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Overall Findings and Recommendations

This report focuses on the customer satisfaction of companies currently enrolled in the E-Verify
program. Satisfaction with E-Verify was strong last year and improved this year with a three point gain
to 85. This is 20 points above the current federal government average. Satisfaction among the other
sample groups was very similar. Recent users, those who had run a case since January 1, 2011, had
satisfaction of 86, while those who used E-Verify because of the FAR requirement had a satisfaction
score of 84. This year there was a slight but significant difference in satisfaction between small
businesses (84) and those that are not a small business (87). However, last year both segments rated
satisfaction 82, so both have improved.

Five drivers of satisfaction were identified and scores were very strong across all areas. The Photo
Matching Process was again the highest rated component with a score of 95. The process was easy
and users felt that Photo Matching was very helpful in preventing fraud. Using E-Verify was also highly
rated (90). Users felt that submitting I-9 information was easy and the E-Verify site was easy to
navigate. The initial response was received in a very speedy manner with next steps clearly described.

Users rated the Tutorial five points higher (85), which was the biggest gain in any driver’s score. Online
resources were accessible and useful. Content was clear and the time required to take the training was
not too burdensome. In fact, respondents felt much more positively about the time required for training
as the ease of completing training in terms of time required had an eight point gain from last year.

Respondents also felt more positively about Registration with a four point improvement to 85.
Submitting registration information was easy, and enrollment instructions were clear. User Name,
Password and E-Verify Web Address were received in a very timely manner.

Tentative Nonconfirmations were received by about one-quarter of respondents. While this was the
lowest scoring satisfaction driver, it still had a rating of 80. Ease and speed of resolving the case were
not issues and steps in the resolution process were clearly communicated. Because of its lower impact,
the Resolution process would not be an area to target for improvement despite scoring lower than the
other driver areas.

Customer Service was contacted only by 15% of respondents and technical assistance by only 5%.
Ratings by those who used these services show that both are effective. Users receive solid guidance
from highly professional, knowledgeable individuals who are able to understand issues and
communicate effectively. Eighty seven percent of those contacting customer service had their issue
resolved in one call and 93% of those contacting technical assistance had their issue resolved. One
area that E-Verify may wish to focus on is with customer service for those who contact them by e-mail.
This only affected 4% of users, but ratings were rather low (66) and timeliness of response was the
biggest issue.

System Integrity is not perceived as an issue by most users. Seventy-one percent of respondents
believe that E-Verify is doing enough to ensure companies using E-Verify adhere to policies, while 77%
believe that employers are using the E-Verify system properly.

Over one-quarter of users found out about E-Verify from Local, State or Federal law requirements,
while another quarter learned of E-Verify through their company, HR or corporate office. E-mail is
preferred by 86% of users as the method by which to get information about updates. However,
respondents were split between e-mail (46%) and phone (40%) as the method they would prefer to use
to contact E-Verify for help.

Users were very likely to continue to participate in E-Verify in the future with a rating of 94. They were
also very confident in the accuracy of the program (88) and likely to recommend (85) E-Verify to others.
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In order to improve customer satisfaction, it is recommended to target the areas that have a high impact
and are lower performing as priorities. Given the overall satisfaction score of 85, further improvements
in satisfaction may be somewhat difficult to achieve. The following recommendations are for each of the
higher impact areas. For the most part, E-Verify should focus on maintaining the level of performance in
these areas.

e The Registration Process provides users with clear information, which includes the instructions
on enrollment and the memorandum of understanding clearly states responsibilities and next
steps. There does not appear to be a need to make changes to the information provided to
users. Additionally, the Registration Process itself is easy and users receive the information
they need for E-Verify such as the user name, password, and web address in a timely manner.
Maintaining the current Registration Process is recommended. While not reflecting in users’
scores, some did mention that they feel the requirement to change passwords is too frequent.

e Last years ratings indicated that the Tutorial may have required too much time to take.
However, scores improved significantly this year and it does not appear to be an issue. The
Tutorial’s content is easy to understand. Online resources are highly accessible and helpful to
users. There does not appear to be a need to make significant changes to the Tutorial at this
time. E-Verify should monitor the score for the ease of completing online training in terms of
time required to ensure this is not an issue in the future.

e Using E-Verify remains one of the high-impact areas. It is also highly rated by users. With a
score of 90, it will be difficult to further improve the functionality of E-Verify. Maintaining the
current functionality is recommended.

e Lastly, Photo Matching is very highly rated (95). The process is easy and users believe itis very
helpful in preventing fraud. Maintain the current process.

Only about one-quarter of users encountered a Tentative Nonconfirmation during the past six months.
For those that did, the Resolution Process appears to be meeting their needs. Given the lower impact, it
is not recommended to focus on improvements in this area at this time.

Areas such as Customer Service and Technical Assistance, which were only used by a small
percentage of respondents were also high-performing. There does not appear to be a need to improve
in those areas with the possible exception of customer service provided for those contacting E-Verify by
e-mail. Scores indicate timeliness of response for these customers is an issue.
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Introduction and Methodology

The American Customer Satisfaction Index (ACSI) is the national indicator of customer evaluations of
the quality of goods and services available to U.S. residents. It is the only uniform, cross-
industry/government measure of customer satisfaction. Since 1994, the ACSI has measured
satisfaction, its causes, and its effects, for seven economic sectors, 41 industries, more than 200
private sector companies, two types of local government services, the U.S. Postal Service, and the
Internal Revenue Service. ACSI has measured more than 100 programs of federal government
agencies since 1999. This allows benchmarking between the public and private sectors and provides
information unique to each agency on how its activities that interface with the public affect the
satisfaction of customers. The effects of satisfaction are estimated, in turn, on specific objectives (such
as public trust).

Segment Choice

This study is about employers who have enrolled in E-Verify—an Internet-based system operated by the
Department of Homeland Security (DHS) in partnership with the Social Security Administration (SSA)
that allows participating employers to electronically verify the employment eligibility of their newly hired
employees.

Customer Samples and Data Collection

The U.S. Citizenship and Immigration Services (USCIS) provided CFI Group with three random

samples of employers that have enrolled in E-Verify. (The samples were drawn in July, 2010.)
ALL Users — a cross-section of employers that have used E-Verify since Jan. 1, 2010
RECENT Users — an oversample {*} of employers that used E-Verify since Jan. 1, 2011

FAR Users — an oversample of employers that are enrolled in E-Verify as federal
contractors and have used E-Verify since Jan. 1, 2011

{*} NOTE: The purpose for the two oversamples was to supplement the numbers of responses from
Recent and FAR Users that were expected in the All User cross-section.

Data were collected from July 27" through September 2" 2011. The sample sizes and response rates
for the cross-section sample and oversamples are reported below:

TOTAL {3}
Size of {1} Number of
Type of Sample Surveys Response Usable {2} Usable
USER Provided Returned Rate Surveys Responses
All 10,000 2,756 28% 2,675 2,675
Recent 2,500 760 30% 738 3,098
FAR 2,500 730 29% 706 1,128

NOTES:
{13 Initial sample sizes were based on the desired number of responses and expected completion rates.
{2} Due to ineligible respondents or missing data, not all surveys that were returned were usable.

{3} Includes respondents from the oversamples and the All Users cross-section. In several instances,
respondents from the All Users cross-section fell into more than one of the oversample categories.

Questionnaire and Reporting

The questionnaire used is shown in Appendix A. It was designed to be agency-specific in terms of
activities, outcomes, and introductions to the questionnaire and specific question areas. However, it
follows a format common to all the federal agency questionnaires that allow cause-and-effect modeling
using the ACSI model. CFl Group collaborated with USCIS to develop the questionnaire for the
program.
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Most of the questions in the survey asked the respondent to rate items on a 1 to 10 scale, where “1” is
“poor” and “10” is “excellent.” Scores are converted to a 0 to 100 scale for reporting purposes. Appendix
B contains tables of responses to non-modeled questions. These are categorical and “Yes/No” type
guestions where a response is not on a 1 to 10 scale. Appendix C contains score tables for questions
that were rated on a 1 to 10 scale at an aggregate level and segmented by groups. Appendix D
contains verbatim comments to the responses for open-ended questions.

Most of the results presented in this report are based on responses received from the random cross-
section sample of “All Users” . (See Customer Samples above.) Results for two other sample groups
(Recent Users and Far Users) are periodically shown in this report and additional tables for these
groups can be found in Appendices B and C.
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Respondent Background

The table below shows respondents by state. Arizona (10%), California (8%), Missouri (6%), Georgia
(6%), Florida (5%) and Texas (5%) have the highest percentage of respondents and collectively
account for 40% of all responses. No other state accounts for as much as 5% of respondents.

2010 2011

Percent|Frequency|Percent|Frequency
AL 1% 14 1% 34
AK 0% 1 0% 6
AR 0% 4 1% 24
AZ 13% 138 10% 276
CA 7% 70 8% 216
CcO 4% 37 3% 80
CT 1% 7 0% 13
DC 0% 3 0% 11
DE 0% 2 0% 5
FL 4% 37 5% 130
GA 4% 41 6% 156
GU 0% 0 0% 2
HI 0% 3 1% 15
ID 1% 7 1% 14
1A 1% 10 1% 22
IL 3% 34 2% 59
IN 1% 8 2% 41
KS 1% 9 2% 43
KY 1% 8 1% 20
LA 1% 10 1% 21
MA 2% 23 2% 48
MD 2% 21 2% 43
ME 0% 3 0% 8
Ml 2% 18 2% 49
MN 2% 26 2% 53
MO 7% 74 6% 158
MS 2% 19 2% 46
MT 0% 1 0% 7
NC 3% 28 3% 79
ND 0% 5 0% 6
NE 2% 19 2% 55
NH 0% 4 0% 13
NJ 2% 24 2% 46
NM 1% 10 0% 12
NV 1% 8 1% 23
NY 2% 22 2% 63
OH 2% 18 2% 45
OK 2% 17 1% 38
OR 0% 4 1% 21
PA 3% 34 2% 42
PR 0% 0 0% 2
RI 1% 9 0% 13
SC 4% 43 4% 104
SD 0% 1 0% 9
™ 1% 9 2% 43
X 6% 60 5% 145
uT 1% 10 3% 83
VA 4% 41 4% 119
VT 0% 0 0% 2
WA 3% 32 2% 63
Wi 1% 14 1% 28
wv 0% 3 0% 3
WY 0% 1 0% 4
Number of
Respondents 1,044 2,661

11



USCIS — E-Verify

Percent|Frequenc
How many people do you employ

2011 Customer Satisfaction Survey

2011

1-4 5% 142
5-29 25% 664
30-99 27% 720
100-299 25% 659
300-999 11% 295
1,000-9,999 6% 157
10,000+ 1% 24
Number of Respondents 2,661

Do you consider yourself a small business

One-quarter (25%) of respondents were from an organization with 5 to 29 employees, while 27% were
with an organization of 30 to 99 employees and one-quarter (25%) were with organizations of 100 to

299 employees. Comparisons to last year are not shown because different employee categories were
used in 2010.

About two-thirds of respondents (65%) consider themselves a small business. This is up from last year
when 59% considered themselves a small business.

Small business

Not a small business
Don’t know
Number of Respondents

Primary industry in which your company or

organization conducts business
Agriculture/Food
Defense/Defense Industry
Communications/Media
Construction/General Contracting
Education

Engineering

Financial Senices
Healthcare/Public Health
Hospitality

Information Technology
Manufacturing
Non-Profit/Not-for-Profit

Sales - Retail or Wholesale
Staffing/Personnel

Transportation
Utilities/Energy/Natural Resources
Professional Senices/Consulting
Gowvernment Senices

Other

Number of Respondents

2011

2%
2%
0%
16%
3%
3%
2%
8%
5%
5%
14%
5%
6%
4%
3%
1%
3%
5%
14%

Percent|Frequency

44
42
11
419
92
83
64
214
121
124
370
135
150
96
70
24
93
145
364

2,661

12

Construction/General Contracting (16%), manufacturing (14%) and healthcare/public health (8%) were
the industries most mentioned. Comparisons to last year are not shown because different industry
categories were used in 2010.
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As was the case last year, a large majority of users are general users (91%); only 6% are temporary
agency or employment agencies. With respect to frequency of use, there were slightly more weekly
users last year (22%) compared to this year (17%). Those using monthly or two or three times per
month were nearly identical to last year. Only 5% use E-Verify less than once a year.

2010

2011

Percent|Frequency

Percent|Frequency

Which best describes your organization as a user of E-Verify
General User

89% 927 91% 2,415
Temporary Agency or Employment Agency 7% 72 6% 153
E-Verify Employer Agent 4% 38 3% 84
Number of Respondents 1,037 2,652

Which best describes how frequently you use E-Verify
Once a week or more

22% 232 17% 450
Two or three times a month 23% 234 22% 572
About once a month 14% 146 14% 380
Once every few months 26% 273 28% 731
Once or twice a year 12% 121 14% 383
Less than once a year 3% 31 5% 136
Number of Respondents 1,037 2,652

13
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Customer Satisfaction Index

The Customer Satisfaction Index (CSl) is a weighted average of three questions. The questions are
answered on 1 to 10 scale and converted to a 0 to 100 scale for reporting purposes. The model assigns
the weights to each question in a way that maximizes the ability of the index to predict changes in
agency satisfaction.

The 2011 Customer Satisfaction Index (CSI) for USCIS E-Verify is 85 on a scale of 0 to 100. This
represents a significant 3-point improvement over last year and is 20 points higher than the current
Federal Government average (65). The Customer Satisfaction Index scores for each of the index
guestions are provided in the chart below: overall satisfaction (86), satisfaction compared to
expectations (86) and satisfaction with E-Verify compared to the ideal online verification service (84).

Customer Satisfaction Index

Satisfaction

Overall satisfaction

Meets expectations

Compared to ideal

m2011 @2010
N=2,652
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Customer Satisfaction Models

The Customer Satisfaction Model is comprised of drivers of satisfaction, which are shown on the left-
hand side of the model picture below, the customer satisfaction index (shown in the middle) and
outcomes of satisfaction (shown on the right-hand side). This model shown below represents the cross-
section or all segment.

USCIS E-Verify Customer Satisfaction Model

=
o

1.3

Customer
Satisfaction
Index

Non-modeled components

[e¢]

N=2,661

The 90% confidence interval around the E-Verify customer satisfaction index is +/- 0.5 points.

Each of the satisfaction drivers shown on the left-hand side of the model are comprised of an “index” of
individual questions that ask about unique attributes of that satisfaction driver. Attribute scores are the
mean (average) respondent scores to each individual question that was asked in the survey.
Respondents are asked to rate each item on a 1-to-10 scale with 1 being “poor” and 10 being
“excellent.” CFI Group converts the mean responses to these items to a 0-to-100 scale for reporting
purposes. It is important to note that these scores are averages, not percentages. The score is best
thought of as an index, with 0 meaning “poor” and 100 meaning “excellent.”

The satisfaction driver (also called “component”) is the weighted average of the individual attribute
ratings given by each respondent to the questions presented in the survey. A score is a relative

15
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measure of performance for a component, as given for a particular set of respondents. In the model on
the previous page, the component area “Registration” is an index of the ratings of five questions: Clarity
of instructions on how to enroll, Memorandum of understanding making the employer’s responsibilities
and next steps clear, Ease of submitting registration information, Speed of receiving User Name,
Password and E-Verify Web Address, and Ease of registration process overall (including the required
testing). Specific results for these questions with scores for individual attribute questions are shown in
the Drivers of Satisfaction section of this report.

Impacts should be read as the effect on the subsequent component if the initial driver (component)
were to be improved or decreased by five points. For example, if the score for Registration increased by
five points (85 to 90), Customer Satisfaction would increase by the amount of its impact, 1.0 point (85 to
86). If the driver increases by less than or more than five points, the resulting change in satisfaction
would be the corresponding fraction of the original impact. Impacts are additive. Thus, if multiple areas
were to each improve by five points, the related improvement in satisfaction would be the sum of the
impacts. Satisfaction, in turn, drives outcome behaviors shown on the right-hand side of the model.
These outcomes include recommending E-Verify, confidence in accuracy and likelihood to participate in
the future.

The impact that Satisfaction has on each of the outcomes is shown in the rectangle in the lower right
hand side of the box. For example, Recommend has an impact of 5.2. This means that a 5-point
improvement in Satisfaction will drive the likelihood to recommend by 5.2 points. Scores for outcomes,
Recommend, Confidence in agency and Future Participation, are averages reported on a 0 to 100 scale
and not percentages. Thus, the score of 85 for Recommend means that the average respondent is very
likely to recommend E-Verify and not that 85% of respondents would recommend E-Verify.

As the model on the previous page shows, Registration, Tutorial, Using E-Verify, and Photo Matching

all have impacts of one point or more on satisfaction and can be considered key drivers of satisfaction.
It is recommended to focus improvement on those key drivers with the lowest performance.

16
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Customer Satisfaction Model — Recent Users

Additional data were collected to look specifically at Recent Users. The Customer Satisfaction Model for
Recent Users is shown below and the model structure used for Recent Users is the same as the cross-
section or overall USCIS model.

USCIS E-Verify Recent Users Customer Satisfaction Model

Customer
Satisfaction

Index
| 0.6 |

95

Non-modeled components

N=3,089
The 90% confidence interval around the E-Verify customer satisfaction index is +/- 0.5 points.
For recent users, Registration, Tutorial and Using E-Verify all have impacts of one point or more on
satisfaction and can be considered key drivers of satisfaction. Unlike the overall or cross-section model,

among recent users, Photo Matching has a somewhat lower impact of 0.7. It is recommended to focus
improvement on those key drivers with the lowest performance.

17
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Customer Satisfaction Model — FAR Users

Additional data were collected to look specifically at FAR Users. The Customer Satisfaction Model for
Far Users is shown below and the model structure used for Far Users is the same as the overall USCIS
model.

USCIS E-Verify FAR Users Customer Satisfaction Model

[ee] [N
~ -
I

=
[N

89

=
~

Customer
81 Satisfaction

Index

93

o
[N

Non-modeled components

N=1,124
The 90% confidence interval around the E-Verify customer satisfaction index is +/- 0.9 points.

For FAR users, Registration, Tutorial and Using E-Verify all have impacts of one point or more on
satisfaction and can be considered key drivers of satisfaction. Photo Matching, which is the highest
rated component, also has the highest impact on satisfaction (1.9). It is recommended to focus
improvement on those key drivers with the lowest performance.

18
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The main findings section of this report will focus on the Cross-Section USCIS results, which
were sampled in away to be representative of all E-Verify users.

Drivers of Satisfaction

Registration
Impact on Satisfaction 1.0

Four-fifths (81%) of respondents from organizations who had enrolled in the last year had personally
registered their organization with E-Verify. Registration continues to have a considerable impact on
satisfaction. Ratings improved significantly for each of the five attributes in this area. Speed of
receiving user name, password and web address remains the highest rated item (88), with a two point
improvement. Respondents felt much more positive about the registration process overall (82) with a
six point increase from last year. Instructions on how to enroll are very clear (85) as is the
memorandum concerning responsibilities and next steps. Submitting registration information is easy

(87).
Registration
) ) 85
Awareness / Registration
81
Speed of receiving User Name, Password and E-Verify 88
Web Address 86
- o ) 87
Ease of submitting registration information 83
) ) ) 85
Clarity of instructions on how to enroll 80
Memorandum of understanding makes responsibilities 84
and next steps clear 80
82

Ease of registration process overall

E2011 ©@2010

N=569
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Tutorial
Impact on Satisfaction 1.3

The Tutorial is one of the highest impact areas, 1.3, and it had a significant five point improvement from
last year. The ease of taking the online training in terms of content as well as the ease of accessing the
online resources remain the highest rated attributes with scores of 87. Respondents felt much better
about the time required to complete online training with an eight point jump from last year (82) and ease
of training process overall had a sizeable seven point improvement (85). Online resources (85) and
User Manual (85) were rated as being very useful and helpful.

Ninety-six percent (96%) of respondents thought the training was useful in helping employers pass the
mastery test and nearly the same percentage (95%) thought the tutorial and master test adequately
prepare employers to use E-Verify.

Tutorial

. 85
Tutorial
80

Ease of taking online training in terms of understanding 87
content 82
) ) 87
Ease of accessing online resources 82
. L 85
Helpfulness of information in User Manual 80
. 85
Usefulness of online resources 81
. 85
Ease of training process overall 78
Ease of completing online training in terms of time 82
required 74

@2011 @2010

N=689

Those who rated the ease of the training process overall lower than “6” (on a 1-10 scale) had the
opportunity to provide comment on the reason for their low rating. The complete list of verbatims is
included in the Appendix D of this report.

20
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Using E-Verify
Impact on Satisfaction 1.3

Ninety-two percent (92%) of respondents had used E-Verify in the past six months. Using E-Verify was
another key driver area with an impact of 1.3. Ratings continue to be very strong for this component
with a two point increase to 90. The initial response was received in a speedy manner with a score of
94 and submitting 1-9 information on E-Verify was rated as being easy (90) — both of these items
improved one point from last year. Clarity of next steps described in the response had the biggest
increase of the Using E-Verify questions and was up three points. Users continue to find the E-Verify
site easy to navigate (88).

Using E-Verify

90
Using E-Verify
88
94
Speed of receiving an initial response from E-Verify
93
90
Ease of submitting I-9 information on E-Verify
89
89
Clarity of next steps as described in the response
86
88
Ease of navigating the E-Verify site
86

\
B2011 ©2010

N=2,272*

* A total of 2,661 responses were collected for this segment. The sample size of 2,272 reflects that 389 cases were missing data
for the four Using E-Verify questions. Those 389 respondents were not offered the series of questions due to a programming
inaccuracy. Testing of data and model shows that findings are valid and the missing cases did not significantly impact the score.
See addendum in Appendix E for further explanation.

21
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Resolution Process
Impact on Satisfaction 0.6

About one-quarter (24%) of the respondents received a Tentative Nonconfirmation (TNC) to any of their
gueries of the past six months. Of those with a TNC, over half (55%) had received only one and 37%
received between two and five.

While TNC Resolution Process was the lowest rated area of the drivers (80), it had a 3-point
improvement from last year. Additionally, Resolution Process remains a lower impact area with an
impact of 0.6. Speed and ease of resolving the case both scored 80 as did clarity of communications
about steps involved in the resolution process.

Resolution Process

80
Tentative Nonconfirmation Resolution
7

80
Speed of resolving the case
7

Clarity of communications about the steps involved in the 80

resolution process 7

80
Ease of resolving the case
79

i

E2011 ©@2010

N=633

Those who rated the ease of resolving the case lower than “6” (on a 1-10 scale) had the opportunity to
provide comment on the reason for their low rating. The complete list of verbatims is included in the
Appendix D of this report.

22
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Photo Matching
Impact on Satisfaction 1.3

Forty-four percent (44%) of respondents had been prompted to match a photo while using E-Verify in
the past 6 months. Nearly all (94%) who were prompted to match a photo had the required technology
to complete the photo matching process. The area continues to have a sizeable impact on satisfaction
with an impact of 1.3. Photo Matching was again the highest rated area with a score of 95, a two point
improvement from last year. The process of matching photos was found to be easy (95) and viewed to
be helpful in preventing fraud (95).

Photo Matching

Photo Matching

Ease of photo matching process

Helpfulnessin preventing fraud

m2011 ©2010

N=1,175
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Non-Modeled Components

Customer Service

Only 15% of respondents contacted E-Verify customer service in the past six months; this was too low
of a percentage of responses to calculate an impact on satisfaction for Customer Service. With only
one agent assisting them (a transfer did not occur) the score for customer service was 88. Despite
being a one-point drop, it indicates a high level of service. Customer Service representatives were rated
highest for their professionalism (90). However, communication skills (89) and ability to understand the
issue (88) were rated nearly as high. Representatives remain accessible (87). Providing guidance on
policy (86) had a 3-point drop, but due to lower sample size it was not a significant difference. Ninety
percent (90%) of respondents were either very or somewhat satisfied with Customer Service.

Of those who contacted Customer Service, 32% were transferred during their call; 74% of those
transferred were transferred once and 20% were transferred twice. Customer Service Scores prior to
transfer was 80 and after transfer was 84. Eighty-four percent (84%) thought the wait before transfer
was acceptable. Four percent (4%) of respondents contacted customer service by e-mail. Ratings were
quite a bit lower with a score of 66 for Customer Service by e-mail. Most notably, timeliness of response
was rated 56.

Most who contacted customer service had their issue resolved (87%), the same percentage had their
issue resolved in their first call.

Customer Service

) 88
Customer Service
89
90
Professionalism
91
89
Communication skills
89
. o 88
Ability to understand your questions/issue 89
) ) 87
Ease of accessing representative 88
- . ) . 86
Providing guidance on policy/questions 89

@2011 B2010

N=255
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Technical Assistance

Only 5% of respondents had contacted Technical Assistance in the past six months; this was too low of
a percentage of responses to calculate an impact on satisfaction for Technical Assistance. Technical
Assistance was a highly rated area (91) with a five point improvement from last year. Technical
Assistance staff received the highest scores for professionalism and communication skills with ratings
of 92 for both. Staff were able to understand issues, had knowledge of technical issues and provided
strong guidance — all three items rated 90. Ease of access was not an issue either with a s score of 88.

Overall, 93% of respondents who contacted Technical Assistance had their issue resolved.

Technical Assistance

Technical Assistance

Professionalism

Communication skills

Ability to understand your questions/issue

Knowledge of technical issues

Technical guidance resolving your issue

Ease of accessing representative

m2011 @2010

N=117

25



USCIS - E-Verify 2011 Customer Satisfaction Survey

Internet Use

Respondents rated their interest in using the Internet to get answers to questions or help with problems
instead of contacting E-Verify; this item was rated 78. This question gauges level of interest; a score of
“0” would be interpreted as “not interested” and a score of “100” would mean extremely interested. The
score of 78 indicates a fairly high level of interest in using the Internet to get answers rather than

contacting E-Verify by phone or e-mail.

Internet Use

78

Internet Use

Interested to use the Internet rather than having to call or
email E-Verify

B2011 ©2010

N=117~*

This question was not part of the customer satisfaction model but rather was to gauge the interest in using the Internet
instead of calling or e-mailing E-Verify. Data only includes those who had contacted E-Verify by e-mail. Those
respondents who answered (Q24a. Have you contacted E-Verify customer service by email (E-Verify@dhs.gov) as
“No” or “Don’t Know” did not receive the question. See Appendix E for further explanation.
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System Integrity

A majority of users (71%) believe that E-Verify is doing enough to ensure companies using E-Verify
adhere to policies. Likewise, 77% believe that adequate safeguards are in place to ensure that
employers use the E-Verify system properly.

Outreach and Communications

The most cited ways of finding out about E-Verify were Local, State or Federal law requirement (27%)
and the employee’s company/HR/Corporate Office (25%).

2010 2011

Percent [Frequenc Percent [Frequenc
How did you first learn about E-Verify
E-Verify materials or presentation 14% 145 5% 131
E-Verify website 8% 86 6% 171
USCIS or SSA materials or presentation 11% 113 4% 106
USCIS or SSA website 0% 0 2% 55
My Company/HR/Corporate Office 0% 0 25% 660
Colleague/Employee 0% 0 4% 119
Local, State or Federal Law requires us to participate in E-Verify/contractual requirement 0% 0 27% 711
Print advertisement 2% 23 0% 12
Online advertisement 1% 15 1% 30
Radio adwertisement 1% 6 1% 14
Billboard advertisement 0% 1 0% 0
Media coverage 8% 83 3% 91
Information from a client 7% 76 4% 107
Information from a professional organization 22% 225 9% 228
U.S. Immigration and Customs Enforcement audit or visit 2% 21 1% 21
Other 24% 250 8% 205
Number of Respondents 1,044 2,661

For those that were required to participate, a follow-up question was asked about how they learned
about the requirement. Information from a client (18%), professional organization (17%) and the
employee’s company/HR/Corporate Office (15%) were most mentioned.

2011
Percent |Frequency

How did you learn about requirement to participate in E-Verify
E-Verify materials or presentation 6% 46
E-Verify website 9% 61
USCIS or SSA materials or presentation 4% 29
USCIS or SSA website 1% 8
My Company/HR/Corporate Office 15% 106
Colleague/Employee 2% 17
Print advertisement 2% 12
Online advertisement 1% 5
Radio advertisement 0% 2
Media coverage 9% 62
Information from a client 18% 129
Information from a professional organization 17% 120
U.S. Immigration and Customs Enforcement audit or visit 0% 2
Other 16% 112
Number of Respondents 711
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Improving ability to verify work authorization (41%) was the most cited reason for company’s signing up
for E-Verify. However, state or local government or contractors and federal government and federal
contractors were mentioned by nearly one-third of respondents.

2011
Percent |Frequenc

Parent company required participation 11% 293
Required to by state or local/government/state or local contractor 33% 871
Required to by federal government/federal contractor 31% 822
To satisfy a client's request 9% 250
Believed using E-Verify would help us to awid a U.S. ICE audit, raid or fine 14% 378
To improwve ability to verify work authorization 41% 1,101
Believed it would make us more competitive with others in our industry 6% 150
Other 4% 96
Number of Respondents 2,661

Multiple answers allowed

E-mail remains the most preferred method of receiving information about changes or updates to E-

Verify with 86% selecting this mode of communication. E-mail (46%) and phone (40%) were the most

preferred methods of contacting E-Verify for help.

How would you prefer to get information about

2010

2011

Percent

Frequenc

Percent

Frequenc

changes or updates to E-Verify

E-mail 87% 904 86% 2,271
Fax 0% 3 0% 6
Mailer 2% 22 2% 50
E-Verify system broadcast message 4% 41 3% 71
Phone call 0% 4 0% 6
Through the E-Verify website 5% 57 9% 235
Live presentation 0% 2 0% 5
Other 0% 4 0% 8
Number of Respondents 1,037 2,652

How would prefer to contact E-Verify for help

E-mail 37% 382 46% 1,213
Fax 0% 0 0% 1
Mail 0% 3 0% 4
Text or web chat 7% 70 5% 140
Phone call 42% 431 40% 1,072
Through the E-Verify website 14% 147 8% 214
Other 0% 4 0% 8
Number of Respondents 1,037 2,652
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Outcomes

Three outcome behaviors were measured in the survey. They were likelihood to recommend,
confidence in the accuracy of the program and likelihood to participate in the program in the future.
Scores shown in the table below reflect average scores on a 0 to 100 scale and not percentages.
Respondents were rather likely to recommend E-Verify, if asked, with a score of 85. Likewise, they had
a high degree of confidence in the accuracy of the program with a score of 88. Respondents were very
likely to participate in the program in the future with a score of 94. All of these changes were significant.

Satisfaction has a high impact on recommendation behavior with an impact of 5.2. Confidence in
accuracy was also strongly impacted by satisfaction with an impact of 3.4. Likelihood to participate in
the future was less impacted by satisfaction with an impact of 2.2. Given that requirements or other
reasons besides satisfaction may be driving the participation in the E-Verify program, satisfaction’s
lower impact on this behavior should be expected.

94

Likelihood to continue to participate in E-Verify in the
future

93

How confident are you in the accuracy of the E-Verify
program

How likely would you be to recommend E-Verify program

83

@2011 ©@2010
N=2,572
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Priority Matrix

By plotting performance (along the vertical axis) against impact on satisfaction (along the horizontal
axis) the matrix below illustrates the performance of each satisfaction driver compared to the impact it
has on satisfaction. Those drivers in the lower right-hand corner are the lower-performing, higher-
impact areas and should be a priority. Currently no driver area falls in that category.

With the exception of Resolution, all drivers fall into the upper right-hand corner for the high-performing,
high-impact drivers. Two of the highest impact areas, Photo Matching and Using E-Verify, are currently
scoring in the 90s; further improvements will be difficult to achieve. The focus should be on maintaining
the current levels of performance of those features. Additional, while scores for Tutorial and
Registration are slightly lower than those of Using E-Verify and Photo Matching, the rating of 85
represents a high level of performance and further improvements may be difficult to achieve in these
areas as well. Resolution is a lower impact area and is the lowest scoring relative to the other drivers.
Improvements to the area of TNC Resolution will likely not result in large gains in satisfaction. E-Verify
should monitor this area to ensure the score stays at current levels.

Maintain Maintain/Improve
Lower Impact, Higher Impact,
Higher Performing Higher Performing
to Matchin
9 © Maintain
Using E}Verify \
90 o
Q
&) .
C Tutorial
Cs (@)
E 85
Fa \ Registration /
@)
e

Resolution

75 —Monitor —

70

0.5 1.0 15 20 25 3.0

Monitor
Lower Impact, Impact on Satisfaction
Lower Performing

30



USCIS - E-Verify 2011 Customer Satisfaction Survey

APPENDIX A: SURVEY QUESTIONNAIRE
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E-Verify Customer Survey 2011

Final Version

Introduction

The U.S. Citizenship and Immigration Services (USCIS) would like to have feedback from employers
who have enrolled in E-Verify—the Internet-based system that allows employers to electronically verify
the employment eligibility of newly-hired employees, and in certain instances, existing employees.

Please take a few moments to respond to our survey.

In order to assure confidentiality, the survey is being administered by a third-party customer satisfaction
research organization, CFI Group. They will treat all information you provide as confidential. Moreover,
all information you provide will be combined with that of others for research and reporting purposes
only. Individual responses will not be released.

This survey has been approved by the Office of Management and Budget Control and is authorized
under number 1090-0007.

Awareness / Registration

QA. USCIS records indicate that your company is currently enrolled in E-Verify. Is that correct?

1. Yes (CONTINUE)
2. No Thank You. We will re-check our records. (TERMINATE)

QB. We would like the person who responds to this survey to be someone who is knowledgeable about
why your company signed up for E-Verify and your company’s use of E-Verify. Your name was
provided as someone who would be appropriate to respond. Is that correct?

1. Yes (SKIPTOQL)
2. No  (CONTINUE)

QC. We would appreciate it if you would either:
(1) Forward the e-mail link for the survey to the person at your company who could best answer
our questions about your company’s use of E-Verify. [Please forward to just one person.]
OR
(2) Provide us the name and e-mail address for that person.

1. NAME:

E-MAIL ADDRESS:

2. Thank you very much, we appreciate your assistance. (TERMINATE)
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Qla. How did you first learn about E-Verify? (Select only one.)
1. E-Verify materials or presentation
2. E-Verify web site

US Citizenship and Immigration Services (USCIS) or Social Security Administration (SSA)
materials or presentation

USCIS or SSA website
My Company / Human Resources (HR) / Corporate Office
Colleague / Employee

Local, State or Federal Law requires us to participate in E-Verify / contractual requirement
[ASK Q1b.]

Print advertisement
9. Online advertisement
10. Radio advertisement
11. Billboard advertisement
12. Media coverage (other than advertisements)
13. Information from a client
14. Information from a professional organization
15. U.S. Immigration and Customs Enforcement (ICE) audit or visit
16. Other (Please Specify: )

w

N o oA

©

[IF “7" 1S CHECKED IN Qla. ASK Q1b.]
Q1b. If your company participates in E-Verify because it is required to do so, how did you learn about
that requirement? (Select only one.)

1. E-Verify materials or presentation
2. E-Verify web site

3.  US Citizenship and Immigration Services (USCIS) or Social Security Administration (SSA)
materials or presentation

4. USCIS or SSA website
5. My Company / Human Resources (HR) / Corporate Office
6. Colleague / Employee
7. {BLANK}

8 Print advertisement

9. Online advertisement

10. Radio advertisement

11. Billboard advertisement

12. Media coverage (other than advertisements)

13. Information from a client

14. Information from a professional organization

15. U.S. Immigration and Customs Enforcement (ICE) audit or visit
16. Other (Please Specify: )
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Q2. Why did your company sign up for E-Verify? (Select all that apply.)
1. Parent company required participation

2. Required to by state or local government / state or local contractor [ASK Q3a.]

3. Required to by federal government / federal contractor [ASK Q3a.]

4. To satisfy a client’s request

5. Believed using E-Verify would help us to avoid a U.S. Immigration and Customs Enforcement
(ICE) audit, raid, or fine

6. Toimprove ability to verify work authorization

7. Believed it would make us more competitive with others in our industry

8. Other (Please Specify: )

[IF“2" OR “3" IS CHECKED IN Q2. ASK Q3a.]
Q3a. If your company was no longer required to use E-Verify, how likely is it that you would continue to
use it anyway?

Very likely (SKIP TO Q4.)

Somewhat likely (SKIP TO Q4.)

Not Too Likely (CONTINUE)

Not At All Likely (CONTINUE)

PowobdE

Q3b. Why do you say that? {OPEN-END}

Q4. When did your organization enroll with E-Verify?
1. Within the last six months
2. Within the last six to 12 months
3. One or two years ago (SKIP TO USE Q11a.)
4. More than two years ago (SKIP TO USE Q11a.)

Q5. Did you enroll your organization with E-Verify?
1. Yes, | personally enrolled our organization (CONTINUE)
2. No, someone else in our organization enrolled us with E-Verify (SKIP TO TUTORIAL Q7.)
3. Don't Know (SKIP TO TUTORIAL Q7.)

Q6. Next, think about the process when you enrolled your organization for E-Verify.
Please rate the following using a 10-point scale where “1” is “poor” and “10” is “excellent.”

Clarity of instructions on how to enroll
Memorandum of understanding making the employer’s responsibilities and next steps clear

Ease of submitting registration information

a o o

Speed of receiving User Name, Password and E-Verify Web Address
e. Ease of registration process overall (including the required testing)

(IF Q6e. IS RATED LOWER THAN “6” ASK Q6f.)
Q6f. What is your reason for rating ease of registration process overall lower than “6”? (OPEN END)
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Tutorial

Q7. Did you complete the training and online tutorial that is part of the E-Verify sign up process?
1. Yes (CONTINUE)

2. No (SKIP TO USE Q11a.)

Q8. Now, think about the training and online tutorial that is part of the sign up process.

Please rate the following using a 10-point scale where “1” is “poor” and “10” is “excellent.”
[ROTATE “a” THRU “e”; “f"” MUST BE LAST.]

Helpfulness of information in User Manual
Ease of taking online training in terms of understanding content
Ease of completing online training in terms of time required
Ease of accessing online resources
Usefulness of online resources

Ease of training process overall

"o Qo0 oW

Q8g. What is your reason for rating ease of training lower than “6"? (OPEN END)

Q9. Is the training provided useful in helping employers pass the required test?
1. Yes

2. No
3. Don’'t Know

Q10. Do the tutorial and required test adequately prepare employers to use E-Verify effectively?
1. Yes

2. No
3. Don’'t Know
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Use

Q11a. Have you used E-Verify in the past six (6) months?
1. Yes (SKIP TO Q12.)
2. No (CONTINUE)
3. Don't Know (CONTINUE)

Q11b. Have you ever used E-Verify?
1. Yes (CONTINUE)
2. No (SKIP TO Ql1le.)
3. DK (SKIP TO Q11e.)

Q11c. About how long has it been since you last used E-Verify?
1. Sevento 12 months
2. One to two years
3. More than two years

Q11d. Why haven't you used E-Verify within the past six months?
[CHECK ALL THAT APPLY]

1. Have not hired any new employees in past six months

No longer want to participate in E-Verify

It was too hard / difficult to use the E-Verify system

No longer see any value to using E-Verify

Using E-Verify required us to let go of some existing employees
Using E-Verify made us less competitive in the market-place
No one on our current staff has completed the E-Verify tutorial

. Other (Please Specify: )

[ALL IN Q11d. SKIP TO Q12,]

© NN

Q11le. Why have you never used E-Verify?
[CHECK ALL THAT APPLY]

1. Have not hired any new employees since enrolling in E-Verify
Do not want to participate in E-Verify
It seems too hard / difficult to use the E-Verify system
Do not see any value to using E-Verify
Using E-Verify may require us to let go of some existing employees
Using E-Verify will make us less competitive in the market-place
No one ever completed the E-Verify tutorial
8. Other (Please Specify: )
[ALL IN Q11le. SKIP ACSI BMQs]

No o rMwDd
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Q12. Which best describes your organization as a user of E-Verify?

1. General User -- users of E-Verify that are NOT employment services providers, E-Verify
Employer Agents (formerly Designated Agents), or the user of an E-Verify Employer Agent.

2. Temporary Agency or Employment Agency -- users of E-Verify that provide employment
services to other employers, that is, provide them with permanent or temporary workers.

3. E-Verify Employer Agent (formerly Designated Agent) -- users of E-Verify that enrolled for E-
Verify as an E-Verify Employer (or Designated) Agent, that is, as a company that provides E-
Verify services to other employers for a fee.

Q13. Which best describes how frequently you use E-Verify?
Once a week or more

Two or three times a month

About once a month

Once every few months

Once or twice a year

Less than once a year

© gk~ wh P

Using E-Verify

Q14. Now, think about using E-Verify system.
Please rate the following using a 10-point scale where “1” is “poor” and “10” is “excellent.”
[ROTATE “a” THRU “d".]

Ease of navigating the E-Verify site

Ease of submitting I-9 information on E-Verify
Speed of receiving an initial response from E-Verify
Clarity of next steps as described in the response

oo op

Q15a. Have you received a Tentative Nonconfirmation (TNC) in any of the cases you have submitted
to E-Verify in the past 6 months?

1. Yes (CONTINUE)
2. No (SKIP TO PHOTO MATCHING Q17.)
3. Don't know (SKIP TO PHOTO MATCHING Q17.)

Q15b. Approximately how many Tentative Nonconfirmations (TNCs) have you received in the past 6
months?

1

2-5
6-9
10-24
25 or more

Al I A
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Q16. Now think about the Tentative Nonconfirmation resolution process. Please rate the following
using a 10-point scale where “1” is “poor” and “10” is “excellent.”
[ROTATE “a” AND “b”; “c” MUST BE LAST.]

a. Speed of resolving the case
b. Clarity of communications about the steps involved in the resolution process
c. Ease of resolving the case

(IF Q16¢. IS RATED LOWER THAN “6” ASK Q16d.)
Q16d. What is your reason for rating ease of resolving case lower than “6”? (OPEN END)

Photo Matching

Q17. Inthe past 6 months while using E-Verify have you been prompted to match a photo?
1. Yes (CONTINUE)
2. No (SKIP TO CUSTOMER SERVICE Q20a.)
3. Don't Know (SKIP TO CUSTOMER SERVICE Q20a.)

Q18. Please rate the photo matching process in E-Verify on the following using a 10-point scale where
“1"is “poor” and “10” is “excellent.” [ROTATE “a” AND “b".]

a. Ease of photo matching process
b. Helpfulness in preventing fraud

Q19. Do you typically have convenient access to the required technology (e.g. fax, digital camera,
copier, scanner, etc.) that is necessary to complete the photo matching process?

1. Yes
2. No
3. Don’t Know

Customer Service

Q20a. Have you contacted E-Verify customer service by phone (1-888-464-4218) in the past six
months?

1. Yes (CONTINUE)
2. No (SKIP TO Q24a.)
3. Don't Know (SKIP TO Q24a.)

Q20b. Overall, how satisfied were you with your experience when you contacted E-Verify customer
service?

1. Very satisfied (SKIP TO Q21a.)

2. Somewhat satisfied (SKIP TO Q21a.)
3. Somewhat dissatisfied (CONTINUE)
4. Very dissatisfied (CONTINUE)

Q20c. What caused you to be dissatisfied with your experience when you called E-Verify customer
service? (OPEN END)

39



USCIS - E-Verify 2011 Customer Satisfaction Survey

Q21a. Think about your most recent call to E-Verify customer service, were you transferred during that
call?

1. Yes (CONTINUE)

2. No (SKIP TO Q22.1.)

3. Don't Know (SKIP TO Q22.1.)

Q21b. Was the amount of time you had to wait before the transferred call was answered acceptable to
you or did you feel it was too long?

1. Acceptable
2. Too long

Q21c. During that call how many times were you transferred?
1. Once
2. Twice
3. Three times
4. More than three times
[ALL IN Q21c. SKIP TO Q22.2.]

Q22.1 Think about the customer service that you received regarding E-Verify. Please rate the
customer service representative who assisted you on the following using a 10-point scale
where “1” is “poor” and “10” is “excellent.” [ROTATE “a” THRU “e".]

Ease of accessing representative

Professionalism

Communication skills

Ability to understand your questions/issue

. Providing guidance on policy/questions
[ALL IN Q22.1. SKIP TO Q23a.]

®ap o

Q22.2. Think about the customer service that you received regarding E-Verify BEFORE your call was
transferred. Please rate the customer service representative(s) who assisted you on the
following using a 10-point scale where “1” is “poor” and “10” is “excellent.” [ROTATE “a”

THRU “e".]
Ease of accessing representative
Professionalism
Communication skills
Ability to understand your questions/issue
Providing guidance on policy/questions

oo oTep

Q22.3. Think about the customer service that you received regarding E-Verify AFTER your call was
transferred. Please rate the customer service representative(s) who assisted you then on the
following using a 10-point scale where “1” is “poor” and “10” is “excellent.” [ROTATE “a”
THRU “e".]

Ease of accessing representative

Professionalism

Communication skills

Ability to understand your questions/issue

Providing guidance on policy/questions

® a0 op
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Q23a. Thinking about your most recent call to E-Verify customer service, was your question answered
or issue resolved?

1. Yes (CONTINUE)
2. No (GO TO Q24a.)
3. Don't Know (GO TO Q24a.)

Q23b. How many calls were needed to resolve your issue?
1. Resolved during first call
Needed to call back one additional time to resolve issue
Needed to call back two additional times to resolve issue
Needed to call back three or more additional times to resolve issue

P wbd

Q24a. Have you contacted E-Verify customer service by email (E-Verify@dhs.gov) in the past six
months?

a. Yes (CONTINUE)
b. No (SKIP TO Q27.)
Don’t Know (SKIP TO Q27.)

Q24b. Overall, how satisfied were you with your experience when you emailed E-Verify customer
service?

Very satisfied (SKIP TO Q25.)
Somewhat satisfied (SKIP TO Q25.)
Somewhat dissatisfied (CONTINUE)
Very dissatisfied (CONTINUE)

PwnE

Q24c. What caused you to be dissatisfied with your experience when you emailed E-Verify customer
service? (OPEN END)

Q25 Please rate the customer service you received when you emailed E-Verify on the following using a
10-point scale where “1” is “poor” and “10” is “excellent.” [ROTATE “a” THRU “d".]

a. Ability to understand your questions/issue

b. The timeliness with which you received a response
c. Communication skills in the response you received
d. Providing guidance on policy/questions

Q26. Thinking about your most recent email to E-Verify customer service, was your question answered
or issue resolved?

1. Yes
2. No
3. Don’t Know

Q27. How interested would you be in using the Internet to get answers to questions or help with
problems on your own, anytime, rather than having to call or email E-Verify? Please use a 10-
point scale on which “1” means “not interested” and “10” means “extremely interested.”

41



USCIS - E-Verify 2011 Customer Satisfaction Survey

Technical Assistance

Q28a. Have you contacted E-Verify technical assistance (1-800-741-5023) in the past 6 months?
(This is a toll-free customer service line available to employers for assistance in resolving
technical questions about the E-Verify operating system.)

1. Yes (CONTINUE)
2. No (SKIP TO SYSTEM INTEGRITY Q31.)
3. Don'tKnow (SKIP TO SYSTEM INTEGRITY Q31.)

Q28b. Was the amount of time you had to wait before the transferred call was answered acceptable to
you or did you feel it was too long?

1. Acceptable
2. Too long

Q.29. Think about the technical assistance that you received when you contacted E-Verify. Please rate
the representative(s) who assisted you on the following using a 10-point scale where “1” is
“poor” and “10” is “excellent.” [ROTATE “a” THRU “f".]

Ease of accessing representative
Professionalism

Communication skills

Ability to understand your questions/issue
Knowledge of technical issues

Technical guidance resolving your issue

~o a0 o

Q30a. Was your reason or issue you called technical assistance resolved?
1. Yes (CONTINUE)
2. No (SKIP TO SYSTEM INTEGRITY Q31.)
3. Don't Know (SKIP TO SYSTEM INTEGRITY Q31.)

Q30b. How many calls were needed to resolve your issue?
1. Resolved during first call
2. Needed to call back one additional time to resolve issue
3. Needed to call back two additional times to resolve issue
4. Needed to call back three or more additional times to resolve issue

System Integrity

Q31. In your opinion, do you think E-Verify is doing enough to ensure that companies using E-Verify
adhere to the program’s policies and regulations?

1. Yes
2. Not Sure / Do not know
3. No

Q32. In your opinion, does E-Verify have adequate safeguards in place to ensure that employers use
the E-Verify system properly?

1. Yes
2. Not Sure / Do not know
3. No
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[IF Q31. OR Q32. IS “NO”, ASK Q33]]

Q33. Please describe, briefly, what you think E-Verify should be doing to make sure that companies
adhere to the program’s policies and regulations and/or use the system properly. [OPEN END]

Communications

Q34. How would you prefer to get information about changes or updates to E-Verify? (Select only
one.)

E-mail

Fax

Mailer

E-Verify system broadcast message

Phone call

Through the E-Verify website

Live presentation

Other (Please specify: )

© N g~ wN e

Q35. How would prefer to contact E-Verify for help? (Select only one.)
E-mail

Fax

Mail

Text or web chat

Phone call

Through the E-Verify website

Other (Please specify: )

No s~ ®WDPRE

Q36. How interested would you be in communicating with peers to get help and share ideas about E-
Verify or using the system? Please use a 10-point scale on which “1” means “not interested” and
“10” means “extremely interested.”

ACSI Benchmark Questions

As part of the lead-in to this series of questions, include something like:

“This includes things like the enrolliment and tutorial process and,
if applicable, running cases in E-Verify and calling customer or technical service.”

ACSI-1. First, please consider your overall experiences during the past year with E-Verify.
Using a 10-point scale on which “1” means “very dissatisfied” and “10” means “very satisfied,” how
satisfied are you with E-Verify?

ACSI-2. To what extent has E-Verify met your expectations?
Please use a 10-point scale on which "1" means "not met your expectations" and "10" means, "exceeds
your expectations."

ACSI-3. Now, imagine the ideal online verification service. How well does E-Verify compare with that
ideal?

Please use a 10-point scale on which "1" means "Not very close to the ideal” and "10" means "Very
close to the ideal."
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Outcomes

ACSI-4. If asked how likely would you be to recommend the E-Verify program to others?
Please use a 10-point scale where “1” means “Not Very Likely” and “10” means “Very likely.”

ACSI-5. How confident are you in the accuracy of the E-Verify program? Please use a 10-point scale
where “1” means “Not Very Confident” and “10” means “Very Confident.”

ACSI-6. How likely are you to continue to participate in the E-Verify program in the future? Please use
a 10-point scale where “1" means “Not Very Likely” and “10” means “Very Likely.”

ACSI-7. Please provide any final comments on how we can improve E-Verify to better serve
you.(OPEN END)
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Demographics

D1. In which state are you located?

D2. How many people do you employ?

1. 1-4

2. 5-29

3. 30-99

4. 100 - 299

5. 300 -999

6. 1,000 - 9,999
7. 10,000+

D3. Do you consider yourself a small business?
1. Yes
2. No
3. Don’t Know

D4. Which category among the list below best describes the primary industry in which your company
or organization conducts business? (Select one)

1. Agriculture / Food Processing
2. Defense / Defense Industry
3. Communications / Media
4. Construction / General Contracting
5. Education (all levels)
6. Engineering (of any kind)
7. Financial Services (Banking, Insurance, Finance, etc.)
8. Healthcare / Public Health
9. Hospitality (Hotel / Motel / Restaurant, etc.)
10. Information Technology
11. Manufacturing
12. Non-Profit / Not-for-Profit
13. Sales — Retail or Wholesale
14. Staffing / Personnel
15. Transportation
16. Utilities / Energy / Natural Resources
17. Professional Services / Consulting (Medicine, Law, Architecture, Research etc.)
18. Government Services
19. Other (Please Specify: )

Thank you for participating in this survey.
We greatly appreciate your time and effort and value the information you have provided.
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All (Cross-Section)

How did you first learn about E-Verify

E-Verify materials or presentation

E-Verify website

USCIS or SSA materials or presentation

USCIS or SSA website

My Company/HR/Corporate Office

Colleague/Employee

Local, State or Federal Law requires us to participate in E-Verify/contractual requirement
Print advertisement

Online advertisement

Radio advertisement

Billboard advertisement

Media coverage

Information from a client

Information from a professional organization

U.S. Immigration and Customs Enforcement audit or visit
Other

Number of Respondents

2011 Customer Satisfaction Survey

2010 2011
Percent |Frequenc Percent |Frequenc
14% 145 5% 131
8% 86 6% 171
11% 113 4% 106
0% 0 2% 55
0% 0 25% 660
0% 0 4% 119
0% 0 27% 711
2% 23 0% 12
1% 15 1% 30
1% 6 1% 14
0% 1 0% 0
8% 83 3% 91
7% 76 4% 107
22% 225 9% 228
2% 21 1% 21
24% 250 8% 205
1,044 2,661

E-Verify materials or presentation

E-Verify website

USCIS or SSA materials or presentation
USCIS or SSA website

My Company/HR/Corporate Office
Colleague/Employee

Print advertisement

Online advertisement

Radio advertisement

Media coverage

Information from a client

Information from a professional organization
U.S. Immigration and Customs Enforcement audit or visit
Other

Number of Respondents

0%
0%
0%
0%
0%
0%
0%
0%
0%
0%
0%
0%
0%
0%

[eNeNelellolNelNolololNolNoelNolNolNo)

6%
9%
4%
1%
15%
2%
2%
1%
0%
9%
18%
17%
0%
16%

How did you learn about requirement to participate in E-Verify

Likelihood to continue using E-Verify if no longer required to do so
Very likely

Somewhat likely

Not Too Likely

Not At All Likely

Number of Respondents

57%
27%
9%
7%

547

313
148
47
39

61%
26%
7%
6%

1,473

897
380
109
87

Within the last six months
Within the last six to 12 months
One or two years ago

More than two years ago
Number of Respondents

13%
27%
39%
21%

1,044

136
280
409
219

10%
17%
43%
31%

2,661

When did your organization enroll with E-Verify

258
444
1,139
820
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All (Cross-section) (cont.)

2011 Customer Satisfaction Survey

Did you enroll your organization with E-Verify

| personally enrolled our organization

Someone else in our organization enrolled us with E-Verify
Don’t know

Number of Respondents

75%
23%
2%

416

81%
18%
1%

702

Completed the training
Did not complete the training
Number of Respondents

99%
1%

416

3

98%
2%

702

Completed training and online tutorial during E-Verify sign up process

13

Is the training provided useful in helping employers pass the required test
Training provided is useful

Training provided is not useful

Don’t know

Number of Respondents

94%
2%
4%

413

96%
1%
3%

689

Test prepares employers

Test does not prepare employers
Don’t know

Number of Respondents

95%
1%
4%

413

6
16

95%
1%
4%

689

Tutorial and required test adequately prepare employers to use E-Verify

5
28

Used E-Verify past 6 months

Hawve not used E-Verify in past 6 months
Don’t know

Number of Respondents

94%
6%
0%

1,044

63
4

92%
8%
1%

2,661

Have you used E-Verify in the past six months

2,441
204
16

Used E-Verify

Hawve not used E-Verify
Don’t know

Number of Respondents

90%
9%
1%

67

6
1

96%
3%
1%

220

Have you ever used E-Verify

211
7
2

Sewven to 12 months

One to two years

More than two years
Number of Respondents

85%
15%
0%

60

9
0

76%
24%
0%

211

About how long has it been since you last used E-Verify

General User

Temporary Agency or Employment Agency
E-Verify Employer Agent

Number of Respondents

89%
7%
4%

1,037

72
38

91%
6%
3%

2,652

Which best describes your organization as a user of E-Verify

2,415
153
84

Once a week or more

Two or three times a month
About once a month

Once ewery few months
Once or twice a year

Less than once a year
Number of Respondents

22%
23%
14%
26%
12%

3%

1,037

234
146
273
121
31

17%
22%
14%
28%
14%
5%

2,652

Which best describes how frequently you use E-Verify

572
380
731
383
136
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All (Cross-section) (cont.)

Received a TNC in the past 6 months
Received TNC

Did not receive TNC

Don’t know

Number of Respondents

1,037

2,652

One

2-5

6-9

10-24

25 or more

Number of Respondents

122
140

How many TNCs received in the past 6 months

354
241

Prompted to match a photo
Not prompted to match a photo
Don’t know

Number of Respondents

32%
68%
0%

997

317
680
0

44%
51%
4%

2,652

Past 6 months while using E-Verify have you been prompted to match a photo

1,179
1,355
118

Hawve convenient access

Do not have convenient access
Don’t know

Number of Respondents

92%
5%
3%

292
16

94%
4%
2%

1,179

Have access to the required technology to complete the photo matching process

1,109

Did not contact customer senice
Don’t know
Number of Respondents

Contacted E-Verify customer service by phone in the past 6 months
Contacted customer senice

20%
78%
2%

1,037

211
806
20

15%
84%
2%

2,652

387
2,217
48

Satisfaction with your experience when you contacted E-Verify customer service
Very satisfied

Somewhat satisfied
Somewhat dissatisfied
Very dissatisfied

Number of Respondents

74%
18%
5%
3%

211

67%
23%
5%
4%

387

Transferred during the call
Not transferred during the call
Don’t know

Number of Respondents

35%
56%
9%

211

74
118
19

32%
53%
14%

387

Transferred during most recent call to E-Verify customer service

125
206
56

Acceptable
Too long
Number of Respondents

89%
11%

66

84%
16%

125

Amount of time you had to wait before the transfer was acceptable or too long

105
20

During that call how many times were you transferred
Once

Twice

Three times

More than three times
Number of Respondents

7%
15%
7%
1%

74

74%
20%
2%
5%

125
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All (Cross-section) (cont.)

2011 Customer Satisfaction Survey

Issue resolved during most recent call to E-Verify customer service
Issue resolved

Issue not resolved

Don’t know

Number of Respondents

How many calls were needed to resolve your issue
Resolved during first call
Needed to call back one additional time to resolve issue

Needed to call back two additional times to resolve issue
Needed to call back three or more additional times to resolwe issue
Number of Respondents

199

335

Emailed customer senice

Have not emailed customer senice
Don’t know

Number of Respondents

0%
0%
0%

0
0
0

4%
94%
2%

2,652

Contacted E-Verify customer service by email in the past 6 months

118
2,487
47

Satisfaction with your experience when you emailed E-Verify customer service
Very satisfied
Somewhat satisfied

Somewhat dissatisfied
Very dissatisfied
Number of Respondents

0%
0%
0%
0%

O O oo

46
32
18
22

Question answered or issue resolved after emailing E-Verify customer service
Issue resolved after emailing

Issue not resolved after emailing

Don’t know

Number of Respondents

0%
0%
0%

0

67%
31%
2%

118

Contacted technical assistance

Have not contacted technical assistance
Don’t know

Number of Respondents

6%
92%
2%

1,037

63
952
22

5%
93%
2%

2,652

Have you contacted E-Verify technical assistance in the past 6 months

122
2,475
55

Acceptable
Too long
Number of Respondents

95%
5%

63

60
3

84%
16%

122

Amount of time before the call was transfer was acceptable or too long - TA

103
19

Issue resolved

Issue not resolved

Don’t know

Number of Respondents

94%
3%
3%

59

93%
5%
2%

122

Was your reason or issue you called technical assistance resolved

113
6
3

E-Verify is doing enough to ensure companies using E-Verify adhere to policies
Yes
Not Sure / Do not know

No
Number of Respondents

60%
39%
1%

1,037

619
403
15

71%
28%
1%

2,652

1,871
755
26
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All (Cross-section) (cont.)

2010 2011
Percent [Frequency| Percent [Frequency

Adequate safeguards to ensure employers use E-Verify system properly
Yes 65% 676 7% 2,031
Not Sure / Do not know 34% 348 23% 600
No 1% 13 1% 21
Number of Respondents 1,037 2,652
How would you prefer to get information about changes or updates to E-Verify
E-mail 87% 904 86% 2,271
Fax 0% 3 0% 6
Mailer 2% 22 2% 50
E-Verify system broadcast message 4% 41 3% 71
Phone call 0% 4 0% 6
Through the E-Verify website 5% 57 9% 235
Live presentation 0% 2 0% 5
Other 0% 4 0% 8
Number of Respondents 1,037 2,652
E-mail 37% 382 46% 1,213
Fax 0% 0 0% 1
Mail 0% 3 0% 4
Text or web chat 7% 70 5% 140
Phone call 42% 431 40% 1,072
Through the E-Verify website 14% 147 8% 214
Other 0% 4 0% 8
Number of Respondents 1,037 2,652
AL 1% 14 1% 34
AK 0% 1 0% 6
AR 0% 4 1% 24
AZ 13% 138 10% 276
CA 7% 70 8% 216
CcO 4% 37 3% 80
CT 1% 7 0% 13
DC 0% 3 0% 11
DE 0% 2 0% 5
FL 4% 37 5% 130
GA 4% 41 6% 156
GU 0% 0 0% 2
HI 0% 3 1% 15
ID 1% 7 1% 14
1A 1% 10 1% 22
L 3% 34 2% 59
IN 1% 8 2% 41
KS 1% 9 2% 43
KY 1% 8 1% 20
LA 1% 10 1% 21
MA 2% 23 2% 48
MD 2% 21 2% 43
ME 0% 3 0% 8
Ml 2% 18 2% 49
MN 2% 26 2% 53
MO 7% 74 6% 158
MS 2% 19 2% 46
MT 0% 1 0% 7
NC 3% 28 3% 79
ND 0% 5 0% 6
NE 2% 19 2% 55
NH 0% 4 0% 13
NJ 2% 24 2% 46
NM 1% 10 0% 12
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All (Cross-section) (cont.)

2010 2011
Percent |Frequency| Percent |Frequency

NV 1% 8 1% 23
NY 2% 22 2% 63
OH 2% 18 2% 45
OK 2% 17 1% 38
OR 0% 4 1% 21
PA 3% 34 2% 42
PR 0% 0 0% 2
RI 1% 9 0% 13
SC 4% 43 4% 104
SD 0% 1 0% 9
N 1% 9 2% 43
X 6% 60 5% 145
uT 1% 10 3% 83
VA 4% 41 4% 119
VT 0% 0 0% 2
WA 3% 32 2% 63
WI 1% 14 1% 28
wv 0% 3 0% 3
wY 0% 1 0% 4
Number of Respondents 1,044 2,661
1-4 0% 0 5% 142
5-29 0% 0 25% 664
30-99 0% 0 27% 720
100-299 0% 0 25% 659
300-999 0% 0 11% 295
1,000-9,999 0% 0 6% 157
10,000+ 0% 0 1% 24
Number of Respondents 0 2,661
Small business 59% 619 65% 1,740
Not a small business 38% 394 30% 800
Don’t know 3% 31 5% 121
Number of Respondents 1,044 2,661
Primary industry in which your company or organization conducts business
Agriculture/Food 4% 34 2% 44
Defense/Defense Industry 3% 24 2% 42
Communications/Media 0% 0 0% 11
Construction/General Contracting 0% 0 16% 419
Education 0% 0 3% 92
Engineering 0% 0 3% 83
Financial Senices 0% 0 2% 64
Healthcare/Public Health 11% 92 8% 214
Hospitality 0% 0 5% 121
Information Technology % 58 5% 124
Manufacturing 18% 147 14% 370
Non-Profit/Not-for-Profit 0% 0 5% 135
Sales - Retail or Wholesale 0% 0 6% 150
Staffing/Personnel 0% 0 4% 96
Transportation 3% 27 3% 70
Utilities/Energy/Natural Resources 0% 0 1% 24
Professional Senices/Consulting 0% 0 3% 93
Gowvernment Senices 8% 66 5% 145
Other 47% 392 14% 364
Number of Respondents 840 2,661
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Recent Users

How did you first learn about E-Verify

E-Verify materials or presentation

E-Verify website

USCIS or SSA materials or presentation

USCIS or SSA website

My Company/HR/Corporate Office

Colleague/Employee

Local, State or Federal Law requires us to participate in E-Verify/contractual requirement
Print advertisement

Online advertisement

Radio advertisement

Billboard advertisement

Media coverage

Information from a client

Information from a professional organization

U.S. Immigration and Customs Enforcement audit or visit
Other

Number of Respondents

2011 Customer Satisfaction Survey

2010 2011
Percent [Frequenc Percent [Frequenc
14% 164 5% 147
8% 94 6% 189
11% 123 4% 135
0% 0 2% 64
0% 0 26% 806
0% 0 4% 133
0% 0 27% 822
2% 25 1% 17
1% 17 1% 30
0% 3 0% 13
0% 2 0% 0
7% 86 4% 110
8% 88 4% 111
22% 255 8% 262
3% 32 1% 26
24% 282 7% 224
1,171 3,089

E-Verify materials or presentation

E-Verify website

USCIS or SSA materials or presentation
USCIS or SSA website

My Company/HR/Corporate Office
Colleague/Employee

Print advertisement

Online advertisement

Radio advertisement

Media coverage

Information from a client

Information from a professional organization
U.S. Immigration and Customs Enforcement audit or visit
Other

Number of Respondents

0%
0%
0%
0%
0%
0%
0%
0%
0%
0%
0%
0%
0%
0%

[=NeleNeNeloNolNolNollolNololNolNo]

7%
10%
5%
1%
16%
2%
1%
1%
0%
9%
15%
17%
0%
15%

How did you learn about requirement to participate in E-Verify

Likelihood to continue using E-Verify if no longer required to do so
Very likely

Somewhat likely

Not Too Likely

Not At All Likely

Number of Respondents

369
163

62%
25%
7%
6%

1,711

1,061
431
120

99

When did your organization enroll with E-Verify
Within the last six months

Within the last six to 12 months
One or two years ago

More than two years ago
Number of Respondents

14%
27%
38%
21%

1,171

163
321
442
245

11%
16%
42%
32%

3,089

334
480
1,300
975

| personally enrolled our organization

Someone else in our organization enrolled us with E-Verify
Don’t know

Number of Respondents

75%
23%
2%

484

364
111
9

80%
19%
1%

814

Did you enroll your organization with E-Verify

650
155
9
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Completed training and online tutorial during E-Verify sign up process
Completed the training

Did not complete the training

Number of Respondents

2011 Customer Satisfaction Survey

2010 2011
Percent |Frequenc Percent [Frequenc
99% 479 98% 796
1% 5 2% 18
484 814

Training provided is useful
Training provided is not useful
Don’t know

Number of Respondents

96%
2%
3%

479

459
8
12

97%
1%
2%

796

Is the training provided useful in helping employers pass the required test

771
8
17

Test prepares employers

Test does not prepare employers
Don’t know

Number of Respondents

95%
1%
4%

479

455

18

96%
1%
3%

796

Tutorial and required test adequately prepare employers to use E-Verify

762
8
26

Used E-Verify past 6 months

Have not used E-Verify in past 6 months
Don’t know

Number of Respondents

98%
2%
0%

1,171

1,149
20
2

97%
2%
0%

3,089

Have you used E-Verify in the past six months

3,009
70
10

Used E-Verify

Have not used E-Verify
Don’t know

Number of Respondents

7%
18%
5%

22

17
4
1

91%
8%
1%

80

Have you ever used E-Verify

73
6
1

Sewen to 12 months

One to two years

More than two years
Number of Respondents

88%
12%
0%

15
2

o

81%
18%
1%

About how long has it been since you last used E-Verify

59
13

Which best describes your organization as a user of E-Verify
General User

Temporary Agency or Employment Agency
E-Verify Employer Agent
Number of Respondents

90%
7%
3%

1,166

1,046
82
38

91%
6%
3%

3,082

2,797
182
103

Which best describes how frequently you use E-Verify
Once a week or more

Two or three times a month

About once a month

Once every few months

Once or twice a year

Less than once a year

Number of Respondents

25%
24%
14%
27%
9%
1%

1,166

286
277
168
310
110
15

19%
24%
16%
28%
11%
2%

3,082

593
749
483
854
333
70

Received a TNC in the past 6 months
Received TNC

Did not receive TNC
Don’t know
Number of Respondents

30%
66%
3%

1,166

355
774
37

27%
69%
3%

3,082

836
2,140
106
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Recent Users (cont.)

How many TNCs received in the past 6 months

One 43% 153 55% 463
2-5 46% 162 37% 313
6-9 7% 25 5% 38
10-24 2% 8 2% 16
25 or more 2% 7 1% 6
Number of Respondents 355 836

Past 6 months while using E-Verify have you been prompted to match a photo

Prompted to match a photo 33% 367 50% 1,530
Not prompted to match a photo 67% 753 47% 1,435
Don’t know 0% 0 4% 117
Number of Respondents 1,120 3,082

Have conwvenient access 93% 342 94% 1,431
Do not have convenient access 4% 15 4% 58
Don’t know 3% 10 3% 41
Number of Respondents 367 1,530
Contacted customer service 23% 271 16% 499
Did not contact customer senice 75% 872 82% 2,521
Don’t know 2% 23 2% 62
Number of Respondents 1,166 3,082
Satisfaction with your experience when you contacted E-Verify customer service

Very satisfied 72% 195 67% 335
Somewhat satisfied 19% 51 24% 118
Somewhat dissatisfied 7% 18 6% 29
Very dissatisfied 3% 7 3% 17
Number of Respondents 271 499
Transferred during the call 33% 89 35% 175
Not transferred during the call 56% 153 52% 258
Don’t know 11% 29 13% 66
Number of Respondents 271 499
Acceptable 92% 82 82% 144
Too long 8% 7 18% 31
Number of Respondents 89 175

Once 73% 65 2% 126
Twice 18% 16 22% 39
Three times 7% 6 2% 3
More than three times 2% 2 4% 7
Number of Respondents 89 175

Issue resolved 93% 251 89% 442
Issue not resolved 6% 15 9% 45
Don’t know 2% 5 2% 12
Number of Respondents 271 499
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Recent Users (cont.)

2010 2011
Percent |Frequenc Percent [Frequenc

How many calls were needed to resolve your issue

Resolved during first call 88% 222 86% 380
Needed to call back one additional time to resolwe issue 8% 21 12% 52
Needed to call back two additional times to resolve issue 3% 7 2% 7
Needed to call back three or more additional times to resolve issue 0% 1 1% 3
Number of Respondents 251 442
Emailed customer senice 0% 0 4% 132
Hawve not emailed customer senice 0% 0 94% 2,886
Don’t know 0% 0 2% 64
Number of Respondents 0 3,082

Satisfaction with your experience when you emailed E-Verify customer service

Very satisfied 0% 0 40% 53
Somewhat satisfied 0% 0 27% 35
Somewhat dissatisfied 0% 0 13% 17
Very dissatisfied 0% 0 20% 27
Number of Respondents 0 132

Issue resolved after emailing 0% 0 69% 91
Issue not resolved after emailing 0% 0 28% 37
Don’t know 0% 0 3% 4
Number of Respondents 0 132

Have you contacted E-Verify technical assistance in the past 6 months

Contacted technical assistance 6% 72 5% 151
Hawe not contacted technical assistance 92% 1,069 93% 2,865
Don’t know 2% 25 2% 66
Number of Respondents 1,166 3,082

Amount of time before the call was transfer was acceptable or too long - TA

Acceptable 96% 69 87%

Too long 4% 3 13%

Number of Respondents 72 151

Issue resolved 93% 67 94% 142
Issue not resolved 3% 2 3% 5
Don’t know 4% 3 3% 4
Number of Respondents 72 151

E-Verify is doing enough to ensure companies using E-Verify adhere to policies

Yes 61% 711 72% 2,233
Not Sure / Do not know 38% 441 27% 821
No 1% 14 1% 28
Number of Respondents 1,166 3,082

Yes 66% 774 78% 2,392
Not Sure / Do not know 32% 377 21% 660
No 1% 15 1% 30
Number of Respondents 1,166 3,082
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Recent Users (cont.)

2010 2011
Percent |Frequency| Percent |Frequency

How would you prefer to get information about changes or updates to E-Verify
E-mail 86% 1,008 85% 2,624
Fax 0% 1 0% 7
Mailer 2% 28 2% 56
E-Verify system broadcast message 4% 50 3% 88
Phone call 0% 5 0% 6
Through the E-Verify website 6% 68 9% 288
Live presentation 0% 2 0% 5
Other 0% 4 0% 8
Number of Respondents 1,166 3,082
E-mail 36% 422 45% 1,384
Fax 0% 0 0% 1
Mail 0% 3 0% 2
Text or web chat 8% 90 5% 157
Phone call 42% 486 41% 1,272
Through the E-Verify website 14% 159 8% 250
Other 1% 6 1% 16
Number of Respondents 1,166 3,082
AL 1% 17 1% 33
AK 0% 2 0% 6
AR 0% 5 1% 25
AZ 13% 149 10% 310
CA 7% 84 8% 253
CcO 3% 39 3% 94
CT 1% 8 1% 18
DC 0% 2 0% 12
DE 0% 2 0% 6
FL 3% 35 5% 162
GA 4% 52 6% 181
GU 0% 0 0% 2
HI 0% 3 1% 16
ID 1% 9 0% 15
1A 1% 9 1% 27
L 3% 38 2% 66
IN 1% 9 2% 50
KS 1% 10 2% 50
KY 1% 7 1% 26
LA 1% 12 1% 27
MA 2% 24 2% 54
MD 2% 22 2% 51
ME 0% 2 0% 8
Ml 2% 23 2% 51
MN 3% 31 2% 65
MO 7% 82 6% 174
MS 2% 20 2% 56
MT 0% 2 0% 8
NC 2% 28 3% 83
ND 0% 5 0% 5
NE 2% 25 2% 71
NH 0% 3 0% 15
NJ 2% 24 2% 50
NM 1% 11 0% 14
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Recent Users (cont.)

2010 2011
Percent |Frequency| Percent |Frequency

NV 1% 11 1% 28
NY 2% 24 2% 72
OH 2% 20 2% 63
OK 2% 20 1% 44
OR 1% 7 1% 32
PA 3% 38 1% 45
PR 0% 0 0% 3
RI 1% 14 0% 14
SC 4% 49 4% 138
SD 0% 1 0% 12
N 1% 12 1% 45
X 6% 76 5% 166
uT 1% 15 3% 93
VA 3% 39 4% 126
VT 0% 0 0% 4
WA 3% 34 2% 69
WI 1% 13 1% 36
\WAY 0% 2 0% 9
WY 0% 2 0% 6
Number of Respondents 1,171 3,089
1-4 0% 0 4% 111
5-29 0% 0 22% 667
30-99 0% 0 28% 876
100-299 0% 0 27% 820
300-999 0% 0 12% 385
1,000-9,999 0% 0 6% 192
10,000+ 0% 0 1% 38
Number of Respondents 0 3,089
Small business 57% 673 62% 1,923
Not a small business 39% 459 33% 1,023
Don’t know 3% 39 5% 143
Number of Respondents 1,171 3,089
Primary industry in which your company or organization conducts business
Agriculture/Food 4% 37 2% 53
Defense/Defense Industry 3% 26 1% 43
Communications/Media 0% 0 0% 10
Construction/General Contracting 0% 0 15% 474
Education 0% 0 3% 101
Engineering 0% 0 3% 87
Financial Senices 0% 0 3% 78
Healthcare/Public Health 12% 117 9% 274
Hospitality 0% 0 5% 144
Information Technology 6% 58 4% 137
Manufacturing 17% 162 14% 441
Non-Profit/Not-for-Profit 0% 0 5% 162
Sales - Retail or Wholesale 0% 0 6% 185
Staffing/Personnel 0% 0 4% 120
Transportation 3% 30 2% 75
Utilities/Energy/Natural Resources 0% 0 1% 30
Professional Senices/Consulting 0% 0 3% 95
Gowvernment Senices 7% 71 6% 179
Other 47% 449 13% 401
Number of Respondents 950 3,089
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Far Users

How did you first learn about E-Verify

E-Verify materials or presentation

E-Verify website

USCIS or SSA materials or presentation

USCIS or SSA website

My Company/HR/Corporate Office

Colleague/Employee

Local, State or Federal Law requires us to participate in E-Verify/contractual requirement
Print advertisement

Online advertisement

Radio advertisement

Billboard advertisement

Media coverage

Information from a client

Information from a professional organization

U.S. Immigration and Customs Enforcement audit or visit
Other

Number of Respondents

2011 Customer Satisfaction Survey

2010 2011
Percent |Frequency| Percent |Frequency

15% 120 4% 48
6% 45 3% 31
7% 59 3% 30
0% 0 1% 11
0% 0 30% 333
0% 0 2% 19
0% 0 38% 430
1% 10 1% 6
1% 11 0% 5
0% 0 0% 1
0% 2 0% 0
4% 33 2% 21
10% 79 4% 47
25% 195 8% 86
3% 22 0% 0
28% 219 5% 56

795 1,124

E-Verify materials or presentation

E-Verify website

USCIS or SSA materials or presentation
USCIS or SSA website

My Company/HR/Corporate Office
Colleague/Employee

Print advertisement

Online advertisement

Radio advertisement

Media cowverage

Information from a client

Information from a professional organization
U.S. Immigration and Customs Enforcement audit or visit
Other

Number of Respondents

0%
0%
0%
0%
0%
0%
0%
0%
0%
0%
0%
0%
0%
0%

[=NelelelelNeNoloNolNolNollolNolo)

How did you learn about requirement to participate in E-Verify

5%
9%
2%
1%
15%
3%
0%
1%
0%
4%
23%
15%
0%
20%

Likelihood to continue using E-Verify if no longer required to do so
Very likely

Somewhat likely

Not Too Likely

Not At All Likely

Number of Respondents

54%
29%
11%

6%

567

308
163
62
34

59%
28%
8%
6%

529
248
71
53

901

Within the last six months
Within the last six to 12 months
One or two years ago

More than two years ago
Number of Respondents

20%

50%

24%
6%

795

156
397
191
51

When did your organization enroll with E-Verify

8%
19%
53%
19%

89
217
599
219

1,124
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Far Users (cont.)

Did you enroll your organization with E-Verify

2011 Customer Satisfaction Survey

| personally enrolled our organization

Someone else in our organization enrolled us with E-Verify
Don’t know

Number of Respondents

Completed training and online tutorial during E-Verify sign up process

Completed the training 98% 542 99% 304
Did not complete the training 2% 11 1% 2

Number of Respondents 553 306

Is the training provided useful in helping employers pass the required test

Training provided is useful 95% 513 94%

Training provided is not useful 3% 15 3% 8

Don’t know 3% 14 3% 10
Number of Respondents 542 304

Test prepares employers 95% 517 95% 288
Test does not prepare employers 2% 10 1% 3

Don’t know 3% 15 4% 13
Number of Respondents 542 304

Have you used E-Verify in the past six months
Used E-Verify past 6 months

Have not used E-Verify in past 6 months

Don’t know

Number of Respondents

96%
4%
0%

90%
9%
1%

1,124

1,016
100

Have you ever used E-Verify
Used E-Verify

Have not used E-Verify

Don’t know

Number of Respondents

70%
27%
3%

94%
6%
0%

About how long has it been since you last used E-Verify
Sewven to 12 months

One to two years

More than two years

Number of Respondents

91%
9%
0%

71%
28%
1%

101

72
28

Which best describes your organization as a user of E-Verify
General User

Temporary Agency or Employment Agency

E-Verify Employer Agent

Number of Respondents

93%
5%
2%

92%
6%
2%

1,117

1,025
66
26

Which best describes how frequently you use E-Verify
Once a week or more

Two or three times a month

About once a month

Once every few months

Once or twice a year

Less than once a year

Number of Respondents

24%
23%
17%
24%
9%
4%

785

183
130
188
68
29

19%
24%
16%
23%
14%

5%

1,117

208
264
178
255
161
51
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Far Users (cont.)

Received a TNC in the past 6 months

Received TNC 34% 265 24% 270
Did not receive TNC 64% 499 71% 798
Don’t know 3% 21 4% 49
Number of Respondents 785 1,117

How many TNCs received in the past 6 months

One 42% 112 50% 135
2-5 42% 112 42% 114
6-9 11% 28 4% 11
10-24 4% 10 2% 6
25 or more 1% 3 1% 4
Number of Respondents 265 270
Prompted to match a photo 32% 241 53% 590
Not prompted to match a photo 68% 519 42% 468
Don’t know 0% 0 5% 59
Number of Respondents 760 1,117
Hawve conwvenient access 95% 230 96% 566
Do not have convenient access 3% 8 2% 11
Don’t know 1% 3 2% 13
Number of Respondents 241 590
Contacted customer service 24% 192 15% 162
Did not contact customer senice 73% 576 84% 933
Don’t know 2% 17 2% 22
Number of Respondents 785 1,117

Satisfaction with your experience when you contacted E-Verify customer service

Very satisfied 61% 117 66% 107
Somewhat satisfied 26% 49 23% 37
Somewhat dissatisfied 9% 18 9% 14
Very dissatisfied 4% 8 2% 4
Number of Respondents 192 162
Transferred during the call 40% 76 37% 60
Not transferred during the call 50% 96 44% 71
Don’t know 10% 20 19% 31
Number of Respondents 192 162

Amount of time you had to wait before the transfer was acceptable or too long

Acceptable 84% 64 83% 50
Too long 16% 12 17% 10
Number of Respondents 76 60

During that call how many times were you transferred

Once 75% 57 68% 41
Twice 18% 14 20% 12
Three times 7% 5 8% 5
More than three times 0% 0 3% 2
Number of Respondents 76 60
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Far Users (cont.)

Issue resolved during most recent call to E-Verify customer service

Issue resolved 87% 166 86% 140
Issue not resolved 10% 19 10% 17
Don’t know 3% 6 3% 5

Number of Respondents 191 162

How many calls were needed to resolve your issue

Resolved during first call 81% 135 84% 117
Needed to call back one additional time to resolve issue 16% 26 14% 19
Needed to call back two additional times to resolve issue 2% 4 3% 4
Needed to call back three or more additional times to resolve issue 1% 1 0% 0
Number of Respondents 166 140
Contacted E-Verify customer service by email in the past 6 months

Emailed customer senice 0% 0 5% 52
Have not emailed customer senice 0% 0 93% 1,040
Don’t know 0% 0 2% 25
Number of Respondents 0 1,117
Satisfaction with your experience when you emailed E-Verify customer service

Very satisfied 0% 0 40% 21
Somewhat satisfied 0% 0 33% 17
Somewhat dissatisfied 0% 0 12% 6
Very dissatisfied 0% 0 15% 8
Number of Respondents 0 52

Issue resolved after emailing 0% 0 73% 38
Issue not resolved after emailing 0% 0 21% 11
Don’t know 0% 0 6% 3
Number of Respondents 0 52

Have you contacted E-Verify technical assistance in the past 6 months

Contacted technical assistance 6% 48 4% 40
Hawe not contacted technical assistance 91% 716 95% 1,056
Don’t know 3% 21 2% 21
Number of Respondents 785 1,117
Acceptable 98% 47 83% 33
Too long 2% 1 18% 7
Number of Respondents 48 40

Issue resolved 94% 45 88% 35
Issue not resolved 4% 2 10% 4
Don’t know 2% 1 3% 1
Number of Respondents 48 40

E-Verify is doing enough to ensure companies using E-Verify adhere to policies

Yes 56% 441 68% 763
Not Sure / Do not know 43% 334 30% 339
No 1% 10 1% 15
Number of Respondents 785 1,117
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Adequate safeguards to ensure employers use E-Verify system properly
Yes

Not Sure / Do not know

No

Number of Respondents

2011 Customer Satisfaction Survey

785

1,117

E-mail

Fax

Mailer

E-Verify system broadcast message
Phone call

Through the E-Verify website

Live presentation

Other

Number of Respondents

88%
1%
2%
4%
0%
5%
0%
1%

785

690

87%
0%
2%
3%
0%
8%
0%
0%

1,117

How would you prefer to get information about changes or updates to E-Verify

967

E-mail

Fax

Mail

Text or web chat

Phone call

Through the E-Verify website
Other

Number of Respondents

39%
0%
0%
6%

41%

13%
1%

785

309
0
0

47

321

104
4

43%
0%
0%
5%

44%
9%
0%

How would prefer to contact E-Verify for help

475
0
0

2%
1%
0%
2%
9%
3%
1%
1%
0%
5%
3%
0%
1%
1%
1%
3%
2%
2%
1%
1%
2%
5%
0%
3%
2%
4%
1%
0%
3%
1%
1%
1%
1%

2%
1%
0%
2%
9%
3%
1%
1%
0%
5%
4%
0%
1%
1%
1%
3%
1%
2%
1%
1%
2%
5%
0%
2%
2%
3%
0%
0%
4%
0%
1%
1%
2%
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Far Users (cont.)

2010 2011
Percent |Frequency| Percent |Frequency

NM 1% 10 1% 7
NV 0% 2 0% 4
NY 5% 36 4% 43
OH 4% 34 3% 37
OK 2% 12 1% 11
OR 2% 14 2% 21
PA 4% 29 4% 43
PR 0% 1 0% 3
RI 0% 1 0% 3
SC 2% 15 2% 20
SD 0% 3 0% 5
N 2% 14 2% 25
X 6% 47 5% 61
uT 1% 7 1% 10
VA 7% 56 7% 82
VT 0% 1 0% 2
WA 3% 25 3% 38
Wi 2% 16 2% 24
wv 1% 5 1% 6
WY 0% 1 0% 2
Number of Respondents 795 1,124
1-4 0% 0 6% 65
5-29 0% 0 20% 227
30-99 0% 0 24% 274
100-299 0% 0 25% 286
300-999 0% 0 14% 158
1,000-9,999 0% 0 9% 96
10,000+ 0% 0 2% 18
Number of Respondents 0 1,124
Small business 52% 414 56% 634
Not a small business 44% 351 40% 450
Don’t know 4% 30 4% 40
Number of Respondents 795 1,124
Primary industry in which your company or organization conducts business
Agriculture/Food 0% 2 0% 4
Defense/Defense Industry 9% 62 6% 63
Communications/Media 0% 0 1% 7
Construction/General Contracting 0% 0 19% 210
Education 0% 0 2% 23
Engineering 0% 0 6% 73
Financial Senices 0% 0 2% 27
Healthcare/Public Health 14% 95 8% 92
Hospitality 0% 0 1% 6
Information Technology 7% 48 5% 54
Manufacturing 18% 119 15% 167
Non-Profit/Not-for-Profit 0% 0 4% 44
Sales - Retail or Wholesale 0% 0 2% 22
Staffing/Personnel 0% 0 4% 41
Transportation 3% 21 3% 39
Utilities/Energy/Natural Resources 0% 0 1% 7
Professional Senices/Consulting 0% 0 % 74
Gowvernment Senvices 8% 53 5% 52
Other 41% 275 11% 119
Number of Respondents 675 1,124
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Cross-Section

2011 Customer Satisfaction Survey

Significant
Difference

Impact

20102011
Scores

Sample Size 1,044(2,661
Awareness / Registration

Clarity of instructions on how to enroll 80 | 85
Memorandum of understanding makes responsibilities and next steps clear 80 | 84
Ease of submitting registration information 83 | 87
Speed of receiving User Name, Password and E-Verify Web Address 86 | 88
Ease of registration process overall 76 82
Tutorial 80 85
Helpfulness of information in User Manual 80 | 85
Ease of taking online training in terms of understanding content 82 | 87
Ease of completing online training in terms of time required 74 | 82
Ease of accessing online resources 82 87
Usefulness of online resources 81 | 85
Ease of training process overall 78 | 85
Using E-Verify 88 90
Ease of navigating the E-Verify site 86 | 88
Ease of submitting |-9 information on E-Verify 89 | 90
Speed of receiving an initial response from E-Verify 93 [ 94
Clarity of next steps as described in the response 86 | 89
Tentative Nonconfirmation Resolution 77 80
Speed of resolving the case 77 | 80
Clarity of communications about the steps involved in the resolution process 77 | 80
Ease of resolving the case 79 | 80
Photo Matching 93 95
Ease of photo matching process 94 | 95
Helpfulness in preventing fraud 93 | 95
Customer Service 89 88
Ease of accessing representative 88 | 87
Professionalism 91 | 90
Communication skills 89 | 89
Ability to understand your questions/issue 89 | 88
Providing guidance on policy/questions 89 | 86
Customer Service Prior transfer 81 80
Ease of accessing representative 82 | 79
Professionalism 86 | 87
Communication skills 82 | 82
Ability to understand your questions/issue 77 76
Providing guidance on policy/questions 77 73
Customer Service after Transfer 84 84
Ease of accessing representative 84 | 84
Professionalism 86 | 88
Communication skills 85 | 85
Ability to understand your questions/issue 83 | 82
Providing guidance on policy/questions 82 81

69




USCIS — E-Verify 2011 Customer Satisfaction Survey
Cross-Section (cont.)

201012011 | Significant |Impact
Scores |Difference

Sample Size
Customer Service by Email
Ability to understand your questions/issue

The timeliness with which you received a response -- 56 --
Communication skills in the response you received -- 73 --
Providing guidance on policy/questions 69 --

N/A

N/A

Internet Use 7

1
Interested to use the Internet rather than having to call or email E-Verify —

Technical Assistance

Ease of accessing representative 85 88 --
Professionalism 88 92 * --
Communication skills 87 | 92 * --
Ability to understand your questions/issue 85 | 90 --
Knowledge of technical issues 86 | 90 --
Technical guidance resolving your issue 85 90

Interested in Communicating with Peers N/A

Interested in communicating with peers about E-Verify or using the system _—

Satisfaction N/A

Overall satisfaction
Meets expectations
Compared to ideal

Recommend

How likely would you be to recommend the E-Verify program to others _—

Confident in Accuracy

How confident are you in the accuracy of the E-Verify program m——

Future Participation
Likelihood to continue to participate in the E-Verify program in the future 93 94 * -
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Recent Users

2011 Customer Satisfaction Survey

Significant
Difference

2010]2011
Scores

Sample Size 1,171|3,089
Awareness / Registration

Clarity of instructions on how to enroll 80 | 86
Memorandum of understanding makes responsibilities and next steps clear 80 | 84
Ease of submitting registration information 84 | 87
Speed of receiving User Name, Password and E-Verify Web Address 87 | 88
Ease of registration process overall 76 | 83
Tutorial 80 85
Helpfulness of information in User Manual 8l | 85
Ease of taking online training in terms of understanding content 82 | 87
Ease of completing online training in terms of time required 75 | 83
Ease of accessing online resources 82 | 87
Usefulness of online resources 81 | 85
Ease of training process overall 79 | 85
Using E-Verify 89 91
Ease of navigating the E-Verify site 87 | 89
Ease of submitting I-9 information on E-Verify 90 | 91
Speed of receiving an initial response from E-Verify 93 94
Clarity of next steps as described in the response 86 90
Tentative Nonconfirmation Resolution 77 79
Speed of resolving the case 77 79
Clarity of communications about the steps involved in the resolution process 76 | 80
Ease of resolving the case 78 | 80
Photo Matching 94 95
Ease of photo matching process 94 | 95
Helpfulness in preventing fraud 93 | 94
Customer Service 88 89
Ease of accessing representative 87 | 88
Professionalism 90 91
Communication skills 88 90
Ability to understand your questions/issue 88 | 89
Providing guidance on policy/questions 87 86
Customer Service Prior transfer 80 80
Ease of accessing representative 8L | 79
Professionalism 85 | 86
Communication skills 81 | 82
Ability to understand your questions/issue 76 | 76
Providing guidance on policy/questions 73 72
Customer Service after Transfer 83 84
Ease of accessing representative 84 | 83
Professionalism 86 87
Communication skills 84 | 85
Ability to understand your questions/issue 82 83
Providing guidance on policy/questions 80 | 82
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Recent Users (cont.)

2010[2011| Significant
Scores Difference |Impact
Sample Size 1,171|3,089

Customer Service by Email

Ability to understand your questions/issue

The timeliness with which you received a response
Communication skills in the response you received
Providing guidance on policy/questions

Internet Use 7

* N/A

2
Interested to use the Internet rather than having to call or email E-Verify _—

Technical Assistance 87 91 N/A

Ease of accessing representative
Professionalism

Communication skills

Ability to understand your questions/issue
Knowledge of technical issues

Technical guidance resolving your issue

Interested in Communicating with Peers N/A

Interested in communicating with peers about E-Verify or using the system ——

Satisfaction N/A

Overall satisfaction
Meets expectations
Compared to ideal

Recommend

How likely would you be to recommend the E-Verify program to others m——

Confident in Accuracy 84

How confident are you in the accuracy of the E-Verify program ——

Future Participation
Likelihood to continue to participate in the E-Verify program in the future 93 94 * --
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Far Users
2010[ 2011

Scores
Sample Size 795 11,124
Awareness / Registration 81 86
Clarity of instructions on how to enroll 80 | 85
Memorandum of understanding makes responsibilities and next steps clear 80 | 84
Ease of submitting registration information 83 | 88
Speed of receiving User Name, Password and E-Verify Web Address 86 | 90
Ease of registration process overall 76 | 82
Tutorial 79 87
Helpfulness of information in User Manual 79 | 86
Ease of taking online training in terms of understanding content 81 | 89
Ease of completing online training in terms of time required 75 | 83
Ease of accessing online resources 82 | 89
Usefulness of online resources 81 | 86
Ease of training process overall 78 | 86
Using E-Verify 88 89
Ease of navigating the E-Verify site 86 | 87
Ease of submitting I-9 information on E-Verify 90 | 90
Speed of receiving an initial response from E-Verify 91 | 93
Clarity of next steps as described in the response 85 | 88
Tentative Nonconfirmation Resolution 74 81
Speed of resolving the case 73 | 80
Clarity of communications about the steps involved in the resolution process 74 | 81
Ease of resolving the case 74 | 82
Photo Matching 91 93
Ease of photo matching process 92 | 94
Helpfulness in preventing fraud 91 | 93
Customer Service 84 87
Ease of accessing representative 85 | 85
Professionalism 88 | 89
Communication skills 84 | 88
Ability to understand your questions/issue 81 | 86
Providing guidance on policy/questions 81 | 86
Customer Service Prior transfer %77
Ease of accessing representative 77 | 79
Professionalism 83 | 84
Communication skills 76 | 79
Ability to understand your questions/issue 71 | 72
Providing guidance on policy/questions 66 | 66
Customer Service after Transfer 79 82
Ease of accessing representative 79 | 81
Professionalism 85 | 88
Communication skills 83 | 84
Ability to understand your questions/issue 79 | 79
Providing guidance on policy/questions 78 | 77

Significant
Difference

Impact
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Far Users (cont.)

2010] 2011 [Significant| Impact

Scores |pifference
Sample Size 795 11,124

Customer Service by Email

Ability to understand your questions/issue

The timeliness with which you received a response
Communication skills in the response you received
Providing guidance on policy/questions

Internet Use

Interested to use the Internet rather than having to call or email E-Verify _—
4

Technical Assistance

8
Ease of accessing representative
Professionalism
Communication skills
Ability to understand your questions/issue
Knowledge of technical issues
Technical guidance resolving your issue

Interested in Communlcatlng with Peers
——
Satlsfactlon

Overall satisfaction

Meets expectations

Compared to ideal

Recommend 7

9
How likely would you be to recommend the E-Verify program to others —_

Confident in Accuracy

How confident are you in the accuracy of the E-Verify program _—

Future Participation 92 94
Likelihood to continue to participate in the E-Verify program in the future 92 | 94 * --
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(Cross Section) Do you consider yourself a small business?

Small Not a Don’t
business small know
business

2010[ 2011 [2010[2011[2010[2011
Scores Scores Scores

Sample Size 619 (1,740| 394 | 800 | 31 | 121
Awareness / Registration 81 8 80 87 84 90
Clarity of instructions on how to enroll 80| 8 (8| 87 (8] 91
Memorandum of understanding makes responsibilities and next steps clear 80| 8 | 79 | 8 [ 80 | 90
Ease of submitting registration information 83 87 83 88 88 90

Speed of receiving User Name, Password and E-Verify Web Address

Ease of registration process overall
Tutorial 91

Helpfulness of information in User Manual

Ease of taking online training in terms of understanding content 82 86 82 91 78 92
Ease of completing online training in terms of time required 741 80 | 75| 88 [ 70 | 88
Ease of accessing online resources 81 85 83 91 82 91

Usefulness of online resources

Ease of training process overall 91
Using E-Verify

Ease of navigating the E-Verify site

Ease of submitting I-9 information on E-Verify 89 90 90 92 92 93
Speed of receiving an initial response from E-Verify 93 [ 93 [ 92 | 94 | 95 | 97
Clarity of next steps as described in the response 86 | 88 [ 85| 90 [ 89 | 91

Tentative Nonconfirmation Resolution

Speed of resolving the case 79 79 75 80 80 82
Clarity of communications about the steps involved in the resolution process
Ease of resolving the case

Photo Matching

Ease of photo matching process

Helpfulness in reventln fraud

Ease of accessing representative
Professionalism 90 91 91 88 96 97
Communication skills 89 90 89 86 96 96

Ability to understand your questions/issue
Providing guidance on policy/questions

Customer Service Prior transfer 81

Ease of accessing representative

Professionalism 86 89 85 84 85 88
Communication skills 82 84 82 81 85 79

Ability to understand your questions/issue

Providing guidance on policy/questions
Customer Service after Transfer

Ease of accessing representative

Professionalism 86 89 86 86 89 89
Communication skills 86 | 88 [ 85 | 83 | 8 | 87
Ability to understand your questions/issue 84 | 85 [ 82 | 80 | 8 | 80
Providing guidance on policy/guestions 84 | 84 [ 82 | 79 | 70 | 80
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(Cross Section) Do you consider yourself a small business? (cont.)

Small Not a Don’t
business small know
business

2010[ 2011 [2010[2011{2010{2011
Scores Scores Scores
Sample Size 619 |1,740| 394 | 800 | 31 | 121

Customer Service by Email

Ability to understand your questions/issue

The timeliness with which you received a response
Communication skills in the response you received
Providing guidance on policy/questions

Internet Use
mm
Technlcal Assistance 92

Ease of accessing representative 87 89

Professionalism 88 | 94 | 88

Communication skills 84 | 90

Ability to understand your questions/issue 83 | 90

Knowledge of technical issues 84 | 90
Technical guidance resolving i 87 83 | 89 | 83 83

Interested in Communicating with Peers 42 38 41

Interested in communicating with peers about E-Verify or using the system

Satisfaction 2 87

Overall satisfaction
Meets expectations
Compared to ideal

Recommend

How likely would you be to recommend the E-Verify program to others mmm

ConfldentlnAccuracy 87 83 89 84

mmm

Future Participation 93 94 95 91
Likelihood to continue to participate in the E-Verify program in the future 92 93 | 94 | 95 | 91 96

76



USCIS - E-Verify 2011 Customer Satisfaction Survey

(Cross Section) When did your organization enroll with E-Verify?

Within the |Within the| One or |More than
last six [last six to | two years | two years
months |12 months ago ago

2010[2011[2010][2011[2010[ 2011 [2010[2011
Scores Scores Scores Scores

Sample Size 136 | 258 | 280 | 444 | 409 |1,139| 219 | 820
Awareness / Registration

Clarity of instructions on how to enroll 83 | 86 | 79 | 85 | -- - -- -
Memorandum of understanding makes responsibilities and next steps clear 84 | 84 | 77 | 84 | -- -- -- --
Ease of submitting registration information 86 | 88 | 81 | 86 -- - -- -
Speed of receiving User Name, Password and E-Verify Web Address 90 | 91 | 84 | 86 | -- -- -- --
Ease of registration process overall 80 | 83 | 73 [ 82 -- - - -
Helpfulness of information in User Manual 82 |87 |80 |84 | -- -- - -
Ease of taking online training in terms of understanding content 84 | 89 | 81 | 86 -- -- -- --
Ease of completing online training in terms of time required 78 | 84 | 72 | 81 -- -- -- --
Ease of accessing online resources 82 | 8| 8 |8 | - -- - -
Usefulness of online resources 82 | 86 | 81| 84 | -- - -- -
Ease of training process overall 80 | 86 | 77 | 85 | -- -- - -
Using E-Verify

Ease of navigating the E-Verify site 88 |90 | 86 | 88 [ 84 | 8 | 88 | 89
Ease of submitting -9 information on E-Verify 89 | 93 |1 89| 9 (8| 90 | 90 | 91
Speed of receiving an initial response from E-Verify 92 | 94 | 92 | 92 [ 93 | 94 | 94 [ 95

Clarity of next steps as described in the response 87 | 91 | 86 | 89 [ 83 | 87 | 88 [ 90
Tentative Nonconfirmation Resolution
Speed of resolving the case 72 | 81| 76| 8 (76| 81 | 84 | 77
Clarity of communications about the steps involved in the resolution process 75 | 80| 76 | 80 [ 73 | 82 | 84 | 78

Ease of resolving the case 74 | 81 | 77 | 82 | 76 82 87 | 78
Photo Matching 93 95 92 96 93 94 95 95

Ease of photo matching process 94 | 95 | 93 [ 96 | 94 | 94 | 95 | 95
Helpfulness in preventing fraud 91 | 95 | 92 | 96 [ 93 | 94 | 94 [ 95
Ease of accessing representative 83 | 88| 8 | 89 | 87| 89 | 95 | 84
Professionalism 91 | 92 |1 88 [ 9 | 91| 90 | 95 | 90
Communication skills 91 | 90 | 87 | 89 [ 90 | 90 | 96 | 87
Ability to understand your questions/issue 91 192 |18 |8 | 9 | 88 | 95 | 86
Providing guidance on policy/questions 90 | 91 | 85 [ 89 [ 90 | 86 | 96 [ 80
Customer Service Prior transfer

Ease of accessing representative 86 | 82 | 69| 84 (76| 78 | 95 [ 79
Professionalism 88 |87 | 77| 8 [ 81| 8 | 96 | 87
Communication skills 81 |8 | 7218 (78| 81 | 94| 83
Ability to understand your questions/issue 78 | 74 | 68 | 84 [ 74 | 75 | 88 | 76
Providing guidance on policy/questions 80 | 68 | 69 | 84 [ 71 | 72 | 89 [ 73
Customer Service after Transfer

Ease of accessing representative 84 | 82| 778 | 79| 83 | 98 | 84
Professionalism 85 |82 | 78| 8 [ 83| 88 | 98 | 88
Communication skills 85 |80 | 78| 8 (8 | 87 | 97 | 86
Ability to understand your questions/issue 83 | 76 | 76 | 87 | 77 | 81 | 95 | 83
Providing guidance on policy/questions 83 | 77 | 78| 8 [ 74 ] 80 | 95 [ 82
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(Cross Section) When did your organization enroll with E-Verify? (cont.)

Within the |Within the| One or [More than
last six [last six to | two years |two years
months |12 months ago ago

2010]2011][2010[2011[2010] 2011 [2010[2011
Scores Scores Scores Scores
Sample Size 136 | 258 | 280 | 444 | 409 [1,139] 219 | 820

Customer Service by Email

Ability to understand your questions/issue

The timeliness with which you received a response
Communication skills in the response you received
Providing guidance on policy/questions

Internet Use 7% 87 73 8 70 75

Interested to use the Internet rather than having to call or email E-Veri m

Technical Assistance

Ease of accessing representative
Professionalism
Communication skills
Ability to understand your questions/issue
Knowledge of technical issues
i i i i 81
34

Interested in Communicating with Peers 42 37

Interested in communicating with peers about E-Verify or using the system

Satisfaction 82 87 81 84 82 84 84 87

Overall satisfaction
Meets expectations
Compared to ideal
87

Recommend 82 87 85

mm

Confident in Accuracy 82 83 84 87 86 89

How confident are you in the accuracy of the E-Verify program mmm

Future Participation 93 90 93 96 96
Likelihood to continue to participate in the E-Verify program in the future 93 93 | 90 91 93 93 | 96 | 96
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(Cross Section) Which best describes how frequently you use E-Verify?

Once a Two or About Once Once or |Le
week or three once a |everyfew| twice a C
more times a month months year
month

2010[2011[2010[2011[2010[2011[2010[2011[2010]2011[20

Scores Scores Scores Scores Scores S
Sample Size 2321450 | 234 | 572|146 | 380 | 273 | 731 | 121 | 383 | 3.
Awareness / Registration '
Clarity of instructions on how to enroll 76 | 86 [ 84 | 89 | 81|87 (838 | 71| 84 | 8t
Memorandum of understanding makes responsibilities and next steps clear 75 | 86 | 83 |1 87 (838 (83| 8 | 69| 83 | 8t
Ease of submitting registration information 79 | 88 | 88 | 91 (87|88 (8 | 8 | 71| 84 | 7

Speed of receiving User Name, Password and E-Verify Web Address 84 | 8 [ 8

6 |1 93|90 |8 (8 |90 | 77 | 85 | &
Ease of registration process overall 73 |1 87 | 77 1 86 [ 82 ] 83 [ 78 | 82 | 65 | 79 | 7
79 (91 (84| 8 | 8|8 |79 |8 | 76 | 83 | 8t

Helpfulness of information in User Manual

Ease of taking online training in terms of understanding content 80| 92 (87|18 (83)87 (8|87 | 78| 8 | 8:
Ease of completing online training in terms of time required 72 {8 | 78 | 8 | 77 | 83 | 74 | 80 | 70 | 81 | 5
Ease of accessing online resources 80| 91|87 |8 (8387 (81L]|87| 75| 8 | 9

Usefulness of online resources 8

1)19 (8 |8 (81L]8 [8L)]|84 | 73| 84 | 8
Ease of training process overall 76 | 91 |1 82 | 87 | 80 |8 [ 78 |84 | 71| 8 | 7
86 | 91 (8 |91 (8 |8 (8 |8 |8L]| 83| 7

Ease of navigating the E-Verify site

Ease of submitting I-9 information on E-Verify 89 | 91 (90|93 (92]92 (90 | 91 | 88 | 88 | ¥
Speed of receiving an initial response from E-Verify 91 | 94 [ 93 | 95 [ 95| 96 [ 93 | 94 | 91 | 91 | 8!
Clarity of next steps as described in the response 85 |90 [ 87 ]| 91|87 |90 (85 (89| 83|86 |7

Tentative Nonconfirmation Resolution
Speed of resolving the case 75| 78 (83| 8 (768 (75]80 | - | 77| -

Clarity of communications about the steps involved in the resolution process 75

79 (80 |8 | 798|718 | - | 78| -
Ease of resolving the case 7 80 | 83| 82 | 82| 81| 74 | 80 -- 75 --
94 [ 95 |1 96 | 93 | 94 [ 94 [ 96 | 87 | 91 | 10

7
3
Ease of photo matching process 93

Helpfulness in preventing fraud 93 | 94 [ 94 | 95 [ 89 ] 93 [ 94 | 96 | 88 | 93 | 10
Customer Service 80 87 90 88 92 91 86 89 92 86 -
87 | 8 (8 | 87 (92918 |8 |8 | 83| -

Ease of accessing representative

Professionalism 91 (89 | 93 |1 91| 91|92 (87|91 | 93 | 88 --
Communication skills 90 | 87 [ 89 |1 89 [ 91 ] 91|86 | 91| 93 | 85 --

Ability to understand your questions/issue 90 | 87 [ 90 | 89 [ 92 ] 90 [ 84 | 89 | 93 | 87 | -
Providing guidance on policy/questions 88 -
Customer Service Prior transfer ‘
Ease of accessing representative 82 | 78 (83| 8 (76|68 (85| 9 [ 74| 80 | 7

Professionalism 86 | 87 |87 |87 |76 |81 |8 | 90| 8L | 74 | 8
Communication skills 83181838 (69| 79]|84 |8 |81 |69 |7
Ability to understand your questions/issue 80 | 7375|181 |67 )63 (8L]|8 (70| 80| 6

Providing guidance on policy/questions
Customer Service after Transfer ‘
Ease of accessing representative 86 | 838 | 8 73] 78 (83] 92| 81| 83| ¥

Professionalism 87 [ 87 [ 90| 8 | 73| 8 (8 [ 90 | 81 | 8 | ¥
Communication skills 85 (84 (88 |8 | 73|82 (8 91| 81| 85| ¥
Ability to understand your questions/issue 82|18 |8 | 8 73] 7984 )91 | 85| 8 | 7
Providing guidance on policy/questions 831 79 [83]183[73]79([81L]89 |85 ]| 87| ¥
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(Cross Section) Which best describes how frequently you use E-Verify? (cont.)

Once a Two or About Once Once or |Le
week or three once a |everyfew| twice a C
more times a month months year
month

2010[2011]2010]20112010[2011[2010[2011]2010] 201120
Scores Scores Scores Scores Scores S
3

Sample Size

Customer Service by Email

Ability to understand your questions/issue

The timeliness with which you received a response
Communication skills in the response you received
Providing guidance on policy/questions

Internet Use 67 73 73 73 81 77

1

Technlcal Assistance

4 84
Ease of accessing representative
Professionalism 86 82
Communication skills 92
Ability to understand your questions/issue 92 91
Knowledge of technical issues 91 81
Technical guidance resolving your issue 81 91

Interested in Communicating with Peers

Interested in communicating with peers about E-Verify or using the system

Satisfaction

2
Overall satisfaction 78
Meets expectations
Compared to ideal
77

Recommend 87 82

How likely would you be to recommend the E-Verify program to others mmmm

Confident in Accuracy 89 89 81

How confident are you in the accuracy of the E-Verify program mmmmm

Future Participation 94 97 94 94 91 94 89
Likelihood to continue to participate in the E-Verify program in the future 94 | 97 95 96 94 | 94 [ 91 | 94 | 89 90
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(Cross Section) Which best describes your organization?

General User| Temporary E-Verify
Agency or Employer
Employment Agent
Agency
2010 | 2011 | 2010 | 2011 | 2010 | 2011
Scores Scores Scores

Sample Size 927 | 2,415 72 153 38 84
Awareness / Registration 81 85 72 86 82 86
Clarity of instructions on how to enroll 81 85 73 85 80 86
Memorandum of understanding makes responsibilities and next steps clear 80 84 74 83 80 81
Ease of submitting registration information 84 87 70 87 74 82
Speed of receiving User Name, Password and E-Verify Web Address 86 88 75 88 91 92
Ease of registration process overall 76 82 66 88 89 88
Helpfulness of information in User Manual 81 85 82 87 78 89
Ease of taking online training in terms of understanding content 82 87 82 88 7 89
Ease of completing online training in terms of time required 74 82 78 82 76 87
Ease of accessing online resources 82 87 83 87 75 89
Usefulness of online resources 81 85 82 87 7 89
Ease of training process overall 78 85 81 86 76 87
Ease of navigating the E-Verify site 86 88 87 89 86 86
Ease of submitting I-9 information on E-Verify 89 91 91 90 86 88
Speed of receiving an initial response from E-Verify 93 94 94 93 92 89
Clarity of next steps as described in the response 85 89 86 89 86 88
Speed of resolving the case 77 80 78 80 77 74
Clarity of communications about the steps involved in the resolution process 76 80 79 82 79 74
Ease of resolving the case 79 81 83 82 79 73
Ease of photo matching process 94 95 94 94 90 96
Helpfulness in preventing fraud 93 95 94 95 89 95
Ease of accessing representative 87 88 96 86 83 74
Professionalism 90 91 98 88 91 76
Communication skills 88 89 98 89 91 78
Ability to understand your questions/issue 88 89 929 87 83 83
Providing guidance on policy/questions 88 86 98 86 83 80
Customer Service Prior transfer
Ease of accessing representative 82 81 93 79 58 51
Professionalism 86 87 93 88 64 87
Communication skills 82 82 92 84 56 80
Ability to understand your questions/issue 77 77 89 82 53 44

85 84
87 88
85 85
84 82
82 82

Providing guidance on policy/questions 77 75 89 68 58 50
Ease of accessing representative
Professionalism

Communication skills

Ability to understand your questions/issue

Providing guidance on policy/questions

96 78
96 84
96 83
92 81
96 78

58 87
61 91
61 91
53 78
53 69
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(Cross Section) Which best describes your organization? (cont.)

General User| Temporary E-Verify
Agency or Employer
Employment Agent
Agency
2010 | 2011 | 2010 | 2011 | 2010 | 2011
Scores Scores Scores
Sample Size 927 | 2,415| 72 153 38 84

Customer Service by Email

Ability to understand your questions/issue

The timeliness with which you received a response
Communication skills in the response you received
Providing guidance on policy/questions

Internet Use 85 81

Interested to use the Internet rather than having to call or email E-Veri

Technical Assistance

Ease of accessing representative 85 89 89 89 80 82
Professionalism 88 93 90 92 78 80
Communication skills 87 92 92 91 78 82
Ability to understand your questions/issue 86 90 92 90 73 91
Knowledge of technical issues 86 91 90 90 76 84
Technical guidance resolving your issue 86 91 90 88 69 84

Interested in Communicating with Peers

Interested in communicating with peers about E-Verify or using the system

Satisfaction
Overall satisfaction
Meets expectations
Compared to ideal

8 8

Recommend 5

1
How likely would you be to recommend the E-Verify program to others mm

Confident in Accuracy 8

4 85
How confident are you in the accuracy of the E-Verify program mm

Future Participation 94 95 95 93
Likelihood to continue to participate in the E-Verify program in the future 92 94 95 95 93 93
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APPENDIX D: VERBATIM COMMENTS
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Qla. How did you first learn about E-Verify (Other)

a colleague told me to look online for a website that is free that will verify documentation

A COMPANY WE DO BUSINESS WITH REQUESTED WE USE IT

a company we do work for, required that we do E-Verify

A federal contractor we wanted to do business with required it.

A grant we were applying for required that we be members of E-Verify

a job required E-Verify on our employees, we didn't know about it.

a potential client requires all their business associates to use E-verify

a requirement of a government contract

A technician works in my company needs to extend her practical training and needs E-verify ID

A TRAIL PROGRAM WAS BEING STARTED IN OUR STATE. WE KNEW THAT IT WOULD BECOME
MANDATORY, SO PARTICIPATED FROM THE BEGINING

ACCG

Accountant (3)

ADP

ADP Payroll

agents from Homeland Security
Alabama's Stupid New Immigration Law
An Applicant

Another company that used E-Verify
Arizona's new law for business'
Association of County Commissioners

at a NACO workshop

Attorney (2)

Attorney's Firm

AZ Law

Background check company

Basic Pilot Participant

Bell Helicopter

City of Murrieta required it for business license renewals
Class at local Vo-Tech School

Client

Client Referral

Client requirement

Colleague

Company Controller

Company | contract with requires i use it
Company that we have a contract with
Construction Project Requirement
Contract Requirement (2)

Contract requirement prompted research
Contract requirement with General Contractor
Contract Requirements

Contract specification

Contract with FedEx required
Contractor-W.W.Gay Mechanical Contr., Inc.
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Contractual requirement, as hiring process, my predecessor & her boss decided.
Contracting agency

Corporate attorney of my former employer
Corporate office

Corporate office did research to ensure compliance
Costco started using E-Verify

Customer required it

Customer required suppliers to comply

Customer required we be signed up with E-verify
Customer requirement (2)

DES Child Support Office

Devereux Corporate Human Resources

DOE requirement

Don't recall

Don't recall, has been years ago

Don't remember (3)

During Graduate school

Edge Information System

EEAC

EEO/AAP Consultant

EEOC Conference

Email notifications

Employer

E-Verify contacted us to see if we would participate in their pilot program.
FAR Clause in Federal contract

Federal Contract

Federal job requirement

Federal subcontractor requirement

FedEx

FedEx requirement

FEMA contract for EMS ambulance response to disasters.
FL Governor requires us to participate

Former Employer Corporate HR

Fox News

Fred Pryor Seminar

Friend (2)

Friend mentioned it and | Googled.

From a friend at ICE

From General Services Administration Contracting
From our CPA

General Contractor doing work for government agency in Mississippi
General contractor requirement

General Service Administration

Goodyear Tire & Rubber Company

Google search
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Googled and researched results
Government Job Contractor

Government contract requirement
Government contracts

Governor said to do it.

Gov't sub contract

Grant requires that we participate

GSA (2)

GSA Contract (2)

Had a Non-Resident Alien issue and thought it was mandatory.
Have used since 2005.

Hirease

HR Association

HR Conference

HR Consultant

HR Corporate office of former employer
HR Seminar regarding upcoming changes
HR Training, former employers
HRSA/BPHC

HSI RAC Representative

Hurlburt Field

| actually don't remember where | heard about it.

I do not remember anymore. | have been using E-Verify for a very long time because we are a Federal
Contractor

| don't recall

| don't remember

| have been aware of this program since its inception.
| have been using so long can not remember

| re-searched issue on the web for program for my company
| used e-Verify with the last company | worked at.

| used it at a previous employer

| used it at my last company

I was filling out the I-9 by hadn’t a long time ago then received information that it can be done on line.
immigration attorney firm

Immigration Counsel

Immigration lawyer

Immigration lawyer for our company

In place when | started working here

Indiana Industry Liaison Group (IILG)

Information from contractor

Information from Franchisor Dunkin' Brands
Information from our lawyer

Information from payroll service

Information in a newsletter from a law firm
Information related to OPT STEM extension
International student interns
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Invitation to participate in pilot program

Job Requirement

KADA

knowledge from previous company

LABOR , LICENSING AND REGULATION BOARD (LLR)
Labor Attorney

Lawyers

Legal counsel

Legislation

Library book

Local HR org

Local senate

Missouri Department of Health and Senior Services

MO Governor mandated that all state agencies would utilize this system for verification of authorization
to work in the US.

My Accountant

My company was a part of the pilot group.

My last place of employment at Gov't Office

My lawyer

My payroll company

NC Office of State Personnel

Needed to sign up for contract agreement

Newport News Northrop Grumman

Newport News Shipbuilding required us as a vendor of there's to us E-Verify
News(2)

Newspaper

Newspaper article (2)

NFIB

Notified that we were required to participate

Nuclear Regulatory Commission Recommendation for use
Office of Immigrant Worker Compliance

One of our attorneys is an immigrations lawyer who advised us that we need to do this.
One of our General Contractors required it

One Source Background Checking Company

Other contractor

Our accountants

Our Attorney

Our company volunteered for the Pilot Program in 2001
Our Employment Law attorney

Our Gaming Commission from Ohkay Owingeh

Our Labor Attorney

Our payroll company

Our risk management company

outside contracted jobs required that our employees be e-verified
Paychex HR

Payroll Company
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Payroll processing company

Payroll seminar

Payroll Seminar

PEO

Phone call to SS administration

Presentation

Presentation by an immigration attorney

Previous company

Previous employer (3)

Previous employer's corp. office

Previous job

Prior Company

Prior employer

Proposal for one of our projects required this criteria be met
Recommended by potential customer

Required by Arizona state employment laws

Required by Contracting with Federal Bureau of Prisons
Required by customer - USDOE Contractor

Required by law

Required by local or state governments to participate in order to contract to them.
Required by one of our clients

Required by State Law of Arizona

Required for a government contract the company has.
required for a specific contract

required to employ folks on OPT (F-1 visa, optional practical training)
requirement for a construction job we did.

Requirement for Affirmative Action Plan

Requirement of Contract with Government Money
Requirement on a Federal Contract

Requirement for grant we received

ResCare Homecare

School | was visiting in GA required it

SHRM (8)

SHRM and my local SHRM (SHRM-JC)

SHRM membership for HR professionals

SHRM Seminar

Social Security Admin.

Social Security Seminar

Society for Human Resource Management

Society of Human Resources

Some contract require us to E-Verify

State law (2)

State law required participation. It has since been repealed.
State mandate

State of AZ
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State of Maine Dept of Labor
State of TN

State requires private employers to e-verify. We are local govt but thought it would be a good idea to e-
verify.

State unemployment program

Subcontract FAR requirement flow-downs
Suggested by franchise

Supervisor used E-Verify in previous position
The company | contract for used e-verify

The company | used to work for voluntarily participated in the Pilot Program when E-Verify was first
introduced.

The company that our company contracts with: FedEx Ground

The president of our company asked me to look into it, | do not know how he heard about it
The program/system was used with a former employer.

The state of Arizona

The State of Utah passed a law requiring us to enroll and participate. The frustration is there is no
penalty for not complying

Through our training grant LEA

Thru the MS AGC

Trade association

Uncle

Unknown

Used at last employer

Used e-verify previously with other company
Used E-Verify System previously

Used it at my previous employment

Used service in previous employment

User at my previous employer

Vendor requirement by one of our customers
Voluntarily signed up when it was Web BP
Wal-mart vendor contract

We began using E-verify b/c we were seeking federal contracts and knew it would be required once we
engaged
We got the CD from an HR Conference.

We had been asking for it for years and were actually turned down as a participant during the pilot
phase.

we have been on e-verify since it started. We had a change in ownership so had to start over with new
EIN number

WE JOINED WHEN IS WAS A PILOT PROGRAM A LONG TIME AGO

We participated in the DHS/SSA Database Pilot Program and have been with the system since 2005
We participated in the Pilot program several years ago. Heard about it from another employer.

We provide HR services to several federal agencies who are required to participate.

We started as a volunteer w/Pilot Program in 2002

We were asked to provide employment verification through the E Verify site by Contract whom we were
working for at the time

We were part of the Pilot Program back in 2002
Went to an HR seminar - got the info
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When | first worked at my last company, we were part of the pilot program and | brought the program to
my current company

Worked at an office that used it
Worked for US Census last year
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Q1b. If your company participates in E-Verify because it is required to do so, how did you learn
about that requirement?

A Federal Job Requirement

A government contract required all workers to participate in
ACCG Training Classes

Accountant

Affiliated county government association
Application for GSA Contract

Army & air force exchange contractor

as part of doing business with the county we had to participate
AZ State Government

Bill enacted in 2008 in the state of Mississippi
Can't remember (3)

CARF Accreditation Process

City Attorney

City Government contract document

City requires us to use e-verify

Client told me | had to enroll

Communication from state

Company Attorney

Company that completes out background screenings
Company we contract for.

Contract Administrator

Contract details

Contract documents

Contract from a Prime

Contract mod by US Government

Contract Modification Requiring Participation
Contract Proposal Requirement

Contract requirement (4)

Contract requirement for potential client
Contract requirement from customer
Contracting office at Fort Bragg, N.C.
Contractor

Contractual Documents

Contractual obligations requiring our employees provide proof of citizenship, prompted us to find a tool
for that requirement.

Contractual requirement for MOS

Corp office of company we contract with

Correspondence from SHRM (Professional HR organization)
Criteria in State contract

Customer required

Department of Labor

Dept of Senior Services

Designated in contract requirements

Division of Workforce Development
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Do not recall

DOD Contract

Doing Federal background checks for security clearance
Don't remember

DSS

Employment Law conference

FAR clause on our government contract

FAR clauses, government contracts

Fed Ex requires all contractors to enroll in the program.
Federal contract requirement

Fort Bragg compliance office

From a General Contractor

From government agency

From our government contacts

Funding Organization

funding sources

General Contractor sent materials

Georgia Municipal Association

Government

Government Contract

Government Contract Regulations

Government contract requirements

Government contracts

Grant provider

GSA (3)

GSA Contract Amendment

GSA contract notification

GSA contract requirement

GSA Schedule update

HR Attorney

HR Educational Seminars

Human Resources Association

| can't remember

| do not recall

| do not remember specifically

| don't remember (2)

| really do not remember how we learned about it, | guess it was publically talked about in the media?
Immigration Attorney

Information came from our state agency (Missouri Department of Health & Senior Services)
Information from General Contractor we wished to do business with.
information from the Governor's Office

information from the State of Missouri

Information from those we have contract with
Information gleaned at conferences and attorney
Information in Subcontract Agreement
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Information provided in our JOBZ contract

Information related to our Federal Contract

Information sent by State of Indiana

Information sent out by State of Colorado

Information stated in our government contract
Information that came with our contract

Informational sessions that was presented by Federal representatives at the University of Hawaii
ITAR Attorney

Knew the law was changing soon and we Googled how to verify an employee
Labor Attorney's firm bulletin

Language in our contract

Lawyer

Legal guidance

Letter from Federal Contract Owner

Letter from state of RI

Link provided by organization with which we have a contract
Listed as a State requirement

Local Agency

Local County Government

Local Federal Housing Authority

Local law enforcement required me to do so for contract
Management Resources Association

MBA Education

MO Department of Revenue

MO State Food Program

MS State Personnel Board

News Article

Newspaper (2)

NISH program

Notification from state agency

Notified by Federal department holding contract

Office of Personnel Management

One of our providers notified us.

Our accountant

Our attorney(2)

Our business clients required E-Verify

Our lawyer

Past work experience

Payroll processor

Prime Contractor on Federal Contract

Prime contractor requirement

Read the contract that said we needed to E-Verify
Reading the new Alabama law

Received a contract with the E-Verify clause called out.
Received an email with 'legal’ updates
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Request for proposal

Required as part of government contract

required by a sub-contract we were awarded

required for city bid

Required under Government contract

Requirement of contract

Sandia National Labs website

SHRM

Specified in Contract

Specified in federal/state bid solicitation

Specified in government contract modification

State and Local government grant

State Contract Requirement

State Employment Office

State Government office

State Human Resources Office

State Law information

State law passed - we are quasi state.

State law purchasing requirements

State of Arizona sent a letter

State of CO staff-contractor

State of Florida Bid Advertisement - Request for Proposal
State of GA asked for me to be a test pilot location for TCSG
State of Georgia Contract Requirement

State of Missouri

State required all public employers to participate

State website

Terms of our business loan require it, the bank informed us when we applied for the loan
The City that we work in sent a letter,

The first requirement came through a customer contract.
The requirement was written into our contract for local funding
The requirements for a job site/ learned in contract

The state funder

Through a Federal Grant we received

Through contracts.

Through GSA Registration Process

Thru federal grant contracts

U.S. Forest Service contracts that | bid.

Unfortunately | do not remember where | got started but it was possibly an email
United States Senate Employment Office

Unknown

US Dept of Transportation (grantor)

US Forest Service (2)

Used it at my other job

Was notified that it would be a contractual requirement and had the option to initiate participation
voluntarily before it was actually required
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We are a state agency - Office of Personnel Management notified us
We were subcontractors - General Contractor Required it.
Went to your website to read requirements
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Q2. Why did your company sign up for E-Verify?
Alabama's Stupid New Immigration Law

All TIMCO divisions were required to participate in the DHS/SSA Database Pilot Program per our
Parent Company

As far as | could remember it was a voluntary pilot program and we felt it was important to do
everything possible to streamline and automate our processes.

At one time we were subcontracting to some fellows from Bosnia. We wanted to be sure they were on
the right side. Also immigrant seem to be the future of trucking.

Began as required by Arizona and then expanded to use nationally
Belief that it would soon be a requirement
Believed all employers were required to use E-Verify

Believed it was going to be mandated in the future and potential that our company could take on federal
contracts at some point

Believed it would be required by gov. contracts soon and wanted to be ready

Believed more efficient than I-9 alone

Best efforts to comply w/laws

By a non-citizen employee who needed to renew his work permit

By request of our employee who needed to have our company register

City of Murrieta required it for business license renewals for our Massage Therapists
Company was part of the pilot program.

Complete and thorough way to make sure we are compliant overall

Compliance

Corporate Office signed an IMAGE agreement and participation in Basic Pilot was a requirement
Corporate office suggested this site

Decision was made before | started my position

Don't know

EEO audit necessitated

Employee was required to be employed by a company that used e-verify. So to hire him - we signed up.
Employee with OPT status required it

FAR clause

FedEx Ground required it to continue business relationship

FedEx required

Felt it was the best way to verify and made since to do so

For an RFP that required it

For my technician to extend her practical training

General Contractor required it

General Contractor wanted everyone on the job site checked.

H1 Visa employee

H1B candidates

Have been using SSN On-Line verification but this is more through and protects us better
Help to keep illegals from getting jobs or wanting to be here illegally

Hired OPT

HQ required all offices to comply

| am part of federal government

| believe it was because it is required by the state but not sure if they committed before it was required.
| do not know
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| felt more confident in making hires - that they were legitimate.
| thought it is required

| thought it was mandatory

| thought it was mandatory.

| thought we were supposed to.

| was not here when company signed up for E-verify

| wasn't here when we enrolled, so this is my best guess.

I'm a FedEx contractor and they require that we do it.

I’'m not sure

In addition to verification process, this site was recommended for use by a grantor of our not-for-profit
organization

In anticipation of federal government contracts
In case of employees filing for OPT STEM extension
Interns on OPT are required to submit E-verify number to their schools for | 20 form authorizing work

It is my understanding that all employers will be required to use E-Verify. | verify all new employees
social security numbers and E-Verify does this for me.

It was a contractual obligation.
It was easier to verify through E-Verify than to do SSA verification alone
It was encouraged by our employment attorney

It was our understanding that we were required, however, it turned out we are not, but decided to
continue using it anyway to be consistent.

It's a good tool.

It's the right thing to do

Just thought it was the right thing to do

Knew it would be included in future contracts

Knew it would be required before long. We decided to stay 'ahead' of the game.
Local University uses E-Verify and requires us to for hiring of students to work for us
Mandated by Governor of Missouri for all state agencies

Mentioned by an employee

Municipality

My payroll company recommended | do so

Needed to verify a work visa

New hire could only work for an employer who participated with E-Verify. And we figured it would be
beneficial for the business in the future.

Newport News Northrop Grumman requirements

Not really sure the reasoning behind it, but it is very useful.

NRC recommendation as part of unescorted access authorization at nuclear power plant
Option for South Carolina Immigration Act

Our clients are required to do so by law so we needed to do so also

Our corp. was using when | was hired in HR

Our Gaming Commission suggested we use this

Parent company highly suggested that we do sign up.

Per Labor Attorney Request

Possible law in Fremont, NE

Potential for contract business requiring participation

Potential government business we may acquire, so decided to start using it
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Previous use of E-Verify

Previously done by our Corporate office, but now done in each branch office.
Recommended at an HR Seminar

Required by Franchisor

Required by our FL Governor

Required by potential employee(s) for OPT visa

Required by state law

Required for GSA Contractors

Required to hire folks on optional practical training (a status given for F-1 visa, after they finish their
Masters)

Required to receive grant money

Required to sign up for an employee's OPT visa extension.

Required to use E-verify since we have OPT associates

Seemed like the right thing to do (I am a home employer)

SEVIS OPT application asks for E-verify acct

Simply to be sure and doing the best we can on backgrounds before we hire someone.

Since we are national and several states required, decided to implement co. wide versus wait on state
requirements.

Some of our programs within our State department have federal contracts with the clause requiring use
of E-verify

State of Alabama will soon require

State requires private employers to e-verify. We are local govt but thought it would be a good idea to e-
verify.

STEM

Tax incentive

Thought it was now required by all employers not just contractors

Thought it would be more effective and efficient

To do our part in compliance for local gov. law.

To enable us to better manage our process

To ensure that illegal immigrants are never hired since we believe that illegal immigration is ruining our
country and since the Federal Govt is not enforcing the laws.

To file a green card application for an employee

To insure we didn't employee illegals

To satisfy an employee's request

To satisfy an employee's request

To understand first-hand how it is to used and help clients use it at their companies.
To verify worker's authorization to legally work

Training grant requirement

UK

University

Unknown

Wanted to be sure we were legal and could make wiser choices.
wanted to make sure our new employees are who they said they were
wanted to make sure the SSN's provided to us were correct

Wanted to put into place prior to it being required

Was checking social security numbers with the SSA anyway so thought it would be more thorough
checking it through E-Verify
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Was necessary for some grants
We are a state govt agency

We are now required to as a federal contractor, but initially it helped our employees on optional
practical training F visa extend their OPT time

We believe in complying with the immigration laws of our country.
We had an employee that needed us to participate
We have one location that it is mandatory so we made it companywide.

We knew that correctly following I-9 instructions would not ferret out bogus documentation and we
would still be hiring illegals.

We knew we would be required soon
We thought it was required.
We were hiring lots of people weekly and doing verifications with the SS office by letter
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Q3b. Why do you say that? (If your company was no longer required to use E-Verify, those not
too likely or not at all likely to continue to use it)

99.9% of the people in our area that perform the work we do are US citizens.
Added expense with little or no value.

Added layer of effort

Additional extra work and administrative processes.

Additional work load and papers to be filed

Adds one more task to the hiring process and | am a one person department. Also prevent us from
starting a new employee unless i am in the office for the 3 day processing requirement

All employees are required to complete the 1-9 form and provide identification. Through the Social
Security Administration we have only had one Social Security number come back and it was because a
number was transposed not because the person was not approved to work in the United States.

All my employees require high level security clearances, and are required to be US Citizens. Since alll
my candidates already have clearances, | already know they are US citizens.

All of our employees require government clearances so their citizenship and right to work in the US is
verified through that process.

All our employees belong to a union and must carry a union card, must be legal residents
Almost our entire employee population has a security clearance - it is just additional work for us.
Already using I-9 to verify.

Although it is useful, its an extra step in the onboarding process

Am in an area and business that doesn't seem to have problems

An additional step; however, it is effective.

Another burden for this very small business to undertake

Another step that wastes time.

Any time you can reduce the amount of administrative expenses and workloads the better.

As payrolls shrink and job responsibilities grow this additional step requires a large up-front investment
of time (training on-site users and admins) for what is essentially a duplicative task.

Because every time | log on | have to invent a new password and then last time | had to do a really
obnoxious tutorial. | wanted to do a 3 minute task and it took me 30 minutes to go through all the red
tape. The idea is not bad, but the inconvenience is horrible.

Because | have only one employee.

Because if | still work for the company, and they decided not to use | would have to follow the company
policy

Because it does not accomplish anything.

Because it duplicates the 19 process

Because it is a hassle to get on. The password change complication.

Because it is not intuitive and it's difficult to use. Also most of the people we work with are
contractors/freelancers and we have very few actual employees.

Because it is not required. We don't often incorporate extra work into our processes unnecessarily
Because it is too labor intensive for just a simple task.

Because it makes verifying employment authorization easier and faster.

Because its a pain and we are a small nonprofit

Because it's a waste of my time!

Because it's just another government regulation

Because of the ease if use

Because of your stupid password requirements. You have stupid rules about what a password can
contain and then you make me change the password too often
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Because the illegal immigrants have more rights than the citizens of the USA. The illegals get more
money and the person trying to make a living is being discriminated against.

Because the people here are required to get DOE clearances so would not feel the need to use it.

Because the terms that we as employers must agree to are absurd. This is not a NAZI state but you
wouldn't know it after reading them.

Because they are other ways to capture illegals. Why do you have to verify U.S. citizens? If someone
can't provide the correct documentation then | could see E-Verify them, not everyone you hire. Look in
the school system and see the number of children that can't even speak our language or receive some
type of benefit (i.e. food stamps)and we are suppose accommodate

Because using E-verify is a requirement to our company by Federal Government, and our company
complies with the requirement, if the requirement is no longer required then | personally don't see the
reason to use it.

Because we already verify anyone's eligibility to work for us with our own in house procedures.

Because we are a very small company having less than 50 employees during our peak season, and
most are hired out of a local union hall or by word of mouth. We do not advertise for employees.

Because we would have no reason to do it

Believe 19 is sufficient.

Checks on the employee

Citizenship is not a priority when hiring

Concerned with the quality of information | will am receiving back from the system about new hires that
were entered in.

Constantly changing password etc.

Cumbersome, not reliable.

Does not give enough time to enroll new hire. 3 days is not long enough

Don't like to have to update training on it so often.

Duplication of the I-9 form. We should do one or the other. Not both.

Duplicative effort with background checks.

E verify seems to be a duplication of other state requirements and causes more administrative work.

Employment eligibility