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Executive Summary

The Return on Investment (ROI) for services provided by the Santa Ana WORK Center during
the calendar year 2008 is estimated to be 147%. This represents a significant ROI given the
severe economic recession and increased costs incurred by the WORK Center. Specifically, in
the Santa Ana-Anaheim-Irvine metropolitan division, the unemployment rate increased to 5.3%
which is the highest since 1994 while non-farm employment declined by 2.0%, the largest
decline since 1991. Given the relatively high local unemployment rate and decline in
employment in year 2008, the ROI remains high even though it is lower than prior estimates.
Additionally, the cost of providing services to WORK Center clients increased during the 2008
calendar year as a result of transitioning from a “Universal Access” model to an “Integrated”
model halfway through the calendar year. The Integrated Model requires that everyone who
enrolls at the WORK Center, participates in an assessment to determine their needs and receives
individualized services tailored to meet those needs. This process is more costly than the
“Universal Access” model where clients utilized services at their own discretion.

The ROI was calculated from estimated benefits and costs for providing the integrated services.
The estimated costs of providing services to Santa Ana WORK Center clients and operating the
Center were provided by the WORK Center staff. The costs include personnel costs, operating
expenses, overhead costs, fixed costs and other costs including sending participants to vocational
schools for training.

The estimated benefits are based upon data collected through a Telephone Survey conducted by
the Social Science Research Center (SSRC) at CSU Fullerton. The Santa Ana Work Center
furnished the SSRC with a database including contact information for 5,843 individuals who first
registered as Santa Ana WORK Center clients during the 2008 calendar year. The SSRC
administered the first of two telephone surveys at the end of each quarter to 400 clients randomly
selected from this database. Individuals who registered to use the WORK Center during the first
three quarters were surveyed again at the conclusion of the 2008 calendar year.

Some important benefits from the WORK Center services provided to clients include (1)
additional tax revenue from individuals who get a new job, (2) additional tax revenue from the
businesses (and their owners and employees) patronized by these individuals, and (3) a reduction
in public support received by WORK Center clients.

The ROI estimate is conservative because there was insufficient data to estimate the third benefit
of a reduction in public support because few survey respondents provided useable data and the
amount was relatively small compared to all other benefits.

SSRC, CSU Fullerton 5
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1 Introduction

The City of Santa Ana was approved by the State of California as a Local Workforce Investment
Area (LWIA) in 2000. The Santa Ana Workforce Investment Board (WIB) was appointed by the
Santa Ana City Council. It consists of 35 members, the majority of whom are local, private
sector business leaders. Members of the Board oversee Workforce Investment Act funds. The
Santa Ana WORK Center was funded to operate as its comprehensive One-Stop center. In 2008,
the Santa Ana WORK Center and its partners served between 1,463 and 1,500 clients every
quarter, and over 5,900 new clients register to use its resources. To evaluate the benefits of the
WORK Center from 2003 through 2008, three ROI studies were performed.

1.1 Phase | ROI

In 2003, members of the Santa Ana WIB expressed keen interest in evaluating the efficacy and
benefit of WORK Center services, and in March 2004, the WIB procured and funded its first
ROI study. This analysis focused solely on clients enrolled in Workforce Investment Act
programs (adults and dislocated workers) during program year (PY) 2002-2003. This clients
group comprised only five percent of the Santa Ana WORK Center clients. The first ROI was
restricted to this clients group because they were case-managed by the WORK Center and the
funds expended to serve them were easily documented. Additionally, the Santa Ana WIB had
access to their pre- and post-WIA participation employment status. This first ROI study
(henceforth referred to as the Phase I ROI study) was conducted by Dr. Thomas Turk and Dr.
Cristina M. Giannoantonio of the Argyros School of Business and Economics at Chapman
University.* The results of this study were very encouraging.

The ROI for services provided by the WORK Center to Universal Access Clients during
the PY 02-03 is estimated to be between 272%-329%.

1.2 Phase 11 ROI

Impressed and encouraged by these results, the Santa Ana WIB sought next to conduct an ROI
study focusing upon the other 95% of the persons utilizing the Santa Ana WORK Center. In
August 2005, the board authorized a Phase II ROI study to investigate the return to the
government on its investment in serving Universal Access clients for PY 03-04. A competitive
request for proposals was released, and a contract was subsequently awarded to the Social
Science Research Center (SSRC) at California State University, Fullerton.

In contrast to the Phase I ROI study, employment and wage data for this study was to be
provided directly by the clients. After executing a confidentiality agreement, the Santa Ana
WORK Center provided a database consisting of the names, addresses, and telephone numbers
of 4,834 Universal Access clients who used the Santa Ana WORK Center during PY 03-04.

* Turk, T. and Giannantonio, C. M., “Return on Investment Report. Program Year 2002-2003.” June 2004.

SSRC, CSU Fullerton 6
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These data comprise the sample frame from which the SSRC selected a random sample to
conduct the present ROI.

The ROI for services provided by the Santa Ana WORK Center to Universal Access
Clients during PY 03-04 is estimated to be 473%".

1.3 Phase 111 ROI

In 2007, the Santa Ana WIB contracted with the Social Science Research Center to conduct it’s
third ROI study for the 2008 Calendar Year. The phase III ROI study differed from the Phase II
ROI in three important aspects. The first was in the research methodology employed. In the
Phase II ROI, the telephone survey was administered to a sample of Universal Access clients at
the conclusion of the project year, regardless of when they enrolled for services. Utilizing this
design, the period of recall for respondents who enrolled at the Santa Ana WORK Center on the
first day of the fiscal year would be a little more than 12 months. In other words, these
individuals were being asked to recall their work history for an entire year, possibly reducing the
accuracy of the data obtained. In order to reduce the bias inherent when utilizing a 12 month
period of recall, a sample of Sana Ana WORK Center clients were surveyed on a quarterly basis
for the ROI III. At the conclusion of each quarter, the Santa Ana WIB furnished the SSRC with a
list of unique enrollees, which then constituted the sample frame from which a random sample
was contacted for baseline survey completion. Utilizing this design, the period of recall was
reduced to four months, which was assumed would yield more accurate data. In order to obtain
employment outcomes for the entire 2008 Calendar Year, respondents who enrolled at the Santa
Ana WORK Center in the first through third quarters were re-contacted in January of 2009 for a
follow-up survey. The follow-up survey assessed employment outcomes from the time the first
survey was completed until December 31*, 2008. Because the sample of fourth quarter enrollees
completed the baseline survey in December of 2008, there was no need for them to be re-
contacted for follow-up.

The second difference is in the way the period under investigation is defined. In contrast to the
Phase I ROI where the period under investigation was the PY 2003-2004 (From July 1%, 2003 to
June 30th, 2004); the Phase III ROI examines the 2008 Calendar Year (January 1%, 2008 to
December 31%, 2008).

The last difference is in the way services were delivered during the 2008 Calendar Year.
Halfway through the 2008 Calendar Year, the Santa Ana WORK Center transitioned from a
“Universal Access model,” where clients not enrolled in Workforce Investment Act programs
(adults and dislocated workers) could avail themselves of the various services provided at their
own discretion, to an “Integrated Services Model.” The Integrated Model dictates that everyone
who enrolls at the Santa Ana WORK Center participates in an assessment to determine their

> The confidence interval for this estimate is £5.72%. This means that within the constraints of the procedures
utilized to calculate the ROI in Phase II. We are 95% confident that the actual ROI (the results one would obtain if
all 4,834 Universal Access clients were surveyed) falls between 446% and 500%.
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needs and receives individualized services tailored to meet those needs. The costs associated
with an “Integrated Model” are undoubtedly higher than those associated with the “Universal
Access Model.”

Phase III of the ROI was conducted by Dr. Adrian R. Fleissig of the College of Business and
Economics at California State University, Fullerton. The Phase III of the ROI covers the
calendar year 2008 when the U.S. economy was in a severe economic recession. In addition, the
costs of delivering services to Santa Ana WORK Center increased as a result of transitioning to
an “Integrated Services Model.” There was also a severe economic slowdown in California
resulting in higher unemployment, significantly fewer jobs available, considerable layoffs and
lower paying jobs. Given that there were generally fewer jobs available and many jobs paid
lower wages, the tax revenue benefits from the Santa Ana WORK Center was expected to
decline, while the costs of providing services increased. In addition, the economic multiplier
was set to a lower value of 1.3 compared the 1.6 value used in calculating the Phase I ROI.
During the calendar year 2008, the estimated ROI was 147%.

The ROI for services provided by the Santa Ana WORK Center to clients during the
calendar year 2008 is estimated to be 147%.

2 Method

2.1  Telephone Surveys

2.1.1 Baseline Survey

For the first and second quarter baseline telephone surveys, the sample frame was obtained by
accessing the user profiles on the www.santaanaworkcenter.org website. The sample frame for
the first quarter included contact and demographic information for all 1,615 individuals who
registered at the Santa Ana WORK Center between January 1 and March 31, 2008. From the
1,615 registered individuals, 245 (15.2%) were randomly chosen to be contacted for survey
completion. The second quarter sample frame included the same information for the 1,347 Santa
Ana WORK Center clients that registered between April 1 and June 30, 2008, of which 239
(17.7%) were randomly chosen to be contacted for survey completion.

The sample frame for the third and fourth quarter baseline telephone surveys was provided
directly to the SSRC by the Santa Ana WORK Center, and included contact and demographic
information for all Santa Ana WORK Center clients who registered during that time period. The
third quarter sample frame consisted of the 1,531 people who registered at the Santa Ana WORK
Center between July 1 and September 30, 2008, of which181 (12.3%) were randomly chosen for
inclusion in the study. For the fourth quarter, 197 of the 1,350 people who registered to use the
Santa Ana WORK Center between October 1 and December 31, 2008 (14.6%) were randomly
chosen to be contacted for participation in the survey.

SSRC, CSU Fullerton 8
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Interviews were conducted between 4:00 pm and 9:00 pm local time Monday through Thursday,
and between 11:00 am and 7:00 pm local time Saturday and Sunday. A total of 3,915 individual
dial attempts were made to 862 randomly selected telephone numbers to complete 400
interviews. Within households, interviewers asked to speak with the listed contact person that
had visited the Santa Ana WORK Center during the quarter of reference. Once on the phone,
interviewers elicited informed consent to participate in the research, then administered the
questionnaire or scheduled a call-back. A detailed explanation of the technical approach to data
collection is provided in Appendix A.

The largest proportion of baseline interviews were completed on the first call attempt (n= 154,
38.5%). Ninety-one surveys (22.8%) were completed on the second attempt, 50 (12.5%) on the
third, 37 (9.3%) on the fourth, and 20 (5.0%) on the fifth attempt. Another 48 (12.0%) records
required six or more attempts, with as many as 17 attempts being made before a survey was
completed. The response rate for the baseline survey, calculated using the American Association
of Public Opinion Research (AAPOR) RR3 formula, is 72.2%. This is an excellent outcome for
a study of this nature, promoting confidence in the generalizeability of sample results to the
entire population of Santa Ana WORK Center clients that visited the Center during the calendar
year.

Utilizing the listed sample frame described above, the SSRC completed 400 telephone interviews
with Santa Ana WORK Center clients, 237 (59.3%) in English and 163 (40.8%) in Spanish. The
baseline survey instrument was constructed by the principal investigators in collaboration with
Santa Ana Workforce Investment Board, WIB Oversight and Data Committee members, and
WIB and Santa Ana WORK Center staff, and is reproduced in Appendix B.

2.1.2 Follow-Up Survey

The sample frame for the follow-up survey consisted of all 300 Santa Ana WORK Center clients
who had completed a baseline telephone survey for the first, second, or third quarter of 2008.
The purpose of the follow-up survey was to assess whether respondents’ work status had
changed between the end of the quarter in which they registered and the end of 2008. As such,
fourth quarter respondents were not included in the follow-up survey, since their experiences
during this through December 31, 2008 were already recorded in their baseline surveys.

A total of 2,071 dial attempts were made to these 300 phone numbers to complete 192 surveys,
112 of which were conducted in English (58.3%), and 80 of which were conducted in Spanish
(41.7%). The protocol for data collection was the same as described for the baseline survey.

The follow-up survey instrument, which varied slightly from the baseline survey, was also
constructed by the principal investigators in collaboration with Santa Ana Workforce Investment
Board, WIB Oversight and Data Committee members, and WIB and Santa Ana WORK Center
staff, and is reproduced in Appendix C.

SSRC, CSU Fullerton 9
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More than one-third of the follow-up surveys were completed on the first attempt (n= 66,
34.4%), 38 (19.8%) were completed on the second attempt, 17 (8.9%) on the third, 15 (7.8%) on
the fourth, and 7 (3.6%) on the fifth attempt. Another 49 (25.5%) required between six and 33
attempts to obtain a completed survey. In total, follow-up surveys were completed with 192 of
the 300 (64.0%) respondents sampled during the first three quarters. The fact that only 62% of
previously surveyed respondents participated in the follow-up survey is indicative of the
transitory residential situation characteristic of Santa Ana WORK Center clients. A significant
proportion of Santa Ana WORK Center clients who completed the baseline telephone survey had
changed residences at follow-up.

2.2  Estimating Return on Investment

The Return on Investment (ROI) is usually calculated as the ratio of the benefits of the service to
the costs of providing the service (Benefits/Costs). In this study, the ROI for the Santa Ana
WORK Center was estimated on the basis of benefits and costs associated with the sample of
clients that completed telephone surveys.

The ‘Benefits’ in this calculation are taken to be economic benefits derived by the government as
a result of the services provided by the Santa Ana WORK Center from January 1, 2008 through
December 31, 2008. There are three such benefits:

Total additional tax revenue from individuals who got a new job

Total additional tax revenue from the businesses (and their owners and employees)
patronized by these individuals as their income, and consequently their spending
increased

3. Total reduction in public support received by Santa Ana WORK Center clients who got a
job or a new job.

N —

Because it is possible that an individual’s income from a new job may have been less than their
previous job, the total benefit in each of the three categories above is net of the total positives
and total negatives per category.

The “Costs’ in the calculation are costs incurred by the Santa Ana WORK Center during the
period of January 1, 2008 through December 31, 2008 for providing services to clients.
Estimation of benefits and costs is detailed in the sub-sections below.

2.2.1 Qualifying Cases from Survey Data for Use in ROI Analysis

The following information collected during the telephone survey was used in the ROI
calculations:

1. Whether the respondent was employed on January 1, 2008.

SSRC, CSU Fullerton 10
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2. Whether the respondent became employed or found another job during calendar year
2008.

The earnings of a respondent who found a new job.

4. The difference between a respondent’s income from taking a new job compared to the
previous job.

The start date of a new job of the respondent.

6. The length of time that the respondent worked at the new job.

(98]

9]

Data from the sample of the 400 respondents were used to estimate any information for which an
individual failed to provide sufficient information.

2.2.2 Description of Benefits

We now discuss the three benefits listed in section 2.2.1.

Additional Tax Revenue from Santa Ana WORK Center Clients — When a Santa Ana WORK
Center client got a new job during the study period, their income changed. For survey
respondents who were previously unemployed and find a job, there is an increase in income. For
respondents who previously had a job and then moved to a new job, their income may have
increased, decreased, or stayed the same. An increase in income leads to an increase in taxes
paid. However, when the new job pays less than the previous job, the individual’s income
decreases which causes a decline in tax revenue. The total additional tax revenue collected by
the government is the overall net increase or decrease in taxes paid due to a change in income.

Additional Tax Revenue from the Community — Finding a new job can increase, decrease or leave
income unchanged. When a respondent’s income increases (or decreases), they spend more
(less) on purchasing taxable goods and services. These purchases provide increased (reduced)
income to the community providing those goods and services. This change in the total income of
the community results in a change in the taxes paid to the government by the community. The
total additional tax revenue collected by the government is the overall net increase in the taxes
paid by the community due to a change in the income of Santa Ana WORK Center clients based
on the telephone survey.

Reduction in Government Support — Finding a new job can also lead to a reduction in
government support received by respondents whose income increases due to a new job. This
reduction in support may be due to an individual no longer requiring a form of government
assistance or a change in eligibility status. In contrast, a decrease in income could lead to an
increase in government support provided. The overall net decrease in aid provided by the
government is a benefit to the government. Survey results describing reductions in government
support associated with utilization of Santa Work Center services are provided in Section 3.4
Returns not Estimated.

SSRC, CSU Fullerton 11
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2.2.3 Estimation of Benefits

A conservative approach was used to estimate benefits. For respondents who failed to provide
sufficient information, the data used from the sample of respondents is unlikely to result in an
overestimate of benefits.

In keeping with this conservative approach, reduction in government support was not included in
the calculation of overall benefits because the information provided by respondents on this topic
was scant. Each of the remaining two benefits was calculated individually for each qualified
case (survey respondent). The benefits were then summed across all qualified cases to calculate
the total benefits. The general procedure for calculating each of the benefits (excluding the
benefit from reduction in public support) from the sample of Santa Ana WORK Center clients is
discussed below and the detailed calculation procedure is provided in Appendix D.

Additional Tax Revenue from Santa Ana WORK Center Clients — This tax revenue comes from
four sources:

= Payroll Tax

= Federal Income Tax
= State Income Tax

= Sales Tax

The tax rate data provided in the Phase I and Phase II ROI studies was utilized here. Sales tax
was applied to the fraction of the annual income estimated as spent on taxable goods and
services.

Additional tax revenue was calculated by subtracting the tax revenue from income from the
previous job (zero for those respondents who were unemployed) from tax revenue from income
from new job.

Additional Tax Revenue from the Community — The change in the income of the community due
to change in income of Santa Ana WORK Center clients was estimated using an income
multiplier. The Phase I ROI study estimated the value of the income multiplier to lie between
1.6 and 2.0. For the Phase II ROI, the lower bound of 1.6 was used. This means that the change
in the income of the community was 60% of the amount of change in Santa Ana WORK Center
clients’ incomes. However, since the U.S. economy has been in a severe economic recession
since December 2007, many firms have laid off workers resulting in higher unemployment. In
addition, there are significantly fewer jobs available. As a result, consumer spending has fallen
significantly so that the income multipliers used in the previous ROI studies are no longer valid
and would provide an overestimate of the income of the community. Consequently, for the
Phase III ROI, the income multiplier was set to 1.3. The additional tax revenue from the
community was then calculated using the same four tax revenue sources previously mentioned.

SSRC, CSU Fullerton 12
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The income tax rates applied to the community differ compared to the income tax rates used for
clients. Tax rate data was also carried forward from the Phase I and Phase II ROI studies.

2.2.4 Costs Information

The Santa Ana WORK Center is a comprehensive One-Stop center that operates in conjunction
with its partners to provide a variety of services to its clients. The Santa Ana WORK Center
partners that contribute funds to serve clients are:

= City of Santa Ana/ WIA funded programs
=  Employment Development Department

= Social Service Agency

=  Goodwill Industry

= Santa Ana College

Only a portion of the funds contributed by each partner is used to provide Santa Ana WORK
Center services. Using standard guidelines’, the Santa Ana WORK Center staff isolated each
partner’s fair share of allocable costs that were incurred to provide services during calendar year
2008. These costs were then prorated to the size of the survey sample before inclusion in the
analysis.

3 Results
3.1  Telephone Survey Respondent Demographics

3.1.1 Age and Gender

The age of the random sample of 400 Santa Ana WORK Center clients responding to the
baseline telephone survey ranges from 18 years (n=9, 2.3%) to 76 years (n=1, 0.3%). The
average age is 41.36 years and the median age (the point in the distribution above which and
below which half the scores fall) is 43 years of age. Sixteen respondents (4.0%) declined to state
their age. Respondent age at baseline is not related to the quarter in which they enrolled.

Two hundred and thirty-four baseline respondents are male (58.5%) and 164 (41.0%) female.
The gender of three respondents could not be determined by name and voice alone (0.5%).
Respondent gender is not related to the quarter in which they enrolled.

® The WORK Center Staff used the following guidelines to estimate costs:
= Federal Register, 66 (105), May 31, 2001. US Department of Labor, Employment and Training Administration.
= “One-Stop Comprehensive Management Technical Assistance Guide,” US Department of Labor, Employment
and Training Administration, October 2001.
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Among the 300 1% through 3" quarter enrollees who completed a baseline survey, those who
completed a follow-up survey did not differ from those who did not with regard to age and
gender.

3.1.2 Race/Ethnicity

As depicted in Table 3-1, nearly three-quarters of baseline respondents (n= 290, 74.2%) are
Hispanic/ Latino. Eight respondents (2.0%) report their race or ethnicity as “other,” and of these,
five described themselves as being of mixed race, two as “Middle Eastern,” and one individual
as “Cherokee.” Nine respondents refused to provide information regarding their race or ethnicity
and are omitted from the total. A significantly larger proportion of survey respondents in the 4™
quarter self-identify as Caucasian/ White (n= 26; 26.5%) than those in the 1% (n=11; 11.5%), 2™
(n=13; 13.3%), and 3" (n= 12; 12.1%) quarters; x> (12, N =391) = 24.5, p <.05.

Among the 300 1* through 3™ quarter enrollees who completed a baseline survey, those who
completed a follow-up survey did not differ from those who did not with regard to race/
ethnicity.

Table 3-1
Race/ Ethnicity of Survey Sample

Survey Sample®
Race/ Ethnicity Count Percentage

Latino/ Hispanic 290 74.2%
Caucasian/ White 62 15.9%
Asian/ Pacific Islander 21 5.4%
Black/ African American 10 2.6%
Other 8 2.0%

Total 391 100.0%
a. Results from the random sample of 400 respondents
b. Nine individuals refused to provide race/ethnicity information.

Table 3-2 compares the race/ethnicity of all Santa Ana WORK Center clients who registered at
the Santa Ana WORK Center during the third and fourth quarters of 2008 with the race/ethnicity
of survey completers for those quarters. Hispanic/Latino Santa Ana WORK Center clients are
more heavily represented among survey completers than among the total population of users,
while African Americans and individuals of “Other” racial/ethnic groups are underrepresented
among survey completers. Racial/ethnic data is currently unavailable for Santa Ana WORK
Center clients who registered during the first and second quarters, therefore no comparison can
be made.
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Table 3-2

Comparison of all Santa Ana WORK Center Clients and
Survey Respondents for 3" and 4" Quarters

Santa Ana WORK Center Survev Sample®
Clients Database® y P

Race/ Ethnicity Count Percentage Count Percentage
Latino or Hispanic 1,852 64.3% 146 74.1%
Caucasian or White 618 21.5% 38 19.3%
Asian or Pacific Islander 191 6.6% 10 5.1%
Black or African American 163 5.7% 2 1.0%
Other 56 2.0% 1 0.5%

Total 2,880 100.0% 197 100.0%

a. Results from sample frame of all 2,880 Santa Ana WORK Center clients who registered during the third
or fourth quarters.
b. Three individuals refused to provide race/ethnicity information.

3.1.3 Education

Table 3-3 shows the educational attainment of baseline survey respondents. More than one-third
of respondents (n= 142, 35.9%) did not complete high school or obtain a GED, and only 16.7%
(n=66) completed a degree or certificate program after high school. Educational attainment did
not differ significantly between quarters.

Among the 300 1* through 31 quarter enrollees who completed a baseline survey, those who
completed a follow-up survey did not differ from those who did not with regard to educational
attainment.

Table 3-3
Educational Attainment of Survey Sample?
Category Count Percent

Less than 8" Grade 76 19.2%
Between 8" and 11th Grade 66 16.7%
High School Education or GED 91 23.0%
Some College, No Degree 96 24.3%
AA or Trade School Degree or Certificate 40 10.1%
Bachelor’s Degree 17 4.3%
Graduate or Professional Degree 9 2.3%

Total 395 100.0
a. Results from the random sample of 400 respondents. Five individuals refused to
provide educational attainment information.
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3.2 Patterns of Service Utilization

3.2.1 Patterns of Service Utilization During Quarter of Registration

The majority of Santa Ana WORK Center clients who provided a response characterize their
pattern of attendance during the quarter in which they registered to use the WORK Center as
“concentrated within a short period of time” (n=228; 58.9%) and 159 (41.1%) indicated that
their visits were, “scattered throughout the three-month period.” Thirteen individuals declined to
provide a response. While the majority proportion of respondents report utilizing Santa Ana
WORK Center services within a concentrated period of time, this is not true of respondents who
enrolled during the 3™ quarter. As can be seen in Figure 3-1, the proportion of respondents in the
third quarter who report using Santa Ana WORK Center services “Scattered throughout the three
month period” and “Concentrated within a short period of time” is roughly equivalent.

Figure 3-1
Pattern of WORK Center Usage Accross Quarters
80%
70% - _62.0%
- - ~
- =" ~
k=" S .
60% 62.4% N
. ~ -A 9
51.0% - - -A56.6%
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40%
30% 32.0%
20%
10%
0%
1st Quarter 2nd Quarter 3rd Quarter 4th Quarter
—&—Scattered Throughout Three Month Period - 4 - Concentrated Within a Short Period of Time

Baseline survey respondents report visiting the Santa Ana WORK Center between one and 60
times during the quarter they were enrolled. The mean number of visits made to the Santa Ana
WORK Center during the quarter of enrollment is 4.76 times, and the median is 3.00. The mean
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number of times that clients visited the center during the quarter differed significantly depending
upon their quarter of registration. Clients who registered during the first and second quarters
visited the Santa Ana WORK Center an average of 3.79 and 3.37 times respectively during the
quarter, whereas clients who registered during the third quarter visited an average of 6.28 times
during the quarter, and fourth quarter registrants visited 5.53 times during the quarter, on
average; F(3, 393) =4.99, p < .01.

To determine which services were utilized by Santa Ana WORK Center clients, and to assess
the frequency of service utilization, nine specific services were listed by interviewers, and
respondents were asked whether they had, “Never used this service,” used it, “Only once or
twice,” “Three or four times,” or “Five or more times.” The number of respondents who
reported using each service at least once at the time of the baseline survey is reported in Table 3-
4. To calculate a conservative estimate of the number of times each service was utilized by
respondents in the survey sample, the number of respondents endorsing “Only once or twice”
was multiplied by 1.5, the number reporting “Three or four times” by 3.5, and the number of
clients saying they’d used a service “Five or more times” was multiplied by six. These sums are
reported in the “Projected Number of Uses” column in Table 3-4. As can be seen in Table 3-4
one-on-one assistance preparing a resume is the most frequently used service at the Santa Ana
WORK Center during the 2008 calendar year, with the largest proportion of survey respondents
utilizing this service at least one and the largest number of projected uses.

Table 3-4
Santa Ana WORK Center Service Utilization and Rating®
Projected
Intearated Services Number of Clients | Number
g of Uses
Count Percent Count
Received one-on-one help preparing a resume 304 76.2% 1,269
Used computers to search for jobs on the internet 294 73.5% 1,062
Review job postings on the Job Order Board 278 70.2% 1,121
Received one-on-one counseling 262 64.7% 299
Used telephones or office equipment 185 46.3% 894
Attended a Job Search Workshop 158 39.8% 921
Used computers to send or check emails 156 39.2% 774
Attended on-site job interviews or job fairs 144 36.0% 902
Received assistance with an unemployment insurance claim 113 28.5% 839
“Other” 165 41.7% 620

a. Results from the random sample of 400 baseline respondents. Individuals who did not recall whether they had
used a service are not included in the percentage calculation.
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CATI was programmed to display the list of services each respondent had used, and after reading
this list, interviewers asked, “Which of the services you used during that time period were most
helpful?” Survey respondents endorsed one (n=240, 67.2%), two (n=84, 23.5%), or three or
more services (N=33, 9.2%), as “Most helpful.” Another forty-three respondents did not name
the service that they found to be most helpful. Table 3-5 depicts the ratio of respondents who
indicate that each service was “Most helpful” to the total number who also used it and provided a
response. “Using the Internet to search for jobs” and “One-on-one help preparing a resume”
were rated as the most helpful services by the highest proportions of survey respondents.

Table 3-5
Santa Ana WORK Center Most Useful Service Rating®

Number of Clients
Int ted Servi Rated
EOTATEE SETHEES Used Service SEDI";; % Percent
Helpful
Used computers to search for jobs on the internet 271 151 55.7%
Received one-on-one help preparing a resume 272 131 48.2%
Received one-on-one counseling 155 50 32.3%
Used computers to send or check emails 143 44 30.8%
Attended a Job Search Workshop 145 26 17.9%
Review job postings on the Job Order Board 258 40 15.5%
Used telephones or office equipment 174 20 11.5%
Received assistance with an unemployment insurance claim 103 10 9.7%
Attended on-site job interviews or job fairs 135 10 7.4%
“Other” 20 6 30.0%

a. Results from the random sample of 400 baseline respondents. Forty-three respondents did not name a “most helpful”

service, and are not included in this table.

3.2.2 Patterns of Service Utilization Between End of Quarter of Registration and December 31

Seventy (38.5%) follow-up survey respondents characterize their pattern of attendance at the

Santa Ana WORK Center between the end of the quarter during which they registered and

December 31, 2008 as “Scattered throughout the period,” while 54 (29.7%) indicate that their
visits were “Concentrated within a short period of time.” Fifty-eight (31.8%) did not visit the
Santa Ana WORK Center during that time. This distribution in the pattern of services utilized
did not differ by quarter of enrollment. Ten individuals declined to give a response to this item.

Follow-up survey respondents used the Santa Ana WORK Center from one (n= 22, to 90 times
between the end of the quarter of their registration and the end of the year, with a mean number
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of visits of 7.46 times and a median of three. Those who registered during the third quarter
averaged the most visits (M= 8.20) during this time, second quarter clients logged fewer visits
(M= 7.49), and first quarter clients the fewest of all (M= 4.19). However, these differences are

not statistically significant.

Table 3-6 presents the number of follow-up survey respondents who visited the Santa Ana
WORK Center between the end of their quarter of registration and December 31, 2008, and
reported using each service at least once, along with the projected number of uses among these
individuals for each service. Consistent with the findings observed at baseline, one-on-one help
preparing a resume is the service utilized by the majority of Santa Ana WORK Center Clients

who were surveyed.

Table 3-6
Santa Ana WORK Center Service Utilization and Rating®
Projected
. Number of Clients | Number
Integrated Services
of Uses
Count Percent Count
Received one-on-one help preparing a resume 119 82.1% 232
Used computers to search for jobs on the internet 155 80.4% 421
Review job postings on the Job Order Board 107 73.8% 379
Used telephones or office equipment 82 56.6% 268
Used computers to send or check emails 68 47.2% 253
Attended on-site job interviews or job fairs 61 42.4% 152
Received assistance with an unemployment insurance claim 60 41.4% 107
Received one-on-one counseling 53 36.8% 104
Attended a Job Search Workshop 53 36.6% 136
“Other” 12 8.3% 44

a. Results from 146 follow-up respondents who reported using at least one service. Individuals who did not recall
whether they had used a service are not included in the percentage calculations.

Follow-up survey respondents were also asked which of the services they utilized between the

end of their quarter of registration and December 31 they found to be “most helpful.”

Respondents named one (n=69, 56.6%), two (n=28, 23.0%), or three or more services (N=25,
20.5%), as “Most helpful.” Another twenty-four respondents who used the Santa Ana WORK
Center during this time period did not name the service that they found to be most helpful. Table
3-5 depicts the ratio of respondents who indicate that each service was “Most helpful” to the total
number who used it and provided a response. “Using the Internet to search for jobs” and “one-

on-one help preparing a resume” were rated as the most helpful services by the highest

proportion of survey respondents.
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Table 3-7

Santa Ana WORK Center Most Useful Service Rating®

Integrated Services

Number of Clients

Used Service Rated
and Rated Service as

Most Helpful Most Percent
Services Helpful
Received one-on-one help preparing a resume 103 61 59.2%
Used computers to search for jobs on the internet 105 56 53.3%
Used computers to send or check emails 64 21 32.8%
Received one-on-one counseling 49 16 32.7%
Used telephones or office equipment 74 22 29.7%
Received assistance with an unemployment insurance claim 53 12 22.6%
Review job postings on the Job Order Board 93 18 19.4%
Attended on-site job interviews or job fairs 54 14.8%
Attended a Job Search Workshop 46 6.5%
“Other” 12 25.0%

a. Results from 192 follow-up survey respondents.

3.3 Satisfaction with Services Received

3.3.1 Satisfaction with Services Received During Quarter of Registration

Telephone respondents rated their level of satisfaction with the services they received at the

WORK Center during the quarter that they enrolled on a scale from one to four where 1= “Not at

all satisfied” to 4= “Very satisfied.” The majority of Santa Ana WORK Center clients who

provided a response indicate that they were “Very satisfied” with the services they received at
the WORK Center during the quarter in which they registered (n=226; 58.0%). Another 31.6%
(n=125) report being “Somewhat satisfied” with these services. Nearly 10% report being either

“Somewhat dissatisfied” (n=21; 5.3%) or “Not at all satisfied” (n= 20; 5.1%). Five survey
respondents declined to provide an answer to this item. Treating this item as a continuous

variable, the mean satisfaction rating is a 3.43, less than halfway between “Very satisfied” and
“Somewhat satisfied.” Respondent level of satisfaction is not related to quarter of enrollment, the
pattern of service utilization, or the mean number of times the WORK Center was visited.
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3.3.2 Value Placed on WORK Center Services During Quarter of Registration

In order to assess the monetary value WORK Center clients place on the services they received,
an item on the baseline survey inquired “We want to ensure you that the Santa Ana WORK
Center will continue to provide their services free of charge. Had there been a charge for the
services, though, would you have paid for them?”” Slightly more than four in ten survey
respondents (n= 158; 40.6%) indicate that they would be willing to pay for services provided by
the WORK Center. Willingness to pay for WORK Center services was unrelated to quarter of
enrollment, the pattern of service utilization, or the mean number of times the WORK Center
was visited. Willingness to pay for services was, however, positively related to level of
satisfaction with the services received. As illustrated in Figure 3-2, more than half of survey
respondents who were “Very satisfied” with the services received at the WORK center, would be
willing to pay for services (n=114; 51.4%). In stark contrast, only 5% of those who report being
“Not at all satisfied” would do the same. This relationship is statistically significant; y* (3, N =
384) 31.4, p<.001.

Figure 3-2.
Willingness to pay for WORK Center Services
by Level of Satisfaction with Services
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Of the 158 WORK Center clients who indicated they would have paid for the services they
received, 111 (70%) provided information on how much they would have paid. Thirty-five
respondents specified an hourly rate they would be willing to pay for WORK Center services
that ranged from $1.00 per hour to $30.00 per hour, with a mean rate of $8.90 per hour. Sixty-
nine survey respondents specified a fixed fee they would be willing to pay for Center services
that ranged from $1.00 to $250.00, with a mean of $26.42. Seven survey respondents reported
what percent of their annual salary they would be willing to pay for WORK Center services. One
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of these seven respondents reports that they would be willing to pay 1% of their annual salary;
four indicate they would be willing to pay 5%, and one indicates the willingness to pay 10% of
their annual salary for WORK Center services

3.3.3 Satisfaction with Services Received Between End of Quarter of Registration and
December 31

Recall that 124 of WORK Center clients who had enrolled at the Santa Ana WORK Center
during the first, second, or third quarter of 2008 had visited the Center again at least once
between the last day of the quarter they enrolled and December 31% 2008. More than half of
these respondents report being “Very satisfied” with the services they received (n= 62; 51.2%)
and another 43.8% (n=53) indicate being “Somewhat satisfied.” Five percent indicate either
being “Somewhat dissatisfied” (n = 4; 3.3%) or “Very dissatisfied” (n=2; 1.7%). Three
individuals declined to rate their level of satisfaction with the services received and the WORK
Center. Again, treating this item as a continuous variable, the mean satisfaction rating is a 3.45,
less than halfway between “Very satisfied” and “Somewhat satisfied.” Consistent with baseline
findings, respondent level of satisfaction is not related to quarter of enrollment, the pattern of
service utilization, or the mean number of times the WORK Center was visited.

Survey respondents were not asked to indicate whether and how much they would be willing to
pay for WORK Center services during the follow-up survey.

34 Return on Investment

Table 3-8 shows how the random sample of 400 Santa Ana Santa Ana WORK Center clients that
used Santa Ana WORK Center services during calendar year 2008 and answered questions on
employment.

Table 3-8
Success in Finding Employment in Calendar Year 2008
Found Not Don't
Job Find Job Know Relivese Vo
Employed as of the 51 81 0 0 132
First Day of the o o o o o
Quarter Enrolled 13% 20% 0% 0% 33%
Not Employed as of 97 168 2 1 268
the First Day of the o o o o 0
Quarter Enrolled 24% 42% 1% 0% 67%
Don't Know
Refused to Answer
Total 148 250 2 1 400
37% 62% 1% 0% 100%
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The total number of respondents that found employment or another job during calendar year
2008 1s 148 which is 37% of the sample. There were 250 (62%) respondents who did not find a
job during the calendar year 2008. Two people did not know if they were employed and one
person refused to answer.

Our analysis estimates that the Santa Ana WORK Center integrated services provided an
ROI of 146.7%. The breakdown of estimated benefits and costs for the survey sample of 400 is
provided in Table 3-9.

Table 3-9
Return on Investment?
Benefits (for survey sample of 400)

Additional Tax Revenue from Santa Ana WORK Center Clients (Found $170,830
Employment)
Additional Tax Revenue from Santa Ana WORK Center Clients (Found $11,436
Another Job)
Additional Tax Revenue from the Community $83,049
Total Benefits $265,315

Costs of Providing Service (prorated for survey sample of 400)
Total Costs $180,843

Return on Investment 146.7%

a Tax revenue data are estimated from the sample of 400 respondents. Costs were provided by Santa Ana
Workforce Investment Board staff.

3.5 Returns not Estimated

3.5.1 Receipt of Government Assistance at Baseline

Baseline survey respondents indicated whether they had received support from each of nine
public assistance programs listed in Table 3-10 during the quarter in which they had enrolled.
One hundred and eighty eight (47.6%) respondents indicate not having received support from
any of the nine public assistance programs, 156 (39.5%) report receiving support from one, 35
(8.9%) from two, and 16 (4.1%) from three or more public assistance programs listed in Table 3-
10. As can be seen in Table 3-10, among those who report receiving at least one form of aid
during the quarter they were enrolled (n=207), the largest proportion were receiving
unemployment insurance (76.8%).
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Table 3-10
Count of Baseline Respondents Receiving Public Support/
Assistance during the Quarter of Enrollment

Number
Public Support Program of Clients
Count
Unemployment Insurance 159
Food Stamps 35
Medi-Cal (Cal Optima) 31
WIC Program 22
CalWORKS or Welfare to Work 18
Medicare 7
Section 8 or HUD Housing/ Military housing 3
Child care Assistance 3
Disability Insurance 1
a. Results from 207 baseline respondents who report receiving at least one form of
public assistance
b. Because 51 respondents report receiving more than one form of public assistance,
the sum of the percentages in this Table exceeds 100, and are not reported.

In order to examine the relationship between employment status and the receipt of public
assistance, survey respondents were classified into one of four categories; 1) Employed at the
beginning of the quarter, and found another job, 2) Employed at the beginning of the quarter, but
did not find a new job, 3) Unemployed at the beginning of the quarter, but became employed,
and 4) Unemployed at the beginning of the quarter and did not find a job. As can be seen in
Table 3-11, a significantly higher proportion of respondents who were unemployed on the first
day of the quarter in which they enrolled and remained so on the last day of that quarter report
receiving public assistance during the quarter; x> (3, N = 393) 17.39, p<.01, compared to the
respondents classified as being in the remaining three categories. Looking at this another way,
61.5% of respondents who were unemployed at the end of the quarter they enrolled report
receiving at least one form of public assistance during this time period, while only 42.6% of
those who were employed at the end of the quarter they enrolled report the same.
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Table 3-11
Baseline Clients Receiving at least one Form of Public Support/Assistance
During the Quarter of Enrollment by Employment Status

Employment Category at the End of the Quarter of Number of Clients
Enrollment
Count Percent
Employed, Found Another Job 11 39.3%
Employed, Did Not Find Another Job 49 48.5%
Unemployed, Found a Job 20 33.9%
Unemployed, Did Not Find a Job 126 61.2%

a. Results from 393 baseline respondents who provided a response to this item
b. Seven respondents who declined to provide a response are not include here

3.5.2 Receipt of Government Assistance at Follow-Up

At follow-up, respondents who enrolled at the Santa Ana WORK Center during the first through
third quarter of the 2008 calendar year (n =192) were asked to indicate whether they had
received public assistance from each of the same nine sources listed in Table 3-10 between the
last day of the quarter they were enrolled and December 31* (the last day of the calendar year).
Ninety-seven (51.1%) respondents indicate not having received support from any of the nine
public assistance programs, 68(35.8%) report receiving support from one, 14 (7.4%) from two,
and 11 (5.8%) from three or more public assistance programs. As can be seen in Table 3-12,
among those who report receiving at least one form of aid during the specified period (n=93),
the largest proportion (77.4%) receives unemployment insurance.

Table 3-12
Follow-Up Clients Receiving Public Support/ Assistance
Between Last Day of Quarter of Enroliment to December 2008

Number
Public Support Program of Clients
Count
Unemployment Insurance 72
Food Stamps 17
Medi-Cal (Cal Optima) 17
WIC Program 11
Child care Assistance 7
CalWORKS or Welfare to Work 6
Medicare 4
Section 8 or HUD Housing/ Military housing 2
a. Results from 93 follow-up respondents who report receiving at least one form of
public assistance
b. Because 25 respondents report receiving more than one form of public assistance,
the sum of the percentages in this Ta