Legislatively Adopted 2011 Key Performance Measures

Agency: PROFESSIONAL COUNSELORS and THERAPISTS, BOARD of LICENSED

Mission:  To protect and benefit the public by setting a strong standard of practice through the regulation of licensed professional counselors and marriage and family therapists.

Legislatively Adopted KPMs Customer Service Agency Request Most Current Target Target
Category Result 2012 2013
2 - Percent of complaints presented to the Board within 90 days of Approved KPM 17.00
receipt of complaint.
4 - CUSTOMER SERVICE: Percent of customers rating their Overall Approved KPM 84.00

satisfaction with the agency’s customer service as “good” or
“excellent”: overall, timeliness, accuracy, helpfulness, expertise,
availability of information.

4 - CUSTOMER SERVICE: Percent of customers rating their Timeliness Approved KPM 84.00
satisfaction with the agency’s customer service as “good” or

“excellent”: overall, timeliness, accuracy, helpfulness, expertise,

availability of information.

4 - CUSTOMER SERVICE: Percent of customers rating their Accuracy Approved KPM 86.00
satisfaction with the agency’s customer service as “good” or

“excellent”: overall, timeliness, accuracy, helpfulness, expertise,

availability of information.

4 - CUSTOMER SERVICE: Percent of customers rating their Helpfulness Approved KPM 84.00
satisfaction with the agency’s customer service as “good” or

“excellent”: overall, timeliness, accuracy, helpfulness, expertise,

availability of information.

4 - CUSTOMER SERVICE: Percent of customers rating their Availability of Information Approved KPM 77.00
satisfaction with the agency’s customer service as “good” or

“excellent”: overall, timeliness, accuracy, helpfulness, expertise,

availability of information.

4 - CUSTOMER SERVICE: Percent of customers rating their Expertise Approved KPM 88.00
satisfaction with the agency’s customer service as “good” or

“excellent”: overall, timeliness, accuracy, helpfulness, expertise,

availability of information.
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Agency: PROFESSIONAL COUNSELORS and THERAPISTS, BOARD of LICENSED

Mission:  To protect and benefit the public by setting a strong standard of practice through the regulation of licensed professional counselors and marriage and family therapists.

Legislatively Adopted KPMs Customer Service Agency Request Most Current Target Target
Category Result 2012 2013
5 - Board Best Practices - Percent of total best practices met by the Approved KPM 80.00

Board.

LFO Recommendation:

Sub-Committee Action:
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