Links to Oregon Benchmarks  
	Agency Name:  Nursing, Oregon State Board of 






Last Revised:  11/23/03

	Contact Person:  Pat Miles
	Phone: (503) 731-4745 ext. 231

	Alternate Contact:  Joan Bouchard
	Phone: (503) 731-4745 ext. 230


	Related Oregon Benchmarks (OBMs) or High-Level Outcomes (HLOs): No primary links to Oregon Benchmarks.
Mission: The Oregon State Board of Nursing strives to protect and promote the public’s health, safety and well being by regulating nursing practice and education.  


	Agency Goal
	OBM#
HLO#
	Key Performance Measure
	PM #
	PM Since
	New or Mod.?
	2000 Value
	2005 Target
	Lead Division or Unit (Optional)

	Goal 1a.
Excellent Customer Service: Customer satisfaction with the licensure application process.
	Mission
	Percent of customers who rate the Board positively in the following service areas: 

(a) accuracy of information

(b) courtesy of staff

(c) ease of access to staff
	85100-1

	1996
	
	86%

85%

72%
	90%

90%

90%
	

	Goal 1b.
Excellent Customer Service: Responsiveness to Customers
	Mission
	Percent of all ACD (Automated Call Distributor) telephone calls answered by a live representative within 10 seconds.
	85100-2
	2002
	New
	N/A
	95%
	New program, implemented 5/2002.

	
Goal 1b.
	Mission
	Percent of business days in which the license verification hotlines (telephone and internet) are, at close of business, current to the previous business day 
	85100-3
	2002
	New
	N/A
	99%
	

	Goal 1c.

Excellent Customer Service:  Operational Effectiveness
	Mission
	Percent of renewal applications processed within 5 working days. (Defined as reviewing and either issuing the license or notifying the person of application deficiencies.)
	85100-4
	1996
	Mod
	Not Avail.
	97%
	

	Goal 1c.
	Mission
	Percent of initial applications processed within 5 working days. (Defined as reviewing and either issuing the license, notifying the person of application deficiencies, or scheduling the person for testing.)
	85100-5
	1996
	Mod
	Not Avail.
	97%
	

	Goal 1d.

Excellent Customer Service:  Accessibility of Board Information to Constituents
	Mission
	Average number of daily visits to agency web site
	85100-6
	2002
	New
	N/A
	400 
	Revised web site/ tracking launched January 2002.

	Goal 1d.
	Mission
	Average number of people reached by informational presentations by staff per month.
	85100-7
	2002
	New
	200
	300
	

	Goal 1e.

Excellent Customer Service: Efficiency of e-commerce operations
	Mission
	Percent of e-commerce RN renewals compared to total RN renewals

	85100-8
	2002
	New
	N/A
	50%
	E-commerce to be implemented Spring 2002.

	Goal 2a.

Ensure the safety of those Oregonians who are cared for by nurses:  Timeliness of complaint resolution
	Mission
	Percent of cases investigated and referred to Board within 120 days of receipt of complaint. (Cases that do not require an extension.) 
	85100-9
	1996
	Mod
	91%
	98%
	

	Goal 2b.

Ensure the safety of those Oregonians who are cared for by nurses: Effectiveness of the investigative process, discipline and remediation actions.
	Mission
	Percent of disciplined licensees with a new complaint within one year of Board closing original case with a disciplinary action. (“Repeat offenders”—Licensees who continue to receive complaints despite having been disciplined or remediated.)
	85100-10
	2002
	Mod
	3%
	1%
	

	Goal 2c.

Ensure the safety of those Oregonians who are cared for by nurses: Effectiveness/efficiency of disciplinary process.
	Mission
	Percent of complaints that were resolved via stipulated agreement or default on notices in lieu of contested case hearing. (The respondent accepted the decision and/or action of the agency.)
	85100-11
	1996
	
	98%
	99%
	

	Goal 2d.

Ensure the safety of those Oregonians who are cared for by nurses: Effectiveness of nurse monitoring program.
	Mission
	Percent of successful participants in the 5-year Nurse Monitoring Program.  (Participants who graduated or are still participating in the program in good standing.)
	85100-12
	1996
	
	81%
	90%
	

	Goal 2e.

Ensure the safety of those Oregonians who are cared for by nurses: Effectiveness of LEDS screening.
	Mission
	Percent of all renewal applications that are processed through the Law Enforcement Data System (LEDS) and have any arrests, convictions or other court actions recorded.  (A successful screening process will reduce the number of repeat offenders licensed by the Board.)
	85100-13
	1996
	
	2%
	1%
	

	Goal 2f.

Ensure the safety of those Oregonians who are cared for by nurses: Effectiveness of Nursing Education Consultant Services.
	Mission
	Percent of RN programs with a passing rate above 85% on the national exam.
	85100-14
	2002
	New
	79%
	100%
	

	Goal 2f.
	Mission
	Percent of LPN programs with a passing rate above 85% on the national exam.
	85100-15
	2002
	New
	100%
	100%
	

	Goal 2g.

Ensure the safety of those Oregonians who are cared for by nurses: Effectiveness of Nursing Assistant Program Consultant Services.
	Mission
	Percent of nursing assistant programs with a passing rate above 85% for both written and skill examinations.
	85100-16
	2002
	New
	45%
	95%
	

	Goal 3a.

Regulate in a manner that sustains a maximum number of nurses available to the workplace without jeopardizing public safety: Effectiveness of Board’s commitment to evidence-based regulation. 
	Mission
	Percent of agency Administrative Rules that are periodically reviewed and evaluated within 3 years (statutory requirement) for unnecessary barriers that might prevent eligible nurses/nursing assistants from practicing nursing in Oregon
	85100-17
	2002
	New
	85%
	100%
	

	Goal 3b.

Regulate in a manner that sustains a maximum number of nurses available to the workplace without jeopardizing public safety: Responsiveness to constituents for Board policy direction.
	Mission
	Percent of emerging public policy issues resolved within 6 months of coming to the Board's attention.
	85100-18
	2002
	New
	60%
	90%
	

	Goal 4a.

Effectiveness of joint efforts of agency, statewide educators & business community to address nursing shortage.
	Mission
	Number of basic RN students graduated from Oregon nursing education programs and practicing in Oregon.
	85100-19
	2002
	New
	711
	1200
	


Performance Measure Data Summary
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	Contact Person:  Pat Miles
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	Alternate Contact:  Joan Bouchard
	Phone: (503)731-4745 ext 230


	Performance Measure Definition
(numbered as shown below)
	Data
	Targets 

	
	1998
	1999
	2000
	2001
	2002
	2000
	2001
	2002
	2003
	2004
	2005

	85100 - 1 

Percent of customers who rate the Board positively in the following service areas: 

(d) accuracy of information

(e) courtesy of staff

(c)   ease of access to staff
	83.0%

86.7%

87.1%
	
	86%

85%

72%
	93%

86%

80%
	92%

98%

89%
	
	
	
	94%

90%

90%
	94.5%

98%

90%
	95%

98%

92%

	85100 - 2 

Percent of all ACD (Automated Call Distributor) telephone calls answered by a live representative within 10 seconds.
	
	
	N/A
	Began operation May 02
	70%
	
	
	
	80%
	90%
	95%

	85100 - 3 

Percent of business days in which the license verification hotlines (telephone and internet) are, at close of business, current to the previous business day.
	
	
	Not Avail.
	Not Avail
	95%
	
	
	
	99%
	99%
	99%

	85100 - 4

Percent of renewal applications processed within 5 working days. (Defined as reviewing and either issuing the license or notifying the person of application deficiencies.)
	
	
	N/A
	N/A
	35%
	
	
	
	90%
	95%
	97%

	85100 - 5

Percent of initial applications processed within 5 working days. (Defined as reviewing and either issuing the license, notifying the person of application deficiencies, or scheduling the person for testing.)
	
	
	N/A
	49%
	52%
	
	
	
	75%
	85%
	97%

	85100 - 6

Average number of daily visits to agency web site.
	
	
	N/A
	220
	325
	
	
	
	350
	400
	500

	85100 - 7

Average number of people reached by informational presentations by staff per month.
	
	
	214
	219
	185
	
	
	
	200
	250
	300

	85100 - 8

Percent of e-commerce RN renewals compared to total RN renewals.
	
	
	Not Avail.
	
	Sched. To Start June 03
	
	
	
	10%
	25%
	50%

	85100 - 9

Percent of cases investigated and referred to Board within 120 days of receipt of complaint. (Cases that do not require an extension.)
	
	
	91%
	89%
	84%
	
	
	
	
	
	98%

	85100 - 10

Percent of disciplined licensees with a new complaint within one year of Board closing original case with a disciplinary action. (“Repeat offenders”—Licensees who continue to receive complaints despite having been disciplined or remediated.)
	
	
	3%
	4%
	3%
	
	
	
	
	
	1%

	85100 - 11

Percent of complaints that were resolved via stipulated agreement or default on notices in lieu of contested case hearing. (The respondent accepted the decision and/or action of the agency.)
	
	
	98%
	99%
	99.5%
	
	
	
	99%
	99%
	99%

	85100 - 12

Percent of successful participants in the 5-year Nurse Monitoring Program.  (Participants who graduated or are still participating in the program in good standing.)
	
	
	81%
	79%
	79%
	
	
	
	80%
	85%
	90%

	85100 - 13

Percent of all renewal applications that are processed through the Law Enforcement Data System (LEDS) and have any arrests, convictions or other court actions recorded.  (A successful screening process will reduce the number of repeat offenders licensed by the Board.)
	
	
	2%
	
	1.11%
	
	
	
	
	
	1%

	85100 - 14

Percent of RN programs with a passing rate above 85% on the national exam.
	75%
	69%
	81%
	88%
	94%
	100%
	100%
	100%
	100%
	100%
	100%

	85100 - 15

Percent of LPN programs with a passing rate above 85% on the national exam.
	100%
	100%
	100%
	100%
	100%
	100%
	100%
	100%
	100%
	100%
	100%

	85100 - 16

Percent of nursing assistant training programs with a passing rate above 85% for both written and skill examinations.
	
	
	45%
	72%
	95%
	
	
	
	95%
	95%
	95%

	85100 - 17

Percent of agency Administrative Rules that are periodically reviewed and evaluated within 3 years (statutory requirement) for unnecessary barriers that might prevent eligible nurses/nursing assistants from practicing nursing in Oregon.
	
	
	67%
	85%
	70%
	
	80%
	85%
	90%
	95%
	100%

	85100 - 18

Percent of emerging public policy issues resolved within 6 months of coming to the Board's attention.
	
	
	
	75%
	78%
	
	
	
	100%
	100%
	100%

	85100 - 19

Number of basic RN students graduated from Oregon nursing education programs and practicing in Oregon.
	629
	634
	681
	609
	700
	
	
	
	750
	800
	900


DATA SOURCES – NURSING, OREGON STATE BOARD OF

	Key Performance Measure
	PM #
	Data Sources

	Percent of customers who rate the Board positively in the following service areas: 

(f) accuracy of information

(g) courtesy of staff

(h) ease of access to staff
	85100-1
	Customer Service Surveys sent out with licenses.

	Percent of all ACD telephone calls answered by a live representative within 10 seconds.
	85100-2
	ACD computer program statistics.

	Percent of business days in which the license verification hotlines (telephone and internet) are, at close of business, current to the previous business day 
	85100-3
	Computer audit logs.

	Percent of renewal applications processed within 5 working days. (Defined as reviewing and either issuing the license or notifying the person of application deficiencies.)
	85100-4
	Licensing database query.

	Percent of initial applications processed within 5 working days. (Defined as reviewing and either issuing the license, notifying the person of application deficiencies, or scheduling the person for testing.)
	85100-5
	Licensing database query.

	Average number of daily visits to agency web site
	85100-6
	Web software.

	Average number of people reached by informational presentations by staff per month.
	85100-7
	Class/presentation sign-in sheets.

	Percent of e-commerce RN renewals compared to total RN renewals.
	85100-8
	Web software/licensing database query.

	Percent of cases investigated and referred to Board within 120 days of receipt of complaint. (Cases that do not require an extension.) 
	85100-9
	Database query, board meeting documents.

	Percent of disciplined licensees with a new complaint within one year of Board closing original case with a disciplinary action. (“Repeat offenders”—Licensees who continue to receive complaints despite having been disciplined or remediated.)
	85100-10
	Database query for multiple complaints.

	Percent of complaints that were resolved via stipulated agreement or default on notices rather than by contested case hearing. (The respondent accepted the decision and/or action of the agency.)
	85100-11
	Investigative records, board meeting minutes.

	Percent of successful participants in the 5-year Nurse Monitoring Program.  (Participants who graduated or are still participating in good standing.)
	85100-12
	Monitoring program statistics.

	Percent of all renewal applications that are processed through the Law Enforcement Data System (LEDS) and have any arrests, convictions or other court actions recorded.  (A successful screening process will reduce the number of repeat offenders licensed by the Board.)
	85100-13
	LEDS check statistics.

	Percent of RN programs with a passing rate above 85% on the national exam.
	85100-14
	National Exam Service (NCLEX) reports

	Percent of LPN programs with a passing rate above 85% on the national exam.
	85100-15
	National Exam Service  (NCLEX) reports

	Percent of nursing assistant programs with a passing rate above 85% for both written and skill examinations.
	85100-16
	CNA exam service vendor reports

	Percent of agency Administrative Rules that are periodically reviewed and evaluated within 3 years (statutory requirement) for unnecessary barriers that might prevent eligible nurses/nursing assistants from practicing nursing in Oregon
	85100-17
	Review of board meeting minutes.

	Percent of emerging public policy issues resolved within 6 months of coming to the Board's attention.
	85100-18
	Review of board meeting minutes.

	Number of basic RN students graduated from Oregon nursing education programs and practicing in Oregon.
	85100-19
	Licensing database query.
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FINAL
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Lead Reviewer:
Rita Conrad

Approved:

Jeff Tryens
	Mission:  The Oregon State Board of Nursing strives to protect and promote the public’s health, safety and well being by regulating nursing practice and education.  


Summary

This agency presents 19 performance measures aligned with four broad goals. The Performance Measure Review Committee finds that the Board of Nursing performance measures meet all five basic criteria specified in the guidelines. They measure progress towards agency goals and mission, they conform to standard concepts and definitions, and they all have targets. The measures represent a concise picture of agency responsibility. A data sources sheet is provided.

Comments and recommendations specific to basic criteria 

1. Gauge progress towards goals and pertinent benchmarks 

This agency presents 19 performance measures aligned with three goals similar to that used by other regulatory agencies: 1) excellent customer services, 2) consumer (patient) protection, and 3) regulating in a manner that supports a positive business climate. A fourth goal addresses the nursing shortage. The goals align well with the mission statement

2. A few key measures 

The agency’s scope of responsibility appears to be addressed with a reasonable number of measures. 
3. Conforms to standard concepts and definitions 

There are numerous outcome, output, efficiency, and customer satisfaction measures.

4. Targets 

Targets are provided for all measures. The targets appear ambitious and, generally, realistic. Longitudinal data is provided for most measures.

5. Accurate and reliable data 

A data sources sheet indicates data will be verifiable. 
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