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E x e c u t i v e  S u m m a r y  
In  2004,  the  Indust ry  T ra in ing  Author i ty  ( ITA)  approached BC ST A T S about  conduc t ing  a  survey to  assess  the  
ITA ’s  per formance concern ing  two s t ra teg ic  goa ls  iden t i f i ed  in  the  ITA ’s  2005/06 –  2007/08  Serv ice  P lan .   These 
two goa ls  are :  
 Ensure  h igh-qua l i t y  program s tandards  and h igh  leve ls  o f  c l ien t  sa t i s fac t ion  w i th  serv ice  p rov ided by  the  ITA.   
 Ensure  s takeho lder  awareness  o f  the  indust ry  t ra in ing  sys tem.   

 
F i rs t  conduc ted  in  2005,  2006 marks  the  second cyc le  o f  the  ITA Customer  Sat i s fac t ion  and  S takeho lder  
Awareness  Survey .   The  2005 cyc le  estab l i shed base l ine  leve ls  fo r  bo th  customer  sa t i s fac t ion  and s takeho lder  
awareness  by  ca lcu la t ing  a  Cus tomer  Sat is fac t ion  Index  (CSI )  and  a  S takeho lder  Awareness  Index  (SAI ) .   Wh i le  
p rov id ing cur rent  measurements  o f  customer  sa t i s fac t ion  and s takeho lder  awareness ,  2006 resu l ts  a lso  serve to  
assess  the  ITA ’s  p rogress  f rom 2005 in  these  two aspec ts .  
 
On beha l f  o f  bo th  BC ST A T S  and the  ITA,  eNGR Research  Group conducted over  2 ,600  te lephone in terv iews in  
March  2006.   Respondents  inc luded 1 ,543  appren t ices ,  902  employers ,  47  indus t ry  assoc ia t ion  represen ta t i ves ,  
92  t ra in ing ins t i tu t ions  represen ta t i ves ,  and 26 un ion  representa t i ves ,  w i th  d i f fe ren t  surveys  admin is tered  to  each  
g roup .   Respondents  f rom a l l  g roups  genera ted  the SAI  scores,  wh i le  the  CSI  used responses  f rom on ly  
apprent i ces ,  employers ,  and  indus t ry  assoc ia t ion  representa t i ves .   Ca lcu la t ions  o f  the  CSI  and SAI  scores  used 
we igh t ing  to  re f lec t  the  pos i t ion  o f  appren t i ces and  employers  as  the  two ma in  customer  groups o f  the  ITA.  

T a b l e  1 :  S a m p l e  d e s c r i p t i o n  a n d  m a r g i n s  o f  e r r o r  f o r  a l l  g r o u p s .  

 
Populat ion  Target  Sample  (n)  Marg in  of  error  

Apprent i ces  23 ,586  1 ,500  1 ,543  ±  2 .4% 
Employers  8 ,240  900  902  ±  3 .1% 
Indust ry  Assoc ia t ions  105  70  47  ±10.7% 
Tra in ing  Ins t i tu t ions  144  130  92  ±  6 .2% 
Un ions  48  40  26  ±  13 .1% 
 
Some d i f fe rences  ex is t  be tween the  2005 and 2006 cyc les  o f  the  ITA Cus tomer  Sa t i s fac t ion  and  S takeho lder  
Awareness  Survey .   In  2005,  responses  f rom a l l  ques t ions generated  the CSI  and SAI  scores .   In  con t ras t ,  the  
2006 survey  i s  compr ised  o f  two components .   The  f i r s t  component  i s  overa l l  key  ques t ions  used to  ca lcu la te  CSI  
and  SAI  scores .   Th is  component  shou ld  remain  cons tan t  th rough subsequent  survey i te ra t ions to  ma in ta in  year -
to-year  comparab i l i t y  o f  index  scores.   The second component  cons is ts  o f  management  in format ion  quest ions  that  
a re  ma l leab le  in  bo th  number  and con tent  to  be t te r  su i t  the  in format ion needs  o f  the  ITA.    

Key Findings – Customer Satisfaction 
The resu l ts  o f  the  2006 ITA Cus tomer  Sat i s fac t ion  and  S takeho lder  Awareness  Survey  sugges t  tha t  the  ITA has  
improved i t s  leve ls  o f  customer  sa t i s fac t ion  s ince  2005.   Wi th  a  CSI  o f  62 in  2005,  the  ITA se t  a  goa l  o f  68  fo r  
2006.   Bu t  h igher  sa t i s fac t ion  scores  among apprent i ces ,  employers ,  and  indus t ry  assoc ia t ion  representa t i ves  
y ie lded a  CSI  o f  81 in  2006,  fa r  surpass ing  the  goa l  es tab l i shed  by  the ITA.   Appren t i ces genera ted  the  h ighes t  
sa t i s fac t ion  scores in  bo th  2005 and  2006,  bu t  indust ry  assoc ia t ion  representa t i ves  exh ib i ted  the  g rea tes t  year  
over  year  improvement .   Among the  components  used  to  genera te  CSI  scores ,  the  qua l i ty  o f  cus tomer  serv ice  
p rov ided by  the  ITA y ie lded  the  lowest  sa t i s fac t ion  leve ls  among apprent i ces ,  employers ,  and  indus t ry  assoc ia t ion  
representa t i ves .    
 
Be tween 2005 and  2006,  the  CSI  score  for  appren t ices  increased 11 po in ts  to  89.   In  2006,  approx imate ly  n ine  in  
ten  appren t i ces  expressed sa t i s fac t ion  w i th  the i r  techn ica l  and workp lace  t ra in ing  exper iences .   Appren t i ces  were 
par t i cu lar l y  sa t i s f ied  w i th :  

•  the  qua l i t y  o f  ins t ruc t ion  
•  the  he lp fu lness  o f  ins t ruc to rs  
•  the  sk i l l s  taught  on  the  job  
•  the  use fu lness  o f  sk i l l s  and  knowledge learned through techn ica l  t ra in ing  
•  the  oppor tun i ty  to  be re leased by  employers  to  a t tend  techn ica l  t ra in ing  
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E x e c u t i v e  S u m m a r y  
Whi le  sa t i s fac t ion  among employers  d id  not  reach  leve ls  exh ib i ted  by apprent i ces ,  employers  exh ib i ted a  grea ter  
degree o f  improvement  as  the i r  CSI  rose  f rom 59  in  2005 to  80  in  2006.   Approx imate ly  85% o f  emp loyers  
expressed sat i s fac t ion  w i th  the i r  exper iences  as  sponsors  and  w i th  the  techn ica l  t ra in ing  prov ided to  the i r  
apprent i ces .    Fur thermore ,  emp loyers  appear  par t icu la r l y  sa t i s f ied  w i th  the  con t r ibu t ions o f  appren t i ces  to  the i r  
bus inesses .   Of  a l l  emp loyers  surveyed,  97% fee l  appren t i ces make a  pos i t i ve  con t r ibu t ion  to  the i r  bus iness ,  and  
a lmos t  th ree-quar ters  be l ieve  th is  pos i t i ve  con t r ibu t ion  i s  f inanc ia l  dur ing  the second or  th i rd  years  o f  the  
p rogram.    
 
Wi th  a  CSI  o f  68  in  2006,  indus t ry  assoc ia t ion  representa t i ves  exh ib i t  the  lowes t  leve ls  o f  cus tomer  sat i s fac t ion  
among the  three groups  surveyed.   However ,  i t  i s  impor tan t  to  no te  the improvement  in  cus tomer  sa t i s fac t ion  for  
indus t ry  assoc ia t ion  representa t i ves  f rom 2005 to  2006.   For  example ,  63% o f  indust ry  assoc ia t ion  
representa t i ves  expressed sa t i s fac t ion  w i th  the  qua l i t y  o f  serv ice  prov ided  by the  ITA in  2006,  up  f rom 29% in  
2005.    
 
Mos t  employers  (58%)  and  indus t ry  assoc ia t ion  represen ta t i ves  (67%)  be l ieve  i t  i s  d i f f i cu l t  to  f ind  appren t i ces.   
These  low scores become more re levan t  when cons ider ing  that  a lmos t  ha l f  o f  a l l  emp loyers  and  indust ry  
assoc ia t ion  representa t i ves  ra ted  the  ease  o f  f ind ing  apprent i ces  as  the most  impor tan t  aspec t  o f  be ing  a  
sponsor .  
 
F ina l l y ,  though no t  used in  CSI  ca lcu la t ions ,  less  than  ha l f  o f  the  representa t i ves  f rom t ra in ing  ins t i tu t ions  and  
un ions expressed sat i s fac t ion  w i th  the  cus tomer  serv ice  prov ided by  the  ITA.  

Key Findings – Stakeholder Awareness 
In  con t ras t  to  the  s ign i f i can t  inc rease in  cus tomer  sa t i s fac t ion  f rom las t  year ,  2006 resu l ts  show a s l igh t  decrease 
in  s takeho lder  awareness f rom 2005 as measured by  the SAI .   A  SAI  o f  81  in  2005 led the  ITA to  se t  the  goa l  o f  
ma in ta in ing  th is  leve l  o f  s takeho lder  awareness  in  2006.   Bu t  the  overa l l  2006  SAI  o f  78 among a l l  g roups  –  
apprent i ces ,  employers ,  indus t ry  assoc ia t ion  representa t i ves ,  t ra in ing ins t i tu t ions ,  and  un ions  –  fe l l  j us t  shy  o f  
th is  ta rge t .    
 
Lower  leve ls  o f  s takeho lder  awareness among appren t i ces and  employers  drove  the  overa l l  decrease  in  SAI .   
Wh i le  t ra in ing  ins t i tu t ions (94) ,  indust ry  assoc ia t ions  (89) ,  and un ions  (81)  a l l  had SAIs  above  the  overa l l  SAI  o f  
78 ,  appren t i ces  and  employers  had SAIs  o f  76  and 69  respect i ve ly .   
 
Employers  and  apprent i ces  are  par t i cu la r l y  unaware o f  the ITA ’s  ro le  and  mandate  and how to  ge t  in fo rmat ion  
about  the  ITA and  i t s  programs.    Less  than  seven in  ten  employers  and apprent i ces  are  aware  o f  the  ro le  and  
mandate  o f  the  ITA,  compared  to  an  average  o f  n ine in  ten  indust ry  assoc ia t ion  represen ta t i ves ,  t ra in ing 
ins t i tu t ion  representa t i ves  and un ion  representa t i ves .   Fur thermore ,  on ly  61% o f  employers  and 69% o f  
apprent i ces  know how to  ge t  in format ion  about  the  ITA.   When asked to  iden t i f y  where  they  ob ta in  the i r  
in format ion  concern ing  the  ITA,  the  ma jo r i t y  o f  s takeho lders  iden t i f ied  the ITA webs i te  as  the most  t yp ica l  source .  
 
A l l  s takeho lder  g roups  are  aware  o f  the i r  ro les  and respons ib i l i t ies  in  the  indus t ry  t ra in ing  sys tem,  w i th  indust ry  
assoc ia t ion  representa t i ves  a t  83% exh ib i t ing  the  leas t  amount  o f  awareness among a l l  f i ve  groups .   Par t i cu lar l y  
encourag ing i s  that  on ly  7% o f  appren t ices  are  unaware o f  the  requ i rements  fo r  comple t ing  the i r  indus t ry  t ra in ing  
p rogram.    
 
Though appren t ices and employers  expressed overa l l  awareness  o f  the i r  ro les  and respons ib i l i t i es ,  on ly  68% o f  
apprent i ces  and  less  than  ha l f  o f  employers  surveyed expressed awareness  o f  the  recen t  changes  to  t rack ing  and 
repor t ing  o f  work-based hours .   Lower  leve ls  o f  awareness  in  both  groups  concern ing  recen t  changes  are  
par t i cu lar l y  re levant  when cons ider ing  tha t  both  employers  and  apprent i ces  suggested improved ITA 
communicat ion  and  in format ion  prov is ion  when asked what  the ITA cou ld  do to  ensure tha t  apprent i ces  and 
employers  unders tand  the i r  ro les  and  respons ib i l i t i es .  
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E x e c u t i v e  S u m m a r y  
T a b l e  2 :  C u s t o m e r  S a t i s f a c t i o n  I n d e x  ( C S I )  a n d  S t a k e h o l d e r  A w a r e n e s s  I n d e x  ( S A I )  s c o r e s  f o r  a l l  g r o u p s  i n  2 0 0 5  a n d  2 0 0 6 .  

Customer  Sat isfact ion Index (CSI )  Stakeholder  Awareness Index (SAI)  
Target  
Group 

2005 Marg in  of  
Error  2006 Marg in  of  

er ror  2005 Marg in  of  
Error  2006 Marg in  of  

er ror  

Apprent i ces  78  ±  1 .7% 89  ±  2 .4% 87  ±  1 .7% 76  ±  2 .4% 

Employers  59  ±  2 .3% 80  ±  3 .1% 87  ±  2 .3% 69  ±  3 .1% 

Indust ry  
Assoc ia t ions 36  ±8.0% 68  ±10.7% 78  ±8.0% 89  ±10.7% 

Tra in ing  
Ins t i tu t ions  n /a  n /a  n /a  n /a  73  ±  8 .6% 94  ±  6 .2% 

Un ions  n /a  n /a  n /a  n /a  59  ±  9 .7% 81  ±  13 .1% 

OVERALL 62  ±  1 .3% 81  ±  1 .9% 81  ±  1 .3% 78  ±  1 .8% 

Key Findings – Industry Training Organization (ITO) Profiles 
As par t  o f  i t s  mandate  to  expand and  improve indust ry  t ra in ing ,  the  ITA determined tha t  Indus t ry  T ra in ing  
Organ iza t ions  ( ITOs)  w i l l  each  take respons ib i l i t y  fo r  indus t ry  t ra in ing w i th in  a  par t i cu lar  sec tor  in  Br i t ish  
Co lumbia .   The  2006 vers ion  o f  the  ITA Cus tomer  Sat is fac t ion  and  Stakeho lder  Awareness  Survey  marks  the  
in i t ia t ion  o f  da ta  co l lec t ion  by  ITO.   Cus tomer  sat is fac t ion  and  s takeho lder  awareness  were measured  for  each o f  
the  f i ve  ex is t ing  or  proposed ITOs:  the  Automot ive  Indus t ry  T ra in ing  Assoc ia t ion  (A ITA) ,  the  Hor t  Educat ion  BC 
(HEBC) ,  the  Res iden t ia l  Const ruc t ion  Indust ry  T ra in ing  Organ iza t ion (RCITO) ,  the indus t r ia l -commerc ia l -
ins t i tu t iona l  sec tor  ( IC I  Cons t ruc t ion  ITO) ,  and the  Hosp i ta l i t y  and  Tour ism sec tor  (H  & T) . 1  I t  shou ld  be  noted 
tha t  ITOs are  in  the  ear ly  s tages o f  operat ion,  and  th is  year ’s  survey resu l ts  are  no t  in tended to  eva lua te  the i r  
per formance.  Rather ,  the  purpose govern ing  the presen ta t ion  o f  resu l ts  by  ITO is  to  es tab l i sh  base l ine  measures  
o f  management  in format ion  tha t  each ITO can  use  to  measure i ts  p rogress in  subsequent  survey i te ra t ions .  
 
Wh i le  p rov id ing  in format ion  spec i f i c  to  each  ITO,  data  resu l ts  produce severa l  cons is ten t  t rends  across  a l l  ITOs.   
Apprent i ces  a re  genera l l y  sa t i s f ied  w i th  the i r  techn ica l  t ra in ing  and  workp lace t ra in ing  exper iences .   Wi th  respec t  
to  techn ica l  t ra in ing ,  the  qua l i t y  o f  ins t ruc t ion  and  he lp fu lness o f  ins t ructors  p roduce par t icu la r l y  h igh  sa t i s fac t ion  
scores.   Meanwhi le ,  appren t ices a lso  p roduced cons is ten t l y  h igh  sa t i s fac t ion  leve ls  fo r  the  sk i l l s  taught  on  the  
job ,  the aspec t  o f  the  workp lace  t ra in ing  exper ience  ra ted  as mos t  impor tan t  by  apprent i ces  across  a l l  ITOs.   Bu t  
wh i le  sa t i s f ied  w i th  the techn ica l  and workp lace  t ra in ing exper iences ,  appren t i ces  expressed re la t i ve ly  lower  
leve ls  o f  sa t is fac t ion  regard ing  the  prov is ion  o f  in format ion  on  how to  ge t  serv ices  f rom the  ITA,  an aspec t  
deemed impor tan t  by  appren t i ces across  a l l  ITOs.  
 
A l l  emp loyers  s ta ted  the i r  sa t i s fac t ion  w i th  the i r  exper iences as sponsors .   Fur thermore ,  employers  across  a l l  
ITOs except  RCITO expressed h igh  leve ls  o f  sa t i s fac t ion  w i th  the  techn ica l  t ra in ing appren t i ces  rece ive .   
However ,  wh i le  a l l  emp loyers  be l ieve  tha t  appren t i ces  make a  pos i t i ve  con t r ibu t ion to  employers ’  bus inesses ,  they  
a lso  fee l  i t  i s  d i f f i cu l t  to  f ind  apprent i ces .  
 
Across a l l  ITOs,  both  apprent i ces  and employers  are  aware o f  the i r  respect i ve  ro les  and respons ib i l i t i es  in  the  BC 
indus t ry  t ra in ing  sys tem.   However ,  bo th  appren t ices  and employers  a re  less  l i ke ly  to  be  aware  o f  recent  changes  
to  the  t rack ing  and  repor t ing  o f  work-based t ra in ing.  Wi th  the  excep t ion  o f  RCITO employers ,  apprent ices  and  
employers  f rom a l l  ITOs are  re la t i ve ly  unaware  o f  the  ITA ’s  ro le  and mandate .   In  par t i cu la r ,  many  appren t i ces 
and  employers  appear  unaware  o f  the  ITA in i t ia t i ve  to  es tab l i sh  Indust ry  T ra in ing  Organ iza t ions ( ITOs) .  
                                                                 
1 A t  t h e  t i m e  o f  t h e  s u r v e y ,  t h e  H o s p i t a l i t y  a n d  T o u r i s m  I T O  ( H & T )  a n d  t h e  i n d u s t r i a l - c o m m e r c i a l - i n s t i t u t i o n a l  I T O  ( I C I )  w e r e  s t i l l  i n  t h e  
p r o p o s a l  s t a g e ,  y e t  t o  b e  s a n c t i o n e d  a s  I T O s  b y  t h e  I T A .  
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Introduction 
Estab l i shed  in  January  2004,  the Indust ry  T ra in ing 
Author i t y  ( ITA)  governs and  deve lops  B .C. ’s  indus t ry  
t ra in ing  sys tem wi th in  a  f r amework  o f  s t rong  indust ry  
leadersh ip .  I t  s t r i ves  to  crea te  greater  f lex ib i l i t y  and  
accountab i l i t y  w i th in  the sys tem,  and  to  bet ter  a l ign  
t ra in ing outcomes w i th  labour  marke t  needs.    
 
The ITA ’s  2005/06  –  2007/08  Serv ice  P lan 2 i den t i f ies  
inc reas ing cus tomer  serv ice  sa t i s fac t ion  and  ensur ing  
s takeho lder  awareness  o f  and engagement  in  the ongo ing  
deve lopment  o f  the  t ra in ing  sys tem as two goa ls  
con ta ined w i th in  i t s  S t ra teg ic  Imperat i ve  2  –  Ensure h igh 
qual i ty  indust ry  t ra in ing .   
 
Based on  the resu l ts  o f  the  2006 ITA Cus tomer  
Sat i s fac t ion  and  S takeho lder  Awareness  Survey ,  th is  
repor t  ou t l ines  the  progress  made by the  ITA on these  
two goa ls  and  prov ides  da ta  to  he lp  gauge where 
per formance is  s t rong,  and  where cus tomer  sa t i s fac t ion  
and  s takeho lder  awareness  can  be  improved.    
 
Cus tomer  Sat i s fac t ion  i s  an  impor tan t  e lement  o f  the  Indus t ry  T ra in ing Author i t y  ( ITA)  goa l  to  ensure qua l i t y  
indus t ry  t ra in ing .  In  2005,  the ITA es tab l i shed a  base l ine  for  i t s  cus tomer  sat is fac t ion  index  to  mon i tor  p rogress  
w i th in  th is  e lement .  

S takeho lder  Awareness  i s  a  key measure o f  the  ITA ’s  
p rogress  towards e f fec t i ve ly  imp lement ing  communica t ion 
s t ra teg ies  des igned to  ach ieve  respons ive ,  e f f i c ient ,  and  
accountab le  management  sys tems and processes .  Dur ing  
2005/06,  severa l  in i t ia t i ves  were  under taken to  improve  
s takeho lders ’  –  tha t  i s ,  appren t i ces,  employers ,  indus t ry  
assoc ia t ions ,  t ra in ing  ins t i tu t ions ,  un ions  –  awareness  o f  
p rograms,  po l i c ies ,  in format ion,  and  serv ices  that  prov ide  
a f fordab le  access  to  qua l i t y  and  respons ive  indus t ry  
t ra in ing for  Br i t i sh  Co lumbians .   

About the Survey 
The 2006 survey  fo l lows on  the  2005 survey,  conduc ted  in  
June and Ju ly  2005.   The  2005 survey  iden t i f i ed  base l ine  
index  scores  for  cus tomer  sa t i s fac t ion  and  s takeho lder  
awareness  and  estab l i shed  a  s tar t ing  po in t  fo r  measur ing  
the  fu tu re  impac t  and progress o f  ITA goa ls  and 
s t ra teg ies .    
 
The 2006 ITA Cus tomer  Sat i s fac t ion  and  S takeho lder  
Awareness  Survey  co l lec ted  op in ions  f rom more  than  
2 ,600  apprent i ces ,  employers ,  indus t ry  assoc ia t ions ,  
t ra in ing ins t i tu t ions,  and  un ions .

                                                                 
2 U p d a t e d  a s  o f  S e p t e m b e r  2 0 0 5 .  

The ITA’s  new (2006/07 –  2008/09)  Serv ice  P lan  
lays out  5  goals  to  improve qual i ty  and ensure 
demand-dr iven  indust ry  t ra in ing  that  meets  the 
needs of  employers and apprent ices:  

1 .  Ex pand  i ndus t r y  t r a i n i ng  pa r t i c i pa t i on  on  the  pa r t  
o f  bo th  app ren t i c es /emp loye r  and  
emp loy e rs /s pons o rs ;  

2 .  Prov ide  t he  i n f r as t r uc tu re  –  p r ima r i l y  i n  t he  f o rm  
o f  e f f ec t i v e  ITOs  –  t ha t  w i l l  ass u re  e f f ec t i v e  
l eade rs h ip  o f  i ndus t r y  t r a i n i ng  by  i ndus t r y  i t s e l f ;  

3 .  Imp lemen t  a  f i nanc ia l  and  acc oun tab i l i t y  
f r amework  ensu r i ng  e f f i c i en t  us e  o f  f und ing  on  t he  
pa r t  o f  t r a i n i ng  p rov ide rs ;  

4 .  Ens u re  h i gh -qua l i t y  p rograms  s tanda rds  and  h igh  
l ev e ls  o f  c l i en t  s a t i s f ac t i on  w i t h  s e rv i c e  p rov ided  
by  t he  ITA ;  and ,  

5 .  Ens u re  s tak eho lde r  awareness  o f  t he  i ndus t r y  
t r a i n i ng  sys tem and  i nc rease  i n ten t  t o  pa r t i c i pa te  
by  t a rge t  g roups ,  t h rough  c ommun ic a t i ons  and  
mark e t i ng .  

Core  program areas  and serv ices  prov ided by  
the  ITA –  f rom a customer  perspect ive  –  
include:  

•  Rev iew ing  and  app rov ing  new  t r a i n i ng  p rog rams  
and  c reden t i a l s ;  

•  Coord ina t i ng  p rog ram imp lemen ta t i on  and  de l i v e ry  
( i nc l ud ing  accoun tab i l i t y - bas ed  f und ing  f o r  pub l i c  
and  p r i v a te  t ra i n i ng  p rov ide r s ) ;  

•  Main ta in i ng  p rog ram s tanda rds ,  i nc l ud ing  
ov e rs i gh t  o f  cu r r i c u lum deve lopmen t  and  app rov a l  
o f  ev a lua t i on  too l s ;   

•  Track ing  o f  app ren t i c e /emp loy e r  p rog res s  aga ins t  
c omp le t i on  requ i remen ts  and  i ss u ing  c e r t i f i c a tes ;  

•  Prov id i ng  oppo r tun i t i es  f o r  c e r t i f i c a t i on  bas ed  on  
c ha l l enge  ex ams ;  

•  Dev e lop ing ,  adm in i s t e r i ng  and  f und ing  p rog rams  
fo r  s ec onda ry  sc hoo l  s tuden ts ;  

•  Promo t i ng  i ndus t r y  c a reers ;  and ,  
•  Fu l f i l l i ng  BC ’s  res pons ib i l i t i es  as  a  pa r t i c ipan t  i n  

t he  Red  Sea l  i n t e r -p rov inc i a l  p rog ram.  
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I n t r o d u c t i o n  
In  consu l ta t ion  w i th  the  ITA,  BC ST A T S  des igned the  2006 survey  ins t rument  to  ensure  tha t  the survey  addressed 
re levan t  and  t ime ly  management  top ics  bu t  d id  not  compromise  the  in tegr i t y  o f  the  base l ine  scores .   The  s t ruc ture  
o f  2006 survey  cons is ts  o f  both  overa l l  o r  key  quest ions ,  as  we l l  as  management  in format ion  ques t ions.   As  
exp la ined  la te r ,  the  resu l ts  to  the overa l l  ques t ions are  used  to  ca lcu la te  the index scores,  and  thus  shou ld  
remain  w i th  each  i te ra t ion  o f  the  survey .   In  con t ras t ,  the  number  and  type  o f  management - re la ted  ques t ions can 
be  eas i l y  changed to  bet ter  su i t  the  in fo rmat ion  needs  o f  the  ITA.     
 
In  to ta l ,  70  ques t ions  were  used  to  rece ive  feedback  on  e ight  top ics  f rom ITA’s  cus tomers  and  s takeho lders .  The  
tab le  be low shows wh ich  s takeho lder  groups  were asked  about  each  o f  the  top ics :  

T a b l e  3 :  Q u e s t i o n  t o p i c s  i n  t h e  2 0 0 6  I T A  C u s t o m e r  S a t i s f a c t i o n  a n d  S t a k e h o l d e r  A w a r e n e s s  S u r v e y  p e r  s t a k e h o l d e r  g r o u p   

Top ic  Appren t ices  Employers  Indus t r y  
Assoc ia t ions  

T ra in ing  
Ins t i tu t ions  Un ions  

Sa t i s f ac t i on  w i t h  t ec hn ic a l  t r a i n i ng       

Sa t i s f ac t i on  w i t h  wo rk -bas ed  t r a i n i ng       

Sa t i s f ac t i on  w i t h  c us tomer  se rv i c e       

Sa t i s f ac t i on  w i t h  t he  ro l e  and  
res pons ib i l i t i es       

Awareness  o f  ITA       

Awareness  o f  Red  Sea l       

Awareness  o f  ITA  i n fo rma t i on  s ou rc es       

Sa t i s f ac t i on  w i t h  webs i t e       

 
On beha l f  o f  BC ST A T S and  the  ITA,  eNGR Research Group in  Vancouver  conduc ted the  survey  v ia  te lephone,  
f rom March 1  to  March 29,  2006.  As requ i red  under  Sec t ion 9  o f  the  Sta t i s t i cs  Ac t ,  RSBC 1996 ,  i nd iv idua l  
responses were kept  con f iden t ia l  by  BC ST A T S  and on ly  aggregated  da ta  were  prov ided  to  the ITA.   
 

Report Outline 
The survey da ta  resu l ts  are  presen ted  in  th ree  pro f i les ,  as  fo l lows :  

 Customer  Sat i s fac t ion   

 Stakeho lder  Awareness   

 ITO Pro f i l es
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I n t e r p r e t i n g  t h e  F i n d i n g s  

Interpreting the Findings 
When rev iew ing  the  resu l ts ,  i t  i s  impor tan t  to  be  aware o f  the  methods used  to  ca lcu la te  the  index  scores  for  
cus tomer  sat i s fac t ion  and s takeho lder  awareness ,  as  we l l  as  how to  in terpre t  the resu l ts  o f  the  management  
in format ion  ques t ions .     

 

How were the index scores calculated?  
In  2005,  the  Cus tomer  Sat i s fac t ion  Index  (CSI )  and  the  S takeho lder  
Awareness  Index  (SAI )  were es tab l i shed  as base l ine  index  scores .   Through 
these index  scores,  the  ITA can  measure i t s  per formance in  the areas  o f  
cus tomer  sat i s fac t ion  and s takeho lder  awareness .   
 
The 2006 CSI  score  was ca lcu la ted  us ing  the  resu l ts  genera ted  f rom 
te lephone surveys  conducted  among 1 ,543  appren t ices ,  902  employers ,  and  
47  indus t ry  assoc ia t ions  representa t i ves .   S im i la r l y ,  the  2006 SAI  scores 
were ca lcu la ted  us ing  the resu l ts  genera ted f rom the same number  o f  
apprent i ces ,  employers ,  and  indus t ry  assoc ia t ion  representa t i ves ,  as  we l l  as  
92  t ra in ing ins t i tu t ion  representa t i ves and  26  un ion representa t i ves .     
 
The 2006 CSI  and  SAI  index  scores  were ca lcu la ted based on  responses to  
overa l l  ques t ions  such  as,  “Overa l l ,  how sat i s f ied  are  you  w i th  the  customer  
serv ice  o f  the  ITA and/or  ITC?” 3,  and  “Overa l l  how sa t i s f ied  are  you  w i th  
your  techn ica l  t ra in ing?” .    
 
The resu l ts  fo r  the overa l l  quest ions were averaged to  crea te  a  score  for  
each  s takeho lder  group ,  wh ich  were  then  we igh ted  based on ass igned 
we igh t ings  (as  used to  ca lcu la te  the  2005 index  score) .  These we igh t ings  
re f lec t  the  no t ion tha t  appren t i ces and  employers  a re  the  ITA ’s  two  ma in  
cus tomer  groups  (see F igure  1  and F igure  2) .   These  we ighted group  scores  
were then  summed to  ca lcu la te  the  2006 index  score .  The resu l t ing  scores 
a re  based on a  range f rom 0  to  100 po in ts ,  where  0  represen ts  the  lowes t  
poss ib le  score  and  100  the  h ighes t .    
 
In  summary,  each  o f  the index  scores  accounts  fo r  spec i f i c  s takeho lders  and 
there fore  re f lec ts  the i r  perspec t i ves o f  cus tomer  sat i s fac t ion  and 
s takeho lder  awareness ,  respec t i ve ly .     

How were the data results interpreted? 
In  add i t ion  to  genera t ing  the  index  scores ,  the  ITA Cus tomer  Sat i s fac t ion  and  S takeho lder  Awareness Survey  was  
des igned to  p rov ide  feedback  to  management  on  the  e f fec t i veness  o f  s t ra teg ic  in i t ia t i ves  and  cur ren t  programs 
and serv ices .  More impor tan t l y ,  survey responses  f rom s takeho lders  w i l l  ass is t  the  ITA to  se t  fu ture  operat ing  
p r io r i t i es  and take cor rec t ive  ac t ion  where requ i red .    
 
In  the  Customer  Sa t i s fac t ion  pro f i l e ,  the  da ta  resu l ts  are  presented  for  each  s takeho lder  g roup  (Appren t i ces ,  
Employers ,  Indus t ry  Assoc ia t ions,  T ra in ing  Ins t i tu t ions ,  and Un ions)  based on  the i r  responses  to  the  cus tomer  
sa t i s fac t ion  ques t ions  in  the  survey .   Wi th in  each  top ic  (see Tab le  1) ,  respondents  iden t i f i ed  one aspec t  tha t  they  
be l ieve to  be most  impor tan t .  The  responses  to  these  impor tance  sca le  ques t ions ,  combined  w i th  those for  the  
sa t i s fac t ion  ques t ions ,  a l low for  a  bet te r  unders tand ing  o f  what  aspec ts  are  no t  on ly  in  need o f  more a t ten t ion ,  
bu t  a re  a lso  o f  the  g rea tes t  impor tance  to  the  s takeho lders .   Th is  feedback on  sa t i s fac t ion  and  impor tance  i s  

                                                                 
3 S i n c e  t h e  s u r v e y ’ s  a d m i n i s t r a t i o n  t h e  I T C  ( I n d u s t r y  T r a i n i n g  C e n t r e )  h a s  b e e n  r e n a m e d  t h e  I T A  C u s t o m e r  S e r v i c e  C e n t r e  a n d  i t  i s  
r e f e r r e d  t o  a s  s u c h  t h r o u g h o u t  t h e  r e p o r t .  

F i g u r e  1 :  W e i g h t i n g  f o r  
s t a k e h o l d e r  g r o u p s  t o  c a l c u l a t e  

C S I  s c o r e  

 

F i g u r e  2 :  W e i g h t i n g  f o r  s t a k e h o l d e r  
g r o u p s  t o  c a l c u l a t e  S A I  s c o r e  

 

2005   (Base l ine )  
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I n t e r p r e t i n g  t h e  F i n d i n g s  
d iscussed for  each o f  the  s takeho lder  g roups  and d isp layed in  a  two-d imens iona l  g r id  that  maps  each  g roup ’s  
overa l l  ra t ing  o f  sa t i s fac t ion  and  the impor tance for  each  o f  the respec t i ve  serv ice  and /or  top ic  areas.  
 
The S takeho lder  Awareness  p ro f i l e  presen ts  the data  resu l ts  generated f rom the  responses to  the s takeho lder  
awareness  ques t ions  in  the  survey.   In  add i t ion  to  d iscuss ing the  quant i ta t i ve  data  resu l ts ,  aggregated  resu l ts  fo r  
the  one open-ended ques t ion ,  “What  i s  the one  th ing  ITA cou ld  do  to  ensure  tha t  you  unders tand  your  ro le  and  
respons ib i l i t ies  as  an  apprent i ce?“  are  presented in  th is  p ro f i l e .   I t  shou ld  be  no ted  tha t  the  themat ic  con ten t  
ana lys is  fo r  the  open-ended survey ques t ion serves as  a  descr ip t i ve  too l  tha t  can  be  used in  con junct ion  w i th  the  
quant i ta t i ve  da ta .  Thus,  care  shou ld  be  taken  when genera l i z ing the qua l i ta t ive  resu l ts  to  the  s tudy popu la t ion .  
The absence o f  a  comment  does  no t  imp ly  tha t  a  par t i cu lar  theme is  i r re levan t  o r  not  app l i cab le .  
 
Thresholds for  Evaluat ion  
Each sect ion in  the  Customer  Sa t i s fac t ion ,  Stakeho lder  Awareness ,  and  ITO pro f i les  con ta ins  a  Data H igh l igh ts  
tex tbox .   Data  H igh l igh ts  iden t i f i es  a reas  where  ITA per formance i s  s t rong  and  requ i res  ma in tenance,  and  a reas  
where  ITA per fo rmance needs  improvement .   To  par t i t ion  the data  po in ts  in to  e i ther  o f  these  two areas,  
th resho lds  were es tab l i shed  by ca lcu la t ing  averages  and s tandard dev ia t ions on  the top  box  scores  ( those  who 
agreed/s t rong ly  agreed  or  those  who were sa t i s f ied /very  sa t i s f ied)  w i th in  each  sec t ion  o f  the  repor t .   The  
s tandard  dev ia t ion  expresses  how much,  on  average,  each  score  d i f fe rs  f rom the  average score .      
 
Thus,  in  the  Cus tomer  Sat i s fac t ion  p ro f i l e ,  averages  and s tandard dev ia t ions were  ca lcu la ted  for  each  s takeho lder  
g roup  (Appren t i ces ,  Employers ,  Indust ry  Assoc ia t ions ,  T ra in ing  Ins t i tu t ions,  and  Un ions  –  re fer  to  Tab le  4) .   The 
thresho ld  leve ls  were  set  p lus  and  minus  one  s tandard dev ia t ion  away f rom the  average.   Scores  tha t  fa l l  be tween 
the  es tab l i shed  th resho lds  a re  deemed to  be ‘accep tab le ’ .   Var iab les  wi th  scores  more  than one standard  
deviat ion below the average are  ident i f ied  as  areas  that  need improvement ,  whi le  var iab les wi th  scores 
more than one standard  deviat ion  above the  average are  ident i f ied  as  st rengths.    For  example ,  fo r  a  
s takeho lder  g roup  w i th  an  average  o f  80  and  a  s tandard  dev ia t ion  o f  10 ,  scores  be low 70 are  cons idered  as areas 
for  improvement  wh i le  scores  above  90 are  cons idered  as s t reng ths .   In  add i t ion ,  each var iab le  ident i f i ed  as  a  
s t reng th  or  as  an  a rea  to  improve w i l l  be  assessed based on the leve l  o f  impor tance g iven  to  tha t  va r iab le  where  
app l i cab le .   In  the  Cus tomer  Sa t i s fac t ion  pro f i le ,  the  Data  H igh l igh ts  tex tbox  d isp lays  on ly  va r iab les  that  meet  the 
thresho ld  requ i rement  and are  ra ted as impor tant  by  respondents .    

T a b l e  4 :  T h r e s h o l d s  u s e d  i n  t h e  C u s t o m e r  S a t i s f a c t i o n  P r o f i l e  b y  c u s t o m e r  g r o u p .  

 A reas  fo r  Improvement  Acceptab le  S t reng ths  

Appren t i c es  0  –  79  80  –  90  91  –  100  
Emp loy e rs  0  –  52  53  –  82  83  –  100  
I ndus t r y  Ass oc ia t i ons  0  –  35  36  –  59  60  –  100  
T ra in i ng  I ns t i t u t i ons  0  –  39  40  –  73  74  –  100  
Un ions  0  –  39  40  –  54  55  –  100  
 
Meanwhi le ,  in  the  S takeho lder  Awareness  pro f i le ,  averages  and s tandard  dev ia t ions were  ca lcu la ted  across  a l l  
s takeho lder  g roups  w i th in  each top ic  area (Awareness  o f  ITA,  Awareness  o f  Red Sea l ,  Awareness  o f  Ro les  and  
Respons ib i l i t i es ,  and  Awareness  o f  ITA in format ion Sources –  re fer  to  Tab le  5) .    Thresho ld  leve ls  were 
es tab l i shed in  the  same manner  as in  the Cus tomer  Sa t i s fac t ion  pro f i le ;  however ,  because there  are  no  
impor tance ra t ings,  so  var iab les  d isp layed  in  Data  H igh l igh ts  need to  meet  on ly  the  th resho ld  requ i rement .    

T a b l e  5 :  T h r e s h o l d s  u s e d  i n  t h e  S t a k e h o l d e r  A w a r e n e s s  P r o f i l e  b y  t o p i c  a r e a .  

 A reas  fo r  Improvement  Acceptab le  S t reng ths  

Awareness  o f  t he  ITA  0  –  64  65  –  87  88  –  100  
Awareness  o f  Red  Sea l  P rog rams  0  –  75  76  –  91  92  –  100  
Awareness  o f  Ro les  and  Respons ib i l i t i e s  0  –  65  66  –  95  96  –  100  
Awareness  o f  ITA  In fo rma t i on  Sou rc es  0  –  64  65  –  88  89  –  100  
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I n t e r p r e t i n g  t h e  F i n d i n g s  
For  the ITO pro f i l es ,  cus tomer  sa t i s fac t ion  da ta  h igh l igh ts  employ  the  th resho lds  used  in  the  Customer  
Sa t i s fac t ion  p ro f i l e  fo r  the  two s takeho lder  groups in  ques t ion  –  appren t i ces and  employers  ( re fer  to  Tab le  6 ) .   
However ,  the  s takeho lder  awareness  da ta  h igh l igh ts  w i th in  the ITO pro f i les  do  not  use  the thresho lds  es tab l i shed  
by  top ic  area.   Ins tead ,  the  thresho lds were es tab l i shed  by  ca lcu la t ing  averages  and  s tandard dev ia t ions  for  
apprent i ces  and  employers  across  a l l  s takeho lder  awareness  ques t ions .   Thus ,  these thresho lds are  fo rmu la ted 
based on the cus tomer  g roup ,  and  no t  the  s takeho lder  awareness  top ic  area.   

T a b l e  6 :  T h r e s h o l d s  u s e d  i n  t h e  I T O  P r o f i l e s  b y  t o p i c  a r e a  a n d  c u s t o m e r  g r o u p  

 A reas  fo r  Improvement  Acceptab le  S t reng ths  

CUSTOMER SA T ISFACTION SCORES    
•  Appren t i c es  0  –  79  80  –  90  91  –  100  
•  Emp loy e rs  0  –  52  53  –  82  83  –  100  
STAKEH OLDER AWAREN ESS SCORES    
•  Appren t i c es  0  –  73  74  –  89  90  –  100  
•  Emp loy e rs  0  –  55  56  –  77  78  –  100  
 
Regard ing the  es tab l i shed thresho lds ,  i t  i s  impor tan t  to  no te  tha t  d i f fe rences  in  th resho lds be tween customer  
g roups  and top ic  areas  w i l l  resu l t  in  d i f fe rent  in terpre ta t ions  o f  s im i la r  da ta  scores.   For  example ,  in  the  Cus tomer  
Sat i s fac t ion  Prof i le  sec t ion ,  a  score  o f  78  i s  in te rpre ted as  a  s t reng th  fo r  indus t ry  assoc ia t ions ,  t ra in ing  
ins t i tu t ions,  and  un ions ,  as  an acceptab le  score  for  employers ,  and  as  an  area  fo r  improvement  fo r  appren t i ces.   
These  d i f fe rences  in  th resho ld  scores  ex is t  because o f  the  methodo logy  employed  in  estab l i sh ing the  th resho lds.   
By  us ing p lus  and minus  one  s tandard dev ia t ion  f rom the  average  to  se t  the  th resho lds,  the  s t reng ths and  areas  
for  improvement  a re  iden t i f i ed  based on  the i r  re la t ive  pos i t ion  amongst  the  da ta  w i th in  each  cus tomer  g roup  
and /o r  top ic  a rea .    

Margins of Error 
For  each o f  the  s takeho lder  groups ,  
the  target  sample  was se t  based on  
an  accep tab le  marg in  o f  er ror  ( re fer  
to  Tab le  7) .  Th is  method  was  a lso  
used  to  se t  the  sub- targe ts  for  the  
ITOs w i th in  the  apprent i ce  and  
employer  groups .  To ach ieve  a  
sample  tha t  was  representa t i ve  o f  
the  popu la t ion ,  ta rge ts  were a lso  
se t  fo r  s ign i f ican t  p rograms o f  s tudy 
under  the appren t i ce  and  employer  
g roups ,  aga in  based on  an  
accep tab le  marg in  o f  er ror .    
 
In  bo th  o f  these  sub-ca tegor ies ,  
sample  targets  had  to  be  a l te red 
near  the  end o f  da ta  co l lec t ion  in  
o rder  to  ma in ta in  the des i red  marg in  
o f  er ror  fo r  the  overa l l  sample .  
 
The marg in  o f  er ror  fo r  the  la rger  
employer  and  appren t i ce  g roups  i s  
re la t i ve ly  sma l l ,  i nd ica t ing  a  g rea ter  
degree o f  data  accuracy w i th in  
these two groups .    

T a b l e  7 :   S a m p l e  a n d  T a r g e t  D e s c r i p t i o n .   

 P o p u l a t i o n  
T a r g e t  
S a m p l e  

A c t u a l  
S a m p l e  

M a r g i n  
o f  E r r o r  

A p p r e n t i c e s  –  T o t a l   2 3 , 5 8 6  1 , 5 0 0  1 , 5 4 3  ± 2 . 4 %  
A I T A  2 , 6 4 5  2 5 0  2 8 9  ± 5 . 4 %  
H  &  T  1 , 4 0 9  2 5 0  2 5 4  ± 5 . 6 %  
H E B C  2 1 6  7 5  7 6  ± 9 . 1 %  

I C I  1 2 , 3 5 4  4 2 5  5 0 4  ± 4 . 3 %  
R C I T O  4 5 7  2 0 0  1 1 7  ± 7 . 8 %  

I T O s  

O T H E R  6 , 5 0 5  3 0 0  3 0 3  ± 5 . 5 %  
E m p l o y e r s  –  T o t a l  8 , 2 4 0  9 0 0  9 0 2  ± 3 . 1 %  

A I T A  1 , 6 1 8  2 0 0  2 0 4  ± 6 . 4 %  
H  &  T  6 3 9  1 5 0  1 5 2  ± 6 . 9 %  
H E B C  1 4 1  5 0  5 0  ± 1 1 . 2 %  

I C I  3 , 8 2 9  2 8 0  2 8 1  ± 5 . 6 %  
R C I T O  3 3  2 0  1 2  ± 2 2 . 9 %  

I T O s  

O T H E R  1 , 9 8 0  2 0 0  2 0 3  ± 6 . 5 %  
O t h e r  G r o u p s  –  T o t a l   2 9 7  -  -  -  

I n d u s t r y  A s s o c i a t i o n s  ( I A )  1 0 5  7 0  4 7  ± 1 0 . 7 %  
T r a i n i n g  I n s t i t u t i o n  ( T I )  1 4 4  1 3 0  9 2  ± 6 . 2 %  

U n i o n s  ( U )  4 8  4 0  2 6  ± 1 3 . 1 %  
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I n t e r p r e t i n g  t h e  F i n d i n g s  
However  i t  shou ld  be noted  tha t  there  i s  greater  var iance  for  groups  w i th  sma l le r  samples.  Thus ,  genera l i za t ions  
f rom the data  for  these three  groups  ( Indus t ry  Assoc ia t ions,  T ra in ing  Ins t i tu t ions ,  and  Un ions)  shou ld  be  made 
w i th  caut ion .  
 
 
Compar isons be tween the 2005 and  2006 survey i te ra t ions  are  made throughout  the  repor t .   However ,  as  i s  the  
case  w i th  a l l  recur r ing  surveys  tha t  exper ience  mod i f i ca t ions  to  the  survey ins t rument ,  such  compar isons  shou ld  
be  in terpre ted  w i th  cau t ion .  
  
F ina l l y ,  as  w i th  any  type  o f  research  or  ana lys is ,  i t  i s  impor tant  to  recogn ize  tha t  the ro le  o f  the  researcher ,  the  
researcher ’s  exper ience ,  and  the i r  unders tand ing  o f  the research ob ject i ve  may in f luence the  way  resu l ts  a re  
d iscovered and  da ta  in te rp re ted.  
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C u s t o m e r  S a t i s f a c t i o n  
Customer Satisfaction 
Customer  Sat i s fac t ion  i s  an  impor tan t  e lement  o f  the  Indus t ry  T ra in ing Author i t y  ( ITA)  goa l  to  ensure qua l i t y  
indus t ry  t ra in ing .  In  2005,  the ITA es tab l i shed a  base l ine  for  i t s  cus tomer  sat is fac t ion  index  to  mon i tor  qua l i t y  o f  
t ra in ing,  w i th  an  emphas is  on  appren t i ces  and  employers  –  the  ITA ’s  core  cus tomers .     

Customer Satisfaction Index (CSI) 
The Customer  Sa t i s fac t ion  and S takeho lder  Awareness  Survey  addresses  the  ITA s t ra tegy  to  measure cus tomer  
sa t i s fac t ion  and  ident i f y  ac t ions to  improve  fu ture  sa t i s fac t ion  leve ls  o f  the  ITA ’s  cus tomers .  The Customer  
Sat isfact ion Index  (CSI )  was  es tab l i shed  in  2005 as  a  base l ine  score  to  measure  progress  on  improv ing  the  
qua l i t y  o f  t ra in ing  for  learners  and  indus t ry .   On ly  responses  f rom apprent i ces ,  employers ,  and  indus t ry  
assoc ia t ion  representa t i ves  are  inc luded in  CSI  ca lcu la t ions .  
  

F i g u r e  3 :  C u s t o m e r  S a t i s f a c t i o n  I n d e x  ( C S I )  S c o r e s  -  2 0 0 5  v s .  2 0 0 6  
Estab l i shed  in  2005,  the  CSI  base l ine  
score  i s  62 ,  and  the target  fo r  2006  i s  68 .   
 
However ,  the  ac tua l  CSI  score  for  2006 i s  
81  –  a  s ign i f ican t  inc rease  over  the 2005 
score  and  2006 ta rge t .   The  2006 score  
i s  based on  h igher  sa t i s fac t ion  scores 
f rom three o f  the  ITA’s  cus tomer  groups:  
apprent i ces ,  employers ,  and  indus t ry  
assoc ia t ions .    

 

As  in  2005,  appren t i ces  had  the  h ighes t  leve ls  o f  sa t i s fac t ion .   Indus t ry  assoc ia t ions showed the  la rges t  
improvement  in  overa l l  sa t i s fac t ion .       

Apprentices 
One of  the  two pr imary  c l ien t  g roups o f  the  ITA,  appren t i ces are  ind iv idua ls  who par t i c ipate  in  sponsored  indus t ry  
t ra in ing programs tha t  lead  to  cer t i f i ca t ion  and employment  in  a  g iven  occupat ion .   Typ ica l l y ,  these  p rograms are  
p r imar i l y  work -based w i th  about  15% o f  an  appren t i ce ’s  t ime spent  in  a  c lassroom.   Between the  2005 and  2006 
cyc les  o f  the  ITA Customer  Sa t i s fac t ion  and  S takeho lder  Awareness  Survey ,  the  number  o f  appren t i ces g rew f rom 
21 ,547  to  23 ,586 ,  an increase  o f  9%.   These  numbers  a re  expec ted  to  increase  fur ther  in  subsequent  years  g iven 
the  labour  market  demand for  BC.    
 
Results 
In  to ta l ,  91% o f  appren t i ces  are  sa t i s f ied  w i th  
the i r  overa l l  t ra in ing exper ience  in  2006,  an  
inc rease  o f  e igh t  percentage  po in ts  over  the 
2005 score  (83%) .   In  par t i cu lar ,  as  shown in  
F igure  4 ,  he lp fu lness  o f  ins t ruc tors  and  qua l i t y  
o f  ins t ruc t ion  were  the  two components  o f  
techn ica l  t ra in ing  that  apprent i ces  ra ted  be ing  
most  sa t i s f ied  w i th .   Appren t i ces sa id  tha t  
p ract i ca l  exper ience ,  qua l i t y  o f  ins t ruc t ion ,  and 
he lp fu lness o f  ins t ructors  were most  impor tant .  
 
Technical  Tra in ing  
Whi le  apprent i ces  ind ica ted  a  h igh leve l  o f  sa t i s fac t ion  in  a l l  a reas  o f  techn ica l  t ra in ing ,  two  areas tha t  marg ina l  
improvements  cou ld  be made in  the  fu ture  to  increase  the  appren t i ce  sa t i s fac t ion  w i th  techn ica l  t ra in ing  a re  
f lex ib i l i t y  o f  t ra in ing  op t ions ,  such  as on l ine  learn ing  and n igh t  c lasses ,  and  the  amount  o f  p rac t i ca l  exper ience  

Data Highlights for Apprentices 
 
St rengths:  
•  92% sat isf ied  wi th  the  qual i ty  o f  inst ruct ion.  
•  92% sat isf ied  wi th  the  he lpfu lness of  inst ructors.  
•  93% fe l t  fa i r ly  t reated  by the ITC Customer  Service .  
 
Areas  for  improvement :  
•  73% fe l t  s taf f  a t  the  ITA/ ITC Customer Serv ice  went  

the  ext ra  mi le .  
•  74% fe l t  in formed of  everyth ing they  had to  do to  get  

service  f rom the ITA.  

2005 (baseline) score

2006 score 81

62

2006 target score 68
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C u s t o m e r  S a t i s f a c t i o n  
prov ided dur ing  the  in -schoo l  por t ion  o f  the  t ra in ing.  Of  these  two areas,  increas ing the  leve l  o f  p rac t i ca l  
exper ience  i s  more impor tan t  to  apprent i ces .   
 
Workplace  Tra in ing  
Most  (90%)  appren t i ces  were sa t i s f ied  w i th  workp lace  t ra in ing ,  an  increase  o f  f i ve  percentage  po in ts  over  the 
2005 score  (85%) .  And s im i la r  to  techn ica l  t ra in ing ra t ings,  apprent i ces  ind ica ted a  h igh leve l  o f  sa t i s fac t ion  in  a l l  
a reas  o f  the i r  workp lace  exper ience .  The most  impor tan t  aspec ts  o f  the i r  exper ience are  sk i l l s  taught  on  the  job ,  
qua l i t y  o f  mentor ing,  and  hav ing oppor tun i t ies  to  exper ience a l l  aspec ts  o f  the  job.   
 
Customer  Serv ice  
Apprent i ces  a lso  ra ted  the i r  leve l  
o f  sa t i s fac t ion  w i th  the serv ice  
p rov ided by  the  ITA ’s  Customer  
Serv ice  Cent re .   In  to ta l ,  85% o f  
apprent i ces  were sa t i s f ied  w i th  
the  leve l  o f  cus tomer  serv ice  
p rov ided by  the  ITA,  
represent ing an  increase  f rom 
2005.   
 
In  par t i cu lar ,  a  h igh  percen tage  
o f  apprent i ces  ind ica ted tha t  
they  were t rea ted fa i r l y  by  s ta f f ,  
and  most  s ta ted  that  s ta f f  were  
knowledgeable .   A smal le r  
percen tage ind ica ted  that  they 
were sa t i s f ied  w i th  the 
t ime l iness  o f  serv ices  prov ided .    
 
Two areas  for  fu ture  
improvements  a re  to  prov ide  
apprent i ces  w i th  more  
in format ion  on  how to  ge t  
serv ice  f rom the  ITA,  and for  ITA 
s ta f f  to  go the  ex t ra  mi le .   
Never the less,  a  h igh percen tage  
(86%)  o f  apprent i ces  f ind  tha t  i t  
i s  easy  to  reg is ter  as  an 
apprent i ce ,  a  s l igh t  improvement  
over  the  2005 score  (85%) .  
 

F i g u r e  4 :  S a t i s f a c t i o n  v s .  I m p o r t a n c e  f o r  A p p r e n t i c e s  
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C u s t o m e r  S a t i s f a c t i o n  
Employers 
Employers  p lay  a  v i ta l  ro le  in  indust ry  t ra in ing,  and the ava i lab i l i t y  o f  sk i l l ed  workers  u l t imate ly  depends  on  the 
w i l l i ngness  o f  employers  to  h i re  and t ra in  appren t ices .  On ly  by  f ind ing  employment  can  apprent ices ge t  the  
workp lace  t ra in ing they  need to  earn  the i r  cer t i f i ca t ion .  Sa t i s f ied  employers  benef i t  f rom the  techn ica l  t ra in ing  o f  
apprent i ces ,  and  in  re turn ,  rema in  commi t ted  to  the t ra in ing  o f  appren t i ces  in  one o f  more  than 100  t rade  and  
indus t ry  occupat ions .   Be tween the  2005 and  2006 survey i te ra t ions ,  the  number  o f  reg is te red  employers  
inc reased f rom 8 ,053 to  8 ,240 ,  a  r i se  o f  2%.    
 
Results 
Overa l l ,  emp loyers  are  sa t i s f ied  w i th  the  
techn ica l  t ra in ing  that  apprent i ces  rece ive  
(84%) ,  an increase  over  the  2005 score  (69%) .   
Employers  are  a lso  sa t i s f ied  w i th  the i r  
exper ience  o f  be ing  a  sponsor  (86%) ,  as  we l l  as  
the  cus tomer  serv ice  prov ided  by  the  ITA (70%) .      
 
Apprent ice  Contr ibut ions 
Employers  are  par t i cu lar l y  sa t i s f ied  w i th  the  
con t r ibu t ion tha t  appren t i ces  make to  the i r  
bus inesses .   Indeed,  a lmos t  th ree  quar ters  o f  
employers  fee l  tha t  appren t i ces  make a  pos i t i ve  
f inanc ia l  cont r ibu t ion  to  the i r  
bus iness in  the  second or  th i rd  
year  o f  the i r  p rogram.    
 
I ron ica l l y ,  wh i le  f ind ing  appren t ices 
was  ind icated  by  44% o f  employers  
as  be ing  the most  impor tan t  aspec t  
o f  be ing a  sponsor ,  more than  ha l f  
(58%)  o f  th is  s takeho lder  g roup  
repor ted  tha t  i t  i s  no t  easy  to  f ind  
apprent i ces .   Employers ’  perce ived 
d i f f i cu l t y  o f  f ind ing apprent i ces  has  
increased f rom 2005.   
 
Customer  Serv ice  
Three  in  four  emp loyers  perce ive  
the  ITA ’s  s ta f f  as  knowledgeab le  
and  competen t ,  and 71% o f  
employers  are  sa t i s f ied  w i th  the  
t ime l iness  o f  the  ITA ’s  serv ice .   
The sk i l l s  and knowledge tha t  
apprent i ces  rece ive  dur ing  the i r  
techn ica l  t ra in ing  a re  a lso  
impor tan t  to  employers ,  and  most  
(80%)  appren t i ces  a re  sat i s f ied  
w i th  th is  aspec t  o f  techn ica l  
t ra in ing.    
 
However ,  on ly  53% o f  employers  
be l ieve tha t  they  were  in fo rmed o f  
every th ing  they  had  to  do  to  ge t  serv ice  f rom the  ITA.   Tha t  32% o f  employers  v iew th is  par t i cu lar  aspec t  o f  

F i g u r e  5 :  S a t i s f a c t i o n  v s .  I m p o r t a n c e  f o r  e m p l o y e r s  

 

Data Highlights for Employers 
 
St rengths:  
•  97% feel  apprent ices make a  posi t ive  contr ibut ion.  
•  84% sat isf ied  wi th  the  technica l  t ra in ing 

apprent ices  receive .  
•  86% sat is f ied  wi th  being a  sponsor .  
 
Areas  for  improvement :  
•  38% feel  i t  is  easy  to  f ind  apprent ices .  
•  53% fe l t  in formed of  everyth ing they  had to  do to  

get  serv ice  f rom the ITA.  
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C u s t o m e r  S a t i s f a c t i o n  
cus tomer  serv ice  as  the most  impor tan t  ind ica tes  a  need for  improvement .  Add i t iona l l y ,  wh i le  in fo rmat ion  on 
t ra in ing requ i rements ,  s ign ing  o f f ,  and repor t ing  requ i rements  were less  l i ke ly  to  be  cons idered  as  most  impor tan t  
aspec ts  o f  be ing  a  sponsor ,  employers  s t i l l  fee l  tha t  they  lack  in format ion  about  the i r  sponsor - re la ted 
respons ib i l i t ies :  

 49% fee l  they  do  no t  have  enough 
in format ion  about  how to  repor t  to  
the  ITA on  work-based t ra in ing  
hours  comple ted  by  the i r  
apprent ice(s)  

 47% do not  be l ieve  that  they  
have  enough in format ion  to  
s ign  o f f  on  the  f ina l  
comple t ion  o f  t ra in ing  

 36% fee l  they  do  no t  have  
enough in format ion  about  the 
type  o f  t ra in ing  they  a re  
expec ted  to  p rov ide  to  
apprent i ces  

Industry Associations 
As represen ta t i ves  o f  la rge  groups  o f  employers  
in  a  g iven sec to r ,  indus t ry  assoc ia t ions p lay  an  
impor tan t  ro le  in  the  indus t ry  t ra in ing  sys tem.   
These  assoc ia t ions work  w i th  the  ITA to  iden t i f y  
cur ren t  and emerg ing  sk i l l s  requ i rements ,  par tner  
w i th  t ra in ing  ins t i tu t ions to  ass is t  in  the  de l i ve ry  
o f  techn ica l  t ra in ing ,  and  he lp  p rov ide work-
based t ra in ing  oppor tun i t ies  wh i le  somet imes 
ac t ing as  sponsors .   In  to ta l ,  105  indust ry  
assoc ia t ion  representa t i ves  were  ident i f i ed  for  
the  2006 cyc le  o f  the  ITA Cus tomer  Sat i s fac t ion  
and  S takeho lder  Awareness  Survey .  
 
Results 
Whi le  employers  are  genera l l y  sa t i s f ied  
w i th  the  techn ica l  t ra in ing appren t i ces 
rece ive ,  the i r  sponsorsh ip  exper ience ,  
and  the ITA ’s  cus tomer  serv ice ,  on ly  a  
modera te  number  o f  indus t ry  assoc ia t ion  
representa t i ves  perce ive  tha t  the i r  
members  are  sa t i s f ied  w i th  these  
aspec ts :    
 68% be l ieve  tha t  the i r  members  a re  

sa t i s f ied  w i th  the techn ica l  t ra in ing  
tha t  appren t ices  rece ive,  and   

 73% be l ieve  tha t  the i r  members  a re  
sa t i s f ied  w i th  the exper ience  o f  
be ing sponsors .    

 
Never the less,  the  responses  o f  the  
indus t ry  assoc ia t ion  representa t i ves  a re  
cons is ten t  w i th  those o f  the  employers  in  
a  number  o f  o ther  areas.   For  example ,  
a l l  o f  the  indus t ry  assoc ia t ion  
respondents  be l ieve tha t  apprent i ces  
make a  pos i t ive  cont r ibu t ion  to  the i r  
members ’  bus inesses .    
However ,  on ly  about  ha l f  o f  th is  
s takeho lder  g roup  be l ieve  tha t  the i r  
members  have  enough in fo rmat ion  
regard ing  sponsor - re la ted ac t i v i t ies  (e .g .  

Data Highlights for Industry Associations 
 
St rengths:  
•  100% fee l  apprent ices make a  posi t ive  contr ibut ion 

to  employers ’  businesses.  
•  75% feel  ITA staf f  is  knowledgeable and competent .  
 
Areas  for  improvement :  
•  25% sat isf ied  wi th  the  number  of  apprent ices 

ava i lab le  for  thei r  industry .  
•  28% feel  i t  is  easy  to  f ind  apprent ices .  

F i g u r e  6 :  S a t i s f a c t i o n  v s .  I m p o r t a n c e  f o r  i n d u s t r y  a s s o c i a t i o n s  
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C u s t o m e r  S a t i s f a c t i o n  
t ype  o f  t ra in ing ,  repor t ing  hours ,  e tc . ) .   But  l i ke  employers ,  these  i ssues were  not  se lec ted  as  most  impor tant  by  
indus t ry  assoc ia t ion  representa t i ves .   Ra ther ,  f i nd ing  apprent i ces  i s  one  a rea  requ i r ing  fu r ther  a t ten t ion  by the  
ITA –  more than  two- th i rds  (67%)  o f  indus t ry  assoc ia t ion  respondents  do not  be l ieve tha t  i t  i s  easy  to  f ind  
apprent i ces ,  and  a lmost  ha l f  (48%)  be l ieve  tha t  th is  i s  the  mos t  impor tan t  aspec t  o f  be ing a  sponsor .   Indeed,  
73% o f  th is  respondent  group  a re  no t  sa t i s f ied  w i th  the  number  o f  appren t i ces that  are  ava i lab le  for  the i r  indus t ry .    
 
Wh i le  indust ry  assoc ia t ions  were  less  l ike ly  than  employers  and  apprent i ces  to  be sa t i s f ied  w i th  the cus tomer  
serv ice  prov ided  by  the  ITA,  the i r  leve l  o f  sa t i s fac t ion  cou ld  s t i l l  be  cons idered  modera te  (63% sa t i s f ied)  and 
de f in i te ly  an  improvement  over  the  2005 resu l ts  in  th is  area –  where  on ly  29% were sa t i s f ied  w i th  the  qua l i t y  o f  
the  serv ice  prov ided  by  the  ITA.     
 
Overa l l ,  two- th i rds  o f  the  indus t ry  assoc ia t ion  representa t i ves  a re  sa t i s f ied  w i th  the  oppor tun i ty  to  be  engaged 
w i th  cer ta in  ac t i v i t i es  o f  the  ITA,  inc lud ing  de te rmin ing  con ten t  and  s tandards  for  t ra in ing programs and  
es tab l i sh ing indus t ry  t ra in ing  organ izat ions  ( ITOs) .    

Training Institutions/Unions 
Tra in ing  ins t i tu t ions ,  as  the  prov iders  o f  the  techn ica l  t ra in ing  rece ived  by  appren t i ces,  p lay  a  key  ro le  in  the  
indus t ry  t ra in ing  program.   In  add i t ion  to  prov id ing  the  techn ica l  t ra in ing,  t ra in ing  ins t i tu t ions  a lso  assess  the  
knowledge and sk i l l s  o f  those  pursu ing  indus t ry  t ra in ing  us ing  we l l -es tab l i shed s tandards.   In  to ta l ,  the  2006  ITA 
Cus tomer  Sat i s fac t ion  and  S takeho lder  Awareness Survey  surveyed 92  representa t i ves  f rom 46  d i f fe ren t  t ra in ing 
ins t i tu t ions tha t  o f fe r  apprent i ces  Ent ry  Leve l  T rades  Tra in ing  and  techn ica l  t ra in ing programs in  more than  100 
d i f fe ren t  t rades .      
 
For  the 2006  ITA Cus tomer  Sa t i s fac t ion  and  S takeho lder  Awareness  Survey ,  26  d i f fe ren t  un ion represen ta t i ves  
were surveyed.  S imi la r  to  indus t ry  assoc ia t ions as  representa t i ves  o f  emp loyers ,  un ions  serve as  advoca tes  for  
apprent i ces .   In  add i t ion  to  th is  suppor t  ro le ,  un ions can  a lso  func t ion  as  sponsors  and as  t ra in ing  prov iders  
w i th in  the  indus t ry  t ra in ing  sys tem.    
 
A l though the scores f rom the  t ra in ing ins t i tu t ions  and  un ions  were  not  used  to  ca lcu la te  the  CSI ,  representa t i ves  
f rom these  s takeho lder  groups  were asked  to  ra te  the i r  leve l  o f  sa t i s fac t ion  w i th  the  customer  serv ice  prov ided  by 
the  ITA,  prov id ing  use fu l  management  in format ion  to  the  ITA.   
 
Results 
In  con t ras t  to  the  o ther  s takeho lder  
g roups ,  less  than ha l f  o f  the  t ra in ing 
ins t i tu t ion  respondents  (45%)  and un ion  
respondents  (42%)  are  sat i s f ied  w i th  the  
cus tomer  serv ice  prov ided by  the  ITA.   
T ra in ing  ins t i tu t ion  respondents  were  
par t i cu lar l y  d issa t i s f ied  w i th  the  
knowledge o f  the s ta f f ,  the  t ime l iness o f  
the  serv ice ,  hav ing enough in fo rmat ion to  
ge t  serv ice ,  and  the e f for ts  o f  s ta f f  to  go  
the  ‘ex t ra  mi le ’ .    
 

                                                                 
4 T h o u g h  b e i n g  f a i r l y  t r e a t e d  b y  t h e  I T A / I T C  s t a f f  i s  l i s t e d  i n  t h i s  d a t a  h i g h l i g h t s  s e c t i o n  a s  a  s t r e n g t h ,  t r a i n i n g  i n s t i t u t i o n s  d i d  n o t  r a t e  
t h i s  p a r t i c u l a r  a s p e c t  o f  t h e  I T A ’ s  c u s t o m e r  s e r v i c e  a s  o n e  o f  t h e  m o s t  i m p o r t a n t .    

Data Highlights for Training 
Institutions/Unions  

 
St rengths:  
•  62% of  un ions and 73% of  t ra in ing  inst i tut ions fe l t  fa i r ly  

t reated  by ITA/ ITC sta f f . 4  
 
Areas  for  improvement :  
•  35% of  t ra in ing  inst i tut ions sat isf ied  wi th  the  t imel iness 

of  service f rom the  ITA.  
•  38% of  unions sat isf ied  wi th  the accessib i l i ty  o f  service  

f rom the  ITA/ ITC.  
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C u s t o m e r  S a t i s f a c t i o n  
 
The f i r s t  two  o f  these aspec ts  were  
l i ke ly  to  be se lec ted  as most  
impor tan t  by  t ra in ing ins t i tu t ion  
respondents ,  and there fore ,  are  areas  
tha t  requ i re  fu r ther  a t ten t ion .  
 
L ikewise ,  un ion  respondents  were 
a lso  l i ke ly  to  be  d issa t i s f ied  w i th  the  
knowledge o f  ITA customer  serv ice  
s ta f f ;  the  aspect  o f  cus tomer  serv ice  
un ion representa t i ves  ind ica ted as  
most  impor tan t .  

F i g u r e  7 :  S a t i s f a c t i o n  v s .  I m p o r t a n c e  f o r  t r a i n i n g  i n s t i t u t i o n s  a n d  u n i o n s  
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S t a k e h o l d e r  A w a r e n e s s   
 

Stakeholder Awareness 
Stakeho lder  Awareness  i s  a  key measure o f  the  ITA ’s  p rogress towards e f fec t ive ly  imp lement ing communica t ion  
s t ra teg ies  des igned to  ach ieve  respons ive ,  e f f i c ient ,  and  accountab le  management  systems and processes .  
Dur ing  2005/06 ,  severa l  in i t i a t i ves  were  under taken to  improve  s takeho lders ’  –  tha t  i s ,  apprent i ces ,  employers ,  
indus t ry  assoc ia t ions,  t ra in ing  ins t i tu t ions ,  un ions  –  awareness  o f  programs,  po l i c ies ,  in format ion  and  serv ices 
tha t  prov ide  a f fordab le  access  to  qua l i t y  and  respons ive  indus t ry  t ra in ing  for  Br i t i sh  Co lumbians.    

Stakeholder Awareness Index (SAI) 
The Stakeho lder  Awareness  Index  (SAI )  was  deve loped in  2005 to  es tab l i sh  a  base l ine  score  that  can  annua l l y  
measure  ITA ’s  p rogress on  improv ing communicat ions  w i th  apprent i ces ,  employers ,  assoc ia t ions,  t ra in ing  
ins t i tu t ions and  un ions.  The  SAI  uses  a  representa t i ve  sample  o f  s takeho lders  to  co l lec t  op in ions and  ra t ings.   
 

F i g u r e  8 :  S t a k e h o l d e r  A w a r e n e s s  I n d e x  ( S A I )  S c o r e s  -  2 0 0 5  v s .  2 0 0 6  
The SAI  base l ine  score  
(es tab l i shed  in  2005)  i s  81 .  The 
SAI  score  for  the 2006 i s  78  –  a  
s l igh t  decrease  f rom the  2005 
score  and  2006 ta rge t  o f  81 .   The  
score  is  based on  scores  f rom a l l  
o f  the  s takeho lder  groups –  
namely ,  appren t i ces,  emp loyers ,  
indus t ry  assoc ia t ions,  t ra in ing  
ins t i tu t ions,  and  un ions .    

2005 (baseline) score

2006 score 78

81

2006 target score 81

 

 
These  groups  were  asked about  the i r  awareness  o f  ITA,  the i r  awareness  o f  the i r  ro le  and  respons ib i l i t i es ,  and 
the i r  awareness  o f  ITA in format ion sources.  

Awareness of ITA 
The ITA was in t roduced w i th  a  mandate  to  expand and improve  indus t ry  t ra in ing  in  BC,  and to  make th is  sys tem 
more  indust ry - led  and  demand-dr iven .   Such change has meant  sh i f t i ng  ro les  and respons ib i l i t i es  for  key  
s takeho lders  in  the  system.   In  accordance  w i th  these  changes,  the  ITA has  under taken severa l  communica t ions  
and marke t ing  in i t ia t i ves to  increase  s takeho lder  awareness  and unders tand ing  o f  the  indus t ry  t ra in ing  sys tem,  
and  to  inc rease  in ten t  to  par t i c ipa te  by targe t  
g roups .   
 
In  the  2006 ITA Customer  Sat i s fac t ion  and  
S takeho lder  Awareness  Survey ,  respondents  
were asked severa l  ques t ions  to  de termine  the i r  
leve l  o f  awareness o f  the  ITA.  
 
Results 
Overa l l ,  the  ma jor i t y  o f  s takeho lders  are  aware  
o f  the  ro le  and  mandate  o f  the  ITA.  Appren t i ces  
and  employers  are  less aware,  however ,  
compared  to  the  h igh propor t ion  o f  indus t ry  
assoc ia t ions ,  t ra in ing  ins t i tu t ions  and  un ions  
repor t ing  awareness .   As shown in  F igure  9 ,  
less  than  seven in  ten  employers  and  
apprent i ces  repor ted  an  awareness  o f  ro le  and  
mandate  o f  the  ITA,  versus  on average  n ine  in  
ten  indust ry  assoc ia t ion ,  t ra in ing ins t i tu t ion  and  
un ion representa t i ves .  

Data Highlights for Awareness of ITA 
 
St rengths:  
•  96% of  indust ry  associat ions and t ra in ing  

inst i tut ions are  aware o f  the ITA’s  ro le  and mandate.  
•  91% of  t ra in ing  inst i tut ions are  aware  that  the  ITA is  

mandated to  ensure indust ry  leadersh ip  in  the  
indust ry  t ra in ing  system and of  the  ITA in i t ia t ive  to  
estab l ish Indust ry  Tra in ing  Organizat ions ( ITOs) .  

 
Areas  for  improvement :  
•  61% of  employers  are  aware  of  the ro le  and mandate 

of  the  ITA.  
•  55% of  employers  are aware  of  ITA’s  in i t ia t ive to  

estab l ish  ITOs.  
•  50% of  unions and 64% of  employers  are  aware  that  

the  ITA is  expanding t ra in ing  opportun i t ies  for  
Br i t ish  Columbians.  
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S t a k e h o l d e r  A w a r e n e s s   
 

 

F i g u r e  9 :   S t a k e h o l d e r s ’  r e s p o n s e s  t o  t h e  q u e s t i o n :  “ I n  g e n e r a l ,  I  a m  a w a r e  o f  t h e  r o l e  a n d  m a n d a t e  o f  t h e  I T A ”  

69%

61%

96%

96%

85%

11%

6%

4%

20%

32%

4%

15%

0% 20% 40% 60% 80% 100%

Apprentices

Employers

Industry Associations

Training Institutions

Unions

AGREE NEITHER DISAGREE
 

 
Apprent i ces  (82%)  and  employers  (77%)  a re  aware  o f  the  ITA ’s  leadersh ip  ro le  in  the  indust ry  t ra in ing  sys tem.  
Apprent i ces  a re  more  aware than  employers  tha t  the  ITA is  expand ing indus t ry  t ra in ing  oppor tun i t ies  for  Br i t i sh  
Co lumbians  and  i s  work ing  towards  sec to r -o r ien ted Indus t ry  T ra in ing  Organ iza t ions ( ITOs)  –  the  veh ic le  th rough 
wh ich indus t ry  takes an expanded leadersh ip  ro le  in  de te rmin ing  t ra in ing needs .   

F i g u r e  1 0 :   A p p r e n t i c e s  a n d  e m p l o y e r s ’  a w a r e n e s s  o f  c e r t a i n  a s p e c t s  o f  I T A ’ s  m a n d a t e  a n d  i n i t i a t i v e s  

55%
64%

77%73%78%82%

7%
6%

6%9%6%7%
38%30%
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0%

20%

40%

60%

80%

100%

Aware of the ITA
initiative 

to establish
Industry Training 

Organizations 
(or ITOs)

Aware that ITA is
expanding 

industry training
opportunities for 
British Columbians

Aware that ITA is
mandated 

to ensure industry
leadership in 
the industry

training system

Aware of the ITA
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EMPLOYERSAPPRENTICES
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S t a k e h o l d e r  A w a r e n e s s   
 

Awareness of Red Seal Programs 
The ITA has  commit ted  to  Red Sea l  s tandards and  con t inues  to  par t i c ipate  in  th is  in ter -prov inc ia l  p rogram as par t  
o f  i t s  goa ls  to  ensure  qua l i t y  indus t ry  t ra in ing .  The in ter -prov inc ia l  Red Sea l  p rogram was es tab l i shed  to  prov ide  
s tandard ized na t iona l  c redent ia ls  fo r  some t rades  and  grea ter  mob i l i t y  fo r  peop le  work ing  in  them.  There  are  
cur ren t l y  45  Red Sea l  t rades  and  they inc lude  
a  number  o f  the  most  fami l ia r  and commonly  
pursued t rades .    
 
Results 
Stakeho lders  were  asked  whether  they  are  
aware  tha t  Red Sea l  cer t i f i ca t ion  programs are  
ava i lab le  in  BC.  Most  appren t i ces (87%) ,  
employers  (78%) ,  and  indus t ry  assoc ia t ion  
respondents  (87%)  ind ica ted  tha t  they  were 
aware  o f  the  ava i lab i l i t y  o f  Red Sea l  
ce r t i f i ca t ion  p rograms.   And  an  even  greater  
percen tage o f  t ra in ing  ins t i tu t ions  (97%)  and  
un ions (96%)  ind ica ted awareness  o f  the  
ava i lab i l i t y  o f  these  p rograms.  

Awareness of Roles and Responsibilities 
Each s takeho lder  group has  respons ib i l i t i es  spec i f i c  to  the i r  ro le  in  ensur ing  BC’s  indus t ry  t ra in ing  system meets  
the  needs  o f  apprent i ces  and  employers .  Reg is tered  appren t i ces  a re  those who have  con f i rmed w i th in  the  pas t  18 
months  tha t  they  are  ac t i ve ly  pursu ing  the i r  t ra in ing.  Employers  sponsor  appren t i ces to  take  an indus t ry  t ra in ing  
p rogram and p rov ide  work-based  t ra in ing  oppor tun i t ies  requ i red  by  the  program.  Un ions  and  indus t ry  assoc ia t ions  
p rov ide  leadersh ip  and  represent  the  in te res ts  o f  the i r  members  w i th in  the  indus t ry  t ra in ing  sys tem.   And,  t ra in ing  
p rov iders  de l i ve r  techn ica l  t ra in ing  to  apprent i ces .   Survey  respondents  were asked severa l  ques t ions  to  assess  
the i r  leve l  o f  awareness  o f  the i r  ro les  and  respons ib i l i t i es .   
 
Results 
Overa l l ,  mos t  s takeho lders  a re  aware  o f  the i r  
respec t ive  ro les  and respons ib i l i t ies ,  w i th  
t ra in ing ins t i tu t ions hav ing the h ighes t  
p ropor t ion  o f  aware  respondents  (97%)  and 
indus t ry  assoc ia t ions w i th  the  lowes t  
p ropor t ion  o f  aware  respondents  (83%) .   
 
When compar ing apprent ices  w i th  employers ,  
91% o f  appren t i ces  versus 85% o f  emp loyers  
repor ted ,  in  genera l ,  o f  be ing  aware  o f  the i r  
respec t i ve  respons ib i l i t i es .  

 

 

 

 

 

 

Data Highlights for Awareness of  
Red Seal Programs 

 
St rengths:  
•  97% of  t ra in ing  inst i tut ions and 96% of  un ions are  

aware  that  Red Seal  Cert i f icat ion Programs are  
ava i lab le  in  BC.  

 
Areas  for  improvement :  
•  71% of  employers  are  aware  that  the  ITA part ic ipates  

in  mainta in ing Red Seal  program standards.  

Data Highlights for Awareness of  
Roles and Responsibilities 

 
St rengths:  
•  97% of  t ra in ing  inst i tut ions are  aware  of  the i r  ro les  

and responsib i l i t ies  in  indust ry  t ra in ing  program.  
 
Areas  for  improvement :  
•  44% of  employers  and 68% of  apprent ices  are  aware  

of  recent  changes to  the t racking and repor t ing of  
work-based hours.  

•  62% of  employers  know that  they  are  responsib le  for  
report ing work-based t ra in ing  hours to  the ITC.  
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S t a k e h o l d e r  A w a r e n e s s   
 

 

F i g u r e  1 1 :   S t a k e h o l d e r s ’  a w a r e n e s s  o f  t h e i r  r o l e  a n d  r e s p o n s i b i l i t i e s  i n  t h e  B C  i n d u s t r y  t r a i n i n g  s y s t e m  

91%85%83%
97%

85%
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6%11%15%
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Apprent i ces  and  employers  are  respons ib le  fo r  s tay ing  cur ren t  w i th  work-based repor t ing  requ i rements  and 
p rov id ing the ITA ’s  Cus tomer  Serv ice  Cent re  w i th  regu lar  repor ts  on  hours  worked  by apprent i ces .  When asked 
about  respons ib i l i t i es  re la ted  to  s tay ing  up- to-date  w i th  repor t ing  requ i rements  and  submi t t ing  work -based hours ,  
apprent i ces  repor ted  a  h igher  leve l  o f  awareness  than  employers .   
 
Less  than ha l f  (44%)  o f  a l l  emp loyers  repor ted  be ing  aware o f  
recen t  changes  to  repor t ing  requ i rements ,  compared  to  68% o f  
apprent i ces .   And s l igh t l y  more  than  s ix  in  ten  employers  
(compared  to  87% o f  appren t i ces)  are  aware  o f  requ i rements  
for  repor t ing  work-based  t ra in ing  hours  to  the ITA Cus tomer  
Serv ice  Cent re .   

A signif icant ly larger  percentage of  
apprent ices than employers are aware 

of  recent  changes to tracking and 
report ing of  work-based training and 

report ing hours to  the ITA’s Customer 
Service Centre.  
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S t a k e h o l d e r  A w a r e n e s s   
 

F i g u r e  1 2 :   A p p r e n t i c e s  a n d  e m p l o y e r s ’  a w a r e n e s s  o f  t h e i r  r o l e  a n d  r e s p o n s i b i l i t i e s  i n  t h e  B C  i n d u s t r y  t r a i n i n g  s y s t e m  

62%
44%

87%
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Cr i t i ca l  to  the  indus t ry  t ra in ing  system are  e f fec t i ve  reg is t ra t ion  and t rack ing  sys tems.  However ,  such  sys tems 
requ i re  that  users  unders tand repor t ing  requ i rements  and  commit  to  submi t t ing  in fo rmat ion for  t rack ing and  
eva luat ion purposes .  In  add i t ion  to  s tay ing  cur ren t  w i th  changes to  repor t ing  requ i rements  and ensur ing  work -
based t ra in ing  hours  are  cor rect l y  recorded ,  apprent i ces  were  asked about  the i r  spec i f i c  respons ib i l i t i es  for  
techn ica l  t ra in ing  reg is t ra t ion  and  no t i fy ing  the  ITA ’s  Customer  Serv ice  Cent re .   Mos t  apprent i ces  are  aware  o f  
these respons ib i l i t i es :   

 94% o f  appren t i ces  know tha t  they are  
respons ib le  fo r  reg is te r ing  themse lves for  
techn ica l  t ra in ing  

 84% o f  appren t i ces  know tha t  they are  
requ i red to  no t i f y  the ITA 's  Customer  
Serv ice  Cent re  i f  they  change 
sponsors /employers  

 
An e f fec t i ve  t ra in ing  sys tem a lso  requ i res  tha t  appren t i ces  unders tand the i r  requ i rements  fo r  comple t ing  t ra in ing .  
N ine in  ten appren t i ces  (90%)  repor ted be ing  aware o f  the requ i rements  for  comple t ing  the i r  indust ry  t ra in ing  
p rogram.  
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S t a k e h o l d e r  A w a r e n e s s   

Improve Communicat ions and 
Informat ion 
 
“ p rov ide  more  i n fo rma t i on  on l i ne  o r  
t h rough  t he  ma i l ,  o r  a t  pub l i c  o r  
p r i v a te  i ns t i t u t i ons ”  
 
“ s end  ou t  a  s ing le  pac k age  t ha t  
ou t l i nes  ev e ry th i ng ,  no t  s epa ra te l y ”  
 
“ ITA  c ou ld  do  a  day  o f  t r a i n i ng  t o  ge t  
a l l  app ren t i c es  aware  o f  t he i r  r o l es  
and  res pons ib i l i t i e s ,  o f  t he  ITA ,  and  
t he  app ren t i c es h ips ”  

Provide  More  Speci f ic  Informat ion  on  Roles ,  
Responsibi l i t ies ,  and Procedures  
 
“ more  read i l y  d i s t r i bu te  t he  i n fo rma t i on  on  ru l es  and  appren t i c e  
res pons ib i l i t i es ”  
 
“ be t t e r  c ommun ic a te  w i t h  app ren t i c es  i n  t he  p rog ress  t hey  a re  mak ing  
i n  t he i r  app ren t i c es h ip  and  c l a r i f y  t o  go  th rough  t he  p roc ess  s moo th ly  
and  end  up  t i c k e ted  w i t h  Red  Sea l ”  
 

Estab l ish More Personal  Contact  and Relat ions wi th  Stakeholders  
 
“ i n t eg ra te  w i t h  t he  sc hoo l  and  poss ib l y  s end  s omebody  f rom the  ITA  to  s peak  w i t h  t he  app ren t i c es .   Sc hedu le  an  
en t i r e  c l ass  i n  sc hoo l  t o  f ac i l i t a t e  t h i s ”  
 
“ more  p res ence  a t  t he  c o l l ege .  I  nev e r  me t  any one  f r om the  ITA  i n  a l l  o f  my  f ou r  y ears  a t  sc hoo l ”  

 

How to Better Inform 
Apprentices of their Role and 
Responsibilities 
When asked to  iden t i f y  one  th ing  that  the  
ITA cou ld  do  to  be t te r  in form appren t i ces  
o f  the i r  ro le  and  respons ib i l i t i es  in  the 
indus t ry  t ra in ing  sys tem,  near ly  th ree  in  
four  respondents  ind ica ted  tha t  the ITA 
improve i t s  communicat ions  and 
in fo rmat ion  p rov is ion .   
 
As  shown in  F igure  13 ,  near ly  ha l f  o f  
(47%)  appren t i ces  sugges ted  improv ing  
communicat ions  and  in format ion ,  in  
genera l ,  and  one  in  four  suggested 
inc reas ing the  leve l  o f  persona l  con tac t  
and  p rov id ing  more  spec i f i c  in fo rmat ion  
on  ro les ,  respons ib i l i t i es ,  procedures  and  
requ i rements .   Examples  o f  apprent i ces ’  
responses appear  be low.  

 

 
 
 

 
  
 
 

F i g u r e  1 3 :   W a y s  t o  b e t t e r  i n f o r m  a p p r e n t i c e s  o f  t h e i r  r o l e  a n d  r e s p o n s i b i l i t i e s  

Improve Communication and 
Information, 47%

Provide More Specific 
Information on Roles, 

Responsibilies, Procedures, 
and Requirements, 17%

Other, 13%

Satisfied/Nothing, 10%

Establish More Personal 
Contact and Relations with 

Stakeholders, 9%

Improve Customer Services, 
3%
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S t a k e h o l d e r  A w a r e n e s s   

Improve Communicat ions and 
Informat ion 
 
“ s end  ou t  a  l i t t l e  more  i n fo rma t i on  t o  
t he  peop le  who  hav e  app ren t i c es ;  l e t  
t hem be  aware  o f  any  c hanges  t ha t  
may  c ome  down  the  p ipe l i ne ”  
 
“ g i v e  us  s ome l i t e ra tu re  t o  read .  
When  an  app ren t i c e  s i gns  up ,  t hey  
s hou ld  g i v e  us  pack ages  t ha t  s t a te  
a l l  t h i s  s t u f f .   O the rw i s e ,  how  a re  we  
s uppos ed  to  know”  
 
“ c o r res pond  w i t h  me .   I  don ’ t  ge t  any  
c o r res pondenc e  f r om the  ITA  a t  a l l ”  

Provide  More  Speci f ic  Informat ion  on  Roles ,  
Responsibi l i t ies ,  and Procedures  
 
“ s e t  ou t  mo re  c l ea r l y  wha t  ou r  r o l e  i s  as  an  emp loy e r ”  
 
“ s end  ou t  an  in fo rma t i on  pack age  o r  k i t  t o  t he  s pons o rs  ex p la i n i ng  
t he  ob l i ga t i ons  o f  t he  s ponso r  as  we l l  as  the  ob l i ga t i ons  o f  t he  ITA ”  
 

Estab l ish More Personal  Contact  and Relat ions wi th  Stakeholders  
 
“ more  i ndus t r y  mee t i ngs  w i t h  Emp loy e rs  as  a  g roup ;  we  don ’ t  s ee  t he  ITA  o f t en  enough ”  
 
“ be  more  v i s i b l e .   The  ITA  shou ld  ge t  ou t  and  mee t  t he  emp loy e rs  and  t a l k  t o  t hem and  t he  
app ren t i c es ”  

 

How to Better Inform 
Employers of their Role and 
Responsibilities 
When employers  were  asked to  iden t i f y  
one  th ing  that  ITA cou ld  do  to  bet ter  
in form employers  o f  i t s  ro le  and  
respons ib i l i t ies  in  the indus t ry  t ra in ing 
sys tem,  near ly  n ine  in  ten  repeated  the  
suggest ions g iven  by  apprent i ces :  
improve communicat ions and  
in format ion ;  es tab l i sh  more persona l  
con tact  and  re la t ions  w i th  s takeho lders ;  
and ,  prov ide  more  spec i f i c  in format ion  
on  ro les ,  respons ib i l i t i es ,  procedures  
and  requ i rements .  Aga in ,  s im i la r  to  
apprent i ces ,  a lmos t  ha l f  (45%)  o f  
employers  ind ica ted  a  need fo r  
add i t iona l  in fo rmat ion  f rom,  and  
communicat ion  w i th  the  ITA.   Examples  
o f  the  employers ’  comments /suggest ions  
appear  be low.  

 

 
 
 

F i g u r e  1 4 :   W a y s  t o  b e t t e r  i n f o r m  e m p l o y e r s  o f  t h e i r  r o l e  a n d  r e s p o n s i b i l i t i e s  

Improve Communication and 
Information, 45%

Provide More Specific 
Information on Roles, 

Responsibilies, Procedures, 
and Requirements, 22%

Establish More Personal 
Contact and Relations with 

Stakeholders, 19%

Other, 7%

Improve Customer Services, 
4%

Satisfied/Nothing, 3%
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S t a k e h o l d e r  A w a r e n e s s   
 

Awareness of ITA Information Sources 
Stakeho lders  were  asked whether  they  knew how to  ge t  in fo rmat ion  about  the  ITA and  i t s  programs,  and the 
sources  o f  in format ion they  typ ica l l y  consu l t .   
 
Results 
A smal l  percen tage  o f  t ra in ing  ins t i tu t ions  (7%)  
and  indust ry  assoc ia t ions  (6%) ,  wh i le  a  la rger  
percen tage o f  employers  (35%) ,  apprent i ces  
(24%) ,  and  un ions  (15%)  repor ted  no t  knowing  
how to  get  in format ion about  the ITA and  i t s  
p rograms.   Never the less ,  compar isons  f rom 
2005 ind ica te  increased awareness  o f  ITA 
in format ion  sources  for  t ra in ing ins t i tu t ions ,  
indus t ry  assoc ia t ions,  and un ions .   
 
When asked about  the  sources o f  in format ion ,  
the  ma jor i t y  o f  a l l  s takeho lder  groups repor ted  
the  ITA webs i te  as the  most  t yp ica l  source :   
one  in  two employers  and appren t i ces accessed 
the  webs i te  fo r  in format ion .  Though,  employers  were  more  l i ke ly  to  access  the  ITA ma in  o f f i ce  and Customer  
Serv ice  Cent re  for  in format ion  compared  to  apprent ices .      

F i g u r e  1 5 :   S o u r c e s  w h e r e  s t a k e h o l d e r s  a r e  m o s t  l i k e l y  t o  o b t a i n  I T A - r e l a t e d  i n f o r m a t i o n   
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Data Highlights for Awareness of ITA 
Information Sources 

 
St rengths:  
•  90% of  t ra in ing  inst i tut ions and 89% of  industry  

associat ions know how to  get  in format ion  about  the 
ITA and i ts  programs.  

 
Areas  for  improvement :  
•  61% of  employers  know how to  get  informat ion  about  

the  ITA and i ts  programs.  
•  61% of  t ra in ing  inst i tut ions fe l t  i t  was easy to  f ind  

what  they were  looking  for  on  the ITA websi te .  



u s t o m e r  S a t i s f a c t i o n   
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I T O  P r o f i l e s  

ITO Profiles 
The ITA is  mandated to  expand and  improve  indus t ry  t ra in ing ,  th rough the crea t ion o f  a  more f lex ib le ,  
accountab le ,  and,  mos t  impor tan t l y ,  indus t ry- led  t ra in ing  system.   In formed in  par t  by  the  exper ience in  o ther  
ju r i sd ic t ions,  the ITA has  de termined  tha t  sec tor -based Indust ry  T ra in ing  Organ iza t ions  ( ITOs) ,  w i th  respons ib i l i t y  
fo r  spec i f i c  t ra in ing  p rograms,  w i l l  be  the  mechan ism th rough wh ich  indus t ry  w i l l  assume th is  leadersh ip  pos i t ion .  
 
Es tab l i shed  and  operated by  indus t ry ,  and  approved and  f inanc ia l l y  co-suppor ted  by indust ry  and the  ITA,  ITOs 
are  not - for -pro f i t  l ega l  ent i t i es  that  take  lead  respons ib i l i t y  fo r  indus t ry  t ra in ing  w i th in  a  par t i cu lar  sec to r  
th roughout  the  prov ince  o f  Br i t i sh  Co lumbia .   These organ iza t ions  de f ine  t ra in ing  s t ra teg ies  for  the i r  sec to rs ,  w i th  
re ference  to  labour  market  demand.   In  add i t ion  to  lead ing  new program deve lopment  ac t i v i t i es ,  the  ITOs a lso  
ma in ta in  s tandards  for  ex is t ing  p rograms.   As  de f ined  by the  ITA in  the  November  2005 D iscuss ion  Paper  on  
ITOs,  these  o rgan izat ions  a re  accountab le  for  the fo l low ing ac t iv i t i es  and  de l i ve rab les :  

T a b l e  8 :  I T O  A c t i v i t i e s / D e l i v e r a b l e s  a n d  t h e i r  C o r r e s p o n d i n g  R e s p o n s i b i l i t i e s  

Act iv i ty /Del iverab les  ITO Responsib i l i t ies  
Train ing  Programs •  Deve lop ,  Recommend and con t inua l l y  ma in ta in / re f ine  program s tandards  
Technical  Tra in ing  
Del ivery  

•  Recommend the  type,  loca t ion and  t iming  o f  de l i very ,  w i th  re ference  to  prov inc ia l  
l abour  market  in fo rmat ion  

Communicat ion  and 
Market ing  

•  Communica t ion  w i th  t ra in ing  par t i c ipants  and  consu l ta t ion  w i th  sec tora l  
s takeho lders  regard ing  t ra in ing de l i very  and  re la ted  recommendat ions;  marke t ing 
o f  spec i f i c  t ra in ing programs and careers  

Serv ice  to  Employers  
and Apprent ices  

•  Prov ide  p rogram-spec i f i c  in format ion  and  prov ide  po in t  o f  con tac t  fo r  t ra in ing  
par t i c ipan ts  

Assessments  and 
Evaluat ions 

•  Deve lop ,  recommend and con t inua l l y  ma in ta in / re f ine  eva lua t ion  too ls  and  
methodo log ies .  

 
Wh i le  the majo r i t y  o f  program deve lopment  and  main tenance respons ib i l i t i es  are  devo lved  to  the  ITOs under  th is  
sys tem,  the  ITA w i l l  re ta in  overs igh t  and  re la ted  respons ib i l i t i es  across a l l  ma jo r  aspects  o f  the  t ra in ing  sys tem.   
Techn ica l  t ra in ing  w i l l  cont inue to  be prov ided  by  a  range o f  pub l i c  and pr i va te  t ra in ing  prov iders ,  and ITOs w i l l  
no t  assume a d i rec t  ro le  in  t ra in ing  de l i ve ry .   Program ou t l ines ,  however ,  w i l l  i nc lude  t ra in ing  prov ider  s tandards ,  
address ing  such  mat ters  as  fac i l i t y  and  equ ipment  requ i rements  and ins t ructo r  qua l i f i ca t ions  and  capab i l i t i es .   I t  
i s  expected tha t  ITOs w i l l  work  in  c lose con junc t ion  w i th  t ra in ing  p rov iders  on  i ssues  such  as  program qua l i t y ,  
ou tcomes,  and  labour  marke t  fo recas ts .    
 
As  par t  o f  the  2006  ITA  Customer  Sat is fac t ion  and  S takeho lder  Awareness  Survey ,  the  ITA has  chosen to  produce  
resu l ts  wh ich measure  the sa t i s fac t ion  o f  apprent i ces  and employers  in  each  o f  the  ITOs (es tab l i shed  and  
p roposed) .   As  o f  the  pr in t ing  o f  th is  repor t ,  th ree  ITOs have been estab l i shed :   the  Au tomot ive  Indust ry  T ra in ing 
Assoc ia t ion  (A ITA) ,  Hor t i cu l tu re  Educat ion  BC (HEBC) ,  and the  Res iden t ia l  Const ruc t ion  Indust ry  T ra in ing  
Organ iza t ion (RCITO) .   Indus t ry  has  reached consensus  on  the  es tab l i shment  o f  an ITO fo r  the indus t r ia l -
commerc ia l - ins t i tu t iona l  ( IC I )  cons t ruct ion  sec tor  wh ich  i s  expected  to  become opera t iona l  in  2006.   And  the  ITA 
has  rece ived express ion  o f  in teres t  regard ing an ITO f rom the  Hosp i ta l i t y  and  Tour ism (H&T)  sec tor .    
 
Because the ITOs are  e i ther  in  thei r  f i rst  year  of  operat ion or  are  st i l l  a t  the  proposal  s tage,  th is  data  
should  not  be perceived  as a  measure of  the i r  per formance.   Rather ,  i t  is  useful  management  in format ion to  
a l low the  ITOs to  def ine program and service pr ior i t ies for  the ir  respect ive  sectors ,  and to  measure the  
impact  of  the i r  act ions over  the coming year .  
 
A l loca t ion  o f  apprent i ces  and  employers  to  a  spec i f i c  ITO for  the purpose  o f  da ta  segmenta t ion was  de te rmined  
based on program in format ion  ob ta ined f rom the  Appren t i cesh ip  In format ion  Management  Sys tem (A IMS) .   The  
apprent i ces  and  employers  reg is tered in  programs tha t  do not  fa l l  under  the mandate  o f  one  o f  the f i ve  ex is t ing  o r  
p roposed ITOs were p laced  in to  an  Other  Category .   The popu la t ion  o f  the  o ther  ca tegory  inc ludes 85 d i f fe rent  
t rades ,  the  top  f i ve  o f  wh ich  were :  M i l lwr ight ,  Heavy  Duty  Equ ipment  Mechanic ,  Sheet  Meta l  Worker ,  
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I T O  P r o f i l e s  –  A I T A   
 
 
Cosmeto log is t ,  and  Commerc ia l  T ranspor t  Veh ic le  Mechan ic .   Sample  ta rgets  were  set  based on  p rogram to  
ensure  that  representa t i ve  samples  o f  the  ITO popu la t ions  were surveyed.   
 
The fo l low ing pro f i l es  presen t  the CSI  and  SAI  scores ,  as  we l l  as  the  key  f ind ings  f rom the surveys conduc ted 
among the  f ive  ITOs,  as  fo l lows:  
 
Es tab l i shed  ITOs:  

 AITA (Automot ive  Indus t ry  Tra in ing Assoc ia t ion)  

 HEBC (Hor t  Educa t ion  BC)   

 RCITO (Res iden t ia l  Const ruc t ion  Indust ry  T ra in ing Organ iza t ion)  
 

P roposed ITOs:  

 IC I  Cons t ruc t ion  ITO ( indus t r ia l -commerc ia l - ins t i tu t iona l )   

 H & T  (Hosp i ta l i t y  and Tour ism)  



u s t o m e r  S a t i s f a c t i o n   
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Automotive Industry Training Association (AITA) 
The Automot ive  Indus t ry  T ra in ing  Assoc ia t ion  (A ITA)  i s  an  ITA-sanc t ioned Indus t ry  T ra in ing  Organ iza t ion .  The  
mandate  o f  AITA is  to  func t ion  as  an  e f fec t i ve  indus t ry  sec tor  coord inat ing agency  by  de f in ing  indust ry  t ra in ing  
needs and  occupat iona l  s tandards,  measur ing  indus t ry  t ra in ing  resu l ts ,  and d i rec t l y  in ter fac ing w i th  the  pub l i c ,  
p r i va te  and K-12 t ra in ing p rov iders .   A ITA is  governed by i t s  au tomot ive  indus t ry  representa t i ves,  w i th  the  ac t i ve  
par t i c ipat ion o f  s takeho lders  such  as  governments ,  t ra in ing  prov iders ,  and  o thers .   The AITA v is ion is  to  be  an  
indus t ry  sec to r  organ iza t ion  tha t  suppor ts  the  BC au tomot ive  indus t ry  w i th  t ra in ing and  credent ia l ing  tha t  
e f fec t i ve ly  matches the  supp ly  o f  sk i l led  workers  w i th  indus t ry  demand.   
 
A ITA is  accountab le  to  i t s  cus tomers  (employers  and  appren t i ces)  and  the ITA for  the s tandards  and ou tcomes o f  
the  fo l low ing ITA approved t ra in ing  programs:  
 
 Automot ive  Co l l i s ion  Repa i r  Techn ic ian   Automot ive  Ref in ish ing  Prep .  Techn ic ian  
 Automot ive  Par ts  Person   Automot ive  Upho ls te rer  
 Automot ive  Serv ice  Techn ic ian  
 Automot ive  Ref in ish ing  Techn ic ian  

 Automot ive  Whee l  A l ignment ,  Brake  &  Frame 
St ra ighten ing Serv ice  Techn ic ian  

 Motorcyc le  Mechan ic  
 Automot ive  Transmiss ion  Serv ice  Techn ic ian  

 Automot ive  Whee l  A l ignment  and  Brake  Serv ice  
Techn ic ian  

 Automot ive  E lec t r i ca l  and  Tune-up Serv ice  Tech .   Fork l i f t  Mechan ic  
 Automot ive  E lec t r i ca l  Techn ic ian   Indust r ia l  Eng ines  and Equ ipment  Par tsperson  
 Automot ive  G lass Techn ic ian   Indust r ia l  Warehouse Person  
 Automot ive  Mach in is t   Standard  Transmiss ion Repa i rer  
 Automot ive  Rad ia to r  Manufac turer  and  Repa i rer   T i re  Repa i rer  

Sample 
Based on  in fo rmat ion  f rom AIMS in  March 2006,  the  approx imate  popu la t ion  o f  the  AITA cus tomer  group  i s  1 ,618  
employers  and  2 ,645 appren t i ces.   Of  th is  popu la t ion ,  the  ac tua l  sample  surveyed was  204 employers  and  289  
apprent ices .  Targe ts  were  se t  by  t rades/p rograms wi th in  the  ITO to  ensure  tha t  the  sample  was representa t ive  o f  
the  survey  popu la t ion .   The  overa l l  marg in  o f  er ror  fo r  AITA scores  i s  5 .4% and 6 .4% fo r  apprent i ces  and  
employers ,  respec t i ve ly .  

Customer Satisfaction 
 
CSI Score  
The 2006 CSI  score  for  the  ITA apprent i ces  and  employers  
tha t  are  reg is te red  in  t ra in ing  p rograms w i th in  the A ITA ’s  
mandate  are  91  and  76 ,  respec t i ve ly .   These  scores 
ind ica te  tha t  cus tomer  sa t is fac t ion  fo r  A ITA apprent ices  is  
an  area  o f  s t reng th  and  tha t  the  respect i ve  score  for  
employers  fa l l s  w i th in  the acceptab le  marg in .     
 

F i g u r e  1 6 :  C u s t o m e r  S a t i s f a c t i o n  I n d e x  S c o r e s  f o r  A I T A   
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AITA Customer Sat isfact ion Data Highl ights 
 

Apprent ices Employers  

St rengths 
•  93% are  sat is f ied  wi th  the i r  technical  t ra in ing 

exper ience.  
•  92% are  sat is f ied  wi th  workplace  t ra in ing.  
•  93% are  sat is f ied  wi th  the  he lpfu lness of  

instructors  and the qual i ty  of  Inst ruct ion.  
•  96% are  sat is f ied  wi th  the  ski l ls  they learned on 

the job.  

St rengths 
•  95% are  sat is f ied  wi th  the  contr ibut ion of  

apprent ices  to  the ir  businesses.  
•  88% fe l t  that  they  were  t reated  fa i r ly  when 

contact ing the  ITA’s  Customer Service  Centre  

Areas  for  Improvement  
•  76% are  sat is f ied  wi th  the  ava i lab i l i ty  o f  f lex ib le  

t ra in ing  opt ions.  
•  76% fe l t  that  ITA staf f  went  the  ext ra  mi le .  
•  76% fe l t  that  they  were  informed of  everyth ing 

they needed to  do  to  get  serv ice  f rom the ITA.  

Areas  for  Improvement  
•  28% of  AITA employers  f ind  that  i t  is  easy to  f ind  

apprent ices  for  thei r  sector .  
•  47% of  employers  fee l  that  they have enough 

informat ion  about  how to  report  hours to  the 
ITA.  

•  52% of  AITA employers  fe l t  that  they were  
in formed of  everyth ing they needed to  get  
service  f rom the ITA.   

 
 
A ITA apprent ices  sa id  that  prac t i ca l  exper ience 
and  the he lp fu lness  o f  ins t ruc tors  were the most  
impor tan t  aspec ts  o f  techn ica l  t ra in ing.   The 
he lp fu lness o f  ins t ructors  i s  an  a rea  o f  s t rength  
and  the leve l  o f  sa t i s fac t ion  w i th  prac t i ca l  
exper ience  i s  cons idered  acceptab le .  
 
The most  impor tant  aspec ts  o f  the  workp lace  
exper ience  fo r  A ITA appren t ices a re  the  sk i l l s  
taugh t  on  the job ,  the  qua l i t y  o f  mentor ing ,  and 
hav ing oppor tun i t ies  to  exper ience a l l  aspec ts  o f  
the  t rade.  The  f i r s t  aspect  i s  an area o f  s t reng th  
and  the la t te r  two  aspec ts  have acceptab le  
sa t i s fac t ion  scores.  
 
A ITA apprent ices  ranked in format ion  on  how to  ge t  
serv ice  f rom the  ITA as the  most  impor tan t  aspec t  
o f  customer  serv ice .   A ITA appren t i ces  leve l  o f  
sa t i s fac t ion  w i th  th is  aspec t  (76%)  i s  a t  the  bo t tom 
o f  the  acceptab le  score  marg in ,  ind ica t ing  a  need 
for  improvement .  
 
 
 

 
 
 
 
 
 

F i g u r e  1 7 :  S a t i s f a c t i o n  v s .  I m p o r t a n c e  f o r  A I T A  A p p r e n t i c e s  
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The use fu lness  o f  sk i l l s  and  knowledge tha t  
apprent i ces  learn  through the i r  techn ica l  t ra in ing  i s  
iden t i f i ed  as  the  most  impor tan t  aspec t  o f  techn ica l  
t ra in ing for  AITA employers .   Th is  score  fa l l s  
w i th in  the  acceptab le  sa t is fac t ion  score  range bu t  
i s  border ing  on  be ing a  s t reng th .    
 
F ind ing  appren t i ces i s  ranked as  the  most  
impor tan t  aspec t  o f  be ing a  sponsor  by  A ITA 
employers ;  however ,  a lmos t  seven in  ten  o f  these 
employers  (69%)  repor ted that  i t  i s  no t  easy  to  do  
so .   Th is  i s  an  area for  improvement  w i th in  the 
au to  sec to r .  
 
A ITA employers  ranked in format ion on how to  get  
serv ice  f rom the  ITA as most  impor tan t ,  however  
on ly  ha l f  (52%)  o f  these employers  are  sa t i s f ied  
w i th  th is  aspec t  o f  customer  serv ice ,  s ign i fy ing  
tha t  th is  i s  an  area for  improvement  in  cus tomer  
serv ice .  
 

Stakeholder Awareness 
 
SAI Score  
The 2006 SAI  score  for  the  ITA apprent i ces  and  employers  
tha t  are  reg is te red  in  t ra in ing  p rograms w i th in  the A ITA ’s  
mandate  are  82  and  67 ,  respec t i ve ly .   The cus tomer  
awareness  score  for  appren t i ces ind ica tes  that  th is  i s  an 
a rea  o f  s t reng th  w i th in  the  auto  sec tor .   The 
cor respond ing  score  for  employers  fa l ls  w i th in  the 
acceptab le  range for  awareness  scores  for  th is  
s takeho lder  g roup .  
 
 
AITA Stakeholder  Awareness Data Highl ights 
 

Apprent ices Employers  

St rengths 
•  92% are  aware  of  the i r  ro le  as t ra inees wi th in  the  

indust ry  t ra in ing  system.  
•  94% are  aware  that  they are  responsib le  for  

register ing themselves  for  technica l  t ra in ing .  
•  93% are  aware  of  the  requi rements  for  

complet ing thei r  indust ry  t ra in ing program.  
 Areas for  Improvement  
•  71% are  aware  of  the  recent  changes to  t racking 

and report ing  of  work-based t ra in ing hours.  

St rengths 
•  82% are  aware  of  the i r  ro le  wi th in  the  indust ry  

t ra in ing  system.  
Areas  for  Improvement  
•  53% are  aware  of  the  ITA in i t ia t ive  to  establ ish  

ITOs.  
•  44% are  aware  of  the  recent  changes to  t racking 

and report ing  of  work-based t ra in ing hours.  
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F i g u r e  2 0 :  A I T A  A p p r e n t i c e s ’  a n d  E m p l o y e r s ’  a w a r e n e s s  o f  I T A ,  
i n  g e n e r a l   
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Awareness of  ITA 
Overa l l ,  the  ma jor i t y  o f  AITA apprent i ces  are  aware  
o f  the  ro le  and  mandate  o f  the  ITA,  bu t  AITA 
employers ’  awareness o f  the  same top ic  is  
no t i ceab ly  lower .  
 
The ma jor i t y  o f  AITA appren t i ces and  employers  are  
aware  tha t  the  ITA is  mandated  to  ensure indus t ry  
leadersh ip  o f  the  indus t ry  t ra in ing  sys tem.   Most  
(80%)  A ITA appren t i ces  are  aware o f  the  ITA 
in i t ia t i ve  to  es tab l i sh  sec to r -or ien ted  ITOs,  and 
s l igh t ly  less  than n ine  in  ten  are  aware o f  the  ITO 
for  the i r  t rade .   Wh i le  on ly  53% o f  A ITA employers  
a re  aware o f  the  ITA in i t ia t i ve ,  66% are  aware  o f  the ITO for  the i r  t rade.  

F i g u r e  2 1 :  A I T A  A p p r e n t i c e s  a n d  E m p l o y e r s ’  a w a r e n e s s  o f  I T A  m a n d a t e  a n d  i n i t i a t i v e s  
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Awareness of  Red Seal  Programs 
Most  A ITA appren t i ces  (87%)  and employers  (71%)  a re  aware tha t  Red Sea l  ce r t i f i ca t ion  p rograms are  ava i lab le  
to  apprent i ces  in  Br i t i sh  Co lumbia .  A ITA appren t i ces  a re  s ign i f i can t l y  more aware o f  Red Sea l  oppor tun i t ies  than  
A ITA employers .  
 
Awareness of  Roles and Responsibi l i t ies 
Overa l l ,  bo th  A ITA apprent i ces  and  employers  
a re  aware o f  the i r  respec t ive  ro les  and 
respons ib i l i t ies  in  the  indus t ry  t ra in ing  sys tem.    
 
Less  than ha l f  o f  A ITA employers  repor ted  
be ing aware  o f  recen t  repor t ing  requ i rements ,  
compared  to  71% o f  appren t i ces .   S im i la r l y ,  
A ITA apprent ices  are  more  aware  o f  the i r  
respons ib i l i t ies  in  regard to  repor t ing  hours  
than are  A ITA employers .  

F i g u r e  2 2 :  A I T A  A p p r e n t i c e s ’  a n d  E m p l o y e r s ’  a w a r e n e s s  o f  r o l e s  a n d  
r e s p o n s i b i l i t i e s ,  i n  g e n e r a l  
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Hort Education BC (HEBC) 
Hor t  Educa t ion  BC (HEBC)  was  es tab l i shed  in  May 2005,  and i s  sanc t ioned by  the  ITA as the indus t ry  t ra in ing 
o rgan izat ion ( ITO)  for  the  o rnamenta l  hor t i cu l tu re  indus t ry  in  Br i t i sh  Co lumbia .  The  purpose  o f  HEBC is  to  de f ine  
and  make operat iona l  an  indus t ry  dr i ven  t ra in ing  leadersh ip  and coord inat ing mechan ism fo r  the BC ornamenta l  
hor t i cu l tu re  indus t ry .  HEBC’s  miss ion  is  to  p romote,  deve lop ,  coord ina te ,  and manage the  de l i very  o f  e f fec t i ve  
and  e f f i c ien t  indus t ry  t ra in ing  and  qua l i f i ca t ions  in  the  BC ornamenta l  hor t i cu l tu re  indus t ry  by  respond ing  to  the  
sk i l l s  and  t ra in ing  needs  o f  apprent ices ,  workers ,  and  employers .  
 
HEBC is  accountab le  to  i ts  cus tomers  (employers  and  apprent i ces)  and the  ITA for  the s tandards and  ou tcomes o f  
the  fo l low ing ITA approved t ra in ing  programs:  
 
 Arborcu l tur i s t  (urban  fo res t ry)   Landscape Hor t i cu l tu ra l i s t  
 Flor i s t   Produc t ion  Hor t i cu l tu ra l i s t  

Sample 
Based on  in fo rmat ion  f rom AIMS in  March 2006,  the  approx imate  popu la t ion  o f  the  HEBC s takeho lder  g roup  i s  141  
employers ,  and  216  appren t i ces .   O f  th is  popu la t ion ,  the  actua l  sample  surveyed was  50  employers  and 76  
apprent ices .  Targe ts  were  se t  by  t rades/p rograms wi th in  the  ITO to  ensure  tha t  the  sample  was representa t ive  o f  
the  survey  popu la t ion .   The  overa l l  marg in  o f  er ror  fo r  AITA scores  i s  9 .1% and 11 .2% fo r  appren t i ces and  
employers  respec t i ve ly .   These  marg ins  o f  er ror  are  h igher  than norma l  and  genera l i za t ions  about  the  popu la t ion  
shou ld  be made w i th  caut ion .  

Customer Satisfaction 
 
CSI Score 
The 2006 CSI  score  for  the  ITA apprent i ces  and  
employers  tha t  are  reg is te red  in  t ra in ing  programs 
w i th in  HEBC’s  mandate  are  86 and  81 ,  respec t i ve ly .   
Bo th  o f  these scores  fa l l  w i th in  the respec t i ve  g roups ’  
acceptab le  range for  sa t is fac t ion  scores .  
 
HEBC Customer Sat isfact ion Data Highl ights 
 

Apprent ices Employers  
St rengths 
•  92% are  sat is f ied  wi th  workplace  t ra in ing.  
•  93% are  sat is f ied  wi th  the  he lpfu lness of  the i r  

instructors .  
•  95% feel  that  they  are  t reated  fa i r ly  when 

contact ing the  ITA’s  Customer Service  Centre  
Areas  for  Improvement  
•  70% are  sat is f ied  wi th  the  amount  of  pract ica l  

exper ience that  they rece ive  dur ing  the in -school  
port ion  of  thei r  t ra in ing .  

•  60% feel  that  they  are  informed of  everyth ing  they  
need to  get  service  f rom the ITA.  

•  64% feel  that  s taf f  went  the  ext ra  mi le  when 
contact ing the  ITA Customer Serv ice  Centre .  

•  75% are  sat is f ied  wi th  the  amount  of  t ime i t  took 
to  get  serv ice  f rom the  ITA’s Customer Serv ice  
Centre .  

St rengths 
•  89% are  sat is f ied  wi th  the  technica l  t ra in ing that  

apprent ices  receive .  
•  88% are  sat is f ied  wi th  the i r  exper ience of  being a  

sponsor .  
•  85% are  sat is f ied  wi th  the  usefu lness of  the  sk i l ls  

and knowledge that  apprent ices learn  through 
the ir  technica l  t ra in ing program.  

•  100% bel ieve  that  apprent ices  make a  posi t ive  
cont r ibut ion to  the i r  business.  

•  89% bel ieve  that  i t  is  easy to  reg ister  an  
apprent ice.  

Areas  for  Improvement  
•  45% f ind i t  easy  to  f ind  apprent ices.  
•  51% feel  they have enough informat ion  about  the 

t ra in ing they  are  expected to  provide  to  
apprent ices .   
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Apprent ices 
HEBC appren t i ces  sa id  tha t  p rac t i ca l  exper ience  and  
qua l i t y  o f  ins t ruc t ion  were the most  impor tant  aspec ts  
o f  techn ica l  t ra in ing .   The sa t i s fac t ion  score  for  
qua l i t y  o f  ins t ruc t ion  fa l l s  w i th in  the  h igher  end  o f  the  
acceptab le  score  range.   However ,  re la t i ve ly  low 
sa t i s fac t ion  w i th  the  amount  o f  p rac t i ca l  exper ience  
dur ing  the in -schoo l  por t ion  o f  t ra in ing  ind ica tes an  
a rea  for  improvement .  
 
The most  impor tant  aspec t  o f  the  workp lace  
exper ience  fo r  HEBC appren t ices  i s  the  sk i l l s  taught  
on  the  job .  The  score  for  th is  aspec t  fa l l s  in  the upper  
end  o f  the acceptab le  range fo r  sa t i s fac t ion  scores .  
 
HEBC appren t i ces  ranked the  knowledge and 
competence  o f  ITA s ta f f  as  mos t  impor tan t ,  w i th  mos t  
(85%)  ind ica t ing  sat i s fac t ion  w i th  th is  aspec t  o f  
cus tomer  serv ice .   Th is  i s  an  acceptab le  sa t i s fac t ion  
score  for  th is  s takeho lder  g roup .  
 
 

Employers  
The use fu lness  o f  sk i l l s  and  knowledge tha t  
apprent i ces  learn  through the i r  techn ica l  t ra in ing  i s  
iden t i f i ed  as  the  most  impor tan t  aspec t  o f  techn ica l  
t ra in ing for  HEBC employers .  The  leve l  o f  sa t i s fac t ion  
in  th is  area is  s t rength  for  ITA employers  w i th in  the  
HEBC mandate .  
 
HEBC employers  found  the  cont r ibu t ion  o f  appren t ices  
to  be  the  most  impor tan t  aspec t  o f  be ing  a  sponsor ,  
and  a l l  (100%)  HEBC employers  surveyed ind icated  
sa t i s fac t ion  w i th  th is  aspec t .    F ind ing appren t i ces was  
a lso  ind ica ted  as  an  impor tan t  aspect  o f  be ing a  
sponsor  by  HEBC employers ;  however  a lmos t  ha l f  
(47%)  repor ted  tha t  i t  i s  no t  easy  to  f ind  apprent i ces ,  
s igna l l ing  tha t  th is  i s  an  a rea  fo r  improvement .  
 
HEBC employers  ranked the  knowledge and  
competence  o f  ITA s ta f f  as  the most  impor tan t  aspec t  
o f  customer  serv ice .   The cor respond ing  score  fo r  th is  
aspec t  fa l l s  w i th in  the  acceptab le  range fo r  sa t i s fac t ion  
scores for  the  employer  group .  In format ion on how to  
ge t  serv ice  f rom the  ITA was  a lso  ranked as impor tan t  
by  HEBC employers ,  however  th is  score  l ies  bare ly  
w i th in  the  acceptab le  score  range.   

 
 
 
 
 

F i g u r e  2 5 :  S a t i s f a c t i o n  v s .  I m p o r t a n c e  f o r  H E B C  E m p l o y e r s  

 

 

F i g u r e  2 4 :  S a t i s f a c t i o n  v s .  I m p o r t a n c e  f o r  H E B C  A p p r e n t i c e s  

 



 
 
 

ITA CUSTOMER SATISFACTION/STAKEHOLDER AWARENESS SURVEY –  2006  PAGE 29  

 
 
 
 
 
 
 

 

I T O  P r o f i l e s  –  H E B C   

F i g u r e  2 7 :  H E B C  A p p r e n t i c e s ’  a n d  E m p l o y e r s ’  a w a r e n e s s  
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Stakeholder Awareness 
 
SAI Score  
The 2006 SAI  score  for  the  ITA apprent i ces  and  employers  
tha t  are  reg is te red  in  t ra in ing  p rograms w i th in  HEBC’s  
mandate  are  70  and  66 ,  respec t i ve ly .   These  scores bo th  
fa l l  w i th in  the  respect i ve  g roups ’  accep tab le  range for  
awareness  scores.  
 
 
 
HEBC Stakeholder  Awareness Data Highl ights 
 

Apprent ices Employers  
Areas  for  Improvement  
•  62% are  aware  of  the  ro le  and mandate of  the  

ITA.  
•  65% are  aware  that  Red Seal  cert i f icat ion 

programs are  ava i lab le  to  apprent ices  in  BC.  
•  63% are  aware  of  the  recent  changes to  t racking 

and report ing  of  work-based t ra in ing for  
apprent ices .  

•  64% know how to  get  informat ion  about  the ITA 
and i ts  programs.  

St rengths 
•  78% of  employers  are aware  of  their  ro les  and 

responsib i l i t ies  as  a  sponsor  in  the BC indust ry  
t ra in ing  system.  

•  78% are  aware  that  the  ITA is  mandated  to  
ensure indust ry  leadersh ip  in  the indust ry  
t ra in ing  system.  

Areas  for  Improvement  
•  41% are  aware  of  the  recent  changes to  t racking 

and report ing  of  work-based t ra in ing for  
apprent ices .  

•  38% are  aware  that  Red Seal  cert i f icat ion 
programs are  ava i lab le  to  apprent ices  in  BC.  

  
 
Awareness of  ITA 
The overa l l  awareness  scores for  HEBC employers  and  
apprent i ces  a re  qu i te  s imi la r .   The  score  for  apprent i ces  fa l l s  
be low the  acceptab le  range o f  awareness  scores  for  th is  
s takeho lder  g roup ,  ind ica t ing  that  th is  i s  an area fo r  
improvement .   The score  for  emp loyers  fa l l s  w i th in  the bot tom 
por t ion  o f  th is  s takeho lder  g roup ’s  accep tab le  range for  
awareness  score ,  a lso  ind ica t ing  room for  improvement .    
 
The ma jor i t y  o f  HEBC apprent ices  and employers  are  aware 
tha t  the  ITA is  mandated  to  ensure  indus t ry  leadersh ip  o f  the  
indus t ry  t ra in ing  sys tem.   A lmost  th ree  quar te rs  o f  HEBC 
apprent i ces  a re  aware o f  the  ITA in i t i a t i ve  to  work  toward  sec tor -or ien ted  ITOs,  and  80% are  aware  o f  the  ITO for  
the i r  t rade.  As  shown in  F igure  28 ,  wh i le  on ly  59% o f  HEBC employers  are  aware o f  the  ITA in i t ia t i ve ,  c lose  to  
three  quar ters  (72%)  a re  aware  o f  the  ITO for  the i r  t rade .  
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Awareness of  Red Seal  Programs 
When HEBC apprent i ces  and  employers  were asked whether  they  were  aware  tha t  Red Sea l  cer t i f i ca t ion  programs 
were ava i lab le  in  BC,  appren t i ces ind ica ted moderate  (65%)  awareness ,  and  employers  ind ica ted low (38%)  
awareness  o f  Red Sea l  p rograms.  
 
Awareness of  Roles and Responsibi l i t ies 
Overa l l ,  bo th  HEBC appren t i ces  and employers  are  aware  
o f  the i r  respec t i ve  ro les  and  respons ib i l i t i es  in  the 
indus t ry  t ra in ing  sys tem.  
 
Less  than ha l f  o f  HEBC employers  repor ted  be ing  aware 
o f  recen t  changes  to  repor t ing  requ i rements ,  compared  to  
63% o f  HEBC appren t i ces .   S im i la r l y ,  HEBC appren t i ces  
a re  more  aware o f  the i r  respons ib i l i t i es  in  regard  to  
repor t ing  hours  than are  HEBC employers .  
 

F i g u r e  2 9 :  H E B C  A p p r e n t i c e s ’  a n d  E m p l o y e r s ’  a w a r e n e s s  o f  
r o l e s  a n d  r e s p o n s i b i l i t i e s ,  i n  g e n e r a l  
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Hospitality and Tourism (H&T) 
The Hosp i ta l i t y  and  Tour ism ITO (H&T)  i s  s t i l l  i n  the  p roposa l  s tage ,  ye t  to  be  sanc t ioned as  an  ITO by the  ITA.   
The respons ib i l i t i es  o f  the  H&T ITO w i l l  re f lec t  the  ac t i v i t ies /de l i ve rab les  and respons ib i l i t i es  o f  ITOs presented  in  
Tab le  8  presented  a t  the  beg inn ing o f  the  ITO sec t ion .   Fur thermore ,  upon fo rmat ion ,  the H&T w i l l  deve lop  a  
bus iness p lan  to  out l ine  i t s  ro le  and respons ib i l i t i es  in  the  con tex t  o f  the  hosp i ta l i t y  and  tour ism sec to r .  
 
H&T w i l l  be  accountab le  to  i t s  cus tomers  (employers  and apprent i ces)  and  the  ITA for  the s tandards  and  
ou tcomes o f  the  t ra in ing  p rograms wh ich  fa l l  w i th in  i t s  mandate .   The  fo l low ing  t rades  are  those  wh ich had  been 
p roposed to  l i ke ly  fa l l  w i th in  H&T’s  mandate  a t  the  t ime o f  the  survey ’s  admin is t ra t ion :  
 
 Baker   
 Cook  

Sample 
Based on  in fo rmat ion  f rom AIMS in  March 2006,  the  approx imate  popu la t ion  o f  the  H&T cus tomer  group  i s  639  
employers  and  1 ,409 appren t i ces.   Of  th is  popu la t ion ,  the  ac tua l  sample  surveyed was  152 employers ,  and  254  
apprent i ces .   Targe ts  were  se t  by  t rades /programs w i th in  the  sec to r  to  ensure  tha t  the sample  was represen ta t i ve  
o f  the  survey popu la t ion .   The marg ins  o f  er ror  fo r  H&T appren t i ces  and  employers  are  5 .6% and 6 .9% 
respec t ive ly .  
 

Customer Satisfaction 
 
CSI Score 
The 2006 CSI  scores  for  H&T appren t ices  and  
employers  are  89 and  80  respec t i ve ly .   Bo th  scores  fa l l  
w i th in  the  accep tab le  range estab l i shed  by  the 
thresho lds .  
 
H&T Customer Sat isfact ion Data Highl ights 

Apprent ices Employers  
St rengths 
•  94% are  sat is f ied  wi th  the i r  technical  t ra in ing 

exper ience.  
•  94% are  sat is f ied  wi th  the  qual i ty  of  instruct ion 

received .  
•  91% are  sat is f ied  wi th  the  amount  of  pract ica l  

exper ience dur ing  the in-school  port ion  of  the 
t ra in ing .  

•  92% are  sat is f ied  wi th  the  he lpfu lness of  
instructors .  

•  93% are  sat is f ied  wi th  the  usefu lness of  ski l ls  
and knowledge learned through the technical  
t ra in ing .  

•  94% feel  that  they  are  t reated  fa i r ly  when 
contact ing the  ITA’s  Customer Service  Centre   

Areas  for  Improvement  
•  78% feel  they  are  informed of  everyth ing they  

need to  get  service  f rom the ITA/ ITC.  
•  73% fe l t  ITA staf f  went  the  ext ra  mi le .  

St rengths 
•  84% are  sat is f ied  wi th  the  technica l  t ra in ing 

apprent ices  receive .  
•  86% are  sat is f ied  wi th  the i r  exper ience as  a  

sponsor .  
•  87% feel  that  they  are  t reated  fa i r ly  when 

contact ing the  ITA’s  Customer Service  Centre  
•  98% of  employers  be l ieve  that  apprent ices  make 

a  posi t ive  cont r ibut ion  to  employers ’  
businesses.  

Areas  for  Improvement  
•  46% feel  i t  is  easy  to  f ind  apprent ices .  
•  47% feel  they  are  informed of  everyth ing they  

need to  get  service  f rom the ITA/ ITC.  
•  49% feel  they have enough informat ion  about  

how to  report  work-based t ra in ing  hours to  the  
ITA.  
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I T O  P r o f i l e s  –  H  &  T   
 
 

 

 Apprent ices 
For  H&T apprent i ces ,  the  qua l i t y  o f  ins t ruc t ion ,  the  
he lp fu lness o f  ins t ructors ,  and the  amount  o f  
p ract i ca l  exper ience  are  the  th ree  most  impor tan t  
aspec ts  o f  the  techn ica l  t ra in ing exper ience .   A l l  
th ree  aspects  had sa t i s fac t ion  scores  above the  
thresho ld ,  ind ica t ing  areas  o f  s t rength .  
 
The most  impor tant  aspec t  o f  the  workp lace  t ra in ing  
exper ience  fo r  H&T appren t ices  i s  the  sk i l l s  taught  
on  the  job .   The sa t i s fac t ion  score  for  th is  aspec t  fe l l  
w i th in  the  accep tab le  range estab l i shed  by  the 
thresho lds .  
 
H&T appren t ices  ra ted  the  knowledge and  
competence  o f  ITA/ ITC s ta f f ,  the  in format ion  
p rov ided to  ge t  serv ice  f rom the  ITA/ ITC,  and the  
ab i l i t y  o f  the  ITA/ ITC s ta f f  to  go  the  ext ra  mi le  as the  
three  most  impor tan t  aspec ts  o f  ITA/ ITC cus tomer  
serv ice .   Wh i le  the  sat i s fac t ion  score  fo r  the f i r s t  
aspec t  was  w i th in  the acceptab le  range,  sa t i s fac t ion  
scores fo r  the  in fo rmat ion  prov ided and the  ab i l i t y  o f  
the  s ta f f  to  go  the  ext ra  mi le  fe l l  be low the 
es tab l i shed th resho ld ,  ind ica t ing areas for  
improvement .  

 
Employers  
Accord ing  to  H&T employers ,  the  use fu lness  o f  sk i l l s  and  
knowledge learned  through techn ica l  t ra in ing i s  the  mos t  
impor tan t  aspec t  o f  the  techn ica l  t ra in ing  appren t ices  
rece ive .   The sa t i s fac t ion  score  for  th is  aspect  i s  loca ted 
w i th in  the  accep tab le  range.  
 
The mos t  impor tant  aspec t  o f  be ing  a  sponsor  fo r  H&T 
employers  i s  the  ab i l i t y  to  f ind  appren t ices .   A low 
sa t i s fac t ion  score  (46%)  in  th is  aspec t  ind ica tes  a  need 
for  improvement .  
 
H&T employers  ra ted the  knowledge and  competence  o f  
ITA/ ITC s ta f f  and the  in format ion  prov ided  to  ge t  serv ice  
f rom the ITA as  the  two most  impor tan t  aspects  o f  
ITA/ ITC customer  serv ice .   Wh i le  the sa t i s fac t ion  score  
for  the  knowledge and  competence o f  ITA/ ITC s ta f f  i s  
accep tab le ,  on ly  47% o f  H&T employers  fe l t  in formed o f  
every th ing  they  had  to  do  to  ge t  serv ice  f rom the  ITA,  
ind ica t ing  a  need for  improvement .  
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Stakeholder Awareness 
 
SAI Score  
The 2006 SAI  score  for  the  ITA apprent i ces  and  
employers  tha t  are  reg is te red  in  t ra in ing  programs 
w i th in  H&T’s  mandate  are  79  and  68 ,  respec t i ve ly .   
These  scores bo th  fa l l  w i th in  the  respec t i ve  groups ’  
acceptab le  range for  awareness  scores .  
 
 
H&T Stakeholder  Awareness Data Highl ights 
 

Apprent ices Employers  
St rengths 
•  91% are  aware  of  the i r  ro les  and responsib i l i t ies  

in  the  BC indust ry  t ra in ing  system.  
•  96% are  aware  that  Red Seal  cert i f icat ion 

programs are  ava i lab le  to  apprent ices  in  BC.  
Areas  for  Improvement  
•  70% are  aware  of  the  ro le  and mandate of  the  

ITA.  
•  70% are  aware  of  the  recent  changes to  the 

t racking  and report ing  of  work-based t ra in ing .  
 

St rengths 
•  84% are  aware  of  the i r  ro les  and responsib i l i t ies  

in  the  BC indust ry  t ra in ing  system.  
•  95% are  aware  that  Red Seal  cert i f icat ion 

programs are  ava i lab le  to  apprent ices  in  BC.  
Areas  for  Improvement  
•  44% are  aware  of  the  recent  changes to  the 

t racking  and report ing  of  work-based t ra in ing .  
•  55% are  aware  of  the  ITA in i t ia t ive  to  establ ish  

Indust ry  Tra in ing Organizat ions ( ITOs) .  

 
 
Awareness of  ITA 
Overa l l ,  mos t  HEBC appren t i ces  (70%)  and  
employers  (61%)  are  aware  o f  the  ro le  and  
mandate  o f  the  ITA.   The  ma jor i t y  o f  H&T 
apprent i ces  and  employers  are  aware  tha t  the  ITA 
is  mandated  to  ensure  indust ry  leadersh ip  o f  the  
indus t ry  t ra in ing  sys tem.   
 
Three  quar ters  o f  H&T appren t ices  are  aware  o f  
the  ITA in i t i a t i ve  to  work  toward  sec tor -or ien ted  
ITOs,  wh i le  on ly  55% o f  H&T employers  a re  aware  
o f  the  ITA in i t ia t i ve .  
  
Awareness of  Red Seal  Programs 
Most  H&T appren t i ces (96%)  and  employers  (95%)  agreed when asked whether  they were  aware  tha t  Red Sea l  
cer t i f i ca t ion  p rograms are  ava i lab le  in  Br i t i sh  Co lumbia .    
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Awareness of  Roles and Responsibi l i t ies 
Overa l l ,  bo th  H&T appren t i ces  and  employers  are  
aware  o f  the i r  respec t i ve  ro les  and  
respons ib i l i t ies  in  the  indus t ry  t ra in ing  sys tem.    
 
Less  than ha l f  o f  H&T employers  repor ted  be ing  
aware  o f  recen t  changes  to  repor t ing  
requ i rements ,  compared  to  70% o f  apprent i ces .   
S im i la r l y ,  H&T appren t ices  a re  more  aware  o f  
the i r  respons ib i l i t i es  in  regard  to  repor t ing  hours  
than are  H&T employers .  
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Industrial-Commercial-Institutional (ICI) 
The Indus t r ia l -Commerc ia l - Ins t i tu t iona l  ( IC I )  Cons t ruc t ion  ITO is  s t i l l  i n  the  p roposa l  s tage,  ye t  to  be  sanc t ioned 
as  an ITO by the ITA.  However ,  i t  has been the  sub jec t  o f  w idespread d iscuss ion  and  consu l ta t ion  w i th in  the  
sec to r .   The  respons ib i l i t ies  o f  the  IC I  ITO w i l l  re f lec t  the  act i v i t ies /de l i ve rab les  and respons ib i l i t i es  o f  ITOs 
presented  in  Tab le  8 ,  presen ted  a t  the  beg inn ing o f  the  ITO pro f i les .   Fur thermore ,  upon fo rmat ion ,  th is  ITO w i l l  
deve lop  a  bus iness  p lan  to  ou t l ine  i t s  ro le  and respons ib i l i t ies  in  the  con text  o f  the  indus t r ia l -commerc ia l -
ins t i tu t iona l  cons t ruc t ion  sec to r .  
 
IC I  w i l l  be  accountab le  to  i t s  cus tomers (employers  and  appren t ices)  and the  ITA for  the  s tandards and  ou tcomes 
o f  the  t ra in ing  programs wh ich fa l l  w i th in  i t s  mandate .   The fo l low ing  t rades are  examples  o f  those  which  have  
been proposed to  l i ke ly  fa l l  w i th in  IC I ’s  mandate  a t  the  t ime o f  the  admin is t ra t ion  o f  the  2006  Cus tomer  
Sat i s fac t ion  and  S takeho lder  Awareness  Survey :  
 
 Arch i tec tu ra l  Sheet  Meta l  
 Br ick layer  
 Carpen te r  
 Cement  Mason 
 Drywa l l  F in isher  
 Elec t r i c ian  
 Eleva tor  Cons t ructor /Mechan ic  
 F loor  Coverer  
 Gas F i t te r  
 Glaz ie r  
 Hardwood F loor  Layer  

 Heat  & Fros t  Insu la tor   
 I ronworker  
 Jo iner  
 Mason 
 Meta l  Fabr ica tor  
 Pain ter /Decorator  
 Pi ledr i ver /Br idgeman 
 Pipe f i t te r /Steam F i t te r  
 Plas terer  
 Plumber  
 Refr igera t ion  Mechan ic  

 Roofer ,  Damp & Waterproo fer  
 Sheet  Meta l  
 Spr ink ler  System F i t te r / Ins ta l le r  
 Ti lese t te r  
 Wal l  &  Ce i l ing  Ins ta l le r  
 Welder  /  S tee l  Fabr ica tor  
 Formwork Techn ic ian  
 Rein fo rc ing  Bar  Ins ta l le r  

 

Sample 
Based on  in fo rmat ion  f rom AIMS in  March 2006,  the  approx imate  popu la t ion  o f  the  IC I  s takeho lder  group  i s  3 ,829  
employers  and  12,354  apprent i ces .   Of  th is  popu la t ion ,  the ac tua l  sample  surveyed was 281  employers ,  and 504  
apprent i ces .   Targe ts  were  se t  by  t rades /programs w i th in  the  ITO to  ensure tha t  the sample  was  representa t i ve  o f  
the  survey  popu la t ion .   The  overa l l  marg in  o f  er ror  fo r  ICI  appren t i ces and  employers  i s  4 .3% and 5 .6% 
respec t ive ly .  

Customer Satisfaction 
 
CSI Score 
 
The 2006 CSI  score  i s  88 for  IC I  appren t i ces  and 84  for  
IC I  employers .   The cus tomer  sat i s fac t ion  score  for  IC I  
employers  ind ica tes tha t  th is  i s  an  area  o f  s t reng th ,  
wh i le  the  IC I  apprent i ce  sa t i s fac t ion  score  fa l l s  w i th in  
the  acceptab le  range.  
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ICI  Customer Sat isfact ion Data Highl ights  

Apprent ices Employers  
St rengths 
•  91% are  sat is f ied  wi th  the i r  workplace t ra in ing 

exper ience.  
•  91% are  sat is f ied  wi th  the  qual i ty  of  instruct ion.  
•  92% are  sat is f ied  wi th  the  he lpfu lness of  

instructors .  
•  94% feel  they  are  t reated  fa i r ly  when contact ing 

the  ITA’s  Customer Service  Centre .  
  
 

St rengths 
•  89% are  sat is f ied  wi th  the  technica l  t ra in ing 

apprent ices  receive  and wi th  the exper ience of  
be ing a  sponsor .  

•  90% feel  they  are  t reated  fa i r ly  when contact ing 
the  ITA’s  Customer Service  Centre .  

•  85% are  sat is f ied  wi th  the  usefu lness of  ski l ls  
and knowledge that  apprent ices learn  through 
the technical  t ra in ing program.  

•  98% bel ieve  apprent ices  make a  posi t ive  
cont r ibut ion to  employers ’  businesses.  

Areas  for  Improvement  
•  72% of  apprent ices fe l t  in formed of  everyth ing 

they had to  do  to  get  serv ice  f rom the ITA.  

Areas  for  Improvement  
•  42% of  employers  fee l  i t  is  easy  to  f ind  

apprent ices .  
 
 

 

 Apprent ices 
IC I  apprent ices  s ta ted tha t  the  qua l i t y  o f  ins t ruc t ion ,  
the  amount  o f  prac t i ca l  exper ience,  and  the  
he lp fu lness o f  ins t ructors  a re  the  most  impor tan t  
aspec ts  o f  the i r  techn ica l  t ra in ing exper ience .   
Sa t i s fac t ion  scores for  the  qua l i t y  o f  ins t ruc t ion  and  
he lp fu lness o f  ins t ructors  ind ica te  tha t  these are  two 
areas  o f  s t reng th ,  wh i le  appren t i ce  sat i s fac t ion  w i th  
the  amount  o f  prac t i ca l  exper ience fa l ls  w i th in  the 
acceptab le  range.  
 
Regard ing the i r  workp lace t ra in ing  exper ience ,  IC I  
apprent i ces  ra ted the  sk i l l s  taught  on the  job  and  the  
oppor tun i t ies  to  exper ience  a l l  aspects  as  the  two 
most  impor tan t  components .   Sa t i s fac t ion  scores for  
bo th  components  a re  w i th in  the  accep tab le  range.  
 
The most  impor tant  aspec ts  o f  cus tomer  serv ice  for  
IC I  apprent i ces  are  the in format ion prov ided ,  the  
knowledge and  competence  o f  ITA/ ITC s ta f f ,  and the  
t ime l iness  o f  serv ice  f rom the ITA.   Whi le  sa t i s fac t ion  
scores for  the  la t te r  two aspec ts  fa l l  w i th in  the 
accep tab le  range,  the  sa t i s fac t ion  score  for  the 
in format ion  prov ided  by  the  ITA is  be low the  
es tab l i shed th resho ld ,  ind ica t ing  an area  fo r  
improvement .  
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Employers  
IC I  employers  ra ted  the  use fu lness  o f  sk i l l s  and 
knowledge appren t i ces  learn  through techn ica l  
t ra in ing as  the  most  impor tan t  aspec t  o f  the  
techn ica l  t ra in ing  exper ience .   A  h igh  sa t i s fac t ion  
score  among ICI  employers  in  th is  aspect  
ind ica tes  that  th is  i s  an  area o f  s t rength .  
 
Regard ing the i r  exper ience  as  a  sponsor ,  IC I  
employers  ra te  the  ease o f  f ind ing apprent i ces  and 
the  con t r ibu t ion  o f  apprent ices  as  the two most  
impor tan t  aspec ts .   A lmos t  a l l  (98%)  IC I  emp loyers  
be l ieve tha t  apprent i ces  make a  pos i t ive  
con t r ibu t ion,  ind ica t ing  an area  o f  s t reng th .   
However ,  on ly  42% o f  IC I  employers  fee l  i t  i s  easy 
to  f ind  appren t i ces ,  ind ica t ing  a  need fo r  
improvement  in  th is  area .  
 
The in format ion  prov ided by  the  ITA/ ITC,  the 
knowledge and  competence  o f  ITA/ ITC s ta f f ,  and 
the  t ime l iness  o f  se rv ice  f rom the  ITA are  the  
three  aspects  o f  cus tomer  serv ice  ra ted  as  most  
impor tan t  by  IC I  employers .   Sat i s fac t ion  scores 
for  a l l  th ree  aspec ts  fa l l  w i th in  the  accep tab le  
range es tab l ished  by  the  th resho lds.   
 
Stakeholder Awareness 
 
SAI Score  
 
The 2006 SAI  score  for  the  ITA apprent i ces  and  
employers  tha t  are  reg is te red  in  t ra in ing  programs w i th in  
IC I ’ s  mandate  are  73  and 72 ,  respec t i ve ly .   These  scores 
bo th  fa l l  w i th in  the  respect i ve  groups ’  accep tab le  range 
fo r  awareness  scores .  
 
ICI  Stakeholder  Awareness Data Highl ights 
 

Apprent ices Employers  
St rengths 
•  91% are  aware  of  the i r  ro les  and responsib i l i t ies  

in  the  BC indust ry  t ra in ing  system.  
Areas  for  Improvement  
•  65% are  aware  of  the  ro le ,  mandate of  the  ITA.  
•  64% know how to  get  informat ion  about  the ITA 

and i ts  programs.  
•  68% are  aware  of  the  ITA in i t ia t ive  to  establ ish  

Indust ry  Tra in ing Organizat ions ( ITOs) .  
•  67% are  aware  of  the  recent  changes to  the 

t racking  and report ing  of  work-based t ra in ing .  

St rengths 
•  87% are  aware  of  the i r  ro les  and responsib i l i t ies  

in  the  BC indust ry  t ra in ing  system.  
•  82% are  aware  that  the  ITA is  mandated  to  

ensure indust ry  leadersh ip  in  the indust ry  
t ra in ing  system.  

•  82% are  aware  that  Red Seal  Cert i f icat ion 
programs are  ava i lab le  to  apprent ices  in  BC.  

Areas  for  Improvement  
•  47% are  aware  of  the  recent  changes to  the 

t racking  and report ing  of  work-based t ra in ing .  

F i g u r e  3 9 :  S a t i s f a c t i o n  v s .  I m p o r t a n c e  f o r  I C I  E m p l o y e r s  
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Awareness of  ITA 
Almost  two  th i rds  o f  IC I  appren t i ces  are  aware o f  the  
ITA in i t ia t i ve  to  work  toward sec tor -or ien ted  ITOs,  
wh i le  on ly  59% o f  IC I  employers  are  aware o f  the  ITA 
in i t ia t i ve .  
 
Awareness of  Red Seal  Programs 
Most  IC I  apprent i ces  (87%)  and  employers  (82%)  
agreed when asked whether  they were  aware  tha t  
Red Sea l  cer t i f i ca t ion  p rograms are  ava i lab le  in  BC.   
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Awareness of  Roles and Responsibi l i t ies 
Overa l l ,  bo th  ICI  appren t ices  and  employers  are  
aware  o f  the i r  respec t i ve  ro les  and  respons ib i l i t i es  
in  the  indus t ry  t ra in ing  sys tem.   However ,  less  than  
ha l f  o f  IC I  employers  are  aware  o f  the recen t  
changes  to  repor t ing  requ i rements ,  compared  to  
67% o f  appren t i ces .   S im i la r l y ,  IC I  appren t i ces are  
more  aware  o f  the i r  respons ib i l i t ies  in  regard  to  
repor t ing  hours  than are  IC I  employers .  
 
 
 

F i g u r e  4 3 :  I C I  A p p r e n t i c e s ’  a n d  E m p l o y e r s ’  a w a r e n e s s  o f  r o l e s  
a n d  r e s p o n s i b i l i t i e s ,  i n  g e n e r a l  

91%

87% 10%

6%

0% 20% 40% 60% 80% 100%

Apprentices

Employers

AGREE NEITHER DISAGREE

 
 

F i g u r e  4 1 :  I C I  A p p r e n t i c e s ’  a n d  E m p l o y e r s ’  a w a r e n e s s  o f  I T A ,  i n  
g e n e r a l   

65%

65%

25%

30%

0% 20% 40% 60% 80% 100%

Apprentices

Employers

AGREE NEITHER DISAGREE

 



 
 
 

ITA CUSTOMER SATISFACTION/STAKEHOLDER AWARENESS SURVEY –  2006 PAGE 39  

 
 
 
 
 
 
 

 

I T O  P r o f i l e s  –  R C I T O   
 
 

Residential Construction Industry Training Organization (RCITO) 
The Res iden t ia l  Cons t ruct ion  Indust ry  T ra in ing  Organ iza t ion  (RCITO)  was  es tab l i shed in  the  fa l l  o f  2005 and i s  
sanc t ioned by  the ITA to  p romote ,  deve lop ,  coord ina te  and manage the de l i ve ry  o f  e f fec t ive  and  e f f i c ien t  indust ry  
t ra in ing and  t rades  qua l i f i ca t ions in  the  BC res ident ia l  cons t ruc t ion  indus t ry .   The  RCITO de f ines  indust ry  t ra in ing  
needs,  se ts  indus t ry  t ra in ing  and  occupat iona l  s tandards,  measures  indus t ry  t ra in ing resu l ts ,  and  d i rec t ly  
in ter faces  w i th  o ther  const ruc t ion  organ iza t ions  and pub l i c ,  p r i va te  and  K-12  t ra in ing  prov iders .   The  RCITO is  
work ing  toward  es tab l i sh ing  an  in tegra ted  and sus ta inab le  BC res ident ia l  cons t ruc t ion  indus t ry  t ra in ing  sys tem 
and ou tcomes wh ich  e f fec t i ve ly  match the  supp ly  o f  and demand for  sk i l l ed  workers  and  suppor t  indus t ry  growth .   
 
RCITO is  accountab le  to  i ts  cus tomers  (employers  and  apprent i ces)  and the  ITA for  the s tandards and  ou tcomes 
o f  the  fo l low ing  t ra in ing programs wh ich  fa l l  w i th in  i t s  mandate :    
 Res iden t ia l  Const ruc t ion  Framing  Techn ic ian   Res iden t ia l  Bu i ld ing Ma in tenance  Worker  
 Bui ld ing Enve lope Techn ic ian   Log Bu i lder  
 Res iden t ia l  O i lburner  Mechan ic   Res iden t ia l  Steep Roofer  
 Locksmi th   

Sample 
Based on  in fo rmat ion  f rom AIMS the approx imate  popu la t ion  o f  the  RCITO stakeho lder  group  i s  33 employers ,  and 
457  appren t ices .   Of  th is  popu la t ion ,  the  actua l  sample  surveyed was  12  employers ,  and 117  appren t ices .   
Targe ts  were se t  by  t rades /p rograms w i th in  the ITO to  ensure  that  the  sample  was  representa t i ve  o f  the  survey.   
The overa l l  marg in  o f  er ro r  fo r  RCITO score  i s  7 .8% and 
22 .9% fo r  appren t i ces and  employers  respec t i ve ly .   These 
marg ins o f  er ror  are  h igher  than norma l  due to  sma l l  
sample  s izes,  so  genera l iza t ions o f  the  data  to  the 
popu la t ion  shou ld  be made w i th  caut ion .  

Customer Satisfaction 
 
CSI Score 
The 2006 CSI  scores  for  RCITO appren t ices  and 
employers  are  89 and  69  respec t i ve ly .   Bo th  scores  fa l l  
w i th in  the  accep tab le  range when app ly ing  th resho ld  
leve ls .   
 
RCITO Customer Sat isfact ion Data Highl ights 

Apprent ices Employers  
St rengths 
•  91% of  apprent ices are  sat isf ied  wi th  thei r  

technical  t ra in ing exper ience.  
•  93% of  apprent ices are  sat isf ied  wi th  thei r  

workplace t ra in ing exper ience.  
•  93% of  apprent ices sat is f ied  wi th  the  qual i ty  o f  

instruct ion  rece ived.  
•  94% of  apprent ices sat is f ied  wi th  the  usefu lness 

of  the  sk i l ls  and knowledge learned through the 
technical  t ra in ing program.  

Areas  for  Improvement  
•  72% of  apprent ices are  sat isf ied  wi th  the 

f lex ib i l i ty  of  technical  t ra in ing  opt ions.  
•  71% of  apprent ices fe l t  in formed of  everyth ing 

they had to  do  to  get  serv ice  f rom the ITA.  

St rengths 
•  83% of  employers  are sat is f ied  wi th  the ir  

exper ience as  a  sponsor .  
•  100% of  employers be l ieve  apprent ices  make a  

posi t ive contr ibut ion to  the ir  business.  
•  83% of  employers  fee l  i t  is  easy  to  reg ister  as an  

apprent ice.  
Areas  for  Improvement  
•  50% of  employers  sat is f ied  wi th  the  technical  

t ra in ing  apprent ices  rece ive.  
•  45% of  employers  fee l  i t  is  easy  to  f ind  

apprent ices .  
•  27% of  employers  fee l  they have enough 

informat ion  about  the type of  t ra in ing  they are  
expected to  provide  to  apprent ices.  

 

F i g u r e  4 4 :  C u s t o m e r  S a t i s f a c t i o n  I n d e x  S c o r e s  f o r  R C I T O  
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Apprent ices 
RCITO appren t ices  sa id  tha t  the  amount  o f  p ract i ca l  
exper ience  and  the  qua l i ty  o f  ins t ruc t ion  were the  
most  impor tan t  aspec ts  o f  techn ica l  t ra in ing .   The 
qua l i t y  o f  ins t ruc t ion i s  an area  o f  s t reng th  wh i le  the  
amount  o f  prac t i ca l  exper ience  fa l l s  w i th in  the 
acceptab le  range.  
 
For  RCITO appren t i ces  workp lace  exper iences ,  the 
sk i l l s  taught  on  the  job  was  ra ted  as most  impor tan t .   
In  to ta l ,  88% o f  RCITO appren t i ces expressed  
sa t i s fac t ion  w i th  th is  aspec t  o f  the i r  workp lace  
exper ience .  
 
RCITO appren t ices  ranked in fo rmat ion  on  how to  ge t  
serv ice  f rom the  ITA and the  knowledge/competence  
o f  ITA s ta f f  as  the two most  impor tan t  aspec ts  o f  ITA 
cus tomer  serv ice .   Whi le  the  sat i s fac t ion  score  for  
the  knowledge and  competence o f  ITA s ta f f  fa l l s  
w i th in  the  accep tab le  range,  the sa t i s fac t ion  o f  
RCITO appren t ices  w i th  the  in fo rmat ion  on  how to  ge t  
serv ices f rom the  ITA was  ident i f i ed  as  a  weakness ,  
ind ica t ing  a  need for  improvement .  

 

 Employers  
For  RCITO employers ,  the  use fu lness  o f  sk i l l s  and  
knowledge tha t  apprent i ces  learn  through the i r  
techn ica l  t ra in ing  was ranked as most  impor tan t  
aspec t  o f  techn ica l  t ra in ing .   The  sat i s fac t ion  score  
for  th is  aspec t  fa l l s  w i th in  the  accep tab le  range.  
 
The cont r ibu t ion  o f  apprent i ces  to  employers ’  
bus inesses  was  ranked as the most  impor tant  aspec t  
o f  be ing a  sponsor  by RCITO employers .   A l l  RCITO 
employers  be l ieve  tha t  appren t i ces make a  pos i t i ve  
con t r ibu t ion to  employers ’  bus inesses ,  ind ica t ing  an 
a rea  o f  s t reng th  tha t  requ i res  ma in tenance .  
 
RCITO employers  ra ted  the  knowledge/competence  o f  
ITA s ta f f ,  the  t ime l iness  o f  serv ice  f rom the  ITA,  and  
the  in format ion  prov ided to  get  serv ice  f rom the  ITA 
as  the  most  impor tan t  aspec ts  o f  customer  serv ice .   
Sa t i s fac t ion  scores among RCITO employers  on  a l l  
th ree  aspects  fa l l  w i th in  the  accep tab le  range.  
 

 
 
 

F i g u r e  4 5 :  S a t i s f a c t i o n  v s .  I m p o r t a n c e  f o r  R C I T O  A p p r e n t i c e s  
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Stakeholder Awareness 
 
SAI Score  
The 2006 SAI  score  for  the  ITA apprent i ces  and  employers  
tha t  are  reg is te red  in  t ra in ing  p rograms w i th in  IC I ’ s  mandate  
a re  74 and  77 ,  respec t i ve ly .   These  scores both  fa l l  w i th in  
the  respec t i ve  groups ’  acceptab le  range fo r  awareness  
scores.  
 
 
RCITO Stakeholder  Awareness Data Highl ights 
 

Apprent ices Employers  
Areas  for  Improvement  
•  72% are  aware  of  the  ro le  and mandate of  the  

ITA.  
•  63% know how to  get  informat ion  about  the ITA 

and i ts  programs.  
•  68% are  aware  of  the  recent  changes to  the 

t racking  report ing  of  work-based t ra in ing for  
apprent ices .  

St rengths 
•  83% are  aware  of  the  ro le  and mandate of  the  ITA.  
•  82% are  aware  of  the i r  ro le  and responsib i l i t ies  in  

the  BC indust ry  t ra in ing system.  
•  92% are  aware  that  the  ITA is  mandated  to  ensure  

indust ry  leadersh ip  in  the  indust ry  t ra in ing  
system.  

Areas  for  Improvement  
•  42% are  aware  of  the  recent  changes to  the 

t racking  report ing  of  work-based t ra in ing for  
apprent ices .  

•  55% know they are  responsib le  for  report ing 
work-based t ra in ing  hours to  the ITC.  

 
Awareness of  ITA 
Overa l l ,  RCITO Apprent i ces  and  employers  are  aware o f  the 
ro le  and  mandate  o f  the  ITA.    
 
Mos t  RCITO Apprent i ces  and  employers  are  aware  tha t  the  
ITA is  mandated  to  ensure indust ry  leadersh ip  o f  the  
indus t ry  t ra in ing  sys tem.    
 
More  than  three quar ters  o f  RCITO appren t ices are  aware  o f  
the  ITA in i t ia t i ve  to  work  toward  sec tor -or ien ted  ITOs,  and  
a re  aware o f  the  ITO for  the i r  t rade .   Wh i le  on ly  58% o f  
RCITO employers  are  aware o f  the ITA in i t ia t i ve ,  a lmos t  70% 
are  aware o f  the  ITO for  the i r  t rade .  
 

F i g u r e  4 7 :  S t a k e h o l d e r  A w a r e n e s s  I n d e x  S c o r e s  f o r  R C I T O   
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Awareness of  Red Seal  Programs 
When RCITO appren t i ces and  employers  were asked  whether  they  were  aware  tha t  Red Sea l  cer t i f i ca t ion  
p rograms were ava i lab le  in  BC,  apprent i ces  ind ica ted  s ign i f i cant ly  h igher  (85%)  awareness  than  employers  (64%) .  

F i g u r e  4 9 :  R C I T O  A p p r e n t i c e s  a n d  E m p l o y e r s ’  a w a r e n e s s  o f  I T A  m a n d a t e  a n d  i n i t i a t i v e s  
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Awareness of  Roles and Responsibi l i t ies 
Overa l l ,  bo th  RCITO appren t i ces and  employers  are  
aware  o f  the i r  respec t i ve  ro les  and  respons ib i l i t i es  in  the  
indus t ry  t ra in ing  sys tem.    
 
Less  than ha l f  o f  RCITO employers  repor ted  be ing  aware 
o f  recen t  repor t ing  requ i rements ,  compared  to  63% o f  
apprent i ces .   S im i la r l y ,  RCITO apprent i ces  are  
s ign i f i can t ly  more  aware  o f  t he i r  respons ib i l i t ies  in  regard  
to  repor t ing  t ra in ing  hours  than  are  RCITO employers .  
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