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Agency Mission 

Our mission is to protect and benefit public health and safety; and promote quality in the psychology profession.
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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.

	2005-07 KPM#
	Legislatively Approved 2005-07 Key Performance Measures (KPMs) 
	Change from 2005-07
	Page #

	1
	 RESIDENCY SUPERVISION  – Percent of supervisors and residents who rate supervision process as “good” or “excellent” as effective preparation for competent and ethical professionals
	No
	2

	2
	EXAMINATION – Percent of examiners and examinees who rate the board-administered exam as “good” or “excellent” as an effective screen for competent and ethical professionals 
	Yes, wording 
	2

	3
	CONTINUING EDUCATION– Percent of continuing education reports that meet requirements at first review 
	No
	2

	4
	COMPLAINT INVESTIGATIONS – Percent of uncontested case consumer complaint investigations completed within six months
	No
	3

	5
	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
	New, per 2005 budget note
	3

	
	
 
	No
	4


	Contact:  Debra Orman, Executive Director
	Phone: (503) 378-4154

	Alternate:
	Phone:


1. SCOPE OF REPORT

AGENCY PROGRAMS

The Oregon Board of Psychologist Examiners (OBPE) was created for the purpose of examining and licensing all persons in Oregon who engage in the practice of psychology.  The Board is also charged with safeguarding the people of the State of Oregon from the dangers of unqualified and improper practice of psychology.  The Board is composed of seven licensed psychologists and two public members appointed by the Governor and confirmed by the Senate for two year terms.

The Board’s primary program functions are Licensing and Examination, Enforcement and Administration.  As of September 1, 2006, there were 1285 Licensees, 160 Applicants and 81 Resident-Supervision Contracts.  There are 3.0 FTE who carry out the day-to-day activities of the agency including: 1.0 FTE Investigator, 1.0 Program Specialist and 1.0 Administrator.  In addition, the Board recruits and utilizes numerous volunteers to assist with exam writing and exam administration.

Agency operations are supported solely from license application, renewal, and exam fees.  Plus revenues generated from fines imposed for late renewals, civil penalties assessed and copies of public records.

2. THE OREGON CONTEXT 

The Oregon Board of Psychologist Examiners has no primary links to the Oregon Benchmarks; however, Board activities support the following benchmarks as secondary links.  

The Oregon Board of Psychologist Examiners ensures Oregonians receive professional and ethical psychological services.  Both licensing and consumer complaint investigations serve this arena.  The Board and staff continually strive to improve the quality of the consumer compliant process, acknowledging the obvious tension between the quality required to ensure due process rights for both parties to a complaint, and the sole focus on the speed and numbers of complaints processed in a given year as a measure of ‘success’.   In addition, the Board and staff strive to improve the quality of the profession by revising exams formats, strengthening ‘character and fitness’ screening and continued revision and improvements of administrative rules while recognizing the tension with our partners and others in the field that these changes may appear unnecessary and burdensome bureaucratic impediments to licensure.    

3. PERFORMANCE SUMMARY

	KPM Progress Summary
	Key Performance Measures (KPMs) with Page References
	# of KPMs

	KPMs MAKING PROGRESS
at or trending toward target achievement
	Residency Supervision (page 5), Continuing Education (page 7)
	2

	KPMs NOT MAKING PROGRESS
not at or trending toward target achievement
	Examination (page 6), Complaint Investigations (page 8)
	2

	KPMs - PROGRESS UNCLEAR
target not yet set 
	Customer Service (page 9)
	1

	Total Number of Key Performance Measures (KPMs)
	5


4. CHALLENGES  

The reporting period for this report is Calendar Year, 2005.  Even where the Board has met or exceeded its performance measure goals we strive to continue to improve the quality of services.   Due to leadership from the prior Administrator and a strong Board of Directors, the agency is on firm footing and prepared to implement some significant Initiatives. With a new administrator (as of September 1, 2006) at the helm to carry-out the Board driven initiatives:  1) Written Exam Development and Improvements; 2) Character and Fitness Screening expansion (including criminal background checks); 3) Providing no cost Outreach and Training for Residents and Supervisors; 4) Website Improvements; and 5) Consumer Education and Outreach.   

Significant turnover in the Administrator position over the past ten years is chief among the Board’s challenges, and reduced efficiency.  It is common knowledge among Administrators that it takes two years (and at least one Legislative/Budget Session) to be proficient in the position.  Moreover, the Board continues to be challenged by the balancing act of staff resources and the consumer’s need for protection from unlicensed practitioners, as well as licensed practitioners conducting business in an unethical and/or illegal manner.  The Board struggles to keep up with the backlogged and current caseload of complaints while knowing there is a need for more effective consumer outreach.  Planned efficiencies with the Board’s website and Consumer Protection Committee structure will improve the timeliness of complaint processing.

Success of these planned initiatives by the Board is expected to result in continuing positive trends on the Boards performance measures.

5.    RESOURCES USED AND EFFICIENCY

The Oregon Board of Psychologist Examiners 2005-2007 Legislatively Adopted Revenue Budget was $781, 875 and the legislatively Adopted Expense Budget was $701,432.  As a result of efficient organizational planning, the Oregon Board of Psychologist Examiners has not proposed any fee increase since 2000.  The Board has been able to carry out its mission to protect and benefit public health and safety; and promote quality in the psychology profession within the parameters set by the Legislature.

	Contact: Debra Orman, Executive Director
	Phone: (503) 478-4154 x-21

	Alternate:
	Phone:


	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: Involved in the development of the agency’s performance measures by contributing ideas, specific language and options for tracking the performance measurements
· Elected Officials: n/a

· Stakeholders: Involved through their representation on the agency’s Board.
· Citizens:  Involved through their representation on the agency’s Board.

	2 MANAGING FOR RESULTS

How are performance measures used for management of the agency? What changes have been made in the past year?
	The agency reviews performance measure data and evaluate its procedures and reviews performance measure data as part of its budgetary processes and updates at Board meetings.  In response, the agency’s databases have been revised to improve efficiency and effectiveness of agency services to licensees, applicants and consumers of psychological services.  

	3 STAFF TRAINING

What training has staff had in the past year on the practical value and use of performance measures?
	Performance measures reflect the staff’s day-to-day work, and weekly staff meetings reinforce the performance goals and desire for continual service improvements.  All staff was involved in the development of performance measures and therefore has a vested interest in the goals contained therein.

	4 COMMUNICATING RESULTS

How does the agency communicate performance results to each of the following audiences and for what purpose?
	· Staff: Staff is aware of the performance results as they are discussed as part of the weekly staff meetings and are reflected in the staff’s day-to-day work.

· Elected Officials: This report, and subsequent updates, will be posted on the agency’s website at www.obpe.state.or.us
· Stakeholders: This report, and subsequent updates, will be posted on the agency’s website at www.obpe.state.or.us.   Citizens: This report, and subsequent updates, will be posted on the agency’s website at www.obpe.state.or.us


	KPM #1
	
RESIDENCY SUPERVISION 
Percent of supervisors and residents who rate supervision process as “good” or “excellent” as effective preparation for competent and ethical professionals
	Measure since: 2003

	Goal
	Public Protection - Assure Oregonians receive professional and ethical psychological services

	Oregon Context
	This goal has no primary link to the Oregon Benchmarks, but is linked to the agency mission.  HYPERLINK "http://" 


	Data source
	Manual review of written surveys completed by Supervisors and Residents.  

	Owner
	Oregon Board of Psychologist Examiners, Debra Orman, Executive Director (503) 478-4154 x-21
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1. OUR STRATEGY 

Our #1goal of Public Protection includes ensuring that the Residency Supervision process and education adequately prepares Licensees for practice independently.  Our strategy is to review, approve and monitor Residency-Supervision contracts. 
2. ABOUT THE TARGETS
The established target has been exceeded.   

3. HOW WE ARE DOING
We are exceeding our target.  While our target was 80%, 86% of Supervisors and residents rated their experience as “good” or “excellent”.

4.    HOW WE COMPARE
There are no outside comparisons of similar jurisdictions to use. 

5.    FACTORS AFFECTING RESULTS
There are no specific factors affecting the results.

6.     WHAT NEEDS TO BE DONE
Nothing needs to be done at this time.  However, in an effort to further improve this process we are offering Supervisor Resident Contract training in November 2006.

7.     ABOUT THE DATA
The data cycle is the calendar year 2005.  The Board is surveying all Residents and Supervisors annually for specific measures of satisfaction as well as subjective comments for improving the process and experience.  The data is used to improve the Boards understanding of the experience and address areas in need of improvement.

	KPM #2
	
EXAMINATION 
Percent of examiners and examinees who rate oral exam “good” or “excellent” as an effective screen for competent and ethical professionals
	Measure since: 2002

	Goal
	Public Protection - Assure Oregonians receive professional and ethical psychological services

	Oregon Context
	This goal has no primary link to the Oregon Benchmarks, but is linked to the agency mission.  HYPERLINK "http://" 


	Data source
	Manual review of written Exit Surveys completed by Examiners and Examinees after each exam in April and October.

	Owner
	Oregon Board of Psychologist Examiners, Debra Orman, Executive Director (503) 478-4154 x-21
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1. OUR STRATEGY 

Our #1goal of Public Protection includes continual review and improvements to our oral examination.  A six-member volunteer Item Writing Committee (now working together for two years).  

2. ABOUT THE TARGETS
The Board will continue to improve the Oral Exam, and expects high satisfaction with the new Written Exam.

3.  HOW WE ARE DOING
 Over time satisfaction with the ‘Oral Exam’ has diminished. Consequently, the Board is moving to a ‘Written Exam’.  We have secured funding, and in 2006 will contract for services over hauling the entire exam process.

4. HOW WE COMPARE
Oregon is in step with National trends in changing from an oral to a written exam. 

5. FACTORS AFFECTING RESULTS
Oral Exams are not viewed as relevant screens for competence.  The view is that they are not objective and the oral exam process is needlessly stressful on the candidates, affecting candidate performance.

6. WHAT NEEDS TO BE DONE
Improvements will continue to be made until targets goals are met and exceeded.

7. ABOUT THE DATA
The reporting cycle is a calendar year.  Currently, the Board surveys examinees as they leave the exam.  Their response on the survey is likely colored by their predicted success or failure with the exam.

	KPM #3
	
CONTINUING EDUCATION 
Percent of continuing education reports that meet requirements at first review
	Measure since: 2003

	Goal
	Public Protection - Assure Oregonians receive professional and ethical psychological services

	Oregon Context
	This goal has no primary link to the Oregon Benchmarks, but is linked to the agency mission.  HYPERLINK "http://" 


	Data source
	Manual review of annual continuing education reports submitted by Licensees.

	Owner
	Oregon Board of Psychologist Examiners, Debra Orman, Executive Director (503) 478-4154 x-21
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1.    OUR STRATEGY 

Our #1goal of Public Protection includes ensuring that Licensees receive adequate continuing education.  Our strategy is to audit each and every required continuing education report submitted by licensees annually.  

2.   ABOUT THE TARGETS
A target of 98% for complete paperwork on first review seems reasonable.

3.    HOW WE ARE DOING
The Board is exceeding its goal of 98% on first review.

4. HOW WE COMPARE
There are no outside comparisons of similar jurisdictions to use. 
5. FACTORS AFFECTING RESULTS
While the Board expects 100% compliance with the continuing education requirement, the paperwork is quite lengthy and occasionally a document is incomplete and/or missing on first review.  Most errors are inconsequential.

6. WHAT NEEDS TO BE DONE
Continue to have experienced staff available to respond to continuing education requirements inquiries.

7. ABOUT THE DATA
The reporting cycle is a calendar year.  Every continuing education report and supporting documentation is audited for completion and compliance.  

	KPM #4
	
COMPLAINT INVESTIGATIONS 
Percent of uncontested case consumer complaints investigations completed within six months
	Measure since: 2000

	Goal
	Public Protection - Assure Oregonians receive professional and ethical psychological services

	Oregon Context
	This goal has no primary link to the Oregon Benchmarks, but is linked to the agency mission.  HYPERLINK "http://" 


	Data source
	Database Query and manual review of investigative files

	Owner
	Oregon Board of Psychologist Examiners, Debra Orman, Executive Director (503) 478-4154 x-21
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1. OUR STRATEGY 

Our #1goal of Public Protection includes timely complaint investigations.     

2. ABOUT THE TARGETS
Our goal is to complete investigations of uncontested cases within six months.  Clearly, in 2003 our target was unreasonable.  As efficiencies are developed and the back –log of complaints is resolved our actual are expected to improve

3.    HOW WE ARE DOING

The Board is pleased with the progress made by the new full-time investigator.  The Investigator struggles to clear up the backlog of complaints while addressing new complaints received daily.  We expect to do better and better as we received approval for a full-time investigator in 2005.  

4.    HOW WE COMPARE

There are no outside comparisons of similar jurisdictions to use. 
5.    FACTORS AFFECTING RESULTS

While the Board strives to complete complaint investigations in a timely manner there are many factors outside our control that affect our ability to resolve cases.  

5. WHAT NEEDS TO BE DONE
The investigator spends time responding to public inquiries about public complaint records.  We are looking at re-tooling our website to enable public inquiries to made via a search of the public record database.  The Board is also considering Executive Session meetings via conference in between regularly scheduled Board meetings to get through case review faster.  The Board is also developing new consumer friendly materials to be sent out to complainants and licensees who are the subjects of complaints, to reduce the number of public record requests to the investigator.

7.    ABOUT THE DATA
The reporting cycle is a calendar year.  The data is accurate and is derived from the computerized database and the complaints investigation files.

	KPM 
# 5 
	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: 2003

	Goal
	CUSTOMER SERVICE - Provide excellent customer service.

	Oregon Context
	This goal has no primary link to the Oregon Benchmarks, but is linked to the agency mission.  HYPERLINK "http://" 


	Data source
	Written surveys distributed in agency newsletter and returned via postage paid envelopes.  

	Owner
	Oregon Board of Psychologist Examiners, Debra Orman, Executive Director (503) 478-4154 x-21
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1. OUR STRATEGY 

In compliance with the Oregon Legislature’s directive, the Board has developed a Customer Service Survey.  Excellent customer service is imperative to carrying out the mission of the Board.

2. ABOUT THE TARGETS
The Legislature did not set any targets for the Board. 

3. HOW WE ARE DOING
The Board is reporting calendar year 2005 data and the survey has not been issued.

4. HOW WE COMPARE
There are no outside comparisons of similar jurisdictions to use.
5. FACTORS AFFECTING RESULTS
No data is available for Calendar Year, 2005.

6. WHAT NEEDS TO BE DONE
Targets need to be recommended to the legislature and approved.

7. ABOUT OUR CUSTOMER SERVICE SURVEY
Please provide the following specific information: a) survey name – Oregon Board of Psychologist Examiners Customer Service Survey; b) surveyor - Oregon Board of Psychologist Examiners; c) November 1, 2006-December 31, 2006; d) population - Licensees, Complainants, Newsletter database; e) sampling frame - November 1, 2006-December 31, 2006 f) sampling procedure – US mail with return address envelope; g) sample characteristics - none h) weighting – none.  

Customer Service Survey to be conducted and tabulated Calendar Year, 2006.
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