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Customer Service Data Reporting Guidance
Background

Oregon executive branch agencies now have a standard, legislatively approved customer service key performance measure for the 2005-07 biennium.
 Data for these measures should be gathered as specified in the Customer Service Guidance released by DAS in July 2005.  The customer service measure embraces data from six required questions yielding six data series. This is the additional guidance promised on how to format those six data series in the Annual Performance Report (Budget Form # 107BF04c) due on September 30 of each year.  
Reporting Format
Please refer to the Key Measure Analysis templates on the following two pages.  There is one template for 2006 and another for 2007. Please note that question #7 differs from the standard key measure analysis template in Budget Form # 107BF04c: it requests information specific to the customer service survey for your agency as required by pages four through six of the Customer Service Guidance.

Data are included in the charts as placeholder examples to approximate what a completed data table and chart will look like.  The charts should reflect data that combine “good” and “excellent” responses, as a percentage of total responses (responses of “don’t know” should not be included in the total).  Agencies may choose, but are not required, to discuss the relative proportions of good and excellent responses under question three, “how we are doing”. 

Instructions 
To copy and paste into the Annual Performance Report (Budget Form # 107BF04c):

· Click in the line above the KPM module then hold down shift key and click after last word on page. 
· Copy and paste selection directly over similar text on a Key Measure Analysis page.

To add data to the table and chart:

· Double click on the chart area to activate the embedded Excel spreadsheet.  
· At the bottom of the Excel window, click on the ‘Sheet 1’ tab to view the spreadsheet.  
· Enter the annual data and the proposed 2007-09 targets to the spreadsheet.
· Click on the ‘Chart 1’ tab and click your mouse anywhere on the Word document to deactivate the Excel spreadsheet.  The chart and data table will automatically update to show the new data.  
If you would like help, please contact Whitney.Temple@state.or.us at the Progress Board.

	KPMs 
# and # 
	CUSTOMER SERVICE : Percent of customers rating their satisfaction with the agency’s customer service as “good” or “excellent”:  overall, timeliness, accuracy, helpfulness, expertise, availability of information
	Measure since: 2006

	Goal
	SHORT TITLE followed by full wording of the agency goal to which this KPM is aligned. (These rows will expand if necessary.)

	Oregon Context
	No. & SHORT TITLE of Oregon Benchmark(s) or other high-level outcome measure(s) to which this measure aligns.  HYPERLINK "http://" 


	Data source
	Enough description of data source/methodology to allow an auditor to validate the data. If desired, add detail under item #6, below.

	Owner
	Organizational unit, contact person and phone
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1. OUR STRATEGY 
Summarize your agency’s strategy for this goal and performance measure. List any governmental or non-governmental partners.

2. ABOUT THE TARGETS
Explain the rationale for the targets and clarify which direction is desired. 
3. HOW WE ARE DOING
Insert an objective, stand-alone summary of agency progress on this measure, referring wherever possible to recent data and the trend.  Hypothetical example: “In 2006, availability of information was the lowest scoring customer service criteria, with 62% of respondents rating it good or excellent.  Expertise was most highly rated, at 85%.  2007-09 targets were established using 2006 data as a baseline.” 
4. HOW WE COMPARE
If possible, include a comparative analysis that will help readers understand how well your agency is doing on this measure in relationship to something outside of itself. Comparisons, for example, could be made to an industry standard or to competitors, neighbors or other similar jurisdictions. 
5. FACTORS AFFECTING RESULTS
Explain any factors affecting results, such as barriers and facilitators. This is an opportunity to explain the “why” behind the statements in #3 and #4, above. 
6. WHAT NEEDS TO BE DONE
What needs to be done in response to this data?

7. ABOUT OUR CUSTOMER SERVICE SURVEY
Please provide the following specific information: a) survey name;  b) surveyor;  b) date conducted; c) population; d) sampling frame; e) sampling procedure; f) sample characteristics; g) weighting.  For clarification, see pages four through six of the Customer Service Guidance.  

	KPMs 
# and #
	CUSTOMER SERVICE : Percent of customers rating their satisfaction with the agency’s customer service as “good” or “excellent”:  overall, timeliness, accuracy, helpfulness, expertise, availability of information
	Measure since: 2006

	Goal
	SHORT TITLE followed by full wording of the agency goal to which this KPM is aligned. (These rows will expand if necessary.)

	Oregon Context
	No. & SHORT TITLE of Oregon Benchmark(s) or other high-level outcome measure(s) to which this measure aligns.  HYPERLINK "http://" 


	Data source
	Enough description of data source/methodology to allow an auditor to validate the data. If desired, add detail under item #6, below.

	Owner
	Organizational unit, contact person and phone
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1. OUR STRATEGY 
Summarize your agency’s strategy for this goal and performance measure. List any governmental or non-governmental partners.

2. ABOUT THE TARGETS
Explain the rationale for the targets and clarify which direction is desired. 
3. HOW WE ARE DOING
Insert an objective, stand-alone summary of agency progress on this measure, referring wherever possible to recent data and the trend.  Hypothetical example: “In 2007, availability of information was again the lowest rated customer service criteria, and expertise was the highest, at 70% and 83% good or excellent responses, respectively. Overall service, accuracy, and information availability ratings improved in 2007, while ratings for timeliness, helpfulness, and expertise worsened.  No ratings met the 2007-09 targets.”
4. HOW WE COMPARE
If possible, include a comparative analysis that will help readers understand how well your agency is doing on this measure in relationship to something outside of itself. Comparisons, for example, could be made to an industry standard or to competitors, neighbors or other similar jurisdictions. 
5. FACTORS AFFECTING RESULTS
Explain any factors affecting results, such as barriers and facilitators. This is an opportunity to explain the “why” behind the statements in #3 and #4, above. 
6. WHAT NEEDS TO BE DONE
What needs to be done in response to this data?

8. ABOUT OUR CUSTOMER SERVICE SURVEY
Please provide the following specific information: a) survey name;  b) surveyor;  b) date conducted; c) population; d) sampling frame; e) sampling procedure; f) sample characteristics; g) weighting.  For clarification, see pages four through six of the Customer Service Guidance.
Theodore R. Kulongoski, Governor
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� The legislatively approved 2005-07 key performance measures for most executive branch agencies are posted at � HYPERLINK "http://www.oregon.gov/DAS/OPB/APPR06.shtml" ��http://www.oregon.gov/DAS/OPB/APPR06.shtml�. 
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Chart1

		Overall		0.9

		Timeliness		0.9

		Accuracy		0.8

		Helpfulness		0.85

		Expertise		0.9

		Availability of Information		0.75



2006

2007-09 Target
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Sheet1

				2006		2007		2007-09 Target

		Overall		80.0%				90.0%

		Timeliness		82.0%				90.0%

		Accuracy		73.0%				80.0%

		Helpfulness		80.0%				85.0%

		Expertise		85.0%				90.0%

		Availability of Information		62.0%				75.0%
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Chart1

		Overall		0.82		0.9

		Timeliness		0.8		0.9

		Accuracy		0.75		0.8

		Helpfulness		0.79		0.85

		Expertise		0.83		0.9

		Availability of Information		0.7		0.75
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Sheet1

				2006		2007		2007-09 Target

		Overall		80.0%		82.0%		90.0%

		Timeliness		82.0%		80.0%		90.0%

		Accuracy		73.0%		75.0%		80.0%

		Helpfulness		80.0%		79.0%		85.0%

		Expertise		85.0%		83.0%		90.0%

		Availability of Information		62.0%		70.0%		75.0%






