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Agency Mission 

The Board of Tax Practitioners works to protect consumers by insuring that 

Oregon tax professionals are competent and ethical in their professional activities. 
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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#
	2005-07 Key Performance Measures (KPMs) 
	Page #

	1
	Practitioner Assisted Tax Returns

The number of practitioner assisted tax returns per licensed practitioner (measure of overload, which adversely affects competency and ethics).  Request from the Department of Revenue.
	5

	2
	Continuing Education Hours Submitted
Average number of continuing education hours licensees receive annually (at least 30 hours are required for annual renewel).
	7

	3
	Response Time to Complaints
Average number of hours to make an intial response to a consumer complaint.
	9

	4
	Consumer Complaints

Number of consumer complaints handled satisfactorily per year (count is number of Oregonians affected).
	11

	5 and 6
	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
	13


	Contact:  Ronald A. Bersin
	Phone: (503) 378-4034

	Alternate:  Merry VanAtta
	Phone: (503) 258-5181


1. SCOPE OF REPORT
· Agency programs/services are addressed by key performance measures. 
· Not applicable.
2. THE OREGON CONTEXT 
The Board of Tax Practitioners assures that the preparation of personal income tax returns in Oregon for Oregon citizens are by Licensed Tax Preparers or Licensed Tax Consultants, and takes enforcement action against violations of the Agency’s Oregon Revised Statutes and/or Oregon Administrative Rules.
3. PERFORMANCE SUMMARY
The agency’s performance measures link to the agency’s mission not a direct link to an Oregon benchmark or a high- level outcome.  The agency’s key performance measures are influenced by both the agency and outside sources.  Measure number one the agency has influence over the number of practitioners, but the increasing number of tax returns filed in Oregon, the agency has no influence over.  Measure number two, three and four are all measures that are influenced by the agency and its licensees.  Work performed by the agency can have a direct affect on the outcomes of these measures.  The agency does not rely on other agencies to achieve the targets for these measures.  Whereas only two of the four key performance measures are on target, the other two are close to their targeted goals and moving forward.
	KPM Progress Summary
	Key Performance Measures (KPMs) with Page References
	# of KPMs

	KPMs MAKING PROGRESS
at or trending toward target achievement
	Initial response time to a consumer complaint (page 9)
Number of consumer complaints handled satisfactorily per year (page 11)

Customer service surveys (page 13)
	3

	KPMs NOT MAKING PROGRESS
not at or trending toward target achievement
	Number of continuing education hours received annually by licensees (page 7) 
	1

	KPMs - PROGRESS UNCLEAR
target not yet set 
	Practitioner assisted tax returns per licensed practitioners. (page 5)
	1

	Total Number of Key Performance Measures (KPMs)
	5


4. CHALLENGES  

The agency continues to move toward its challenging key performance measures.  The agency has begun implementation of programs designed to achieve the targets for its key performance measures.  The agency has had success in moving the measures forward.  This movement has been slower than expected, but the movement is forward.  A barrier to success is time.  The programs design to positively affect the key performance measures, unfortunately take time to influence the measures.  The agency is seeing that influence beginning to happen, but it is still early in the process. The hiring of the Compliance Specialist has lowered the initial response time dramatically.  The agency is considering changing this measure from initial response to satisfactory completion time of a complaint.  This issue will be brought forward at the agency’s next budget cycle.  This timely response however, has resulted in numerous successes in stopping illegal tax preparation activity and lessens the damage to the consumer.  This has resulted in preventing Oregonians from being defrauded, including examples or prevention of identity theft. The agency has seen success in moving towards its targeted goal of increasing the number of continuing education hours completed each year by its licensees.  This measure will continue to be monitored for its desired outcome of lowering the number of errors on personal income tax returns prepared by our licensees.  

The future challenges for the agency will be to continue to move the measure forward toward its targeted goals.  This will require not only the current programs in place to contribute to movement towards the key performance measures but new programs including programs that include not only the licensees of the agency, but the public. Moving forward toward the targeted goals also will include a continued commitment from board members, staff and the licensees.  The continued commitment will only take place if the challenge of informing board members, staff and most importantly licensees, the importance of the measures and importance of their involvement.  This will also require the agency to focus using its limited resources towards achieving the agency’s performance measures.  Another challenge is meeting key performance measure number one.  This measure requires the number of licensees to increase to meet the needs of Oregon’s increasing population.  The programs in place to meet this measure require time to be successful. It will take time to train and license tax professionals. The agency is seeing a slight increase in the number of licensees.  Unfortunately the population of Oregon continues to increase at a higher rate.  This increases the number of tax returns filed in Oregon.  The agency will implement some additional programs to attempt to increase the number of licensees to meet the increased demands for their services by Oregonians.  Another future challenge for the agency is informing the public of Oregon’s licensing laws and the benefits to Oregonians.  The agency is has implemented an affordable, grassroots public awareness campaign to inform Oregonians of the benefits of using a tax professional. The agency is just beginning to see benefits from this program. The challenge was to devise and implement a program within the limited resources of the agency.  The agency has also expanded its website to inform Oregonians of our licensing laws and the benefits these laws afford them.  The agency continues to list individuals and businesses that the agency has taken civil action against.  This information can be used by Oregonians to avoid using the services of these individuals and businesses. The agency has implemented a customer satisfaction measure as required this biennium.  The data is still too new and the agency has received not enough responses to derive any conclusions from the data.  The agency will be reviewing this measure on a regular basis and hopes to report next year clear data and conclusions.  The agency however continues to looks for ways to serve its customers in a more effective and efficient manner.  
5. RESOURCES USED AND EFFICIENCY
The Board of Tax Practitioners budget for the fiscal year ending June 30, 2006, was $926,038

	Contact:  Ronald A. Bersin
	Phone: (503) 378-4034

	Alternate:  Merry VanAtta
	Phone: (503) 258-5181


	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: Staff, board members were involved in the development of the agency’s performance measures.  
· Elected Officials: Both the development and implementation of the measures was accomplished in public session during board meetings.  
· Stakeholders: The board has also published the performance measures and its progress in its semi-annual newsletter, encouraging public comment.
· Citizens: Performance measures are available for citizens.

	2 MANAGING FOR RESULTS
How are performance measures used for management of the agency? What changes have been made in the past year?
	The performance measures all relate to the Board’s mission.  The agency is managed to the Board’s mission.  Decisions made by management and the Board all relate to the Board’s mission. Management uses performance measures when allocating resources.  The agency’s budget is developed using performance measures.

	3 STAFF TRAINING

What training has staff had in the past year on the practical value and use of performance measures?
	In-house training provided for the development of performance measures.  Staff is also been trained in-house to report progress on the performance measures during board meetings.  Staff continues to be involved in the development of the agency’s measures.  Staff participates in the Progress Board’s trainings when offered.

	4 COMMUNICATING RESULTS

How does the agency communicate performance results to each of the following audiences and for what purpose?
	· Staff: Results are reported during staff meetings, regular public board meetings.
· Elected Officials: Results are reported at Legislative Committee meetings. 
· Stakeholders: Licensees are notified of performance measure results and reports. 
· Citizens: Notification through public board meetings and the Agency’s website. 
Currently the agency is reporting its progress on its performance measure through its semi-annual newsletter.  The agency reports its performance measures on its website (Oregon.Gov/OTPB).  The agency also uses it serve list to email performance measure results to its stakeholders.  The purpose is to inform the public and its licensees of the measures and the agency’s progress in meeting the measurements.


	KPM #1
	PRACTITIONER ASSISTED TAX RETURNS.
The number of practitioner assisted tax returns per licensed practitioner (measure of overload, which adversely affects competency and ethics)  Request from the Department of Revenue.
	Measure since: 1996

	Goal
	Board’s Mission 

	Oregon Context
	HLO #1 - Number of practitioner assisted tax returns per licensed practitioners.

	Data source
	The Board’s number of licensees versus the amount of returns filed with the Department of Revenue.

	Owner
	Ronald A. Bersin, 503-378-4034
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1. OUR STRATEGY 
Less returns prepared by each practitioner enables the practitioner the opportunity to produce less errors on each return. 
2. ABOUT THE TARGETS
The data reveals that the agency has risen again slightly in 2005.  This has shown the agency that attention must be given to this measure to stop the increase.  The agency’s attention to this measure is working, but at a slower rate than targeted. The agency is implementing a mentorship program to increase the number of practitioners. 

3. HOW WE ARE DOING
The population of the State has increased therefore increasing the number of tax returns filed each year.  Currently the agency has been unable to meet this increased need.

4. HOW WE COMPARE
The agency has instituted a mentorship program that should increase the number of licensees.  The program includes help to the LTPs to move to the higher level LTC.  In the past, LTPs were left on their own to make this promotion.  The agency has also enlisted the help of the industry associations in this mentorship program.  The agency has added a program of working with the industry to match the agency’s examinations with the materials being taught by the industry.  When the two do not match, the agency informs the industry they need to instruct in this area.  The agency believes this will increase the passage rate of its examinations. 
5. FACTORS AFFECTING RESULTS
The agency is using its website to help potential tax consultants communicate.  We are currently designing a bulletin board for tax consultants to communicate with each other.  This communication will also include contacts for potential tax consultants to meet with to mentor them to become tax consultants.
6. WHAT NEEDS TO BE DONE
The agency will continue to monitor this measurement.  The agency is devising a program to talk with high school age people to promote a career in tax preparation.   

7. ABOUT THE DATA
The agency database is used to compile the number of licensees, which is compared to the number of tax returns filed with the Department of Revenue.  The data is analyzed, and a statistical report is created annually for comparison. 
	KPM #2
	CONTINUING EDUCATION HOURS SUBMITTED 
Average number of continuing education hours licensees receive annually (at least 30 hours are required for annual renewel).
	Measure since: e.g. 2001

	Goal
	Board’s Mission

	Oregon Context
	HLO #1 - The average number of continuing education hours received annually by licensees.

 HYPERLINK "http://" 


	Data source
	The Agency’s database.

	Owner
	Ronald A. Bersin, 503-378-4034
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8. OUR STRATEGY 

The more continuing education hours our licensees receive, the more competent they are in their practice of preparing personal income tax returns

9. ABOUT THE TARGETS
The data reveals that the agency is behind on its performance target.

10. HOW WE ARE DOING
The agency action is taking place to correct this problem.  Agency requires 30 hours to renew the licenses.  The agency and management are implementing a program to encourage licensees to voluntarily obtain more continuing education.
The data does reveal the agency has stalled in making progress on this goal.  The average hours continue did not increase this past year.

11. HOW WE COMPARE
The agency is working with the industry associations to ensure effective continuing education at reasonable costs to the licensees.  The agency has also used the newsletter to inform licensees to submit all continuing education performed in the previous year when renewing their licenses.  Industry practice has been just to submit the required 30 hours and no more.  
12. FACTORS AFFECTING RESULTS
The agency is working hard to inform the licensees to submit all continuing education.  The agency has also implemented a program of informing licensees of approved continuing education through the agency’s website.  The agency is continuing to expand its website on approved continuing education. The agency will begin working with the professional associations to inform them of the importance of continuing education and the need to increase the number of hours completed each year. 

13. WHAT NEEDS TO BE DONE
The agency needs to insure low cost effective continuing education as well as changing the industry standard of only submitting the required 30 hours.  The agency needs to continue the use of its website to inform licensees of the availability and affordability of approved continuing education.  The agency will work with the professional associations to inform them of the importance of continuing education and their role in this measure.
14. ABOUT THE DATA
The data is compiled from the agency database, then calculated annually to create a comparison report.
	KPM 
#3
	
RESPONSE TIME TO COMPLAINTS 
Average number of hours to make an intial response to a consumer complaint.
	Measure since: e.g. 2000

	Goal
	Board’s Mission

	Oregon Context
	HLO #2 - The initial response time to a consumer complaint.
 HYPERLINK "http://" 


	Data source
	The Agency’s complaint log database.

	Owner
	Ronald A. Bersin, 503-378-4034
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15. OUR STRATEGY 

The faster the initial response time the better opportunity the 
agency has to protect the consumer.
16. ABOUT THE TARGETS
This is a performance measure the agency did not have a few years back.  The data shows a significant decrease in response time. This was due to re-staffing the compliance position in late 2003.  Response time in 2004 was better than expected.  The agency and compliance specialist have focused on improving response times.  

17. HOW WE ARE DOING
Currently response time is so immediate that in the future this measure may become a non-issue.
18. HOW WE COMPARE
The response time did not decrease in 2002 because of staffing.  The agency realized a significant decrease in time with the new compliance specialist’s skills increasing.

19. FACTORS AFFECTING RESULTS
The agency hired a full time compliance specialist in late 2003.  Since the hiring, the agency predicted a significant decrease in initial response time.  The agency is initializing an aggressive campaign informing the public and our licensees of the fast response time to complaints.  This will increase the number of complaints, which could increase the initial response time.  The time will however stay within the targeted time.  The actual response time this past fiscal year has improved to even faster than the agency’s target time.
20. WHAT NEEDS TO BE DONE
A continued significant effort by agency to respond to consumer complaints.  The agency realizes this activity goes to the heart of its mission, to protect the consumer.  The agency may consider changing this measure from initial response time to completed investigation time.  The initial response time is getting so short the agency is not sure if this is the best measurement.  Next budget period we may modify this measure.
21. ABOUT THE DATA
The data is obtained monthly from the complaint log database to calculate consumer response time.  The data is compiles and analyzed on an annual comparison report.
	KPM
 #4
	CONSUMER COMPLAINTS
Number of consumer complaints handled satisfactorily per year (count is number of Oregonians affected).
	Measure since: e.g. 
2000

	Goal
	Board’s Mission

	Oregon Context
	HLO #2 - The number of consumer complaints handled satisfactorily per year. HYPERLINK "http://" 


	Data source
	The Agency’s activity log files.

	Owner
	Ronald A. Bersin, 503-378-4034
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22. OUR STRATEGY 

It is really too early to tell with only four years of data.  This 
goal needs to be reviewed annually.

23. ABOUT THE TARGETS
According to the data we are meeting our goal.  With only four years of data, the agency will need to continue to review this goal.

24. HOW WE ARE DOING
The agency’s public awareness campaign continues to increase the number of Oregonians affected by the agency.  The public awareness campaign educates Oregonians to the licensing program and the benefits it affords them.

The agency has set an even more aggressive target for 2006 and subsequent years.  This will insure the agency will continue to work in this area and not be satisfied with meeting this goal.  The agency continues to affect Oregonians at a higher rate than first predicted.

25. HOW WE COMPARE
The agency is increasing its public awareness campaign.  The agency is using community associations, ethnic associations and organizations, and the news media to inform Oregonians of the agency’s programs in the benefits afforded to them.  The agency is also working with licensees to educate their customers on the licensing program and the benefits it affords them.  This is a grassroots effort to inform Oregonians of the benefits of using an ethical, competent professional to preparer their personal income taxes.  
26. FACTORS AFFECTING RESULTS
The increased work of the compliance specialist has increased the number of Oregonians affected by the agency’s programs.  The number of people affected has risen above the agency’s previous projections.  2006 is showing a significant increase in the target numbers to give the agency a more reasonable goal.  

27. WHAT NEEDS TO BE DONE
The agency needs to continue to monitor this measurement.  The agency needs to continue to finds ways of informing Oregonians of the benefit of the licensing program and how this program can benefit them personally.  The agency’s website will be used to inform Oregonians of the work being done by the agency.  We will use the front page of the website for these public messages.
The agency will continue to challenge itself in this area.  The more Oregonians affected positively by the agency the more the agency is meeting its mission.
28. ABOUT THE DATA
The data is obtained from the Agency’s complaint activity log files.  The data is complied and a statistical analysis and comparison is done annually.

	KPMs 
#5 and #6 
	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
	Board’s Mission

	Oregon Context
	HLO #3 - Customer Satisfaction HYPERLINK "http://" 


	Data source
	The Board’s received completed customer service surveys.

	Owner
	Ronald A. Bersin, 503-378-4034
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29. OUR STRATEGY 

This is a new measure for the agency.  The measure will have to 
be reviewed annually.

30. ABOUT THE TARGETS

Currently the data is revealing the agency is behind its target 
for customer satisfaction.  The target was created with no 
data history, instead was a goal the agency set.

31. HOW WE ARE DOING
Initial data received does show a majority of respondents believe the agency is providing good or excellent customer service.

32. HOW WE COMPARE
The agency continues to look for ways to deliver its products to its licensees and Oregonians better.  An example is the agency created a serve list that enables the agency to email all of its licensees with current needed information.

The agency continues to expand its website to serve Oregonians.  The agency posts information that is needed by Oregonians concerning the use of tax professionals.  The website also posts information on any agency civil actions against tax professionals.  This information can be used by Oregonians to avoid the use of these individuals and businesses.

The agency tracks it timeliness in responding to complaints from Oregonians on problems with their tax professionals.  This equates directly to customer satisfaction.  Consumers have informed the agency of their appreciation for the timely response they received.
33. FACTORS AFFECTING RESULTS
The agency is researching the ability to renew its licenses on-line, eliminating the need for mail or checks.  This service will expedite the renewal process; at the same time make it more convenient for the licensees. 

34. WHAT NEEDS TO BE DONE
What needs to be done in response to this data?

35. ABOUT OUR CUSTOMER SERVICE SURVEY
The agency initialized the Customer Service Survey in July 2006. The agency sent the survey to all licensees (approx 4,000) and as a follow up to consumers (approx 100) who have contacted and used agency services.  Currently the agency is utilizing the survey for all programs administered.  The current response rate is less than one percent.  The Agency has received little data as of this report and predicts an increase in the number of responses as well as an increase in the percentage rate for the services provided in future annual reports. 
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