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Strategic Plan
Fiscal Years 2019 - 2023

Agency Mission

The mission of the Executive Council of Physical Therapy and Occupational Therapy
Examiners (ECPTOTE), an independent administrative governmental agency, is to protect the
health, safety, and welfare of the people of Texas through the regulation and enforcement of the
practices of physical therapy and of occupational therapy. Specifically, it performs two key
functions in its relationship with the Texas Board of Physical Therapy (PT) Examiners and
Texas Board of Occupational Therapy (OT) Examiners:

-- Support the regulation of PTsand OTs.
-- Support the investigation of violations of the PT and OT practice acts.

All staff employees directly support or carry out the functions of one or both boards.
ECPTOTE staff is organized into three functional areas — administrative support, licensing, and
investigations. The administrative staff supports the activities of the board members and other
two staff groups in general, personnd, financial, general administration, and limited
information technology services. The licensing staff responds to the needs of the physical
therapy and occupational therapy licensee population they support. The investigation staff
receives and investigates all complaints against the boards licensees and works closely with
the investigation committees of the two boards. The Executive Director is assisted by two
Board Coordinators who primarily provide direct support for the activities of their respective
boards.

The objectives of the Executive Council, the Physica Therapy Board, and the Occupational
Therapy Board are to hold faithfully to the highest standards of ethics, accountability,
efficiency, and openness. Also, it is to demonstrate to the public and those they regulate
through all of their actions the sincerity of their desire to license and regulate consistently,
fairly, and sensibly.

Licensing and Enforcement are the key functions utilized by the Executive Council to carry out
its mission and objectives, and these functions are described next.
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Agency Operational Goalsand Action Plans

Agency Operational Goal 1

License Physical and Occupational Therapists
The agency will protect the public health and safety by licensing qualified practitioners of
physical therapy and occupational therapy.

Action [temsto Achieve Goal

The agency will operate an efficient, accurate, and timely licensure process to license physical
therapists, physicd therapist assistants, occupational therapists, and occupational therapy
assistants, through specific requirements for preparatory education, examinations,
endorsements, continuing competence/education, and renewal.

How the Goal or Action Items Supports each Statewide Objective

Accountableto tax and fee payersof Texas

- The agency only raises fees when necessary to obtain funds for increased operating expenses
or one time exceptional items. The last mgjor increase to feeswas in FY 2010.

- The agency is self-funded, i.e., agency operations are supported solely through licensee fees.
All excess revenues above the amount appropriated to the agency through the Appropriations
Act are deposited to General Revenue. Currently the agency only “spends’ approximately 25%
of the total amount collected and deposited. This percentage normally has dropped over the
years, primarily because of the increase in supported population that is not matched by an
increase in the cost of agency support to that population. The exception was two years ago
when the PT board changed the licensee renewa month from application anniversary dates to
birthdates, while not charging for the extra months of licensure needed to bring them in line.

- In FY 1994, $1,369,492 was deposited into General Revenue, while in FY 2016, $5,869,374
was deposited.

Efficient such that maximum results are produced with a minimum waste of taxpayer
funds, including through the elimination of redundant and non-cor e functions.

Asthe agency is self-funded, it must justify its existence and all of its anticipated expenses
every biennium to the legislature. Since created in FY 1994, ECPTOTE has performed its job
of consumer protection efficiently and effectively:

- Supporting a greater than 400% increase in licensees since FY 1994.

- Over the years achieving aways high efficiency and performance statistics despite frequent
and irregular budget cuts.

- Spending the operational funds entrusted us prudently and wisely. 1n 1994 there were 18
FTEs and actua funding available for expenses was $731,018. In FY 2018 there are 20 FTEs
and appropriated funds are $1,397,818. The licensee population in Texas has increased an
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average of 6-8% every year. Through the years though the agency has always looked to
technology and process improvement multipliersfirst to either maintain or improve efficiency
and effectiveness.

- The Sunset Commission Staff Report of FY 2016/7 summed it up best: “ The executive council
and PT and OT boards operate cost-effectively and appropriately and meet their mission. The
agency has maintained an experienced, professional leadership core and has been able to meet
most of their legislative performance measures while generating more than threetimesin
revenue than what the agency requires to operate.”

- In 2016 ECPTOTE had an average operating cost per licensee of $33.63. In comparison, all
combined HPC agencies was $53.28, TDLR was $54.82, Horida was $56.55, Californiawas
$81.81, and New Y ork was $106.49.

Effective in successfully fulfilling core functions, measuring successin achieving

perfor mance measur es and implementing plansto continuously improve.

- Feedback from employees — See the Survey of Organizational Effectivenessin Appendix 1 to
Schedule F in the Supplementa Elements. The agency has participated biannually in this study
for 12 years.

- Feedback from licensees — See the Report on Customer Service in Schedule G in the
Supplemental Elements. The agency has collected feedback since 2002.

- Feedback from Sunset Commission — Quotes from the FY 2016/7 Sunset Advisory
Commission Staff Report “[ECPTOTE] is an agency that seemsto fly under theradar. This
agency.... has not only escaped Sunset review for 23 years, but significantly, the regulationsit
oversees have escaped the fate of most other allied health professionsin Texas.” “However,
one reason the executive council has flown under the radar isthat it has been a stable, well-run
agency, with an experienced, capable staff.”

- Of the 24 licensing and facility related strategy performance measures, 21 were met or
exceeded. The threethat were not — average timeto issue alicense (PT), 2.5 vs. 2 days target,
number of licenses renewed, 6,268 vs. 9,400 target, and average cost to issue afacility
registration, $35,21 vs. $25 target, were all caused by events outside the agency’ s control.

Providing excellent customer service.

- The Executive Council contracts with the University of Texas to administer its online
customer satisfaction survey through its web site and as part of its online renewal and
applications process. The agency has received very high ratings for years. In thelast two
years, over 2,800 persons completed the survey. IndividualS comments are acted on
immediately while the survey datais reviewed by the Executive Director every six months.

- The agency mans a front desk to greet visitors and answer incoming phone calls, an “archaic’
method of service almost non-existent today in state government, but greatly appreciated by the
many folks frequently attempting to reach the agency by phone or in person.

- All personnel are trained to conduct business over the phone and by email; amost 40% of the
licensing staff and two board coordinators time is spent in direct, personal contact with
individual licensees and applicants, i.e., the ones whose fees support agency operations.

- The very high ratings that the agency received in the past two years are detailed in Schedule
G: Report On Customer Service.
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Transparent such that agency actions can be understood by any Texan.

- The Executive Council ensures transparency of licensure information through the agency
website, pushing important information through quarterly newsl etters and regular mass emails
to licensees and stakeholders, having sufficient staff available for phone calls, emails, personal
visits, annual visitsto PT, PTA, OT, OTA schools, personal mail, and attendance at stakeholder
meetings on request throughout the state.

- On the agency website, all information that interested persons have ever requested about the
two professions, to include, but not limited to, licensee names, FAQs, publications, steps for
licensure and renewal, disciplinary action, and continuing competence/education, is provided in
an easy to find format. The agency is continuously updating this information.

- The agency isnow in the process of completely replacing the Licensing Database System
developed in 1999, integrating it with a completely redesigned website hosted by the Health
Professions Council Thisredesign will replace aweb site originally devel oped in 2008.
Concurrently, the agency plans to incorporate the Texas Online system, and the internal digital
scanned records into this system, eliminating most paper files now stored on site. The
completion date for this undertaking islate August 2018.

Agency Operational Goal 2

The agency will protect the public by investigating allegations against individualsin violation
of the laws governing the practice of physical therapy and occupational therapy, and taking
appropriate corrective and/or disciplinary action when necessary, and by educating the public,
staff and licensees regarding the agency and boards’ functions and services.

Action [temsto Achieve Goal

The agency will educate and increase licensee access to disciplinary information; investigate or
take action on al valid complaints received; resolve al complaints received within days of
receipt found in Appropriations Act; and initiate disciplinary action on licensees as necessary.
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How the Goal or Action Items Support each Statewide Objective

Accountableto tax and fee payersof Texas

- From 1994 until 2013, the agency had only two investigators on staff. While the senior
investigator has been in the agency since 1994, usually after extensive training, the junior
investigator invariably left for a higher paying job at another agency. The agency complaints
i.e., workload, have more than doubled during that same time frame. The primary reason for
the growth in the number of complaints is the increase in the number of therapistsin Texas.
More therapists = more cases. Invariably the performance measure statistics worsened every
year, despite efforts to use technology to improve performance. Five years ago, the number of
investigators was increased to three. This hasresulted in asignificant improvement in
enforcement performance measure statistics at arelatively minor cost.

- In FY 2017 the agency’ sinvestigative staff received 691 jurisdictiona complaints and
resolved 659, resolving them within about 78 days. The percent of cases resulting in
disciplinary action was 9% (PT) and 12% (OT). Due to the efficiency of the investigations, and
quality of work performed by the investigators, there were no disputed orders requiring SOAH
resolution, nor have there been for at least 12 years.

Efficient such that maximum results are produced with a minimum waste of taxpayer
fund, including through the elimination of redundant and no-cor e functions.

The complaint processes are amost identical for the two boards and have as their goal the most
efficient and effective process that resources allow:

- Theonly role of the investigative staff is to support the boards' effortsin regulating their
professions and it has established effective processes to do so.

- Complaints are most commonly filed via the agency website, written correspondence, phone
cals, or in person.

- Sources are patients, employers, insurance companies, other licensees, and interna agency
referrals.

- Investigations of complaint are handled by one of three investigators, profession irrelevant.

- The senior investigator assigns priorities for the case investigations.

- Completed investigations are presented to the applicable Board Investigation Committee for
review and action if warranted (optimally four meetings/year for each board).

- Ratified Board Orders are reported to the National Practitioner Data bank, published in the
applicable board’ s quarterly newsletter, and provided on the website licensee verification page.
- The only Sunset staff recommendation for the agency investigation procedures was to
develop and utilize a disciplinary action matrix when determining disciplinary action in
response to investigatory findings. Thisisnow being devel oped and expected to be approved
by the boards at their next meetings.

Effective in successfully fulfilling cor e functions, measuring successin achieving

perfor mance measur es and implementing plansto continuously improve.

- 11 of the 16 Enforcement performance measures were met or exceeded. Those that were not
were the % of PT complaints resulting in disciplinary action (9% vs. 15%), Average cost per
PT complaint resolution ($114 vs. $100, # of PT jurisdictional complaints received (450 vs.
470), and # of OT jurisdictional complaints received (246 vs. 225). Three of the four were bad
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staff guesses three years prior to 2017.

- The Investigations module of the licensing system database is also being updated to include
more automated features. The goal isto have the investigative staff be able to do more
investigative work and less paperwork.

- Aspart of the Sunset process, the Sunset Staff report recommended allowing the agency to
expunge minor infractions, but it was later modified to only cover disciplinary casesinvolving
facilities, and even then, for only alimited time period.

Providing excellent customer service.

- The customer service described under Goal A isalso applicableto thisgoal. Approximately
40% of the threeinvestigators' timeis spent working directly with licensees, complainants, and
individuals filing complaints.

- Theinvestigation staff is always easy to reach by the public through the phone system, email,
fax, in person, or by regular mail. Personswishing to file acomplaint, even if anonymously,
areinformed of all the means of transmitting the complaint to the investigative staff through a
link on the front page of the agency web site, or by calling or emailing the agency.

Trangparent such that agency actions can be under stood by any Texan.

- The PT Board and OT Board publish a quarterly newsletter that is distributed by email to all
licensees and interested stakeholders. The names and synopses of the violations are included in
the newsletter, and that is the newsletters' most popular section. The newsletters are a'so
posted on the agency website.

- An easy-to-understand page on the web siteis provided for alay person wishing to filea
complaint.

- The agency’ s discipline statistics are briefed to each board quarterly, and in sufficient depth
and detail to satisfy members questions before asking.

- The agency website online verification system includes notice of any disciplinary action on an
active or expired licensee, and alink { Check Disciplinary Action} to alicensee' s page with the
agreed order of the violation. Anyone with acomputer can look up alicensee's public
information.

- All requests for open records documents concerning disciplinary action are sent to the
investigation staff. It hasits own open records manager who ensures the requests are handled
properly.

- The senior investigator triesto travel to every PT, PTA, OT and OTA school once a year to
address the graduating class. He presents the information students need to avoid violating the
practice act/rules through ignorance of the law as well as describing the disciplinary process.
These presentations also put aface on the agency/boards and provide a contact point at the
board for licensees just starting their careers.

- All parties to acomplaint are provided written quarterly updates on their cases.
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Redundancies and | mpediments

The Executive Council, the Physical Therapy Board and the Occupational Therapy Board
underwent a Sunset Review that stretched from June 2015 until January 2017. The 85"
Legidlature passed an agency specific Sunset Bill (SB317) that contained many of the
recommendations of the Sunset Commission. Thiswas the first Sunset review of these three
entities since 1993, which had many outdated provisionsin their practice acts. The agency Self
Evaluation Report identified to the Sunset Advisory Commission forty-five issues requiring
changesto their practice acts. Of those 45 issues, 24 were not included in SB317, the agency
sunset bill —four for the Executive Council, nine for the PT board and 11 for the OT board.
Most of those 24 recommended changes were corrective, but do not have a major impact on
agency or board operations. The agency or boards will not pursue their inclusion in future
legidlation, but the trade associations may have an interest in pursuing their passage in future
legidlative sessions. However, the issues that the agency and boards consider significant
impediments to their effectively accomplishing its mission are:

- Changing the name of the agency and boards to better describe their support mission (EC1,
PT1, OT2-1)

- Change outdated definitions (PT3&4, OT2-4&5)

- Administrative functions handled by the Executive Council (PT8, OT2-7)

- Authority to expunge disciplinary action that is administrative in nature (PT9, OT2-19)

Please note that the agency and two boards will be able to satisfactorily perform its mission
despite these distractors.

In addition to the agency and board concerns not addressed in the Self Evaluation Report and
related legidative action, the Executive Council submitted eleven Exceptiona Items Requests
inits Legidative Appropriations Request for FY 2018 and FY 2019. One request was funded in
arider, and two other, small requests were funded from General Revenue. The other requests
were not funded.

Deficit operating expense areas that will be addressed through the request for Exceptional
Items in the Legislative Appropriations Request process are:

- Funding of $15,210 in FY 2020 and in FY 2021 to restore the agency’ s funds that were
directed to help pay employees health care and retirement. These funds come directly from the
agency’s regular appropriations with no reimbursement.

- The agency average salary in FY 2016 was $47,271 compared to the Article 8 average of
$58,297. The most common loss of trained personnel is due to departures for higher paid jobs
in other Article 8 agencies. The Executive Council will request an approximate overall 4.5%
increase in salaries to cover key employee merit raises.

- Replacement of agency workstation computers (FY 2020) and server (FY 2021). All but one
of the agency’ s workstation computersis older than the recommended DIR replacement
schedule. One agency server will be out of warranty during the biennium. Total request is
$4,998 for the server and $16,000 for the computer workstations with associated software.

- Replace or repair end-of-life office furniture — estimated $2500/year.
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- Implement CAPPS during the biennium. Cost to the agency is still being determined based

on further discussions with the Comptroller, but best estimate today is $31,500 in FY 2020.
Funding would be for programming agency databases and programs requiring interface with
CAPPS.

- Funds for the Executive Director salary increase authorized in FY 2017/18 biennium
Appropriations Act — $9,128/year.

- If the Health Profession Council transfers increase by a significant amount, then the Executive
Council will request the annud increase as an Exceptional Item.

These Exceptional Items will be described in further depth in the agency’s Legidlative
Appropriations Request.




ECPTOTE Strategic Plan

|1. Supplemental Elements
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Schedule A
Budget Structure

During the update of the Goals, Strategies, Objectives, and Performance Measures of the Fiscal
Y ear 2019-2023 Strategic Plan, the Executive Council made four recommended changes to the
Legidlative Budget Board. Both changes were approved. The HUB god s remained unchanged.

The agency Goals, Strategies, and Objectives were modified to reflect the loss of the Facility
Registration Program, but otherwise continued unchanged in methodology and intent. These
changes, made in coordination with the LBB and OOG, were due to legidative directionin
SB317 of the 85™ Legislature.

There were no new performance measures added for the current biennium, while two were
dropped. Those were Average Cost per Facility Registration Issued and Total Number of PT
and OT Facilities Registered. As has occurred every biennium, The 85th Legidature adjusted
the goals for certain key performance measures in the Appropriations Act to reflect the funding
actions made to the agency’ s budget. Minor changes were made to definitions, but they were
made for clarification.

The following visual displays the relationships between the goals, objectives, and strategies of
the Executive Council, followed by alisting of the outcome, output, efficiency and explanatory
measures that support each of them.
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GOAL 1
Objective
Licensing 01-01
License PT &
OT Professions
Strategy Strategy
01-01-01 — 01-01-02

Operate Licensing System

Texas Online

GOAL 2
Objective
Enforcement 02-01
Public Protection
Strlategy
02-01-01

Administer Enforcement

GOAL 3
Objective
Indirect Administration [ | 03-01
Indirect Administration
Strategy Strategy
03-01-01 r—— 03-01-02

Licensing Indirect
Administration

Enforcement Indirect
Administration
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Note: strikethroughsand underlinesreflect recent changes madeto the agency budget
structure elementsand approved by LLB and OOG.

GOAL 1. LicensePhysical and Occupational Ther apistsand-RegisteFaciities

To protect the public health and safety by I|cenS| ng quallfled pract|t|oners of phy5| caI therapy
and occupational therapy a : =

Objective 01-01: Ensure License-are-Registratien-Standardsfor PTs; and OT sardFacHities

To operate alicensing process for physical therapists, physcal therapist assustants occupatlonal
therapists, and occupational therapy assistant es that will

ensure meeting all license aneregistration standards%h@agh%e%

Outcome Measures:
* Percent of Licensees with No Recent Violations: Physical Therapy
* Percent of Licensees with No Recent Violations: Occupational Therapy

Strategy 01-01-01: |ssue and Renew Licenses

Operate an efficient, accurate, and timely licensure processto license physical therapists,
physical therapist assistants, occupational therapists, and occupational therapy assistants,
through specific requirements for preparatory education, exami natlons endorsements
contl nui ng competence/educatlon and renewal !

Output Measures:

* Number of New Licenses Issued to Individuals. Physical Therapy

» Number of New Licenses Issued to Individuals. Occupational Therapy
* Number of Licenses Renewed (Individuals): Physica Therapy

* Number of Licenses Renewed (Individuals): Occupationa Therapy

Efficiency Measures:
*» Average Licensing Cost per Individua License Issued: Physical Therapy
. Average Licensing Cost per Ind|V| dual License Issued: Occupationa Therapy

. Percentage of New Ind|V|duaI L|cense£ Issued Within 10 Days. Physical Therapy

* Percentage of New Individual Licenses Issued Within 10 Days. Occupational Therapy

* Percentage of Individual License Renewals Issued Within 7 Days. Physical Therapy

* Percentage of Individual License Renewals Issued Within 7 Days. Occupational Therapy
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Explanatory/l nput Measures:

* Total Number of Individuals Licensed: Physical Therapy

* Total Number of Individuals Licensed: Occupationa Therapy

*» Average Time for Individual License Issuance: Physical Therapy

» Average Time for Individual License Issuance: Occupational Therapy
» Average Time for Individual License Renewal: Physical Therapy

» Average Time for Individual License Renewal: Occupational Therapy

Strategy 01-01-02: Texas Online. Estimated and Nontransferable

Provide for the processing of occupational license fees through Texas Online. Estimated and
nontransferable.

Outcome Measures:
* Percent of Licensees Who Renew Online
* Percent of New Individual Licenses Issued Online

GOAL 2: Promote Compliance and Enforce PT and OT Practice Acts and Rules

To protect the public by investigating alegations against individuals in violation of the laws
governing the practice of physical therapy and occupational therapy, and taking appropriate
corrective and/or disciplinary action when necessary, and by educating the public, staff and
licensees regarding the boards’ functions and services.

Objective 02-01: Enforceand Adjudicate PT and OT Practice Acts

To educate and increase licensee access to information; investigate or take action on al valid
complaints received; resolve all complaints received within 130 days of receipt; initiate
disciplinary action on licensees as necessary; and deter and reduce the incidence of violations

of the law through enforcement of registerecfactities statutes and rules in Texasthreugh-2021.

Outcome Measures:

* Percent of Complaints Resulting in Disciplinary Action: Physical Therapy

* Percent of Complaints Resulting in Disciplinary Action: Occupational Therapy

* Recidivism Rate for Those Receiving Disciplinary Action: Physical Therapy

* Recidivism Rate for Those Receiving Disciplinary Action: Occupationa Therapy

* Percent of Documented Complaints Resolved Within Six Months: Physical Therapy

* Percent of Documented Complaints Resolved Within Six Months: Occupationa Therapy
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Strategy 02-01-01: Enforcethe Physical Therapy & Occupational Therapy Practice Acts

Administer a system of enforcement and adjudication of the laws governing the practice of
physical therapy and occupational therapy.

Output Measures:
* Number of Complaints Resolved: Physical Therapy
* Number of Complaints Resolved: Occupational Therapy

Efficiency Measures:

» Average Time for Complaint Resolution: Physical Therapy

* Average Time for Complaint Resolution: Occupational Therapy
* Average Cost per Complaint Resolved: Physical Therapy

* Average Cost per Complaint Resolved: Occupationa Therapy
Explanatory Measures:

* Number of Jurisdictional Complaints Received: Physical Therapy
* Number of Jurisdictional Complaints Received: Occupational Therapy

Schedule B
List of M easur e Definitions
Outcome M easur es:

Percent of Licenseesw/ No Recent Violations: (PT or OT)

Short Definition: The percent of the total number of licensed individuals at the end of the
reporting period who have not incurred a violation within the current and preceding two
years (three years total).

Purpose/Importance: Licensing individuals hel ps ensure that practitioners meet legal
standards for professional education and practice, which isaprimary agency goal. This
measure is important because it indicates how effectively the agency's activities deter
violations of professional standards established by statute and rule.

Data Source: The number of licenseesis obtained from the electronic databases and kept
by the Executive Assistant. The number of those licensees who received disciplinary
action in the three-year period is manually computed from the manual disciplinary files,
which are maintained by the lead investigator. The number of those disciplined licensees
isaso identified in board meeting minutes. The electronic report is forwarded to the
Executive Assistant for entry into ABEST. Prior to final submission, the data entered into
ABEST is checked for accuracy by the board coordinator and verified by the Executive
Director. The Executive Assistant maintains el ectronic copies of the automated report.
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Methodology: The numerator for this measure is calculated by subtracting the total
number of licensees with violations during the three-year period from the total number of
licensees at the end of the reporting period. The denominator is the total number of
licensees at the end of the reporting period. The result is multiplied by 100 to achieve a
percentage. The total number of licensees is electronically calculated with those
identified and removed who have received disciplinary action in the current or proceeding
two fiscal years.

Data Limitations: The number of violators is dependent on the number of complaints filed
and the nature of those violationsinvestigated. The agency has no control over either of
these two factors.

Cdculation Type: Non-Cumulative.

New Measure: No

Desired Performance: Higher than Target

Key Measure: Yes
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Percentage of Licensees who Renew Online (PT and OT combined)

Short Definition: The percentage of the total number of eigible licensed individuals
that renewed their license online during the reporting period.

Purpose/Importance: To track use of online license renewal technology by the licensee
population.

Data Source: The licensing system database tracks the type of renewal (office, lock-
box, online) when the renewal feeis entered into the database by Accounting staff.
After the fee code, amount, and renewal type have been entered into the database by the
Accounting staff, Renewal staff in the Licensing Department enters/verifies the
personal data portion of the renewa. Oncetherenewal datais verified, licensing staff
processes (compl etes) the renewal, which automatically updates the expiration date in
the database. After the end of the quarter, one of the board coordinators runs a standard
automated performance measure report which counts all renewal's processed in the
guarter, sub-totals them by renewal type, and cal culates the percentage of total renewals
each type represents. The dectronic report isforwarded to the Executive Assistant for
entry into ABEST. Prior to final submission, the data entered into ABEST is checked
for accuracy by the board coordinator and verified by the Executive Director. The
Executive Assistant maintains electronic copies of the automated report.

Methodology: Total number of individual licenses renewed online divided by the total
number of individual licenses renewed during the reporting period. Theresultis
multiplied by 100 to achieve a percentage.

Data Limitations: The agency has no direct control over the number of licensees who
take advantage of this technology.

Calculation Type: Non-cumulative
New Measure Status: No
Desired Performance: Higher than Target

Key Measure: Yes
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Percentage of New Individual Licenses Issued Online (PT and OT combined)

Short Definition: The percentage of all new licensesissued online to individuals during
the reporting period.

Purpose/Importance: To track use of online license issuance technology by the licensee
population.

Data Source: The licensing system database records the type of transaction (OT or PT,
regular or temporary license), the fee amount, payment type (online, office) and method
(check, credit card) when the license application feeis entered into the database by
Accounting staff. After that information has been entered, licensing staff completes the
personal data portion of the application and issues the license after all required items
have been received. When the license isissued, the expiration date is automatically
generated in the database. After the end of the quarter, one of the Board Coordinators
runs a standard automated performance measure report which counts al license
applications processed in the quarter, subtotals them by payment type, and calculates
the percentage of total new licenses each payment type represents. The eectronic
report is forwarded to the Executive Assistant for entry into ABEST. Prior to final
submission, the data entered into ABEST is checked for accuracy by the board
coordinator and verified by the Executive Director. The Executive Assistant maintains
electronic copies of the automated report.

Methodology: Total number of new licenses issued to individuals online divided by the
total number of new licenses issued to individuals during the reporting period. The
result is multiplied by 100 to achieve a percentage.

Data Limitations: The agency has no direct control over the number of applicants who
take advantage of this technology.

Calculation Type: Non-cumulative
New Measure Status: No
Desired Performance: Higher than Target

Key Measure: Yes
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Output M easures:

Number of New Licenses Issued to Individuals (PT or OT)

Short Definition: The number of temporary, provisiona, and permanent licenses issued
to previously unlicensed individuals during the reporting period.

Purpose/Importance: A successful licensing structure must ensure that legal standards for
professiona education and practice are met prior to licensure. Thismeasureisaprimary
workload indicator which isintended to show the number of unlicensed persons who were
documented to have successfully met all licensure criteria established by statute and rule
as verified by the agency during the reporting period.

Data Source: After the end of the quarter, one of the board coordinators uses a standard
report in the reporting program to query the database for alist/count of licenses issued
during that quarter. The coordinator changes only the beginning and ending date of the
quarter when the report is run. To ensure that people who received temporary licenses
before receiving permanent licenses are not counted twice in the course of aquarter or a
year, the query is structured so that permanent licenses are only counted if atemporary
license was not issued to an individual. The count is automatically done when the report
isrun. The electronic report is forwarded to the Executive Assistant for entry into
ABEST. Prior to final submission, the data entered into ABEST is checked for accuracy
by the board coordinator and verified by the Executive Director. The Executive Assistant
maintains electronic copies of the automated report.

Methodology: This measure counts the total number of licenses issued to previously
unlicensed individuals during the reporting period, regardless of when the application was
originally received. Those individuals who had alicense in the previous reporting period
are not counted. Only new licenses are counted. Licenses are counted as new for persons
who were previously licensed, but whose license expired so that they were required to
meet all criteriaof anew applicant.

Data Limitations: The number of people who apply for licensure in Texas, or renew their
Texas license, isout of the agency's control, affected by the outside factors such as
changes to healthcare reimbursement.

Calculation Type: Cumulative.

New Measure: No

Desired Performance: Higher than Target

Key Measure: Yes
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Number of Licenses Renewed (Individuals) (PT or OT)

Short Definition: The number of licensed individuals who held licenses previously and
renewed their license during the current reporting period.

Purpose/Importance: Licensure renewal isintended to ensure that persons who want to
continue to practice in their respective profession satisfy current legal standards
established by statute and rule for professional education and practice. This measureis
intended to show the number of licenses that were renewed during the reporting period
for individuals who currently held avalid license.

Data Source: Thisinformation comes from the agency OT or PT licensing electronic
database that contains those individuals who are licensed in the state. A listing of all
renewing licensees in the past quarter isrun by one of the board coordinators using a
database reports query program. The electronic report is forwarded to the Executive
Assistant for entry into ABEST. Prior to final submission, the data entered into ABEST
is checked for accuracy by the board coordinator and verified by the Executive Director.
The Executive Assistant maintains el ectronic copies of the automated report.

Methodology: The measure is caculated by querying the agency licensing database to
produce the total number of licenses renewed for previously licensed individuals during
the reporting period.

Data Limitations. Many societal factors beyond the agency's control can affect the
number of licensees who renew their licensein Texas. Federal changes to nationwide
healthcare reimbursement programs will affect the number of therapists working in their
field. The supply and demand for therapistsin Texas will affect this measure. Fewer jobs
(or too many therapists) will result in more licensees moving from Texas seeking
employment in other states, and not renewing their Texas license.

Calculation Type: Cumulative.

New Measure: No

Desired Performance: Higher than Target

Key Measure: Yes
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Efficiency Measures:

Average Licensing Cost for Individual License Issued (PT or OT)

Short Definition: Total expenditures (including encumbrances) for direct licensing
activities during the reporting period divided by the total number of individuals licensed
during the reporting period.

Purpose/Importance: This measure is intended to show how cost-effectively the agency
processes new and renewal license applications for individuals.

Data Source: The Executive Assistant (EA) collects information regarding agency
expenditures from accounting section. The Accounting section provides reports on the
percentage of agency expenditures allotted to enforcement activities. The EA entersthe
datainto a standard Excel worksheet. Accounting also provides the EA with the amounts
spent in certain categories considered licensing expenses. The EA entersinto the
worksheet the number of licenses issued and renewed (statistics obtained from the
licensing department). Excel calculates the average cost for a new or renewed license.
The electronic report is forwarded to the Executive Assistant for entry into ABEST. Prior
to final submission, the data entered into ABEST is checked for accuracy by the board
coordinator and verified by the Executive Director. The Executive Assistant maintains
electronic copies of the automated report.

Methodology: Tota funds expended and encumbered during the reporting period for the
processing of initial and renewed licenses for individuals, divided by the total number of
initial and renewed licenses for individuals issued during the reporting period. Costs
include salaries, supplies, travel, postage, and other costs directly related to licensing,
including document review, handling and notification. Indirect costs, facility registration
costs, and enforcement costs (salaries of investigators, enforcement travel for board
members and investigators, 20% of executive director's salary, and other enforcement
costs) are a'so included.

Data Limitations: The average cost is affected by the number of people who renew or get
new licenses, which means that outside factors such as healthcare reimbursement changes
can affect this number.

Calculation Type: Non-Cumulative.

New Measure: No

Desired Performance: Lower than Target

Key Measure: No
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Percentage of New Individual Licenses Issued Within 10 Days (PT or OT)

Short Definition: The percentage of initial individual license applications that were
processed during the reporting period within 10 days, measured in days from the time
elapsed from receipt of theinitial completed application until the date the license is
mailed.

Purpose/Importance: This measures the ability of the agency to process new applications
in atimely manner and its responsiveness to a primary constituent group.

Data Source: The number is obtained from the agency OT or PT electronic licensing
databases, which contain all individuals who are licensed by the state. The fieldsused in
this report include the date an application is complete and the date the licenseis
issued/mailed.

Methodology: Licensing staff enter the date when al application materials have been
received (i.e., the application is complete) and when the license isissued and mailed. The
automated report calculates the number of days between those two dates, and totals the
number of licensesissued in daily intervals. The percentage is determined by dividing the
total number of licensesissued within 10 days by the total number issued/mailed during
the quarter. The electronic report isforwarded to the Executive Assistant for entry into
ABEST. Prior to final submission, the data entered into ABEST is checked for accuracy
by the board coordinator and verified by the Executive Director. The Executive Assistant
maintains electronic copies of the automated report.

Data Limitations: None

Calculation Type: Non-Cumulative.

New Measure: No

Desired Performance: Higher than Target

Key Measure: No
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Percentage of Individual License Renewals Issued Within 7 Days (PT or OT)

Short Definition: The percentage of individual license renewa applications that were
processed during the reporting period within 7 days of receipt, measured from the time (in
calendar days) elapsed from receipt of the renewal application until the date the renewal
licenseis mailed.

Purpose/lmportance: This measures the ability of the agency to process renewal
applicationsin atimely manner and its responsiveness to a primary constituent group.

Data Source: The number is obtained from the agency OT or PT electronic licensing
databases, which contain all individuals who are licensed by the state. The fields used in
this report include the date a renewal application is complete and the date the renewal
certificateisissued/mailed. The electronic report is forwarded to the Executive Assistant
for entry into ABEST. Prior to final submission, the data entered into ABEST is checked
for accuracy by the board coordinator and verified by the Executive Director. The
Executive Assistant maintains el ectronic copies of the automated report.

Methodology: Licensing staff enters the date when al renewal materials have been
received (i.e., the application is complete) and when the renewal certificate isissued and
mailed. The report calculates the number of days between those two dates, and totals the
number of renewalsissued in daily intervals. The percentage is determined by dividing
the total number of renewals issued within 7 days by the total number issued/mailed
during the quarter. A copy of the report is given to the Executive Assistant.

Data Limitations. None

Calculation Type: Non-Cumulative

New Measure: No

Desired Performance: Higher than Target

Key Measure: No
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Explanatory M easur es:

Total Number of Individuals Licensed (PT or OT)

Short Definition: Total number of individuals licensed at the end of the reporting period.

Purpose/Importance: The measure shows the total number of individua licenses currently
issued, which indicates the size of one of the agency's primary constituencies.

Data Source: This number is obtained from the licensee electronic database. In the first
month of the fiscal year, one of the board coordinators uses the reporting program to
query the database for alist/count of all current permanent and temporary licenses (status
c or t), with the additional cautionary condition that the expiration date of the license,
whether permanent or temporary, be after the last day of the fiscal year. The electronic
report is forwarded to the Executive Assistant for entry into ABEST. Prior to find
submission, the data entered into ABEST is checked for accuracy by the board
coordinator and verified by the Executive Director. The Executive Assistant maintains
electronic copies of the automated report.

Methodology: Thisisacount of the total unduplicated number of licensed individuals that
is stored in the licensing database by the agency at the end of the reporting period. An
individual who holds more than one license is counted only once, and only licensees on
an active status are included in the count.

Data Limitations. The number of people who apply for licensure in Texas, or renew their
Texas licenseg, is out of the agency's control, affected by the outside factors such as
changes to healthcare reimbursement.

Calculation Type: Non-Cumulative

New Measure: No

Desired Performance: Higher than Target

Key Measure: No
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Average Timefor Individua License Issuance (PT or OT)

Short Definition: The average number of calendar days it takes the agency to issue a new
license. Note: Thisis an agency internal measure.

Purpose/Importance: This measures the ability of the agency to process new license
applications in atimely manner and its responsiveness to a primary constituent group.

Data Source: After the end of the fiscal quarter, a board coordinator uses a standard report
in the reporting program to query the database for alist/count of licensesissued during
that quarter. The board coordinator changes only the beginning and ending date of the
quarter when the report isrun. This report also calculates the number of days it took to
issue each license, and computes the average number of days it took to issue alicense
during the quarter. The electronic report is forwarded to the Executive Assistant for entry
into ABEST. Prior to final submission, the data entered into ABEST is checked for
accuracy by the board coordinator and verified by the Executive Director. The Executive
Assistant maintains electronic copies of the automated report.

Methodology: The number of calendar days per initial license application, summed for al
applications received by the agency that elapsed from receipt of the complete application
until the date the license is mailed divided by the total number of new licensesissued to
individuals during the period.
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Data Limitations. None, since the count of days starts after al requirements for licensure
are met.

Calculation Type: Non-Cumulative
New Measure: No
Desired Performance: Lower than Target

Key Measure: No

Average Time for Individual License Renewa (PT or OT)

Short Definition: The average number of calendar days it takes the agency to issue a
licenserenewal. Note: Thisisan agency internal measure.

Purpose/Importance: This measures the ability of the agency to process renewal
applicationsin atimely manner and its responsiveness to a primary constituent group.

Data Source: The information is obtained from the agency OT or PT licensing electronic
database that contains all those individuals who are licensed in the state. A listing of all
licensees who renewed in the previous quarter is run by the renewal clerk using a
database report query program. The average number of daysis calculated by another
program query, and a paper copy listing of all licenseesis generated. The electronic
report is forwarded to the Executive Assistant for entry into ABEST. Prior to fina
submission, the data entered into ABEST is checked for accuracy by the board
coordinator and verified by the Executive Director. The Executive Assistant maintains
electronic copies of the automated report.

Methodology: The number of calendar days per renewal application, summed for al
applications received by the agency that el apsed from receipt of the complete renewal
application until the date the renewed license is mailed divided by the total number of
renewal licensesissued to individuals during that period.

Data Limitations: None

Calculation Type: Non-cumulative

New Measure: No

Desired Performance: Lower than Target

Key Measure: No
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Enforcement Goal
Outcome M easur es:

Percent of Complaints Resulting in Disciplinary Action (PT or OT)

Short Definition: Percent of complaints, which were resolved during the reporting period
that resulted in disciplinary action.

Purpose/Importance: The measure is intended to show the extent to which the agency
exercisesits disciplinary authority in proportion to the number of complaints received. It
isimportant that both the public and licensees have an expectation that the agency will
work to ensure fair and effective enforcement of the act and this measure seeks to indicate
agency responsiveness to this expectation.

Data Source: The lead investigator maintains manual files of complaints received and the
numbers of those resulting in disciplinary actions obtained from board meeting records.
From these files, the investigator cal cul ates the measure and a so maintains the manual
computations of the percentages. The electronic report is forwarded to the Executive
Assistant for entry into ABEST. Prior to final submission, the data entered into ABEST
is checked for accuracy by the board coordinator and verified by the Executive Director.
The Executive Assistant maintains el ectronic copies of the automated report.

Methodology: The total number of complaints (defined as a request for agency
intervention or mediation) resolved that resulted in disciplinary action (numerator) is
divided by the total number of complaints resolved during the reporting period
(denominator). The result is multiplied by 100 to achieve a percentage. Disciplinary
action includes agreed orders, letters of reprimand, suspensions, probation, revocation,
restitution, and/or fines on which the board has acted.

Data Limitations: The factorsin complaints that determine whether or not disciplinary
action is warranted are beyond the control of the agency. Examplesinclude validity of
complaints and seriousness of valid complaints.

Cdculation Type: Non-cumulative

New Measure: No

Desired Performance: Higher than Target

Key Measure: Yes
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Recidivism Rate for Those Receiving Disciplinary Action (PT or OT)

Short Definition: The number of repeat offenders at the end of the reporting period as a
percentage of all offenders during the most recent three-year period.

Purpose/Importance: The measure isintended to show how effectively the agency
enforcesits regulatory requirements and prohibitions. It isimportant that the agency
enforcesits act and rules strictly enough to ensure consumers are protected from unsafe,
incompetent and unethical practice by the registered or licensed professional.

Data Source: At the end of the fiscal year, the lead investigator manually
computes/identifies numbers of those receiving disciplinary action in the period and those
who are repeat offenders from the manual investigation files. The electronic report is
forwarded to the Executive Assistant for entry into ABEST. Prior to final submission, the
data entered into ABEST is checked for accuracy by the board coordinator and verified

by the Executive Director. The Executive Assistant maintains el ectronic copies of the
automated report.

Methodology: The number of individuals against whom two or more disciplinary actions
were taken by the board within the current and preceding two fiscal years (numerator) is
divided by the total number of individuals receiving disciplinary actions within the
current and preceding two fiscal years (denominator). Theresult is multiplied by 100 to
achieve a percentage.

Data Limitations. Causes of repeat violations are rarely influenced by any board actions.
Again, in the short term the board has no control over the nature or number of complaints
filed or the substance of the violations.

Calculation Type: Non-cumulative

New Measure: No

Desired Performance: Lower than Target

Key Measure: No
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Percent of Documented Complaints Resolved Within Six Months (PT or OT)

Short Definition: The percent of complaints resolved during the reporting period that was
resolved within a six month period from the time they were initialy received by the

agency.

Purpose/Importance: The measure is intended to show the percentage of complaints
which are resolved within areasonable period of time. It isimportant to ensure the swift
enforcement of the (PT or OT) Practice Act, which is an agency goal.

Data Source: At the end of the fiscal year, the lead investigator maintains a manual list of
complaints resolved in reporting period drawn from the investigation manual files, and
manually computes the number of days to resolve. The electronic report is forwarded to
the Executive Assistant for entry into ABEST. Prior to final submission, the data entered
into ABEST is checked for accuracy by the board coordinator and verified by the
Executive Director. The Executive Assistant maintains el ectronic copies of the
automated report.

Methodology: The number of complaints resolved within aperiod of six months or less
from the date of receipt (numerator) is divided by the total number of complaints resolved
during the reporting period (denominator). The result should be multiplied by 100 to
achieve a percentage.

Data Limitations: The nature of complaint violation, complexity of the complaint,
availability of witnesses, experience of investigator, attorney involvement, investigative
committee and board meeting schedules, cooperation from the violator, and travel
restrictions may al impact the number of days needed to resolve a complaint
investigation.

Calculation Type: Non-cumulative

New Measure: No

Desired Performance: Higher than Target

Key Measure: No
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Output M easures:

Number of Complaints Resolved (PT or OT)

Short Definition: The total number of complaints resolved during the reporting period.

Purpose/Importance: The measure shows the workload associated with resolving
complaints.

Data Source: At the end of each fiscal quarter, the lead investigator cal culates the total
from the manual investigative files, counting the total number of casefiles that are
completed. The electronic report isforwarded to the Executive Assistant for entry into
ABEST. Prior to final submission, the data entered into ABEST is checked for accuracy
by the board coordinator and verified by the Executive Director. The Executive Assistant
maintains electronic copies of the automated report.

Methodology: Thisis acalculation of the total number of complaints during the reporting
period upon which final action was taken by the board or for which adetermination is
made that aviolation did not occur. A complaint that, after preliminary investigation, is
determined to be non-jurisdictional is not aresolved complaint. (Non-jurisdictiona
complaints are those which are not within the agency's jurisdiction of statutory
responsibility. For statistical purposes, a complaint passed to another agency is not
included in this total, nor isit counted as a non-resolved complaint.)

Data Limitations: The number of complaints received, nature of complaint violation,
complexity of the complaint, availability of witnesses, experience of investigator, attorney
involvement, investigative committee and board meeting schedules, cooperation from the
violator, and travel restrictions may all impact the number of days needed to resolve a
complaint investigation.

Calculation Type: Cumulative

New Measure: No

Desired Performance: Higher than Target

Key Measure: Yes
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Efficiency Measures:

Average Time for Complaint Resolution (PT or OT)

Short Definition: The average length of time to resolve acomplaint, for al complaints
resolved during the reporting period.

Purpose/Importance: The measure shows the agency's efficiency in resolving complaints.

Data Source: At the completion of each fiscal quarter, the lead investigator manually
computes the quarterly cases resolved and length of resolution time from information
obtained from the case file manual records. The electronic report is forwarded to the
Executive Assistant for entry into ABEST. Prior to final submission, the data entered into
ABEST is checked for accuracy by the board coordinator and verified by the Executive
Director. The Executive Assistant maintains electronic copies of the automated report.

Methodology: The total number of calendar days per complaint resolved, summed for all
complaints resolved during the reporting period, that el apsed from receipt of arequest for
agency intervention to the date upon which final action on the complaint was taken by the
board (numerator) is divided by the number of complaints resolved during the reporting
period (denominator). The calculation excludes complaints determined to be non-
jurisdictional of the agency's statutory responsibilities.

Data Limitations: The number of complaints received, nature of the complaint violation,
complexity of the complaint, availability of witnesses, experience of investigator, attorney
involvement, investigative committee and board meeting schedules, cooperation from the
violator, and travel restrictions may all impact the number of days needed to resolve a
complaint investigation.

Calculation Type: Non-cumulative

New Measure: No

Desired Performance: Lower than Target

Key Measure: Yes
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Average Cost per Complaint Resolved (PT or OT)

Short Definition: Total costs expended for the resolution of complaints during the
reporting period divided by the total number of complaints resolved during the reporting
period.

Purpose/Importance: The measure shows the cost efficiency of the agency in resolving a
complaint.

Data Source: The lead investigator manually computes actual costs related to every
investigative case file. Costs are obtained from the Accounting Section. The individua
case cost is kept in the manual casefile. Thelead investigator reports costs quarterly to
the Executive Assistant and each board. The electronic report is forwarded to the
Executive Assistant for entry into ABEST. Prior to final submission, the data entered into
ABEST is checked for accuracy by the board coordinator and verified by the Executive
Director. The Executive Assistant maintains el ectronic copies of the automated report.

Methodology: The total funds expended and encumbered during the reporting period for
complaint processing, investigation, and resolution (numerator) is divided by the number
of complaints resolved (denominator). Costsinclude salaries of the investigators, 10% of
the Executive Director's sdary; supplies ($5 per complaint); travel of investigators and
board members of investigation committee; postage ($5 per complaint); and any other
expenses directly related to enforcement including SOAH costs. These costs are
computed using the appropriate expenditures (including encumbrances) shown from each
category in the agency accounting system (specific). Indirect costs are excluded from this
calculation. For multiple reporting periods, year-to-date performance is calculated by
adding all costs related to complaints for all reporting periods (numerator) is divided by
the number of complaints resolved for all reporting periods (denominator).

Data Limitations. Cases that require substantial travel or AG (SOAH) involvement are
factors beyond the control of the agency.

Calculation Type: Non-cumulative
New Measure: No
Desired Performance: Lower than Target

Key Measure: No
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Explanatory Measures:

Number of Jurisdictional Complaints Received (PT or OT)

Short Definition: The total number of complaints received during the reporting period that
are within the agency's jurisdiction of statutory responsibility.

Purpose/Importance: The measure shows the number of jurisdictional complaints which
hel ps determine agency workload.

Data Source: The lead investigator maintains a manual log of complaints received. The
lead investigator uses the information previously entered in the log to devel op this report.
The electronic report is forwarded to the Executive Assistant for entry into ABEST. Prior
to final submission, the data entered into ABEST is checked for accuracy by the board
coordinator and verified by the Executive Director. The Executive Assistant maintains
electronic copies of the automated report.

Methodology: The agency sums the total number of complaints received relative only to
itsjurisdiction. It also keepstrack of total number of complaints that are not in its
jurisdiction, but does not use that figure in its calculation.

Data Limitations. Causes that influence why, when or how many complaints are received
or might be received during any specific time period are beyond the short-term control of
the agency.

Calculation Type: Cumulative

New Measure: No

Desired Performance: Lower than Target

Key Measure: Yes
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Schedule C

Historically Underutilized Business Plan

The Executive Council pridesitself on its use of Historically Underutilized Businesses (HUB)
in its purchases of goods and services from the public sector. The Legislature has provided
guidance that each state agency receiving appropriations should make a good-faith effort to
include HUBs in at least 33.0 percent of the total value of “Other Services’ and 12.5% of
“Commodities’ contracts awarded. Sinceitsinception in 1993, with the exception of the 2013-
2015 biennium and FY 2016, the Executive Council has always met or exceeded that goal. The
standing agency goals are 40% awarded for Other Services and 30% for Commodities, the only
two categories of contracts available for HUB awards. Beginning in FY 2012, our HUB
contracts award percentages were negatively impacted by the two major contractors of the
agency, the database administrator and web site host administrator, failing to renew their HUB
status over the past few years, resulting in failures to meet HUB goals. Due to the nature of
thelr support and expertise, the agency was not in a position to replace these vendors, but both
finally renewed their HUB statusin late 2015. This ensured that the agency exceeded its HUB
goasasit did in the past.

CONSOLIDATED REPORT FOR: 533 EXEC CNCL OF PHYSICAL & OCC THERAPY —FY 2017

Category Total $ Spent Tgtglpl;rL{ltB Percent Agentélosaﬁ)ecific Stag(a)ve\‘/:de

Heavy Construction N/A N/A N/A N/A 11.2%
Building Construction N/A N/A N/A N/A 21.1%
Special Trade N/A N/A N/A N/A 32.7%
Professional Services N/A N/A N/A N/A 23.6%
Other Services $57,063 $51,780 90.74% 30.0% 24.6%
Commodities $19,042 $11,724 61.57% 12.6% 21.0%
TOTAL $76,106 $63,505 83.44%

GOAL C: Historically Underutilized Businesses
We will foster an environment that will enhance participation of Historically Underutilized
Businesses in procurement and contracting opportunities.

Objective 03-01:

Through each year of the strategic plan, we will make a good faith effort to award at least 33
percent of the total value of contracts for “ Other Services” and 12.5% for “Commaodities’ to
Historically Underutilized Businesses (HUB).

Outcome Measures:
* Percent of total dollar value of contracts awarded to HUBs for Other Services.
* Percent of total dollar value of contracts awarded to HUBs for Commodities.
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Strategy 03-01-01: Historically Underutilized Businesses
Implement procedures for increasing the use of HUBs for contracts and purchases.
Output Measures:

* Number of HUB purchases and contracts awarded.
* Dollar value of HUB purchases and awarded contracts.

Schedule D
Statewide Capital Plan (not applicable)

Schedule E
Health and Human Services Strategic Plan (not applicable)
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Schedule F

Agency Workforce Plan
|. Overview

The Executive Council of Physical Therapy and Occupational Therapy Examiners (Executive
Council or ECPTOTE) is an independent state health regulatory agency, operating under the
authority of its enabling legislation, Article 4512e-1, V.T.C.S. The 73rd Legislature, Regular
Session, created the Executive Council in 1993 to administer and enforce the Physical Therapy
Practice Act and the Occupational Therapy Practice Act. Thislegislation merged the
administrative functions of the Texas Board of Physical Therapy Examiners and the Texas
Advisory Board of Occupationa Therapy under the Executive Council, while keeping the rule
and decision-making authority of the two boards intact.

The Executive Council staff employees directly support or carry out the functions of one or
both boards. The Executive Council staff is organized into three functiona areas -
administrative support, licensing, and investigations. The administrative staff supports the
activities of the board members and other two staff groupsin financial administration,
information services, personnel administration, and general administration. The licensing staff
responds to the unique needs of the physical therapy and occupational therapy licensee
population they support. They are responsible for ensuring quality services for the consumers
of Texas by licensing only qualified physical and occupational therapists. While the process of
issuing licenses is the predominate activity, approximately 40% of staff timeis spent
responding to inquiries about the professions through different communications means
availablein the agency. The three-person investigation staff receives and investigates all
complaints against the boards' licensees and works closdly with the investigation committees of
the two boards.

The ECPTOTE has had 18 authorized full time positions since it became operational in 1993.
In 2014 it increased to 19, and is currently 21 (only 20 are funded). It maintained this zero
increase staffing usually through reorganizations and leveraging of technology. However, the
agency was authorized an additional investigator by the 83" legislature due to the sharply
increasing investigative workload. Up until recently, the agency has aways received sufficient
funding from the legislature to be fully staffed. ECPTOTE required, requested, and received an
additional two positionsin the licensing areato manage the ever increasing workload in that
area from the 84" |egislature,

The agency underwent a Sunset Review in 2016-17, the first since 1993. The outcome was
codified in Senate Bill 317, 85" Regular Session. The agency workforce plan was not
impacted by changes resulting from the Sunset Review.
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A. Agency Mission
The mission of the Executive Council of Physical Therapy and Occupational Therapy
Examinersisto protect the health, safety, and welfare of the people of Texas through the
regulation and enforcement of the practice of physical therapy and of occupational therapy. All
funding for support of the Executive Council comes from fees paid by the licensees.

B. Strategic Goals and Objectives

The ECPTOTE has two main operational goals.

Goal 1 To license Physical and Occupational Therapists

Objective | Ensure license and registration standards for PTsand OTs

Strategies | Issue and renew licenses

Texas Online. Estimated and Non-transferable

Goal 2 To promote compliance and enforce PT and OT Practice Acts and rules

Objective | Enforce and adjudicate PT and OT Practice Acts

Strategy | Enforce the Physical Therapy and Occupationa Therapy Practice Acts

C. Anticipated Changesin Strategies

The Executive Council anticipates four changes that will have an impact on the agency’s
business processes and indirectly on its workforce. These changes are technology driven which
will require a need for employees, especially the administrative support staff, to be trained in
areas with which they are now unfamiliar.

Business Trends:

e The supported population, i.e., number of licensees, will continue to annually show a
steady, albeit moderate, increase of between 4% and 6%.

e The agency has recently replaced its licensee database program, which is more robust
and sufficient to its needs for an extended period of time, based on its capabilities and
future estimated database size increase.

e The steady increase in the number of on hand paper files and documentsis slowly
driving the agency to a completely paperless, imaging system of file storage. While
the agency is now storing records both physically and digitally, the complete
conversions to digital only file storageis still severd years away.

e Anincreasing dependence on the agencies web site for interactive transactions with
customers will require greater technology funding, a more frequently modified and

more sophisticated website, and increased knowledge in web design and maintenance
skills.

The Executive Council is focusing on workforce planning issues that will address the most
critical areasin the agency. They include a greater emphasis on training of employeesin
technology-related skills, and an effort to hire and retain highly skilled (and motivated)
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personnel. Lack of funding for training and adequate salaries for employee retention is the
greatest challenge to accomplishing this.

I1. Current Workforce Profile (Supply Analysis)
A. Critical Workforce Skills

Although the agency has many strong, qualified employees, there are several critical skills that
are critical to the agency’ s ability to operate. Without these skills, the Executive Council could
not perform basic business functions or support the two licensing boards. The skills are listed
below:

Conducting Investigations
Interpreting Rules/Regul ations
Effective Communications
Customer Service

Project Management
Licensing Functions

B. Workforce Demographics

The following charts profile the agency’ s workforce as of 5/31/18. The Executive Council’s
workforce is comprised of 6 males and 14 females. 75 percent of the employees are greater
than 40 years old, indicating a mature workforce. 75 percent of agency employees have less
than five years agency service, and most employees also have prior service at other state
agencies. The average state service for agency employeesisover 9 years. Thisstatisticis
expected to increase in the short term (5-10 years).
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Wor kfor ce Breakouts

Gender

Male

Female
70%

Age

Under 30 yrs
10%

Over 60 yrs
25%

30 -39 yrs
25%

50-59 yrs_/
25% \_40-49 yrs

15%

41

——
| —
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Agency Tenure

Over 20 yrs
10%

15-19yrs

10% Less than 2 yrs

35%

10-14 yrs
5%

2-4 yrs —
40%

The following tables compare the percentage of African American, Hispanic and Female

ECPTOTE employees (as of 5/31/18) to the statewide civilian workforce as reported by the
Texas Workforce Commission. The Executive Council generally is comparable to or better
than the statewide workforce statistics, considering the small population size of the agency.

Equal Employment Opportunity Statistics
1. Officials / Administration

Statewide Statewide Statewide
Total Civilian Civilian Civilian

Number of Percent Workforce Percent Workforce Percent Workforce
Year | Positions || African-American Percent Hispanic Percent Female Percent
2018 6 16.67% 7.12% 0% 20.90% 33.33% 37.48%

Table 1 Exhibit 18 EEO Statistics for Officials/Administration

2. Professional / Para-Professional

Statewide Statewide Statewide
Total Civilian Civilian Civilian

Number of Percent Workforce Percent Workforce Percent Workforce
Year | Positions || African-American Percent Hispanic Percent Female Percent
2018 1 100% 10.96% 0% 18.55% 0% 54.88%

Table 2 Exhibit 18 EEO Statistics for Professionals
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3. Technical

Statewide Statewide Statewide
Total Civilian Civilian Civilian
Number of Percent Workforce Percent Workforce Percent Workforce
Year | Positions || African-American Percent Hispanic Percent Female Percent
2018 0 0% 13.75% 0% 28.82% 0% 51.31%
Table 3 Exhibit 18 EEO Statistics for Technical
4. Administrative Support
Statewide Statewide Statewide
Total Civilian Civilian Civilian
Number of Percent Workforce Percent Workforce Percent Workforce
Year Positions || African-American Percent Hispanic Percent Female Percent
2018 13 15.38% 13.58% 53.85% 33% 92.31% 72.80%
Table 4 Exhibit 18 EEO Statistics for Administrative Support
5. Service / Maintenance Non Applicable
Statewide Statewide Statewide
Total Civilian Civilian Civilian
Number of Percent Workforce Percent Workforce Percent Workforce
Year | Positions || African-American Percent Hispanic Percent Female Percent
2018 0 0% 12.22% 0% 53.71% 0% 51.35%
Table 5 Exhibit 18 EEO Statistics for Service and Maintenance
6. Skilled Craft Non Applicable
Statewide Statewide Statewide
Total Civilian Civilian Civilian
Number of Percent Workforce Percent Workforce Percent Workforce
Year | Positions || African-American Percent Hispanic Percent Female Percent
2018 0 0% 9.52% 0% 49.26% 0% 11.13%

C. Employee Turnover

Turnover isan important issue in any organization, and the Executive Council is no exception.
During the last ten years the agency has seen a gradual decrease in its turnover rate from ahigh
of 27.8% (6 employees) in FY 2001 to one or two each year over the past ten years. The overall
average in the past ten fiscal years has been significantly less than the State average. However,
to date in the current FY, there has been 1 departure for a higher paying state agency position.
Two employees are also expected to retirein FY 2019. One other employeeis dligible, but is
not expected to retire until beyond 2020. Obviously, the longevity of some employees, alack
of funds to provide merit raises and lack of promotion potential in asmall organization such as
the ECPTOTE are the primary reasons for departure.




ECPTOTE Strategic Plan

D. Retirement Eligibility

The Executive Council anticipates a potential two retirements during the upcoming biennium.
Four employees are eligible for normal retirement now, and 6 employees are vested (10 years
or more of service). Two employees are expected to leave the agency through retirement in
2019. Knowing about these vacancies so far in advance allows the agency to plan for a
changeover with aminimum of disruption to agency operations.

[11. Future Workforce Profile (Demand Analysis)

The increasing dependency on technology and the increased expectations of the public on the
level of services the agency should provide have forced the ECPTOTE to constantly revise and
update its business processes, with frequent injections of information technology. Thisis
expected to continue, and will have an impact on the skill levels required of al occupationa
groups.

A. Critical Functions
e Increased Information Technology training

B. Expected Workforce Changes
e Increased abilitiesto use technology to assist in revising and streamlining work processes
e Employeesincrease cross-training in functional areas

C. Anticipated I ncrease/Decrease in Number of Employees Needed to Do the Work

e Thereareno additiona positions anticipated in at least the next biennium as the current and
expected workload will be within the capabilities of the current staff. However, a continued
shifting of FTE positions within the agency might be necessary to meet changing demands.

D. FutureWorkforce Skills Needed

For the Executive Council to keep pace with tomorrow’ s requirements for service, its
professional employees will have to master to different degrees the following critical 1T
competencies and not continue to depend on outside contractor support without understanding
what is being performed:

Information Systems

3" Level Database System Programming
Hardware Maintenance

Network Administration

Web Page Development & Maintenance
Purchase of IT equipment and user software
Technology Strategic Planning

Project Management
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Administration employees will need to improve their skillsin the following areas:

e 2" and 3 Leve software courses, possibly at the university level
e Business Systems analysis and design

1V. Gap Analysis

A. Anticipated Surplusor Shortage of Workersor Skills
After analyzing the workforce situation, The Executive Council has determined that thereis
one gap between the agency’ s workforce supply and demand that must be addressed.

Current employeeslack critical skills

e Leadership positions are not trained in Business Process re-engineering.

e Lack of information technology workers with strong computer skills has slowed the
process of automating licensing and investigation processes, and resulted in greater
dependency on support from outside the agency for direct support, database maintenance,
and web page design and maintenance.

Internal candidates are having difficulty competing for higher positions at the
OfficialssAdmin level because of limited job experience and education. These positions
must be primarily hired from outside the organization.

An analysis of the Executive Council’s employee skill level and expectations of which skills
would become greater priorities over the next five yearsis below. These skills were rated on a
scale from 1-4 to determine the current proficiency level and the desired proficiency levels.
Areas shaded the darkest show the greatest gap for a particular skill and occupational group, the
lighter shaded Gap areas indicate potential problem areas, and the non-shaded areas indicate
little or no existing gaps expected.
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Officia syAdmin Prof essional Admin Support
Skill Have | Need| Gap | Have|Need | Gap ||Have| Need | Gap

Communication 3 4 1 2 3 1 2 3 1
Database & Technology Areas 2 3 1 2 3 1 2 3 1
Problem Solving 3 3 0 3 3 0 2 2 0
Computer Skills 2 [ 311 214 2 1] 3 |72
Project Management 3 4 1 1 2 1 0 0 0
Business Process Re-engineering 2 4 - 1 2 1 0 0 0
Technical Expertise 3 4 1 4 4 0 2 2 0
Decision Making 3 3 0 2 3 1 2 2 0
Customer Service 3 3 0 3 3 0 4 3 0

L egend

0 = No knowledge

1 = Minimal knowledge; familiarity with skill
2 = Working knowledge, proficiency in skill

3 = Professional level, mastery of skill,
4 = Acknowledged expert in skill, able to mentors and trains other employees

Have = Average competency level for incumbents of targeted job categories
Need = Average competency levels needed for future employeesin targeted categories
Gap = Difference in skill level between current and future competency levels
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V. Strategy Development

To address the deficits between the current workforce and future requirements, the Executive
Council has developed goals for the current workforce plan. These are based on a range of
factors identified through analyzing the agency and its workforce. The Executive Council’s
future workforce requirements can be grouped into two key areas.

Gap e Current employeeslack critical skills.

Goal Develop a competent, well-trained wor kfor ce skilled in technology.

Thetraining and development of current employeesiscritical to the success
of theagency. The Executive Council must analyze existing staff to

deter mine which employees demonstrate the potential or interest to develop
Rationale new competencies and assume higher level positions. In addition, the
Executive Council needsto prioritize critical competencies and decide if
thereisenough time to develop staff internally for potential vacancies, or if
targeted recruiting is adequate.

e |dentify new skill setsrequired as aresult of program changes or
technologica advancements by September 2019.

e Actively pursue external training opportunities and programs to include those
addressing technology changes. (dependent upon available funds)

e Implement mentoring programs matching seasoned employees with new
employees.

Action Steps | ¢ Whenever possible, try to develop management internally by always trying
to place lower level staff on development paths to prepare them to move into
jobs with higher level skill requirements.

e Conduct an assessment of the level of risk facing the agency regarding the
potential loss of knowledge at each position.

e Develop strategies to ensure that knowledge is retained by promoting the
transfer of knowledge as a corporate value.
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Gap

e ECPTOTE cannot attract and retain the right employeesfor the job.

Goal

Become an employer of choice.

Rationale

Finding and developing a wor kforceisa major challenge, and should be
recognized asa major priority of the agency. If theagency istorecruit and
retain theright workersin theright jobsat theright time, the ECPTOTE
must recognizethereisa competitive market for good workersand takethe
appropriate actionsto obtain them and retain them. The agency will focus
on rewar ding exceptional perfor mance, providing a structured approach to
staff development, and creating a culture that supportsinnovation and
excellence.

Action Steps

Develop and implement pay for performance plan (merits when, and only when
deserved and funds available).
Utilize pay incentives, where appropriate, to attract and retain staff.

Adjust salaries within assigned pay ranges for employeesin positions that are
critical functions. Accept higher turnover ratesin less skilled positions.
Create programs that allow employees who are seeking new challenges to work

on specia projects, rotations, and/or developmental assignments; e.g. cross-
training in other areas through reassignment.
Remove employees who cannot or will not meet the standards of their jobs.
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Attachment 1: Workforce Summary Document Prepared by State Auditor’s Office
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Attachment 1. Workforce Summary Document Prepared by State Auditor’s Office
(cont.)
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Appendix 1to Schedule F - Survey of Employee Engagement
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People
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Constructs
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Areasof Strength and Concern
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Climate




ECPTOTE Strategic Plan

Schedule G
Report on Customer Service
May 2016 — May 2018

1. Overview

The Executive Council of Physical Therapy and Occupational Therapy Examiners (ECPTOTE)
maintains an organizational commitment to providing excellent customer service for al of its
client groups. However, accurately measuring the level of serviceisachallenge dueto the
“newness’ of the concept of measuring satisfaction and inexperience of the staff in creating
sampling instruments and analyzing the gathered data. Until FY 2002, our self-evaluated level
of performance was all anecdotal and based on individual, client generated opinions. If enough
people complained about a process, or the mannerisms of a clerk, to a supervisor or the
Executive Director, the process was eventually changed if possible and the clerk was counseled
or let go. Otherwise, there was no formal method of measuring just how well we were doing
our jobs as viewed by our primary customers — the licensees, or methodology of correctly
responding to the faults they pointed out.

2. External Customer Inventory

The Executive Council primarily provides services to the licensees of its two boards' - Physical
Therapists and Physical Therapist Assistants, Occupational Therapists and Occupational
Therapy Assistants, through licensure to practice. Other related customers are the owners and
employees of the Physical Therapy and Occupationa Therapy facilities that are registered by
the agency. This provision of services supports the agency’s Strategy 1. ECPTOTE also
provides services to therapists who are not licensed by the agency, potential licensees, and
persons enrolled in atherapist education program. Thisisusually in the form of providing
information. Other customersinclude citizens who file a complaint against one of the agency’s
licensees. Investigation and disciplinary action against guilty licensees support Strategy 2.

3. Genera Description and History of |nformation Gathering M ethods

In December 2001, ECPTOTE first contracted with the Center for Social Work Research at the
University of Texas (UT) to manage its customer survey. The survey began in January, 2002
with results provided to the agency threetimes ayear. ECPTOTE signed an initial contract for
CY 2002, with expectations of continuing the survey process indefinitely. A paper and pencil
survey was enclosed with about 70 - 100 license renewals every month, and the licensee had
the option to either fill out the survey on line on the UT website or return the completed survey
with therenewal. Thetota cost to administer, interpret, and report on the survey results
gradually dropped from the initial cost of $1550/year to $750/year, or about $.30/person
surveyed.

During the FY 2003 budget crisis, the ECPTOTE had its budget significantly reduced in
February 2003. One of the many contracts alowed to lapse due to lack of funds was the
contract with the Center for Social Work Research. The contract was not renewed until March
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2004, when the agency gained discretionary income through its sales of mailing lists. That
contract, which continues to date, included the same conditions and cost, but there was almost a
one year gap in collecting and compiling survey data. While licensees occasionally filled out
the survey on the agency’ s web site, the data was automatically sent to UT, sight unseen by the
agency. Datafrom those completed surveys were included in the first resumed report. There
have been no breaks since, although the time between reports has now extended to once a
biennium, usually in the March/April timeframe.

Due to new processes set up to enhance the use of the online renewal system, the data
collection method required modification. The agency now mails out notification postcards
instead of arenewal packet (with survey enclosed), thereby precluding the use of mail in
distributing surveys. However, the 95% of the licensee population who use the online renewal
program every two years on the agency web site are now exposed to the survey, which is
included as part of the online renewal process. Filling out the survey, as aways, isvoluntary,
but the response rate has significantly improved since itsinclusion in the renewal process. A
much smaller group of respondents accessed the survey directly from a different area of the
agency’ s website.

The agency is now provided results on request, usually in late April before the strategic planis
due. When it was discovered that written comments were also collected all year and then
provided at the same time (In some cases, they were amost a year old), the agency negotiated a
modification to the contract, whereby written comments were received monthly. The contract
has been further modified so that comments are immediately forwarded to the agency upon
submission, allowing an almost immediate response to a comment.

ECPTOTE has made frequent changes to its web site, usually driven by outside requirements or
opportunities to enhance the site. A negative consequence of one of those changesis that
sometime in 2011, the customer survey was disconnected, and remained so for alengthy period
of time. This problem was not discovered and corrected until April 2012 (when the report was
received) — there were only 327 responses. Thisisin contrast to the 3,423 in the previous
biennium, and 2,907 in the current biennium.

4. Methodology and Analysis of the Survey of Organizational Excellence Group Administered
Survey (as described by the Center for Socia Work Research):

Overview

Customer service surveys were administered starting in the spring of 2002 by the Survey of
Organizationa Excellence Group (SOE) at The University of Texas at Austin School of Social
Work for the Executive Council on Physical and Occupational Therapy Examiners
(ECPTOTE). The survey project intent was to measure customer service perceptions from the
recipients of agency services. The data aso serve to address the Customer Service Standards
Act (1999, SB 1563). Thisreport contains both an overview of the findings and individual item
results and analysis. Thisisfollowed by areview of the methodol ogy used in the survey
administration.
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Detailed Survey M ethodology

Design

The design process incorporated three objectives. First, the survey created substantive
customer service survey data for strategic planning and organizationa initiatives. Second, the
design accurately portrayed and represented (through use of standard and tested surveying
techniques) the perceptions of customers. Lastly, implementing the survey established an open
forum in which both the citizens of Texas and the direct recipients of services could evaluate
interactions, recognize outstanding service, and/or offer insights into how service was delivered
and where service needed to improve.

To accomplish these objectives survey areas or dimensions were created. The
dimensions categorized various customer perceptions into distinct units. Categorical
distinctiveness allows for an organization to more thoroughly assess whether or not they are
meeting or exceeding customer expectationsin agiven area of operation. Both the quantitative
and qualitative data provided through the survey process reaffirms areas of strength and draws
attention to potential areas of concern.

Seven survey areas (facilities, staff, communications, Internet site, complaint-handling
processes, service timeliness, and printed information) were specifically listed in the
Legidlative Budget Board' s Strategic Planning Instructions derived from the Customer Service
Standards Act. However, the planning instructions did allow for agencies to not assess on a
particular areaif it did not apply to the service delivery function of the agency.  For each
dimension, the survey participants were asked to respond to various items concerning
perceptions of customer service.

The customer perceptions were measured on a Likert-type scale with 5 possible
responses (strongly disagree, disagree, neutral, agree, and strongly agree). Point values ranging
from 5 for strongly agree to 1 for strongly disagree were assigned upon processing the data. If
the respondent had no knowledge or the item did not apply to their situation, they were asked to
leave the item blank. The higher the response the more strongly respondents agreed with the
statement. All items were positively worded so that higher values are representative of higher
levels of agreement or may be viewed as more positive perceptions of customer service.

The survey also included an item asking for the frequency of contact with the agency
and an open-ended item. Customers were also asked to identify the customer category that best
described themselves. The open-ended item, found at the end of the survey, asked respondents
to offer any additional comments and/or to identify outstanding service from employees or
divisions. The open-ended section was designed to alow for sources of input (compliments,
criticisms or suggestions) not directly addressed in the printed survey items. Moreover, asking
customers to recognize individuals who provided outstanding service assistsin identifying
employees who excdl in providing exemplary service to customers. To allow for arapid
response to potential concerns, survey participants were able to mark a box on the online
version that immediately forwarded their comments to the agency.

Survey Instrument Type

The survey isan online instrument. Utilizing both HyperText Markup Language (html
coding) and Common Gateway Interface (cgi scripting), the survey was first made available via
the internet at the following Internet address:
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http://www.orgexcel .net/survey/index.php?& sc=53301

The equipment used to serve the web site and the corresponding database of responses
(aUnix based system) handles thousands of simultaneous requests and performs routine data
backups both incrementally and daily. Respondents receiving the OMR version of the survey
could take the survey online by going to the web site address and by entering their control
number (printed on the survey instrument). In the event a control number entered online was
in conflict (the two numbers were the same) with a control number received from a hardcopy
survey, the online survey data would be removed asavalid response. For this dataset, there
were no conflicting control numbers.

The online survey was incorporated in the agency online renewal system and alink on
the home page. The design was concise for various reasons. First, the survey served asa
general customer service diagnostic that assessed customer perceptions in broad topical areas.
While many inferences can be made from the survey data, low scoring areas may require
additional assessment to determine underlying causes. Conversely, further examination of high
scoring dimensions may produce examples of an organization’s “best practices’ that can be
shared among other parts of the agency. Also, the genera nature of the survey enables the
agency to use the instrument in different settings; and therefore, the survey results allow for
comparison of dimensions across the organization. Second, instruments such as these
(voluntary questionnaires of customers) are succinct so that the respondent can complete the
survey in only afew minutes. Typicaly, long questionnaires (due to the specificity of items
and considerabl e length of time to compl ete the survey) discourage participation. Experience
shows that response rates for concise surveys achieve an acceptable returned percentage of
greater than 10%. Third, providing survey participants the opportunity to comment in an open-
ended section shapes the preparation of follow-up surveys. Customers' suggestions are often
used to modify the content of future customer service survey items.

Analysis

Survey responses were compiled and analyzed. For the demographic items, frequency
counts and percentage of respondents are tabulated. Furthermore, for each category code such
as industry and program, an average score for thisitem: “Overall, | am satisfied with the
service | received.” was calculated. Thisitem isageneral statement about the agency’s
customer service performance. Providing these scores for each category permits direct
comparisons across the various response options.

For the scaled items (the non-demographic items listed at the bottom of the survey),
average scores, number of respondents, standard deviations, and frequency counts of response
choices were calculated. The statistical calculation of standard deviation measures variability
of responses. The smaller the standard deviation, the closer together the distribution of the
respondents’ scores are. The greater the standard deviation, the more scores are spread among
the responses. Once item averages were cal culated, dimensional averages were computed by
taking an average of all the mean item responses, which comprised the different dimensions.
Open-ended responses were returned in their entirety directly to the agency.

Additional analysis of the survey instrument was conducted. Confidence intervals (set
at 95%, the most commonly reported level) were calculated for al scaled items. Thelevel
creates an interval (arange around the average item score). This means that you can be 95%
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confident that the interval contained the average scores for your selected customer sample.
Reliability (a consistency measure of the survey instrument) was calculated and had an internal
consistency coefficient exceeding the generally accepted value. Sample sizes and anticipated
rates of response rate allowed for a (plus/minus) 5 error at the 95% confidence level. Subject
research, face validity and factor analysis were used to assure general validity, or in other
terms, the survey measured what it intended to measure.

5. Summary of Results:

All results were provided to the agency through alink on the UT website, which allowed the
agency to custom build areport. Results are provided exclusively from data collected through
the ongoing online assessment process. For the sample surveyed, ECPTOTE has an acceptable
response rate. The items were scored on afive-point scale with 5 being “strongly agree” and 1
being “strongly disagree”. Overall, the agency had avery positive overall satisfaction rating in
in the sample time period of April 2016 — April 2018 with 81% of 2797 respondents stating that
overall; they were satisfied with their experience with the agency. Of the remaining
respondents, 9% were neutral on thisitem, 4% disagreed, and 3% entered “ strongly disagree’.
Thisisadlightly higher overall score than the score in the previous biennium.

The highest scoring items regarded the interaction with staff and information received from the
agency. The usefulness and ease of use of the agency web site were the “lowest”with a 3.98
response rating. The agency website is now considered to be “stodgy” and not up to date. It has
since been reworked, and will replace the existing one later this fiscal year, which should take
care of the ease of use steadily declining dissatisfaction. Most individual scores of the 10
guestions however, were higher than those of the previous biennium.

Any survey guestion with an average (mean) score above the neutral midpoint of “3.0” suggests
that respondents perceive the issue more positively than negatively. Scores of “4.0” or higher
indicate areas of substantial strength for the organization. Conversely, scores below “3.0” are
viewed more negatively by respondents and should be a significant source of concern for the
organization and receive immediate attention.
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Following is a breakout of the population who responded to the survey:
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Below are the most recent mean scores of questions from this survey compared to the results
reported in the previous Report on Customer Service:

Item
Number

agrwdpE

IS

Item
Descriptor

Staff members were knowledgeable and helpful.

| received the correct information | needed.

| received the correct materials | needed.

The web site was easy to use and well organized.

The web site contained clear and accurate information on
events, contact services, and information.

If | complained, | believe it would be addressed in areasonable
manner.

My telephone call, letter or e-mail inquiry was answered in a
reasonable amount of time.

Printed brochures or written material provided thorough and
accurate information.

If | visited the facility, it was clean and orderly.

Overadl, | am satisfied with my experience.

Total Number of Respondents

Asof
Spring  Spring
2016 2018
4.21 431
4.35 441
4.34 4.39
4.03 3.98
4.15 4.13
4.04 4.08
4.01 4.20
4.21 4.22
4.09 4.16
4.13 4.16
3,393 2,907
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The frequency distribution for each of the 10 questions asked on the latest survey, with
associated over-time comparison graph:

1. Staff members were knowledgeable and helpful.

Staff Members Were Knowledgeable and Helpful

Strongly Agree
Agree

Neutral
Disagree

Strongly Disagree

54.19%

Not Applicable
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2. | received the correct information | needed.

| Received the Correct Information | Needed

Strongly Agree 47.78%
Agree
Neutral
Disagree

Strongly Disagree

Not Applicable %
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3.

| recelved the correct materials | needed.

| Received the Correct Materials | Needed

Strongly Agree 44.64%
Agree
!
Neutral 5.00%
|
Disagree 1.30%
Strongly Disagree 1.59%
Not Applicable 16.65%
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4.

The web site was easy to use and well organized.

The Web Site Was Easy to Use and Well Organized

Strongly Agree 41.23%
Agree %
Neutral 12.50%
!
Disagree ?.55%
Strongly Disagree 5.#1%
. i
Not Applicable 0.81%
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5.

The web site contained clear and accurate information on events, contact services, and

information.

The Web Site Contained Clear and Accurate Information on
Events, Services, and Contact Information

Strongly Agree
Agree

43.2
.70%

7%

Neutral | 10.39%
Disagree 5.#5%
Strongly Disagree 3.30%
Not Applicable 3.07%
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6. If I complained, | believe it would be addressed in areasonable manner.

If | Complained, | Believe It Would Be Addressed in a
Reasonable Manner

Strongly Agree 6.61%

Agree 7.08%
Neutral
Disagree

Strongly Disagree

Not Applicable 30.68%
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7. My telephone call, letter or e-mail inquiry was answered in a reasonable amount of
time.

My Telephone Call, Letter or E-mail Inquiry Was Answered in
a Reasonable Amount of Time

Strongly Agree
Agree
Neutral

Disagree

Strongly Disagree
56.92%

Not Applicable
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8. Printed brochures or written material provided thorough and accurate information.

Printed Brochures or Written Material Provided Thorough and
Accurate Information

Strongly Agree 28.24%

Agree 23.46%
Neutral
Disagree

Strongly Disagree

Not Applicable 38.36%
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0.

If | visited the facility, it was clean and orderly.

If 1 Visited the Facility, It Was Clean and Orderly

Strongly Agree
Agree

Neutral
Disagree

Strongly Disagree

Not Applicable A5%
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10. Overall, | am satisfied with my experience.

Overall, | Am Satisfied With My Experience

Strongly Agree 43.30%
Agree 38.11%
Neutral
Disagree

Strongly Disagree

Not Applicable 1.54%
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Customer Assessment Strategy

Continuous assessment of the opinions of customersis used by most industries and a
failure to implement this system is a growing concern for state government. The assessment
does not have to be costly or time consuming. The following recommendations were made to
ECPTOTE from UT to effectively conduct ongoing customer service assessment. The first two
were implemented.

o0 Maintain aprominently displayed link from the agency’s internet home page to the
online customer service assessment. The online assessment is easily maintained,
modifiable, and cost effective. Thistype of assessment is available at all times.

0 Build the database capability to store email addresses so that customers can be invited
to assess the agency viathe internet. This type of assessment can be done twice a year.

0 Once ayear conduct arandom sample or 100% poll of the customer base.
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6. Agency Corrective Actions

Results can vary depending on which gquestions are asked and how they are asked. The UT
survey, which was arefinement of the original agency survey, has provided far better
information to the agency concerning the major focus areas of customer service than its
internally developed survey. We have agood feel for our weaknesses and strengths, but right
now are using the anecdotal information obtained from survey comments to make needed
changes to agency operations.

In the past, we had several major issues on which we could focus our efforts. These issues
were obvious, and usually had workable solutions. We have made those corrections through
the years, and we now find ourselves with only issues and solutions that would require a major
effort and significant funding to implement, e.g., creating atrue interactive web site. Until we
find those resources, we are forced to take some “small ball” steps.

Our day to day effortsin improving customer service are focused on the written feedback given
by those taking the survey. A major problem, gradually solved, wasto arrange to receive
written feedback first monthly, and then asit arrivesat UT. When we received the written

copy of the customer survey each May, we also received a years worth of comments. It

proved very embarrassing having to respond to someone's “please contact me” request almost a
year later! Thisled to the next initiative.

When we receive the written comments from those | eaving feedback and who expressed a
concern, the two board coordinators contact everyone who left a phone number or email
address or even just aname. There have been alarge number of these over the past few years,
and the coordinators have responded to every one of them. In thisway, we were able to solve
problems or answer questions in a one-on-one manner. The only problem to thisis when
someone makes a comment to which we would normally respond, but they fail to identify
themselves! Following isthe rollup of comments received during the past year:

Compliment  |Complaint Suggestion Request
83 119 122 26

For the first time the lowest scored item was not directly related to customer service, but the
two questions addressing the agency web site. As acounterpoint, direct customer service items
all had upticks. Two years ago, the items related to customer service were falling; prompting
us to take steps to correct this potential problem. It was addressed in staff meetings, through
prompt correction to those employees perceived not acting correctly in outside
communications, and making courtesy an item on employee evaluations. |mprovements over
time are noted in this area based on the survey feedback, but even one annoyed customer is one
too many.

The web siteissueis probably caused by the “aging” of the web site. Itisavery plain
looking/utilitarian site and requires some improvements to the basic servicesit provides.
During the fall/spring of CY 2017/88, the web site is being rewritten to incorporate some
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necessary security changes, additional servicesto licensees, and most importantly, the agency
licensing database. Additionally, the overall basic design will aso change, which closer
reflects the “popular/most effective’ web sitestoday. Once these improvements are made, we
expect that the general decline in the approval ratings for the two web site items will be
reversed. Until the next time the web site will require reworking and improvement.

7. Future Planned Assessments

Aslong as funds are available, the Executive Council plans to continue to contract with the
Center for Social Work Research to survey the attitudes and opinions of our customers who
renew their license on line, and maintain alink on its web home page to the survey for access

by everyone else.

8. Customer Service Performance Measures

M easur e (calculated as of late spring of even number ed year s)

Outcome

FY2014

FY 2016

FY 2018

FY 2019
(est.)

FY 2020
(est.)

FY2021
(est.)

% of Surveyed
Customer
Respondents
Expressing Overall
Satisfaction w/
Services Received

78%

81%

81%

82%

82%

83%

% of Surveyed
Customer
Respondents
Identifying Ways to
Improve Service
Delivery

1%

1%

1%

1%

1%

1%

Output

# of Customers
Respond to Survey

1,054

3,424

2,907

2,950

3,000

3,100

# of Customers
Served

40,075

44,107

48,492

50,000

51,500

53,000

Efficiency

Cost per Customer
Surveyed

$0.29

$0.27

$0.28

$0.28

$0.28

$0.27

Explanatory

# of Customers
Identified

40,075

44,107

48,492

50,500

52,000

53,500

# of Customer
Groups Inventoried*

*Note: If the Facility program is eliminated in FY 2019, the number of customer groups drop to
two and number of customers identified drop by approximately 4,500.
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Schedule H
Assessment of Advisory Committees (not applicable)




