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        Data   & narrative updated October 4, 2005
  Executive Summary 
Total # of Key Performance Measures  (KPMs)
 
7
#  of KPMs at target for most current reporting period
4
#  of KPMs not at target for most current reporting period    1
# of KPMS lacking experience or sufficient data

2
· Degree and type of agency influence on their chosen benchmarks and high-level outcomes
The legislative-adopted performance measures reflect the key goals determined by the OBCE’s ongoing strategic planning process.  These targets provide a focus for the Board’s staff and agency resources.

· Future challenges


Investigative & complaint workload.  Our full-time investigator is kept busy investigating serious complaints, particularly those involving alleged boundary violations, related professional misconduct, substance abuse and excessive treatment. He also responds to numerous telephone calls regarding potential complaints.  He is assisted by an Administrative Specialist 2, Executive Director, a seven chiropractic member Peer Review Committee, and contract investigators on an as needed basis.  The fact is one or more serious cases may require the majority of investigative resources at any time. This dynamic doesn’t lend itself to the precise measurement by these performance measures.  Agency specific qualitative measures should be considered as an overlay to provide an additional measure of perspective and accountability. 


Budget limitations.  When resources are available, contract investigators will be used to assist with investigations.  However, this has to be balanced against the potential costs of other cases which may proceed to contested case hearing.  While most contested cases resolve through mediation, when a hearing does occur, they are potentially expensive with costs from $3,000 to $30,000 per case. 

The OBCE’s mission of promoting quality in the chiropractic profession is reflective of recent trends in health care.  However this proactive approach to public protection is still viewed with suspicion by some within the profession (who contend quality efforts are for the benefit of insurance companies).  Practical experience responding to professional and practice questions has validated the usefulness of documents such as the OBCE Guide to Policy & Practice Question, Educational Manual for Evidence-Based Chiropractic, and the Oregon Chiropractic Practice and Utilization Guidelines. 
Annual Performance Progress Report - Part I, Managing for Results
Time Period: Fiscal Year 2004 – 2005 
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	The following questions shed light on how well performance measures and performance data are leveraged within your agency for process improvement and results-based management.

	1 How were staff and stakeholders involved in the development of the agency’s performance measures?
	Current OBCE performance measures are derived from the OBCE Strategic Plan and were developed with advice and direction from Progress Board staff.  Professional associations, licensees and the public are invited to participate in the update process (one section at a time) at each OBCE bi-monthly meeting.  The Board reviews Performance Measures in their ongoing Strategic Plan review.  A comprehensive survey of all Oregon chiropractic physicians was completed in March 2005.

	2 How are performance measures used for management of the agency?
	They are designed to measure progress on key  OBCE “outcomes to achieve”  goals. They are quantitative measures of the success of  OBCE’s program.       

	3 What training has staff had in the use performance measurement?
	Staff has attended small agency head meetings & other training sessions provided by Progress Board staff.

	4 How does the agency communicate performance results and for what purpose?
	The OBCE Performance Measure information in on the agency’s web page and is included in budget request documents.  Agency performance is reviewed at each bi-monthly OBCE board meeting. 

	5 What important performance management changes have occurred in the past year?
	More staff time is spent collecting and entering data. More time is spent reviewing open case lists to ensure that complaints are being addressed.  Consideration of additional measures is being considered to better measure agency performance.  

The complaint backlog has decreased as cases are investigated and resolved more expeditiously.  A steady number of serious complaints have continued to require our investigative and legal resources. The first three chapters of the Educational Manual for Evidence-Based Chiropractic have been published. The new continuing education rule allowing increased choices has been implemented.  We have dedicated more staff effort to improve the OBCE’s Web page as that use has increased significantly. 


Annual Performance Report- Part II, Key Measure Analysis
Time Period: Fiscal Year 2003 – 2004
	Agency Name:  Oregon Board of Chiropractic Examiners 
	Agency No.:  811

	Key Performance Measure (KPM) 
	
	1999
	2000
	2001
	2002
	2003
	2004
	2005
	2006
	2007

	# -  Agency 811 - 1     Average number of days to resolve a complaint.
	Target
	180 
	180
	180
	180
	180
	180
	180
	180
	180

	
	Data
	210
	181
	364
	359 
	224
	159
	
	
	

	Agency 811 - 2       Percent of sexual misconduct/boundary cases resolved within 180 days.
	Target
	35%
	35%
	40%
	45%
	50%
	50%
	 50%
	50%
	 50%

	
	Data
	37.5%

(3 out of 8)
	NA

(none closed)
	18%
(3 out of 18 closed)
	36%
(5 out of 14 closed)
	50%
(4 out of 8 closed)
	50%
(2 out of 4 closed)
	
	
	


Data Source: 

 Key Performance Measure Analysis

Measures #1 and #2 are linked to our Agency Mission Statement of public protection.  Investigating and resolving complaints in a timely manner demonstrates an effective agency response to the public expectations of quality chiropractic care and ethical conduct.  These two measures provide a hard target to keep the board and staff focused on obtaining closure or effective resolution.  This data demonstrates significant progress in complaint resolution since 2001.  However, the difficulties of investigating and resolving sexual misconduct/boundary cases are indicated in Measure #2. We are working on a baseline data improvements for a third measure of time from initial receipt of a complaint to our investigator’s “report to board.”  This would another measure of the effectiveness of our investigative response overall, taking out the factors of time needed by the board for their deliberations and the effects of the contested case hearing process on a few cases.
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	Agency Name:  Oregon Board of Chiropractic Examiners 
	Agency No.:  811

	Key Performance Measure (KPM) 
	
	1999
	2000
	2001
	2002
	2003
	2004
	2005
	2006
	2007

	# -  Agency 811 - 3    Percentage of final orders related to record keeping, treatment, or excessive treatment resulting in Plans of Supervision, Mentoring Plans or similar emphasis on a rehabilitation approach.
	Target
	 
	 
	60%
	60% 
	60%
	60%
	60%
	60%
	60%

	
	Data
	40%

(2)
	 66%

(4)


	NA

No orders of this type
	50%

(1)
	NA

No orders of this type
	100%

One order of this type
	
	
	


Measure #3 is linked to our Agency Mission Statement to promote quality within the chiropractic profession. The Board continues to emphasize rehabilitation strategies, however, not as many chiropractic physicians have needed the Mentoring Program as we anticipated. It is possible that our insistence on good record clinical keeping over the last ten years has been heard by the profession. As of this writing, we have two doctors on Mentoring Plans, one ending and one just beginning. This data has caused the Board to ask if we are employing mentoring enough or if we are not counting some efforts that might apply. 
	Agency Name:  Oregon Board of Chiropractic Examiners 
	Agency No.:  811

	Key Performance Measure (KPM) 
	
	1999
	2000
	2001
	2002
	2003
	2004
	2005
	2006
	2007

	# -  Agency 811 - 4    Percentage of chiropractic physicians receiving a notice of insufficiency regarding continuing education requirements on their renewal applications     
	Target
	 
	 
	
	
	<20%
	<15%
	15%
	<5%
	<5%

	
	Data
	
	
	
	
	2%


	3.4%
(4 out of 118)
	
	
	


Measure #4 is linked to our Agency Mission Statement to promote quality within the chiropractic profession.  We conducted our first random checks of continuing (CE)  records under the new CE rule in 2003 & 2004. Our program so far has been far more problem free than anticipated. It has also been widely accepted and applauded by the professionals.   
	Agency Name:  Oregon Board of Chiropractic Examiners 
	Agency No.:  811

	Key Performance Measure (KPM) 
	
	1999
	2000
	2001
	2002
	2003
	2004
	2005
	2006
	2007

	# -  Agency 811 – 5    Percentage of Oregon chiropractic physicians who felt the Oregon Chiropractic Practice and Utilization Guidelines, or the Educational Manual for Evidence-Based Chiropractic were helpful in enhancing decision making in at least three of their cases.     
	Target
	 
	 
	
	
	30% 
	40%
	50%
	50%
	60% 

	
	Data
	
	
	
	
	NA
	NA
	29% EMEBC

38%

OCPUG
	     
	     


Measure #5 linked to our Agency Mission Statement to promote quality within the chiropractic profession. A great deal of volunteer effort supported by a minimum of agency resources has produced educational information through a rigorous consensus process that emphasizes evidence-based patient-centered care.  Three chapters have been completed and one more is close to completion. These build on earlier efforts that produced the Oregon Chiropractic Practice and Utilization Guidelines, NMS 1991.  The March 2005 survey was completed and helps to determine the percentage of Oregon chiropractic physicians who use this resource. 
	Agency Name:  Oregon Board of Chiropractic Examiners 
	Agency No.:  811

	Key Performance Measure (KPM) 
	
	1999
	2000
	2001
	2002
	2003
	2004
	2005
	2006
	2007

	#  Agency 811 – 6    Percent of customers rating their overall satisfaction with the agency above average or excellent.      
	Target
	 
	 
	
	
	 
	 
	 
	  75%
	75% 

	
	Data
	
	
	
	 
	 
	 
	 
	 
	 


Measure #6 is a new standardized customer service measure adopted by the 2005 Legislature.  The OBCE will survey the following customers in 2006: chiropractic physicians (DCs), chiropractic physician initial licensees, certified chiropractic assistants, complainants, public notice list (includes attorneys, insurance contacts & others), and persons who make information requests.   Old Measure #6 relates to Web page use and was deleted by the 2003 Legislature.
	Agency Name:  Oregon Board of Chiropractic Examiners 
	Agency No.:  811

	Key Performance Measure (KPM) 
	
	1999
	2000
	2001
	2002
	2003
	2004
	2005
	2006
	2007

	#  Agency 811 – 7    Percent of customers rating  satisfaction with the agency services above average or excellent for:  a) Timeliness,  b) Accuracy, c) Helpfulness, d) Expertise, and e) Information Availability.            
	Target
	 
	 
	
	
	 
	 
	
	75% 
	  75%

	
	Data
	
	
	
	 
	 
	 
	 
	 
	 


Measure #7 is a new standardized customer service measure adopted by the 2005 Legislature.  The OBCE will survey the following customers in 2006: chiropractic physicians (DCs), chiropractic physician initial licensees, certified chiropractic assistants, complainants, public notice list (includes attorneys, insurance contacts & others), and persons who make information requests. 

Agency Name:  Oregon Board of Chiropractic Examiners, September 2005 Report
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