The agency links this performance measure to Oregon Benchmark(s):

#9, Cost of Doing Business

CONSUMER & BUSINESS SERVICES, DEPARTMENT OF

Mission:   Protect and serve Oregon’s consumers and workers while promoting a positive business climate in the state.
	Key Performance Measure (KPM) 
	
	1999
	2000
	2001
	2002
	2003
	2004
	2005
	2006
	2007

	4400-8  Percent of DCBS customer surveys rating their experience with the department at the highest level.
	Target
	
	
	
	55%
	58%
	62%
	65%
	66%
	67%

	
	Data
	N/A%
	57.9%
	56.2%
	58.8%
	57.2%
	58.1%
	
	
	


Data Source: Customer satisfaction surveys conducted using statistically valid survey methods. 
[image: image1.wmf] 

Excellent Customer Satisfaction

0%

10%

20%

30%

40%

50%

60%

70%

80%

99

00

01

02

03

04

05

06

07

Data

Targets

Key Performance Measure Analysis

To what goal(s) is this performance measure linked? 
DCBS Goal #3: Be accountable to the public we serve, with excellent service to our customer and OBM #9: Oregon’s national rank in the cost of doing business.

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 benchmark data illustrate a commitment by DCBS to accountable public service.  DCBS has initiated several strategic and training initiatives to instill a corporate culture that values excellent customer service that is accurate, timely, professional and respectful. 

How does the performance measure demonstrate agency progress toward the goal? 

Survey respondents who rate their experience with DCBS at the highest possible level are tracked. The survey instrument was developed to better measure customers’ satisfaction with our service rather than their satisfaction with the ultimate resolution of their issue. Despite cases where consumers were not able to have their complaint resolved to their satisfaction, surveys indicated they were satisfied with the manner in which their case was handled. 

Compare actual performance to target and explain any variance. 
When the 2005 target was set we had no experience with a new survey instrument that normalized the results across the agency.  We now weigh the data to factor in the size of various programs participating in this measure. We realize it will be a challenge to attain the 2005 target. This is such an important measure, however, that we are targeting continuous improvement through 2007 and 2007.

Summarize how actual performance compares to any relevant public or private industry standards. 
There is no comparison information at this time. Another measure of customer satisfaction would involve the analysis of respondents that rate their experience with DCBS as satisfactory or better. General surveys of customer groups from 2001-2004, surveyed rated highest in category labeled “above average” and much lower in “excellent.”  If we measured the top two response categories the performance measure would be approximately 93% instead of the 58.1 shown above.
What is an example of a department activity related to the measure? 
Focus on making business regulations easier to understand, simpler, less expensive to comply with, and faster-working without reducing the level of protection Oregonians expect.  Implementation of a customer service initiative that includes agency expectations for employees in both service and regulatory environments that is being reinforced through customer service training for staff at all levels.  Lastly, standardized customer surveys in numerous program areas.

What needs to be done as a result of this analysis? 
Continue to communicate the need for excellent customer service and deliver customer service training for staff.  Analyze and use customer feedback to focus efforts designed to improve service.  Continue to expand the use of an online survey application to collect responses electronically. Better define how the data should be collected and recorded for this measure.  Refine questions on surveys to get accurate data for this measure. Expand our Web-based survey application. Use responses from these surveys to improve processes, services, and programs.
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CONSUMER & BUSINESS SERVICES, DEPARTMENT OF
Excerpt from FY 2003-04 Annual Performance Progress Report found at http://www.oregon.gov/DAS/OPB/APPR04.shtml
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