Annual Performance Progress Report - Executive Summary
Time Period: Fiscal Year 2004 – 2005 
Please read the instructions before completing.  Instructions can be found in Appendix C of the 2005-07 Budget Instructions and online at www.oregon.gov/DAS/OPB
· Summarize performance target achievement using table below.

	Performance Target Achievement
	#

	Total Number of Key Performance Measures (KPMs)
	4

	# of KPMs at target for most current reporting period
	2

	# of KPMs not at target for most current reporting period
	2


· The agency’s performance measures link to the agency’s mission not a direct link to an Oregon benchmark or a high- level outcome.  The agency’s key performance measures are influenced by both the agency and outside sources.  Measure number one the agency has influence over the number of practitioners, but the increasing number of tax returns filed in Oregon, the agency has no influence over.  Measure number two, three and four are all measures that are influenced by the agency and its licensees.  Work performed by the agency can have a direct affect on the outcomes of these measures.  The agency does not rely on other agencies to achieve the targets for these measures.  Whereas only two of the four key performance measures are on target, the other two are close to their targeted goals and moving forward.
· The agency continues to move toward its challenging key performance measures.  The agency has begun implementation of programs designed to achieve the targets for its key performance measures.  The agency has had success in moving the measures forward.  This movement has been slower than expected, but the movement is forward.  A barrier to success is time.  The programs design to positively affect the key performance measures, unfortunately take time to influence the measures.  The agency is seeing that influence beginning to happen, but it is still early in the process. The hiring of the Compliance Specialist has lowered the initial response time dramatically.  The agency is considering changing this measure from initial response to satisfactory completion time of a complaint.  This issue will be brought forward at the agency’s next budget cycle.  This timely response however, has resulted in numerous successes in stopping illegal tax preparation activity and lessens the damage to the consumer.  This has resulted in preventing Oregonians from being defrauded, including examples or prevention of identity theft. The agency has seen success in moving towards its targeted goal of increasing the number of continuing education hours completed each year by its licensees.  This measure will continue to be monitored for its desired outcome of lowering the number of errors on personal income tax returns prepared by our licensees.  
· The future challenges for the agency will be to continue to move the measure forward toward its targeted goals.  This will require not only the current programs in place to contribute to movement towards the key performance measures but new programs including programs that include not only the licensees of the agency, but the public. Moving forward toward the targeted goals also will include a continued commitment from Board members, staff and the licensees.  The continued commitment will only take place if the challenge of informing Board members, staff and most importantly licensees, the importance of the measures and importance of their involvement.  This will also require the agency to focus using its limited resources towards achieving the agency’s performance measures.  Another challenge is meeting key performance measure number one.  This measure requires the number of licensees to increase to meet the needs of Oregon’s increasing population.  The programs in place to meet this measure require time to be successful. It will take time to train and license tax professionals. Another future challenge for the agency is informing the public of Oregon’s licensing laws and the benefits to Oregonians.  The agency is has implemented an affordable, grassroots public awareness campaign to inform Oregonians of the benefits of using a tax professional. The agency is just beginning to see benefits from this program. The challenge was to devise and implement a program within the limited resources of the agency.  These benefits to Oregonians are included in the agency’s mission, to provide Oregonians competent and ethical tax professionals. 
Annual Performance Progress Report 
Part I, Managing for Results
	Agency: Board of Tax Practitioners

	Contact: Ronald A. Bersin, Executive Director
	Phone: (503) 378-4733

	Alternate:Donna Gilmour, Board Chair
	Phone: (503) 581-9718


	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?
	Staff, Board members and the public were involved in the development of the Agency’s performance measures.  Both the development and implementation of the measures was accomplished in public session during Board meetings.  The Board has also published the performance measures and its progress in its semi-annual newsletter, encouraging public comment.

	2 How is performance measures used for management of the agency?
	The performance measures all relate to the Board’s mission.  The agency is managed to the Board’s mission.  Decisions made by management and the Board all relate to the Board’s mission. Management uses performance measures when allocating resources.  The agency’s budget is developed using performance measures. 

	3 What training has staff had in the use performance measurement?
	In-house training in developing performance measures.  This staff has also been trained in-house to report progress on the measures during Board meetings.  Senior Compliance Specialist is currently participating in leadership training which includes performance measures.

	4 How does the agency communicate performance results and for what purpose? (Please include your agency’s URL for Performance Measures and this Annual Report)
	Currently the agency is reporting its progress on its performance measure through its semi-annual newsletter.  The agency reports its performance measures on its website (Oregon.Gov/OTPB).  The purpose is to inform the public and its licensees of the measures and the agency’s progress in meeting the measurements.

	5 What important changes have occurred in the past year?
	The increase and complexity of the illegal tax preparation activity in Oregon. The IRS is considering a bill that would establish nationwide registration of tax professionals.  The bill is currently in committee.  The legislature passed a bill requiring people who offer refund anticipation loans to be licensed by the Board.  This has increased the agency’s workload with no additional FTE.  The Board migrated its website to Oregon.Gov.  This has increased its ability to inform the public and the licensees of its measures


Annual Performance Progress Report
Part II, Key Measure Analysis of Progress

Performance measure number one.

1. Number of Practitioner assisted Oregon tax returns versus the actual number of practitioners

	Data 
	Targets

	2000
	2001
	2002
	2003
	2004
	2001
	2002
	2003
	2004
	2005
	2006

	200
	198
	205
	203
	195
	190
	180
	170
	165
	160
	160
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To what goal or goals is this performance measure linked? 
Board’s Mission
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What does the performance measure demonstrate about the goal?
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Less returns prepared by each practitioner enables the practitioners the opportunity to produce less errors on each return.

What does the data reveal?

· The data reveals that the Board has risen temporarily in 2002.  This has shown the Board that attention must be given to this measure to stop the increase.  The Board’s attention to this measure is working, but at a slower rate than targeted. The Board is implementing a mentorship program to increase the number of practitioners.  

· The population of the State has increased therefore increasing the number of tax returns filed each year.  Currently the Board has been unable to meet this increased need.

What is an example of a department activity related to the measure?
The Board has instituted a mentorship program that should increase the number of licensees.  The program includes help to the LTPs to move to the higher level LTC.  In the past, LTPs were left on their own to make this promotion.  The Board has also enlisted the help of the industry associations in this mentorship program.  The agency has added a program of working with the industry to match the agency’s examinations with the materials being taught by the industry.  When the two do not match, the agency informs the industry they need to instruct in this area.  The agency believes this will increase the passage rate of its examinations.
What needs to be done as a result of your analysis?

· The Board will continue to monitor this measurement.  The Board and its staff are devising a program to talk with high school age people to promote a career in tax preparation.   

What is the data source?
The Board’s number of licensees versus the amount of returns filed with the Department of Revenue.

Performance measure number two.

2. The average number of continuing education hours received annually.

	Data 
	Targets

	2000
	2001
	2002
	2003
	2004
	2001
	2002
	2003
	2004
	2005
	2006

	32
	33
	34
	36
	37
	35
	37
	38
	39
	40
	42















Data



Target
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To what goal or goals is this performance measure linked? 
Board’s Mission
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What does the performance measure demonstrate about the goal?

-The more continuing education hours our licensees receive, the more competent they are in their practice of preparing personal income tax returns
What does the data reveal?

· The data reveals that the Board is behind on its performance target.

· Management and Board action is taking place to correct this problem.  Agency requires 30 hours to renew the licenses.  The Board and management are implementing a program to encourage licensees to voluntarily obtain more continuing education.

· The data does reveal the agency is making progress on this goal.  The average hours continue to increase each year.

What is an example of a department activity related to the measure?
The Board and Management are working with the industry associations to ensure effective continuing education at reasonable costs to the licensees.  Management has also used the newsletter to inform licensees to submit all continuing education performed in the previous year when renewing their licenses.  Industry practice has been just to submit the required 30 hours and no more.  Management and staff are working hard to inform the licensees we want all continuing education.  Agency has also implemented a program of informing licensees of approved continuing education through the agency’s website.
What needs to be done as a result of your analysis?

· The agency needs to insure low cost effective continuing education as well as changing the industry standard of only submitting the required 30 hours.
What is the data source?
The agency’s database

Performance measure number three.

3. The initial response time to a consumer complaint

	Data 
	Targets

	2000
	2001
	2002
	2003
	2004
	2001
	2002
	2003
	2004
	2005
	2006

	0
	48
	48
	24
	8
	72
	24
	24
	12
	12
	6
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To what goal or goals is this performance measure linked? 
Board’s Mission

What does the performance measure demonstrate about the goal?

The faster the initial response time the better opportunity the Board has to protect the consumer
What does the data reveal?

· The data is very new here.  This is a performance measure the Board did not have a few years back.  The data shows no change in response time through 2002.  2003 shows a dropping of response time to the targeted level.  This was due to re-staffing the compliance position in late 2003.  Response time in 2004 was better than expected.  The agency and compliance specialist have focused on improving response times.
· The response time did not decrease in 2002 because of staffing.  The Board realized a significant decrease in time with the new compliance specialist’s skills increasing.
What is an example of a department activity related to the measure?
The Board hired a full time compliance specialist in late 2003.  Since the hiring, the Board predicted a significant decrease in initial response time.  The agency is initializing an aggressive campaign informing the public and our licensees of the fast response time to complaints.  This will increase the number of complaints, which could increase the initial response time.  The time will however stay within the targeted time.  The actual response time this past fiscal year has improved to even faster than the agency’s target time.
What needs to be done as a result of your analysis?

· A continued significant effort by the Board and its staff to respond to consumer complaints.  The Board realizes this activity goes to the heart of its mission, to protect the consumer.  The Board may consider changing this measure from initial response time to completed investigation time.  The initial response time is getting so short the Board is not sure if this is the best measurement.  Next budget period we may modify this measure.
What is the data source?

The Board’s complaint log database.

Performance measure number four.

4. The number of consumer complaints handled satisfactorily per year.

	Data 
	Targets

	2000
	2001
	2002
	2003
	2004
	2001
	2002
	2003
	2004
	2005
	2006

	0
	0
	5371
	5900
	6982
	5500
	5900
	6000
	6100
	6200
	7500















Data



Target

To what goal or goals is this performance measure linked? 
Board’s Mission

What does the performance measure demonstrate about the goal?

It is really too early to tell with only three years of data.  This goal needs to be reviewed annually.
What does the data reveal?

· According to the data we are meeting our goal.  But with only three years, the Board will need to continue to review this goal.

· The Board’s public awareness campaign continues to increase the number of Oregonians affected by the Board.  The public awareness campaign educates Oregonians to the Board’s licensing program and the benefits it affords them.

· The agency has set an aggressive target for 2006 and subsequent years.  This will insure the agency will continue to work in this area and not be satisfied with meeting this goal.

What is an example of a department activity related to the measure?
The Board is increasing its public awareness campaign.  The Board is using community associations, ethnic associations and organizations, and the news media to inform Oregonians of the Board’s programs in the benefits afforded to them.  The Board is also working with licensees to educate their customers on the licensing program and the benefits it affords them.  This is a grassroots effort to inform Oregonians of the benefits of using an ethical, competent professional to preparer their personal income taxes.  The increased work of the compliance specialist has increased the number of Oregonians affected by the Board’s programs.  The number of people affected has risen above the Board’s previous projections.  2006 is showing a significant increase in the target numbers to give the Board a more reasonable goal. 
What needs to be done as a result of your analysis?

· The Board needs to continue to monitor this measurement.  The Board needs to continue to finds ways of informing Oregonians of the benefit of the licensing program and how this program can benefit them personally.
· The agency will continue to challenge itself in this area.  The more Oregonians affected positively by the agency the more the agency is meeting its mission.
What is the data source?
The Board’s activity log files.
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