
 

 

 

 

 

 

 

 

  

Dulcinea Rakestraw, Research & Program Evaluation Manager 

Elizabeth Ewers, Graduate Assistant 

Secret Shopper Evaluation 
Dynamic Workforce Solutions | June 2022 



2 
 

Contents 
 

Overview ......................................................................................................................... 4 

Shoppers Perception of Services .................................................................................... 5 

Comparison ................................................................................................................... 17 

 

 

 

 

 

  



3 
 

Acknowledgements 

 
The Public Policy and Management Center (PPMC) would like to thank the staff of 

Dynamic Workforce Solutions who assisted with input into this report, especially 

Shellonda Rucker and Ronesha Love. In addition, the PPMC would like to acknowledge 

and express sincere appreciation to the secret shoppers for their work and dedication to 

this project. For purposes of protecting their anonymity, names will not be included in 

this report, but their critical effort still should be acknowledged and recognized. 

  

 

Disclaimer 
 

This study was conducted by the PPMC at Wichita State University. The PPMC is an 

independent research body unaffiliated with Dynamic Workforce Solutions. This report 

was prepared by the research team and data collected from external sources. PPMC’s 

findings are based on assumption of data accuracy received from internal and external 

sources. The findings represent the findings, views, opinions and conclusions of the 

research team alone. The report does not express the official or unofficial policy of 
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Overview 
 

Background 
 

In response to a request by Dynamic Workforce Solutions, the Public Policy and 

Management Center (PPMC) at Wichita State University, proposed to conduct a “secret 

shoppers” research project to assist in continuous program improvement. From March 

2022 through June 2022 the PPMC coordinated 16 secret shopper evaluations at the 

American Job Center (AJC) in Lincoln, Nebraska, operated by Dynamic Workforce 

Solutions.  

 

Purpose  
 

The purpose of the research and technical assistance is to foster continuous 

improvement in serving the workforce development needs for the Dynamic Workforce 

Solutions One Stop Workforce Center in Lincoln. Overall customer service and 

intake/initial assessment processes are defining issues to service delivery. Evaluation of 

these is a critical component for the success of this work. 

 

Methodology 
 

For this project “shoppers” were recruited to represent diverse ages, races, job 

experiences, and education levels, and levels of ability. Each shopper used a unique 

“script” developed to represent different segments of the population that access 

services from Workforce centers.  

 

On average, the shoppers spent two hours participating in project orientation and 

training. This training included script and scenario development individualized for each 

shopper, online application training, role-playing rehearsal, and overview of the 
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Workforce delivery system. Shoppers were also trained on consistent and reliable use 

of the evaluation tool and participated in a pilot evaluation. 

 

The PPMC identified shoppers to best fit each scenario. Visits were staggered to ensure 

unique interactions. The shoppers did not disclose their role or the intent of their 

involvement to AJC staff during their visits. Shoppers were selected to participate in 

either in-person or virtual visits to the center. (Note: shoppers completing virtual visits 

did not respond to all survey questions.) 

 

Using smart-phones or tablets, shoppers completed a web-based assessment 

immediately following their visit. The same assessment was used by every shopper. 

Quantitative and qualitative information was collected from each shopper.  

 

Shoppers Perception of Services 
 

The ultimate goal of the Workforce centers is to provide all clients the tools and 

opportunity to secure and maintain gainful employment. Evaluators were encouraged to 

keep that overall goal in mind and evaluate if they would feel supported and equipped to 

find desired employment after interacting with the center. Evaluators were encouraged 

to provide objective assessments of their experience at the AJC.  

 

Personal Information  
Social Security Number  

Secret shoppers were asked if AJC staff asked for their Social Security Number (SSN), 

and 23% (3/13) of the shoppers responded that they were asked for their SSN.  

 

Reason for Visit  

Secret shoppers were asked if AJC staff asked about the reason for their visit to the 

center, and 80% (12/15) said that they were.  
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Privacy and Comfort Level  
Privacy when sharing Scenario  

Shoppers were asked how they would rate the amount of privacy they had when 

sharing their reason for visiting. Of the respondents, 61% rated the amount of privacy as 

excellent, 31% rated it good, and 8% rated it fair.  
Figure 1: Privacy when sharing Scenario 

 
 

Comfort Level while Sharing Scenario 

Shoppers were asked to rate their comfort level in sharing their reason for visiting with 

the AJC staff. For this question, 80% rated their comfort level as excellent, 7% rated it 

as good, and 13% rated it as fair.  
Figure 2: Comfort Level while Sharing Scenario 
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Interaction with Representative 
Overall Understanding of Situation 

Shoppers were asked to rate the representative’s overall understanding of their problem 

or question. Most, 60%, rated the representative’s overall understanding as excellent, 

27% as good, and 13% as fair.  
Figure 3: Overall Understanding of Situation 

 
 

Ability to Help  

Shoppers were asked to rate the representative’s ability to help them and86% rated the 

representative’s ability to help as excellent and 14% rated it as fair.  
Figure 4: Ability to Help 
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Explanation of Process  

Shoppers were asked to rate how well the representative explained the process for 

receiving services. Of the participants, 67% rated the representative’s explanation of the 

process as excellent, 20% rated it as good, and 13% rated it as fair.  
Figure 5: Explanation of Process 

 
Listening 

Shoppers were asked to rate the representative on listening and 73% rated the quality 

of listening by the representative as excellent and 27% rated it as good.  
Figure 6: Listening 
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Courtesy  

Shoppers were asked to rate the representatives on courtesy and 73% rated the 

representative’s curtesy as excellent and 27% rated it as good.  
Figure 7: Courtesy 

 
Center Wait Time  
Wait Time Follow-up 

Shoppers were asked to rate the center staff’s follow-up during their wait time. Ratings 

were 69% excellent, 23% reported it was good, and 8% reported it was fair. (Shoppers 

were asked how long their wait time to get assistance was during their visit to the 

center. Twelve (12) of the shoppers waited less than 5 minutes. Only one (1) shopper 

waited longer, and they reported the wait was between 5 to 10 minutes.) 
Figure 8: Wait Time Follow-up 
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Customer Service  
Interaction with Other Customers  

Shoppers were asked to rate how effectively the staff person interacted with other 

customers while they were present. The response was 62% indicated  staff’s interaction 

with others was excellent, 23% reported it was good, 15% reported it was fair.  
Figure 9: Interaction with Other Customers  

 
Help with NEworks Account Creation  

Shoppers were asked to rate how helpful the AJC staff were in assisting with creation of 

an account on NEworks. For this, 53% reported the staff’s assistance was excellent, 

27% reported it was good, and 20% reported it was fair. 
Figure 10: Help with NEworks Account Creation 
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Encouragement  

Shoppers were asked to rate how encouraging AJC staff were about their job search 

and employment potential following their visit to the AJC. On this question, 53% 

reported the amount of encouragement was excellent, 40% reported it was good, and 

7% reported it was fair.  
Figure 11: Encouragement 

 
 

Knowledgeability  

Shoppers were asked to rate how knowledgeably the AJC staff answered their 

questions. For this, 67% responded it was excellent, 27% responded it was good, and 

6% responded it was fair.  
Figure 13: Knowledgeability 
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Information about Tools and Resources 

Shoppers were asked to rate the information provided about tools and resources that 

could benefit their job search (i.e. resume writing tools, interview techniques, etc.). For 

the participants, 40% reported it was excellent, 40% reported it was good, and 20% 

reported it was poor.  
Figure 12: Information about Tools and Resources 

 
Select comments from those that rated “poor”: “The information and resources were not 

providing on my visit.” “Received none.” 

 

Information about Programs and Resources  

Shoppers were asked if, while at the AJC, they were given any information about the 

following: WIOA (Workforce Innovation and Opportunity Act); training opportunities; 

program matcher; or other.  

 

Select responses include:  

• WIOA (Workforce Innovation and Opportunity Act) 

• Training Opportunities 

• Suggested Ticket to Work for the senior part time work. 

• A youth program and a program where they would help pay for some college 

classes 

• She advised me to pursue WIOA.  

• Also recommended The Able Program, NEworks, and Indeed. 
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Events and Service Referral 
Referrals Offered 

Shoppers were asked how they would you rate the referral services provided by the 

AJC and/or a partner agency. Of the 60% of shoppers who were given a referral, 25% 

responded the services were excellent, 25% responded they were good, and 50% 

responded they were fair.  
Figure 14: Referrals Offered 

 
 

Select comments from those that rated the referral services as “poor”:  

• So many options  

• They provided me with a number to contact to schedule an intake appointment. 

• Have not received yet 

• They did not contact me for a few days, so they weren't very hands-on it seemed. 

It would have been nice to get more direct help. 

 

AJC Environment  
Satisfaction Survey  

Shoppers were questioned if they were asked to complete a satisfaction survey while on 

site. Four (4) said they were asked to complete a survey, one (1) reported they were 

not, and 8 did not answer.  
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Positive Overall Atmosphere 

Shoppers were asked to rate their perceptions of the positive overall atmosphere of the 

AJC and 54% reported the overall atmosphere was excellent, 38% reported it was 

good, and 8% reported it was fair.  
Figure 15: Positive Overall Atmosphere 

 
 

Environmental Factors 

Shoppers were asked to rate several environmental factors.  
Table 1: Environmental Factors 

Question Poor  Fair  Good  Excellent  

Quantity of seating - - - - 23% 3 77% 10 

Comfort of seating 8% 1 - - 15% 2 77% 10 

Cleanliness of facility - - - - 23% 3 77% 10 

Computers were available without wait - - - - 8% 1 92% 12 

Computers were working - - - - - - 100% 13 

Office was easy to locate 31% 4 62% 8 8% 1 - - 

Parking was adequate 8% 1 96% 9 8% 1 15% 2 

Overall feeling of safety during your visit - - 8% 1 38% 5 54% 7 

 

 

 



15 
 

Select comments regarding the environment of the center: 

• The atmosphere seemed friendly. The person in the front desk could have been 

more welcoming.  

• Very nice space and staff 

• Eric was super nice! 

• If I was down on my luck job wise their positive attitude would have given me 

some confidence.  

• It was a little small and the waiting area was pretty small as well. The people 

were great but I would have liked to be a little more spread out while waiting. 

• It was welcoming, but quiet and isolated. 

• I took the intake survey (I think that's what it was) on the computer and scrolled 

through some of the results, but that was kind of it. I wish there was an intake 

survey that let me share more personally about my story because then I maybe 

could have been helped more. Clicking a bunch of different boxes didn't really 

seem like the best way to get the resources I need, especially if the staff person 

may not know about what I need. 

• The bathrooms are weird and it was kind of hard to find. But otherwise was okay.  

• She was very kind and helpful. If I were looking for a job, I would trust her to help 

me.  

• With the recommendations I’m sure I could find work. 

 

Virtual Visits 
In general, the responses regarding the virtual visits were positive. However, it should 

be noted that one shopper had several issues in attempting to schedule a visit. He 

reported it was confusing when scheduling because the times listed were in Pacific 

Time, and he had to calculate what time he wanted to have the appointment in Central 

Time. Immediately after scheduling he received three emails confirming the date and 

time; however, all three listed the same incorrect date and time. A couple of days before 

the correct date/time, he received an email confirming the correct date/time. He then 

logged on that day as scheduled; however, no representative ever logged in to meet 

him. 
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Overall Feedback 
Confidence in Finding a Job  

Shoppers were asked to rate how confident they felt about finding a job after their visit 

to the AJC based on the services they received. 73% reported their level of confidence 

as excellent, 14% reported it was good, and 13% reported it was fair. 
Figure 16: Confidence in Finding a Job  

 
 

Select comments regarding their overall experience:   

• I think the resourced for finding a job were made clear during my visit. The 

webpage is easy to navigate. The representative's guidance during the process 

helped.  

• I was quickly provided training and career options that directly corresponded with 

my scenario  

• I had an additional follow up call with a member of the AJC she was very helpful 

in giving me options and different avenues I could explore. I said I was interested 

in public health so they brought up a lot of good options that fit my criteria such 

as CNA training, working for a local health department, and other facilities such 

as Madonna.   

• I learned that I could get training or school for free. 

• I think I'd have better luck using Indeed/LinkedIn/other websites. 

• If I were looking for a job, I would feel confident in finding one.  

• She helped me to feel like if I kept at it, I could find a job.  
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Comparisons 
 

In 2021 a similar study was conducted on behalf of the Greater Lincoln Workforce 

Development Board and the City of Lincoln. Selected responses from that study were 

compared to the responses from the current survey. Specifically, the percent of 

responses that were “excellent” and “good” were compared in each of the areas. There 

was significant improvement in all areas.  

 

Additionally, secret shopper studies were conducted in Omaha, NE, Emporia, KS, 

Independence, KS, Junction City, KS, and Kansas City, KS. The studies in the Kansas 

cities included a “baseline” assessment, similar to what was completed at the Lincoln 

site in 2021, and “follow-up” assessments. There has not been a “follow-up” 

assessment completed in Omaha, NE. Below are charts which compare changes in the 

percent of responses that were “excellent” and “good” in each of the areas from the 

“baseline” to the “follow-up.” In most cases the improvement seen in Lincoln is equal to 

or greater than the improvement that we seen in the other communities studied.  
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Process for Receiving Services 

The percent of excellent and good responses regarding the representative’s explanation 

regarding the process for receiving services improved from 29% to 87% during this 

timeframe.   
Figure 17: Process for Receiving Services 

 
Referral Services 

The percent of excellent and good responses regarding the referral services offered 

improved from 32% to 75% during this timeframe.   
Figure 18: Process for Referral Services 
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Information about Resources 

The percent of excellent and good responses regarding the information provided 

regarding resources available improved from 31% to 80% during this timeframe.   
Figure 19: Information about Resources 

 
Staff Knowledgeable Responses to Questions 

The percent of excellent and good responses regarding the information provided 

regarding resources available improved from 31% to 80% during this timeframe.   
Figure 19: Staff Knowledgeable Responses to Questions 
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Positive Overall Atmosphere 

The percent of excellent and good responses regarding the positive overall atmosphere 

improved from 21% to 92% during this timeframe.   
Figure 19: Positive Overall Atmosphere 
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