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Annual Performance Progress Report - Part I, Managing for Results
Time Period: Fiscal Year 2003 – 2004
	Agency: Health Licensing Office
	Date Submitted:  September 30, 2004
	Version No.:

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

	Alternate: Patricia C. Allbritton, Administrative Services Division Manager
	Phone:503-378-8667, ext. 4322
	

	Agency Name: HEALTH LICENSING OFFICE
	Agency No.: 83100

	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 are staff and stakeholders involved in the development of the agency’s performance measures?
	Agency staff reviews existing measures to reconfirm alignment with agency’s mission and goals.  Then, to develop and propose new measures as well as to revise existing measures, staff holds meetings to identify key areas of agency business operations and activities that link with intermediary and high-level outcomes.  The agency’s Key Performance Measures Committee collaborates with agency staff and management as well as board and council members of agency-regulated professions to refine new measures and revise existing ones.  Oregon Progress Board staff provides key support and advice before and during the review process.  Board and council members, practitioners, small business owners and interested parties continue to provide feedback on priority areas, providing diverse perspectives from multiple professions.  Staff participates in and is responsible for data sourcing and collection, calculations and criteria used for setting each measure’s targets for 2005 through 2009.

	2 How are performance measures used for management of the agency?
	With management supervision and review, the agency’s KPM Committee meets with each agency division to review KPM targets and results and how best to integrate and track KPMs in the agency’s day-to-day activities.  The process provides an evaluation tool to gauge the effectiveness of the following to attain agency goals and KPM targets:  agency business practices and workflow procedures; proficiency and quality of customer service delivery; efficiency of resource management related to return-on-investment; and inclusiveness and responsiveness to stakeholders and consumers of multiple fields of professional practice.

Performance measures, all which directly link to a specific agency unit or function, are reviewed quarterly or biannually to evaluate progress.  Each KPM has selected criteria directly or indirectly affecting outcomes.  Individual criterion is evaluated to pinpoint fluctuations, mitigating circumstance or contributing factors to the success or shortfall of meeting targets.  Where underperformance is evident, management addresses factors and formulates strategies for resolving any deficiency.  Performance measures are also closely associated with the agency’s regulatory streamlining initiatives.

	3 What training has staff had in the use performance measurement?
	The agency’s Key Performance Measures Committee (KPM Team) held an all-staff training session to review measures, tracking mechanisms, reviewing outcomes and pinpointing resolutions to impediments in meeting targeted goals.  The agency’s KPM Team attended the annual conference and quarterly work sessions sponsored by the Oregon Progress Board.  In addition, specific training has been conducted one-on-one with key agency staff, and the Oregon Progress Board (Rita Conrad) provided onsite assistance in developing new measures and modifying existing measures, which have been proposed in the 2005-07 agency budget. 


	4 How does the agency communicate performance results and for what purpose?
	KPM team members discuss and review performance data routinely.  Depending on the measure, regular progress reports are communicated to managers and supervisors.  The agency reports the KPM process and results to the 50 members serving on the eight boards and councils representing agency-regulated professions during regularly scheduled public meetings.  KPM news is communicated to agency staff through an internal agency communication bulletin; and is available to the public on the agency’s Web site.  The agency’s progress in key performance areas and related policy decisions are published in profession-specific trade and association publications and/or shared with stakeholders during outreach activities, such as association meetings where agency staff participate as a keynote speaker or presenter. 

Open forum discussions have provided feedback on what agency customers want and need and how best to provide information and deliver services.   Customer service satisfaction survey results facilitate communication and allow opportunity to respond to inquiries, address potential areas of change and offer additional agency resources to a wider audience through leveraging existing materials such as renewal notices, brochures, industry trade papers and law/rule packets to clarify issues that surface in survey responses. 

www.hlo.state.or.us/publications.htm#pm 

	5 What important performance management changes have occurred in the past year?
	The agency transitioned from a calendar year to fiscal year reporting cycle, which adjusted results on specific KPMs based on peak workload time frames and current business activities.  

The passage of House Bill 2325 by the 2003 Legislature became effective January 1, 2004 and facilitated regulatory streamlining by completing the process of consolidating administrative functions and licensing and enforcement processes; and standardizing business support services such as contract and procurement, personnel, budget, accounting, information technology and communications.  Administrative rulemaking for the agency and nine professional programs concluded in June 2004, providing the agency with an intense logistical and outreach challenge.  The agency held 23 board and council meetings and 24 committee meetings with over 6434 interested parties invited to attend during policy formation discussions.

The agency is in the closing phase of “migrating” from an outdated database management system to a new more flexible and expandable system, which will help streamline the more than 11,000 facility inspections the agency conducts annually, provide a mechanism for expanded online Web-based services, and improve the agency’s ability to adapt and expand information technology utilization and statistical reporting.  The agency will have migrated its Web site content to the new www.oregon.gov content management system by the end of 2004.
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Part II, Key Measure Analysis
Fiscal Year 2003-04

Data Source: Enforcement Case Files

Key Performance Measure 1

	Agency Name: Oregon Health Licensing Office
	Agency No.: 83100

	Performance Measure Definition
	
	1999
	2000
	2001
	2002
	2003
	2004
	2005
	2006
	2007

	KPM 1 – Percent of contested case actions that are resolved through informal settlement resolution and prior to a formal hearing before the Central Hearing Officer Panel.   
	Target
	N/A
	N/A
	New
	New
	99%
	100%
	100%
	100%
	100%

	
	Data
	N/A
	N/A
	99%
	99%
	98.5%
	99.67%
	
	
	


To what goal is this performance measure linked?  HLO Goal #1:  Provide consumer protection through education, enforcement and partnerships.

What do benchmark (or other high-level outcome) data say about Oregon relative to the goal(s)?  What is the impact of your agency?  Oregonians expect government to provide consumer protection efficiently and cost-effectively.  The Health Licensing Office meets both of these expectations by gaining compliance from practitioners while avoiding costly mediation and contested case hearings.

How does the performance measure demonstrate progress toward that goal?  By showing that almost 100 percent of contested cases are resolved through informal settlements.
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Part II, Key Measure Analysis
Fiscal Year 2003-04

Data Source: Enforcement Case Files

Key Performance Measure 2

	Agency Name: Oregon Health Licensing Office
	Agency No.: 83100

	Performance Measure Definition
	
	1999
	2000
	2001
	2002
	2003
	2004
	2005
	2006
	2007

	KPM 2 – Percent of “critical” status complaints investigated within one week of receipt (unlicensed activity and high risk health issues).      
	Target
	N/A
	N/A
	New
	New
	85%
	90%
	95%
	95%
	97%

	
	Data
	N/A
	N/A
	36%
	81%
	44%
	62%
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Part II, Key Measure Analysis
Fiscal Year 2003-04

Data Source: Agency records, sign in and tracking sheets

	Agency Name: Oregon Health Licensing Office
	Agency No.: 83100

	Performance Measure Definition
	
	1999
	2000
	2001
	2002
	2003
	2004
	2005
	2006
	2007

	KPM 3 – 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.  
	Target
	N/A
	N/A
	New
	New
	23,000
	23,500
	24,000
	24,500
	25,000

	
	Data
	N/A
	N/A
	New
	22,771
	22,723
	32,395
	
	
	


Key Performance Measure 3
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Annual Performance Report

Part II, Key Measure Analysis
Fiscal Year 2003-04

Data Source: Agency records, sign in and scheduled events

	Agency Name: Oregon Health Licensing Office
	Agency No.: 83100

	Performance Measure Definition
	
	1999
	2000
	2001
	2002
	2003
	2004
	2005
	2006
	2007

	KPM 4 – Number of stakeholders / constituents participating in meetings for legislation and rulemaking processes, board and committee meetings, fact-finding and policy formulation events.
	Target
	N/A
	N/A
	New
	New
	200
	225
	250
	265
	280

	
	Data
	N/A
	N/A
	128
	178
	172
	203
	
	
	


Key Performance Measure 4
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Part II, Key Measure Analysis
Fiscal Year 2003-04

Data Source: Board and Council records

Key Performance Measure 5

	Agency Name: Oregon Health Licensing Office
	Agency No.: 83100

	Performance Measure Definition
	
	1999
	2000
	2001
	2002
	2003
	2004
	2005
	2006
	2007

	KPM 5 – 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.
	Target
	N/A
	N/A
	New
	New
	10%
	20%
	40%
	40%
	40%

	
	Data
	N/A
	N/A
	10%
	10%
	10%
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Part II, Key Measure Analysis
Fiscal Year 2003-04

Data Source: Board and Council records

Key Performance Measure 6

	Agency Name: Oregon Health Licensing Office
	Agency No.: 83100

	Performance Measure Definition
	
	1999
	2000
	2001
	2002
	2003
	2004
	2005
	2006
	2007

	KPM 6 – Percent of HLO customer survey results with a rating above satisfactory.
	Target
	N/A
	N/A
	New
	New
	56%
	65%
	75%
	80%
	85%

	
	Data
	N/A
	N/A
	New
	45%
	63%
	64%
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Performance Target Achievement�
#�
�
Total Number of Key Performance Measures (KPMs)�
6�
�
# of KPMs at target for most current reporting period�
1�
�
# of KPMs not at target for most current reporting period�
5�
�



The mission of the Oregon Health Licensing Office is to protect the health and safety of Oregon citizens by setting, communicating and enforcing uniform regulatory standards for multiple health and related professions.  





The agency is unique in Oregon state government in that it provides centralized regulatory oversight for 15 various professions.  These professions are represented by eight volunteer citizens’ boards and councils, which establish practice standards and qualifications.  However, the central agency is ultimately responsible for policy and operational direction, human and financial resources, and public protection.





The agency’s KPMs speak directly to the following agency key goals, which are to:


Provide consumer protection through education, enforcement and partnerships


Promote a positive business environment by reducing barriers to professional practice


Provide excellent customer service to all agency stakeholders





The agency continues to fully integrate performance measurement into agency operations to assist in making continual improvements in public service to our key stakeholders, who are: Oregon consumers of services provided by agency-regulated professions, more than 45,000 licensees, and state agencies and organizations.





Taking A Closer Look at Agency Measures—and Results


The agency directly influences the results of each performance measure, summarized below and on the next page.  For detailed analysis of each measure, please see the “Key Measure Analysis” section of this 2004 Annual Performance Report.





KPM #1: Informal Enforcement Resolution:  The agency’s key strategy for enforcing health and safety standards is to resolve enforcement actions against practitioners through informal resolution.  Informal resolution eliminates the need for formal hearings, saving time and money for both the agency and those in violation.  The agency has been near its exacting 100 percent target the past four years.


Target:  100%		Results:  99.67%					Page 1	
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Protecting the health and safety of Oregon citizens through uniform regulatory standards for health and related professions.
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KPM #2: Responding to Critical Complaints:  The agency’s ability to respond quickly and effectively to high-risk health issues and unlicensed activity is critical to its success as a consumer protection agency.  Once again, the agency has set high standards—considering the importance of this measure to the public’s health and safety—and is building its internal capabilities to achieve improved results.


Target:  90%		Results:  62%





KPM #3:  Reaching Out to the Public and Practitioners:  The agency achieved a major increase in the total number of contacts via telephone, email, outreach events and distribution of educational materials.  The one-year jump was due to expanded distribution of educational brochures to practitioners. 


Target:  23,500	Results:  32,395





KPM #4:  Generating Involvement in Government:  While almost reaching its target, the agency has shown a three-year jump (from 128 participants in 2001 to 203 participants in 2004) in the number of stakeholders involved in board activities and legislative and rulemaking meetings.


Target:  225		Results:  203





KPM #5:  Removing Artificial Barriers to Licensure (through Reciprocity):  The agency will continue to remove artificial barriers to licensure by aligning state and national standards.  However, PM #5 is being discontinued as reciprocity results hinge not solely on the agency but on the efforts of other states beyond the agency’s control.


Target:  20%		Results:  10%





KPM #6:  Providing Excellent Customer Service:  As a public agency, we strive to provide the best customer service possible.  The agency’s newly launched “Customer Connection” program focuses efforts to improve customer service performance. Target and results are based on customer service satisfaction surveys responses.


Target:  65%		Results:  64%





In summary, the Health Licensing Office continues to be successful in its outreach efforts to the public, practitioners and stakeholders who have particular interest in profession-specific issues such as the Board of Dentistry, Board of Massage Therapy, Oregon Department of Education and other regulatory entities.





The agency continues to face barriers that are more external in nature, as mentioned in KPM #5 regarding licensing reciprocity between states.  Future challenges include:  continuing to push for alignment of state and national standards; and, expanding the agency’s reach to gain greater involvement from our stakeholders.





Compare actual performance to target and explain any variance: The agency is performing at or close to maximum in this performance category.





Summarize how actual performance compares to any relevant public or private industry standards:  Results in this category are on par with other state regulatory agencies.





What is an example of an agency activity related to the measure? The agency proposes and almost always gains stipulated settlements that call for a number of requirements to which practitioners must legally agree, from probation, license suspension and civil fines to additional training and education.  





What needs to be done as a result of this analysis?  The agency will continue efforts to encourage informal resolution.








Compare actual performance to target and explain any variance:  Expanding enforcement workload combined with static enforcement staff resources has played a significant role in not reaching an admittedly ambitious goal.  





Summarize how actual performance compares to any relevant public or private industry standards:  While regulatory enforcement has been hampered in the past several years by scarce resources due to economic conditions, the agency’s performance is steadily reaching towards alignment with its goals. 





What is an example of an agency activity related to the measure?  The agency responded to a consumer complaint regarding alleged piercing of underage consumers without parental permission the same day the complaint was filed, which happened to be Christmas Eve.  The agency quickly took investigative steps to determine the validity of the complaint.  The agency recently negotiated a settlement with the practitioner, who agreed to probation and a large civil fine.





What needs to be done as a result of this analysis?  Efforts will be made to flag these complaints on multiple levels within the Enforcement Section and to continue to train staff to identify and respond to critical status complaints.








To what goal is this performance measure linked?  HLO Goal #1:  Provide consumer protection through education, enforcement and partnerships.





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 agency is poised to respond quickly and effectively to “critical” situations in which the health and safety of the public is at risk.  The agency has responded to a number of high-profile infection outbreaks and partnered with agencies such the Oregon Department of Justice to protect consumers from dishonest and fraudulent practitioners.





How does the performance measure demonstrate progress toward that goal?  By placing a one-week time period on critical status complaints.  “Critical” status complaints involve high-risk health issues with the potential to harm consumers, or unlicensed activity.


 











To what goal is this performance measure linked?  Goal #1:  Provide consumer protection through education, enforcement and partnerships.  Also linked to Goal #3:  Provide excellent customer service to agency stakeholders.





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 Health Licensing Office is effective as a consumer protection agency by virtue of its centralized administrative operations and management, which allows the agency to emphasis outreach and education to both practitioners and the public.  If both are well informed, a positive business climate is maintained and the health and safety of the population is protected.





How does the performance measure demonstrate progress toward that goal?  The total number of customer contacts the agency generates is a good measure of the volume and breadth of the agency’s work.  Every contact provides customers (both practitioners and the public) with tangible, practical resources to assist them in their work or in choosing a provider.  





.











Compare actual performance to target and explain any variance:  Customer contacts jumped by nearly 10,000 in the last year, due to expanded distribution of educational brochures in renewal forms to thousands of practitioners





Summarize how actual performance compares to any relevant public or private industry standards: Compared to smaller boards in state government that do not benefit from the centralized administration that the eight boards and councils under the oversight of the Health Licensing Office enjoy, the agency’s performance in this area could be considered above average.  Considering the agency leverages its resources creatively and cost-effectively, it provides a level of customer service and outreach on par with better funded private enterprises.





What is an example of an agency activity related to the measure?  An example of cost-effective customer communications is the role enforcement officers play while conducting facility inspections.  Not only do officers inspect the facilities; they also take the opportunity to educate practitioners about health and safety requirements by discussing them directly onsite and distributing educational materials.





What needs to be done as a result of this analysis?  Continued efforts will be made to expand the agency’s coverage, accurately report the number and type of customer contacts, and fully integrate a reporting system that becomes part of the workflow of each agency staff member.  








What is an example of an agency activity related to the measure:  A key outreach component is meeting with other state boards, agencies, associations and organizations, educators, small business owners and consumers in fostering collaboration with those who have a vested interest in agency-regulated professions.  The diversity of participation in outreach, proposed legislation, rulemaking and policy formulation can be seen in the following examples:


Denture Technology implementation of 2002 Ballot Measure 24 Partial Dentures;


Direct Entry Midwifery implementation of 2003 SB 730 Legend Drugs and Devices; 


Cosmetology review of scope of practice, emerging services and competency based education models; 


Hearing Aid Specialists review of consumer contract rights and education.





What needs to be done as a result of this analysis?  Increase outreach efforts to interested stakeholders to gain stakeholder, licensee and public involvement.  














 To what goal is this performance measure linked?  HLO Goal #1:  Provide consumer protection through education, enforcement and partnerships





What do benchmark (or other high-level outcome) data say about Oregon relative to the goal(s)?  What is the impact of your agency?  This performance measure shows the number of stakeholders and constituents actively taking part in the legislative, rulemaking and policy formulation process.  The agency’s ability to elicit participation from hundreds of interested practitioners and members of the public each year demonstrates that the citizen governance system can work effectively.  





How does the performance measure demonstrate progress toward that goal?  The more citizens involved in the regulatory process, whether they be providers or consumers, the more diverse the contributions to instituting and carrying out the laws of the state.  





Compare actual performance to target and explain any variance:  Results fell just short of target numbers, but increased measurably from 2001 to 2004.  





Summarize how actual performance compares to any relevant public or private industry standards:  Few other state agencies measure the number of stakeholders participating in meetings.  Agency numbers are growing and expected to increase as outreach efforts continue to expand.











To what goal is this performance measure linked?  HLO Goal #2:  Promote a positive business environment by reducing barriers to professional practice.





What do benchmark (or other high-level outcome) data say about Oregon relative to the goal(s)?  What is the impact of your agency?  Oregon is embarking on a newly reenergized and proactive approach to attracting and retaining business through its statewide branding and regulatory streamlining initiatives.  A key strategy to create more opportunities for practitioners in agency-regulated professions and reduce barriers to professional practice is through offering reciprocal licensing agreements with other states, allowing practitioners more freedom to move from state-to-state to pursue their professional careers.  





How does the performance measure demonstrate progress toward that goal?  The measure is not an accurate indicator of the agency’s progress toward reducing this particular barrier to professional practice because there are too many external factors involved, particularly the fact that other states must agree to and implement reciprocal agreements. 





Compare actual performance to target and explain any variance:  The target was realistically low and the results correspondingly low, partly due to the agency’s stringent definition of what constitutes “reciprocity.”





Summarize how actual performance compares to any relevant public or private industry standards: Reciprocal efforts between states are still in the beginning stages of acknowledgement, acceptance and implementation.








What is an example of an agency activity related to the measure?  While the agency is phasing out this performance measure, it will continue to recognize licensure attained in other states and align itself with national examinations to promote reciprocal agreement between states.  Currently, the agency accepts, proctors, or administers national examinations for athletic training, electrology, hearing aid dispensing  and respiratory therapy, and is proposing legislation to utilize the national examination for cosmetology.  On the other hand, such professions as denture technology are not widely regulated nor do they have established networks that are actively seeking standardized reciprocal agreements.  





What needs to be done as a result of this analysis?  Again, the agency has elected to phase out this performance measure but will continue to track its efforts to build agreements with other states and to identify and implement other initiatives to reduce barriers to professional practice.








To what goal is this performance measure linked?  HLO Goal #3: Provide excellent customer service to agency stakeholders.





What do benchmark (or other high-level outcome) data say about Oregon relative to the goal(s)?  What is the impact of your agency?  A key aspect of the statewide regulatory streamlining initiative is customer service.  Customer service is an ongoing priority for state government as the world transitions to a customer-focused service and information economy.  The Health Licensing Office, by virtue of its centralized administrative operations, puts customer service at the forefront of its mission and goals.





How does the performance measure demonstrate progress toward that goal?  One quantifiable method to measure customer satisfaction is through customer satisfaction surveys.  This performance measure demonstrates progress toward continual improvement in the agency’s efforts to provide excellent customer service.  











Compare actual performance to target and explain any variance:  Results are only a single percentage point below the target percentage of 65 percent, so the agency is showing slow but steady progress in improving the quality of its customer service judging from survey results.  





Summarize how actual performance compares to any relevant public or private industry standards:  State government in general has traditionally been perceived as lacking a customer service focus.  The agency’s efforts to focus on and implement customer service initiatives that generate involvement by customers provide a vehicle that drives a customer-centered approach.





What is an example of an agency activity related to the measure?  The agency is implementing a “Customer Connection” program that uses customer satisfaction surveys, educational materials, and participation by stakeholders in special projects aimed at generating greater ownership by those individuals and organizations working with the agency.





What needs to be done as a result of this analysis? Continued refinement and integration of customer service principles and practices will be a priority.  Needed customer service materials and signage will be created, more staff training instituted, and a customer group that can provide feedback and assistance in customer service projects will be recruited.
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