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Research Background & Objectives

® Following on from the JobPath Feb 2020 survey, the
Department of Social Protection wished to update and
benchmark the continuous tracking study as follows:

% Overall satisfaction with Turas Nua/Seetec

% Satisfaction with Turas Nua/Seetec office

» Satisfaction with Turas Nua/Seetec staff

% Satisfaction with Turas Nua/Seetec services
% Satisfaction with Turas Nua/Seetec processes

% Rating of employment services provided by Turas
Nua/Seetec compared to Intreo/Branch office.

% Rating of satisfaction with personal advisor
% Suggested improvements to overall experience
% Reasons for dissatisfaction among those not working

e This report contains the combined results from the
JobPath survey of 2,051 participants.



BLA

All JobPath Participants N — 2,051

The research was conducted through a
quantitative survey via CATI interviewing

o % (Computer Assisted Telephone Interviewing). o O O A representative sample of JobPath participants in
TN ; , . . terms of DSP region, JobPath type, gender and office
:: g,ﬁ : A structured questionnaire was administered @ type (Turas Nua and Seetec) was surveyed.
% = to the sample of 2,051 JobPath survey
eeenoe - respondents.

All interviewing was conducted by fully trained and
experienced members of the Behaviour & Attitudes
field-force, who work under direct supervision and

) . . Sample Size Fieldwork dates

are subject to rigorous quality controls. All aspects
of our CATI survey operate to the guideline 0-0 2020 2051 12820 = L L2 AU
standards established by the company’s = 2020 2039 30/01/2020 - 14/02/2020
membership of the MRS and ESOMAR (the 5018 5005 26/10/2018 - 20/11/2018
international industry representative body).

2017 2019 24/10/2017 - 04/11/2017
All data was anonymised in line with Data i — 11/10/2016 - 21/10/2016

Protection regulations and B&A ISO 27001
Information Security Management system.
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Touchpoints Assessed BlA
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® |nfo re remote

PROCESS

¢ Convenient opening connection easy to e Feel valued e Personal plan help » Advisor meetings
hours understand . . i
— _ e Try their best for » Good quality courses o Job search facilities
* Easy location ili
. ¥ _ ¢ Ab;::t_\r/ to connect me  Improved job  Online services
e Airy premises With turas . e Good at jobs prospects provided
) ) Nua/Seetec online
e Friendly Greeting or phone e Advisor e Online access
* Reasonable time * Ability to connect relationships e Course choice help
with Turas e Advisor contact

Nua/Seetec at the
agreed times

¢ Info re remote
connection easy to
find

NB: A number of options were dropped this wave (‘good understanding of the service’ and first meeting in timely manner’ were removed from Q.4 Service
and ‘drop in service was removed from Q.5 Process).
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Executive Summary



Executive Summary - JobPath

An Roinn Coimirce Séisialai m
Department of Social Protection

Almost three-quarters of
JobPath clients (74%) say they

are satisfied with their experiences
with Turas Nua/Seetec in overall

terms — this is up +16% vs Feb 20.

Strong improvements are noted in

all staff metrics, and new

remote facilities also score
above the average.

Strong levels of satisfaction with
factors relating to offices, remote
facilities, staff, services and process are
evident and all scores have improved

significantly since Feb 20.

59%

net better

The majority rate the Turas
Nua/Seetec employment services as
better than the Intreo Office service,

(up 5% points vs Feb 20)

Highest satisfaction scores are
registered for friendly greeting,
being seen within a reasonable
time, advisor relationship and
convenient opening hours

0e®
D

A significant proportion (44%) are satisfied with the current
service and feel there are no improvements required. A
number of proposed improvements are suggested by the

remaining respondents, ranging from more
supportive/helpful advice to better training/more suitable
courses as the main areas for potential refinement.
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Overall Satisfaction B&A

Overall Satisfaction scores have improved significantly in comparison with February 2020

2016 2017 2018 2020

JobPath

m REFERRAL GROUP

Very Satisfied (5)
Fairly
L (4)
satisfied 74%)
New  Returned Male Female <25 25+ LR Passing LR 1-2 LR 2-3 LR>3
Working 12 Years Years Years
Neutral (3) Part Time months
Feb 20 3.73 3.53 3.52 3.65 3.64 3.56 3.73 3.73 3.70 3.44 3.47
Moderately 2)
dissatisfied

. ... B

Score Dublin Central Dublin North Dublin Midlands

North East North West West Mid West Cork South East  Dublin (net)
South/Mid
|l ainctar
Feb 20 3.54 3.74 3.54 3.54 3.74 3.62 3.76 3.42 3.65 3.39 3.58
Q.1 Considering all your experiences with Turas Nua /Seetec how would you rate your overall
8 ® satisfaction, using a scale of 1 to 5, where 1 is ‘Very dissatisfied” and 5 is ‘Very satisfied’. 1.202169 | Departmentof Social Protection | JobPath Satisfaction Study | December 2020



Overall Satisfaction - November-December 2020

Base: All JobPath Participants N —2,051 m

Statistically higher than total
Statistically lower than total

Total Gender Age

JobPath Type
Male Female <25 25+ New Returned
2051 1324 727 1885 595 1456
% %

5 — Very satisfied

4 — Fairly satisfied

3 - Neutral

2 - Moderately dissatisfied

1 — Very dissatisfied 11

Net satisfied Dec 20 74

NET (Satisfied) Feb 20 58 56 61 62 57 63 56
Mean Dec 20 4.09 4.03 4.19 4.12 4.09 4.08 4.10

Overall satisfaction is highest amongst female participants.

Q.1 Considering all your experiences with Turas Nua /Seetec (as appropriate) how would you rate
your overall satisfaction, using a scale of 1 to 5, where 1 is ‘Very dissatisfied” and 5 is ‘Very satisfied’.
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Overall Satisfaction - November-December 2020 B&A
Base: All JobPath Participants N —2,051

Statistically higher than total
Statistically lower than total

Region Referral Group
Dublin  Dublin  Dublin Midlands North North West Mid West  Cork South NET LR Passing LR1-2 LR2-3 LR>3
Total Central North  South/ East West East  (Dublin) Working 12 Years Years Years
Mid Part Time months
Leinster
2051 154 107 301 402 111 151 169 241 190 223 562 571 24 379 137 940
% % % % % % % % % % % % % % % % %

5 — Very satisfied

4 — Fairly satisfied

3 - Neutral

2 - Moderately
dissatisfied

1 — Very dissatisfied I .
Net satisfied Dec 20 74 72
NET (Satisfied) Feb 20 58 55
Mean Dec 20 4.09 4.00 4.07 413 4.08 4.24 4.14 4.02 414 3.99 4.10 4.08 4.09 3.92 4.23 4.08 4.04

Those in the North East and 1-2 year referral group also allocate a significantly higher overall satisfaction rating to the JobPath experience

compared to the average.

Q.1 Considering all your experiences with Turas Nua /Seetec (as appropriate) how would you rate
10 your overall satisfaction, using a scale of 1 to 5, where 1 is ‘Very dissatisfied” and 5 is ‘Very satisfied’. 1.202169 | Departmentof Social Protection | JobPath Satisfaction Study | December 2020



Base: All JobPath Participants N—2,051

g

OFFICE REMOTE
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SERVICES PROCESS

4-55@®@@@
@ ® 4.49

@ 4.81 081 30
1,780 4.7

All experiences Convenient Easy location Airy premise Friendly Reasonable Remote Ability to Ability to  Inforeremote Feelvalued Bestforme Good at jobs Advisor Advisor Personal plan Good quality Improved job Online access Course choice Advisor Job search  Online services
opening hours Greeting time connection connect online connect at the connection relationship contact help courses prospects help meetings facilities provided
easy to or phone agreed times  easy to find

understand

® 2016 @ 2017 2018 @ Feb-20 @ Dec-20

* 2003 2019 2005 2039 2051

Highest levels of satisfaction are registered for convenient opening hours, friendly greeting and being seen at a reasonable time. Staff-related
factors are all up on February 20 ratings. These include feel valued, staff try their best for me, good at their jobs and in particular, advisor

relationship and ability to contact their personal advisor. The new remote facilities also score above the average.

11 @ Q.2 Please indicate your level of agreement with the following statements...
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Face to Face Meetings




14

Overview of Performance - Face to Face Meetings

Base: All JobPath Participants N — 2,051

BlA

No

HIr

43

Yes

5 - Agree Completely

4 - Moderately Agree

3 - Neither Agree
nor Disagree

2 - Moderately Disagree
1 - Disagree Completely
Not applicable

NET (Agree)

NET (Disagree)

Average (excl DK)

Convenient Friendly Reasonable
opening hours Easy location Airy premises Greeting time
1179 1179 1179 1179 1179

91
2
4.65

All Had Face to Face Meetings

% % %

. . o
Il“_"\

95
11 4 2 2
4.26 4.47 4.72 4.70

A majority (57%) of JobPath participants had at least one face-to-face meeting with their local office during 2020. Of these individuals,

satisfaction with being seen within a reasonable time, friendly staff greeting and convenient opening hours was particularly high.

Q.2a Did you have any telephone, online or face-to-face meetings with your local office this year (i.e. in 2020)?

Q.2b Please indicate your level of agreement with the following statements..
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Office (Remote)




Overview of Performance - Remote Capabilities
Base: All JobPath Participants N—2,051

!

meetings
%

Yes

No

|/
-

Telephone
meetings

Online
meetings

% %
\ - "/

5 - Agree Completely

4 - Moderately Agree

3 - Neither Agree
nor Disagree

2 - Moderately Disagree
1 - Disagree Completely
Not applicable

NET (Agree)
NET (Disagree)
Average (excl DK)

was easy to
understand
1950

%

89
3
4.53

All Had Telephone/Online Meetings

Information about  Ability to connect  Ability to connect  Information about
connecting remotely online or over the remotely at the  connecting remotely

BlA

phone agreed times was easy to find
1950 1950 1950
% %

5 — —
91 91 84
3 3 4
4.61 4.62 4.43

The vast majority of JobPath participants had a telephone interaction with their local office during 2020, with a more modest 15% also engaging
in online meetings. Nine in ten of those who had either a telephone or online meeting registered satisfaction with their experience regarding
ease of understanding information about connecting remotely, the ability to connect online or over the phone, and the ability to connect

Q.2a Did you have any telephone, online or face-to-face meetings with your local office this year (i.e. in 2020)?
16 ® Q.2c Please indicate your level of agreement with the following statements..

remotely at the agreed times.
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Overview of staff performance - November-December 2020
Base: All JobPath Participants N—2,051

Feel valued Best for me Good at jobs Ad.v |sor. Advisor contact
relationship
Feb20 Dec20 Feb20 Dec20 Feb20 Dec20 Feb20 Dec20 Feb20 Dec20

% %

5 - Agree Completely

4 - Moderately Agree

3 - Neither Agree nor Disagree

2 - Moderately Disagree
1 - Disagree Completely n —

7 |
NET (Agree) 77 88 78 91 76 89 82 92 83 90
NET (Disagree) 12 5 12 4 12 3 9 3 7 4
Mean 4.16 4.53 4.22 4.61 4.16 4.57 4.33 4.67 4.39 4.60

Satisfaction with all aspects of staff performance has increased significantly between the beginning and end of 2020.

Q.3 Now thinking about the Turas Nua/ Seetec office (as appropriate). Please indicate your level of agreement with the following statements. For each statement,
p/ease use a scale Ofl to 5, where 1 is ’Disagree Comp/etely’ and5is ’Agree Complete/y’ 1.202169 | Departmentof Social Protection | JobPath Satisfaction Study | December 2020
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Overview of services performance - November-December 2020

Base: All JobPath Participants N—2,051

Good quality
training/courses

Feb20 Dec20

Personal plan help

Feb 20 Dec20
%

%

5 - Agree Completely

4 - Moderately Agree
17

3 - Neither Agree nor Disagree

2 - Moderately Disagree
1 - Disagree Completely
Not applicable

T
= o

NET (Agree) 70 82 54 61
NET (Disagree) 13 6 14 6
Mean 4.05 4.46 3.89 4.27

BlA

D AN
Improved job Easy to access . oS o o
. . Course choice help | |
prospects online services O'“U
Feb20 Dec20 Feb 20 Dec20 Feb 20 Dec20
v o o " SERVICES

1
4

ERDC - EREEEE -
ER= CINECE
|

17
[ 3 |
[ 3 |
21 17
57 69 60 65 58 67
25 13 10 6 15 7
3.56 4.02 4.05 4.29 3.93 4.30

Participants were particularly happy with the personal plan help provided.

Q.4 Now thinking about the Turas Nua/ Seetec office (as appropriate). Please indicate your level of agreement with the following statements. For each

20 statement, please use a scale of 1 to 5, where 1 is ‘Disagree Completely’ and 5 is ‘Agree Completely’
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Overview of process performance - November-December 2020 O B&A
Base: All JobPath Participants N—2,051 PROCESS

Advisor meetings Job search facilities Online services provided

Feb 20 Dec 20 Feb 20 Dec 20 Feb 20 Dec 20
% % %

5 - Completely Satisfied

4 - Fairly Satisfied

3 - Neutral

2 - Moderately Dissatisfied

1 - Very Dissatisfied

Not applicable/ | haven’t been through this

process yet
NET (Satisfied) 80 85 67 74 51 60
NET (Dissatisfied) 10 4 12 8 10 6
Mean 4.29 4.56 3.99 4.22 3.92 4.21

Satisfaction with all aspects of the process is also high across the board, and improved upon the January-February 2020 survey.

Q.5 Please rate your level of satisfaction with the following processes that you may have experienced, organised by Turas Nua/Seetec
(as appropriate) using a scale from 1 to 5, where 1 is 'Completely Dissatisfied' and 5 is 'Completely Satisfied' 1.202169 | Departmentof Social Protection | JobPath Satisfaction Study | December 2020



Net Positive/Negative Rating of JobPath Service Summary

Base: All JobPath Participants N - 2051

[ NET (agree) B NET (disagree)

BlA

Net agree

Net agree diff

Office diff vs Feb Office (Remote) Staff vs Feb 20
) 20 All Telephone/Online Meetings N - 1950 All JobPath Interviews N — 2,051
All Face to Face Interviews N - 1179 38 11
+3 Info re remote connection easy — 89 Feel valued P +
Convenient opening hours F 91 to understand 3
+6 - ) Best for me P 91 +13
Easy location F 78 Ability to connect online or 3— 91
. , g5 +5 over the phone Good atjob [PgEE—— 89  *13
Bright and airy F Ability to connect remotely at — 91 +10
Friendly greeting F 93 e the agreed times 3 Advisor relationship P 92
Info re remote connection easy 84 +7
Reasonable time F 95 +6 to find P Advisor contact P 90
Services Net agree diff Process
All JobPath Interviews N — 2,051 vs Feb 20 All JobPath Interviews N — 2,051 Ne‘::saFgersezgiff
82
Personal Plan help P +12
. . 85
Good quality courses F 61 +7 Advisor meetings I 4 +5
Improved job prospects F 69 +12 Job search facilities F 74 +7
Online access F 65 +4
Online services provided F 60 +9
Course choice help F 67 +9

[ NET (agree) B NET (disagree)

m NET (Satisfied) ® NET (Dissatisfied)

23

The proportion of JobPath participants expressing satisfaction with the various aspects of its service far outweighs

those who are dissatisfied.

® Q.2 Please indicate your level of agreement with the following statements...

J.202169 | Departmentof Social Protection | JobPath Satisfaction Study | December 2020



Rating of Turas Nua/Seetec Employment services compared to B&A
Intreo/Branch Office

Base: All JobPath Participants N - 2051

A lot worse than my main
Intreo centre/Branch office

A little worse than my main
Intreo centre/Branch office .
A lot better than my main

Intreo centre/Branch office
Net worse h - Net better
The same as my main
7% Intreo centre/Branch office

59%

34

Net worse
reduced

by by 7%
vs Feb 20

A little better than my main
Intreo centre/Branch office

The majority rate the Turas Nua/Seetec employment services as better than the Intreo Office service, by a

ratio of eight to one.

Q. 6 How would you rate the employment services provided by Turas Nua/Seetec (as
appropriate) as compared to that provided directly by the Intreo centre/branch office? Would
24 ® you say the Turas Nua/Seetec (as appropriate) service is .....

J.202169 | Departmentof Social Protection | JobPath Satisfaction Study | December 2020



Level of satisfaction with continuing contact with personal advisor B&A
Base: All JobPath Participants Working N - 761

Statistically higher than total
Statistically lower than total

Feb 2020 Dec 2020

919

5 - Completely satisfied Net
Satisfied
55% _ e
Satisfied
()
4 — Fairly satisfied 712%
3 - Neutral ‘
2 — Moderately dissatisfied
Higher for U 25 86%

1 - Completely dissatisfied

Mean score 3.89

The level of satisfaction with continuing contact with their personal advisor has risen substantially in the

latest wave; with under 25s most satisfied.

Q.8 Please rate your level of satisfaction with the continuing contact with your personal advisor
25 from now that you are in work? 1.202169 | Departmentof Social Protection | JobPath Satisfaction Study | December 2020



Suggested improvements to overall experience

Base: All JobPath Participants N — 2,051

%

I—— 29
27

Happy/Great/Good/Fine/Grand/Okay/Satisfied/No problems, complaints, issues

No improvement/Excellent service/Enjoyable experience/Confidence builder - secured [N 18
13

employment

I 8
9

Supportive/Professional/Friendly/Pleasant/Helpful advisors

I 6
8

B 5
7

N 5
7

e 5
n/a

4

More support, advice, guidance/Information, help with courses, job offers
Increase/Improve/Better/More education,training, courses

® Dec-20 Limited employment opportunities
Feb-20 Covid 19 Impact/Lockdown restrictions employment

More opportunities/Accommodate my qualifications, skill set, abilities, interests

i 3
5

Staff need more training/Recruitment training/Listening skills

Did not benefit/Waste of tax payers, government, time/Not fit for purpose/Found - 3
employment myself 8

w2
3

M2

Better communication/More contact needed/Answer phones

Improve/Better online, web services/Outdated/Better online courses

Nothing/None/Not applicable/No comment
All other answers 1% or less for total Dec 20
When asked to identify the one change that could be made to render their overall experience as a JobPath client more satisfactory, a
significant proportion say they feel there are no improvements required. A range of proposed improvements are suggested by the

IN
~
(0]
Y]

remaining respondents, ranging from more supportive/helpful advice to more opportunities suited to their personal qualifications and
skills, more regular interaction and meetings with Seetec/Turas Nua staff, etc.

26 ® Q.11 What one improvement do you feel could make to improve your overall experience as a client?

1.202169 | Departmentof Social Protection | JobPath Satisfaction Study | December 2020



Base: All JobPath Participants not working N — 1,290

Covid 19 impact/Lockdown restrictions/Circumstances

Happy with experience, service/Supportive staff/Helped with application
Personal circumstances/Health factors hindered my job prospects

High unemployment/No job offers/Nothing available in area
Starting/Currently in full time education, course, training, student

Did not benefit/Complete waste of time/Not fit for purpose

Age barriers/Discrimination/Suitable for younger people/Limited jobs
Unsuitable, unsucessful job placements/Jobs offered that are not skilled
Job locations/Do not drive/No transport - too far away

Staff need more training/Listening skills/No support for creative industry
Better service/More support from team/Information/Poor attitude

No expectations/Done everything myself

Better communication/More contact/More meetings with personal advisor
Unsuccessful getting a job/Lack of qualifications

Don’t know

Nothing/None/Not applicable

Other

w w w w

N N N N NN

10

19

BLA

% : : : Y
z | am not disappointed with the
36 programme just disappointed that
the lockdown came in and | won’t get
. to finish my course until next year )

a -

This experience did not fall short of
my expectations, Covid is here and

everybody is getting laid off.
< 4

| think the covid has had an impact
and this is my second time doing
Seetec/Tursa Nua and | have sent 20
applications and | get nothing back |
think it is because of my age.

| had to change degree and change
jobs and qualifications, | think
Seetec/Tursa Nua has put mein a
position which | will be much better
and stronger, | do digital marketing
to office administration and | am still
looking for a job.

All other answers 1% or less for total Dec 20

Of those not working, a notable proportion say they are happy with their experience as a JobPath client, or acknowledged

that there were factors outside the service provider’s control most notably, Covid restrictions that had mitigated against
their finding a job.

Q.12 We appreciate that you are disappointed that has not yet succeeded in helping you to find employment.

What exactly made this experience fall short of your expectations?

Department of Social Protection



Thank you.

Milltown House
Mount Saint Annes
Milltown, Dublin 6 - D06 Y822

SR . ' Delve Deeper




