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20072008 20072008 Approved Key Performance Measures (KPMs)
KPM #
1 REGULATORY CONDITIONT Percent of regulated entities operating at desirable levels of acceptability or soundness.
2 WAGE RECOVERY FOR INJURED WORKERSDiIfference in percentage wage recoveryviarkers who use retusio-work programs
versus workers who do not.
3 INSURANCE CONSUMER RELIEFR Percent of confirmed complaints resolved with relief for the consumer.
4 WORKERSGS6 COMPENSATI ONumbBeDof dalna &&inst employers without workers' compensation coverage per 1,000
accepted disabling claims.
5 CUSTOMER SERVICE Per cent of customers rating their satisfaction with th
customer service, timeliness, accuracy, helpfulness, expertise, and availability of information.
6 UPHELD WORKER SSATIOMDEEZEIONSI Percent of Workers' Compensation Board decisions affirmed on appeal to the
Judiciary.
; ON-TIME WORK 1 Percent of timelines for key department activities that are met.
8 E-TRANSACTIONS FOR CUSTOMERSE Percent of customer transactiamnpleted electronically.
9 CONSULTATIONS WITH SAFETYCOMMITTEEST Percent of Orego®@SHA employer consultations where the consultant works actively
with employee safety committees.
10 PERMITS FOR MINOR CONSTRUCTION WORK Number of building permits thatan be used by contractors in multiple jurisdictions for
minor construction work.
11 REEMPLOYMENT FOR INJURED WORKERE Difference in percentage of eligible workers who return to work using rétumork
programs from those who do not use rettowork programs.
15 STREAMLINED BUILDING CODESi Number of Oregospecific building codes modifications made to the national model codes.
3 OCCUPATIONAL INJURY AND ILLNESS INCIDENCE RATES Number of occupational injury and illness cases per 104ifo# workers.
1
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20072008 20072008 Approved Key PerformanceMeasures (KPMSs)
KPM #
14 TIMELY WORKER BENEFITSi Percent of injured workers who receive timely benefits from insurers.
15 ACCURATE WORKER BENEFITS Percent of injured workers who receive accurate benefits from insurers.
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DNTV¥ ProposedChanges toKey Performance Measures (KPM's) for Biennium 2002011
elete

NEW

Title: WORKERS' COMPENSATION INSURER PERFORMANCHPercentage of workers' compensation insurers
meeting standards for benefit delivery and reporting.

Rationale:  Original Measure: Regulatory ConditiePercentage of entities operatinglasirable levels of acceptability or
soundness.

This measure was created to show the degree to which regulated entities are meeting standards for compliance with DCB
and regulations. Ensuring that regulated entities meet these standards supB&tgdxCof protecting Oregon's workers and
consumers. Currently, this measure combines data from the Workers' Compensation Division on workers' compensation i
and from the Division of Finance and Corporate Securities on banks, trusts, credif onudgage lenders, pawnbrokers, and
consumer finance companies. While the performance of these entities can be seen as proxies for consumer protection ou|
there are enough differences in the desired outcomes, as well as in how the entities opeasgaegulated, to make
interpreting the results of a combined measure difficult. Therefore, we recommend deleting the existing measure and repld
with two performance measuresne focusing on the DFCS component and one on the WCD componerghdtid increase
the clarity and accuracy of the measures.
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New
Delete

NEW

Proposed Changes to Key Performance Measures (KPM's) for Biennium 202911

Title: PERFORMANCE OF FINANCIAL SERVICE ENTITIESPercentage of financial services entities rated
satisfactory or higher.

Rationale: Original Measure: Regulatory Conditieercentage of entities operating at desirable levels of acceptability or
soundness.

This measure was created to show the degree to which regulated entities are meeting standards for compliance with BECBS
regulations. Ensuring that regulated entities meet these standards supports DCBS' goal of protecting Oregon's workers ar
consuners. Currently, this measure combines data from the Workers' Compensation Division on workers' compensation in
and from the Division of Finance and Corporate Securities on banks, trusts, credit unions, mortgage lenders, pawnbrokers
consumer finace companies. While the performance of these entities can be seen as proxies for consumer protection outd
there are enough differences in the desired outcomes, as well as in how the entities operate and are regulated, to n
[interpreting the resultsf a combined measure difficult. Therefore, we recommend deleting the existing measure and replac
with two performance measuresne focusing on the DFCS component and one on the WCD component. This should increas
clarity and accuracy of theeasures.
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New
Delete

DELETE [Title: STREAMLINED BUILDING CODESi Number of Oregospecific building codes modifications made to the
national model codes.

Proposed Changes to Key Performnce Measures (KPM's) for Biennium 2002011

Rationale: This measure was developed in 2002 to reduce the number of modifications to the national building code iofsu
BCD6s regulatory streamlining efforts. Various boartddo
soiftey believe the national code doesndét meet Or eeamnplé s
many modi fications are due to the Americans wi tshictddihana b
required by the national code, in some areas. However, BCD believed that a subset of modificationsetmuildabed in an
|effort to streamline regulations and make building in Oregon more uniform, consistent, and predictablgodistiadre to reduce
t he number of modifications by 5 percent du refforisgtheseaycals ware
met from 20042006.

However, recent policy changes, s ucnhuildrsg, ed@rgedfficiendysndpr ogr
sustainability, require additional modi fications deecau

BCD must balance its efforts toward continued regulatory streamlining and elimination of unnecessary modification®edlio it
further modify the national code to support Or egonlify.s a

Efforts to reduce statepecific modifications to the national code may stand in the way of modifications necessary to ensurg

Oregon buildings codes promote green building, energy efficiency and sustainability standards. Therefore we beleasutieis
no | onger produces meaningf ul results and we recommend
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New
Delete

DELETE [Title: CONSULTATIONS WITH SAFETYCOMMITTEEST Percent of Orego@SHA employer consultations where
the consultant works actively with employee safety committees.

Proposed Changes to Key Performance Measures (KPM's) for Biennium 202811

Rationale: In 2002, this meage was added to reflect OreggnfS HAGs success | n -suffickeacyinng e

workplace safety and health by educatmgployers on the value of employee safety committees. In general, the percent of
consultations where the O@mgOSHA consultant works directly with the safety committee has improved since the measure
first reported.

However, since the enactment of 2B22 in 2007, many small employers now have alternative options for promoting safety in

workplace, such as safety meetings. HB 2222 will likely reduce the value of this measure because many small employers
[be required to have formal safetynomittees.

Also, through evaluating performance data we have learned that this measure may lead to inefficient use of our stedfltase a
that of our customers. There are many folgwcontacts with employers where requiring involvement wittsétiety committee
adds no vale. The actual percent of Oreg@$HA consultations where it is beneficial to be in direct contact with safety
committees is significantly less than 100 percent, more likely around 80 percent. Meeting our future targetscehB8&@ad
require irefficient involvement of Orego®SHA consultants with safety committees.

\We propose to delete this measure as we believe it no longer pertains to the same group of employers, and reflecena req
that may result in inefficienhteractions betwen safety committees and Oredd8HA.

DELETE [ritle: REGULATORY CONDITIONI Percent of regulated entities operating at desirable levels otaaitigpor
soundness.

Rationale: This measure was created to show the degree to which regulated entities are meeting standards for compliance wif
DCBS laws and regulations. Ensuring that regulated entities meet these standards supports DCBS' goal of protecting Oregon'
workers and consumers. Currently, this measure combinet
compensation insure and from the Division of Finance and Corporate Securities on banks, trusts, credit unions, mortgage leny
pawnbrokers, and consumer finance companies. While the performance of these entities can be seen aspnsxissefor
protection outcomes, ¢hne are enough differences in the desired outcomes, as well as in how the entities oparateguidted,
to make interpreting the results of a combined measure difficult. Therefore, we recommend deleting theneastiregand
replacing it with twgperformance measuresne focusing on the DFCS component and one on the ¥é@{ponent. This should
increase the clarity and accuracy of the measures.
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CONSUMER & BUSINESS SERVICES, DEPARTMENT of I. EXECUTIVE SUMMARY

Agency Mission: To protect anderve Oregon's consumers and workers while supporting a positive business climate in the state.

Contact. Greg Malkasian, Deputy Director Contact Phone:  503.947.7872

Alternate: Lisa Morawski, Public Information Director Alternate Phone:  503.947-7897

Performance Summary

‘Fellow

[] Green d6.7%
F] Red 20.0%
B Yellow 33.3%

Total:  100.0°%

Graen

1. SCOPE OF REPORT

At the Department of Consumer and Business Services (DCBS), we protect consumers and workers from fraud, unfair tcbatjmenit) Hreareas

we regul ate. But we also realize the i mportance of uatioosfosternipositive st r

business climate. We have three fundamental goals to advance our mission: 1) Protect conswokkeraima Oregon 2) Regulate imenner that
supports a positive business climate and 3) Be accountable to the public we serve, with excellent service to our customers.

As Oregonb6s | argest Dbusi ness elavgstolpmtecoconsumerg @ad woykers andsBpport duksineissnin tiseftareas
workersdé6 compensation; occupational safety and he aéstahd,minbriiywomenc i a |
and emerging small businessont r acti ng. DCBS staff members are committed to cal

our mission and goals in a manner that serves the needs of both the public and the businesses and professionals we regulate.

Not e, AGreeno indicates that actuwal uz2Q08 Yreéd foaviomamae ciags ewl & thiaa f & %a fwfatl & RPPtSBe d
indicates that actual 2008 performance is greater than 15% from targeted performance

12/22/2008 Page 8 of 62



With the help of our DCBS staff, stakeholders, and interested citizens, we have developed 15 key performance meageratithately@dopted
by the Legislature. These measures help us gauge our progress in key areas toward meeting our missisraamnti@s help udevelop
strategies for improvement. We have many internal measures of performance, but we have identified these 15 measueEsiasdiegause they
represent significant activities we perform to accomplish our goals. The measures reflect the activities and opetativisgoasatithin DCBS. This
report is prepared primarily for agency managers, legislataisnserested citizesyio summarize our current performancetioese 15 key measures,
identify challenges and barriers we face, and discuss strategies to help us overcome these barriers and achieve our goals.

2. THE OREGON CONTEXT

DCBS6 wor k has a maj oatityandgpaiityof life m @regoin Ehroegh its diveense diwisions, DCBS protects and®earvesg o n 0 s
consumers and workers while supporting a positive business climate.

Many of DCBS6 performance measures and O6osutncacdmeosn adl irgam kwiitnh tree gcc
example, improved workplace safety through Oregon OSHA progranesisured in KPM #1B8 not only protects workers, but has been a key
contributor to keeping wor ker s sceotnsp etnhsea tw oornk ei rnsséu rcaonntpee nrsaatt @98 nd ofi
there have been many decreases and no increases in thearatmprecedented record. In 2008, Oregon employers saw an averpgec@ri
decrease in the rate. This significgridwers the cost of doing business in Oregon and helps retain and attract businesses. At the dhme time,
department has been able to improve benefits for injured workers usingteetuinr k pr ograms provided through
Division. Injured workers who use these programs return to work faster (KPM #11) and at a higher wage (KPM #2) than injured watkerstwho
use returrio-work programs. The Building Codes Division has worked to streamline processes for contractors throutthgudjegs theinor

label (KPM #10) and-permitting programs that make it easier for businesses to acquire necessary documents. The Building Codéstbévisain

in the nation to develop a statewidpearmitting system, which will allow contractto do permitting and other building departmeumdiness 24 hours

a day, seven days a week. All divisions have been aggressive in moving their licensing and other functions online (KRAke*&)faster and easier

for businesses to work with us.

Consumer protection is another highvel outcome to which DCBS contributes. The Division of Finance and Corporate Securities and the
Insurance Division regulate financial and insurance companies to make sure they are financially sound (KPM #1) araheffanosiuitts to
consumers. The I nsurance Divisionb6bs Consumer Advocacy cdipaniesKkRVd v o
#3). In 2007, the division helped consumers recover nearly $1.8 million in benefits from themrdesanapanies. The divisions also protectsumers

from fraud and abuse through education and enforcement.

The department frequently collaborates with other state agencies and government entities when we believe it will esgmaiceatkeorovide to
Oregonians. The Building Codes Division partners with local governments in the delivery of services to Oregonians. The WGrkerap e ns at i
Division works with other agencies, such as RevenamsuantedandEvariyl oy m
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that businesses have workersod compensation insurance, rwbompgehsationo n t
Division and Building Codes Division participate with other agencies in enforcement sweeps at construction sites, wagch deteerent for
contractors violating |icensing and wo r \eepartsigatectirosmgees mBafbntland) and at theu r ¢
coast. These collaborative efforts with other state agencies and government entities allow us to be more effectientim$eflicig our customers.

3. PERFORMANCE SUMMARY

We are performingatorenar t he 2008 targets for many of our measures. The
outcomes for workers, consumers, and businesses in Oregon. For the 4th consecutive year, the Insurance Division loae staiget- gt within

a desired range for the percentage of confirmed complaints resolved with relief for the consumer, ensuring insurance companies treaitlees cu
fairly. The percent of our customer sd tw3percerdage poidsirom 20@/ redteedstoer @00& |
target, indicating our continued improvement in making it faster and easier for our customers to do business with DEBEpldbe injury rate (as
measured by the Occupational Injury and Illlness R&BM #13) has declined for the 8th consecutive year aneéxeeded its target, reflecting our
continued effort to promote workplace safety.Di Vh cau @hioésik prggramdiayg b ¢
getting inpured workers back to work faster and workers who use the programs are receiving highand&gefits than workers who do not use the
programs (KPMs #2 and #11). The percentage of eligible workers enrolling in-tetwork programs has also risen silast year, indicating that

more injured workers are benefiting from these wage and employment increases. Further, dAWCD&s conti nued educat:i
percentage of injured workers receiving accurate benefit payments (KPM #L53dva@o 93.3 percent, the highest level on record.

We have also identified some areas for improvement. Our percentage of work compiatesl (6PM #7) remains below target at 86 percent. Many
divisions within DCBS experienced key vacancies in posti@fated to the timeliness of their activities, which contributed to a slight decrease in
timeliness from 2007. We will focus on hiring and training new employees to ensure that vacancies do not impact owf dieliglrgervices to
customers. We alswill continue to streamline processes and apply best practices that we observe in various areas of the déjsartmerdales of
minor label permits (KPM #10) fell below target levels, largely due to an overall decrease in construction actistg\aimg) afthe economy.
However, these minor labels permits make it easier and more efficient for contractors to do business in Oregon andepsttrigrsevels of
satisfaction with these permits. BCD will continue to aggressively market theselatiabpermits to provide better servicectmtractors despite
slowed construction activity. We are adjusting our targets for sales of minor label permits to reflect changes in the economy

4, CHALLENGES

Many of DCBS6 key perf oythestneogeh omveaness of thes ecanong. Fer éxaneple,tthe bcenit slowingpimstinection
industry may be affecting the number of minor permits sold (KPM #10). The strength of the economy also impacts perfaimance of
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businesses we regulate (KPM #1), such as Orepartered banks and mortgage lenders. To protect consumers by improving the performance of
mortgage lenders, DCBS has proposed a policy option package in it2@DD®udget request that adds staff to its Mortgage Lending ProGinem.
additional employees would allow us to do more examinations of mortgage lenders to ensure they are felllawiragthto take approprisgeforcement
actions when violations occur.

Continuing to reduce the worker injury and illness rate in Oregon remains a challenge. Workplace injury and illnessrategldecesased 50 percent
between 1988 and 2007, butther reductions will be difficult, in part because the number of Oregon OSHA staff has declined sanandg#iat
period, while the number of covered employers and employees has increased substantially. To ensure we can continue/¢okiphpcevesdty,
DCBS is proposing a policy option package in its 28091 budget request to add enforcement and training staff to CD&JaA.

5. RESOURCES AND EFFICIENCY

DCBS6 operat i ng -2009 bienmum isf$200,168,202 2 00 7

Three of DCB 3¢ m&asuyes rpeasure efficianay.

o KPM #7, Ontime Work, measures timeliness in department activities such as closing complaints, completing applications, respondir
inquiries, and issuing orders. This measure, which reflects our efficiency in prowadigedo our customers, is below the target of 95 percent,
but many otthe timeliness standards we impose are stricter than statutory requirements.

o KPM #8, ETransactions for Customers, measures the percent of customer transactions completed elecEl@uiratic transactions save
time for DCBS and its customers and stakeholders, making it more efficient for them to do business with us. DCBS has sugrgesed its
since it started tracking this measure.

o KPM #10, Permits for Minor Construction Wotkacks the number of permits DCBS sells that can be used by contractors in multiple
jurisdictionsfor small projects. This streamlines the permit process for contractors and DCBS. Growth in the number of permitsoseddi has sl
because of thdownturn inthe construction industry.
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CONSUMER & BUSINESS SERVICES, DEPARTMENT of

II. KEY MEASURE ANALYSIS

KPM #1

REGULATORY CONDITIONT Percent of regulated entitieperating at desirable levels of acceptability or soundness. 2000

Goal

DCBS Goal #1: Protect consumers and workers in Oregon.

Oregon Context

Oregon Benchmark #9: Oregonb6s national rank in the cost

Data Source

DFCS data systems, WQOlaims Information System, and WCD Field Audit Unit Quarterly Claims Processing Performance
Audit data.

Owner

Sally Coen, Manager, Field Audit U@6G8t , Wor kersé Compens

Shelley Greiner, Budget and Legislative Coordindbavjsion of Finance and Corporate Securities, (503) 8434

Percent of Entities in Compliant
Bar is actual, line is target

- "J/l\.’.——I—l

20.00

G0.00

4000 P2501 b1 ol b mnl R3a0) lB4.7o] B540] ko 16l ke snl Ba a0

L R R Sy Ty L B

0.on
000 2001 ZDOZ 2003 2004 2005 200G 2007  ZDDS 2009

Data is represented by perce

1. OUR STRATEGY

Achieve efficient, effective regulation through ribksed and fecause examinations fi nanci al entities and quar

12/22/2008
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CONSUMER & BUSINESS SERVICES, DEPARTMENT of II. KEY MEASURE ANALYSIS

compensation insurers. Riblased exams of financial entities target companies and operations within a company where there is a high risk for
noncompliance, such as new business, operations most affected by the economy, or areas that may harm cendepatmért also conducts
Afoauseodo exams of financial entities when it has r &udaebusinesd. Oatrategy mj
is to maximize the number of regulated entities that perform abeeatesired levels in several regulatory areas to achieve incprasections for
workers and consumers.

2. ABOUT THE TARGETS

This measure is a composite of the performance of mortgage lenders, banks and trusts, credit unions, consumer finaescambpaparbrokers
regul ated by the Division of Finance and Corporate hBWarukernts®s (
Compensation Division (WCD). It shows the per orimstrasgpedited ime Quarteriy t i e
Claims Processing Audit that operate at or above desirable levels of performance or soundness, defined in accordeveetneijuliaiory criteria.

Because of the effect of the economy on this measure and ourdingigkbased and fecause examinations of financial entities, a 100 percent
compliance target is not feasible. Targeting steady improvement in the 80 percent range is a more realistic expecsatibishee aggressive
targets of 87.5 percent for 20@nd 88 percent for 2009.

For 2010, we have proposed that this measure be split into two separate nieaseanegeasure focusing only on financial services and the other
focusing only on workersd compens atbheseanas pkithes forconsumer pretestiorf ootcomes nthere are
enough differences in the desired outcomes, as well as in how the entities operate and are regulated, to make irdegmetngftewombined
measure difficult.

3. HOW WE ARE DOING

For 2008 we found that 82.2 percent of regulated entities were operating at or above desirable levels of acceptability or sduickl fedtsbelow

our targeted value of 87.5 percent. Many financial entities have been negatively impacted by the stateraithe leading to a decreasehe
percent of financi al entities operating at accept géabraboleesirable s . H
levels has increased by 2 percentage points since 2007 as insurersimprt hei r per f or mance t ostamdaréstfor tvM€D 6 s
first benefit delivery and acceptance/denial decisions.

4. HOW WE COMPARE
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CONSUMER & BUSINESS SERVICES, DEPARTMENT of Il KEY MEASURE ANALYSIS

Limited comparison data is available. Nationally, 79 percent of credit unions examined by the National Credit Union Atniglé€UA) were rated
ifsatisfactory or bettero as of June 30, 2008,e whoiulned 1t000 bpeetrificeenntti
an identical rating system, indicating the strengt lofthelhank®in thegSam 6
Francisco FDIC region hadt eébre,ecn whaitleed 84ds. & spad ri csef matc t cof DRCHrbaddaebmagivbna |
a rating of fAsatisfactory or bettero using t he s aumeerofbarksissgnifisaptly t
greater thanhte number of trusts we may compare banks / trusts in Oregon to banks in the San Francisc@/ifegion)e Or egonds r at
slightly below those from the San Franci sco r e obtleenjyrsdi@ions.Jhosrdécieasd ¢
in the percent of banks operating at or above satisfactory levels relative to the San Francisco region is likely duetothenei ¢ s | owd o w
heavy investment in real estate loans. In 2009, we will continue to closaiyomihe performance of our banks and trusts as well as those in other
jurisdictions.

For workerso6é compensation insurers, no direct ¢ ompiamnotdsneinthe sameer c
similar enough m@aner.

5. FACTORS AFFECTING RESULTS

Results for regulated financial entities can depend on variables such as the state of the economy and changes inléme ipdifstmance dfanks,
for example, has suffered because of the downturn in the real estate market. In mortgage lending, DFCS has seen mberasicgmplaints about
lenders. As a result, it added staff so it could conduct morbaséd and fecause exams in thandustry. This initially pushedown the compliance
rate but should ultimately lead to higHevel compliance by those entities, resulting in increased protections for consumers.

The department 6s approach t o r ebgcausespawnloroker examsimatioasfare eooducdted oreadse basithe.
data may not reflect the performance of all pawnbrokers. Further, examinations of financial entities target operati@nsomiibamy wherthere is
a high risk for noncompliance, which can impact results. Focusing on areas of greater risk is a more effective usesbsmsangrovides greater
protection to Oregonians. The department expectbaskd examination will result in gteacompliance in the future as finan@altities adjust their
performance to be in compliance with laws and regulations.

I n 2006, the Workers6 Compensation Division incr eaybétrstbenefitgaymersr f o
and acceptance/denial decisions 90 percent of the time instead of the former standard of 80 percent. This changhettddwmompliance levels;
however, companies are now performing at higher levels. The division also exmgstedtanforcement to improve insucempliance by putting

more focus on poorer performers. For example, in 2007 the department levied a $5 million penalty for a number of
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CONSUMER & BUSINESS SERVICES, DEPARTMENT of II. KEY MEASURE ANALYSIS

compliance violations against one of the | argest gthedepartmenthtieew o r k
working with the insurergroupaidas seen significant i mprovement in its overall

6. WHAT NEEDS TO BE DONE

The department will continue to focus on ris&sed and fecause exams and audits in order to identify common problems and provide edacation
specific entities or industry segments.

In an effort to provide better protections for consumers obtaining mortgage loans, DFCS has submitted a Policy OptidorRattkigeal mortgage
lending staff. With the additional staff, DFCS will be able éve&lop and maintain a mefezquent examination cycle to identify problems in a timely
manner and protect borrowers. We expect this to lead to increased compliance and performance of mortgage lending companies.

Or e g o n 6 schaBebed Isahka aee perfoed well in recent years, outpacing their national counterparts in profitability and asset qualitigh But
heavy concentrations of real estate construction and development loans, the Oregon banks have also begun to feetf the effeetseconomic
environment. To respond to the changing conditi on heDivisibnoeFRnanoe@sd b
Corporate Securities has received approval from the September 2008 Legislative Emergerfoy Baaadiditional permaneisitions to increase the
frequency and scope of bank examinations.

WCD will c¢closely monitor data to determine the eff @eopensationsystant. WEa
will continue to assist insurers by facilitating performance improvement through ongoing monitoringiiadaddgulatory oversighgducation, and
consultation services to the industry. Additionally, WCD is considering a significant change to its audit processnbhtdeilisinga more riskbased
approach. We believe a more riblased approach will timately lead to greater protection for injured workers becamserperforming
insurers will be targeted. This more focused approach will also use audit resources more efficiently.

7. ABOUT THE DATA

Data is reported for the Oregon fiscal year (Julydine30). Financial data is derived from examination results of banks, credit unions, mtetgheys,
consumer finance companies, and pawnbrokers based on an established rating system within each program and is reporizatafon tfz!

wo r k e r s gation insorpre&comes from the claims information database and includes results of the Quarterly Claims ProcessingeRarétirmanc
In the QCPP audit, insurers are issued a penalty if they fail to meet any of the following standards: at least 80fpstrpayiments to injured workers
are made in a timely manner, at | east 90 per ce nmadednfa tiraetyenanpdr,and ate /
least 80 percent of first claim reports by insurers are filed in dytimanner. Data is seteported by insurers and
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verified for accuracy by WCD. Results for the two entity types are combined into the overall regulatory condition usimgehefrfulttime
employees allocated to each division/program as weights. Please contact DCBS for more detailed informatieguwattny conditonaor k er s 0
compensation insurers, banks and trusts, credit unions, mortgage lenders, pawnbrokers, and consumer finance compeligStdyports final

values to 1 decimal place. The automated annual report system shows @ €easttld decimal place, which is a placeholdemfaisures that may
require a second decimal place.
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CONSUMER & BUSINESS SERVICES, DEPARTMENT ofll. KEY MEASURE ANALYSIS

CONSUMER & BUSINESS SERVICES, DEPARTMENT of II. KEY MEASURE ANALYSIS

KPM #2 1999
WAGE RECOVERY FOR INJURED WORKERSDifference in percentage wage recovery for workers who use
returnto-work programs versus workers who do not.

Goal DCBS Goal #1: Protect consumers and workers in Oregon.

Oregon Context |Or egon Benchmar k #9: Oregondés national rank 1 n the cost
Data Source Information Management Division, Research and Analysis Section using Employment Depanth@ftD data files.

Owner Del mi Hernandez, Manager, Reemployment Assi-§Mance Unit,

Percentage point difference in wage recovery between injul
workers who used return to work programs and those who ¢

Baris actual, line is target

e—

19| (14|14

% I s G I o Y o G 5

o
2000 2001 2003 2003 2004 X005 2006 2007 2008 2009 X010 2011

Data is represented by perce

1. OUR STRATEGY

Restore injured workers to a sslifficient status and lower costs for employers by increasing the use ofteetuonk programs. The programs
provide incentives to employers for gettwgrkers back to work quickly.
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CONSUMER & BUSINESS SERVICES, DEPARTMENT of Il. KEY MEASURE ANALYSIS

2. ABOUT THE TARGETS

This measure comprises data from three retiosimork programs: the Vocational Assistance Program, the Preferred Worker Program, and the
EmployeratInjury Program. The measure compares wage differences in the 13th quarter after the date of injury between injured wosers wh
using these benefit programs and similar workers who did not use the programs. To set targets, we consklgreetwuato-work activities,
legislative changes, and program activities during the years of injury. We have adjusted our targets downward to 18 percemtaghe next two
years to reflect the growth in the use of the Emplagdnjury Program( pl ease see the AAbout inforenatidreon the s
wage recovery for each retutao-work program). This program had 3,200 participants in 2008, compared to 248Hretered Worker Program
and 67 in the Vocational Assistana®@am. The Employeat-Injury Program helps workers return to their-pijeiry employer more quickly than the
other two programs. Workers who are only eligible for the Emplaykijury Program typically are less severdigabled and have experiencessle
significant wage loss than those who are eligible for the other +etuvark programs, so their wage increastyjscally smaller.

3. HOW WE ARE DOING

Data consistently shows that injured workers who use rédenrork programs maintain wages at a higrate than workers who do not use these
programs. In 2008, workers who used retiervork programs had wages 11 percentage points higher than those who did not. This figure is consis
with past years, with the exception of 2006, when there was tremegdowth in the Preferred Worker Program. As mentioned e#nkemajority of

the workers who use retuta-work programs use the Employatinjury Program, so that program has the most influence aovtrall figure (please
see t he A A bectionfor mdreedetaledtinfoianation on the wage recovery for each-tetwork program).

4. HOW WE COMPARE
Or e g o n 6te-work@rognams are nationally recognized and unique to Oregon. Many other jurisdictions have sought to introduce these pro
i n their jurisdictions due to the successes intoOtegbnghlAi gbho8 ¢

returntowor Kk programs as one of four key |l essons other st at eedashioaed |
some potentially powerful program elements aimed at stimulating early returnk@meblongterm recovery of wages forinjuredor k er s . 0

5. FACTORS AFFECTING RESULTS

Changes in the Oregon economy or in business practices may affect this measure by reducing or increasing opportoiesifa@ygoAlsaffecting
results are changeslews, rules, or WCD initiatives during the various times employees and employers trigger the use of these programs.

12/22/2008 Page 18 of 62



CONSUMER & BUSINESS SERVICES, DEPARTMENT of II. KEY MEASURE ANALYSIS

For example, the Workersdéd Compensation Di vi satlmuny Plograsn tosehablenaore workers d
and their employers to participate. TEmployerat-Injury Program helps workers return to their-prgiry employer more quickly than the other two
programs, which benefits both the injured worker and the employer. Therefore, the growth in the use of this prograeresl esiggidicantsuccess.
However, since the wage difference between workers who use the Enmiitiyjery Program and those who do not is lowean in the other

programs, it has influenced movement toward the target.

6. WHAT NEEDS TO BE DONE

WCD will continue to provide education and outreach that promotes use of theteturk programs and dispute resolution services for
vocational assistance matters. In addition, WCD will continue to encourage use of these programs by injured wadtemsdigased

partnerships with vocational providers. WCD also will continue to focus on simplifying rules and streamlining procelkges/infdeemployment
assistance in order to promote more use of the rétarork programs.

7. ABOUT THE DATA

To see the effects of retutaowo r k programs, it i s necessary to track 1 nj urwageswor
of workers who were injured during the calendar year 2004. The data represents wages in the 13theguajdey for workers using vocational
assistance, Preferred Worker, or Emplegeinjury program benefits compared to injured workers who did not use tetwaork programs or who

did not complete their vocational assistance training. Wages of eagh aye adjusted for inflation and for those workertonger in the workforce

(due to retirement, moving out of state, etc). We compare theinjprg wages with their wages 13 quarters after infaorrected for inflation), which
would be between Ajrl, 2007 and March 31, 2008. Note, data from 2006 and 2007 was audited foaliditg in September, 2008. In the

i nternal audit, the data and results wer e v e2006éand 2007 resdteoiii AW datatoat e
within 5 percent of published values.

Percentage point differences in wage recovery for injured workers using each WCHorgtark program are as follows (Noteesults arshown
as: EAIP / Preferred Worker / Vocational Assistance /réllje

*200(-6/221/261/12
*2001-5/15/19/11
*2002-8/18/28/ 14
*200:-9/20/27 1/ 14
*2004-8/14/33/ 14
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*2005-5/291/19/12

*200¢€-9/33/26/ 16
*2007-6/201/41 /12
*200¢-4 /27130711
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KPM #3

INSURANCE CONSUMER RELIEF Percenbf confirmed complaints resolved with relief for the consumer. 2001

Goal DCBS Goal #1: Protect consumers and workers in Oregon.

Oregon Context | DCBS Mission: To protect and serve Oregon's consumers and workers while supporting a positive businessthinstdce.

Data Source Insurance consumer complaint data stored in the Complaints subsystem of the INSLIC data system.

Owner

Ron Fredrickson, Manager, Consumer Advocacy Unit, Insurance Division, (503297

1. OUR STRATEGY

Percent of ComplaintiResolved w/ Relief for Consum

a0.00
20.00
F0.00
i0.00
50.00
40.00
30.00
20.00
10.00

Bar is actual, line is target

g | G e

0
2001 2002 2003 2004 2005 2006 2007 2002 2000 2010 2011

Data is represented by perce

Ensure consumers receive the benefits they are entitled to under the terms of their insurance contract and applicauledeatsgyon their

behalf.
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2. ABOUT THE TARGETS

The Insurance Division uses the target to encourage prompt and effective advocacy for consumers. The 70 percent rirekaetflbetsnotvery
person filing a confirmed complaint has a basis for an ultimate resolution in his or her favor.faisirgdargets for the next two years to reflect
past performance and a refinement of the way the division defines a confirmed complaint.

3. HOW WE ARE DOING

The Consumer Advocacy Unit has met its target each year since 2003. We consider the normalthes geefasure to be 70 percent to 80
percent. At 79.8 percent in 2008, the unit is performing toward the top of the normal range for this measure.

4. HOW WE COMPARE

We do not know of any comparable data. While other states collect data, they use diffedamtistior defining confirmed complaints, so it is
difficult to compare.

5. FACTORS AFFECTING RESULTS

The Consumer Advocacy Unitbdés improved processes have rtresltingmd us
increased service and protection for Oregonians. For example, the unit allows consumers to file complaints online ayes ¢neas@ ofmail and
electronic responses. In addition, the training and experience of the current advocacy team pogitiveyasults. We have an experierstedf and
manage workloads to allow for sound analysis and fellpwThe Advocacy Unit has received more exposure through outreach &®asesult,
complaints are often submitted to the Advocacy Unit earlidrarptocess, increasing the ease of resolution. Externally, cham@gies and
procedures by insurers can affect the number of complaints and the results. For example, an insurer might add a meahresusnerfeto appeal
decisions, which would deease the number of complaints the Insurance Division receives because more cases setildd between the
consumer and the insurer. An insurerodés willingness to settle a

6. WHAT NEEDS TO BE DONE

We neel to continue to deliver quality results to consumers by anticipating and addressing trends in the industry, such agrtierelpipbenefits
and suitability of insurance products. We also must continuously improve our processes; we are pursuing atiitronic processes to eliminate
paperwork and further streamline the complaint process.
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7. ABOUT THE DATA

Data is collected quarterly and reported for the Oregon fiscal year (Julyrie 30). The Consumer Advocacy Unit handles about £Q®@laints
per year for all lines of insurance. To calculate this measure, the department divideslike of confirmed complaints resolved with relief for the
customer by the total number of confirmed complaints. A confirmed complaint is a complaint that the Insurance Divisi@weasre determined
that the consumer's position has merit with resfethe terms and conditions of their insurance policy or Oregon law. NGBS reports final
values to 1 decimal place. The automated annual report system shows a 0 as the second decimal place, which is aqmiaceasloes that may
require a seaad decimal place.
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KPM #4 1999
WORKERSGO COMPENSATI ODNumiOoVdaim#aagdinst employers without workers' compensation
coverage per 1,000 accepted disabling claims.

Goal DCBS Goal #1: Protect consumers and workers in Oregon.
Oregon Context  (DCBS Mission: To protect argkrve Oregon's consumers and workers while supporting a positive business climate in the stat

Data Source Counts maintained in the Workersdé Compensation Division
Owner . .
Reg Gregory, Manager, Employer Compliane@5Unit, Workers
Edith Roster, Claims Unit Supervi s&l9, Workersdé Compensa

Claims Against Employers w/o WC Covere
Earis actual, line is target

.','.
X
'
E

]
b i) 2600
200 280

R
s
=

2000 2001 007 2003 2004 2005 2006 2007 2008 2000 2010 2011
Data isrepresented by numb

1. OUR STRATEGY

Ensure employers in Oregon have workersd compensati oegporinggandr anc e
partnering with other agencies.
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2. ABOUT THE TARGETS

To ensure continued workersdé compensation coverage, WCDO9IY08X or d
Oregon employers. This measure is a proxy for 1 dentnsurapce cogeragehieh n
hel ps the department measure its regulatory effect i wers Ehdasgetoefecte m

our efforts to maximize empl oyer caoovapde requimecentsand tah bewtluenkeg bys G o 0 6 BIp e |
and other external factors. A lower number is desired for this measure because it indicates fewer employers arewapdratimgut wor Kk
compensation insurance.

3. HOW WE ARE DOING

With the exception of an unusually low number in 2006, this rate has stayed relatively steady for a long period ofeyaseadiiomy and totalimber

of employers operating in Oregon have grown, indicating our effectiveness in achieving compliahcewio v e r a g e linzestgates WGB3 6 S
and complaints, as well as tracks policy cancellations to ensure all subject employers maintain the required insuempéyéadoes not obtain
compliance voluntarily, WCD initiates enforcement aatio

4. HOW WE COMPARE

We do not have comparable data from other jurisdictions.

5. FACTORS AFFECTING RESULTS

Small changes in the number of noncomplying employer claims could significantly alter the results since the number diyimoneoployer claimss
so low. Data is reported as the number of accepted disabling injured worker claims filed where the employer did not provisledampansation
coverage per 1,000 total accepted disabling injured worker claims. From22080 this represents less than 0.5&cpat of allclaims. Changes in
WCD investigation processes or insurance coverage costs may also affect results.

6. WHAT NEEDS TO BE DONE
To reduce the number of Oregon employers without wor k erceménefforts mp e r

and partnering with other agencies. For example, many employers are currently using temporary staffing, siaylardegements, outsourcing to
maintain profitability in the current economy. In 2008, WCD provided workshops to staffing providers to help them ensure that

12/22/2008 Page 25 of 62



CONSUMER & BUSINESS SERVICES, DEPARTMENT of II. KEY MEASURE ANALYSIS

workerso compensation coverage 1 s provided and t h aticesthatalso oomphath e
Oregon wor k er lavis. Thesaedueationa efforts will continue.

WCD also has partnerships with the Employment Department, Department of Revenue, Construction and Landscape Contract®usdaoaird
Labor and Industries, as well as local government entities to pravigeleo y er s wi t h wor ker sé compensthati on

empl oyers have workerso6 compensation coverage. The diBuildisgiCodes p a
Division, in enforcement sweeps at ctoastion sites in Bend, Portland, and at the coast. The sweeps serve as a deterrent for coioletoigrs
|l icensing and workersd compensation insurance | aws.

Further, effective July 1, 2009, the method by which insurers report proof of coverage to WCD will change. This chdloge quiitkerverification
of workersd compensation coverage for empl doresposdmaraguickly @mobiems o erroré n
in the reporting by insurers.

7. ABOUT THE DATA

Data for this key performance measure is collected monthly and reported for the Oregon fiscal yead(dulge 3 0) . Thi s intesdedh
torepesent the relative number of employers operating i n nOmbergfon
accepted disabling claims filed where the empl oy e r disddlimgclaims.Thepr ov
number, 3.5, indicates that only 3.5 out of ever yardfrofetfloydedinjuBel atp €
businesses that do not have wor keBSsdports fmahypakies $0d tecimah plathe automaded aneualc o \
report system shows a 0 as the second decimal place, which is a placeholder for measures that may require a septabdecimal
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KPM #5 2007
CUSTOMER SERVICE Per cent of customers rating their satisfa
Rexcel |l ent 0: seovicegtimalindss, acaurmdy,helpfuiness, expertise, and availability of information.

Goal DCBS Goal #3: Be accountable to the public we serve, with excellent service to our customers.

Oregon Context | DCBS Mission: To protect and serve Oregamossumers and workers while supporting a positive business climate in the state.

Data Source Customer service survey results are maintained in the DCBS Internet Survey Tool and various spreadsheets at the division

Owner Greg Malkasian, DCBS DepuBirector, (503) 9477872

Percent of DCBS Customers Rating Service 'Good' or 'Exce

o i o 7 N
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‘nn "N
- % ? A A0 i
o0 g% é% g% é% gkk e
7
» A A A
Al A 9 91 917
BT @y AuglEbllfy ot Expe: rtire He i lhess Owerall Tmellness

1. OUR STRATEGY

Provide excellent service in every customer interaction by making customer service a strategic initiative and invegtitrgimrsy.

2. ABOUT THE TARGETS

DCBS set very aggressive targets of 90 percent for all categories because excellent customer service is a high priority.
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3. HOW WE ARE DOING

The departmentdos overall rating of 91.6 percent in 2M@abyofaumd 01
customers are entities we regulate, audit, or inspect. Our timeliness rating has improved 2 percentage points sincer®@ wéhah 1percentage
point of our target. Our helpfulness and expertise ratings remain on target, which reflects our foocusdno mer ser vi ce. Cust

overall service, accuracy, and availability of information have decreased slightly since 2007 and are currently betxeargévill focus on these
areas during 2009 to ensure we continue to providdlerteustomer service to our customers.

4. HOW WE COMPARE

Comparable data from other states is not available at this time. DCBS compares favorably with other state regulataring?f@dicitne Oregon
Health Licensing Agency reported that 81 percentsofuistomers rated the agency's overall service as "Excellent” or "Good." Similarly, in 2006 (tr
most current data available), the Department of Environmental Quality reported that 87 percent of its customers raaedinat'degverall service

as "Excdlent" or "Good."

5. FACTORS AFFECTING RESULTS

Many of the customers we survey are entities that we regulate, which can affect our results. However, even though e ladeey aglationship
with many of our customers, we have continued to performwellbn s measur e. The departmentds f ocus:c
create a culture that values excellent customer service.

6. WHAT NEEDS TO BE DONE
In 2009, we will continue our focus on serving our customers. To improve our already high levels of service, we willtodrdiniemployees in

customer serviceall new DCBS employees attend a customer service workshop that helps them develdpdkeaatt skills needed to providar
customers with excellent service.

7. ABOUT THE DATA
DCBS uses an assortment of surveys to coll ect t hi sgalstiomersancBlactn o

data indeperghtly and then reporting it as part of this overall measure. Surveys ask customers to rate DCBS' performance as "Gwroel|&fEair," or
"Poor" in 6 key areas: Timeliness, Accuracy, Helpfulness, Expertise, Availability of Information, and Ovetiatt.Ser 2008,
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seven of the agency6s -dnitsyprogideddata forsha mMeasire,\basedan sureeys ofttheiecustomesrsu Rartaiyiatomgs
were Oregon OSHA (surveys to 2 customer gr ou pnpgnsatidnDigisiofsarnegseo2( s
customer groups), Building Codes Division (surveys to 6 customer groups), Oregon Medical Insurance Pool (surveys todreup)p®enior Health
Insurance Benefits Assistance Program (surveys to 1 customer groughe &dsion of Finance and Corporate Securigsveys to 4 customer
groups). The SHIBA and OMIP surveys are new in 2008; the remaining surveys were also conducted in 2007 with the ettoeBioldioly Codes
Division survey, which is conducted @ven years. Data from each division is combined to give an agadey al ue wusi ng etime h d
empl oyees as a weight to reflect the divi si cened Dataddr iadividualeiviteiy e |
available on request. Survey data is collected annually or quarterly and is reported for the Oregon fiscal yéaiudeal$d). Note, the Os shown for
2006 are placeholders added by the automated annual report system and do not represesulstuidiis measure was first reported in 2007.

Note: The 2007 customer satisfaction results have been updated since we submitted the 2007 annual report. In the @3ue@yrtvas
inadvertently omitted due to a database change. Further, sinBeiitdeng Codes Division only conducts surveys in even years, its results from
2006 are now included in 2007, representing its service levels for both years. Adding these results ensures the dsenalgessistent froyear

to year since they are@w based on the same customer groups. Additionally, we have changed our weighting methodology tcamsistesey and
more accurately represent our customer base. Or i gi nsahbweye, becawsedachs
division conducts a different number of surveys and receives a different number of responses, we found that this metthzehdidgfully represent
the level of effort within each program area and could fluctuate significantly from year to year. Thus, we have updgigtithg methodology to use
each divi si ontilhesemplayeeb as weights asfdasdribed abvese modifications resulted iielatively minor overall changes; the
results shown in the 2007 report were as follows: Ovie@dl.2%, Timeliness 90.7%, Accuracy 93.8%,Expertisel 93.9%, Helpfulnesé 94.8%, and
Availability of Informationi 93.8%.
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KPM #6 2000
UPHELD WORKERSG®6 COMPENS A Pdrcéniof \Ddekérs' SdmPaxsation Board decisions affirmed

on appeal to the Judiciary.

Goal DCBS Goal #1: Protect consumers and workers in Oregon.

OregonContext |Or egon Benchmark #9: Oregonds national rank in the cost
Data Source Data captured from Court of Appeals slip opinions and entered into an Access database maintained by Research andfAnaly
Owner Abbie HermanChai r, Wor kerso6 Comp-83&ation Board, (503) 378

Percent of WCB Decisions Affirmed on Appe

Bar is actual, line is target
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(I ——a—a—

20.00

G0.00

Wiz 30 39.1[!”6'9[ o 21l e 10 g ooz 2d 353055 ad

4000 feoa s e L

.00 fo—Ho=Ho=H-= == —-=—

o.on
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1. OUR STRATEGY

Achieve consistent and |l egally sound deci sions by lighohcdntratlibhgi ng an
statutes, applicable administrative rules, and case precedent.
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The Workerso Compensation Board, consisting of fi ve nmelpndndmpartiala pp
resolution of disputes arising under the workers' compensation law. For example, the board may revied aninjure Kk e r 6 § naspupreea |6 so f

their claim. A board decision may be appealed to the Court of Appeals if one of the parties believes the decisiorasamatter of law. Our goal is
to achieve substantial justice by providing fair amgartial decisions that are legally sound.

2. ABOUT THE TARGETS
WCB consistently performed at or near established target levels for court affirmation rates freB®@008s a result, we have continued to rése

target even though a single court revecsal dramatically impact the affirmation rate. We will continue to monitor the measurement, partiakiagy
into account the potential effects of court decisions concerning significant issues that may impact a number of cases.

3. HOW WE ARE DOING
WCB has onsistently met its targets. We expect some fluctuations in the numbers because of the small number of cases. In2088htbesyersals

out of a total of 49 cases. So although the 2008 value of 93.9 percent fell slightly below the targetomsidsr it a strong performanaed within our
desired performance range.

4. HOW WE COMPARE
There is limited data available because every jurisdiction has slightly different systems for resolving disputes irrits lorke o mpens at i

5. FACTORS AFFECTING RESULTS

The court reviews WCB decisions for errors of | aw atafindingsaddet e r mi
conclusions. Because the number of cases is limited (49 cases in 2008, and 59 cases ohifg@¥n},decision in only a few cases can hasgaificant
i mpact on the affirmation rate. I n addition, one motereases.al on a

6. WHAT NEEDS TO BE DONE
Board members, with the sump of their board review staff, will continue to apply the processes developed for appellate review to issue camgbist

legally sound decisions in an efficient manner. The staff will maintain the high standard of providing the court witkegappglate record in a timely
manner and accurately compiling statistical information regarding court dispositions of appealed WCB decisions.
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7. ABOUT THE DATA

Data is collected quarterly and reported for the Oregon fiscal year (Julyrie 30). We gather data directly from court decisions and monitaromtly
report. To obtain the overall value, we divide the number of WCB rulings affirmed upon appeaCiourt of Appeals by the total number of WCB
cases appealed to the Court of Appeals. A link to the courtods c
http://www.cbs.state.or.us/wcb/contewtsd.htm Note, DCBS reports final values to 1 decimal place. The automated annual report systea&how
as the second decimal place, which is a placeholder for measures that may require a second decimal place.
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KPM 47 ON-TIME WORK T Percent of timelines for key department activities that are met. 2000
Goal DCBS Goal #3: Be accountable to fhblic we serve, with excellent service to our customers.
Oregon Context (Or egon Benchmark #9: Oregonds national rank i n the cost

Data Source

Composite of several divisian e v e | measures. See AAbout t

he Datao for s g

Owner

GregMalkasian, DCBS Deputy Director, (503) 94872

Percent of DCBS Timelines M
Earis actual, line is target
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1. OUR STRATEGY

Provide timely service to customers by using technology, improving efficiencies, and training emplogsg®osiveness and timely work.

2. ABOUT THE TARGETS
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DCBS has set aggressive targets for this measure to better serve its customers and to encourage employee improvidesestiah adielosing
complaints, completing applications, responding to inquiries, and issuing orders.

3. HOW WE ARE DOING

DCBS has ben able to maintain relatively high performance levels after seeing a steady increase between 2000 and 2004. Inssevieeal case

we determine through consultation with customers that faster processing time would benefit them, we have set timslgressegdhan required by
statute. While short of the targeted 95 percent, performance on this measure still reflects substantially improvedGreyesans.

4. HOW WE COMPARE

Statistics for public or private industry standards on timeliness areaitdlde for comparison to key activities contributing to this measure.

5. FACTORS AFFECTING RESULTS

Because we hold ourselves to a stricter standard than the law in many cases, reaching our target is challenging. Wi etveduédster
processing time would benefit our customers; if so, we strive to achieve more aggressive timeliness. We have madessigesicathis area already.
For exampl e, several units in the Wor ker s 0ntt@rouglpusenokaternativendisddasolution,i o
which has dramatically improved the time it takes to resolve disputes. Staffing levels also can affect timeliness mgditasiaswithin DCBS
experienced key vacancies in positions related tortieditiess of their activities, which contributed to the slight decrease in timdlioes2007.

6. WHAT NEEDS TO BE DONE
We need to continue to develop and implement processes for improvement and streamlining and apply best practices thatimeashmsareas
of the department as well as outside the department. We also will focus on hiring and training new employees to easaneittseatio nampact our

delivery of timely services to customers. Further, new and existing employees will contiaceite training so they are able to conduicactivities in
a timely manner.

7. ABOUT THE DATA

Data for this measure is reported for the Oregon fiscal year (Julpidie 30) and represents more than 20 key agency activities, such as issuing
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workersoé6 compensation orders and filing insurance c¢oOlhedimeliressfomach D a
division is calculated by dividing the number of activities under consideration that are compldietely mmanner by the total numberautivities

completed during each fiscal year. To obtain the overall, ag@imeymeasure, the timeliness for each division is weighted by the nafrfioértime
employees in that division. This weighting reflects therall resources applied to each division as well as the services provided to Oregonians. Data |
available at the division and program levels by contacting DCBS. Note, DCBS reports final values to 1 decimal @atemahbed annual report

system showa 0 as the second decimal place, which is a placeholder for measures that may require a secomdadecimal
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KPM 48 E-TRANSACTIONS FOR CUSTOMERE Percent of customer transactions completed electronically. 2000
Goal DCBS Goal #3: Be accountable to the public we sewith, excellent service to our customers.
OregonContext |Or egon Benchmark #9: Oregonds national rank in the cost

Data Source

DCBS databases

Owner

Royce Trammell, Deputy Administrator, Information Management Division, (5037981

Percent of Transactions Completed Electronic:
Bar is actual, line is target
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1. OUR STRATEGY

Make it faster and easier for businesses and consumers to conduct business with the department by allowing them ransacjpete t
electronically.
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2. ABOUT THE TARGETS

The Governor targeted regulatory streamlining as a key initiative in thedBa@idnnium and DCBS aggressively implemented online systeftefosing
and permitting. Without historical data, the initial targets set for this measure proveldwodral the department easily beat the taryets.
subsequently increased the targets based on the new data, and are on track to meet a very progressive goal of 4608 rEernithZpoint
forward, incremental improvements on this established base will be much more challenging to achieve. As such, we ardinectiralegislature
adopt targets for electronic transaction levels of 47.5 percent in 2010 and 50 percent in 2011pvelsiehtra growth rate of 208rcentage points each
year.

3. HOW WE ARE DOING

During 2008, 44.3 percent of applicable transactions between businesses and consumers and DCBS were completed eldutriomicedgdsur
target. We believe this is a stropgrformance and that our online services make it more convenient for businesses and consumers to do business
us.

4. HOW WE COMPARE

No direct comparison data is available. As a state, Oregon was ranked 18th overallgovagsnenent sites and serviasilable online in a

2008 study conducted by the Alnside Politicso s ec®tol00)inadased fltodd.3Br
in 2007 to 53.9 in 2008, indicating continued improvement in our Web sitasnéind services.

5. FACTORS AFFECTING RESULTS

The primary factor affecting results is customer s OWhametectroncsi nes s
transactions are available, businesses and consumers choose to copeéucet of transactions electronically, which is up from 66 perc@00in
Customersod6 belief in the security of their onl i neronilinevsgapdransactons, Kk
affect the overalbercent of transactions that are conducted electronically. The number of services available online to customers rasoltf€&ftthe
data systems meeting the criteria for i ncl us ironfinetramsactiohs. Futurmeffarts wilf e
focus on increasing the number of services available online as well as customer use of these services.

6. WHAT NEEDS TO BE DONE

We will focus on making more services available electronically for business anarmesiVe are developing systems that allow cloashing
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licensing applications and annual report filings from mortgage lenders to be submitted electronically. We are alsinigviestzgsibility o&llowing
citizens and businesses to apply for and renew elevator and vessel plxctitsically. To make doing business with DCBS faster and easier, it is
important that our online services are easy toius@any are equipped with builh surveys and-enail feedback to help us ensure our systems are
userfriendly.

7. ABOUT THE DATA

This data represents DCBS systems that conduct at least 5,000 transactions annually and that are available to businieeses(artdrogl
systems or systems that primarily interface with other state agencies are not included). There are othesystaaltethat conduct fewer
transactions, but they are not typically included because we want to focus on systems that have substantial impastdonerst lstead afsing
a pure calculation of percent of transactions, we combine the average pémetronic transactions for each division into an oveagincy
average. This minimizes the impact of a few systems that have an extremely large number of transactions as well dsesompizestach

di visionbés ef f or thsllyandrepresents avaragessfor theeQpegan fiseatlyeaa (dulyrie 30). Contact DCBS for more detailed
information on electronic transactions by division. Note, DCBS reports final values to 1 decimal place. The automategpartsyatenshows & as
the second decimal place, which is a placeholder for measures that may require a second decimal place.
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KPM #9 2002
CONSULTATIONS WITH SAFETY COMMITTEES Percent of Orege®@SHA employer consultations where the
consultant works actively with employee safety committees.

Goal DCBS Goal #1: Protect consumers and workers in Oregon.
OregonContext DCBS Mission: To protect and serve Oregon's consumers and workers while supporting a positive business climate in the s

Data Source OregonOSHA Consultations database
Owner Suzanne Kailey, Consultation and Public Education Man&yegorOSHA, (503) 3783272

OR-OSHA Contact with Safety Committe
Bar is actual, line is target
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1. OUR STRATEGY

Create employer seffufficiency in workplace safety and health by involving employees in workplace safety and educating employers on the valt
employee safety committees.
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Oregon OSHA offers noost, confidential consultation services to help employers improve workplace safety. Collaborating with the safety
committee during thoseonsultations ensures that both employers and employees are engaged in creating safer workplaces.

2. ABOUT THE TARGETS

We used historical trends to set a baseline for performance and set targets to show steady improvement from our haséleotiteyeair desire to
increase contact with safety committees. Target percentages increased through 2007 to an 88 percent threshold. Tofe8® pestoelteflects the
expectation that approximately 12 percent of companies receive a consultation visitafdtgreosnmittee involvement would not peductive. For
example, consultants frequently meet with an employer more than once and it may not enhance safety efforts to medétyitbthaistee at each visit.
Also, some consultations focus on speditieas where working actively with the safety committee may not be constructive.

3. HOW WE ARE DOING

In general, actual percentages have closely followed our targets. Over the past five years, the percentage of cortmriéationstaff work actively
with safety committees has increased by more than 5 percentage points. The value of 88.6 percent for 2008 reflects adewediragtodh between
Oregon OSHA consultants and safety committees because we realized that encouraging further incresgstinviiigd beounterproductive to our
efforts to Iimprove safety (see explanation under AAbout The Tar

4. HOW WE COMPARE

It is difficult to compare Oregon OSHAOGs perfor mawcanaitteei t h ot her
requirement and we do not know of any other states that track this data.

5. FACTORS AFFECTING RESULTS

The percentage varies per quarter based on the type of consultation and the need for safety committee involvemers. iGaysigtatite same
employer over time to address specific safety and health issues. In these cases the consultant may tiotiveoskfety committee during eadsit.
This is particularly true for subsequent visits if the employer already has an active and effective safety committad prdvisus consultamtteractions
related to safety committee roles and respons#sliti

House Bill 2222, which was passed during the 2007 Legislature, likely affects this measure. The bill changed the sdfety reguingments,
particularly as they relate to small employers. As a result, this measure is not as meaningful becasrsalh@ngloyers now have alternative
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options for promoting safety in the workplace. We have proposed this measure for deletion because of the new law anicltier poéicient
interactions between safety committees and Oregon OSHA staff to meet an increasing target. Not all Orégemplfyer interactions require
i nvol vement with safety committees and we donodt want to encour &

6. WHAT NEEDS TO BE DONE

Oregon OSHA will continue to emphasize the importance of effective employa@egement mechanisms such as safety committees and employer
safety meetings. As part of the implementation of House Bill 2222, Oregon OSHA consultants and public education siwiflevikbpewe@mphasis
on these issues in their contact with employers.

7. ABOUT THE DATA

Data is collected quarterly and reported for the Oregon fiscal year (July 1 through June 30). Actual percentage fadcudentdy dividing theumber
of Oregon OSHA consultations where consultants worked with the safety committee to enhance their skills and /or im@iteetitreness by the
total number of consultations with employers that had a safety committee. Note, DCBS reportaufesaiovaldecimal placéhe automated annual
report system shows a 0 as the second decimal place, which is a placeholder for measures that may require a septabdecimal
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KPM #10 2004
PERMITS FOR MINOR CONSTRUCTION WORKNumber of building permits that can be used by contractors in

multiple jurisdictions for minor construction work.
Goal DCBS Goal #2: Regulate in a manner that supports a positive business climate.
OregonContext |Or egon Benchmark #9: Oregonds national rank in the cost
Data Source Minor Label Permit database maintained by Building Caiession staff.
Owner Liz Browder, Manager, Statewide Inspections, (503) 3983

Number of Minor Label Permits So
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1. OUR STRATEGY

Make it easier and | ess expensive for contract or sutirteplumbiogrampdlectricavi t h
installations that can be used anywhere in the state.

12/22/2008 Page 42 of 62



CONSUMER & BUSINESS SERVICES, DEPARTMENT of II. KEY MEASURE ANALYSIS

Minor labels permits are multiple permits that are purchased together and can be used throughout the state for nunoéjobs,typedsng thermore
convenient than traditional permits. For example, using traditional permits, a contractor installglgetgweal outlets at 10 locatiotisroughout the
state must purchase 10 separate permits from multiple jurisdictions to comply with regulations. However, using minemtatsetlsig contractor can
make only one minor labels purchase that will calel0 jobs. Further, this purchase can be made onRkdehrs a day, 7 daysweek- making
purchasing permits much more convenient for contractors. This streamlining of the permit process saves contractonstiney and improves
compliance with théaw.

2. ABOUT THE TARGETS

Our goal is to increase the number of minor labels sold around the state. We used our history of sales to estabkstaadaschiet targets tactoring

in expected growth based on our aggressive marketing strategies. Tar@88 and 2009 were established in 2006, withegsimptions that
economic conditions would remain favorable and that construction activity would show continued growth. However, corsttivittidras slowed
since 2007, which has a significant imspan minor label permit sales. To establish targets for-2009, we must take this reduced construction activity
into account. Construction activity is expected to remain relatively constant until 2010, when it is expectedrorbaging graduallyJsing a growth
rate for the number of minor label permits sold of approximately 7 percent per year beginning in 2010, we target 54,G@@ispemits sold in
2010 and 57,800 sold in 2011.

3. HOW WE ARE DOING
Customers report a great deal of satisfacinousing this simpler and cheaper process to purchase permits for minor work. However¢oletamited

efforts from the Building Codes Division to increase the utility and availability of minor labels permits, the total nupeleits solddropped fom
52,290 in 2007 to 50,500 in 2008. This is likely due to economic factors that have caused a reduction in construgtion activit

4. HOW WE COMPARE

Oregon is a national leader in the area of simplifying building permits. We know of no other state thathh@apsgram, and we are being
contacted by other state jurisdictions for hel p istandadsthat telate te thyean g

5. FACTORS AFFECTING RESULTS

Construction activity hakistorically had a major impact on outcomes for this measure. For example, the construction industry had been boomi
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constituting 20 percent of all job gains in Oregon from-g003 to 2006, which led to an increase in the number of building permits sold. Holneever
economic downturn and problems in the lending markets have caused the construction industry to slow during the pasiitvichyldaly caused the
number of permits sold to decrease.

6. WHAT NEEDS TO BE DONE

We are continuing our aggressive markeefforts through BCD newslettersneail, and articles in trade publications. We are expanding the type of
work that can be covered by a minor label building permit to elevators and boilers.

7. ABOUT THE DATA

The data reported for this measure is the numbmiradr label permits sold in Oregon during the fiscal year (Julyune 30); data is collected monthly.
Permit sales are registered and maintained in BCD databases. Note, data from 2006 and 2007 was audited for datzptdidibeia@®8. In the
int ernal audit, the data and results were verified 7aesultdif@amn rawdatatoe o

within 5 percent of published values.
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KPM #11 1999
REEMPLOYMENT FOR INJURED WORKERES Difference in percentage of eligible workers who return to work using
returnto-work programs from those who do nuste returrto-work programs.
Goal DCBS Goal #1: Protect consumers and workers in Oregon.
OregonContext |Or egon Benchmark #9: Oregonds national rank in the cost
Data Source Information Management Division, Research and Analgsigtion using Employment Department and WCD data files.
Owner Del mi Hernandez, Manager, Reemployment Assi-§M@aAance Unit,

Percentage point difference in employment rate between injt

workers whaused returrio work programs and those who did 1
Bar is actual, line is target
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1. OUR STRATEGY

Restore injured workers to a sslifficient status and lower costs for employers by increasing the use ofteetuonk programs. The programs
provideincentives to employers for getting workers back to work quickly.
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2. ABOUT THE TARGETS

This measure comprises data from three retiosimork programs: the Vocational Assistance Program, the Preferred Worker Program, and the
EmployeratInjury Program. The measure compares the difference in employment rates between injured workers whngezsaubenefit
programs and similar workers who did not use the programs. To set targets, we consider curremivetkractivities, legislative changes, and
program activities during the years of injury. We have adjusted our targets downward to 11 percentage points for thgeaextdoweflect the
growth in the use of the Employatl nj ur y Program (pl ease see t hdanfoimatimroon the returework eatiesa 0
for each program). This program had 3,200 participants in 2008, compared to 248 in the Preferred Worker Program avd@tiontidssistance
Program. The Employeat-Injury Program helps workers return t@thpreinjury employer more quickly than in the other tprmgrams. However,
workers who are only eligible for the Employagrinjury program typically are less severely disabled and have hegh@pyment rates than those who
are eligible for the otheeturnto-work programs, so the difference in the rettgdwork rates is typically smaller.

3. HOW WE ARE DOING

Data consistently shows that injured workers who use ratuork programs are employed at a higher rate than workers who do not use these
programs. In 2008, workers who used rettgqwork programs had a retuto-work rate that was 11 percent higher than those who did nthese
program. This figure is consistent with past years, with the exception of 2006, when there was tremendoirsugewttiihe Preferred Worker
Program. As mentioned earlier, the majority of the workers who use+tetwork programs use the Employa¥Injury Program, which means that
program has the most influence odathe eeveethabh fogumer € p-tbevtrla el s ¢
rates for each program).

4. HOW WE COMPARE
Or e g o n 6te-work@rognams are nationally recognized and unique to Oregon. Many other jurisdictions have sought to introduce these pro
intheir jurisdictions due to the successes Iin Oregon. Ag@A068 stu

returntowor k programs as one of four key |l essons ot her ymdakershavdashioaed |
some potentially powerful program elements aimed at stimulating early return to work aterforrgcovery of wages for injuredo r k er s . 0

5. FACTORS AFFECTING RESULTS

Changes in the Oregon economy or in business practices may affenetsure by reducing or increasing opportunities for job openings. Also
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affecting results are changes in laws, rules, or WCD initiatives during the various times employees and employersusggéitiiese progranfsor
example, the Workersd Compensation Divi si oatlnjoraProgmm to enabie moreveikersahde
their employers to participate. The Emplogginjury Program helps workers return to their-prgiry employer more quickly than the other two
programs, which benefits both the injured worker and the emplblgerefore, the growth in the use of this program is considesigghificant success.
However, since the difference in employment rates between workers who use the Exaployey Program and those wihitm not is lower than in
the other programs, it Banfluenced movement toward the target.

6. WHAT NEEDS TO BE DONE

WCD will continue to provide education and outreach that promotes use of thetoetvork programs and dispute resolution servicesdaational
assistance matters. In addition, WCD will toue efforts to encourage use of these programs through increased partnerships with vocational provide
WCD also will continue to focus on simplifying rules and streamlining processes in delivery of reemployment ass@t@@ctipromote more use

of the returnto-work programs.

7. ABOUT THE DATA

To see the effects of retuto-wo r K pr ogr ams, it i s necessary to track injured w
represents employment levels for workers who were injured during the calendar year 2004. This measure calculatesgbeanmreaegan
employment levels between eligible injured workers who use the ragtwmork programs and eligible workers who dat mse them or who dialot
complete their vocational assistance training. We compare thenpogtemployment rates of these two groups 13 quarters after injury, whidd be
between April 1, 2007 and March 31, 2008. Note, data from 2006 and 200uditasl #or data validity in September, 2008. In the internal audit, the
data and results were verified as fAaccurateo, i ndidatatdwithirgs perdert of t
published values.

Percentageqint differences in returto-work rates for injured workers using each WCD program are as follows {Mstglts are shown asAIP
|/ Preferred Worker / Vocational Assistance / Overall):

*200C-6/24 /30 /12
*2001-5/24 /24 /11
*200z-4/21/21/9

*200:-3/20/35/10
*2004-4 /23 /35/11
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*2005-4 /24129 /11

*200¢€- 6 /29 /34 /13
*2007-5/23/321/10
*200¢-4 /27139711
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KPM #12 2002
STREAMLINED BUILDING CODESiI Number of Oregorspecific building codes modifications made to the national
modelcodes.
Goal DCBS Goal #2: Regulate in a manner that supports a positive business climate.
OregonContext |Or egon Benchmark #9: Oregonds national rank in the cost
Data Source Manual counts based on review of building coelasions.
Owner Andrea Simmons, Manager, Policy and Technical Services, Building Codes Division, (56333

Number of Oregosspecific Modifications to the Nation@lode
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1. OUR STRATEGY

Make Oregonds building codes as consi stent as p os soadrdmhdenspsdtorshwiierda t

less training and code enforcement will be more uniform, predictable, and consistent.
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2. ABOUT THE TARGETS

Historically, we determined our targets by selecting the commercial structures code that contained many Oregon amenidiertifigragnd
Oregonspecific amendments that were in statute (e.g. accessibility, energy, etc.) and should not be changed t@getsitvere based on tmember
of amendments that remained. Our goal was to then reduce amendments to the national code by 5 percent during thé cexé cydeges; we
cannot eliminate all Oregespecific amendments because they are interalprbtect the public or accomplish other policy objectives.

Recent policy changes, such as Oregonds progr essi vrequir additionat s t o
modi fi cati ons becaus ethad thesgadopt@dby theonhtionalicase Tha Budding Codes Ditisen must balance its efforts to
continued regulatory streamlining and elimination of unnecessary modifications with its need to further modify the odédoauppo®r e go n 0 s
aggessive policies on green building, energy efficiency, and sustainability. Raising the targets could create incentivaaneceakamnodifications,
placing additional burden on contractors and inspectors to comply with added modifications. Lowaangetis, however, will nogflect the need to
make necessary changes to promote sustainability. Therefore we believe this measure no longer produces meaningfuveadtsvandnd it be
removed from the agencyob6s key performance measures.

3. HOW WE ARE DOING
The codes are adopted once every three years with occasioarmidpdates. The last major code change occurred in 2007 and the number of cc
differences increased by more than 16 percent at that time. However, many of these code modiferatidns t® newly adopted policies in Oregon

related to energy efficiency and sustainability. There were neiemma code changes in 2008, though changes are expected in upcoming years to
ensure that Oregonbs code reflects new policies on sustainabil:]

4. HOW WE COMPARE

We know of no other comparabl e standards. Many st at e dicieslanactedotd h ¢
serve and protect Oregonians.

5. FACTORS AFFECTING RESULTS

We are experiencing an increase in Oregon code changes because of several policy changes related to energy efficahilty, sustajreen
building. We make Oregespecific changes when it is necessary to change national codes that are inconsistdtntwOr egonés p ol i

6. WHAT NEEDS TO BE DONE
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We need to continue to make modifications to ensur ehosemelmtingt®r e gon

sustainability and energy efficiency. At the same time, we must eliminate unnecessary modifications to camimegeaegulatory streamliniragnd
consistency.

7. ABOUT THE DATA

This measure includes modifications to the commercial structures code. The code is adopted every three years, withrocoasnmtdications in
off years. The count reported each yediiects the number of modifications in effect during that Oregon fiscal year (Julyrie 30). Foexample, the
last major code update occurred in 2007, when 1,182 modifications were made to the national code. In 2008, thereinmabnOaaikitiaions. The 2008
value of 1,182 modifications reflects the modifications still in effect from the major code revision in 2007. Pleas®Cdsftact visit
http://www.cbs.stte.or.us/external/bcd/programs/codes_in_oregon.fanmadditional information on Oregon specific buildiogdes.

12/22/2008 Page 51 of 62


http://www.cbs.state.or.us/external/bcd/programs/codes_in_oregon.html

CONSUMER & BUSINESS SERVICES, DEPARTMENT of

II. KEY MEASURE ANALYSIS

KPM #13 2007
OCCUPATIONAL INJURY AND ILLNESS INCIDENCE RATES Number of occupational injury and illness cases pe
100 full-time workers.

Goal DCBS Goal # 1: Protect consumers and workers in Oregon.

Oregon Context [Oregon Benchmak 9: Or egondés national rank in the cost of doing

Data Source

Data are reported on an annual basis via an empbagad survey collected for the Bureau of Labor Statistics.

Owner

Michael Wood, Administrator, Oregon OSHA, (503) 94400

Occupational Injury and lliness Incidence Rate PerFfBtime
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1. OUR STRATEGY

Advance workplace safety and health and reduce workplace injuries and illnesses by inspecting worksites for safetyaidtiosalth

investigating workplace fatalities, serious accidents, and complaints, providing training and consultation, apuhgleledo standards. This
measure reflects the highest level measure of workplace safety in Oregon.
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2. ABOUT THE TARGETS

Oregon OSHA has historically relied upon the overall occupational injury and illness rate for the private sector as pnenafyhindicators ahe
program's performance. In addition, Oregon OSHA uses indsisiific rates and other data to identify areas that deserve further atfEsutgais are
based on past trends and our desire to continually reduce the rate of workplace injuries pachtgeaelow the targeted levetissired for this
measure. For 2010 and 2011 we propose targets of 4.veorkaaces safera@d r e
reducing the rate of workplace injuries and illnesseb gaar.

3. HOW WE ARE DOING

During 2007, Oregonds occupational i-nmewaorkers,avhiah outperformeasirdargetedvaRees n c e
have dropped during eight consecutive years and have decreased 42 percent since 1995, indicating our continued sweriegsvitheanployers to
promote safer work environments in Oregon.

4. HOW WE COMPARE

Monitoring Or egon ddgillnessrataiopen time givesaus valuablg informatica on workplace safety trends. However, ésdause
state has a different workforce composition (e.g. relative proportions of clerical staff to construction), results aeetlyotainparable@cross
jurisdictions. We do monitor the nationwide occupational injury and illness incidence rate; the 2007 national rate WakselZD@6 ratevas 4.4.
Though Oregonés rate is higher than t he n ateclioad faster tham the natiomatee r t h-
Oregonb6és rates have decreased 53 percent while national rates |

5. FACTORS AFFECTING RESULTS

The injury and iliness incidence rates are based on an annual sample of Oregon employers. vy themple is small (around 4,000 Oregon
employers are sampled each survey year), it is consistent with sample sizes used for other states. The safety antitksalftQregoemployers

and employees affect this measure. Economic factors, st ssdative number of new employees in the workforce or the availability of employer
resources to invest in safety training and equipment, can also impact the overall injury and iliness incidence rate.

6. WHAT NEEDS TO BE DONE

Oregon OSHA will continue $tprograms that enhance workplace safety. Additionally, Oregon OSHA has submitted a policy option package fc
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added enforcement and training staff to increase its enforcement presence and education support for employers. Tise patidge adsearch
analyst to help the division better target hrgtk industries. These efforts, combingith increased productivity among the staff, expected to
help continue to reduce the injury and illness rate.

7. ABOUT THE DATA

Data is reported on a calendar year basis usi ng r ei@galinjuriss afdinesses.t h
For Oregon, this survey is conducted by the DCBS Information Management Division. Teasetabagpational injury and illnesscidence rate is a
measure of all recordable Oregon workplace injuries and illnesses per if@dulNorkers in the private sector. Beginning wiite 2002 BLS survey,
rates are based on revised requirements for recordougakonal injuries and illnesses. Due to the revised requirementate¢lesince the 2002 survey
may not be comparable with those of prior years. Note, DCBS reports final values to 1 decimal place. The anmoonahteghort system shows a 0 as
the seond decimal place, which is a placeholder for measures that may require a second decimal place.
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KPM #14

TIMELY WORKER BENEFITSI Percent of injured workers who receive timely benefits from insurers. 2007

Goal

DCBS Goal #1: Protect consumers and workers in Oregon.

Oregon Context

DCBS Mission: To protect and serve Oregon's consumers and watkigessupporting a positive business climate in the state.

Data Source

WCD insurer audit data

Owner

Sally Coen, Manager, Field Audit U@6G8%T , Wor kersé Compens

Timely WorkerBenefits
Bar is actual, line is target
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1. OUR STRATEGY

Ensure insurers and saéfisured employers process claims and deliver benefits to injured workers in a timely manner by using education,
enforcement, targeted auditing, and streamlining.
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2. ABOUT THE TARGETS

This data tracks the timeliness of benefit payments by insurers to injured workers. Various types of benefit paymesussiroarénaudited fameliness,
including: time loss, permanent disability, death, and reimbursement of worker expenses.abhi® pevides a gauge for the efficiency of claim
processing and benefit delivery. At 95 percent, the current, aggressive target reflects our desire to improve an alexatiptpgiformance. In 2009,
we are changing our audit methodology to inclaaeore riskbased approach. We will focus on ungerforming insurergnstead of regularly auditing
all insurers. This will lead to greater lotgrm protection for workers, though in the short term insurers may appleaveadecreased performance
resuts. To reflect the change in our audit methodology, we recommend the legislature lower our 2010 targetderf?zand 2011 target to 93
percent.

3. HOW WE ARE DOING

Although we are performing below our target of 95 percent, the number has been attor3flgsercent for the past several years, which is an
extremely high level of performance.

4. HOW WE COMPARE

Direct comparisons to other jurisdictions are difficult as many states do not track and publish comparable data. Howéuwer, khe r s 0
Compensation Research Institute (WCRI) has stated that Oregon continues to have one of the highest rates of timetiatss.iA @08 studgf

14 states by the WCRI showed that in 2003 only 41 percent of workers received their first benefitpaymehti n 21 days of in
workers received their first benefit payment within 14 days of injury 90 percent of the time in 2003, and that perfosraagecatrong.

5. FACTORS AFFECTING RESULTS

I n the past couple years, the Workersodo Compensati on [tevatimelyon
payment. For example, many payments that one particular insurer previously categorized as timely are now nepiotitedlgswhich resulted ia
drop in the percent of benefits paid timely for this insurer. Looking forward, we expect performance to improve becaess of ear efforts. For
example, in 2006, we increased the performance thresholds for ingsorar8d percent to 90 percent in categories that directly relate to workers
receiving timely benefits. This threshold increase caused a greater number of companies to be penalized in 2007 andv2d08ybakime we
anticipate these new thresholds witicourage insurers to improve their timeliness. Further, in 2007 the department levied a $penidlityragainst
one of the | arger groups of workerso6é compensati on naltpagreementhe i n Or
department has been working with the insurer to improve its timeliness perforirtaedasurer group has bettered its timelinedgstfpayment of
benefits for injured workers from 66 percent at the end of 2007 to 85 percent in the first@fu20t8 and has seen significant
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i mprovement in its over gpérformameer ker sé compensation cl ai ms
6. WHAT NEEDS TO BE DONE

WCD is sponsoring a regulatory streamlining 1 niti aureiinjuredworkersecemer o
the benefits to which they are entitled, make processes easigsuogrns and employers, and improve performance by regulated partest 8ithis
project, WCD will be using data to better target its education and enforcement efforts to improve insurer compliancel3véinsglering a

significant change to its audit process that will include using a morbasstd approach. We believe a more-lia&ed approach willtimately lead to

more timely benefit payments and greater protection for injured workers because thevdiudrget undeperforming insurers.

7. ABOUT THE DATA

Data is collected quarterly and reported for the Oregon fiscal year (Julyrie 30). Data includes benefits payments for time loss, perntésednility,
death, and reimbursement of worker expenses. Data comes from instnegp@tdfthat are verified by WCD and captured in the VQC@rterly Claims
Processing Performance audit report as well as the Compliance Field Audit of insurers-amslisetf employers, which is an-site field audit of
insurer claims records. To calculate the overall value, the total number of benefits payments found to be timely gy ttieittel number of

benefits payments audited for timeliness. Note, DCB8rte final values to 1 decimal place. The automated annual report system shows a 0 as tt
second decimal place, which is a placeholder for measures that may require a second decimal place.

12/22/2008 Page 57 of 62



CONSUMER & BUSINESS SERVICES, DEPARTMENT of II. KEY MEASURE ANALYSIS

P #15 ACCURATE WORKER BENEFITS Percent of injured workers who receive accurate benefits from insurers. 2007

Goal DCBS Goal #1: Protect consumers avatkers in Oregon.
Oregon Context DCBS Mission: To protect and serve Oregon's consumers and workers while supporting a positive business climate in the s

Data Source WCD insurer audit data
Owner Sally Coen, Manager b Cdoripensation Bivistbn (603)94687 , Wor ker s o

Accurate Worker Benefit
Bar is actual, line is target
100.00

B

20.00

G0.00

310 B2 70092500 g =0 P20 on.sol 9140 $=.30

1 e I it o ol

L e m e e M et

o.on

2001 2002 2005 2004 2005 2006 2007 200% 2008 2010 2011
Data is represented by perce

1. OUR STRATEGY

Ensure injured workers receive accurate benefits by educating insurers ansisetf employers, conducting targeted audits, and streamlining
processes.
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CONSUMER & BUSINESS SERVICES, DEPARTMENT of II. KEY MEASURE ANALYSIS

2. ABOUT THE TARGETS
This data tracks the accuracy of various benefit payments by insurers to injured workers, such as time loss, permiégededibabnd
reimbursement of worker expens€hlis measure provides a gauge for the efficiency of claim processing and benefit delivery. At 95 percent, the
aggressive target reflects our desire to improve an already high level of performance. In 2009, we are changing obodaldigyntet include anore
risk-based approach. We will focus on ungerforming insurers instead of regularly auditing all insurers. This will lead to greateetorgyotection for

workers, though in the short term insurers may appear to have decreased performancBoresilgtst the change in our audiethodology, we
recommend the legislature lower our 2010 target to 94.5 percent and 2011 target to 95 percent.

3. HOW WE ARE DOING

Although we are performing below our target of 95 percent, the number has stayed conalstest90 percent, which is an extremely high level of
performance.

4. HOW WE COMPARE

Direct comparisons to other jurisdictions are difficult as many states do not track and publish comparable data.

5. FACTORS AFFECTING RESULTS

Many factors outside the insurerso6 control can af ftietthe insarsriHistcan.
cause benefit payments to be inaccurate. WCD continues to streamline processes, which shoutésedyped of errors and ensure that injured
workers receive accurate benefit payments. Many f aandeducatiofovi t hi n

employees. To improve insurer performance in this area, WCD ceaduaining on accurate benefits payment for individual insurers and provided
training at the 2008 Workersdé6 Compensati on Educ easedbeneftaloutatorseso that c e
companies can ensure their bigngayments are accurate.

6. WHAT NEEDS TO BE DONE

WCD is sponsoring a regulatory streamlining i niti auteinuredworkersecemMe'r o
the benefits to which they are entitled, make psees easier for insurers and employers, and improve performance by regulatedy@aRiesalso
considering a significant change to its audit process that will include using a mdraseskapproach. We believe a more-biakecapproach will
ultimately lead to more accurate benefit payments and greater protection for injured workers becayserionaeng insurers will
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CONSUMER & BUSINESS SERVICES, DEPARTMENT of II. KEY MEASURE ANALYSIS

be the focus of increased education and monitoring.

7. ABOUT THE DATA

Data is collected quarterly and reported for the Oregon fiscal year (Julyrie 30). Data includes benefits payments for: time loss, perntbsegnitity,
death benefits, and reimbursement of worker expenses. Data comes from the ComplidAcalfief insurers and seifisuredemployers, which is an
on-site field audit of insurer claims records. To calculate the overall value, the total number of benefit payments faacdtatbere divided by the total
number of benefit payments audifed accuracy. Note, DCBS reports final values to 1 decimal placeadtoenated annual report system shows a 0
as the second decimal place, which is a placeholder for measures that may require a secondlaezimal
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CONSUMER & BUSINESS SERVICES, DEPARTMENT of Ill. USING PERFORMANCE DATA

Agency Mission: To protect and serve Oregon's consumers and workers while supporting a positive business climate in the state.

Contact: Greg Malkasian, Deputy Director Contact Phone:  503.947.7872

Alternate: Lisa Morawski, Public Information Director Alternate Phone:  503.947-7897

The following questions indicate how performance measures and data are used for management andountability purposes.

1. INCLUSIVITY

* Staff: A variety of methods were used to gain staff input. This included strategic planning processes and
ongoing discussions at the weukit, division and department levels.

* Elected Officials: The departmernresented performance measures to the Legislature (through the Ways and
Means subcommittee), which adopted the measures.

* Stakeholders:St akehol ders were involved in many aspect
outreach meetings, amadividual contacts helped staff ensure that stakeholder interests were considered an(
that stakeholders were aware of the proposed measures.

* Citizens: Citizens provided input into the reporting of measures through the Advisory Group on Eiieaafly
Reporting convened by the Oregon Progress Board in2008. Citizens also have the opportunity to provide
feedback on performance measures and our annual performance measures report using an online sury,
available on our performance measwsb site fittp://egov.oregon.gov/DCBS/performance.shtrie will

use citizen feedback to improve the quality of our performance measures and annual report.

2 MANAGING FOR RESULTS

The measures are used to gauge progress toward targeted goals. If progress is not met satisfactorily, the
department staff seeks to determine the reason(s) and make policy, program, or operational changes to impro\
performance. The DCBS executive teamsyserformance data and other tools to identify best practices,
strategies, and resource requirements to enhance performance. The team continues to evaluate the performan
measures to ensure clarity and ensure that progress on each measure is meaningful.

3 STAFF TRAINING

Once the measures were adopted by the Legislature, the department conducted training for all managers.
DCBS divisions have had ongoing discussions and training at management meetings as well as extensive
involvement by staff iperformance tracking and measurement. Performance measures are often a discussid
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item at division and sectidievel meetings within the department.

4 COMMUNICATING RESULTS

12/22/2008

* Staff: The department uses its Key Measures System to ensure the staff has easy access to the most curr
data available for each measure. Staff also can access the measures from the Web site.

* Elected Officials: Performance measges are a discussion and decision item in the budget process. The
measures are also available to elected officials on our Web site.

* Stakeholders: Stakeholders view the measures through reports in newsletter articles, conference presentati
andadvisory committees.

* Citizens: Our performance measure report is available on our public Web site. We also provitivéigh
summary data on each measure, and interested citizens can get current performance data and see how the
measure is trending.
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CONSUMER & BUSINESS SERVICES, DEPARTMENT of Appendix A

Agency To protect and serve Oregon's consumers and workers while supporting a positive business climate in the state.
Contact: Greg Malkasian, Deputy Director Contact Phone:  503-947-7872
Alternate: Lisa Morawski, Public Information Director Alternate Phone: 503947-7897
About DCBS
hdzNJ 62NJ] KF& | YIF22NJ AYLI OG 2y GKS SO2y2YAO GAGItAMS yR ljdzt tAdie 2F tATS
e To protect consumers and workers in Oregon.
e To regulate in a manner that supports a positive business climate.
e To be accourgble 1 the public we serve, with excellent service to our customers.
25008 KIS R2LIISR aLISOATFTAO aidNYGS3IASa (2 KSt LI dza | OO shhpot flom taff2 dzNJ 32 f &4 @
stakeholders, and citizens:
e Actively geking input from our stakeholders and the public to identifgas of greatest concern to consumers, workers, and the businesses we
regulate.
e Focusing our efforts on improving outcomes for consumers and workers, not simply on improving processes.
e Strucuring our regulatory programs to impose the minimum burdenregulated businesses consistent with achieving the desired outcomes.
e Promoting choices and access for Oregon consumers and businesses by supporting the success of industries in the etunsongaasgalate.
e Using a variety of approaches (redida, enforcement, education, consultation, direct service delivery, etc.) in the most appropriate combination to
achieve our results.
e Using technology and other tools to make it as easy as pogeiebechange information and do business with us.
e Working with our customers to solve problems, and striving to make every contact a positive experience.
e Measuring whether our programs and approaches are achieving the right results, and regutarueging our programs and approaches to look for
improvement.
e Continually improving our costffectiveness and ensuring that our services provide value to consumers, workers, and businesses.
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Evaluating, developing, and maintaining appropriate levelsuafian, organizational, financial and other resources necessary to carry out our
responsibilities.

Our mission and goals are accomplished by the following divisions and offices:

Building Codes Division (BCDhe Building Codes Division ensures safe dedtefe building construction by adopting and administering statewide
building codes, certifying inspectors and licensing trade professionals, providing code and rule interpretation and esputiem, and enforcing
license, code, and permit requiremimn

5 A NB Oii 2 NI &helDifettdr ©Sfficed pokidesPDCBS with overall leadership. The director and deputy director provide general supemvision ove
DCBS programs and divisions, as well as policy direction for the department. Included in the 'Bigftittr are public information and

communication services, the multicultural communications program, internal audit functions, the Office of Regulatory Sitigaamid a senior

policy analyst.

Division of Finance and Corporate Securities (DH®8)Diision of Finance and Corporate Securities helps ensure that a wide range of financial
products and services are available to Oregonians and helps protect consumers from financial fraud and abuse. It dolsetigingyfinancial
institutions and servie providers, regulating the sale of securities in Oregon, investigating complaints and alleged violations of-Braricalaws,
and providing education and other resources to consumers.

Insurance Division (INSlhe Insurance Division helps ensure fihancial soundness of insurers, the fair treatment of consumers, and the affordability
and availability of insurance products by authorizing and examining companies, licensing producers, investigating ddéged gfansurance laws
and enforcing tlem, reviewing insurance products, helping resolve consumer complaints, and educating the public and industry.

Internal Shared Services The Information Management fision (IMD), Employee Services (HRB8Yl the Fiscal and Business Services (FABS) Divisio
provide fiscal, facilities, human resources, IT, and research support to DCBS divisions and offices.

Office of Minority, Women, and Emerging Small Business (OMWHS8pffice certifies minoritpwned, womenrowned, and emerging small
businesses to ensea they have access to public and private contracting opportunities.

Ombudsman officedDCBS has an Ombudsman for Injured Workers (OIW) and a Small Business Ombudsman (SBO) to serve as resources for injured
workers and small employers in dealingwiththe W SNAQ O2YLISyal GdAz2zy adegadasSvyo

Oregon Medical Insurance Pool (OMIP)e higkrisk health insurance pool for the state. OMIP was established by the Oregon Legislature to cover
adults and children who are unable to obtain medical insurance because of loealditions. OMIP also provides a way to continue insurance
coverage for those who exhaust COBRA benefits and have no other options.

Oregon Occupational Safety & Health Division (OR GSHA)NBS 32y h{ 1! Sy F2NDSa (KS & lahdwsrksio impeod] LI | OS
workplace safety and health for all Oregon workers by inspecting worksites, investigating workplace fatalities and gariesjs@sponding to

complaints, recognizing safety and health excellence, and providing consultatiomdraimil technical services, and safety and health recognition

programs.
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e Senior Health Insurance Benefits Assistance (SHTBA)program provides free counseling to people with Medicare and tivbeeassist them.
Volunteers who are trained in Medicare can help you select a Medicare prescription drug plan; find out if you are reltpiogsipée benefits;
compare supplemental health insurance policies; review a bill; and file an appeal or aumpla

e 22NJSNBQ /2YLISy i KBy 0.22 INRRR LINR/GARSE AYLI NLAIFE NBaz2tdziaAzy 2F RA&LziSa
Safe Employment Act.

e 22NJSNBEQ /2YLISVadirKE BREH]ENEAN 62NVLB Yy XRPUAGYNBEIGAYR2FYFRNDGAAHGRBNAZY Qa
flga FyR LINPGSOGa Ay2dz2NBR ¢62NJ SNEQ NARIKGA FyR 0S5y Bafive dispute résdiutiohl OAf A G G S
services for medical, vocational, and disabilitypdites.

To learn more about DCBS and the services we provide to Oregonians, please Visgbaite at: http://egov.oregon.gov/DCBS/

Consistency of Measures and Methods

Unless noted otherwise, performance measures and their method of measurement asistemt for all time periods reported.

Levels of Reporting and Disaggregation

Where appropriate and feasible, data is presented for multiple levels within the organization. Data for several of tadd¢maRce Measures are
collected at the sulAgency(Division / Office) level; these are presented in Appendix B.

Further disaggregation by geographic region or demographic characteristics was possible for two of our key performanes nt@esupational injury and
illness rates (KPM #13) and the Ratelaims by norcovered employers (KPM #4). These are shown in Appendix C. Where appropriate and useful, we will
seek to increase the number of disaggregated measures.

Reliability of Information

All data contained in this report comes from the DCBSMeagsure System (KMS), an internal application used for collecting, storing, and reporting division
andagencylevel performance measures. The data for many measures is loaded into the Key Measures System using an automatedrataiziad, the
possihlity for error.  The remaining measures have defined data collection, entry, and calculation methodologies to ensurg acclicansistency from

year to year. All data is verified prior to publication.

As such, we believe the information containedhistreport is reliable and accurate. This is supported by internal audit finqikBs/1 #2, 10, and 11 were
' dzZRAGSR FT2NJ RIFIGF @FIfARAGE YR gSNBE F2dzyR (2 0S5 &l OdaMddaiaSEwitdindSyaRA O G Ay 3 G K|
published values).
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Frequency and Timing of Data and Report

Unless otherwise noted, data is reported for the most recent State Fiscal Year (Fiscal YealuBR008200¢ June 30, 2008). This reporisoduced on an
annual basis for interested citizens and the state Department of Administrative Services and on a biannual basis ferltbgistature. Depending on data
availability, the report is completed within@& months of the fiscal year end @® report finalized December 9, 2008).

Report Availability
To obtain additional copies of this report, please contasa Morawski (56947-7897)for a paper version or visit our performance measW¥ésb page at:
http://egov.oregon.gov/DCBS/performance.shttoldownload an electronic version.
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CONSUMER & BUSINESS SERVICES, DEPARTMENT of Appendix B

Agency To protect and serve Oregon's consumers and workers while supporting a positness climate in the state.

Contact: Greg Malkasian, Deputy Director Contact Phone: 503947-7872
Alternate: Lisa Morawski, Public Information Director Alternate Phone: 503947-7897

Disaggregatedata forselected performance measurésy division)

Note, for any divisiorthe datashown belowepresents only a subset of activities performed by that division.

Blank cells below indicate data was not measured at that time, text highlighted in yellow refirésen® (O} NF/R(G & SEG KA IKE AIKGSR Ay LIS
agency results (with disaggregated data shown below)

KPM #1 REGULATORY CONDITION T Percent of regulated entities operating at desirable levels of acceptability or soundness.

Fiscal Years 2000 2001 2002 2003 2004 2005 2006 2007 2008
Target 100.0% 86.0% 86.7% 88.0%
Total 88.6% 81.2% 82.6% 83.9% 84.7% 85.4% 82.1% 82.3% 82.2%

DFCS| 90.7% 86.8% 89.2% 82.6% 88.2% 84.7% 87.9% 90.9% 83.1%
WCD| 88.0% 79.7% 80.8% 84.3% 83.8% 85.6% 80.7% 80.1% 82.0%

KPM #5 CUSTOMER SERVICE - Percent of customers rating their satisfaction with the agency's customer service as good" or
"excellent": overall customer service, timeliness, accuracy, helpfulness, expertise, and availability of information.

Fiscal Years 2000 2001 2002 2003 2004 2005 2006 2007 2008
Target - Timeliness 90.0% 90.0%
Timeliness i Combined for entire agency 87.4% 89.2%
BCD 80.0% 90.5%

DFCS 81.1% 90.8%

INS 89.9% 87.5%

OMIP 86.3%

Oregon OSHA 92.8% 92.0%
SHIBA 95.2%

WCD 87.8% 85.9%
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Fiscal Years | 2000 2001 2002 2003 2004 2005 2006 2007 2008
Target - Accuracy 90.0% 90.0%
Accuracy - Combined for entire agency 89.5% 88.6%
BCD 81.4% 89.7%

DFCS 89.2% 92.4%

INS 92.5% 89.4%

OMIP 87.1%

Oregon OSHA 94.8% 94.7%
SHIBA 93.8%

WCD 88.8% 80.6%

Fiscal Years | 2000 2001 2002 2003 2004 2005 2006 2007 2008
Target - Helpfulness 90.0% 90.0%
Helpfulness - Combined for entire agency 91.9% 89.9%
BCD 84.5% 89.7%

DFCS 91.6% 95.0%

INS 94.2% 92.4%

OMIP 90.3%

Oregon OSHA 95.2% 96.1%
SHIBA 96.4%

WCD 92.9% 81.6%

Fiscal Years 2000 2001 2002 2003 2004 2005 2006 2007 2008
Target - Expertise 90.0% 90.0%
Expertise - Combined for entire agency 92.5% 89.8%
BCD 83.3% 88.5%
DFCS 97.3% 95.0%
INS 94.6% 92.5%
OMIP 88.5%
Oregon OSHA 95.3% 95.7%
SHIBA 93.8%
WCD 93.8% 82.5%
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KPM #7

Fiscal Years | 2000 2001 2002 2003 2004 2005 2006 2007 2008
Target - Availability of Information 90.0% 90.0%
Availability of Information - Combined for entire agency 89.3% 85.3%
BCD 83.4% 87.1%

DFCS 93.1% 87.4%

INS 91.2% 86.7%

OMIP 82.3%

Oregon OSHA 95.2% 94.4%
SHIBA 94.5%

WCD 85.5% 74.2%

Fiscal Years | 2000 2001 2002 2003 2004 2005 2006 2007 2008
Target - Overall Service 90.0% 90.0%
Overall Service - Combined for entire agency 91.6% 88.4%
BCD 84.5% 90.3%

DFCS 98.6% 93.3%

INS 93.4% 90.0%

OMIP 83.7%

Oregon OSHA 95.3% 95.4%
SHIBA 96.4%

WCD 89.9% 78.6%

ON-TIME WORK i Percent of timelines for key department activities that are met.

Fiscal Years 2000 2001 2002 2003 2004 2005 2006 2007 2008
Target 83.0% 87.0% 91.0% 95.0% 95.0% 95.0% 95.0%
Total 81.4% 87.1% 85.7% 82.6% 86.4% 87.6% 87.7% 88.5% 86.0%
DFCS| 74.2% 87.0% 90.2% 96.5% 98.1% 97.5% 96.6% 98.8% 89.2%
INS| 65.9% 85.1% 82.7% 60.8% 62.0% 68.3% 63.4% 60.1% 49.6%
Oolw 91.6% 90.0% 90.3% 91.5% 84.8% 96.7% 99.9% 99.8%
OMWESB 82.3% 93.9% 95.4% 98.6% 87.9% 93.0%
SBO 98.5% 99.3% 99.9% 100.0%  100.0% 99.9%
WCD| 88.7% 89.1% 89.4% 89.7% 93.0% 92.4% 93.3% 96.3% 95.1%
WCB| 77.1% 75.5% 77.1% 83.0% 90.3% 93.2% 92.2% 87.1% 93.1%
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E-TRANSACTIONS FOR CUSTOMERS i Percent of customer transactions completed electronically

Fiscal Years 2000 2001 2002 2003 2004 2005 2006 2007 2008
Target 8.0% 11.0% 14.0% 35.0% 40.0% 42.5%
Total 14.9% 14.6% 14.8% 21.1% 28.5% 36.4% 39.0% 41.4% 44.3%
FABS| 21.8% 18.2% 17.3% 25.7% 31.6% 32.9% 33.7% 38.4% 37.1%

BCD| 0.0% 0.0% 0.0% 0.0% 0.0% 32.0% 38.7% 38.1% 42.0%

DFCS| 32.9% 34.9% 34.8% 35.0% 47.2% 59.0% 61.1% 64.7% 65.7%

INS| 12.2% 11.3% 11.2% 10.3% 39.3% 43.7% 47.6% 54.4% 62.7%

Oregon OSHA| 0.0% 0.0% 3.0% 38.9% 42.2% 47.3% 50.0% 52.6% 60.6%
WCB| 0.0% 0.0% 0.0% 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%

WCD| 37.5% 37.5% 37.5% 37.9% 39.3% 40.3% 41.7% 41.8% 41.7%
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CONSUMER & BUSINESS SERVICES, DEPARTMENT of Appendix C

Agency To protect and serve Oregon's consumers and workers while supporting a positive business climate in the state.

Contact: Greg MalkasianDeputy Director Contact Phone: 503947-7872
Alternate: Lisa Morawski, Public Information Director Alternate Phone: 5039477897

KPM#42 2N] SNBQ / 2YLISyal A2y [/ 2@3SNIF3IS 6RAA&lIIINBIFGSR o6& O2dzyieo

County of injury | NCE claimyAccepted disablin{ NCE rate pef County of injury | NCE claim Accepted NCE rate pef
claims(total) 1,000 ADCs disablingclaims| 1,000 ADCs
Baker - 86 - Lincoln - 249 -
Benton - 289 - Linn - 600 -
Clackamas 5 2,007 2.49 Malheur 1 171 5.85
Clatsop 5 265 18.87 Marion 3 1,789 1.68
Columbia - 184 - Morrow - 97 -
Coos 3 317 9.46 Multhomah 14 5,002 2.80
Crook - 147 - Polk 1 274 3.65
Curry - 105 - Sherman - 17 -
Deschutes 4 989 4.04 Tillamook - 119 -
Douglas - 415 - Umatilla 1 504 1.98
Gilliam - 16 - Union - 138 -
Grant - 44 - Wallowa - 38 -
Harney - 64 - Wasco 1 177 5.65
Hood River - 184 - Washington 6 2,319 2.59
Jackson 4 883 4,53 Wheeler - 5 -
Jefferson 1 100 10.00 Yamhill 1 489 2.05
Josephine 1 344 2.91 Multi-county - 95 -
Klamath 2 403 4,96 Out-of-state 2 499 4.01
Lake - 52 - Unknown 19 1,721 11.04
Lane 4 1,880 2.13 Total 80 23,099 35

*NCE = NotComplying Employer Claims (claimsvhichi KS SYLJX 28 SNJ R2Sa y20 KI @S 2N]J SNBRQ O2YLISyaliArzy
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KPM #13 Occupational Injury and lliness Rate (disaggregated by industry, gender, age, length of employment, and race)

This dataepresents the percent of injuries or illnesses disaggregated by industry, gendeeragth, df employment, and rac&he caseseferenced below
include only cases where the worker missed work dukisoor herinjury / illness This is a subséapproximately 33%) of all cases used to calculate the total
occupational injury and illnessdidence rate shown in KPM #Ihe remaining cases (cases requiring only restricted duty, worksite modification, or minor
medical attention) were typically lesgvere than the cases includbélowbecause thg did not involve missed worlthe disaggrmgation by gender, age,

length of service with employer, and race shobeglowis only available for the cases involving days away from work due to BLS reporting meanis;

however, in upcoming years the above data disaggregation may be available for all cases.

Number of Nonfatal Occupational Injuries and llinesses Involving Days Away from Work by Selected Worker Characteristics and Majo
Industry Sector, Oregon Piivate Industry, 2007
Characteristic Private | Goods producing Service providing
industry
2,3,4
Total | Natural |Construe|Manufac| Total | Trade, |Inform|Financia| Profes |Educatio Leisure | Other
goods [resourcey tion turing | service|transpor{ a |activities| sional n and and |service
producin| and providin - tion and health |hospitality s
g |mining??® g ation, businesq services
and services
utilities *
Total 100.09 35.9% 5.09% 12.29%4 18.69q 64.29% 30.09% 0.9% 1.2% 6.899 11.5% 12.699 1.0%
Gender:
Male 66.0% 31.0% 4.3% 12.199 1469 34.9% 19.79 0.7% 0.4% 4.9% 2.4% 5.894 0.8%
Female 33.8% 4.8% 0.7% -- 4.09% 29.09% 10.09% 0.1% 0.8% 1.8% 9.2% 6.894 0.2%
Age:
14 to 15 -- -- -- -- -- -- -- -- -- -- -- -- --
16 to 19 3.7% 0.7% 0.2% - 049 3.099 1.5% -- 0.2% -- 0.29%9 0.8% -
20to 24 13.29% 4.6% 0.7% 2.0% 1.8% 8.69% 249 0.1% - 1.0% 1.3% 3.5% --
2510 34 22.7%  8.7% 0.8% 3.1% 479 139% 6.49 0.2% 0.2% 1.7% 2.0% 2.999 0.2%
3510 44 22.9%  9.4% 1.19% 3.2% 519 13.4% 6.29 0.3% 0.3% 1.2% 2.5% 2.79 0.1%
45 to 54 21.8% 6.7% 0.8% 1.3% 45% 15.1%  9.2% - 0.3% 1.6% 2.6% 1199 0.3%
55 to 64 13.8% 5.2% 1.0% 2.3% 189 8.69% 3.39%9 0.1% 0.2% 1.0% 2.6% 1.099 0.2%
65 and over 1.7% 0.3% -- -- 0.2% 1.3% 0.7% -- -- -- 0.1% 0.3% --
Length of service with employer:
Less than 3 months 14.2% 6.1% 1.2% 2.0% 2.9% 8.1% 3.1% -- 0.3% 0.9% 0.9% 2.8% --
3 to 11 months 22.2% 7.8% 1.0% 2.8% 4.0% 14.4% 6.99%9 0.2% 0.3% 1.0% 2.5% 3.29%4 0.2%
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1to 5 years 38.59% 12.4% 1.8% 4.1% 6.499 26.194 12.19% 0.4% 0.3% 3.5% 4.9% 4.3% 0.3%
More than 5 years 24.7% 9.4% 0.8% 3.2% 5.39%9 15.2% 7.699 0.2% 0.3% 1.3% 3.2% 2.19%9 0.4%
Race or ethnic origin:
White only 47.2% 18.3% 2.0% 7.4% 8.99 2899 13.39 0.5% 0.5% 3.3% 5.4% 5199 0.6%
Black only 1.5% 0.5% -- - 0.3% 1.0% 0.2% -- -- -- 0.1% 0.5% --
Hispanic or Latino only 12.1% 6.5% 2.1% 1.19% 3.2% 5.6% 2.5% -- -- 1.1% 0.3% 1.5% --
Asian only 1.0% 0.5% -- - 0.5% 0.5% 0.1% -- 0.1% 0.1% -- -~ --
Native Hawaiian or other Pacific 0.4% -- -- -- -- 0.3% 0.2% -- - -- 0.1% - --
Islander only
American Indian or Alaskan Native of 0.5% 0.2% - -- 0.1% 0.3% 0.1% - - -- -- - --
Hispanic or Latino and other race - - - - - - - - - - - -- -
Multi-race - - - - - - - - - - - -- -
Not reported 3729 98% 08% 359 559 27.49 13494 049 05% 2.1% 5.4% 5294 0.2%
Notes:
! Daysawayfrom-work cases include those that result in days away from work with or* Data for employers in rail transportation are provided to BLS by the Federe
without job transfer or restriction. Railroad Administration, U.S. Department of Transportation.
2 Excludes farms with fewer than 11 employees. NOTE: Dashes indicate data that are not available. Because of ro
and data exclusion of nonclassifiable responses, data may not sum to the tot:
3 Data for mining (Sector 21 in théorth American Industry Classification Systertnited SOURCE: Bureau of Labor Statistics, U. S. Daparit of Labor, Surve

States, 2002) include establishments not governed by the Mine Safety and Health of Occupational Injuries and llinesses in cooperation with participating State
Administration (MSHA) rules and reporting, such as those in oil and gas extraction andagencies.

support activities. Data for mining operators in coal, metal, anchetah mining are provide

to BLS by the Mine Safety and Health Administration, U.S. Department of Labor.

Independent mining contractors are excluded from the coal, metal, and nonmetal minir

industries. These data do not reflect the changes the Ocawgl&mfety and Health

Administration made to its recordkeeping requirements effective January 1, 2002: ther

estimates for these industries are not comparable to estimates in other industries.
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CONSUMER & BUSINESS SERVICES, DEPARTMENT of

Appendix D

Agency To protect and serve Oregon's consumers and workers supiforting a positive business climate in the state.

Contact: Greg Malkasian, Deputy Director

Contact Phone: 5039477872

Alternate: Lisa Morawski, Public Information Director

Alternate Phone: 5039477897

DCB%Expenditures for State Fiscal Year 2008

Division Fiscal Year 200¢
Expenditures
BCD $12,015,57!
DFCS $6,679,10¢
Director's Office $1,421,55]
FABS $3,721,12¢
HRS $2,545,11:
IMD $9,613,84(
INS $8,302,45¢
oIw $632,581
SBO $222,77
OMIP $751,70(
SHIBA $669,66¢
OMWESB $460,83]
OregonOSHA $20,362,33]
WCB $9,120,96!
WCD $17,339,85|
Total $93,859,48(
% Included in KPM Repdrt 85.5%

Fb20GST Ittt RAGA&AAZ2YEA HAGK

HRS, and IMD contribute data to the Key Performadieasures
presented in this reportHowever, hough not included directly,
the impact of these divisions is captured indired¢tlyour measures

because they provide support to othdivisions.
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Fiscal Year 2008 Expenditure

WCD
18.5%
Director's Office
WCB FABS 1.5%
97% 4.0%
HRS
2.7%
OR OSHA
21.7%
OIwW
OMWES 0.7%
0.5% 0.7% 0.8% 0.2%
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CONSUMER & BUSINESS SERVICES, DEPARTMENT of Appendix E

Agency

To protect and serve Oregon's consumers and workers while supporting a positive business climate in the state.

Contact:

Greg Malkasian, Deputy Director Contact Phone: 503947-7872

Alternate:

Lisa Morawski, Publidnformation Director Alternate Phone: 503-947-7897

12/22/2008

Glossary of Commonly Used Abbreviations:
ADC

Accepted Disabling Claimg hose claims submitted by employees that are accepted by insurers and received by WiSBbiorg occupational injuries or
diseases that entitle workers to compensation

APPR

Annual Performance Progress Reppiithe annual report prepared by all state of Oregon agencies and submitted to the Department of Administrative Services
to report on their performance measures.

BCD

Building Codes DivisianThe division of DCBS responsible for working with contractors within Oregon, conducting building inspections, providtigg build
permits, and enforcing all code

BLS

United States Bureau of Lab&rStatistics; The federal agency responsible for providing employment and labor information. These data are used in
estimates of NCE rates and other performance measures.

DAS

Oregon Department of Administrative Servigehe state of Oregon agency resysible for oversight of the APPRs of all state agencies and for providing
guidance and support in the development of performance management systems.
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DBE

Disadvantaged Business Enterpris& program designed to ensure nondiscrimination in the awaydnd administration of contracts.

DCBS

Oregon Department of Consumer and Business Services

DFCS

Division of Finance and Corporate Securiti€be division of DCBS responsible for overseeing programs such as banking, credit unions, mortgage lending, and
consumer finance protection.

ESB

Energing Small Business

FABS

Fiscal and Business Servigéhe division of DCBS that provides budget and financial support to the agency.

FDIC

Federal Deposit Insurance Corporatiph.S. government corporatiotreated to protecttonsumers against bank failubg guaranteeing deposits up to
$100,000.

HRS

Employee Services Division (formerly called Human Resources Servibesjivision that provides human relations and employee support services

IMD

Information Management Divisiog The division of DCBS that provides application development and IT support to all divisions.
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INS

Oregon Insurance Divisi@iThe division of DCBS responsibledosuring the financial soundness of insurers, the availability and affordability of insurance,
and fair treatment of policyholders and claimants.

INSLIC

Insurance Agents Licensing System

KPM

Key Performance MeasureOne of the performance measuresidanf A SR | & WONRGAOIFI £t Q G2 GKS odzaAySaa 2LISNI GA2
regularly managed and reported overarching strategic/budget measures.

MBE

Minority Business EnterprisgA business enterprise at least 51% owned by a defined mindess and meeting prescribed financial requirements.

NCE
NonComplying Employers! y& SYLJ 28SNJ 6K2 FlL A& G2 FLIINPLINAFGStEe YFAYyGFAy fS3Frtte NBIJc

ow

Ombudsman for Injured WorkersThe division of DCBRat provides &sistance and support to injured workers in filing or processing claims

OMIP

Oregon Medical Insurance Padlhe highrisk health insurance pool for the state.

OMWESB

Office of Minority, Women, and Emerging Small BusikgeRse division of DCBS thabrks to ensure that minorities, women, and emerging small businesses
have equal access to contracting opportunities in both the public and private sector.
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OregonOSHA

Oregon Occupational Safety and Health Administratjdine division of DCBS that works wabor, business, and other government agencies to ensure that
workers in Oregon enjoy a safe and healthful workplace.

OregonOSHA CO

OregonOSHA Compliance Officgnovide prejob conferences te@mployers, and offer hazarabatement assistance to employers who have received
citations.

Oregon OSHA CONS

OregonOSHA Consultation Services help employers identify and correct hazards in the workplace to prevent injuries and illnesses

R&A

Research andnalysis; The section within IMD that provides research, statistical, and analytical services to the other divisions and to exdtrmeadrsu

SBO
Small Busine®®mbudsman The division of DCBBat provides assistance and supportdmall businessedel f Ay 3 gAGK GKS 62NJ SNEQ O2VYl

SHIBA

Senior Health Insurance Benefits Assistance (SHKIB#¢ program that provides free counseling to people with Medicare and those who assist them.

WCB

Workers' Compensation Boardlhe division of DCBS that provides timely and impartial resolution of disputes arising under Workers' Compensation Law and
the Oregon Safe Employment Act.

WCD
Workers' Compensation DivisigriThe division of DCBS that regealaws and rulethatA Y LI OG LI NOXAOA LI ydia Ay hNBI2ywa 2N
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