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Annual Performance Progress Report - Executive Summary
Time Period: Fiscal Year 2004– 2005

	Agency:  Oregon State Marine Board
	Agency No:  25000

	Contact:  Paul Donheffner
	Phone:  503  378-2619

	Alternate:  Hillery Crew
	Phone:  503  378-2630


The Oregon State Marine Board’s performance measures are a product of the budget development process.  The 2003-05 agency budget was developed with input from a series of stakeholder workshops.  Measures selected are based on agency activities ranked high in priority by staff and stakeholders.  During the 2005 Legislative Session, the Oregon State Marine Board was directed to revamp some the existing measures, delete others and add new ones.  This document will report on the measures that were our original measures.  The report for 2006 will incorporate the new changes.

The goals selected by the Marine Board reflect the agency mission of dedication to “Safety, Education, and Access in an Enhanced Environment.”  Goal 1 is to Promote Boating Safety.  Measurements quantify successful safety inspections, patrol hours on the water, alcohol use by boat operators and passengers, boating fatalities per capita and compliance with Mandatory Education laws.

Goal 2 focuses on protecting the environment, quantifying use of facilities designed to improve water quality, and improvements at access facilities.

Goal 3 looks at customer service, rating the Marine Board’s service to recreational boaters, quality of the www.boatoregon.com website, and quality of  the agency’s publications.

	Performance Target Achievement
	#

	  Total Number of Key Performance Measures (KPMs)
	10

	      # of KPMs at target for most current reporting period
	4

	     # of KPM’s not at target for most current reporting period
	6


The Marine Board recognizes that we do not have direct control over certain performance measures that we have selected, but we do have influence.  For example, we have no direct control on the number of boating fatalities that occur each year, but by analyzing accident information, law enforcement statistics and public attitude, we develop safety and information campaigns designed to educate boaters to make informed choices.  Only individual boaters can decide if they are going to drink and boat, but our Boating Under the Influence campaign informs them of the legal risks and the risk of injury or death should they choose to do so.  If effective, we reduce accidents, injuries and fatalities on our waterways.

We have more control over law enforcement presence on the water by the amount of grant support that we provide and the expectations of performance in the grant agreements.  The Board has more direct control over how many floating restrooms we can provide through the facility grant programs as well as how many facilities are built or upgraded.  Finally, the Board has total control over the quality and type of service that our customers receive and the access to information that we provide to them.

In 2003-04, The Marine Board set some ambitious targets.  These included new measures that better reflected what we felt met our core mission.  In some of our measures, we exceeded our targets.  We had a larger percent of Law Enforcement contact patrol hours spent on the water than we had targeted, and more of our boaters were carrying a mandatory education card than we had predicted.  There was a larger volume of human waste collected at floating restrooms than we had forecast, effectively keeping that waste out of our state’s waters.  We did not have as much success in the percent of boats passing the boating safety inspections or in increasing the percent of Oregonians that believe that drinking while being a passenger in a boat is unacceptable.  We have now embarked on a campaign to change public attitude toward life jacket use, with goal of increasing use among adults and thereby reducing boating fatalities.  Another barrier that we are facing is the economic climate and county budgets.  The counties have to fund a portion of their marine programs, but as their budgets get smaller, we are not able to make up the difference.  This results in the program being unable to provide the amount of hours necessary for the Marine Board to meet some of the targets that have been set.

Boating is one of the great recreational and commercial activities in Oregon.  The Marine Board’s biggest challenge is to educate and change the attitude of boaters on how to boat safely legally and responsibly.  Eight out of ten boating fatality victims would likely have survived had they been wearing a life jacket.  Drinking, while operating a boat, is a major contributor to boating accidents.  Providing excellent facilities encourages boating and decreases pollution in our state’s waters.  Strong law enforcement saves lives and keeps our waterways safe.  Our campaigns, educational materials, facilities development and law enforcement efforts all work together to improve boating’s contribution to the state economy and quality of life by encouraging safe, legal and environmentally friendly boating.

	Annual Performance Progress Report - Part I, Managing for Results
Time Period: Fiscal Year 2004– 2005Agency: Oregon State Marine Board
	Date Submitted:  11/01/04
	Version No.:1

	Contact: Paul Donheffner
	Phone:503 378-2619
	

	Alternate: Hillery Crew
	Phone:503 378-2630
	


	Agency Name: Oregon State Marine Board
	Agency No.:25000

	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?
	The agency’s performance measures are a product of the budget’s development process.  The 2003-05 budget grew our of a series of staff brainstorming sessions and stakeholder workshops.  Measures selected are based on agency activities ranked high in priority by staff and stakeholders.

	2 How are performance measures used for management of the agency?
	Performance measures help shape program elements and activities.  For instance, an alarming rise in boating deaths on coastal bars resulted in a joint initiative with the US Coast Guard to develop a public information and warning campaign focused on the Buoy 10 fishery.

	3 What training has staff had in the use performance measurement?
	The agency hosted a training and critique session with representatives of the Progress Board.  Agency executive staff participated in this training.

	4 How does the agency communicate performance results and for what purpose?
	The agency reports key measures to federal agencies including the US Coast Guard and US Fish & Wildlife Service.  Information is communicated to stakeholders through an annual agency newsletter, Underway, and five separate programmatic quarterly newsletters, targeted at specific stakeholders.  Information is also communicated through agency-hosted training conferences such as facility grant workshops and pre- and post-season law enforcement conferences.  Measures are also on our website.

	5 What important performance management changes have occurred in the past year?
	Stakeholders voices clear opposition to the impacts of projected budget cuts and agreed an increase in agency fees was warranted.  As a result, the Legislature approved an increase in boat registration and titling fees allowing the agency to maintain existing services and provide new programs.  In response to the growth in the number of boaters with access to the internet, the agency implemented an e-commerce project enabling boaters to renew boat registrations online.


Annual Performance Report- Part II, Key Measure Analysis
Time Period: Fiscal Year 2004– 2005  

	Agency Name: Oregon State Marine Board
	Agency No.25000:

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

	# - KPM 1 Percent of boats that pass the boating safety inspection
	Target
	
	75%
	76%
	77%
	78%
	79%
	75%
	76%
	77%

	
	Data
	
	74%
	75%
	74.62%
	74.20%
	74.69%
	73.02%
	
	


Data Source: Program activity submitted by our Law Enforcement providers.

Key Performance Measure Analysis

To what goal(s) is this performance measure linked? 
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This measure is linked to the Oregon State Marine Board’s goal of promoting boating safety.

What do benchmark (or other high-level outcome) data say about Oregon relative to the goal(s)? What is the impact of your agency? 

Boaters are not as properly equipped as they should be.  It challenges us to improve the effectiveness of our education and law enforcement efforts.

How does the performance measure demonstrate agency progress toward the goal?

Although we are focusing our attention on the connection between boater education and compliance with boating laws, results are not ‘yet’ keeping pace with our increased target.

Compare actual performance to target and explain any variance.

Although there has been consistency in recent years in the ration of “Target to Data”, we have been increasing our “Target” percentage.  “Data” is improving, but clearly we need to focus on improving education and law enforcement efforts.  Additionally, recent changes in boating law such as Mandatory Education and de-classification of many of the boating violations impact our “Data” numbers.  We anticipate increasing “Data” numbers in future years.

Summarize how actual performance compares to any relevant public or private industry standards.


Briefly stated: Goals and objectives; training and proficiency; compliance and accountability.

What is an example of a department activity related to the measure?

We require that boaters prove their boating safety knowledge by acquiring a “Boater Education Card”.  Additionally, deputies and troopers must receive training and prove proficiency in marine safety and law enforcement in order to be compensated with MB funds.

What needs to be done as a result of this analysis?

Focus on the need for education and enforcement programs to work more closely together on a strategy to improve boater knowledge of boating practices (registration, carriage requirements and operation) to improve compliance with boating law.  Also, require contracted service providers to be more consistent in the application of local public education, patrol and boat examination efforts.

Annual Performance Report- Part II, Key Measure Analysis
Time Period: Fiscal Year 2004– 2005  

	Agency Name: Oregon State Marine Board
	Agency No.25000:

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

	# - KPM 2  Percent of Law Enforcement contact patrol hours that are actually spent on the water.
	Target
	
	45%
	46%
	47%
	48%
	49%
	50%
	52%
	54%

	
	Data
	46%
	44%
	44.78%
	49.13%
	47.72%
	49.48%
	53.89%
	
	


Data Source: Program activity submitted by our Law Enforcement providers.
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Key Performance Measure Analysis

To what goal(s) is this performance measure linked?


This measure is linked to the Oregon State Marine Board’s goal of promoting boating safety.

What do benchmark (or other high-level outcome) data say about Oregon relative to the goal(s)?  What is the impact of your agency?
 

That the amount of on-water-patrol hours is improving to meet the needs of the boating public.   We get an increase in  “on-water patrol hours” to “total patrol hours” ratio.  


How does the performance measure demonstrate agency progress toward the goal?

Starting in 2002 we began to hold our service providers accountable for the hours that they agreed to provide.  Since then we have exceeded the target (not with all providers, but statewide overall).  We did experience a small variance in not meeting our targets.  Loss of experience and knowledge at the local program level, due to personnel turnover causes a lack of understanding regarding program requirements and the need for more training.

Compare actual performance to target and explain any variance.

While attempting to provide necessary funding for adequate patrol coverage, and trying to balance other areas of performance, we do not always get the level of on-water patrol we ask for.  In recent years we are contracting for a realistic number of on-water patrol hours (based on “boat use data”) while focusing on the primary program function of providing on-water patrol.

Summarize how actual performance compares to any relevant public or private industry standards.

While the saying ‘you get what you pay for’ maybe a cliché, it is also an ideal we are trying to achieve.  As we progress towards a “pay for performance” mode, service providers are realizing that they need to provide the prescribed amount of on-water patrol service in exchange for Board funds.   

What is an example of a department activity related to the measure?

Activities include modifying our Policy and Procedures Manual, language in our contract and providing training to program managers.  We have been acutely focused on stressing the need to increase on-water patrol in all our communications with our service providers.

What needs to be done as a result of this analysis?

Continue the Board’s efforts to refine the process for determining the ideal amount of on-water patrol for each waterbody, provide adequate funding (to the extent possible), contract for the prescribed amount of on-water patrol service, monitor the service provided and pay for what the amount of service received. 

The L/E Program is in the process of tailoring language in the ‘service contract’ that requires providers to provide a prescribed level of law enforcement  presence on the water.  Future reimbursement for services will be tied to performance measures.  Regarding on-water-patrol, providers will be compensated for the patrol actually provided.

Annual Performance Report- Part II, Key Measure Analysis
Time Period: Fiscal Year 2004 2005  

	Agency Name: Oregon State Marine Board
	Agency No.25000:

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

	# - KPM 3a  Percent of boat operators who believe that drinking while boating is unacceptable
	Target
	
	92%
	
	
	92%
	
	93%
	
	92%

	
	Data
	72%
	86%
	92%
	90%
	90%
	 
	
	
	


Data Source: Program activity submitted by our Law Enforcement providers and the annual survey provided by Intercept Research Corporation.
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Key Performance Measure Analysis

To what goal(s) is this performance measure linked?


This measure is linked to the Oregon State Marine Board’s goal of promoting boating safety.

What do benchmark (or other high-level outcome) data say about Oregon relative to the goal(s)?  What is the impact of your agency?

The benchmark data is an indication of our desire to change attitudes about boating under the influence on Oregon waterways.  Our agency carries out an aggressive campaign to inform Oregon boaters of the dangers associated with drinking and boating.

How does the performance measure demonstrate agency progress toward the goal?

One of the goals of the campaign is to change boaters attitudes regarding drinking and boating.  These attitudes are measured at the end of each boating season in a survey.

Compare actual performance to target and explain any variance.


Actual performance has resulted in our coming very close to our goal.  For this reason and others, we feel our efforts are moving us in the right direction.

Summarize how actual performance compares to any relevant public or private industry standards.


N/A

What is an example of a department activity related to the measure?


As mentioned above, we deliver a comprehensive multi-media boating under the influence campaign.

What needs to be done as a result of this analysis?


We intend to continue what has been a successful campaign in an effort to change the attitudes of a greater percentage of Oregon boaters.

Annual Performance Report- Part II, Key Measure Analysis
Time Period: Fiscal Year 2004– 2005  

	Agency Name: Oregon State Marine Board
	Agency No.25000:

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

	# - KPM 3b  Percent of passengers in a boat who believe that drinking while boating is unacceptable
	Target
	
	55%
	
	
	58%
	
	60%
	
	62%

	
	Data
	
	44%
	52%
	50%
	45%
	39% 
	
	
	


Data Source: Program activity submitted by our Law Enforcement providers and the annual survey provided by Intercept Research Corporation.
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Key Performance Measure Analysis

To what goal(s) is this performance measure linked?


This measure is linked to the Oregon State Marine Board’s goal of promoting boating safety.

What do benchmark (or other high-level outcome) data say about Oregon relative to the goal(s)?  What is the impact of your agency?

The benchmark data is an indication of our desire to change attitudes about boating under the influence and especially about the fact that passengers are at risk too if they drink while boating.  Our agency carries out an aggressive campaign to inform Oregon boaters of the dangers associated with drinking and boating.

How does the performance measure demonstrate agency progress toward the goal?

One of the goals of the campaign is to change boaters’ attitudes regarding drinking and boating.  These attitudes are measured at the end of each boating season in a survey.

Compare actual performance to target and explain any variance.

There has been some variance in part because until this past season, campaigns were focused primarily on the boat operator.  This last season, we directed the campaign at passengers as well.  We haven’t seen a real change in the attitudes of passengers who believe that drinking while boating is unacceptable.  This measure has been dropped in the 2005-2007 Budget.

Summarize how actual performance compares to any relevant public or private industry standards.


N/A

What is an example of a department activity related to the measure?


As mentioned above, we deliver a comprehensive multi-media boating under the influence campaign.

What needs to be done as a result of this analysis?


We intend to continue the campaign and to emphasize in our message that passengers are also at risk if they drink and boat.

Annual Performance Report- Part II, Key Measure Analysis
Time Period: Fiscal Year 2004-2005
	Agency Name: Oregon State Marine Board
	Agency No.25000:

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

	# - KPM 4  Boating fatalities in Oregon as a percentage of the National average
	Target
	
	130%
	130%
	130%
	127%
	
	125%
	
	120%

	
	Data
	141%
	131%
	136%
	141%
	165%
	89% 
	
	
	


Data Source: US Coast Guard accident statistics.
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Key Performance Measure Analysis

To what goal(s) is this performance measure linked?


This measure is linked to the Oregon State Marine Board’s goal of promoting boating safety.

What do benchmark (or other high-level outcome) data say about Oregon relative to the goal(s)?  What is the impact of your agency?

It says that compared to the rest of the country, there are a number of risks that come with the great variety of boating opportunities in Oregon.  We have coastal conditions and whitewater rivers that have the potential to be as dangerous as any in the country, cold water year-round and a longer boating season than many states in the northern tier of this country.  Reaching and educating our boaters is critical.  Our agency has one of the most progressive mandatory educations programs in the country.

How does the performance measure demonstrate agency progress toward the goal?

The Oregon numbers will fluctuate greatly because the numbers are so small.  Year to year, we are not showing progress but over the longer term, we have made progress.  We generally measure trends in 10 year periods.  During the 70’s, we lost on average 31 boaters per year.  During the 80’s, the figure dropped to 23 per year, and in the 90’s, the number was 15.

Compare actual performance to target and explain any variance.

The national fatality figures dropped in 2002, while Oregon’s remained the same.  We experienced a higher than average number of fatalities in 2004.  

Summarize how actual performance compares to any relevant public or private industry standards.


N/A

What is an example of a department activity related to the measure?

We have undertaken a number of targeted education efforts, including a coastal campaign aimed at the Columbia River Bar which has helped result in a drop in accidents and fatalities.

What needs to be done as a result of this analysis?

We need to continue to educate Oregon boaters through the mandatory education program and through site and activity specific efforts, like our costal programs.

Annual Performance Report- Part II, Key Measure Analysis
Time Period: Fiscal Year 2004– 2005  

	Agency Name: Oregon State Marine Board
	Agency No.25000:

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

	# - KPM 5  Percent of inspected boaters who are in compliance with the requirement to carry a Mandatory Education card.
	Target
	
	
	
	
	75%
	78%
	80%
	
	80%

	
	Data
	
	
	
	
	90%
	85%
	85%
	
	


Data Source: Information on applications processed, program activity data submitted by our law enforcement providers, contacting other states with similar programs, and the Triennial survey.
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Key Performance Measure Analysis

To what goal(s) is this performance measure linked?


This measure is linked to the Oregon State Marine Board’s goal of promoting boating safety.

What do benchmark (or other high-level outcome) data say about Oregon relative to the goal(s)?  What is the impact of your agency?

The benchmark says that most boaters in the targeted age range have taken a boating course.  We are responsible for implementing the mandatory education program in Oregon.

How does the performance measure demonstrate agency progress toward the goal?

Our goal is to have as many boaters as possible take a safe boating course.

Compare actual performance to target and explain any variance.

The first year’s numbers exceeded our expectations.  We continue to have the greatest compliance for this program of any state in the country.  

Summarize how actual performance compares to any relevant public or private industry standards.


See previous answer.

What is an example of a department activity related to the measure?


We provide classroom and internet courses statewide.

What needs to be done as a result of this analysis?


Continue promoting the courses.

Annual Performance Report- Part II, Key Measure Analysis
Time Period: Fiscal Year 2004 – 2005  

	Agency Name: Oregon State Marine Board
	Agency No.25000:

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

	# - KPM 6  Number of gallons of human waste sewage not deposited in Oregon waters as a result of Marine Board facilities.
	Target
	
	
	
	300,000
	330,000
	363,000
	412,000
	453,000
	498,000

	
	Data
	
	
	
	300,000
	
	375,000
	458,168
	
	


Data Source: Maintenance Assistance Program activity reports, Site inspections, Personal contracts with private Marinas and Federal agencies.












[image: image7.emf]0

200,000

400,000

600,000

2002200320042005

Number of gallons of human 

waste sewage not deposited in 

Oregon waters as a result of 

Marine Board facilities

Target

Data

 

Key Performance Measure Analysis

To what goal(s) is this performance measure linked?

This measure is linked to the Oregon State Marine Board’s goal of quality access for boaters that protects and enhances the environment.

What do benchmark (or other high-level outcome) data say about Oregon relative to the goal(s)?  What is the impact of your agency?

While there are no direct links or impacts to our agency, this measure may contribute to Environmental Benchmarks for Stream Water Quality, Salmon & Steelhead, and Healthy Wildlife Species by reducing the potential introduction of human waste materials into aquatic environments.

How does the performance measure demonstrate agency progress toward the goal?

This measure indicates that the agency is successfully reducing the potential amount of human waste that might otherwise be released into aquatic environments.

Compare actual performance to target and explain any variance.


The actual performance in 2004 exceeded the target. 

Summarize how actual performance compares to any relevant public or private industry standards.


There are no public or private industry standards for this measure.

What is an example of a department activity related to the measure?

The Marine Board administers the federal Clean Vessel Act, which funds boat waste management facilities including boat pumpouts, porta-potty dumps, and floating restrooms.

What needs to be done as a result of this analysis?


The Marine Board needs to continue funding boat waste management facilities and tracking use.

Annual Performance Report- Part II, Key Measure Analysis
Time Period: Fiscal Year 2004– 2005  

	Agency Name: Oregon State Marine Board
	Agency No.25000:

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

	# - KPM 7a  Percent of parking lots brought up to standard in the current 6-year plan.
	Target
	
	
	0%
	0%
	9%
	0%
	12%
	0%
	6%

	
	Data
	
	
	6%
	0%
	
	0%
	
	
	


Data Source: Current 6 Year plan and Grant awards.
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Key Performance Measure Analysis

To what goal(s) is this performance measure linked?

This measure is linked to the Oregon State Marine Board’s goal of quality access for boaters that protects and enhances the environment.

What do benchmark (or other high-level outcome) data say about Oregon relative to the goal(s)?  What is the impact of your agency?


There are no Oregon Benchmarks links or impacts to this goal. 

How does the performance measure demonstrate agency progress toward the goal?

The measure is based on grants awarded per biennium based on needs identified in the agency’s Six-Year Plan.  While needs identified in the Plan exceed the funding available, grants awarded measure the degree of progress towards meeting needs.

Compare actual performance to target and explain any variance.

The measure will be taken after the last funding cycle of the biennium.  This is a measure that was deleted in the 05-07 Budget.  The tracking of this measure was dropped.

Summarize how actual performance compares to any relevant public or private industry standards.


There are no public or private industry standards for this measure.

What is an example of a department activity related to the measure?

The Marine Board provides grants for boating access improvements including parking.  These grants are awarded on a competitive basis to public agencies and funding priority is given to projects identified in the Six-Year Plan.

What needs to be done as a result of this analysis?


Nothing.  This measure is being discontinued.

Annual Performance Report- Part II, Key Measure Analysis
Time Period: Fiscal Year 2004– 2005  

	Agency Name: Oregon State Marine Board
	Agency No.25000:

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

	# - KPM 7b  Percent of ramps brought up to standard in the current 6 year plan.
	Target
	
	
	0%
	0%
	10%
	0%
	15%
	0%
	5%

	
	Data
	
	
	5%
	0%
	
	0%
	
	
	


Data Source: Current 6 Year plan and Grant awards.
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Key Performance Measure Analysis

To what goal(s) is this performance measure linked?

This measure is linked to the Oregon State Marine Board’s goal of quality access for boaters that protects and enhances the environment.

What do benchmark (or other high-level outcome) data say about Oregon relative to the goal(s)?  What is the impact of your agency?


There are no Oregon Benchmarks links or impacts to this goal. 

How does the performance measure demonstrate agency progress toward the goal?

The measure is based on grants awarded per biennium based on needs identified in the agency’s Six-Year Plan.  While needs identified in the Plan exceed the funding available, grants awarded measure the degree of progress towards meeting needs.

Compare actual performance to target and explain any variance.

The measure will be taken after the last funding cycle of the biennium.  This measure was dropped in the 05-07 Budget.  The tracking of this measure was dropped.

Summarize how actual performance compares to any relevant public or private industry standards.


There are no public or private industry standards for this measure.

What is an example of a department activity related to the measure?

The Marine Board provides grants for boating access improvements including launch ramps.  These grants are awarded on a competitive basis to public agencies and funding priority is given to projects identified in the Six-Year Plan.

What needs to be done as a result of this analysis?


Nothing.  This measure has been discontinued.

Annual Performance Report- Part II, Key Measure Analysis
Time Period: Fiscal Year 2004 – 2005  

	Agency Name: Oregon State Marine Board
	Agency No.25000:

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

	# - KPM 7c  Percent of Restrooms brought up to standard in the current 6 year plan.
	Target
	
	
	0%
	0%
	7%
	0%
	10%
	0%
	4%

	
	Data
	
	
	4%
	0%
	
	0%
	
	
	


Data Source: Current 6 Year plan and Grant awards.
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Key Performance Measure Analysis

To what goal(s) is this performance measure linked?

This measure is linked to the Oregon State Marine Board’s goal of quality access for boaters that protects and enhances the environment.

What do benchmark (or other high-level outcome) data say about Oregon relative to the goal(s)?  What is the impact of your agency?


There are no Oregon Benchmarks links or impacts to this goal. 

How does the performance measure demonstrate agency progress toward the goal?

The measure is based on grants awarded per biennium based on needs identified in the agency’s Six-Year Plan.  While needs identified in the Plan exceed the funding available, grants awarded measure the degree of progress towards meeting needs.

Compare actual performance to target and explain any variance.

The measure will be taken after the last funding cycle of the biennium.  This measure was dropped in the 05-07 Budget.  The tracking for this measure was dropped.

Summarize how actual performance compares to any relevant public or private industry standards.


There are no public or private industry standards for this measure.

What is an example of a department activity related to the measure?

The Marine Board provides grants for boating access improvements including restrooms.  These grants are awarded on a competitive basis to public agencies and funding priority is given to projects identified in the Six-Year Plan.

What needs to be done as a result of this analysis?


Nothing.  This measure has been discontinued.

Annual Performance Report- Part II, Key Measure Analysis
Time Period: Fiscal Year 2004– 2005  

	Agency Name: Oregon State Marine Board
	Agency No.25000:

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

	# - KPM 7d  Percent of Transient tie-ups brought up to standard in the current 6 year plan.
	Target
	
	
	0%
	0%
	7%
	0%
	11%
	0%
	3%

	
	Data
	
	
	3%
	0%
	
	0%
	
	
	


Data Source: Current 6 Year plan and Grant awards.
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Key Performance Measure Analysis

To what goal(s) is this performance measure linked?


This measure is linked to the Oregon State Marine Board’s goal of quality access for boaters that protects and enhances the environment.

What do benchmark (or other high-level outcome) data say about Oregon relative to the goal(s)?  What is the impact of your agency?


There are no Oregon Benchmarks links or impacts to this goal.

How does the performance measure demonstrate agency progress toward the goal?

The measure is based on grants awarded per biennium based on needs identified in the agency’s Six-Year plan.  While needs identified in the Plan exceed the funding available, grants awarded measure the degree of progress towards meeting needs.

Compare actual performance to target and explain any variance.

The measure will be taken after the last funding cycle of the biennium.  This measure was dropped in the 05-07 Budget.  The tracking for this measure was dropped.

Summarize how actual performance compares to any relevant public or private industry standards.


There are no public or private industry standards for this measure.

What is an example of a department activity related to the measure?

The Marine Board provides grants for boating access improvements including transient tie-ups.  These grants are awarded on a competitive basis to public agencies and funding priority is given to projects identified in the Six-Year Plan.

What needs to be done as a result of this analysis?


Nothing,  This measure has been discontinued.

Annual Performance Report- Part II, Key Measure Analysis
Time Period: Fiscal Year 2004– 2005  

	Agency Name: Oregon State Marine Board
	Agency No.25000:

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

	# - KPM 8: Percent of Boaters that Rate the Marine Board Customer Service as Good to Excellent.
	Target
	
	
	80%
	82%
	83%
	84%
	85%
	86%
	87%

	
	Data
	
	
	80%
	81%
	
	0%
	82%
	
	


Data Source: Triennial Survey and survey on Registration Cards.
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Key Performance Measure Analysis

To what goal(s) is this performance measure linked?


This measure is linked to the Oregon State Marine Board’s goal of providing excellent customer service.

What do benchmark (or other high-level outcome) data say about Oregon relative to the goal(s)?  What is the impact of your agency?

The Oregon State Marine Board operates as a customer driven business.  Watercraft Registration Specialists work with customers through processing their titles and registration, no matter what the situation advising them via the telephone, email, fax or letters.  Customer service is key to meeting the goals to be user friendly and customer focused.  The Oregon State Marine Board registration section prides itself in being customer friendly and helpful.


How does the performance measure demonstrate agency progress toward the goal?

The Oregon State Marine Board registration section does not have data this year to accurately measure the progress.  This season, a triennial survey has been sent to a statistically selected group of Oregon boaters.  We will be reviewing the outcome of the Triennial Survey to measure the current status of customer service and determine if a separate survey is necessary.

Compare actual performance to target and explain any variance.

Comparison will be done when the Triennial Survey is compiled and reviewed.  This is the first survey that has been done since the Board raised the fees.  The registration section has also experienced a back log of processing applications in the last year.

Summarize how actual performance compares to any relevant public or private industry standards.

Our current estimate is that our customer service is better than most public agencies that process titles and registrations for various recreational craft.  The Oregon State Marine Board is unique in its approach to this service in that we “partner” with boat dealers and sporting goods stores statewide to provide titling and registration service to our mutual customers.  In partnering with private businesses for mutual customers, we extend our customer service to Oregonians where they live.  Additionally, we provide forms, online renewals and instruction via our website, making the processes easier for customers, lending institutions, and businesses related to the boating industry.  All paperwork is forwarded to our one central office for processing.

What is an example of a department activity related to the measure?

Registration section employees are trained in customer service and work together as a team to resolve problems to meet the requests of our customers.    The registration team is encouraged to review and discuss the best options to helping customers obtain title and registration via open door and coaching by the manager and assistant manager.  Additionally, training is provided to our agents and they are encouraged to call us for help regarding any customer issue they cannot resolve.

What needs to be done as a result of this analysis?

A review of the Triennial Survey would be the first step to evaluating customer service provided by the Oregon State Marine Board.  A plan for a specialized survey would be a next step based on the outcome from the Triennial Survey.

Annual Performance Report- Part II, Key Measure Analysis
Time Period: Fiscal Year 2004– 2005  

	Agency Name: Oregon State Marine Board
	Agency No.25000:

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

	# - KPM 9: Percent of Boaters that Rate the Agency Website “BoatOregon.com” as Good to Excellent
	Target
	
	86%
	0%
	86%
	87%
	0
	88%
	0%
	89%

	
	Data
	
	
	0%
	86%
	
	0%
	N/A
	
	


Data Source: Triennial Survey and survey on Website.
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Key Performance Measure Analysis

To what goal(s) is this performance measure linked?


This measure is linked to the Oregon State Marine Board’s goal of providing excellent customer service.

What do benchmark (or other high-level outcome) data say about Oregon relative to the goal(s)?  What is the impact of your agency?

The benchmark indicates that Oregon boaters are receiving the kind of information they need in a manner that is relatively easy to access.  We designed the web page to provide information that is timely and understandable.

How does the performance measure demonstrate agency progress toward the goal?

The measure indicates a level of satisfaction with the information they are receiving from us.

Compare actual performance to target and explain any variance.

The performance is measured in the agency’s triennial survey and the one survey done during this period was right on target.  Questions about the website were not addressed in the last triennial survey.

Summarize how actual performance compares to any relevant public or private industry standards.


N/A

What is an example of a department activity related to the measure?


Continual updating of information so the web-site always presents relevant and current information.

What needs to be done as a result of this analysis?


We will have our next survey completed next year and we will have a better idea of how we are performing.

Annual Performance Report- Part II, Key Measure Analysis
Time Period: Fiscal Year 2004 – 2005
	Agency Name: Oregon State Marine Board
	Agency No.25000:

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

	# - KPM 10: Percent of Boaters that rate the Agency Publications as Good to Excellent
	Target
	
	78%
	0%
	79%
	80%
	0
	82%
	0%
	82%

	
	Data
	
	
	
	79%
	
	0%
	81%
	
	


Data Source: Triennial Survey.
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Key Performance Measure Analysis

To what goal(s) is this performance measure linked?


This measure is linked to the Oregon State Marine Board’s goal of providing excellent customer service.

What do benchmark (or other high-level outcome) data say about Oregon relative to the goal(s)?  What is the impact of your agency?

The benchmark says that Oregon boaters are getting the information they need.  We develop and produce the publications.

How does the performance measure demonstrate agency progress toward the goal?

The measure indicates a level of satisfaction with the information boaters are receiving from us.

Compare actual performance to target and explain any variance.

The performance is measured in the agency’s triennial survey and the one survey done during this period was right on target.  We increased customer satisfaction with our information and publications from 2002 but did not increase it as much as we had hoped to.  This is a new measure and is only the second time that we have measured how well our information and publications are received among our registered boaters.

\

Summarize how actual performance compares to any relevant public or private industry standards.


N/A

What is an example of a department activity related to the measure?


We involve the stakeholders in the review process when we update and reprint publications.

What needs to be done as a result of this analysis?

We will have our next survey completed early next year and we will have a better idea how we are performing with respect to our targets.
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