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Agency Contact: Annette Talbott, Deputy Commissioner, 971-673-0785

Summarize Performance Target Achievement using the table below:
Performance Target Achievement #

rmance Target Achievement #

	Performance Target Achievement
	

	Total Number of Key Performance Measures (KPMs)
	         15

	# of KPMs at target for most current reporting period
	         10

	# of KPMs not at target for most current reporting period


	           5


Degree and type of agency influence on agency’s chosen benchmarks and high-level outcomes:

The Commissioner continues to push his division supervisors to meet the agency’s revised performance measures in order to upgrade the agency’s delivery of improved customer service. The agency is striving to increase the number of Technical Assistance seminars held and the unit’s book sales to increase funding in order to further improve customer service to the state’s employers.

While the number and complexity of Prevailing Wage Rate (PWR) investigations continues to increase, the agency successfully gained an additional staff person in this area in our Legislatively-approved 2005-07 Agency Budget. In conjunction with the work of a task force formed to study how best to handle public-private partnership projects in relation to PWR, the agency hopes to improve performance in this area and achieve more timely resolutions. 

The Apprenticeship and Training Division has successfully partnered with the Oregon Department of Transportation to increase the number of female and minority apprentices working on the numerous OTIA-funded highway improvement projects throughout the state. In addition, the Division successfully partnered with the Portland Development Commission and the building trades to set ambitious diversity goals for apprenticeship as part of PDC’s redevelopment of Portland’s south waterfront area.

Summarize the year’s successes and barriers to achieving performance measure targets.

Agency successes in relation to its performance measure targets and goals include: 1) the Civil Rights Division is currently meeting or exceeding all three of its performance measure goals in line with the Commissioner of the Bureau of Labor and Industries’ new emphasis upon improved customer service. The Division has made strident efforts to improve customer service and improve the effectiveness of the Division’s intake and investigation processes. In January of 2005, the Division hired a new Intake/Administrative Support Manager, and she has streamlined and improved many of the agency’s procedures. Our Portland and Field Operations managers have worked closely with their Administrator to motivate staff and recognize their achievements, which has greatly improved productivity; 2) the agency’s Hearing Unit achieved a 100% success most recently in meeting its performance measure goal; 3) the agency’s Technical Assistance Unit has also exceeded both targets for its performance measure goals; 4) the Wage and Hour Division improved its performance in the first quarter of this biennium in the areas relating to the number of days to process minimum wage/overtime claims, the processing of wage security fund claims and in conducting its PWR investigations; increasing the number of minimum wage/overtime claims processed within 45 days of receipt by more than 8%, and the number of PWR investigations completed within 90 days by more than 14%.  The division has implemented a system to prioritize the assignment of minimum wage/overtime claims ahead of others, however, approximately two-thirds of the wage claims received by the division are not minimum wage/overtime claims (but involve "agreed rate," unlawful deductions, and other types of wage disputes); and 5) the Apprenticeship and Training Division continues to make progress regarding the number of minorities and females it signs up as newly registered apprentices. The division has also exceeded its targets for registering new apprenticeship agents outside of the Willamette Valley and in the number of apprentices receiving journey-level certificates.

Barriers to future success include the continued low staffing level at the agency (down 33% since 1994) and the fact that the agency’s performance measures underwent a wholesale revision in the late summer of 2004. The newly revised performance measures were approved by the Legislative Audits Committee in August 2004.
Barriers slowing the ability of the Apprenticeship and Training Division to meet its performance measure targets include 1) economic factors: apprenticeship registrations are highly dependent upon the economy.  During periods of economic expansion, registrations increase; registration contracts during periods of economic recession, registrations decrease; 2) the primary reasons for the failure to reach the target figure for new female apprentices remains the traditional barriers to entry for women in trade careers such as social attitudes about women in non-traditional occupations and a lack of exposure to trade opportunities, among others.  The agency will continue to provide technical assistance to its programs to address these issues and further will attempt to leverage apprenticeship; and 3) failure to reach minority apprenticeship goals are similar to those discussed in (2) above. It should be noted, however, that in raw numbers, active minority participation in apprenticeship increased from 675 in FY 2004 to 760 in FY 2005.  
The Civil Rights Division still faces many obstacles in achieving our goals on providing exemplary service. Previous budget cuts have had a lasting impact on the Division’s ability to meet statutory timelines and provide thorough investigations. The Division has had a number of staff members on leaves of absence, and their work must be absorbed by existing staff. As our budget has permitted, the Division has been able to mitigate some of these barriers by utilizing temporary employees and retired staff for limited periods of time.
The Wage and Hour Division has resisted reducing or eliminating the processing of non-minimum standard claims, even with staff reductions. It is difficult for the division to successfully process all wage claims received in a timely manner. The Division's PWR investigators have worked hard to streamline and expedite their PWR investigations, and the improved performance in the first quarter of 2005-06 reflects this.  In line with Commissioner’s emphasis on improved customer service, the Division has experienced a significant increase in the number of "predeterminations" (regarding application of the PWR law to specific projects) requested and issued. Such “predeterminations” will continue to impact the Division’s ability to conduct timely PWR investigations.  

Future challenges:

When the current Commissioner took office, the Bureau’s performance measures needed a major tune-up.  Primarily, they failed to reflect the core activities of the agency.  Thus, they failed to set priorities for what the Bureau needed to measure in order to determine success and efficiency. In addition, they did not include customer service goals or, for that matter, any qualitative goals at all.  An emphasis upon customer service is of critical importance to the agency. 

The new and revised measures (August 2004) now focus on the agency’s core activities. This includes implementing customer service surveys that we will implement immediately after the state completes their development. The Progress Board will not require their use until 2007.  The agency has lost approximately 33% of its staff over the past decade, while at the same time assuming even greater responsibilities and enforcing more complex laws. Nonetheless, the agency can and will make sure the public is treated well.  While customers may be frustrated that things don’t happen as quickly as they desire due to our staffing level, they should receive quality service nonetheless. 

Annual Performance Progress Report - Part I, Managing for Results
Time Period: Fiscal Year 2004 – 2005
	Agency:  Bureau of Labor and Industries
	Date Submitted: 
	Version No.:

	Contact:  Annette Talbott, Deputy Labor Commissioner
	Phone: 971-673-0785
	

	Alternate:  Marc Zolton, Legislative Affairs Director
	Phone: 971-673-0786
	


	Agency Name: Bureau of Labor and Industries
	Agency No.:

	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?
	Each BOLI division has developed performance indicators to monitor, communicate, and improve work process at the staff level. Division and work unit managers and staff have developed and use these indicators to evaluate and manage effectiveness and efficiency of the Agency’s daily, weekly, and monthly program 

	2 How are performance measures used for management of the agency?
	The agency analyzes areas of weak performance to devise methods for improvement. In the area of equal opportunity (CRD), the measures have been refined to meet customer expectations about receiving initial information regarding whether they have a civil rights claim that the Bureau would investigate. The Commissioner has also set more realistic targets for each of the Bureau’s divisions given the budget realities the agency faces. The Commissioner has asked each division to stretch in order to maintain and, if possible, improve performance despite staff reductions and increased workloads.



	3 What training has staff had in the use performance measurement?
	The performance measures were being developed in order to meet 2007 standards of the Oregon Progress Board.  Performance measures and goals have also been highlighted for staff in the agency-wide newsletter. In addition, performance measures will be reviewed at an all-agency staff meeting. All division managers have also reviewed performance measures with their division staff. 



	4 How does the agency communicate performance results and for what purpose?
	The agency communicates its performance results on our agency website, in periodic updates to the Legislature and as part of our biennial budget presentations. The communication of our performance results is intended to help division managers devise new methods for improving each division’s performance. The data is also used to evaluate the appropriateness of each performance measure and the improvement strategies associated with them.

	5 What important performance management changes have occurred in the past year?
	BOLI’s new and revised performance measures are a product of a complete overhaul completed with the affirmation of the measures by the Joint Legislative Audit Committee in August 2004. Shortly after assuming office, the Commissioner of the Bureau of Labor and Industries (BOLI), realized that the Bureau’s performance measures needed a major tune-up.  Primarily, they failed to reflect the core activities of the agency.  Thus, they failed to set priorities for what the Bureau needed to measure in order to determine success and efficiency. In addition, they did not include customer service goals or, for that matter, any qualitative goals at all.  The new and revised measures now focus on what I believe should be the agency’s core activities.  This includes implementing customer service surveys that we will implement immediately after the state completes their development. The Progress Board will not require their use until 2007.  


Annual Performance Report- Part II, Key Measure Analysis
Time Period: Fiscal Year 2004 – 2005
	Agency Name: BOLI – Commissioner’s Office
	Agency No.:

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

	# 1 - Demonstrate a commitment to quality customer service. Percent of BOLI customer survey respondents who receive quality customer service (still in development; will be implemented in 2006)

	Target
	
	
	
	
	
	
	70%
	
	80%

	
	Data
	
	
	
	
	
	Not yet in place
	Not yet in place
	
	


  
	Agency Name: BOLI – Civil Rights Division
	Agency No.:

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

	# 2 - Provide prompt response to inquiries on whether allegations may violate Oregon’s civil rights laws. Percentage of inquiries responded to within 2 business days.
	Target
	
	
	
	
	
	
	80%
	
	85%

	
	Data
	
	
	
	
	
	
	90.9%**
	93.2%***
	


	Agency Name: BOLI – Civil Rights Division
	Agency No.:

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

	# 3 - Conduct interview with civil rights complainants quickly to determine if sufficient basis exists for full investigation. Percentage of initial interviews conducted within 40 days.
	Target
	
	
	
	
	
	40%
	40%
	
	50%

	
	Data
	
	
	Similar measure used in past, but results reported as an avg. despite the target being set as a %.  The reported avg. for 2001 = 41 days with a target of 35%
	
	
	
	56.5%**
	72.9%***
	


	Agency Name: BOLI- Civil Rights Division
	Agency No.:

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

	# 4 - Complete investigations to allow for a fair and timely resolution of the complaint. Percentage of complaints fully investigated within 180 days (statute allows up to 1 year)
	Target
	
	
	
	
	
	60%
	60%
	
	65%

	
	Data
	
	
	Similiar measure used in past but results reported  as an avg.  despite the target being set as a %.  Reported avg. was 155 days for 2001 with a target of 59%.
	
	
	
	61.4%**
	69.8%***
	


	Agency Name: BOLI – Wage and Hour Division
	Agency No.:

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

	# 5 - Prioritize resolution of allegations on unpaid minimum wage and overtime to minimize the impact of not being paid. 

Percentage of minimum wage and overtime claims completed within 45 days.

Note: The new measure focuses exclusively on minimum wage and overtime wage claims, not the pool of all wage claims.  It is based on a % of claims completed versus an avg. # of days to complete all claims. 


	Target
	
	
	
	
	
	
	80%
	
	80%*

*Targets for Days Beyond 45: 46-60 days - 10%; 61-75 days - 5%; 76-90 days - 5%.

	
	Data
	
	
	
	
	
	
	43.9%**

>45 = 6.0%

>60 = 4.6%

>75=45.4%
	52.2%***

>45=6.3%

>60=7.5%

  >75=34.2%
	


	Agency Name: BOLI – Wage and Hour Division
	Agency No.:

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

	# 6 - Promptly pay benefits from Wage Security Fund (WSF) to workers who do not receive wages already earned when a business fails. Percentage of WSF claims processed within fewer than 30 days.

Note: The modified WSF measure focuses on % of claims completed within the timeframe and not an avg. # of days.  The prior measure used fewer than 15 days on avg. with a goal of 50%.  


	Target
	
	
	
	
	
	
	75%
	
	75%*

*Targets for Days Beyond 30 days: 31-45 days - 15%; More than 45 days - 10%.

	
	Data
	
	
	
	
	
	
	56.3%**

31-45 days =19.7%

>45 = 24%
	64%***

31-45 days =20%

>45=16%
	


	Agency Name: BOLI – Wage and Hour Division
	Agency No.:

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

	# 7 - Resolve prevailing wage rate (PWR) complaints quickly to protect both the worker and the public's investment in infrastructure. Percentage of PWR investigations completed within 90 days.

Note: The modified PWR measure focuses on % of claims completed within the timeframe and not an avg. # of days.  


	Target
	
	
	
	
	
	
	50%
	
	55%*

*Targets for Days Beyond 90: 91-120 days - 20%; 120+ days - 25%.

	
	Data
	
	
	
	
	
	
	52.5%**

>90=10.4%

>120=37.1%
	66.7%***

>90 = 2.7%

>120=30.7%
	


	Agency Name: BOLI – Wage and Hour Division
	Agency No.:

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

	# 8 - Promptly process allegations of unpaid wages for migrant/seasonal farm and forest labor workers to avoid exploitation of highly vulnerable workers. 

Percentage of migrant/seasonal farm labor workers' claims processed within fewer than 31 days. 
Note:The modified FW  measure focuses on migrant/seasonal workers, not just those workers employed by agricultural employers.  It also reflects the % of claims completed within the timeframe and not an avg. # of days. The prior performance was reported as 62 days on avg and the target was to have 39% completed within 30 days.
	Target
	
	
	
	
	
	
	65%
	
	65%*

*Targets beyond 30 days:  31-60 days - 10%;  61-90 days - 15%; 90+ days - 10%.

	
	Data
	
	
	
	
	
	
	25%**

>30=12.5%

>60=37.5%

>90=25%
	0%***

>30 =100%

>60 = 0%

>90 = 0%
	


	Agency Name: BOLI – Apprenticeship and Training Division
	Agency No.:

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

	# 9 - Ensure that registered apprentices are receiving valuable learning experiences. Number of apprentices receiving journey level certificates.
	Target
	
	
	
	
	
	
	1117**
	
	 1136

	
	Data
	
	
	
	
	
	1092 

(FY-04)
	1,153**
	395***
	


	Agency Name: BOLI – Apprenticeship and Training Division
	Agency No.:

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

	# 10 - Increase skilled workforce by increasing the number of newly registered apprentices. Number of newly registered apprentices. 


	Target
	
	
	
	
	
	
	2283**
	
	2491

(approx. 20%)

	
	Data
	
	
	
	
	
	2075 

(FY-04)
	2090**
	1057***
	


	Agency Name: BOLI – Apprenticeship and Training Division
	Agency No.:

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

	# 11 - Increase the number of female participants in apprenticeship programs. Number of newly registered female apprentices. 
(Note: The agency has determined that an error was made in establishing the FY 2004 baseline figure.  There were a total of 253 active female apprentices (4.8% of all active apprentices) in the system at the conclusion of FY 2004.  The benchmark should have been based upon the number of new female apprentices registered in FY 2004, that number being 112.)

	Target
	
	
	
	
	
	
	134**
	
	140



	
	Data
	
	
	
	5%
	
	112

 (Total active females = 253 

    or 4.8%)

    (FY-04)
	117**


	61***

	


	Agency Name: BOLI – Apprenticeship and Training Division
	Agency No.:

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

	# 12 - Increase the percentage of minority participants in apprenticeship programs. Percentage of minority participation in apprenticeship programs.
	Target
	
	
	
	
	
	
	13.55%**
	
	Increase to 15%    

	
	Data
	
	
	
	11.7%
	
	12.55% (FY-04)
	13.2%**
	13.54.%***
	


	Agency Name: BOLI – Apprenticeship and Training Division
	Agency No.:

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

	# 13 - Increase use apprenticeship system outside the Willamette Valley. Number of newly registered training agents outside the Willamette Valley. 
	Target
	
	
	
	
	
	
	25
	
	Increase by 25

	
	Data
	
	
	
	
	
	1,133 = # of agents outside WV (4,400 total agents)
	119**
	46***
	


	Agency Name: BOLI – Hearings Unit
	Agency No.:

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

	# 14 - Final orders issued reflect agency policy and are legally sound. Percentage of orders upheld on appeal to the Oregon Court of Appeals (since 2001).
	Target
	
	
	
	
	
	
	83%
	
	85%

	
	Data
	
	
	
	93% (est.)
	
	84%**
	100%**
	
	


	Agency Name: BOLI – Technical Assistance Unit
	Agency No.:

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

	# 15 - Employers receive prompt, accurate technical assistance to comply with Oregon law. Percentage of employer technical assistance calls or emails returned no later than the next business day.
	Target
	
	
	
	
	
	
	95%
	
	95%

	
	Data
	
	
	
	90% (est.)
	
	
	99.7%****
	
	


	Agency Name: BOLI – Technical Assistance Unit
	Agency No.:

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

	# 16 - Seminars for employers provide accurate information in a user-friendly atmosphere to assist them in complying with the law. Percentage of public seminars conducted by Technical Assistance staff with an average satisfaction rating of 4 or higher on a 5 point scale on the evaluations.
	Target
	
	
	
	
	
	
	95%
	
	95%

	
	Data
	
	
	
	95% (est.)
	
	
	99.9%****
	
	


PLEASE NOTE: 
**Data listed for “2005” is actual data for Fiscal Year 2004-2005: July 1, 2004 – June 30, 2005.  
***Data listed under “2006” is actual data ONLY from 1st quarter of FY 2005-2006: July 1, 2005 – September 30, 2005.
****Data listed is for Calendar Year 2005 (11 months only: January 1, 2005 – November 30, 2005).

Agency Name: 
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