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Members Present: Savina Buendia, Joanne Presnell, Robin Redwine, (Chair) 
 Members Absent: Elsa Sanchez 
Other Members: Marilyn Kennedy 
 
 
Customer Market and Focus Workgroup met and first discussed the results of the “Customer Service 
Mondays” pilot that has been running in Los Banos for the previous 90 days.  It was concluded by all that 
it is a very successful project.  The results are definitely in the numbers of surveys that have been turned 
in.  In December 33 surveys were turned in; In January 83 surveys were turned in; and in February 137 
surveys were turned in.  Staff has been very involved in the process as well.  Thinking up creative gift 
ideas for the monthly drawings have added a very fun element for staff.  It was the decision of the 
Workgroup that Los Banos continue collecting surveys in this manner. 
 
Another project the Workgroup has been working on is attempting to gage how our first time customers 
hear about us. We decided there is not enough room on the sign-in sheet to make specific changes in that 
regard, so it was decided that the supervisors from the 3 offices (Merced, LB, and Livingston) would meet 
and create a short list of the most common responses to this question, i.e. friend, newspaper, EDD 
referral, etc… When new customers come into an office they would be asked, “how did you hear about 
us” and their response would be written into the comment column. When being entered into our tracking 
system at a later date, our pre-chosen categories would automatically drop down, and first-time visit is a 
choice on the screen.  This would give us a way to track this specific information.   
 
The group had a short discussion about the need for additional online services at Worknet. The suggestion 
was made to visit surrounding area One-Stops to see what types of services were being offered in their 
computer labs. It was decided a visit to Stanislaus County first. We will be working on getting a group 
together for that in the near future. 
 
We also had a short discussion on the types of brochures available at Worknet, and if our marketing plan 
is meeting its goals.  “Are we reaching the community?”  This question we decided goes back to our first 
goal, to find out from our first-time customers how they are hearing about us.   
 
There was a couple of things our IT person needed to check on to make changes to the case management 
system, and then the changes would be made to start tracking this information.        
 


