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Purpose of Report
The purpose of this report is to summarize the agency’s performance for the reporting period, how performance data are used and to analyze agency performance for each key performance measure legislatively approved for the 2005-07 biennium. The intended audience includes agency managers, legislators, fiscal and budget analysts and interested citizens.
1. PART I: EXECUTIVE SUMMARY defines the scope of work addressed by this report and summarizes agency progress, challenges and resources used.
2. PART II: USING PERFORMANCE DATA identifies who was included in the agency’s performance measure development process and how the agency is managing for results, training staff and communicating performance data.
3. PART III: KEY MEASURE ANALYSIS analyzes agency progress in achieving each performance measure target and any corrective action that will be taken. This section, the bulk of the report, shows performance data in table and chart form.
KPM = Key Performance Measure
The acronym “KPM” is used throughout to indicate Key Performance Measures. Key performance measures are those highest-level, most outcome-oriented performance measures that are used to report externally to the legislature and interested citizens. Key performance measures communicate in quantitative terms how well the agency is achieving its mission and goals. Agencies may have additional, more detailed measures for internal management. 
Consistency of Measures and Methods
Unless noted otherwise, performance measures and their method of measurement are consistent for all time periods reported.
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	13

	5
	Profit Margin – Net profit margin of OLCC merchandising operations
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Executive Summary

1. SCOPE OF REPORT
· Agency programs/services addressed by key performance measures: This report contains key performance measures addressing the three program areas of the agency – Public Safety Services Program, Distilled Spirits Program, Support Services Program. 
· Agency programs/services, if any, not addressed by key performance measures: None.
2. THE OREGON CONTEXT 
The OLCC envisions itself as an agency that serves as a model for state alcohol programs -- a model of social responsibility in liquor law administration, public safety and community livability.   In 2005-07, the OLCC has come to identify itself as an integral part a greater alcohol beverage system.  Using a systems approach, the OLCC sees itself as the friction that can slow growth or as the facilitator to meet public needs and sustain healthy growth, depending on the quantity of its resources and how they are used.

In the past, the OLCC’s programs were seen as a marriage of compromises between two unlikely partners – one partner making alcohol available; another restricting its availability.   The OLCC of today understands itself differently; it sees itself as a system.  OLCC bases its systems description of Oregon’s liquor system on the work of Peter M. Senge, The Fifth Discipline, the Art and Practice of the Learning Organization, 1990.

A systems-thinking model of the alcoholic beverage system still includes two processes at work, but defines those processes differently from the older paradigm.  A systems model views the public demand for alcohol as one of the two interacting processes.  In that process, alcohol reaches the customer through a structure comprised of both private and public components.  Suppliers ship product to wholesalers in Oregon.  Private wholesalers and distributes handle beer and wine.  The OLCC is the public wholesaler for distilled spirits.  Then, OLCC licenses private retailers for alcohol and appoints liquor agents to retail distilled spirits by the bottle.  Agents retail distilled spirits by the bottle to the public and to licensees.   Licensees retail beer, wine, and spirits by the drink to the public.  
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Consumers wanting to purchase more alcohol supports more retailers being economic viable.  Then more people want to open outlets.  More outlets can lead to more purchasing, which supports more outlets.  This demand cycle continues until something stops it. That something could be a saturated market, with all needs satisfied.  Or, that something could be something that lies in the second set of processes.  

The second set provides the friction to slow down, control, or manage growth intelligently and in a planned fashion.   OLCC’s policies and allocation of resources to enforce policies can provide the friction.  Or, OLCC’s lack of resources to license people or to move product can slow or control potential growth.  Also, OLCC’s having limited resources to assure that only people meeting certain criteria are appointed as agents, or are licensed, or keep their licenses would constrain unlimited growth.   The resource side is the part of the system that provides slowing, controlling friction to alcohol availability.  The interplay between alcohol availability (and resulting government revenue) and policy, staffing, and equipment resources that limit or enable alcohol availability is a self-regulating system.  OLCC’s “A Systems Approach” chart in this narrative applies Peter M. Senge’s systems diagrams to the alcohol system. 
Until the last few years, the alcoholic beverage system was very stable – and so was the liquor sales level. But, the cultural, demographic and marketing environments have evolved over the last several years.  As a result, OLCC has come to recognize how much its policies and operations can affect the overall alcoholic beverage system – either supporting its growth or inhibiting it.  The OLCC’s long term plan is to manage growth intelligently, and assure any growth or change is socially responsible growth.

Socially responsible growth has two major elements, consistent Governor Kulongoski’s priorities and budgeting principles.  First, OLCC’s policy will have public safety considerations guide growth.  By creating and strengthening partnerships with local law enforcement, moderation groups and others, OLCC can make well-informed policy decisions and resource allocations to strengthen public safety.  

Second, OLCC’s policy and operational decisions will support economic viability for Oregonians and the state’s revenue base.   Business people applying for new or renewed licenses often have their own livelihoods at stake.   So do service permittee applicants.  Licensees are important parts of the state’s hospitality, tourism and alcoholic beverage industries.  They employ large numbers of people, creating economic viability for thousands.  The state of Oregon heavily relies on income tax as a revenue base for its services and education.  High employment creates a solid base for the state to provide services to its citizens.

However, OLCC needs to only license people who can operate safe businesses that contribute to their surrounding communities’ livability.  That is socially responsible growth, intelligent, managed growth.  OLCC needs resources to assure that applicants meet appropriate criteria.  OLCC needs resources to assure that licensees and permittees know, understand, and apply liquor laws so they sell and serve alcohol responsibly.    

The OLCC recognizes that as the environment changes, OLCC and its stakeholders would benefit from OLCC gaining responsiveness to those changes.  The OLCC’s long term planning includes gaining budget flexibility similar to other entities which sell product and make a profit.  Greater flexibility will assure that resources can be funded from OLCC profits to manage continued, responsible growth (or shrinkage) in a timely fashion to the marketplace.

The OLCC plans to continue and expand its strategy of building and strengthening partnerships with stakeholders over the long term, and facilitating stakeholders finding areas of mutual concern.  In 2003-05, OLCC initiated two joint steering committees, one with business and industry stakeholders, another with public safety partners.  The committees proved successfully mechanisms to share information, problem solve, establish priorities and position platforms.  The OLCC plans to evolve these forums into even greater collaborative ones.  The next step will be for OLCC to serve as a bridge between business and public safety interest groups, to help them identify areas of mutual concern.  The OLCC’s vision is to facilitate these interest groups to work collaboratively to manage socially responsible growth of the alcohol beverage system.

3. PERFORMANCE SUMMARY
	KPM Progress Summary
	Key Performance Measures (KPMs) with Page References
	# of KPMs

	KPMs MAKING PROGRESS
at or trending toward target achievement
	Licensee Contact (page 7), Sales to Minors (page 9), Product Availability (page 11), Profit Margin (page 14), Staff Training (page 15), Case Handling (page 19), License Processing Time (page 21), Violations Versus Contact (page 23), Regional Minor Decoy (page 25), Inventory Turnover (page 27)
	10

	KPMs NOT MAKING PROGRESS
not at or trending toward target achievement
	none
	0

	KPMs - PROGRESS UNCLEAR
target not yet set 
	Agent Evaluations (page 13), Customer Service (page 17)
	2

	Total Number of Key Performance Measures (KPMs)
	12


4. CHALLENGES  

The major challenges to the effective operation of the OLCC, as reflected by these Key Performance Measures, result from a lack of resource flexibility needed to adjust to changing public safety, statutory, and market conditions.  Being adaptive is paramount for the agency to successfully respond to growth in Oregon’s population and economy, and the subsequent public safety and public demand needs.  Factors affecting the results of the following measures are generally related to the needs of the agency to have flexibility to adapt to its changing environment.   
5. RESOURCES USED AND EFFICIENCY
The OLCC’s budget for fiscal year 2006 is $50.2 million.  The agency views KPM #3 (Product Availability) and Legislatively Mandated Performance Measure #2 (Licensing Processing Time) as efficiency measures.  Both of these measures are at or above target.
	Contact: Farshad Allahdadi, Research Analyst 
	Phone: 503.872.5023

	Alternate: Michael O’Connor, Director of Financial Services
	Phone: 503.872.5163


Using Performance Data
	The following questions indicate how performance measures and data are used for management and accountability purposes.

	1 INCLUSIVITY

Describe the involvement of the following groups in the development of the agency’s performance measures.
	· Staff: Executive and technical staff are involved in the creation of performance measures.  Technical staff is responsible for collecting and reporting performance measure data.
· Elected Officials: The Oregon Legislature mandated the addition of five supplemental measures in the 2005 legislative session.
· Stakeholders: OLCC strives to maintain strong relationships with its stakeholders; implicitly and explicitly incorporates stakeholder concerns into agency business.
· Citizens: Citizens are agency stakeholders.  See above.

	2 MANAGING FOR RESULTS
How are performance measures used for management of the agency? What changes have been made in the past year?
	The OLCC continues to improve the definition, collection, and retention methods of performance data at all levels within the agency.  Within the last year the OLCC has initiated streamlining and automation projects that will improve organizational awareness and provide tools to improve performance and customer service.

	3 STAFF TRAINING

What training has staff had in the past year on the practical value and use of performance measures?
	OLCC’s Performance Measure Coordinator participates in the quarterly roundtable meetings and regional government accountability/measurement conferences.  OLCC technical staff has defined and incorporated the notion of high level performance measurement into the agency’s strategic planning as an effective feedback mechanism.  

	4 COMMUNICATING RESULTS

How does the agency communicate performance results to each of the following audiences and for what purpose?
	· Staff: Agency Website
· Elected Officials: Agency Website, Agency Budget Document
· Stakeholders: Agency Website
· Citizens: Agency Website


	KPM #1
	
LICENSEE CONTACT
Number of contacts with licensees or their employees per inspector FTE per month
	Measure since: 
2002

	Goal
	Be Socially Responsibile: Meet potential customer demand for alcoholic beverages and outlets in a socially responsible manner

	Oregon Context
	Goal is linked to Agency’s Mission Statement and the Governor’s Guiding Priciple of Public Safety HYPERLINK "http://" 


	Data source
	OLCC Inspector Workload Reports

	Owner
	OLCC Public Safety Services Program – Enforcement Division, Linda Ignowski Director.  503.872.5115
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1. OUR STRATEGY 
The OLCC has three principle strategies for achieving the goal of Social Responsibility relating to this measure.  The first strategy is to assure the OLCC has adequate resources for public safety.  The second is to assure outlets comply with state liquor laws.  The third strategy is to strengthen partnerships with stakeholders.
2. ABOUT THE TARGETS
Our targets for this measure are based on historical averages.  The goals reflect our aim of balancing the number of contacts made against the quality of those contacts (strengthening relationships, educating licensees, maintaining the safety of the public).  The OLCC does not see its target for this KPM as a minimum threshold, but rather as a target in the strictest sense.  In 2005, OLCC’s Legislative Fiscal Officer requested our agency increase our target because the agency was regularly exceeding it.
3. HOW WE ARE DOING
The OLCC regularly exceeds the targets of this measure.  This should not be viewed as an unqualified success, however.  When the actual measure greatly exceeds the target it may indicate that the balance of OLCC operations is tipping toward quantity at the expense of quality.   Environmental conditions which drive a situation of imbalance in this measure are increasing number of licensee with respect to OLCC enforcement staff, or an “Inspection Gap”. As case loads increase, there is a natural tendency for the number of contacts to increase, shrinking the time spent with each licensee.  Unfortunately, as the duration of each contact decreases major benefits of the contact suffer:  strengthening relationships and opportunities for educating the licensee.  What time there is during the contact is largely used to monitor and enforce liquor laws.  Premise visits by the OLCC are often viewed by the licensee as adversarial, and negative.  With a balanced approach, the OLCC has a significant opportunity to build constructive relationships with licensees, potentially avoiding many public safety issues down the road.
4. HOW WE COMPARE
It is difficult to find direct comparisons to the OLCC in terms of this measure.
5. FACTORS AFFECTING RESULTS
As discussed in #3, the major factors affecting results are the number of new and existing licensed establishments with respect to the number of OLCC inspectors.  For the past few biennia the number of licensed businesses has grown significantly, while the number of inspectors has remained relatively static.  This has resulted in increased workload pressures and prioritizations of inspection activities.  
6. WHAT NEEDS TO BE DONE
The OLCC is pursuing a two pronged plan for addressing increased workload pressure.  First, the OLCC is employing streamlining initiatives to make the inspectors time as effective as possible.  These include changes in procedures as well as the use of new technologies (both in the field and at the work station).  Second, the OLCC is submitting a request to fund additional inspection staff as part of the 2007-09 Agency Request Budget.  Both streamlining efforts and the addition of staff will allow the OLCC to effectively meet the public’s need of licensee’s safe operation, and positive customer service to all licensees. 
7. ABOUT THE DATA
The data that supports this measure originates from OLCC Inspector logs and reports, complied on a calendar year basis.  The measure is calculated as the total number of licensee contacts made by OLCC inspectors during the calendar year, divided by the number of OLCC inspectors (FTE), divided by 12 (month in the year).
	KPM #2
	
SALES TO MINORS
Percentage of licensees who refuse to sell to minor decoys
	Measure since:
2002

	Goal
	Be Socially Responsibile: Meet potential customer demand for alcoholic beverages and outlets in a socially responsible manner

	Oregon Context
	Benchmark #49 Teen Substance Abuse  HYPERLINK "http://" 
and Governor’s Guiding Principle of Public Safety

	Data source
	OLCC enforcement records, minor decoy database.

	Owner
	OLCC Public Safety Services Program – Enforcement Division, Linda Ignowski Director.  503.872.5115
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1. OUR STRATEGY 
The OLCC has three principle strategies for achieving the goal of Social Responsibility relating to this measure.  The first strategy is to assure the OLCC has adequate resources for public safety.  The second is to assure outlets comply with state liquor laws.  The third strategy is to strengthen partnerships with stakeholders.
2. ABOUT THE TARGETS
The targets for this measure are based on historical averages of licensees refusing to sell alcoholic beverages to minor decoys.  This target is viewed as a threshold; a level of compliance the OLCC strives to exceed. 
3. HOW WE ARE DOING
The OLCC has regularly exceeded the target level for this measure.  Given this fact, the OLCC increased the target level from 70 percent to 73 percent for the 2006 reporting period.  Though the 2006 result missed the new target by 1 percent, it is still at the average compliance rate (2000 – 2005).    
4. HOW WE COMPARE
Comparative statistices for minor decoy operations are not readily available.  The OLCC is either directly envolved in the execution of minor decoy operations in the state, or plays a consultative role to other law enforcement agencies conducting minor decoy operations.  In both cases, the results of these operations are complied for this KPM.  The OLCC does track the minor decoy compliance rate in each of its five enforcement regions.  A comparison of these rates are presented in the LMPM #4 below.
5. FACTORS AFFECTING RESULTS
The main factor driving these results is the frequency of operations.  An “inspection gap” has formed as the number of licensed businesses has grown with respect to the number of OLCC inspection/enforcement personnel.  This gap results in a general decrease in the number of minor decoy operations conducted by the OLCC with respect to the growing number of licensees in Oregon.  The “perception of detection” is a significant motivator to comply with liquor laws for licensees and their staff.  When the number of operations decreases, a licensee may not perceive the risk of detection as likely and chose to make decisions that do not comply with the public safety laws, such as selling alcoholic beverages to minors.
6. WHAT NEEDS TO BE DONE
The OLCC is pursuing two initiatives to close the “inspection gap” and improve the sales to minors compliance rate.  First, the OLCC has leveraged its experience in conducting minor decoy operations by consulting with and training local law enforcement agencies to effectively conduct their own operations.  The creation of these synergistic partnerships bring together the OLCC’s knowledge base with the personnel resources of other law enforcement agencies so more operations can be conducted around the state.  Second, the OLCC is submitting a request to fund additional inspection staff as part of the 2007-09 Agency Request Budget.  Both initiatives address the OLCC’s immediate and long-term requirements to effectively meet the public safety needs of Oregon.
7. ABOUT THE DATA
This measure is calculated from the compiled results of monthly minor decoy operations in each of the five OLCC inspection regions during the subsequent fiscal year.  The measure is calculated by dividing the total number of failed attempts (to purchase alcoholic beverages from a licensee by a minor decoy) by the total number of attempts during the Fiscal year.
	KPM #3
	
Product Availability 
Rate of distribution center in-stock availability when an order is placed
	Measure since:
2002

	Goal
	Support The state economy:  Enable business people to be viable in their sale of alcohol, supporting the Oregon Economy

	Oregon Context
	Governor’s Guiding Principles of Business and Job Growth  HYPERLINK "http://" 


	Data source
	OLCC Merchandising Business System

	Owner
	OLCC Distilled Spirits Program – Steve Pharo OLCC Executive Director. 503.872.5062
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1. OUR STRATEGY 
The OLCC’s strategy to meet this goal is to assure distilled spirit products reach the customer in both a timely and efficient manner.
2. ABOUT THE TARGETS
The target for this measure is based on historical averages.  The level of 99 percent was selected as the highest reasonable target given the OLCC’s performance in this area.
3. HOW WE ARE DOING
The OLCC purchasing and distribution systems continue to seek technological and business intelligence improvements to assure that the public’s demand for product is met in a timely and efficient manner.  Historically, the OLCC has had a near perfect in-stock rate for products that it lists regularly, currently approximately 1300 products.  The purchasing and distribution of distilled spirits by the OLCC is built on the effective application of bailment warehousing.  By using a bailment system of warehousing, the OLCC is not required to immediately purchase the merchandise from distilleries and distributors.  The OLCC take ownership of the products when they are withdrawn from bailment and shipped to liquor stores around the state.  This minimizes the OLCC’s inventory and improves the agency’s cash flow.  Additionally, operating a bailment distribution center gives the OLCC increased flexibility to carry more products and more of each product.  The result is wide and deep product selection available to Oregonians when it is demanded.
4. HOW WE COMPARE
Direct comparisons to other Oregon state agencies are difficult to find as the nature of the OLCC’s Distilled Spirits Program is unique.  However, the OLCC assumes its performance in this measure places the agency at a level comparable to private industry’s best nationally.  
5. FACTORS AFFECTING RESULTS
The OLCC’s performance in this measure indicates it has been successful in managing most obstacles to public demand.  Changes in the market for distilled spirits have put increasing pressure on distilleries and distributors.  Unexpected shifts in consumer preferences and demand for products have, at times, strained the production capacity at distilleries the OLCC purchases from.  His strain may lead to down-stream problems of meeting public demand by the OLCC.
6. WHAT NEEDS TO BE DONE
The OLCC continues to make incremental improvements to its, already efficient, purchasing and distribution system.  The OLCC works closely with distilleries and distributors to anticipate and plan for any potential product shortages.  The OLCC’s bailment system affords the state the ability to keep more product on had to successfully meet public demand.  The OLCC is also working to deploy new technology that will allow the agency to monitor and manage inventory statewide in real-time.  This technology will also give Oregonians information about product availability, location, pricing, and special ordering capability via the internet.   
7. ABOUT THE DATA
This measure is calculated as the total number of distribution center orders successfully fulfilled when ordered divided by the total number of distribution center orders during the fiscal year.
	KPM #4
	
AGENT EVALUATIONS 
Percentage of liquor agent annual evaluations that receive an “outstanding” score
	Measure since:
2002

	Goal
	MANAGE CONTROL SYSTEM:  Manage intelligently the alcoholic beverage system’s growth in Oregon

	Oregon Context
	Governor’s Guiding Principles of Business and Job Growth  HYPERLINK "http://" 


	Data source
	OLCC Agent Evaluations

	Owner
	OLCC Distilled Spirits Program – Retail Services Division, Jim MacAlistaire Director. 503.872.5028
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1. OUR STRATEGY 
The OLCC’s strategy to meet this goal is to strengthen its partnerships with the liquor store agents.
2. ABOUT THE TARGETS
The target for this measure is based on historical averages.  The target is set at a level that is both challenging and achievable.
3. HOW WE ARE DOING
The Retail Services Division regularly updates the evaluation criteria to reflect changes in the market and changes in agency policy.  This shifting standard is important to manage the performance of the 243 liquor stores statewide, however makes year-over-year comparisons difficult.  
4. HOW WE COMPARE
Direct comparisons to other Oregon state agencies are difficult to find as the nature of the OLCC’s relationship with liquor store agents is unique. 
5. FACTORS AFFECTING RESULTS
The OLCC faces challenges in communicating the meaning and relevance of this measure due to the frequent and necessary changes in evaluation standards. 
6. WHAT NEEDS TO BE DONE
This measure needs to be re-calibrated to reflect performance levels by liquor store agents that are consistent and comparable year-over-year, independent of adjustments in internal policy or market changes.
7. ABOUT THE DATA
The Retail Services Division compiles agent survey results every year on October 31st.  2006 results were not available at the time of the publishing of this report.
	KPM #5
	
PROFIT MARGIN 
Net profit margin of OLCC merchandising operations
	Measure since: 
2002

	Goal
	PROVIDE STEWARDSHIP: Provide responsible stewardship to safeguard state’s assets.

	Oregon Context
	Governor’s Guiding Principle of Stewardship:  State government must be a responsible steward of the public’s money.   HYPERLINK "http://" 


	Data source
	OLCC Monthly Financial Statements

	Owner
	OLCC Support Services Program – Financial Services Division, Michael O’Connor Director, 503.872.5163
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1. OUR STRATEGY 
The OLCC’s strategy for meeting this goal is to safeguard the state’s assets through effective business operation.
2. ABOUT THE TARGETS
The target for this measure is based on historical averages. 
3. HOW WE ARE DOING
The OLCC either met or exceeded targets in 4 of the last 7 years.  Of the three years that the agency missed the target of 39 percent, it did so by only one percent.
4. HOW WE COMPARE
Direct comparisons to other Oregon state agencies are difficult to find as the nature of the OLCC’s Distilled Spirits Program is unique.  Profit margin is a common financial measure for all for-profit orgainizations.  The size and responsibility of the OLCC make direct comparisons to other for-profit orgainzations difficult.  This being said, the OLCC’s profit margin significantly exceeds the industry average profit margin (wholesale corporation distributing and retail corportaitons selling distilled spirits), as reported by BizStats.com to be 25.3 percent and 20.0 percent, respectivley.  As the OLCC margin is distributed directly to state and local governments on a monthly basis, the agency views its performance as highly competitive with private industry and paricularly beneficial to Oregonians. 
5. FACTORS AFFECTING RESULTS
Primary factors affecting the results of this measure are general market conditions, the resource capacity of the OLCC’s Distilled Spirits Program, and internal management policies.  
6. WHAT NEEDS TO BE DONE
The results of this measure do not indicate any significant action needs to be taken.  The agency continues to review the underlying system driving changes in the profit margin, and implement adaptive strategies to optimally manage Oregon’s control system.
7. ABOUT THE DATA
The data supporting this measure is found in the Agency’s consolidated annual financial report, available every July for the previous fiscal year.
	KPM #6
	
STAFF TRAINING 
Percentage of all permanent staff who receives at least 20 hours of training
	Measure since:
2002

	Goal
	MANAGE CONTROL SYSTEM:  Manage intelligently the alcoholic beverage system’s growth in Oregon

	Oregon Context
	Governor’s Guiding Principle of facilitating the growth of business and jobs by strategically investing in Human capital and infrastructure.  HYPERLINK "http://" 


	Data source
	OLCC Training Records

	Owner
	OLCC Support Services Program – Management and  Consulting Services Division, Merle Lindsey Director, 503.872.5161
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1. OUR STRATEGY 
The OLCC’s strategy to meet this goal is to explore new models and paradigms.  The agency believes that investing in staff development improves the efficacy of the agency, and brings new insights and capability to the organization.
2. ABOUT THE TARGETS
The target for this measure is based on historical averages.  As budget and relevance allows, the more training opportunities taken by OLCC staff the better.  
3. HOW WE ARE DOING
Generally, the OLCC is has met or exceeded the target for this measure.  A major driver for the agency surpassing the 50 percent target in recent years has been agency-wide training initiatives (such as Stephen Covey: 7 Habits of Highly Effective People) and the attendance of OLCC enforcement staff at the Oregon State Police Academy.  These opportunities have been strengthened the OLCC’s workforce and have increased the overall training rates above target.  
4. HOW WE COMPARE
Direct comparisons to other state agencies is difficult as this measure is not considered a high-level measure, but rather a lower-level management measure.
5. FACTORS AFFECTING RESULTS
Two factors affecting results are the OLCC’s training budget and managerial discretion as to which training opportunities may be allowed.
6. WHAT NEEDS TO BE DONE
This data does not indicate any action needs to be taken.
7. ABOUT THE DATA
The data supporting this measure is maintained by the OLCC’s Training Specialist and reported here on a fiscal year basis.  Training opportunities included in this measure may be staff-person lead, or conducted by a vendor.  Both onsite and offsite trainings are included.
	KPM #7
	Customer Service 
Percent of customers rating their satisfaction with the agency’s customer service as “good” or “excellent”:  overall, timeliness, accuracy, helpfulness, expertise, availability of information.
	Measure since:

2006

	Goal
	MANAGE CONTROL SYSTEM:  Manage intelligently the alcoholic beverage system’s growth in Oregon

	Oregon Context
	Governor’s Guiding Principle of facilitating the growth of business and jobs by strategically investing in human capital and infrastructure.  HYPERLINK "http://" 


	Data source
	Annual OLCC Customer Service Survey

	Owner
	OLCC Support Services Program – Management and  Consulting Services Division, Merle Lindsey Director, 503.872.5161
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1. OUR STRATEGY 
There are two principle strategies directing the OLCC’s activities toward this goal.  First the OLCC is a strategy of strengthening partnerships with stakeholders (public safety, community, business, government, general public).  The second strategy is to provide responsible stewardship to the state’s assets.  Feedback from stakeholders through a customer service survey is an essential tool for the OLCC to evaluate its performance in following these strategies.
2. ABOUT THE TARGETS
Targets for this measure are not available as the survey was first conducted in this year.  Guidance from the OPB during the implementation of customer service measures by all state agencies indicated this would be acceptable during the first reporting year.  
3. HOW WE ARE DOING
Targets for this measure are not available as a basis for determining the OLCC’s success in this area.  However, respondents to the customer service survey indicated that the OLCC provides good or excellent overall customer service 80 percent of the time.  The responses to the five category break-outs demonstrate the agency’s even stronger customer service in all areas except “availability of information”.  Without additional data it is difficult to make definitive statements about how the agency is doing, but the OLCC is pleased with these early results.  
4. HOW WE COMPARE
Comparative analysis is not possible at this time.
5. FACTORS AFFECTING RESULTS
As with any survey, one of the most important factors affecting results is the number of observation (the number of returned surveys).  The OLCC received a healthy response rate of 31.25 percent.  However, the population this response was drawn from was relatively small, 32 stakeholders representing much larger constituent populations.  The OLCC will be seeking to both gather responses from the entire population in future surveys, and also to expand the population size.
6. WHAT NEEDS TO BE DONE
The data indicates the OLCC should probe the issues underlying the comparably low rating in the “availability of information” category.
7. ABOUT OUR CUSTOMER SERVICE SURVEY
Please provide the following specific information: 
a) Survey name: OLCC Customer Service Survey 2006

b) Surveyor: Farshad Allahdadi, Research Analyst – OLCC

c) Date conducted: Last date surveys were accepted was September 1, 2006

d) Population: 32 stakeholder representative groups 
e) Sampling frame: Stakeholders representing larger constituent groups (public safety, community, business, government, general public) that participated in OLCC sponsored “partners” meetings during fiscal year 2006.
f) Sampling procedure: Census.  Every member of defined sample frame received the OLCC Customer Service Survey 2006.  
g) Sample characteristics: 
1) The population = 32

2) The sample size = 32

3) The number of respondents = 10

4) The response rate = 31.25%

5) The standard errors for each question:

	
	
	
	Internal

	Question
	Rating
	Std. Error
	Lower
	Upper

	Overall
	80%
	18%
	62%
	98%

	Timeliness
	90%
	13%
	77%
	100%

	Accuracy
	100%
	0%
	100%
	100%

	Helpfulness
	100%
	0%
	100%
	100%

	Expertise
	100%
	0%
	100%
	100%

	Avail. of Info
	40%
	21%
	19%
	61%

	Level of Confidence = 90%


h) Weighting: No weighting was used.  

LMPM1
	LMPM #1
	CASE HANDLING

Liquor cases handled daily per distribution staff
	Measure since: 
2005

	Goal
	lEGISLATIVELY mANDATED

	Oregon Context
	This is a lower level measure of output that contributes to the higher level desired outcome of Business Development and Stewardship HYPERLINK "http://" 


	Data source
	OLCC Distilled Spirits Program

	Owner
	OLCC Distilled Spirits Program – Steve Pharo OLCC Executive Director. 503.872.5062
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1. OUR STRATEGY 
The OLCC’s strategy for meeting this goal is to comply with the Legislative mandate of reporting this information.  
2. ABOUT THE TARGETS
The targets for this measure were based on historical averages and the expectations of future workload capacities assuming the approval of Policy Option Packages allowing for increased distribution staff FTE.  This is not a threshold target.  With adequate resources and efficient systems, actual results should fall near the target.  Exceeding the target indicates that the agency may have increased financial pressures from higher rates of overtime needed to pay workers accommodate higher volume handling.
3. HOW WE ARE DOING
The OLCC received funding for additional FTE to help the agency meet increasing demand.  However, market pressures continue to be strong, and there may be resources needed soon to facilitate the increasing volumes of product that move through the OLCC’s distribution system.
4. HOW WE COMPARE
Comparable analysis of this low level measure is not available at this time.
5. FACTORS AFFECTING RESULTS
There are many factors affecting this measure:  the public’s demand for the number and variety of products, product innovations generated by distilleries, physical attributes of the OLCC’s distribution system (floor space of distribution center and retail outlets), logistical infrastructure (conveyors, pick-lines, etc.), human capacities and the number of workers.  All of these play a role in the larger capacity of the OLCC’s Distilled Spirits Program, only reflected in this measure in a very limited way.
6. WHAT NEEDS TO BE DONE
This data does not indicate the need for immediate action.
7. ABOUT THE DATA
The data supporting this measure is complied by OLCC’s Distilled Spirits Program (number of cases shipped during the fiscal year) and the Human Resource department (average number of distribution staff during the fiscal year). 
LMPM2
	LMPM #2
	LICENSE PROCESSING TIME
Average days from receipt of application to license issuance
	Measure since: 
2005

	Goal
	lEGISLATIVELY mANDATED.  OLCC Goal: Supporting the Oregon Economy – Enable business people to be viable in their sale of alcohol, supporting the Oregon economy.

	Oregon Context
	Oregon Benchmark #1, #2, #3, #4 – Oregon benchmarks relating to Growth of Oregon’s Economy and Job Growth.  Governor’s Guiding Principles of Business and Job Growth. HYPERLINK "http://" 


	Data source
	OLCC license processing records

	Owner
	OLCC Public Safety Services Program – Licensing Division, Michael Miliucci Director, 503.872.5224
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1. OUR STRATEGY 
The OLCC’s strategy for meeting this goal is to streamline, simplify, and automate the liquor licensing process.  In pursuing this strategy, the OLCC hopes to achieve many positive outcomes, including the reduction in the number of days to issue a license.
2. ABOUT THE TARGETS
Targets are based historical averages and expected workloads.  The number of license applications is expected to increase annually into the expected future, while licensing staff has remained relatively static.  Streamlining and automation are being implemented to do more with less staff.  The OLCC expects that these improvements can reasonably hold the targets at the current level. 
3. HOW WE ARE DOING
The OLCC has been meeting its target for this measure since it was established in 2005.  Technological and procedural improvements are being implemented to maintain this output level with static FTE and increasing license applications received.
4. HOW WE COMPARE
It is difficult to make direct comparisons due to the investigative and legal review aspects of the Oregon licensing process that due not translate to other licensing bodies. 
5. FACTORS AFFECTING RESULTS
There are many factors affecting the number of days it take to issue a liquor license; some internal and some external.  Internal factors continue to be identified and streamlined through process improvements and technological solutions (automations).  External factors are difficult to control.  The primary external factor affecting how quickly a liquor license can be issued is the license application review by the local governing body (city or county).  This application review process can last up to 45 days (as mandated by statue), and is the predicate of processing by the OLCC.
6. WHAT NEEDS TO BE DONE
The results of this measure do not indicate any action needs to be taken.
7. ABOUT THE DATA
The data supporting this measure are compiled by the OLCC licensing unit and reported on a calendar year basis.

LMPM3

	LMPM #3
	Violations Versus Contact 

Violations (minor in possession) versus contact/FTE inspector/month
	Measure since: 
2005

	Goal
	lEGISLATIVELY mANDATED

	Oregon Context
	This is a lower level measure of output that maycontribute to the higher level desired outcome of Public Safety HYPERLINK "http://" 


	Data source
	OLCC Inspector Workload and Annual Statistical Reports

	Owner
	OLCC Public Safety Services Program – Enforcement Division, Linda Ignowski Director.  503.872.5115
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1. OUR STRATEGY 
The OLCC’s strategy for meeting this goal is to comply with the legislative mandate of reporting this information.

2. ABOUT THE TARGETS
The target for this measure was established as the current (at that time) target level for the Inspector Contact portion of the measure.
3. HOW WE ARE DOING
The OLCC was directed by LFO during the 2005 budget hearing process to insert this measure into the agency’s annual report.  The proposed objective of this measure was to illuminate any relationship between inspector contact and the number of violations recorded for the Minor in Possession (MIP) offense.  The OLCC reluctantly consented, though the agency still believes that this measure fails to adequately demonstrate the any relationship, especially a causal relationship. 
4. HOW WE COMPARE
No direct comparisons can be to this measure.
5. FACTORS AFFECTING RESULTS
The principle factor affecting the failure of this measure to communicate a meaningful result is its implication that most MIP violations are detected during an inspector contact with a licensee, that minors are acquiring alcohol from a licensee, and are in procession of alcohol while on a licensed premise.  This is in fact not the case.  Many MIP violations do not occur during inspector contacts, or even on a licensed premise.  Additionally, many minors do not directly acquire alcohol directly from a licensee, but rather from friends or family members.  This undermines the assertion that there is a causal relationship between Inspector Contact and MIP violations.
6. WHAT NEEDS TO BE DONE
The data does not indicate any action needs to be taken.
7. ABOUT THE DATA
The data supporting this measure is compiled annually by the OLCC’s Public Safety Services Program and reported on a calendar year basis.

LMPM4

	LMPM #4
	Regional Minor Decoy 

Minor decoy regional compliance rate
	Measure since: 
2005

	Goal
	lEGISLATIVELY mANDATED

	Oregon Context
	This is a lower level measure of output that contributes to the higher level desired outcome of Public Safety HYPERLINK "http://" 


	Data source
	OLCC enforcement records, minor decoy database.

	Owner
	OLCC Public Safety Services Program – Enforcement Division, Linda Ignowski Director.  503.872.5115
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1. OUR STRATEGY 
The OLCC’s strategy for meeting this goal is to comply with the Legislative mandate of reporting this information.  This measure is a regional break down of the KPM2, and useful to regional OLCC staff in their management of the control system on a localized level.
2. ABOUT THE TARGETS
Targets are identical to those established in KPM2
3. HOW WE ARE DOING
The OLCC’s performance is mixed regionally.  Two regions in particular, the Eugene region and the Salem region, have significantly missed the statewide target of 73 percent.  Both of these region’s compliance rates dropped from the FY 2005 levels: 72 percent in the Eugene and 71 percent in the Salem region.  When aggregated across the state, however, the overall compliance rate averages to 72 percent, as discussed in KPM2.
4. HOW WE COMPARE
Comparative statistices for minor decoy operations are not available inside Oregon.  The OLCC is either directly envolved in the execution of minor decoy operations in the state, or plays a consultative role to other law enforcement agencies conducting minor decoy operations.  In both cases, the results of these operations are complied for this KPM.  
5. FACTORS AFFECTING RESULTS
The main factor driving these results is the frequency of operations.  An “inspection gap” has formed as the number of licensed businesses has grown with respect to the number of OLCC inspection/enforcement personnel.  This gap results in a general decrease in the number of minor decoy operations conducted by the OLCC with respect to the growing number of licensees in Oregon.  The “perception of detection” is a significant motivator to comply with liquor laws for licensees and their staff.  When the number of operations decreases, a licensee may not perceive the risk of detection as likely and chose to make decisions that do not comply with the public safety laws, such as selling alcoholic beverages to minors.
6. WHAT NEEDS TO BE DONE
The OLCC is pursuing two initiatives to close the “inspection gap” and improve the sales to minors compliance rate.  First, the OLCC has leveraged its experience in conducting minor decoy operations by consulting with and training local law enforcement agencies to effectively conduct their own operations.  The creation of these synergistic partnerships bring together the OLCC’s knowledge base with the personnel resources of other law enforcement agencies so more operations can be conducted around the state.  Second, the OLCC is submitting a request to fund additional inspection staff as part of the 2007-09 Agency Request Budget.  Both initiatives address the OLCC’s immediate and long-term requirements to effectively meet the public safety needs of Oregon.
7. ABOUT THE DATA
This measure is calculated from the compiled results of monthly minor decoy operations in each of the five OLCC inspection regions during the subsequent year.  The measure is calculated by dividing the total number of failed attempts (to purchase alcoholic beverages from a licensee by a minor decoy) by the total number of attempts during the fiscal year.
LMPM5

	LMPM #5
	Inventory Turnover 

OLCC annual inventory turnover rate
	Measure since: 
2005

	Goal
	lEGISLATIVELY mANDATED

	Oregon Context
	This is a lower level measure of output that contributes to the higher level desired outcome of Business Development and Stewardship HYPERLINK "http://" 


	Data source
	OLCC Distilled Spirits Program

	Owner
	OLCC Distilled Spirits Program – Steve Pharo OLCC Executive Director. 503.872.5062
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1. OUR STRATEGY 
The OLCC’s strategy for meeting this goal is to comply with the Legislative mandate of reporting this information.

2. ABOUT THE TARGETS
Turnover is the average number of times the OLCC’s inventory is completely sold and replenished in a 12 month period.  The targets for this measure are based on historical averages.  Industry targets for similar business operations are comparable to those set by the OLCC.  The targets listed are not thresholds, but rather an optimal range the agency aims to operate within.  Turnover rates below or above the target indicate that the agency may not managing its inventory efficiently.  Target increases should be considered, only if the agency is allowed to enhance the Distilled Spirits Program infrastructure to efficiently support and sustain the subsequent increased flows of product volume driven by public demand.
3. HOW WE ARE DOING
The OLCC has been operating at turnover rates exceeding the target range since 2001.  This indicates that the OLCC is operating at above its efficient and sustainable capacity.  To continue to meet public demand the OLCC has incurred higher operation stresses and expenses, such as increased over-time cost, potentially fewer mixed case shipments to retail locations, and warehousing limitations.
4. HOW WE COMPARE
The OLCC turnover target rates are comparable to available turnover rates from similar industries.  However, because the agency has been consistently exceed these targets, the OLCC is generally turning over its inventory at a faster rate then comparable industry statistics.
5. FACTORS AFFECTING RESULTS
The principle factors affecting this measure are the public’s demand for distilled spirits, the product availability of manufacturers and distilleries, the physical capacity of the OLCC’s distribution system, and labor constraints.  
6. WHAT NEEDS TO BE DONE
Evaluation of the agency’s Distilled Spirits Program shows that the system is operating at capacity.  The physical limitations of the OLCC distribution center have been exceeded, requiring temporary off-site storage.  OLCC distribution center personnel regularly work overtime to satisfy public demand, placing a budgetary burden on all other areas of the agency.  It is clear that flexibilities need to be built into the Distilled Spirits Program to allow for a controlled and sustainable management safely making distilled spirits avail able to the public.
7. ABOUT THE DATA
The data supporting this measure is found in the Agency’s consolidated annual financial report, available every July for the previous fiscal year.
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