LINKS TO OREGON BENCHMARKS

	Agency Name: Health Licensing Office (HLO) 






Last Revised:  02/14/03



	Contact Person:  Susan K. Wilson, Agency Director
	Phone:  503-378-8667, ext. 4321

	Alternate Contact: Patricia C. Allbritton, HLO ASD Manager
	Phone:  503-378-8667, ext. 4322

	Related Oregon Benchmarks (OBMs) or High-Level Outcomes (HLOs):  No primary links.

The Agency’s Mission is to maintain a strong and healthy quality of life for the citizens of Oregon by creating uniform public protection practices for health professions and occupations pertaining to:  Athletic Trainers, Body Piercers, Cosmetologists, Denture Technologists, Direct Entry Midwives, Electrologists, Environmental Health Specialists/Sanitarians, Hearing Aid Specialist/Dealers, Permanent Color / Tattoo Artists, and Respiratory Care Practitioners.

	Agency Goal
	OBM#
 HLO#
	Key Performance Measure
	PM #
	PM Since
	New or Mod.?
	2002

Value
	2005 Target
	Lead Division or Unit (Optional)

	Goal 1. Protect and advocate for Oregon consumers using health services regulated by HLO.

	Mission
	Percent of contested case actions that are resolved through alternative dispute resolution and prior to a formal hearing before the Central Hearing Officer Panel. 
	831-001
	2001
	NEW
	99%
	100%
	Regulatory Operations Division

	Goal 1. 
	Mission
	Percent of “critical” status complaints investigated within one week of receipt (unlicensed activity and high risk health issues).
	831-002
	2001
	NEW
	81%
	95%
	Regulatory Operations Division

	Goal 1. 
	Mission
	Total number of HLO customer contacts: 

(a) Number of telephone information; 

(b) Number of requests and information resources distributed; (c) Number of participants in outreach, training forums and CE presentations.
	831-003
	2001 
	NEW
	45,000
	48,000
	Administrative Services Division



	Goal 2. Regulate in a manner that supports a positive business environment.
	Mission
	Number of stakeholders / constituents participating in meetings for legislation and rulemaking processes, board and committee meetings, fact-finding and policy formulation events.
	831-004
	2001
	NEW
	178
	250
	Agency wide participation

	Goal 2. 
	Mission
	Percent of HLO’s ten occupation/ profession programs that remove artificial barriers to licensure in Oregon through adopting licensing reciprocity from other states as qualification pathway.
	831-005
	2002
	NEW
	10%
	40%
	

	Goal 3. Provide excellent customer service.
	Mission
	Percent of HLO customer survey results with a rating above satisfactory.
	831-006
	Mid - 2002
	NEW
	45%
	75%
	Agency Wide participation


Performance Measure Data Summary
	Agency Name: Oregon Health Licensing Office

	Contact Person: Susan K. Wilson, Director
	Phone: (503) 378-8667 ext 4321

	Alternate Contact: Patricia Allbritton, Administrative Services Division Manager
	Phone: (503) 378-8667 ext 4322


	Performance Measure Definition
(numbered as shown below)
	Data
	Targets 

	
	2001
	2002
	2003
	2004
	2005
	2003
	2004
	2005
	2006
	2007
	2008

	Agency 831-001

Percent of contested case actions that are resolved through alternative dispute resolution and prior to a formal hearing before the Central hearing Panel.
	99%
	99%
	
	
	
	99%
	100%
	100%
	
	
	

	Agency 831-002 

Percent of “critical” status complaints investigated within one week of receipt (unlicensed activity and high risk health issues).
	36%
	81%
	
	
	
	85%
	90%
	95%
	
	
	

	Agency 831-003 

Total number of HLO customer contacts;

(a) Number of telephone information requests;

(b) Number of information resources distributed;
(c) Number of participants in outreach, training forums and CE presentations.
	N/A
	45,000
	
	
	
	46,000
	47,000
	48,000
	
	
	

	Agency 831-004

Number of stakeholders / constituents participating in meetings for legislation and rulemaking processes, board and council meetings, fact-finding and policy formulation events.
	128
	178
	
	
	
	200
	225
	250
	
	
	

	Agency 831-005

Percent of HLO’s ten occupation/profession programs that remove artificial barriers to licensure in Oregon through adopting licensing reciprocity from other states as qualification pathway.
	0%
	10%
	
	
	
	10%
	20%
	40%
	
	
	

	Agency 831-006

Percent of HLO customer survey results with a rating above satisfactory.
	N/A
	45%
	
	
	
	56%
	65%
	75%
	
	
	


DATA SOURCES  - HEALTH LICENSING OFFICE

	PM #
	Key Performance Measure
	Data Source

	831-001
	Percent of contested case actions that are resolved through alternative dispute resolution and prior to a formal hearing before the Central Hearing Officer Panel.
	Agency records.

	831-002
	Percent of “critical” status complaints investigated within one week of receipt (unlicensed activity and high risk health issues).
	Agency records.

	831-003
	Customer Contacts:  (a) Number of telephone information requests; 

(b) Number of information resources distributed; (c) Number of participants in outreach, training forums and CE presentations.
	Agency records. 

	831-004
	Number of stakeholders / constituents participating in meetings for legislative and rulemaking processes, board and committee meetings, and fact-finding / policy formulation events.
	Agency records, sign-in sheets, scheduled events.

	831-005
	Percent of HLO’s ten occupation/profession programs that remove artificial barriers to licensure in Oregon through adopting licensing reciprocity from other states as qualification pathway.
	Board/council records.

	831-006
	Percent of HLO customer survey results with a rating of satisfactory.


	Independent surveys – four to eight specific survey areas for each regulated profession.  


HLO (Health Licensing Office) Agency 83100 was created by the 1999 Legislature.  Agency restructuring and improved business processes significantly revised previous performance measure criteria and data collection. Therefore, data for these new measures are unavailable for years prior to 2001. 

Data collection is now aligned around key goals and the new measures outlined above track a variety of performance outcomes
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	 Mission:  Maintain a strong and health quality of life for the citizens of Oregon by creating uniform public protection practices for health professions and occupations pertaining to:  Athletic Trainers, Body Piercers, Cosmetologists, Denture Technologists, Direct Entry Midwives, Electrologists, Environmental Health Specialists/Sanitarians, Hearing Aid Specialist/Dealers, Permanent Color / Tattoo Artists, and Respiratory Care Practitioners.


Summary

The DAS Performance Measure Review Committee finds that performance measures for this agency meet all basic criteria as specified in the Performance Measure Guidelines. The agency has done an excellent job in developing a few key measures that reflect its mission and goals.  They conform to standard concepts and definitions and appear to be as outcome (results)-oriented as possible. Targets, due in January, are not yet presented. Measures appear to be based on accurate and reliable data.

Comments and recommendations specific to basic criteria 

1. Gauge progress towards goals and pertinent benchmarks 

HLO has successfully aligned its six performance measures with three well-stated goals and to its mission statement. The goals do represent the scope of agency responsibility. HLO does not link directly with any Oregon Benchmark. It’s mission, however, does appropriately reflect its mandate. 

2. A few key measures

HLO measures meet this criterion. They are relatively few in number, but clearly articulate the agency’s story.  If possible, the agency may want to include an additional measure relating to turnaround time for license renewals.

3. Conforms to standard concepts and definitions 

HLO measures appear to be as results-oriented as possible for this agency at the present time. They include one output, one efficiency and four intermediate outcome measures. 

4. Targets 

The agency has set targets that appear to meet the criteria of ambitious but realistic.
5. Accurate and reliable data

The required data sources sheet is attached.  When measuring the number of customer contacts and the number of stakeholders / constituents participating, it is especially important that the agency keep accurate and verifiable back-up records. The agency has provided data for 2001 and 2002  for all of its measures.






C:\Documents and Settings\jeffreyt\Local Settings\Temp\Hlthlicens-L-D-S-R-FINAL 021903 from Progress Board.doc
Page 1 of 5

