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Annual Performance Progress Report - Executive Summary
Time Period: Fiscal Year 2003 – 2004 
Veterinary Medical Examining Board
	Agency: Veterinary Medical Examining Board
	10-26-04
	Version No.:1

	Contact: Lori Makinen
	 Phone: 503-731-4051
	

	Alternate: 
	Phone:
	


	Performance Target Achievement
	#

	Total Number of Key Performance Measures (KPM’s)
	6

	# of KPM’s at target for most current reporting period
	3

	# of KPM’s not at target for most current reporting period
	Not known


Degree and type of agency influence on agency’s chosen benchmarks and high-level outcomes.

There are no benchmarks associated with the Veterinary Medical Examining Board.  High level outcomes are agency-influenced to the extent that sufficient staff and other resources are present.  
Summarize the year’s success and barriers to achieving performance measure targets.

The Board of Veterinary Medical Examiners met or exceeded performance targets in three of its six measures for this reporting period.  
Barriers to achieving other performance measure targets exist in the difficulty in accurately assessing timeliness of processes that are largely driven by events beyond the control of the Board.   For example, KPM #2, average time to issue a new license from initial application:  since some applications are submitted following graduation, and the license is not requested until a year or two later (due to the applicant having done post-doctoral work or general practice in another state before returning to Oregon) a simple calculated percentage of this group would not accurately reflect timeliness of procedures.  Additionally, once the application is provided to the applicant, submission of required documentation is in the hands of the applicant.  We know, anecdotally, that there is a wide range of response times regarding submission of required items.  KPMs #1 and #2, we believe, are redundant, as the information sought will be obtained in the results of the customer satisfaction survey, produced and distributed as part of KPM #3.  Results of the survey will be available by April 2005.
Future challenges.

The Board’s future challenges include better identifying performance targets in our administrative procedures.  

Annual Performance Progress Report - Part I, Managing for Results
Time Period: Fiscal Year 2003 – 2004
	Agency: Veterinary Medical Examining Board
	10-26-04
	Version No.:1

	Contact: Lori Makinen
	 Phone: 503-731-4051
	

	Alternate:  None
	Phone:
	


	Agency Name:  OVMEB
	Agency No.: 833

	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?
	Board meetings, staff meetings.

	2 How are performance measures used for management of the agency?
	Outcomes help determine staff priorities.

	3 What training has staff had in the use performance measurement?
	Director has attended PM trainings provided by Oregon Progress Board.

	4 How does the agency communicate performance results and for what purpose?
	Reports to Board for feedback.  Customer satisfaction survey pending.

	5 What important performance management changes have occurred in the past year?
	None


Annual Performance Report- Part II, Key Measure Analysis
Time Period: Fiscal Year 2003 – 2004
	Agency Name:  Veterinary Medical Examining Board
	Agency No.:  833429

	Key Performance Measure (KPM) 
	
	1999
	2000
	2001
	2002
	2003
	2004
	2005
	2006
	2007

	#1 - Average number of days to respond to licensee requests.
	Target
	n/a
	n/a
	n/a
	3 days
	2 days
	1 day
	1 day
	1 day
	1 day

	
	Data
	n/d
	n/d
	n/d
	.3 days
	.3 days
	.3 days
	
	
	


Data Source: Agency licensee contact records. 
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Key Performance Measure Analysis

To what goal(s) is this performance measure linked? 
Excellent 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? 

Agency response to licensee requests for information or materials is more prompt than estimated.  Further data will be obtained through Customer 
Satisfaction Survey results in April 05.
How does the performance measure demonstrate agency progress toward the goal?

Timely responses to licensee questions and concerns help ensure veterinary medical practice in compliance with the Veterinary Practice Act.
Compare actual performance to target and explain any variance. 
Performance exceeds target.  Initial target was under-estimated.  NOTE: data was gathered from contact logs in increments of minutes.
Summarize how actual performance compares to any relevant public or private industry standards.

No comparative service data known.
What is an example of a department activity related to the measure?
   Board staff receives request for and provides technical assistance with regard to medical compliance with the Veterinary Practice Act.
What needs to be done as a result of this analysis?

Continue to provide current level of service.
 Annual Performance Report- Part II, Key Measure Analysis
Time Period: Fiscal Year 2003 – 2004
	Agency Name:  Veterinary Medical Examining Board
	Agency No.:  833429

	Key Performance Measure (KPM) 
	
	1999
	2000
	2001
	2002
	2003
	2004
	2005
	2006
	2007

	# 2- Average time to issue a new license from initial application.
	Target
	n/a
	n/a
	n/a
	6 weeks
	5 weeks
	4 weeks
	
	
	

	
	Data
	No data
	No data
	No data
	No data
	No data
	No data
	
	
	


Data Source: Web site generated forms vary from hard copy forms. Staff examine the forms to determine the result.
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Key Performance Measure Analysis

To what goal(s) is this performance measure linked? 

Excellent 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? 

This measure would reflect how quickly we are enabling qualified applicants to begin practicing veterinary medicine in Oregon.
How does the performance measure demonstrate agency progress toward the goal?

The measure as currently stated does cannot accurately convey performance.   After receipt of initial application, the process is driven by applicant actions.  Measuring timeliness from receipt of initial application will not accurately reflect performance.
Compare actual performance to target and explain any variance.

The Board has indicated to the Oregon Progress Board that this KPM needs to be revised to measure elements over which the Board has actual control.  For reasons stated above, data was not collected.
Summarize how actual performance compares to any relevant public or private industry standards.

There is no comparative service data known.

What is an example of a department activity related to the measure?

Board staff perform review, analysis and verification of applicant credentials for licensure as veterinarians, veterinary technicians, euthanasia technicians and certification as euthanasia facilities.
What needs to be done as a result of this analysis?

Delete or revise the measure.
Annual Performance Report- Part II, Key Measure Analysis
Time Period: Fiscal Year 2003 – 2004
	Agency Name:  Veterinary Medical Examining Board
	Agency No.:  833429

	Key Performance Measure (KPM) 
	
	1999
	2000
	2001
	2002
	2003
	2004
	2005
	2006
	2007

	#3 – Percent of licensees who rate the Board good or better.
	Target
	n/a
	n/a
	n/a
	n/a
	80
	90
	100
	100
	100

	
	Data
	No data
	No data
	No data
	No data
	No data
	No data
	
	
	


Data Source: A short questionnaire is completed by attendees after Executive staff presentations.
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Key Performance Measure Analysis

To what goal(s) is this performance measure linked? 

Excellent 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? 

This measure will reflect how well the Board’s purpose and function is understood by licensees and how licensees rate the Board’s performance of its work.
How does the performance measure demonstrate agency progress toward the goal?

If participants rate the presentation as ‘good’ or better, the Board’s efforts toward fulfilling its mission are on track.
Compare actual performance to target and explain any variance.

The Customer Satisfaction Survey was sent with license renewal applications in October ‘04.  Results will be analyzed and presented by April ’05.
Summarize how actual performance compares to any relevant public or private industry standards.

There is no comparative data available.

What is an example of a department activity related to the measure?

The Board provides timely, relevant and appropriate services to licensees.
What needs to be done as a result of this analysis?

To be determined.
Annual Performance Report- Part II, Key Measure Analysis
Time Period: Fiscal Year 2003 – 2004
	Agency Name:  Veterinary Medical Examining Board
	Agency No.:  833429

	Key Performance Measure (KPM) 
	
	1999
	2000
	2001
	2002
	2003
	2004
	2005
	2006
	2007

	#4  - Average time to renew a license.
	Target
	n/a
	n/a
	n/a
	6 weeks
	5 weeks
	4 weeks
	3 weeks
	2 weeks
	2 weeks

	
	Data
	n/d
	n/d
	n/d
	9 days
	9 days
	No data
	
	
	

	
	
	
	
	
	
	
	
	
	
	


Data Source: Agency Licensing Database
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Key Performance Measure Analysis

To what goal(s) is this performance measure linked? 

Excellent 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? 

This measure reflects how quickly and efficiently the Board processes renewal applications for licensure of veterinary professionals.
How does the performance measure demonstrate agency progress toward the goal? 
The measure demonstrates whether the Board is ensuring that existing valid licenses are renewed promptly to allow currently practicing veterinary professionals to continue uninterrupted veterinary service.
Compare actual performance to target and explain any variance.

Anecdotal data prior to 2003-2004 suggested a longer renewal turnaround than data from licensing database revealed.  Additionally, staffing and technology changes have streamlined the renewal process.  Renewal data for 2004 will be available after the renewal period ends March 31.
Summarize how actual performance compares to any relevant public or private industry standards.

There is no comparative service data known.

What is an example of a department activity related to the measure?

Board staff (1.75 FTE) receives and evaluates a renewal application; then issues a new license to each of approximately 3,000 licensees.
What needs to be done as a result of this analysis?
Continue the current process.
Annual Performance Report- Part II, Key Measure Analysis
Time Period: Fiscal Year 2003 – 2004
	Agency Name:  Veterinary Medical Examining Board
	Agency No.:  833429

	Key Performance Measure (KPM) 
	
	1999
	2000
	2001
	2002
	2003
	2004
	2005
	2006
	2007

	#5 – Average time from receipt of a new complaint to completion of the investigation.
	Target
	
	
	
	120 days
	90 days
	90 days
	90 days
	90 days
	   90 days

	
	Data
	
	
	
	No data
	No data
	No data
	
	
	

	
	
	
	
	
	
	
	
	
	
	


Data Source: Health Professionals Program records.
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 Key Performance Measure Analysis

To what goal(s) is this performance measure linked? 

Ensure Public Protection
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 measure reflects the time period of Board review and adjudication of complaints against veterinary professionals.
How does the performance measure demonstrate agency progress toward the goal?

Promptly adjudicated complaints imply an efficient investigation and resolution process.
Compare actual performance to target and explain any variance.

This measure has not been implemented.  Under ORS 676, complaints must be brought to the Board within 120 days.  Preparing a case for presentation to the Board often involves extensive contact with licensees, complainants and witnesses.  Additionally, the Board meets only every other month, and often defers a decision until further information or an interview with the licensee is held, which occurs at the next meeting.   It is not uncommon for a complaint to take six months from receipt to resolution.
Summarize how actual performance compares to any relevant public or private industry standards.

There is no comparable service data available.
What is an example of a department activity related to the measure?

Board staff receives a complaint from a citizen that an animal was harmed as a result of improper veterinary medical treatment, determines jurisdiction, e.g., whether the complaint falls within the Board’s bailiwick, opens a case and begins an investigation, which may include interviews with the complainant, witnesses, experts, licensees, etc.
What needs to be done as a result of this analysis?

This measure needs to be deleted or re-evaluated and re-worked for relevancy to the realities of case investigation and presentation.
Annual Performance Report- Part II, Key Measure Analysis
Time Period: Fiscal Year 2003 – 2004
	Agency Name:  Veterinary Medical Examining Board
	Agency No.:  833429

	Key Performance Measure (KPM) 
	
	1999
	2000
	2001
	2002
	2003
	2004
	2005
	2006
	2007

	#6 – Percent of decisions not contested, appealed and/or upheld on appeal.
	Target
	
	
	100
	100
	100
	100
	100
	100
	100

	
	Data
	
	

	100
	80
	99
	99
	
	
	


Data Source: Agency Investigative database. 
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 Key Performance Measure Analysis

To what goal(s) is this performance measure linked? 

Ensure Public Protection
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 measure reflects how accurately the Board judges licensee proficiency in the practice of veterinary medicine.
How does the performance measure demonstrate agency progress toward the goal?

Licensees who harm patients and/or practice in violation of the Veterinary Practice Act will be disciplined, up to and including suspension or revocation of licensure.
Compare actual performance to target and explain any variance.

In 2002 and 2003, licensees contested and appealed Board disciplinary actions, including an eventual appeal to the Oregon Supreme Court.  None of the licensee’s appeals were upheld.  In 2004, a licensee has requested a contested case hearing, scheduled tentatively for February ’05.
Summarize how actual performance compares to any relevant public or private industry standards.

There is no comparative data known.
What is an example of a department activity related to the measure?

Board staff notifies all parties of contested case procedures, prepares and assembles documents for hearing, locates, interviews and subpoenas witnesses, testifies at hearing, presents draft orders for Board’s review; prepares and delivers final orders and orders by default. 
What needs to be done as a result of this analysis?
The Board will continue to adjudicate cases according to its current process.






Agency Name: Veterinary Medical Examining Board
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