LINKS TO OREGON BENCHMARKS
	Agency Name:  Revenue, Department of






               Last Revised: 4/02/03

	Contact Person: David Zerbe
	Phone:  503-945-8393

	Alternate Contact: Jim Manary
	Phone: 503-945-8001


	Related Oregon Benchmarks (OBMs) or High-Level Outcomes (HLOs):

OBM #33: Percentage of Oregonian’s who understand the Oregon Tax System and where tax money is spent.

DOR Mission:  We Make tax systems work to fund the public services that preserve and enhance the quality of life for all citizens




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

Value
	2005 Target
	Lead Division or Unit (Optional)

	 Goal 1 
By June 2005, identify and reduce the tax gap
 by 50 percent through a balanced approach of education, assistance, and enforcement.
	Mission
	Dollars collected per revenue agent per month
	1500-1
	2002
	New
	$87,380
	$89,323
	PTAC

	Goal 1
	Mission
	Percent of property taxes collected
	1500-2
	2002
	New
	93.2%

(2001)
	93.4%
	PTD

	Goal 1 and Goal 2

Goal 2

By 2005 all Department of Revenue stakeholders, employees, and external partners will give us an “A” grade for customer service.


	OMB #33

Mission
	Taxpayer Assistance Contacts per Employee
	1500-3
	2002
	New
	32,945
	34,000
	PTAC

	Goal 1 
	Mission
	Personal Income Tax Nonfiler assessments issued per employee per month.
	1500-4
	2002
	New
	49
	60
	PTAC

	Goal 1 
	Mission
	Personal Income Tax and Corporation Tax cases closed per revenue agent per month.
	1500-5
	2002
	New
	230
	249
	PTAC

	Goal 1 
	Mission
	Delinquent Personal Income Tax returns filed per filing enforcement employee per month
	1500-6
	2002
	New
	19
	23
	PTAC

	Goal 2
	Mission
	Assessor satisfaction of DOR service level
	1500-7
	2002
	New
	95%
	97%
	PTD

	Goal 2
	Mission
	Average days to issue refund
	1500-8
	2002
	New
	20

(2001)
	17
	IPD

	Goal 1


	Mission
	Percent of personal income tax returns filed electronically
	1500-9
	2002
	New
	26.2%

(2001)
	35.0%
	IPD

	Goal 2
	Mission
	Percentage of assessor’s maps digitized
	1500-10
	2002
	New
	51%

(2001)
	70%
	PTD

	Goal 3

By June 2005, all of our employees will be satisfied with their work environment including the physical environment, the agency support for work/life balance, and have adequate resources to do their work well.
	Mission
	Employee work environment satisfaction.  Satisfied=5.00, very satisfied= 6.00 
	1500-11
	2002
	New
	4.54
	5.25
	WEC 

	Goal 3
	DAS standard
	Percent of employees that receive at least 20 hours of training per year
	1500-12
	2002
	New
	53%
	63%
	HR


Performance Measure Data Summary
	Agency Name:  Revenue, Department of

	Contact Person: David Zerbe
	Phone: 503-945-8393

	Alternate Contact: Jim Manary
	Phone: 503-945-8001


	Performance Measure Definition
(numbered as shown below)
	Data
	Targets 

	
	1998
	1999
	2000
	2001
	2002
	2001
	2002
	2003
	2004
	2005
	2006

	Dollars collected per revenue agent per month 1500-1
	$73,500
	$83,250
	$84,510
	$86,345
	$87,380
	Not Set
	Not Set
	$91,750
	$96,500
	$101,375
	

	Percent of property taxes collected 1500-2
	93.1%
	93.2%
	93.3%
	93.2%
	
	
	93.3%
	93.3%
	93.4%
	93.4%
	

	Taxpayer Assistance 1500-3
	24,163
	33,179
	32,853
	30,064
	32,945
	
	Not Set
	33,000
	34,000
	34,000
	

	Personal Income Tax Nonfiler assessments issued per employee per month. 1500-4
	
	
	27
	43
	49
	
	52
	54
	57
	60
	

	Personal Income Tax and Corporation Tax cases closed per revenue agent per month. 1500-5
	169
	146
	218
	208
	230
	
	235
	239
	244
	249
	

	Delinquent Personal Income Tax returns filed per filing enforcement employee per month 1500-6
	
	
	19
	18
	19
	
	20
	21
	22
	23
	

	Assessor satisfaction of DOR service level 1500-7
	
	
	
	
	95%
	
	
	96%
	96%
	97%
	

	Average Days to issue refund 1500-8
	
	20
	20
	20
	
	
	19
	18
	17
	17
	

	Percent of Personal Income Tax returns filed electronically 1500-9
	
	17.1%
	20.3%
	26.2%
	
	
	29.0%
	35.0%
	35.0%
	35.0%
	

	Percentage of Assessor’s maps digitized    1500-10
	
	
	47%
	51%
	
	
	57%
	64%
	70%
	77%
	

	Employee work environment satisfaction   1500-11
	
	
	
	
	4.54
	
	
	4.75
	5.00
	5.25
	5.25

	Employee Training Per year 1500-12
	51%
	65%
	66%
	54%
	53%
	55%
	57%
	59%
	61%
	63%
	


data sources – revenue, department of

	Key Performance Measure
	PM #
	Data Source

	Dollars collected per revenue agent per month
	1500-1
	Agent production reports ACTF007,ACTF066, and Cost Allocation System

	Percent of property  taxes collected
	1500-2
	Oregon Property Tax Statistics, Property Tax certified,  Property Tax collected, and total uncollected report.

	Taxpayer Assistance
	1500-3
	Outreach statistics, Interactive Voice Response System reports, and Internet webmaster statistics.

	Personal Income Tax Nonfiler assessments issued per employee per month.
	1500-4
	Collection and Filing Enforcement section (CAFÉ) and Compliance section filing enforcement monthly reports.

	Personal Income Tax and Corporation Tax cases closed per revenue agent per month.
	1500-5
	Agent production reports ACTF007 and Cost Allocation System

	Delinquent Personal Income Tax returns filed per filing enforcement employee per month
	1500-6
	Collection and Filing Enforcement section (CAFÉ) and Compliance section filing enforcement monthly reports.

	Assessor satisfaction of DOR service level
	1500-7
	County Assessor Survey (2002) administered by DOR Property Tax Division.

	Average Days to issue refund
	1500-8
	Data from return processing system.

	Percent of Personal Income Tax returns filed electronically
	1500-9
	Data from return processing system.

	Percentage of Assessor’s maps digitized
	1500-10
	DOR property Tax Division Cartography unit records.

	Employee work environment satisfaction
	1500-11
	Employee survey conducted by agency’s Workforce Environment Council.

	Employee Training Per year
	1500-12
	Cost Allocation System for all employees.


Performance Measures Review

FINAL

Agency:

Revenue, Department of

Date:


5/24/2004
Reviewer: 

Jeff Tryens

Approved:

George Dunford

	Mission: We make tax systems work to fund the public services that preserve and enhance the quality of life for all citizens.


Summary

The department provides twelve performance measures linked to three goals and one Oregon Benchmark. The department, generally, meets the criteria set out by the DAS guidelines. The degree to which the performance measures gauge progress toward goals and pertinent benchmarks leaves significant room for improvement.  The department has limited its measures to a few, but some may not be key to the agency’s operation.  The department targets demonstrate a commitment to improved performance across the board. Data sources appear to be accurate and reliable.

 Comments and recommendations specific to basic criteria 

1. Gauge progress towards goals and pertinent benchmarks

The goals are not well stated.  Goal One states that the department wants to reduce the “tax gap” by 50% by 2005, but the department acknowledges that the tax gap cannot be measured for personal and corporate income tax. Goal Two, relating to excellent customer satisfaction, describes the desire for an “A grade” but none of the four measures linked to it refer to grades.  Most are efficiency measures. Performance Measure 1, linked to the tax gap goal, is dollars collected per revenue agent. The relationship between that measure and the goal is unclear. (The department informed the review team that it plans to review its goals after the legislative session is completed.) Also, the connection between PM 3, relating to taxpayer assistance, and Benchmark 33, relating to public knowledge of the tax system, does not appear to be meaningful.

2. A few key measures 

With 12 measures, the department meets the criteria of few in number.  However, the two measures relating to employee satisfaction and training may not rise to the level of “key” for this purpose.

3. Conforms to standard concepts and definitions  

The performance measures conform to the DAS approved definitions.  Linking performance measures to multiple goals is somewhat confusing.

4. Targets  

Targets are identified for all measures.  In most instances targets appear ambitious.  The target for PM 2, linked to the goal of reducing the tax gap by 50% by 2005, does not appear to meet that goal going from 93.2% to 93.4% between 2001 and 2005.

5. Accurate and reliable data  

Data sources should yield accurate and reliable data.


















































































� Tax gap is the difference between what is owed and what is collected.
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