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Annual Performance Progress Report - Executive Summary
Time Period: Fiscal Year 2003-04
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
This document is an update of the Oregon Liquor Control Commission’s 2005-2007 performance measures as outlined in its Legislatively Adopted Budget.  The model and templates for this report are provided by the Oregon Progress Board.

The OLCC first developed these performance measures in 1997.  The performance measures were intended to accompany the agency’s first strategic plan.    In general, these measures are tied to specific agency goals rather than recognized state benchmarks.  The state’s benchmarks are very broad measures of the quality of life in Oregon.  They do not readily translate into targets for OLCC performance.   The commission is currently completing a reevaluation of its strategic plan.  Part of this process will include a review of existing performance measures.

In Fiscal Year 2004, the agency met performance targets for four of the six performance measures: contacts with licensees, minor decoy compliance rates, warehouse in-stock rate, and employee training.  The agency fell slightly short of target for merchandising net profit.   Data collection of performance measure number four is lagged, and was not available at the time this report was completed.  More detailed explanations of these measures are provided below.

	Performance Target Achievement
	#

	Total Number of Key Performance Measure (KPMs)
	6

	# of KPMs at target for most recent reporting period
	4

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


Annual Performance Progress Report - Part I, Managing for Results
Time Period: Fiscal Year 2003-04
	Agency: Oregon Liquor Control Commission
	Date Submitted: 
	Version No.:

	Contact: Teresa Kaiser
	Phone: 503.872.5062
	

	Alternate: Farshad Allahdadi
	Phone: 503.872.5023
	


	Agency Name: OLCC
	Agency No.:  845

	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?
	The agency’s performance measures were developed by executive staff in 1997.  The agency is now reviewing its strategic plan which will likely result in changes to performance measures.  We anticipate broader involvement in the development of measures.  

	2 How are performance measures used for management of the agency?
	Agency management uses the performance measures at a high level to gauge the progress of major programs and to insure consistency with organizational mission.

	3 What training has staff had in the use performance measurement?
	OLCC management has received high-level overview of performance measurement as defined by the Oregon Progress Board (OPB). An OPB representative has given OLCC management feedback on current performance measures, and suggestions for improvements.

	4 How does the agency communicate performance results and for what purpose?
	The agency produces an annual report.  These performance measures, along with other internal measures of agency activities, are listed in the agency’s annual report.  It is available on the agency’s website at:  

www.olcc.state.or.us


	5 What important performance management changes have occurred in the past year?
	Current performance measures are being reviewed for consistency with agency mission and internal performance goals, as defined by OLCC’s Strategic Plan


Annual Performance Progress Report
Part II, Key Measure Analysis of Progress
84500-1:  
Number of contacts with licensees or their employees per inspector FTE per month 

	
	1998
	1999
	2000
	2001
	2002
	2003
	2004
	2005
	2006
	2007

	Performance Data
	24
	35
	23
	31.5
	28
	37.7
	29.5
	-
	-
	-

	Annual Targets


	25
	25
	25
	25
	25
	25
	25
	25
	37
	37
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To what goal or goals is this performance measure linked? 
Goal 1: Educate the industries and individuals who manufacture and sell alcoholic beverages, 
and the public who may want to consume.

What do benchmark (or other high-level outcome) data say about Oregon relative to the goal(s)? What is the impact of your agency?

Goal is linked to Agency’s Mission Statement
What does the performance measure demonstrate about the goal?

OLCC contact is a prerequisite for both direct and indirect education of liquor licensees and their employees. Premise visits are the form of contact tracked by this performance measure, and imply the level of opportunity to educate licensees.     

What does the data reveal?

Performance has exceeded the target in four of the last six years.  The Regulatory Program has experienced attrition among its regulatory specialists (inspectors).   
This generally results in a drop off in inspector activity until the vacancies are filled and as the new staff members are trained.  High attrition also results in the remaining staff being required to pick up the excess workload, leading to a higher per FTE inspector monthly contact rate.
What is an example of a department activity related to the measure?
An inspector will visit or call a licensee to discuss a complaint or conduct a premises inspection. 

What needs to be done as a result of your analysis?

The agency expects to review the reasonability of the targets. 

What is the data source?
OLCC Inspector Workload Reports

Annual Performance Progress Report
Part II, Key Measure Analysis of Progress
84500-2: Percentage of licensees who refuse to sell to minor decoys 

	
	1998
	1999
	2000
	2001
	2002
	2003
	2004
	2005
	2006
	2007

	Performance Data
	72.4%
	71.6%
	67.2%
	71.6%
	73.4%
	73.1%
	72.9%
	-
	-
	-

	Annual Targets


	70%
	70%
	70%
	70%
	70%
	70%
	70%
	70%
	73%
	73%
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To what goal or goals is this performance measure linked? 
Goal 2:  Work to achieve improved community health and quality of life in Oregon by monitoring and enforcing underage drinking statutes.

What do benchmark (or other high-level outcome) data say about Oregon relative to the goal(s)? What is the impact of your agency?
Agency is working towards benchmarking regulatory efforts against control and non-control states as well as national measures.
What does the performance measure demonstrate about the goal?

Minor d
ecoy operations are often conducted in concert with local law enforcement agencies.   The decoy operations also measure how well licensees comply with laws prohibiting the sale of alcohol to minors.

What does the data reveal?

Generally, results exceed the target.  
The decoy program has been in a state of flux for several years.  Purchase attempts are a mix of targeted and random attempts.  Targeted attempts are aimed at a licensee with a history of selling to minors or who are the subject of complaints of selling to minors.  With random attempts, the licensees subject to the purchase attempt are selected at random from all of the licensees in a specific area.  In early years, all of the purchase attempts were targeted.  More recently, the majority of attempts are random. 
 In addition, the number of purchase attempts declined significantly in 2000-01 because of staff attrition and legislative activities.
What is an example of a department activity related to the measure?
An inspector will work with an individual between 18 and 20 years of age in what is know as a ‘Minor Decoy Operation’.  This minor will attempt to purchase alcoholic beverages from a licensee.  A successful purchase means that the licensee or their employee violated the law by selling to a minor.

What needs to be done as a result of your analysis?

The agency expects to review the reasonability of the targets.  The agency is also reviewing the possible need of breaking this performance measure out geographically.
What is the data source? OLCC Minor Decoy Database

Annual Performance Progress Report
Part II, Key Measure Analysis of Progress
84500-3: 
Rate of warehouse in-stock availability when an order is placed
	
	1998
	1999
	2000
	2001
	2002
	2003
	2004
	2005
	2006
	2007

	Performance Data
	99.4%
	99%
	98.5%
	98.8%
	99.3%
	99.3%
	99.3%
	-
	-
	-

	Annual Targets


	99%
	99%
	99%
	99%
	99%
	99%
	99%
	99%
	99%
	99%
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To what goal or goals is this performance measure linked? 
Goal 3:  Make alcohol available to legal users through quality customer service.

What do benchmark (or other high-level outcome) data say about Oregon relative to the goal(s)? What is the impact of your agency?

Goal is linked to Agency’s Mission Statement.
What does the performance measure demonstrate about the goal?

The PM demonstrates how well the agency is able to make products available through the warehouse, therefore meeting consumer demand.  

What does the data reveal?

Warehouse availability generally meets the minimum target of 99%.  There have been periods of falling slightly below the target level.  Generally, this has been due to difficulties with suppliers providing products to the commission.

What is an example of a department activity related to the measure?
The warehouse stocks all products that distributed to retail liquor stores.  This measure identifies how well the warehouse is able to fill an order from a liquor store.  

What needs to be done as a result of your analysis?

No correct action is required.  The OLCC is has continuing efforts to modernize inventory tracking, ordering, and distribution systems to improve further on customer service objectives.

What is the data source?
OLCC Merchandising Business System

Annual Performance Progress Report
Part II, Key Measure Analysis of Progress
84500-4: 
Percentage of liquor agent annual evaluations that receive an “outstanding” score

	
	1998
	1999
	2000
	2001
	2002
	2003
	2004
	2005
	2006
	2007

	Performance Data
	38%
	8%
	63%
	25%
	18%
	20%
	20%
	-
	-
	-

	Annual Targets


	30%
	30%
	30%
	30%
	30%
	30%
	30%
	30%
	30%
	30%
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To what goal or goals is this performance measure linked? 
Goal 3:  Make alcohol available to legal users through quality customer service.

What do benchmark (or other high-level outcome) data say about Oregon relative to the goal(s)? What is the impact of your agency?

Goal is linked to Agency’s Mission Statement.
What does the performance measure demonstrate about the goal?

Retail liquor agents operate liquor stores under contract for the OLCC.  Annual evaluations focus on key customer service issues such as store appearance and product management.   These evaluations measure how well agents provide service to customers.

What does the data reveal?

In two years, performance exceeded the goal.  In the other two years, performance fell below the goal.  From 1999-2002, the commission has worked on the annual evaluation process trying to find an appropriate balance and emphasis of factors to identify those agents who truly perform exceptionally.   In 1999, the commission made it very difficult to achieve an overall “outstanding” score.   Trying to rebalance the evaluation in 2000, the commission made it very easy to achieve an “outstanding.”  The commission has since rebalanced the scoring process.   

What is an example of a department activity related to the measure?
District representatives make periodic visits to liquor stores to assess cleanliness, product merchandising, and customer interaction.  

What needs to be done as a result of your analysis? 

The commission will continue to review the annual evaluation process.  Given the nature of the changes to the process, the agency will review whether this measure is useful. 

What is the data source?  OLCC Agent Evaluations

Annual Performance Progress Report
Part II, Key Measure Analysis of Progress
84500-5: Net profit margin of OLCC merchandising operations

	
	1998
	1999
	2000
	2001
	2002
	2003
	2004
	2005
	2006
	2007

	Performance Data
	40%
	39%
	40%
	39%
	38%
	39%
	39%
	-
	-
	-

	Annual Targets


	39%
	39%
	39%
	39%
	39%
	39%
	39%
	39%
	39%
	39%
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To what goal or goals is this performance measure linked? 
Goal 4: Maximize fund allocations to state and local governments.

What do benchmark (or other high-level outcome) data say about Oregon relative to the goal(s)? What is the impact of your agency?

Goal is linked to Agency’s Mission Statement.

What does the performance measure demonstrate about the goal?

This measures how well and consistently the OLCC provides funds to the beneficiaries of its operations (i.e. general fund, cities, and counties).     

What does the data reveal?

The data show the OLCC has generally met its profitability goals.  Actual net profit margins have been within ± 2% of goals for the last 6 years.
What is an example of a department activity related to the measure?
The sale of distilled spirits and the compensations to liquor agents provide revenue and expense portions of this calculation, respectively.

What needs to be done as a result of your analysis? 

No specific corrections are necessary, as Agency performance has historically been risen very close to (or exceeded) expectations.  The Agency will continue to review financial goals and goal setting methodologies as OLCC improves and modernizes operations and data tracking.

What is the data source?
OLCC Monthly Financial Statements

Annual Performance Progress Report
Part II, Key Measure Analysis of Progress
84500-6: 
Percentage of all permanent staff who receives at least 20 hours of training 

	
	1998
	1999
	2000
	2001
	2002
	2003
	2004
	2005
	2006
	2007

	Performance Data
	57%
	47%
	56%
	51%
	61%
	51%
	52%
	-
	-
	-

	Annual Targets


	50%
	50%
	50%
	50%
	50%
	50%
	50%
	50%
	50%
	50%
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To what goal or goals is this performance measure linked? 
Goal 5: Promote commission employee professional growth through creating and maintaining a positive environment skill set enhancement opportunities.

What do benchmark (or other high-level outcome) data say about Oregon relative to the goal(s)? What is the impact of your agency?

Goal is linked to Agency’s Mission Statement.

What does the performance measure demonstrate about the goal?

A major way to promote professional growth is to offer training opportunities.  
What does the data reveal?

In all but one year, actual performance exceeded the goal.  

What is an example of a department activity related to the measure?
The Regulatory Program provides “verbal judo” training to field staff to improve their ability to work with the public.  The agency also offers computer training to staff to improve their skills.

What needs to be done as a result of your analysis?

No corrective action is required.

What is the data source?
OLCC Human Resources Division Records

� EMBED Excel.Chart.8 \s ���





� EMBED Excel.Chart.8 \s ���





� EMBED Excel.Chart.8 \s ���





� EMBED Excel.Chart.8 \s ���





� EMBED Excel.Chart.8 \s ���





� EMBED Excel.Chart.8 \s ���








��OPB suggested we specify what are our educational goal and how we are educating these groups.  Goal is too general and ill-defined





�This PM doesn’t map to this portion of the goal


�Wouldn’t this imply an increase in individual inspector activity since there is more work but less inspectors?  It might suggest a slightly lower level of total activity.


�R:\AGENCY\INS_STAT\INVESTIG\2003


�OPB suggests the removal of the word ‘Decoy’, as it has a negative connotation.


�How and Why?  Does not add value to discussion.  Consider removing.


�Data does not directly reveal any issues relating to random vs. targeted attempts.  Consider removing.


�Data received from Debra Steiner (Field Services) in a report titled Minor Decoy Program Results


��OPB suggested replacing this measure with a customer survey





�Email from Jim Dodge


�OPB suggests in next iteration of Performance Measure document this measure might be replaced with one that reflects Customer Satisfaction (e.g. Liquor Store Customer Survey).





�Email from Melissa Spaeth


�R:\FISC\ALL\OLCCHIST.WB2


�Should this measure be part of External PM or should it remain as an internal measure


�Email from Marjorie A. Taylor (HR)





Agency Name:  OLCC
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