Do yt

you
ou

rout.
array
resu.

.e

2. Axe:
with

. ____....._

.1

1(39

A

(4)

(5)

(2) ,1



3. Does an
reylarl

a. Apo

4. Has an
in resol

a. Has
to I
had

b. Has
he 11

sekl

5. Wheri an
he/she
thexect

4/1
a. 'App..

labc.

Have yo%
that in(
about y(
the ES?

=I. COMMENTS AN]

I N
FORM E

-164-
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(4)

(6)

(5a)

(6)
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ti

Step 11,

The Staff Response's (B Forms);

Collect all the forms from the staff and record the number

returned in each category, (P.e., 10,

etc..).- Keep all questionnaires of one type,together.

Step 2:,

The Staff, Responses (B Forms);

Using the worksheets on the following pages record 411

Yes or No responses ta each question in the tally boxes

provided. If your local office has a very large s

(more than 50) you may find it necessary to use 11 tally

marks to "squeeze" all the responses into the' bo es (it is

rssible to get as many as ninety marks in a single box).

Step 3:

The Staff Responses (B & M Forms)

The totals of Yes or No responses should be entered in

the .ippropriate boxes on the.M Forms which summarize the

Key Quality Factors for each activity. The M:1Forms contain

responses from the Staff, the local office manager, the

applicant, and the employers. In this step only the staff

responses are entered(B Foims). The )4 Forms have spaces

for total of Y+N and for "S Yes".

1 7 IL
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IIIa From LO Manager Form C/I

TyrTilt; 1 Y N

I# Forms Returned:

Y N Y

13 1'4id
0

0
84i

4 3
0*

z
a. 8 1.1

6 a.

1 2 3- 4a

1.4 -
:ft .

I XIXb. From 1.0 Mana

1

I

4b ic

NrYINIY NYNY NY

_ b 0.

b
O

H
4.1

46.
44

C

4 0
I-I

*al rj et 1,4

z z
4e '4f 4g

14

0

0 >

5a

N Y N

FC M-

P. 2 of

0
5d-

N Y

# Forms Returned:

v N N Y N

Total Yes/No

Total Yes + No

Total % Yes

Paes Crites on %

Piss /Fail

SUMMARY OF

ACTIVITY QUALITY

Activity: RECEPTION

Lo or

Labor Area

Name:,

Total Yes/No

Total Yes + No

.11101111 Total % Yes

Pass Criterion %

Pass/Fail

4

*Note: To determine

Pass or Fail:

e If '% Yes' is

f4neater

than

equal to

- Pass criterion %.,

Mark Past.
...

O



I. From Staff'Form,B -2

Y II f Y tIlYr::IY IN . 1--F.IYIN Y

f

,

A

AAStim

1 2 3

co

II. From Applicant
r-

_Lt.

N Y N

,...11

/-

Forms Returnedt

Y N YIN YIN YIN Y N
I

N Y N

P. 1 of 2

Total Yes/No

Total Yes + No

Total % Yes

Pass Criterion %

Pass/Fail

Form D -I /II

v

Forms Returned:

-"

SUMNARY OP

ACTIVITY OUATrITY

Activity: APPLICATION
.TAKING

Lo or

Labor Area

Name:

Total Yes/No

Total Yes + No

Total I Yes

1 1 2 3 4

Pass Criterion k

1Pass/Fail

*Note: To determine

Paps or Fail:

o If s% Yes' is

treater than

equal to

Pass'oriterion %,

Mabc Pass.



?rim LO Manager Form LT e
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Total Ygs/Nr

',Total Yes +

Total ". Yes
_

Pass C.litaniIMA
Pass/Fail
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'P. 2 of 2

-8 4`.

t
:O.'4 0

t.10 0
a.a

4
;

I la lb .2a 2b '2c 2d 2e 2f 2g 2h I 3a 3b 3c 3d

IIIb. From LO 'Fort C/II.

, ( -1 1

.
i __j

i---..-
1 ,

I--
1.-----.4

1,11m,

r
N

10 Forms Returned:

Y N '

SWARY OF
ACTIVITY (NALITY

Activity: APPLICATION
TAKING

LO or

OLabor Area

'tame:

Total Yes/No

Total Yes + No

Total Yes

Pass Criterion. %

t

Pass/Fail

4Note: To determine

Pass or Fail:

4 If Yes' is

igreater than

equal to

Pass criterion 0

Mark Pass. $
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Step'4:

The Local Office Manager's response (C Forms)

The local office manager's responies can be entered 0

directly. Since only a single questionnaire is used for

this series of questions Wile manager) there is no equivalent

,of the "% Yes" or "Pass/Fail" for these responses. All the

Yes-No questions have been phiased for "yes" answers when the

local office conforms to the "standard". Questions requiring
4

a numeric response are intended strictly as researq d

(see page 1, of these instructions).

Step 5:

The ApplicSnts responses ID Forms)

Tallies of the Yes/No responses can be made exactly as:for

the Staff forms (B Forms) above, However because of the large

number of responses (330 D Forms distributed to applicants,

see page ), you will probably need more than one sheet.

(We have provided three tally sheets for each D Form).

Step 6:

The Applicant responses (D & M Forms)

The totals should be entered on the M forms just as in

the case pf staff responses. "% Yes" respouses are then used

to determine "Pass/Fail" after standards have been established..

a

0. 0

Until there are standards the "Pass Criterion" are blank'.



/ Step 7:

The Employer responses (E Forms)

tally the responses as above on the sheets provided.

Step 8:.

The Employer responses (E & M Forms)

Record the totals of Yes or No responses bn the appropriate

boxes of the X forms. The 14 forms should contain all the

responses to Rey Quality Factor questions at the end of this

step. Calculate the % "S Nes" responses and enter those on

the M forms.=

Step 9:

Analysis of the ReyQuality Factor responses

The responses collected. by these, questionnaires are designed

to measure.how'closely practices in the local officecoIxespond

with generally accepted "standards" of how these functions

should be performed. When the large survey contemplated for a

later phase of the perforldance standards development haibeen
.

,_ .

completed, the M forms will contain "Pass/Fail" criterion. -

The criterion will be based upon the pradtices,found among

41 A the high performers surveyed in that projected study.

Until that is done the local office or district manager.

using this Handbook can review the results of the questionnaires

as a check on theii own expectations of conformance with these

177
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'practices.. Where the performance standards survey has been
4

conducted in several offices, the results can be compared

across offices.

.Where activities widely differ from the itandards as shown

by a large percentage of "No" responses, Vonsideration should

be given to the method actually used in the local office and to

the resulting overall performance of the off ice/ perhaps the

improvement plan for the office might include closer conformance

with standard practices.

Cost-per-unit quantity, service percents, and'quintitative

measures of component activity currently have no standards

. against which local office managers or district managers may

compare actual operations. Noweverc-the survey data could be
q

useful in comparing one office to another or in comparing the

actual operation against the expectationi these mragers have.

,Discrepandes in these comparisons could then b;\investigated

for the causes. The focus shoUld be upon the specific

component activity. Until established' performance standards

exist, this survey can only be used for that type of analysis.

178
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