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Overview

AGENCY SCOPE AND FUNCTIONS

The Texas Compuroller of Public Accounts, created
by the Texas provisional government on Dec. 30, 1835,
was directed to keep an accounting of the infant nation’s
debts and pay them as money became available. The office
continued as an appointed position in the Republic of Texas
and, after statehood, became an elected position authorized
by Article IV, Section 23, of the Texas Constitution of 1850.

Today, the Comptroller’s office serves virtually every
citizen in the stare. As Texas chief tax collector, accoun-
tant, revenue estimaror, treasurer and purchasing manager,
the agency is responsible for writing the checks and keep-
ing the books for the multi-billion-dollar business of state

gOVEI’H ment.

As chief financial officer, the Comprrollers office
collects raxes and fees owed the state. Most of the office’s
duties and powers are enumerated in the Texas Tax Code
and in Chapter 403 of the Texas Government Code. As
guardian of the state’s fiscal affairs, agencies depend on the
Compirroller’s office to pay their bills and issue paychecks
to state employees. Legislators rely on the Comprrollers
office to chart the course of the Texas economy, produce
annual financial reports and estimate future state revenues.
Local officials and businesses look to the agency for eco-
nomic development guidance and data analysis. Taxpayers
rely upon it for assistance and guidance regarding com-
pliance with rax laws. And all Texas residents depend on
the Comprroller’s office to safeguard their tax dollars and

ensure they are handled wisely.

The 74th Texas Legislature’s Senate Bill 20 amended
Chapter 404 of the Government Code to transfer the powers
and duties of the state treasurer to the Comptroller’s office
on Sept. 1, 1996. As the state’s cashier, the Comprroller’s
office reccives, disburses, counts, safeguards, records, allo-
cates, manages and reports on the state’s cash. In addition,
the Texas Comptroller chairs the state’s Treasury Safekeeping
Trust, which invests, manages and oversees more than $50

billion in assets.

The 80th Legislature’s House Bill 3560 transferred
the statewide procurement, fleet management, historically
underutilized business (HUB) and support services duties
of the Texas Building and Procurement Commission, now
renamed the Texas Facilities Commission, to the Comptrol-
ler’s office on Sept. 1, 2007. At that time, the Comprroller’s
office became the state’s purchasing manager, awarding and
managing hundreds of statewide contracts on behalf of more
than 200 state agencies and 1,600 cooperative purchasing

members.

Bur the work of the Comprroller’s office doesn’t end
there. The agency is commirtted to cultivating a healthy
economic environment in Texas by providing a variety of
services to business owners, taxpayers, local officials, HUBs

and everyday Texans.

Business Owners and Business Taxpayers
The Comptroller’s office provides Texas business owners
with many online resources to help them get ahead, from rax
help and economic data to up-to-the-minute information
on the impact of proposed legislation. In the past year, the

agency has worked to streamline its hundreds of thousands
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of web pages into a single website, Comptroller. Texas. Gov,

which offers business owners and taxpayers:

«  online tax payments, sales tax permitting, downloadable
tax forms and registration as a state vendor;

» general information abourt state taxes, including rel-
evant statutes, Comptroller rules and preprinted tax-
related forms;

e the latest news, trends and analysis on issues affecting
the state’s economy and business climate, including
economic indicators and forecasts and in-depth reports;

e the Texas EDGE (Economic Dara for Growth and
Expansion) Data Center, which allows users o tap into
data and analysis, including customizable research, for
revenue planning, financial analysis, economic forecast-
ing, site-location decisions and issues affecting trade,
industry and growth;

*  Where the Money Goes, the Comptroller’s award-win-
ning transparency tool, which can be used to identify
opportunities to do business with the state through a
review of state agency expenditures and vendors;

e access to the state’s Centralized Master Bidders List,
which offers registered vendors opportunities to do
business with the state; and

*  up-to-date information on federal actions related to
endangered species, air and water that could affect Tex-
ans and the Texas economy, including interactive maps
that display endangered species habirats, pending envi-

ronmental action alerts, economic impacts and more.

In addition to its web resources, the Comprroller’s
office offers telephone assistance for each of the raxes it
administers, as well as toll-free telephone filing for certain
sales tax reports. Agency field offices throughout Texas can
accept rtax returns and payments, assist with rax permit
applications and returns, answer taxability and collection-
related questions and process requests for permits, licenses
and decals. The agency also provides taxpayer seminars at
locations around the state as well as online to provide useful

information for buyers, sellers and service providers.

Historically Underutilized Business (HUB)
Owners

Texas law requires state agencies and universities to
work with businesses certified as HUBs. The goal of the
Comptroller’s Statewide HUB Program is to actively involve
HUBs in the Texas procurement process and ensure they

receive a fair share of state business.

e Minority-, woman- and service-disabled veteran-owned
businesses can apply for certification as HUBs and pick
up valuable tips for winning a share of billions in starte
contracts and subcontracting opportunities. HUB-
certified companies received more than $2 billion in
contracts and nearly $786 million in subcontracting

opportunities in fiscal 2015.

Local Officials

The Comprrollers office provides local governments
with vital management assistance to help them streamline
operations, improve customer service and ensure compli-
ance with state laws. The agency provides a wealth of online
information for local taxing authorities, including local sales
and use tax information and tax rate histories for each tax-
ing jurisdiction, answers to frequently asked questions and
historical information on local sales and use tax and mixed

beverage tax allocation payments.

*  The agency’s TxSmartBuy initiative provides an online
shopping cart system that allows local governments to
purchase goods and services from existing, prearranged
state contracts. The system greatly simplifies the pur-
chasing process for hundreds of thousands of common
items.

»  The Texas Cooperative Purchasing Program (CO-0DP)
gives member governments access to more than 200
state Contracts.

«  Local governments can obrain up-to-darte dara for rev-
enue planning and analysis, economic forecasting and
site location decisions.

»  The Comptroller’s office oversees TexPool, an $18 bil-
lion local government investment pool that serves more
than 2,500 participants throughout the state. The Tex-
Pool program offers a convenient and effective choice
for the investment of local funds. As an AAA-rated local
investment vehicle, it’s a viral tool for maintaining safe
and stable community revenues.

»  The agency’s State Energy Conservation Office (SECO)
assists local governments in developing energy effi-
ciency and renewable energy programs and offers loans
and grants to help them slash utilicy bills by improving
or retrofitting buildings.

»  The agency’s Property Tax Assistance Division provides
advisory and monitoring services for Texas' system
of local property taxation, including explanations of
exemptions and reporting requirements and rights and

remedies under Texas law.
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Everyday Texans

From economic news to in-depth special reports, the
Comprrollers office offers cutting-edge analysis and dara
on issies rhar affect all Texans. By leveraging the power of
modern communication tools including the intetnet, social
media and video, the agency keeps Texans up ro dare wirh a

changing world.

*  The Comprroller’s transparency pages provide detailed
information about state spending. This informarion
includes downloadable tax and financial data from a
variety of sources in raw, machine-readable, platform-
independent datasets. Links to local government trans-
parency efforts and general information abour the state
budger process are available as well. By denuystifyiug
state spending and providing easy access to those num-
bers, the agency ensures greater accountability to the
public.

* Anyone can sign up to receive agency email updates
on rtopics ranging from franchise raxes ro economic
indicators, or subscribe to Fiscal Notes, which provides
in-depth articles on issues and events affecting the stare.

* The agency offers a searchable online database of
unclaimed property to reunite owners or their heirs
with abandoned or unclaimed properties. Claims can
be generated online.

*  Fraud can be reported to the agency’s Criminal Inves-
tigarions Division, which works to keep taxes as low as
possible by detecting, deterring and publicizing crimi-
nal conduct and fraud involving state tax laws.

*  The Compurollers office offers a variety of programs
to support and develop an educated and rtrained Texas
workforce, including a one-stop center for planning a
college carcer in Texas, with information on Texas col-
leges and universities, scholarships, savings strategies

and more.

(BET
AGENCY MISSION

The Office of the Texas Comprroller of Public Accounts
will serve the people of Texas by applying the rax and fiscal
laws fairly and consistently. We will continue to improve our
services through innovative management and technology,
carrying out all our duties with integrity, openness and ar

the least cost to the taxpayer.

s e
AGENCY PHILOSOPHY

We will carry out our duties openly, ethically and fairly.
We will emphasize transparency and ensure greater account-
ability by making records freely accessible. We will listen to
those we serve and ask them to judge our performance. We
will deliver more services at lower costs by continually exam-
ining and improving the efficiency of our work. Employees
will be rewarded for initiative, good ideas and producrivity.
While mindful that the hutian eleinend is the source of cre-
ativiry, we will seek out and use innovative technology to do
our jobs simpler, smarter and faster. We will keep our word

and deliver what we promise.

V.

COMPACT WITH TEXANS - WHAT YOU CAN
EXPECT

The Comptroller’s office serves every citizen in the state
in its role as steward of the state’s fiscal affairs. Each of the
agency’s strategic goals supports the desire to provide the

public with quality customer service.

Customer Service Principles
*  Dynamic Assistance

*  Qualicy Work

*  Accessible Staff and Facilities

*  Fair and Equitable Treatment

* Innovation and Improvement

*  Privacy and Confidentiality

*  Fast Response to Problems

Dynamic Assistance

The Taxpayer Bill of Rights summarizes the agency’s
commitment to customer service for Texas taxpayers. It is
designed to ensure that the service received from the Comp-
troller’s office not only meets your needs, but exceeds your

expectations.
As a Texas taxpayer you have the right to...

*  Fair and Equitable Treatment

*  Privacy and Confidentiality

*  Understand the Taxes You Pay
*  Pay Only What You Owe

*  Representation

*  Contest a Decision

*  Request a Waiver of Penalties

*  Simpler Tax Filing

Agency Strategic Plan - 2017-2021 - Texas Comptroller of Public Accounts



*  Courteous, Accessible Assistance from a Real Person

«  Know How Government Spends Your Tax Dollars

Quality Work

The agency’s trained, professional staff aims to get every
aspect of your affairs right the first time. If our staff does not
deliver quality service, contact our customer service liaison

at 1-888-334-4112.

Accessible Staff and Facilities
You may contact agency staff by e-mail, telephone or

letter or visit any of the offices located across Texas.

Headquarters Address:
111 East 17th Street
Austin, Texas 78774

Mail correspondence, including requests for private
letter rulings and general information letters, to:
PO. Box 13528

Austin, Texas 78711

Agency switchboard:
1-800-531-5441
(8 a.m.- 5 p.m., CST, Mon.-Fri.)

Fair and Equitable Treatment
The Comprroller’s office promises tax and fiscal pro-

cesses thar are fair, equitable and timely.

Innovation and Improvement
Customer input is critical to the agency’s continuous
improvement efforts. Customers are surveyed on a regular

basis to obrain input and ideas to improve agency processes.

Privacy and Confidentiality
The Comprtroller’s office will follow the letter of the law

when it comes to your privacy and confidentiality.

Fast Response to Problems

Despite the agency’s best efforts, problems may arise.
All complaints are handled with a sense of urgency. If you
file a complaint you can expect a response within 10 work-
ing days. Contact our customer service liaison at 1-888-334-
4112, via the web at hetps://comptroller.texas.gov/cpahelp/
or by letter to Customer Service Liaison, P.O. Box 13528,
Austin, Texas 78711.

Fraud Prevention

The State Auditor’s Office is authorized to investigate
allegations of fraud and illegal acts affecting state resources.
Anyone with information about the misuse or misappro-
priation of state resources can report this information by
phone to 1-800-TX-AUDIT or use the State Auditor’s fraud

website.

Our Customer Service Standards
Agency staff will treat all customers with care and
attention whether filing a tax return, undergoing an audit or

simply seeking information.

«  Online tax information will be available 24 hours a day,
seven days a week.

*  Qualifying taxpayers can file a variety of state sales tax
returns via the Interner 24 hours a day, seven days a
week.

*  Telephone messages will be returned within 24 hours.

»  Complaint letters will receive responses within 10

working days.

The Comptroller’s office regularly assesses its customer
satisfaction levels through a number of surveys and report
cards. Because of the complexity and range of duties per-
formed by the agency, service areas individually survey their
customers. The agency also monitors its progress through
the use of performance measures designed to evaluate the
level of customer satisfaction with major areas of the agency.
A separate Comptroller’s Report on Customer Service is

available on the agency’s website at Comptroller. Texas.Gov.
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Agency Goals and Action Plan

GOAL I. IMPROVE VOLUNTARY COMPLIANCE

| 1. Conducr rtax compliance audits that balance productivity and cost-effectiveness with broad, visible coverage of tax
types, business types and geographical areas with an emphasis on generating audit leads, educating taxpayers and
retaining highly trained auditors. Guarantee that the accuracy rate on tax amounts reported by taxpayers does not fall

below 97 percent on original audits each year.

2. Rerain phone and field collectors to contact delinquent taxpayers, recover delinquent taxes and encourage future com-
pliance through the use of tools such as business/asset seizures, bond forfeitures, permit suspensions and misdemeanor

charges. Average a turnaround time of 116 days or less for closing delinquent accounts.

3. Provide clear, consistent, accurate and timely guidance to all customers on tax related agency policies, procedures and
processes to promote greater understanding within the taxpayer population. Obrain at least a 92 percent favorable

rating from taxpayers concerning the speed and accuracy of informarion provided.

4. Issue timely position letters to inform taxpayers of the agency’s position on taxpayers’ legal responsibilities under the
state’s tax laws, enter compromise and settlement agreements or secure dismissals in 85 percent of all cases within 90

days of receipt of the case.

STATEWIDE OBJECTIVES

1. Accountable to tax and fee payers of Texas.

Tax or fee payers can request to speak with an auditor’s supervisor or manager at any time during the audit process or
ask for a reconciliation conference, taxability guidance or an independent audit review. Every tax or fee payer also may
engage the person of their choice to represent them should they wish to contest a decision. Should extraordinary circum-
stances cause unavoidable late filing or payment of taxes, or the need to amend reports due to error, Comptroller staff

will consider waiving penalties in a first-time audit situation or in the absence of a prior history of late filing or payment.

2. Efficient by producing maximum results with no waste of taxbayer funds and by identifying any function or
provision you consider redundant or not cost-effective.

The easier it is for taxpayers to register, file and pay taxes, the higher the degree of voluntary tax compliance. The Comp-
troller’s office has aggressively pursued the use of technology to give taxpayers access to services through the internet and
automated telephone systems. The WebFile tool allows tax an&:fee.pﬁycrs to register, pay and file taxes online 24 hours a
day, seven days a week, saving time, postage and paper, and enables the agency to operate more efficiently. Currencly, the
agency is engaged in a multi-year modernization initiative to lipdate core agency tax systems for even greater customer

convenience, to expand taxpayer self-service options and provide a “one-stop tax solution.”

Agency Strateqgic Plan - 2017-2021 - Texas Comptroller of Public Accounts
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GOAL I. IMPROVE VOLUNTARY COMPLIANCE (concluded)

STATEWIDE OBJECTIVES (concluded) !

3. Effective in successfully fulfilling core functions, achieving performance measures and implementing plans to

continuously improve.

Taxes make up almost half of Texas state government’s revenue. A combination of voluntary compliance and effective
tax administration are critical to the state’s finances. Key performance indicators and measures are reviewed monthly,
quarterly and annually to ensure agency goals and objectives are being met. Each area also develops an annual business
plan for the upcoming year to define its goals and objectives and determine strategies for accomplishing them.

Outcome measures are used to assess effectiveness by comparing actual results with intended results.

4. Providing excellent customer service.

The agency’s Taxpayer Bill of Rights is designed to ensure that the service received from the Comptroller’s office not
only meet customers’ needs but exceeds their expectations. All tax and fee payers will be treated with courtesy and
respect, no matter how large or small the issue is. Tax specialists are accessible through dedicated phone lines and email
accounts or in person at conveniently located offices throughout the state. A customer service liaison is available online

or by phone to address any concerns.

5. Transparent such that agency actions can be understood by any Texan.

A key element of voluntary compliance is education. Through a well-organized, easy-to-navigate website, tax and
fee payers can find useful information, including tax laws and rules, policies and procedures, forms, due dates and
helpful publications. Staff members present taxpayer education seminars throughout the state to groups such as the
Texas Parent Teacher Association, the Association of General Contractors, the Utility Excise Tax Association of Texas,
the Texas Taxpayers and Research Association and county tax assessor-collectors to encourage voluntary compliance
and keep taxpayers and their representatives up to date on the latest agency policies. Comptroller employees also
participate in and make presentations to the Taxpayer Advisory Group, a small group of industry representatives and

tax practitioners to encourage dialogue and information exchange on rax topics and agency processes.

OTHER CONSIDERATIONS

The agency’s investment in staff training on tax laws and policies makes its employees valuable assets that are highly sought

by the private sector. The loss of highly experienced staff, particularly in the audit area, is a constant challenge and an
ongoing productivity issue.

GOAL II. EFFICIENTLY MANAGE THE STATE’S FISCAL AFFAIRS

ACTION ITEMS

1. Facilitate the flow of financial resources in support of the state’s fiscal functions by attaining a good or excellent rating

from 98 percent of customers surveyed and ensuring 100 percent compliance with statutory mandates and deadlines.

2. Project state government receipts and disbursements and provide this information to the governor and the legislature
for use in the legislative appropriations process; monitor and report on the condition of the Texas economy; produce

fiscal impact analyses of proposed legislation, administrative rules and other proposals affecting state revenue; assist

in the budget certification process; and analyze the state’s cash flow position. Achieve a percentage variance between

estimated and actual total state tax revenue collections of +/- 3.5 percent or less each biennium.

(=]

Agency StrategicPlan - 2017-2021 - Texas Comptroller of Public Accounts



GOAL II. EFFICIENTLY MANAGE THE STATE’S FISCAL AFFAIRS (continued)
ACTION ITEMS (concluded)

3.

Include a sufficient number of sample properties in each school district property value study (PVS) to obtain a 5 per-
cent margin of error in at least 95 percent of the total value of all school district studies. The actual staristical variability

based on the random samples drawn within each school district will determine the required number of properties to

be included in the PVS.

Maximize state revenue by processing at least 90 percent of funds electronically so that funds may be invested as
quickly as possible.

Manage the statewide procurement process to maximize competition, create business opportunities for historically

underurtilized businesses and achieve 100 percent usage of statewide term contracts in each fiscal year.

STATEWIDE OBJECTIVES

1.

Accountable to tax and fee payers of Texas.

The Comprroller’s office offers a wide range of resources to demystify state spending and provide easy access to finan-
cial information. A number of data visualization tools provide interactive reports, charts and graphs highlighting key
economic and financial information, including Where the Money Goes, which allows Texans to see state spending
by fiscal year, agency, category, purchase code, vendor and economic development fund. Another tool, Where the

Revenue Comes From, depicts state revenue by category, fiscal year, county and agency.

Efficient by producing maximum results with no waste of taxpayer funds and by identifying any function or
provision you consider redundant or not cost-effective.

The efficient management of the state’s fiscal affairs depends on universal access to detailed financial information from
state agencies and institutions of higher education. To further financial and reporting uniformity throughout state
government, the Comptroller’s office is deploying the Centralized Accounting and Payroll/Personnel System (CAPPS),
with both financial and human resources/payroll components, to all agencies over the next few years. The agency’s

website is being updated to make it even casier for the public to access up-to-the-minute information online.

Effective in successfully fulfilling core functions, achieving performance measures and implementing plans to

continuously improve.

The agency’s Comprehensive Annual Financial Report has received the Certificate of Achievement for Excellence in
Financial Reporting from the Government Finance Officers Association for 25 consecutive years. As the state’s
leader in financial accountability and fiscal responsibility, the Comprroller’s office continues to promote openness in
government and financial transparency at all levels, while using technology to explore new opportunities for improved
services and greater cost-efficiency. Key performance indicators and measures are reviewed monthly, quarterly and
annually to ensure agency goals and objectives are met. Each area of the agency develops an annual business plan
for the upcoming year to define its goals and objectives and determine strategies for accomplishing them. Outcome

measures are used to assess effectiveness by comparing the acrual result with the intended result.

Agency Strategic Plan - 2017-2021 - Texas Comptroller of Public Accounts




GOAL II. EFFICIENTLY MANAGE THE STATE’S FISCAL AFFAIRS (concluded)
STATEWIDE OBJECTIVES (concluded)

4. Providing excellent customer service.

As the state’s chief accountant, the Comptrollers office serves every Texas citizen. Legislators rely on the agency’s
revenue estimators and fiscal management staff to chart the course of the Texas economy, produce annual financial
reports and estimate future state revenues. Stare agencies trust the agency to pay their bills and issue paychecks to their
employees. Local officials and businesses look to the Comptroller’s office for economic development guidance and
data analysis. The agency provides training to state agencies, citizens and businesses to improve their compliance with
fiscal reporting and accounting policies, procedures and obligations. A variety of survey instruments are used to collect
relevant data to measure customers overall satisfaction with the services received as well as the number of customers

identifying ways to improve service delivery.

5. Transparent such that agency actions can be understood by any Texan.

The agency’s online transparency warehouse houses the nation’s largest selection of tools and dara on state and local
government finances. The warehouse offers detailed information about state spending, downloadable datasets, links to
local government transparency efforts and general information about the state budget process, so Texans can see exactly
where their tax dollars go. A new program, Texas Transparency Stars, highlights local government transparency efforts
around the state by honoring cities, counties and other local governments thar go the extra mile in opening their books
to the public. Reports such as the Texas Annual Cash Report, which details revenue and expenditure information for
all funds in the state’s treasury; the Comprebensive Annual Financial Report, the state’s annual financial statement; and

the Biennial Revenue Estimate are all available online and provide the public with a clear picture of the state’s financial

condition.
OTHER CONSIDERATIONS

Because the Comprroller’s office is responsible for the state’s financial systems, the ongoing deployment and support of

CAPPS and the maintenance of other statewide systems will require significant staff time for training, agency support,
documentation and system evaluation and testing. As a service provider, the Comprrollers office will see workloads
increase as it provides support to agencies that were traditionally responsible for procuring and managing internal financial
and human resources/payroll systems. In addition, the 84th Legislature looked to CAPPS to support changes in contract-
ing laws. Agencies using CAPPS currently are required to report greater detail on state contracts and procurement activi-

ties as mandated by Senate Bill 20. Future legislatures are likely to rely on CAPPS to provide additional reporting and

transparency as needed.

GOAL lIl. EXPEDITIOUSLY MANAGE THE RECEIPT AND DISBURSEMENT OF
STATE REVENUE

1. Ensure that refund requests for raxes administered by the agency are received, analyzed and, if approved, submitted for

processing quickly and efficiently. Maintain a turnaround time of 10 days or less for taxpayer refunds.

2. Verify and allocate local option A collections to more than 1,600 local jujrisdjcfionﬁ that receive a local sales and use

or mixed beverage tax allocation. Return monthly tax allocations to local jurisdictions in an average of 22 days or less.

3. Increase the number of sales tax reports filed electronically to allow for faster deposits and interest accruals and reduce

processing costs and errors by 2 percent.

4. Achieve a reduction in r_he amount of data entered manually by 1ncreasmg the numbcr of tax returns and tax 1nforma~

tion captured electromcaﬂy by 115 perccnt
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GOAL Ill. EXPEDITIOUSLY MANAGE THE RECEIPT AND DISBURSEMENT OF
STATE REVENUE (continued)

STATEWIDE OBJECTIVES

1. Accountable to tax and fee payers of Texas.

All Texas residents depend on the agency to safeguard their tax dollars and ensure they are handled wisely. As the
state’s chief tax collector, the Comptroller is responsible for collecting more than 60 separate taxes, fees and assess-
ments, including local sales taxes. This responsibility includes maintaining taxpayer accounts and processing tax pay-
ment exceptions, adjustments and allocations quickly and efficiently. Service excellence standards for staff ensure that
established production rates per hour are maintained for all primary functions; proper actions were taken and next
steps were identified; and accurate and detailed documentation is available to support the actions taken. Toll-free lines
are available by tax type for assistance with specific questions. Telephone calls and emails are answered professionally
within a prescribed time. A “Tax Help” email feature is also offered. A help desk provides technical assistance with

electronic reporting or web filing questions or issues.

2. Efficient by producing maximum results with no waste of taxpayer funds and by identifying any function or

provision you consider redundant or not cost-effective.

One of the agency’s most important responsibilities is the efficient management of state revenue. Increasing the num-
ber of reports filed electronically saves the state money by reducing processing costs and decreasing the number of
processing errors that must be corrected after the report is filed. The WebFile tool allows tax and fee payers to register,
pay and file taxes online 24 hours a day, seven days a week. Efforts are underway to modernize the tax systems and
provide greater functionality for customers by including additional self-service features. Another project in progress
will send email nortices rather than annual notification letters to franchise taxpayers who file electronically and have
current email addresses on file with the agency. Since some taxpayers still prefer to send paper returns through the mail,
the agency has invested in technologies for imaging and electronically capruring these to allow for faster processing

and more rapid receipt of revenue.

3. Effective in successfully fulfilling core functions, achieving performance measures and implementing plans to

continuously improve.

In fiscal 2015, the Comptrollers office processed approximately 5.2 million tax returns and 3.9 million electronic
payments and checks worth around $63.6 billion, and allocated more than $8.2 billion in sales and mixed beverage
taxes. It is imperative that these funds be received and disbursed as expeditiously as possible. Key performance indica-
tors and measures are reviewed monthly, quarterly and annually to ensure agency goals and objectives are met. Each
area also develops an annual business plan for the upcoming year to define its goals and objectives and determine
strategies for accomplishing them. Outcome measures are used to assess effectiveness by comparing the actual result

with the intended result.
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GOAL lII. EXPEDITIOUSLY MANAGE THE RECEIPT AND DISBURSEMENT OF
STATE REVENUE (concluded)

STATEWIDE OBJECTIVES (concluded)

4. Providing excellent customer service.
By investing in technology, the Comptroller’s office continues to make it easier and faster for Texas citizens to do busi-
ness with the agency. Technological innovations have spurred a significant increase in the online filing and payment of
taxes. Only 10 taxes could be filed or paid online in January 2007, compared to 63 taxes in 2016. In fiscal 2015, more

than 3.6 million tax returns were reccived online versus slightly more than 900,000 in fiscal 2007. Online payment

allows the agency to deposit money in the state treasury faster and allocate funds to local authorities more quickly.

In cooperation with the Secretary of State, the agency has developed a plan for consolidating registration and franchise
tax filing requirements. Phase I included the development of an online application that allows qualified taxpayers and
tax preparers to request certificates of account status for termination or withdrawal and rax clearance letters for rein-
statement. Users can print their own tax clearance letter for reinstatement, cerrificate of account status for termination
or certificate of account status for reinstatement and termination. Phase IT will broaden the use and availability of the
self-service application to taxpayers and tax preparers. By using the online application, taxpayers avoid the previous

four to six week paper process. Opportunities for further consolidation and simplification are being explored.

5. Transparent such that agency actions can be understood by any Texan.

All Texans can access a wealth of information online, including information on tax statutes, rules, requirements,
forms, rate calculations, reports and due dates as well as “how-to” tutorials on creating accounts and filing and paying
electronically. News updates can be obtained by signing up for email notifications. Examples of information offered
online include a tax rate Jocator that enables the public to determine local sales tax rates for any address with a com-
puter, mobile phone or tablet. Local sales and use tax rate history by local jurisdiction shows current and prior sales
tax rates imposed by a local jurisdiction, the components of the rate and the effective date and end date of each rate.
Also available is a separate listing of cities that have elected to impose an additional tax for properey tax relief, economic
and industrial development, etc., along with the effective date, end date and rate of tax. The allocation payment dis-
tribution schedule and “Message of the Month” show the targeted direct deposit/distribution date, the current report
month and due date. Another link provides the mixed beverage tax allocation payment distribution schedule, which
has similar information for the mixed beverage quarterly allocation. Phone lines are available for taxpayers who want

to speak directly with a tax specialist. .
OTHER CONSIDERATIONS

Between 1980 and 2015, Texas’ total population increased by 93 percent, from about 14.2 million to more than 27.4

million, according to U.S. Census Burcau data. The increase in the state’s population places additional demands on staff to
provide timely, high quality customer service. Continued improvements to the agency’s electronic reporting and payment
processes to accommodate an increasingly more technically sophisticated raxpayer are critical ro the expeditious manage-

ment of state tax revenue.
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REDUNDANCIES AND IMPEDIMENTS

Service,
Statute, Rule
or Regulation

Description

Recommendation

Cost Savings or Other Benefit

Election The chair of a joint elections com-
Code, Sectior mission is required to deliver a
31.152 certified copy of an elections order
related to political subdivisions to
the Secretary of State, Comptrol-
ler’s office, member of the county
clection commission and a repre-
sentative from each participating
Cn[l[y.
Election Each of these sections require the
Code, Sec- county clerk to deliver a certified
tions 31.031, copy of an elections-related order
31.048, to the Secretary of State, Comp-
31.071 and troller’s office and each member of
31076 the county election commission.

Respectively, these sections create
a county elections administrator
position; abolish a county elections
administrator position; transfer

the duties of the county clerk in
connection with elections to the
county tax assessor-collector; and
rescind the transfer order.

.ocz Govern-
ment Code,
Section
154.022

Remove the Comp-
troller’s office from
the distribution list.

Time savings and efficiencies would be
realized by removing the Comptroller’s
office from the distriburion list. The
agency has no responsibility related to this
statute.

Remove the Comp-
troller’s office from
the distribution list.

Time savings and efficiencies would be
realized by removing the Comptroller’s
office from the distriburion list. The
agency has no responsibility related to this
statute.

County clerks are required to
deliver to the Comprroller’s office
a certified copy of any court order
that decrees whether county offi-
cers are to be compensated for the
fiscal year by an annual salary or by
fees earned from the performance
of official duties.

Remove the Comp-
troller’s office from
the distribution list.

Time savings and efficiencies would be
realized by removing the Comptroller’s
office from the distribution list. The
agency has no responsibility related to this
statute.

Lccal Govern-
ment Code,
Section
391.0095

Regional planning commissions
are required to report to the State
Auditor annually on revenues,
expenditures and assets. The
Comptroller of Public Accounts,
by statute, receives a courtesy copy
of the report.

Remove the Comp-
troller’s office from
the distribution list.

Time savings and efficiencies would be
realized by removing the Comprroller’s
office from the distribution list. The
agency has no responsibility related to this
statute.

Agency Strategic Plan » 2017-2021 - Texas Comptroller of Public Accounts
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REDUNDANCIES AND IMPEDIMENTS (continued)

Service,
Statute, Rule
or Regulation

Code, Section
651.004

‘Government

Description

An agency management-to-staff
ratio of one full-time manager for
every 11 full-time non-managerial
employees was established in 1997.
A “one-size fits all” approach, how-
ever, limits the ability of an agency
to effectively manage its staff

and workload. The appropriate
ratio depends on the work being
pCrFOl'mﬁd, (he EXPC[’iEnCE IEVCI

of staff and other considerations.
There is no ideal ratio that works
across all agencies or all divisions
within an agency. An insufficient
number of supervisors hinder the
ability to adequarely and effectively
train and devel(}p staff, deal with
issues and manage workload vol-
umes.

Recommendation

Exempt the Comp-
troller’s office from
the requirement or
eliminate it state-
wide.

Cost Savings or Other Benefit

An across-the-board rario is difficulc

to apply consistently and fairly agency
wide. The work being performed should
drive the number of managers needed to
effectively accomplish each area’s duties
and responsibilities. For example, techno-
logically complex processes may require
smaller spans of control due to a greater
need for interaction and coaching. A call
center performing lower-level tasks at the
same agency, however, could have a larger
span of control since the manager isn't
involved in every call and fewer disparate
tasks are being performed. A division that
has a large number of employees process-
ing paperwork could have fewer manag-
ers to oversee more employees since the
employee’s duties are essentially identical.

Smaller rarios allow for more coaching,
direction and mentoring, particularly when
numerous and/or complex tasks are being
performed. Smaller ratios also enhance
effectiveness by ensuring that manag-

ers aren't pulled in too many directions.
Focused managers with small teams have
more time for communicating with and
mentoring staff, which can help improve
employee commitment and retention.

Government
Code. Sectior
i 2_252308

House Bill 1295 established a
disclosure of “interested parties”
requirement for businesses entering
into contracts with state agencies
thar have a value of at least $1 mil-
lion. The Texas Ethics Commission
(TEC) adopted Form 1295 to

meet this requirement.

When the Comptroller’s Statewide
Procurement division initiates
Contracts for statewide use, the
value of the contract cannot be
determined at the rime of execu-
tion. In addition, a new form is
required each time a contract is
initiated, extended, amended or
renewed.

Revise Govern-
ment Code, Section
2252.908(c)(3)(A)
to include statewide
contracts initiated by
the Statewide Pro-
curement Division.
Currently, only the
Health and Human
Services Commis-
sion is exempt from
these provisions. In
addition, modify the
requirement to allow
for completion of
Form 1295 only at
the initial execution
of the contract or in
the event of a change
in ownership.

An exemption would facilitate the pro-
curement process for statewide contracts
where the value of the contracr is not
known ar initiation. In addition, modify-
ing the requirement would also streamline
the process, which can become cumber-
some due to the need to obrain a new
form each time a contract is extended,
amended or renewed. Providing a form at
the initial execution of the contract and,
thereafter, only in the event of a change
in ownership would achieve the same
goal and eliminate extrancous paperwork
for all parties. In addition, preparing a
new form upon ownership change would
provide greater clarity during the contract
term.

12
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REDUNDANCIES AND IMPEDIMENTS (continued)

Service,
Statute, Rule

or Regulation

Health and
Safety Code,
Section
281.092

Description

Hospital districts are required to
report on their operations annu-
ally to the Health and Human
Services Commission. By statute,
the Comptroller’s office receives a
courtesy copy of the report.

Recommendation

Remove the Comp-
troller’s office from
the distribution list.

Cost Savings or Other Benefit

Time savings and efficiencies would be
realized by removing the Comptroller’s
office from the distribution list. The

agency has no responsibility related to this

statute.

Health and
Safety Code,
Section
436.103

The Department of State Health
Services (DSHS), regulates oyster
sales licenses, while the Comptrol-
ler’s office collects the oyster sales
fee. Currently, DSHS submits a
monthly list of licensed oyster sales
taxpayers to the Comptroller’s
office. Having one agency handle
the process from beginning to end
would be more efficient.

Transfer fee collec-
tion to DSHS.

Taxpayers would be able to contact a
single agency to obtain information on

oyster sales regulations, licenses and fees.

Agency Strategic Plan - 2017-2021 - Texas Comptroller of Public Accounts
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Appendix A

Agency Budget Structure

To accomplish its mandared functions, the Comptrol-
ler’s office has developed goals thar reflect its priorities and
direct its efforts toward the achievement of those functions.
The goals are clear statements of where the agency wants to

be in the future and what it intends to accomplish.

Six primary goals, three of which are non-funded, direct

the agency’s efforts.

FUNDED GOALS
I. Improve voluntary compliance with the tax
laws.

Texas Tax Code, Titles 2 and 3.

As state government’s chief tax collector, the Comp-
troller administers the state’s tax laws through audiring,
enforcement and the dissemination of tax policy informa-
tion. Voluntary compliance is viewed as the cornerstone
of tax administracion. The state’s abilicy to fund its many
programs depends in large part on taxpayers meeting their

tax responsibilities willingly.

Il. Efficiently manage the state’s fiscal affairs.

Texas Constitution (Art. Ill, Sec. 49a, 499, 49%); Texas
Local Govr Code, Sections 112.003, 154.008; Texas Gov't
Code, Chapters 41, 401, 403, 404, 604, 608, 659-662, 666,
815, 825, 830, 840, 1201, 2101, 2103, 2155, 2162, 2175,
2252, and 2254; Texas Election Code, Chapter 19; Texas Prop-
erty Code, Chapter 74.

As Texas’ chief financial officer, the Comptroller man-
ages most of the state’s fiscal affairs. The Comptroller is

state government’s primary accountant, responsible for writ-

ing the state’s checks and monitoring all spending by state
agencies. The Comptroller is also the state’s official revenue
estimator, providing the Legislature with anticipated state

revenue information.

lll. Expeditiously manage the receipt and
disbursement of state revenue.
Texcas Govt Code, Chapter 403; Texas Tax Code, Titles 2
and 3; Texas Property Code, Chapters 72-76.

As the state’s chief rax collector, the Comprroller is
responsible for collecting more than 60 separate taxes, fees
and assessments, including local sales taxes on behalf of more
than 1,600 local jurisdictions. This responsibility includes
mainraining taxpayer accounts and processing tax payment

exceptions and adjustments.

NON-FUNDED GOALS

IV. Develop and maintain a skilled work force,
committed to quality performance.
(No specific statutory authorization,).

The Comptroller’s complex and varied duties require
experienced, highly trained employees. The Comprroller’s
pledge is to provide useful training and educational opportu-
nities for all staff. Extensive efforts have been made to make
high-quality training available and accessible to those who

need it, when they need it.

V. Maximize customer satisfaction by
improving services while minimizing
administrative burdens on those we serve.
(Ne specific statutory authorization).

Agency Strategic Plan - 2017-2021 - Texas Comptroller of Public Accounts
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The Comptroller’s office serves two types of customers. VI. Establish and carry out policies governing

The agency’s external customers are the taxpayers, vendors, purchasing and all contracting that foster
state agencies and government officials for whom it provides meaningful and substantive inclusion
various services. The nature of the agency’s relationship to of Historically Underutilized Businesses
its external customers is different from those in the private (HUBS).

sector, in that most of the agency’s customers are required by Texas Gov't Code, Chapter 2161.

law to do business with the Comptroller’s office. Success in

improving voluntary compliance with tax laws depends in The Comprroller's HUB Program is commicted to pro-

large part on the level of satisfaction external customers feel moting equal opportunities in the contract awards process

toward the agency’s services. for HUBs statewide and to serving as an exemplary model

for other state agencies in meeting the HUB mandate.
Within the Comptroller’s office, divisions support each

other, thus creating internal customers. The level of service
provided internally is a crucial factor in efforts to achieve the

agency’s goals.

AGENCY GOALI
(BUDGETED)

IMPROVE VOLUNTARY COMPLIANCE WITH THE TAX LAWS

Guarantee that the accuracy rate on tax amounts reported by taxpayers does not fall

FIRST OBJECTI

below 97 percent on original audits; permit non-permitted businesses operating in Texas
each fiscal year; and guarantee that audits are efficiently performed with average dollars
assessed to dollar cost of $25 or higher, based on historical performance.

Outcome Measures 1. Percent accuracy rate of reported amounts on original audits

2. Number of non-permitted businesses permitted

 STRATEGY Mainrain an ongoing program of audit and verification acrivities in support of improved tax
it compliance.

Quiput Measures 1. Number of audits and verifications conducred
2. Number of non-permitted taxpayers contacted through correspondence

3. Number of hours spent on completed refund verifications
Efficiency Measure 1. Average dollars assessed to dollar cost

Bg}hﬂﬂtoq}fﬁﬁ&f.ﬁ{eﬂurf 1. Percent of audit coverage

2. Number of taxpayers participating in Independent Audit Reviews

Average at least 269 delinquent account closures per Enforcement Collector; average a

. SECOND ﬁ’jécnve

116 day turnaround time or less for closing delinquent accounts; and obtain 95 percent
positive survey responses from attendees at taxpayer seminars.

Out&o}r;&élMEmurer 1. Average turnaround time for closing delinquent and other accounts (days)
2. Average monthly delinquent and other account closure rate per Enforcement Collector

3. Percent of positive surveys received from attendees at taxpayer seminars

STRATEGY . Improve voluntary compliance with tax laws by maximizing the efficiency of the delinquent
il taxpayer contact and collection program.
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AGENCY GOAL |
(BUDGETED)

IMPROVE VOLUNTARY COMPLIANCE WITH THE TAX LAWS (concluded)

Qutpui Measures 1. Number of field office service area evaluations conducted
2. Average raxpayer conracts by a call center collector per phone hour

3. Number of taxpayer seminars conducted
Efficiency Measure. 1. Delinquent taxes collected per collection-related dollar expended

Explanaiory/lnpur Measures 1. Minimum percent of field collector time in the field

2. Tortal delinquent dollars collected (in millions)

Obtain at least a 92 percent favorable rating from taxpayers concerning the speed and
accuracy of information disseminated.

THIRD OBJECTIVE

Outcome Measure 1. Percent of favorable responses obtained to quality control surveys sent to taxpayers con-
cerning speed and accuracy of information disseminated

STRATEGY Provide accurate and timely tax information to taxpayers, tax professionals, state officials and
: the citizens of Texas.

Ontput Measures, 1. Number of calls handled by Tax Assistance specialists

2. Toral number of responses issued by Tax Policy

Efficiency Measures 1. Average time taken (in work days) to respond to correspondence assigned to Tax Policy
2. Average number of calls handled per Tax Assistance telephone specialist per work day

3. Percent of responses issued by Tax Policy within seven working days
Explanazory/lnput Measures 1. Average overall monitoring score for Tax Assistance telephone specialists

| Issue position letters, resolution agreements or motions to dismiss in 85 percent of all
cases within 90 days of receipt of the file in the Administrative Hearings Section.

FOURTH OBJECTIVE

Outcome Measure. 1. DPercentage of all cases in which position letters, agreements or motions to dismiss are
issued within 90 days of receipt of the file in the Administrative Hearings Section

STRATEGY Provide fair and timely hearings, represent the agency in administrative hearings on tax mat-
: ters, and provide legal counsel and research ro the agency.

Qutput Measures 1. Number of position letters, agreements and motions to dismiss issued for all cases received
by the Administrative Hearings Section

Efficiency Measure 1. Average length of time (work days) taken to issuc a position letter, motion to dismiss or
reach agreement for all cases received by the Administrative Hearings Section

Explanarorylfnpur Measure 1. Number of new requests for hearings received in Administrative Hearings Section
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AGENCY GOAL Il

(BUDGETED) EFFICIENTLY MANAGE THE STATE’S FISCAL AFFAIRS

Achieve a percent variance between estimated and actual total state tax revenue collec-
tions of +/- 3.5 percent or less each biennium; ensure that 100 percent of proposed state
expenditures are entirely supported by a valid revenue estimate before certification of the
General Appropriations Act; facilitate the flow of financial resources in support of the
state’s fiscal functions by achieving a good or excellent rating in 98 percent of customers
surveyed; issue at least 90 percent of payroll and retirement payments via direct deposit;
and ensure 100 percent compliance with statutory mandates and deadlines.

FIRST OBJECTI

Qutcome Megsures. 1. Percent of targeted state agencies with improved performance

2. Percentage of proposed state expenditures guaranteed to be entirely supported by a valid
revenue estimate before certification of the General Appropriations Act for the next bien-
nium

3. DPercent variance (plus or minus) between estimated and actual rotal state tax revenue col-
lections

4. Percent of payroll and retirement payments issued via direct deposit

5. Percentage of Fiscal Management Division customers who return an overall customer
service rating of good or excellent on the Fiscal Management Customer Service Survey

STRATEGY Project, account, audit and report the state’s receipts, claims and disbursements efficiently,
JiE accurately and timely; provide assistance and training to state agencies.

Ou@)ut;ﬁémum 1. Number of Texas economic update reports published each fiscal year
e 2. Tortal number of payments (excluding WES Child Support warrants) issued

3. Number of post-payment audits completed

Eﬁiri'mc.jg_ﬁfemure 1. Percentage of ad hoc report requests responded to within 10 working days in compliance
i with the Texas Public Information Act

E@bmrory/fnpu?ﬁﬁﬁmre 1. Number of WES Child Support payments issued
STfiATEGY Implement a Statewide Enterprise Resource Planning System

Ensure the effectiveness of the property value study in each scheduled school district by
obtaining at least a 95 percent level of targeted Independent School Districts’ (ISDs) total
value in which Property Tax Assistance Division (PTAD) met the target margin of error.

 SECOND OBJECTIVE

Ouzcam,; iy:’.z:u-re' 1. Percentage of scheduled Independent School Districts’ total value in which PTAD mer the
iyl target margin of error

ST_EATEGY Fulfill tax code and education code mandares by conducting an annual property value study;
il providing technical assistance; and reviewing appraisal methods, standards and procedures.

Oatpﬁ%iﬁ-&mwzs 1. Number of properties included in the Property Value Study

2. Number of public outreach activities conducted annually

Eﬁfiem} Measure 1. Average cost of staff changes to certified preliminary findings expressed as a percentage of
i tortal cost
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AGENCY GOAL Il

EFFICIENTLY MANAGE THE STATE’S FISCAL AFFAIRS (concluded)

(BUDGETED)
Explanato ?}/Input_"il{smu res

' THIRD OBJECTIVE

Owurcome Measure

STRATEGY

Output Measures

Explanators/input Measure

FOURTH OBJECTIVE

Outcome Measures

STRATEGY

Curput Measures

Efficrency Measure

Explanarory/Taput Measure

1.

2

Percentage of Independent School District reports of property value produced electroni-
cally from central appraisal district (CAD) appraisal roll data

Average direct cost per property included in the Property Value Study

Maximize the efficiency of managing state revenue by processing at least 98 percent of
monies electronically.

1.

Percentage of funds processed electronically

Ensure thart the state’s assets, cash receipts and warrants are properly secured, processed, depos-

ited and accounted for.

s R B

Number of rapid deposit transactions processed
Number of checks deposited
Number of warrants processed

Number of state depository bank account reconciliations performed

. Average daily amount of securities and assets safekept (billions)

Manage a statewide procurement system that ensures that the state receives quality, cost-
effective goods and services by maximizing competition, facilitating business opportuni-

ties for Historically Underutilized Businesses and providing support services to state

agencies in a timely, cost-effective manner.

Percentage increase in dollar value of purchases made through term contracts for the

CO-OP Program

2. Number of new HUBs certified

3. Presort and barcode savings achieved

Provide statewide procurement and support services to state agencies and cooperative enrities

that ensure the receipt of quality, cost-effective goods and services and maximize competition

while facilitating business opportunities for Historically Underurilized Businesses.

G

Number of new and renewed statewide volume contracts awarded
Number of solicitations reviewed for agencies and delegarted ro agencies
Number of one-time contracts awarded for other state agencies
Number of new and renewed purchasing certifications issued

Number of HUB field audits conducted

Number of HUB desk audits conducted

Number of HUB seminars and outreach efforts conducred

Number of pieces of mail processed

Number of business days to process non-delegated open market requisitions from client
agencies (under Texas Government Code Annotated §2155.132) using the most appropri-
ate competitively bid procurement method

Number of new HUB applications reccived
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AGENCY GOAL Il EXPEDITIOUSLY MANAGE THE RECEIPT AND DISBURSEMENT OF
(BUDGETED) STATE REVENUE

Maintain the 10-day turnaround time required to generate taxpayer refunds; return
monthly tax allocations to local jurisdictions in an average of 22 days; and maintain the
average tax document processing time within established limits.

Outcome Meﬂm{ég 1. Time required to generate taxpayer refunds (days)
2. Time taken to return tax allocations to local jurisdictions (days)

3. Average rax document processing time (hours)

.-STRATEG\:' Provide for and improve the processing of tax and voucher dara, collection and allocation of
tax revenue and the disbursements of tax refunds.

Output Measure: Number of tax returns processed

Number of payments deposited

Number of permits and licenses issued

Number of collection actions performed

1.
2,
3.
4. Number of taxpayer account adjustments
e
6. Number of tax refunds issued

7

Number of staff hours spent allocating local option taxes to government entities
Efficierncy Measure 1. Average number of hours to deposit receipts

Explanatory/Input Measure 1. Percent of tax payments received via direct deposit

AGENCY GOALIV DEVELOP AND MAINTAIN A SKILLED WORK FORCE, COMMITTED TO
(NON-BUDGETED) QUALITY PERFORMANCE

FIRST BJECTW__ Ensure that each year the Comptroller’s work force will be able to attend classes that will

enable them to become more productive and knowledgeable employees.

Ouzcome Measures 1. Percent of agency management completing management training

2. Percent of employees completing job-related training
i STRATEE_GY Make high-quality training available and accessible to those who need it, when they need it.

- Output Mezsures. 1. Number of agency management training hours completed

2. Number of employee job-related training hours completed
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MAXIMIZE CUSTOMER SATISFACTION BY IMPROVING SERVICES
WHILE MINIMIZING ADMINISTRATIVE BURDENS ON THOSE WE
SERVE

AGENCY GOAL V

(NON-BUDGETED)

 FIRST ONEﬂIVE © Attain highest ratings possible from those we serve as evidenced by feedback provided
; — " through surveys, cards or any other measuring device used in the agency.

Oustcome Measures 1. Percentage of surveyed customer respondents expressing overall satisfaction with services
received

2. Percentage of surveyed customer respondents identifying ways to improve service delivery

STRATEGY Improve services delivered to our internal and external clients in support of the Comprroller
of Public Accounts’ mission to serve the people of Texas.

—

Creetput Measures Number of customers surveyed

2. Number of customers served

—

Efficiency Measure

Cost per customer surveyed

—

Explanatory/Taput Measures

Number of customer groups inventoried

2. Number of customers identified

ESTABLISH AND CARRY OUT POLICIES GOVERNING PURCHASING
AGENCY GOALVI AND ALL CONTRACTING THAT FOSTER MEANINGFUL AND

(NON-BUDGETED) SUBSTANTIVE INCLUSION OF HISTORICALLY UNDERUTILIZED
BUSINESSES (HUBs)

Include HUBs in at least 32.9 percent of all agency dollars spent for special trade con-
struction; 26 percent of all agency dollars spent for other services; and 21.1 percent of all

 FIRST OBJECTIVE |

dollars spent for commodities.
Onitcome Measure | 1. Percentage of agency dollars spent on HUBs (with subcontracting)

STRATEGY Maintain ongoing program of activities to ensure HUB vendor participation in the procure-
ment process.

Ouiput Measures. 1. Number of purchase orders issued directly to HUB vendors

2. Number of HUB Economic Opportunity Forums attended or co-hosted
3. Number of internal agency HUB training sessions conducted
4

- Amount of agency dollars spent on HUBs (without subcontracting)

an

Number of HUB subcontracting dollars
6. Number of non-HUB prime contractors reporting HUB subcontracting
7. Number of non-HUB prime contractors contacted for HUB subcontracting

8. Number of HUB outreach opportunities conducted
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STATE ENERGY
CONSERVATION

DEVELOP AND ADMINISTER PROGRAMS THAT PROMOTE ENERGY
EFFICIENCY

OFFICE (SECO)
' SN Maincain $150 million balance in LoanSTAR Program.

FIRST OBJECTIVE
 Outcome Mmmre.r'. 1. Energy cost savings as a percentage of energy expenditures

2. Energy dollars saved by LoanSTAR projects (in millions)
STRATEGY. Promote and manage energy programs.
Outpuzt‘Meamre 1. Number of active LoanSTAR loans processed and managed by SECO

Eﬁcz‘mg Measure. 2. Energy dollars saved per dollar spent for energy retrofit programs
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Appendix B

Performance Measure Definitions

Measure:

Short Definition .

Purpose/lmportance

i Séﬁrce/ééﬂééﬁpn:
Method of Calculation:
Data Limitations:

Czdm[eman Type:

New Measure:

Desired Performance:

Measure:

Short Dgﬁnifign;

Purposellmportance:

. .Séurcfe/(?g![edion:
Method of Caleulation:
Data Limitations:

Caleulation Type:

| New Measure:

Desired Performance:

Measure:
Short Definition:

Percent Accuracy Rate of Reported Amounts on Original Audits

Percent accuracy rate is a comparison of the tax amounts reported from audited taxpayers to the
tax amounts due as a percentage after verification through an audit.

Since we do thousands of audits a year, this measure helps provide some idea of the level of report-
ing accuracy of the taxpayer population. A decrease of even 1 percent could cost the state millions
of dollars of timely reported tax revenue and may indicate trends in voluntary compliance.

Reported amounts are collected in each tax system, and audited tax information is from original
audits and verifications on the Work Manager system.

The measure is calculated by dividing the amounts reported from the audited taxpayers by the sum
of the audited tax change and the amounts reported.

Data for this measure relies on the integrity of automared systems, where occasional loss of data
is a risk.

Non-cumulative
No

Targer or higher

'Number of Non-Permitted Businesses Permitted

A count of operating non-permirtted businesses, which are identified and brought into compliance

through permitting.

Helps to improve voluntary compliance, improves fair application of the tax laws to all business
operators and preserves substantial sums of tax revenue for the state on the front end.

Data is obtained from the Work Manager system; the name of the report is BARTTPS.sql.

The report BARTTPS.sql automatically sums the original Business Activity Research Team
(BART) assignments where the TAX_SETU_CD = “Y” and the TAX_SETU_Dt is within the
report period.

Data for this measure relies on the integrity of automated systems, where occasional loss of darta
is a risk.

Non-cumulative

No

Target or higher

Number of Audits anif!_ Verificét_ions Conducted

Any original verification of compliance or performance with laws and rules as conducted or pro-
vided by Audit Division staff.
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STRATEGY: ONGOING AUDIT ACTIVITIES (continued)

- To improve voluntary compliance with, and fair application of Texas™ tax laws.

Data is gathered from three sources: an automated report entitled AWMVERS is obtained from
the Work Manager system; manual data is obtained from the Business Activity Research Team; and
the Project Manager of Unclaimed Property.

- The sum of audit and verifications data from the Work Manager system, Business Activity Research
Team examinations and Unclaimed Property assignments conducted by contract examiners.

Dara for this measure relies on the integrity of automated systems, where occasional loss of dara
is a risk.

: Cumulative
: No

- Targert or higher

Number of Non-Permitted Taxpayers Contacted Through Correspondence L

- The number of non-permitted potential taxpayers who are identified and contacted through letters
by the staff of the Business Activity Research Team (BART).

To improve voluntary compliance with, and fair application of Texas™ tax laws.

jon: . Dara is collected from an automated report entitled BART_CONTACTS.sql maintained on the
Work Manager system.

2. The measure is automatically calculated monthly by summing the number of original non-IRS
| BART assignments with first letter dartes within the report period and the number of unique origi-
- nal IRS BART assignments with a generation date within the report period.

~ Due to IRS restrictions, some BART assignments are not entered into the Work Manager system
until after the first letrer dare, so assignment generation is used instead. This results in a slight delay
in the availability of data for this measure.

Cumulative
g8 No

ez Targer or higher

Number of Hours Spent on Completed Refund Verificatiqn_ﬁ\ ”

Total hours spent on completed original refund verifications as input to the Work Manager system.

Hours represent time spent safeguarding the State from inaccurate or fraudulent refund of rax
monies through taxpayer generated refund requests.

Data is obtained from a report entitled AWMREFS maintained on the Work Manager system.
Mainframe program summarizes total hours on completed original refund assignments (WT03's).

:  Data for this measure relies on the integrity of automated systems, where occasional loss of data is
~ a risk. Additionally, the accuracy of the data relies on the integrity of a manual entry system. The
. risk of erroneous time accounting dara is mitigated by regular management review of staff entries.
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STRATEGY: ONGOING AUDIT ACTIVITIES (continued)

Calculation Type:  Cumulative
New Measure: No

Desired Performance: Targer or lower

Measure: Average Dollars Assé$sed to bollat'i@bst
| S‘baﬁD{ﬁfz_iﬁan-.; Audirtor generated tax adjustments per dollar spent to generate them.

Purposellmportance:  Efficiency measure representing the State’s return in terms of auditor generated tortal tax adjust-
ments as a ratio to the costs associated with generating those adjustments.

Source/Collection:  Dollars assessed data comes from the Work Manager system, the Business Activity Research Team
' and the Unclaimed Property Project Manager for dollars generated in their respective areas. Cost
dara is extracted from expenditure reports maintained on the agency’s internal accounting system.

This data is provided by Budget and Internal Accounting.

Method of Calculation:  Audits and verifications are obrained from the Work Manager system. The absolute value of both
; is totaled. Unclaimed Property assignment dollar figures are also totaled. All totals are summed.
Cost darta associated with field audit offices are summed. The sum of dollars assessed is divided by

the sum of dollar-cost to arrive ar this measure.

Data Limitations: Data for this measure relies on the integrity of automared systems, where occasional loss of dara
' is a risk.

Calculation T;{pe: Non-cumulative
New Measure: No

Desired Performance:  Target or higher

Measure: 'Perceni::'ofAuti"i:t Cove?fa:ge :'5‘.?7

Short Definition: Annualized audit and verification completions as a percent of taxpayers eligible for audit.

Purposellmportance:  The audit process establishes our regulatory presence with the taxpayer population thereby enhanc-
ing voluntary compliance by providing an incentive for accurate and timely reporting and payment
of raxes collected.

Source/Collection: Assignment summaries for audits and verifications from the Work Manager system are totaled.
Examination summaries from the Business Activity Research Team are totaled. Assignment sum-
. maries from the Unclaimed Property Project Manager are totaled. These totals are summed. The

. automated inquiry MTIACT (or its equivalent) provides taxpayer counts.

Method of Caleulation: The sum of assignments for the Business Activity Research Team, Unclaimed Property and in the
i  Work Manager system, are divided by the population of active and inactive taxpayers eligible for
an audic during the time period in question. The inquiry MTIACT provides the taxpayer count.

Data Limitations:  Data for this measure relies on the integrity of automated systems, where occasional loss of data
is a risk.

Cﬂlmlétidn i'jy:pe‘: Non-cumulative
NewMeaJurf No

Desired Performance: Target or higher
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STRATEGY: ONGOING AUDIT ACTIVITIES (concluded)

asure: Number ¢ Taxpa_yfers Parti;:iipating:;ﬁ, Indep';e'ndent Aud:t Reviews

Short Dgﬁnition.‘ The count of taxpayers who request and attend a meeting with an Independent Audit Reviewer.

Purgosellmpartance:  Participation in an Independent Audit Review can reduce or eliminate the burdens and costs asso-
| s ciated with participating in the hearings process for both the taxpayer and the State.

: Saurca/Col[ectmﬂ Reported monthly via email from the Independent Audit Reviewers and summarized on the gen-
| I eral performance summary spreadsheet for that month and fiscal year.

Method of Caleulation:  As reported monthly by the Independent Audit Reviewers, a count of the total number of taxpay-
A, . ers who request and attend (either in person or through a representative) a meeting with an Inde-
pendent Audit Reviewer (IAR) concerning contested issues in their audit. The count of taxpayers
participating would be taken from the “Independent Audit Review Report Form™ issued by the
IAR. If more than one taxpayer is represented at a conference, the count would reflect the actual

'| number of taxpayers represented, even though only one conference and report form was generated.

. This is a manual count gathered on a monthly basis from the various [ARs.

'\ Data Limitatiens: Often driven by complex, external factors such as taxpayer requests, consultant’s activities, tax law
. issues and rulings.

‘ Calmbtmn l}"pe:' Non-cumulative
_ N@'Memure:‘i No

bé‘:fred Pe)ﬁimmce | Target or higher

STRATEGY: TAX LAWS COMPLIANCE

Measu Avera'di; Turnaround Tirne for Ciosing Delinquent and Othé;_;\ccounfs (Days) :;:

| The average number of days it takes to close accounts (cases), beginning with when they are cre-

. ared on the agency’s Work Manager (a mainframe inventory system) and ending on their closure
~ date during the reporting period. The time an account is assigned to a private collection agency is
~ not included in this measure.

Puzposellmportance;. This measure provides an indication of the efficiency of the entire collection program, including
.~ initial raxpayer notification, taxpayer contact, collection activity and final resolution.

Source Col[eman, | The case closure (resolution) date for all accounts closed which were available for Comptroller col-
- lection activity during the reporting period, the date those cases were activated, and the number of
| cases closed during the reporting period are obtained from the agency’s Work Manager.

Methed of Caleulation:  Using the agency’s Work Manager as the source of dara, the average rurnaround time is calculated

i | by adding the number of days from case activation date to the case closure date for all cases closed

| which were available for Comptroller activity during the reporting period, and dividing the result

i | by the total number of cases closed which were available for Comptroller activity during the report-

~ ing period. The number of days accounts are assigned to a private collection agency because they

do not qualify for certification to the Attorney General is excluded from this calculation. When

calculating the second, third and fourth quarter, the year-to-date total is recalculared based on
monthly data maintained in a summary file.

it il
Data Limitations:  Data for this measure is well defined, although it relies on the integrity of automated systems,

where occasional loss of data is a risk.

26 Agency Strategic Plan - 2017-2021 - Texas Comptroller of Public Accounts



STRATEGY: TAX LAWS COMPLIANCE (continued)

- Calculation Tir t-,’=.'.
New M?&"eure::'

D.e;i;ired qubrﬁﬁnfe:

Measure:

Non-cumulative
No

Target or lower

Average Motﬂ:'hly Délinqu_éht and Other E{\ccount Closure Rate Per Enforcement

 Collector

Short Definition:
PurposelTmportance:

Sb#rce/@lbfﬁom':

The average number of accounts (cases) closed per Enforcement collector (phone/field collector)
per month,

This measure gives an indication of the productivity of the division’s collection staff as it relates
to closing accounts,

The number of cases closed by Enforcement collectors during the reporting period is obtained
from the agency’s Work Manager. Total enforcement minutes for field collectors are obtained from
the agency time accounting system. Total enforcement minutes for phone collectors are obtained

~ from the agency phone system and agency time accounting system.

Method of Calculation:

Data Limitations:

Caleulation Tipe:

New Measure:

DessredPerﬁrmame .

Measure:

Sttt

Purposellmportance:

Source/Cbllﬁ%ﬁaﬂ:

Method of Calculasion:

This measure is calculated by dividing the number of cases closed by Enforcement collectors dur-
ing the reporting period by the number of available collectors during the reporting period. The
number of available collectors is calculated by adding rotal field collector enforcement minutes and
total phone collector enforcement minutes for the reporting period, dividing the sum by the avail-
able work minutes (440 minutes) during a day and dividing the result by the number of working
days in the reporting period. When calculating the second, third and fourth quarter, the year-to-
date total is recalculated based on monthly dara maintained in a summary file.

Data for this measure is well defined, although it relies on the integrity of automarted systems,
where occasional loss of data is a risk. Additionally, the accuracy of the dara obrained from the
agency time accounting system relies on the integrity of a manual entry system. The risk of errone-

| ous agency time accounting data is mitigated by regular management review of staff entries.

Non-cumulative
No

Targer or higher

Percent of Positive Surveys Received from Attendees at Taxpayer Seminars

The number of positive surveys received at the end of taxpayer seminars, expressed as a percentage
of all surveys received. Positive surveys are defined as a “yes” response to the question about the
overall quality of the seminar.

This measure evaluates the perceived benefit of a critical customer outreach program. Data
obrained from the surveys will also be used to assist with improving the overall customer service
program of the division.

Survey results data are obrained from the division’s Taxpayer Seminar database after Headquarters
staff enters response data.

Using the Taxpayer Seminar database as the source of data, the number of positive surveys is
divided by the total number of survey respondents to determine the percent of positive surveys.
When calculating the second, third and fourth quarter, the year-to-dare roral is recalculated based
on monthly data mainrained in a summary file.
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STRATEGY: TAX LAWS COMPLIANCE (continued)

mtta,zom, Data for this measure is well defined, although it relies on the integrity of automared systems,
- where occasional loss of data is a risk. Additionally, the accuracy of reported response darta relies
~ on the integrity of 2 manual entry system.

- Non-cumulative
No

: ; Target or higher

Number of Fiel.(;i:i'Office Service Area Evaluations Conducted

The number of semi-annual evaluations of field office workload conducted by Enforcement

~ Headquarters.

This measure accounts for a significant investment in staff resources used to determine workload

_ efficiencies/inefficiencies and to prepare scenarios for affecting positive change in field resource
~* allocation and office alignment within geographic areas.

Documentation of field office service area evaluations is maintained in Headquarters’ files for a

~ minimum of four years.

2 A manual count is taken of the rotal number of field service area evaluations conducted by Head-
" quarters during the reporting period.

None
Cumulative
No

Targer or higher

. Average Taxpayer Contacts byii'"a" Call Céiiter Cd,liector P_ér Phone Hour :

The average number of inbound and outbound telephone contacts per hour handled by call center
collectors. Inbound calls primarily consist of delinquent taxpayers responding to collection notices
and returning collection calls. Outbound calls are the result of call campaigns designed to initiate
contact with taxpayers who have delinquent accounts with the agency.

. This measure gives an indication of the productivity of the division’s phone collection staff as it

relates to making contact with delinquent taxpayers.

The total number of inbound and outbound calls handled, and the total sign-in time for all phone
collectors, are obrained from the agency phone system.

This measure is calculated by adding all inbound and outbound calls handled by call center col-
lectors during the reporting period and dividing by the toral sign-in time (minutes converted to

| hours) for all call center collectors during the period. When calculating the second, third and
'\ fourth quarter, the year-to-date total is recalculated based on monthly data maintained in a sum-

mary file.

Dara for this measure is well defined, although it relies on the integrity of automated systems,
where occasional loss of dara is a risk.

Non-cumulative
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STRATEGY: TAX LAWS COMPLIANCE (continued)
NmMmmrz No

De;vired Ps}ﬁrmdme Target or higher

- Measure: |

 Short Definition: The number of taxpayer seminars conducted during the reporting period. These seminars provide
‘ - taxpayers with information regarding filing requirements, tax laws and rules and agency services.

Lurposelfmportance: . This measure accounts for a significant investment of staff resources in a critical customer outreach
prOgram.

Source/Collectior:  The number of taxpayer seminars conducted during the reporting period is entered on the divi-
sion’s Taxpayer Seminar database by Headquarters staff.

Meihod of Calewlation:  Using the Taxpayer Seminar database as the source of data, this measure is the sum of taxpayer
seminars conducted during the reporting period.

Data Limitations: Dara for this measure is well defined, although it relies on the integrity of automated systems,
: ~ where occasional loss of darta is a risk. Additionally, the accuracy of seminar data relies on the
integrity of a manual entry system.

Calculqmn?jfp: Cumulative
Nm'_£We45u?£: No

Desired Performance:  Target or higher

Measure:

Delinquent Taxes Collected Pei.'"ﬂ:cipllection_-jﬂélated Dollar Expended

Short Dqﬁﬁiﬁaﬂ: The amount of delinquent tax dollars collected for every dollar expended by the division thar has
been allocated to collection acrivities.

Purpose/lmportance:  This measure gives an indication of the rate of return for expenditures related to collection acrivi-
ties.

Seurce/Collection:  Dara for this measure is obtained from the agency Work Manager (delinquent dollars collected),
i the Centralized Accounting and Payroll/Personnel System (CAPPS-expenditure data), the agency
phone system and agency time accounting system.

Method of Caleulation:  Using the agency Work Manager, CAPPS, the agency phone system and agency time accounting
system as the sources of data, toral delinquent dollars collected is divided by the sum of Enforce-
ment division expenses attributed to collection activities in the field, total expenses attributed to
the phone center and any fees paid to contracted private collection vendors. Enforcement division

~ expenses attributed to collection activities in the field are calculated by office based on the rartio

- of enforcement hours to total hours for the reporting period. Headquarters' total expenses are
allocated berween the field and the phone center based on the ratio of field to phone center FTEs
for the reporting period. When calculating the second, third and fourth quarrer, the year-ro-date
total is recalculated based on monthly data maintained in a summary file.

- Data Limsitations:  Data for this measure is well defined, although it relies on the integrity of automated systems,
] : where occasional loss of darta is a risk. Additionally, the accuracy of the data for field collector
~ enforcement hours relies on the integrity of a manual entry system, where field collectors enter
their time allocation to an agency time accounting system. The risk of erroneous agency time
accounting system data is mitigated by regular management review of staff entries. Further, the

division is reliant on the accuracy and availability of expenditure data from CAPPS.
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STRATEGY: TAX LAWS COMPLIANCE (concluded)

Non-cumulative
No

Target or higher

Minimum Percent of Fiél'd Collector Time in the Field
The percent of a field collector’s time that is spent conducting compliance activities in the field.

This measure is an indication of the percentage of time that is available to field collection staff for
conducting compliance activities after accounting for required administrative, travel and in-office
responsibilities. Time requirements are driven by staffing and workload.

Field collectors enter their daily time allocation on the time accounting system based on functions

performed during the day.

Using the agency time accounting system as the source of data, enforcement field hours (enforce-
ment field and enforcement field travel) are divided by total enforcement hours (including enforce-
ment field, enforcement field travel and enforcement office hours), to determine the percent of
field collector time actually spent out of the office on compliance activities. When calculating
the second, third and fourth quarter, the year-to-date toral is recalculated based on monthly data
maintained in a summary file.

Data for this measure is well defined, although it relies on the integrity of automated systems,
where occasional loss of dara is a risk. Addicionally, the accuracy of the data for field collector work
hours relies on the integrity of 2 manual entry system, where field collectors enter their time alloca-
tion to an agency time accounting system. The risk of erroneous agency time accounting system
darta is mitigated by regular management review of staff entries.

Non-cumulative
No
Targer or higher

nquent E_};_&_I_lars Collected (In Millions)

* The total delinquent dollars collected from all facets of the collection program, including the field,
the phone center and any private collection vendors.

This is an explanatory measure that gives an indication of the final results of the collection program.
Delinquent dollars collected are obrained from the agency Work Manager.

Using the agency Work Manager as the source of data, delinquent dollars collected are summed
for the reporting period.

: Data for this measure is well defined, although it relies on the integrity of automated systems,
| where occasional loss of dara is a risk.

Non-cumulative

2. No

3 Target or higher
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STRATEGY: TAXPAYER INFORMATION

Measure: Percent of Favorable Responses Obtained to Quality Control Surveys Sent To Taxpayers
Concerning Speed and Accuracy of Information Disseminated

' Sbarthﬁmrzm On each hard copy response, we include a hard copy customer survey. In each email response, we
S include wording inviting customers to complete our online customer service survey. The survey
asks the taxpayer to agree or disagree with five short statements abour their sarisfaction with our
service and provides room for comment. The responses are compiled and analyzed to determine
the percentage of favorable responses.

Purposellmporrance:. This measure allows the division to determine the taxpayers level of customer service sarisfaction
. when they contact our office with tax policy questions and issues.

Source/Collzetion: . Information gathered from the questionnaires is maintained on our local area nerwork (LAN).
Merhod of Caleilation: The percent equals the number of favorable responses divided by the toral number of responses
| .~ returned. Responses are defined as “agree,” “disagree” and “not applicable.” A favorable response
occurs when the taxpayer selects “agree” in response to the statements in the survey.
Data Lzm&m“mm None
Caleulation fﬁfpe Non-cumulative
New Ideasure: No

Desired kij‘bmumw Target or higher

Number of Calls Handled by Tax Assistance Specialists

Measure:

Short Definition:  Number of calls handled captures the number of telephone inquiries regarding tax assistance thar
: are handled by our Tax Assistance specialists. A call is considered handled when the caller is con-
nected with a tax specialist.

' h@oﬁekﬁﬁ}ﬂrﬁﬁt‘e: This captures the total number of telephone inquiries handled by Tax Assistance specialists.
Source!/Colleztion:  Information is captured electronically by the Cisco phone system.

Aferbodqf@ku!ﬂ:mn Calls handled are determined by subtracting the number of abandoned calls from the number
' il = of calls offered. A call is considered offered when it is accepted into the Cisco telephone system
automated call distributor.

Data Limitations: None
C'almhtzen Il'jp: Cumulative
. New-ﬂ_-f_w:_ryre:. No

.Dﬁired P&ﬁ?m&tgj Targer or higher

Measure: Total Number of Responses Issued by Tax Policy
SbartDeﬁn* ~ This measure is the number of responses issued by Tax Policy Division. The responses are issued
'~ in order to answer general information correspondence assigned to the Tax Policy Division. The

. responses may be in the form of a letter, email, fax or telephone call.

: I&@ase/lmpeﬂame This is a workload measure thar tells us the total number of responses issued to taxpayers by Tax
‘ R Dolicy.
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STRATEGY: TAXPAYER INFORMATION (continued)

The information is received from the Agency Work Manager (AWM) System from a report
- entitled D35-02, Statistics of Completed Correspondence.

The total number of responses is automatically calculated from a Statistics of Completed Corre-
pondence report from the Agency Work Manager System.

None
| Cumulative
' No

Target or higher

Average Time Takéh (In Work Days) to Respond to Correspondence Assigned to Tax

. This measure reflects the average tdime taken to issue a response to correspondence assigned to Tax
. Policy.

. The information is important to the division in that we can determine from the total if we are
. responding to taxpayers in the required timely manner.

:; The information is received from the Agency Work Manager (AWM) System from a report
 entitled D35-02, Statistics of Completed Correspondence.

The average time taken (in work days) to respond to correspondence assigned to Tax Policy is
- automatically calculated from a Statistics of Completed Correspondence report from the Agency
. Work Manager system.

. None
. Non-cumulative
No

. Targer or lower

Average
i

This measure is the average number of incoming calls handled on a daily basis by telephone spe-
© cialists in Tax Assistance.

To provide accurate and timely tax information to taxpayers, tax professionals, state officials and
the citizens of Texas and to promote voluntary compliance.

. Information is obtained electronically from a Cisco Webview report.

| The measure is calculated by dividing the average number of calls handled per work day by the
| average number of tax specialists available per day. The average number of calls handled per day is
determined by dividing the total number of calls handled each month by the number of work days
'~ in that month. The average number of tax specialists available per day is automatically calculared
© by a Cisco Webview report.

- None
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STRATEGY: TAXPAYER INFORMATION (concluded)

Calculation Bﬁw Non-cumulative
NBWMmmre No

Dg-.rired P@mﬂ&e: Target or higher

Measure: Percent of Respdi‘!ses I_sgued by Tax Po:_lity Within 7 Wé,rking"Days

 Shor: Dg‘imtxan This measure reflects the percentage of general information responses issued by Tax Policy within
i 7 working days.

Prrpose/Importance: This measure reflects the percentage of correspondence assigned to Tax Policy to which a response
. was issued within 7 working days. It is our primary method of monitoring turnaround time.

- Source/Collection:  The informarion is received from the Agency Work Manager System Report ID-3503, Processing
- Time Percentages in Working Days.

Method qualcufarzm The percent of responses issued by Tax Policy areas within 7 working days is automatically calcu-
lated by running processing time percentages on the Agency Work Manager system.

| None
Calerlation 1, Ee-: Non-cumulative
New Measure: No

Desired Pﬂj%rmmzcr Target or higher

Measure: Average Overall Monitoring Score for Tax Assistance Telephone Specialists

Short Dq‘x‘mtmr Telephone specialists in Tax Assistance are regularly monitored by their supervisors on how they
- - handle phone calls based on predetermined criteria.

Purposellmportance: This measure assists in determining the quality and accuracy of the information being dissemi-
nated by the Tax Assistance telephone specialist.

Source/Collectior: . The supervisors in Tax Assistance gather information on Tax Assistance telephone specialists. These
|| statistics are calculated and maintained on a management summary file.

Methed of Caleulation: The average is computed by adding together the weekly monitoring scores and dividing this
i | - number by the rotal number of weekly monitoring sessions for the month. The monitoring scores
are computed by the supervisors in Tax Assistance and are determined by supervisors monitoring

incoming phone calls and grading how these phone calls are handled based on predetermined
criteria.

Data Limitations: None
Calculation Type:  Non-cumulative
New Measure:  No

Dm’rédfrdﬁmamf: Target or higher
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STRATEGY: TAX HEARINGS

are Issued Wlthm 20 Days of Receipt of the Filein the Administrative Hearmgs Section

A position letter analyzes and responds to the statement of grounds filed by the taxpayer when a
hearing is requested. The position letter is considered issued when it is mailed. A case resolution
| agreement resolves all disputed issues between the parties and is considered issued when executed
by both parties. A motion to dismiss, in the context of this outcome, is a unilateral motion to
grant full relief to the taxpayer. A motion to dismiss is considered issued when it is served on the
Special Counsel for Tax Hearings.

This measure indicates the percentage of position letters, agreements and motions to dismiss that
the Assistant General Counsels in the Administrative Hearings Section issue within the 90 work-
. ing-day/135 calendar-day window, and it is important because it reflects how promptly taxpayer’s
objections are handled.

 Count the number of position letters, agreements issued in cases without a position letter and
motions to dismiss issued in cases withour a position letter, that the Assistant General Counsels in
the Administrative Hearings Section issue within a reporting period and compare that number to
the number of position letters, agreements issued in cases without a position letter and motions to
dismiss issued in cases without a position letter that the Assistant General Counsels in the Admin-
istrative Hearings Section issue within the 90 working-day/135 calendar-day window, and the
percentage is reflected. Data is maintained within the Agency Work Manager (AWM). To obrtain
the percentage, the issue date for the position letters, agreements and motions to dismiss must be
. within the parameters of the reporting period.

Using the AWM as the source of data, the number of position letrers, agreements and motions to
'~ dismiss that the Assistant General Counsels in the Administrative Hearings Section prepare within
90 working days or less of the Administrative Hearings Section’s receipt of the case is calculated,
and this number is divided by the total number of position letters, agreements and motions to dis-
miss issued to arrive at the percentage. Ninety working days will be defined as 135 calendar days,
excluding hold periods, which is a period of time during which action on a case is abated because
. of policy review, court action, bankruptcy and other considerations.

The AWM has well-defined parameters and criteria for each reporting period.
Non-cumularive

. No

Target or higher

Number of Position Letters, Agreements and Motions to Dismlss Issued for All Cases
Received by the Admmlstratwe Hearings Section

A position letter (PL) analyzes and responds to the statement of grounds filed by a taxpayer when
* a hearing is requested. The PL is considered issued when it is mailed. A case resolution agreement
resolves all disputed issues between the parties and is considered issued when executed by both
| parties. A motion to dismiss, in the context of this outcome, is a unilateral motion to grant full
' relief to the taxpayer. A motion to dismiss is considered issued when it is served on the Special
Counsel for Tax Hearings.
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STRATEGY: TAX HEARINGS (continued)

Purpose/fmfarmnce:
Source/Collection:

Method of Caleuiation:

Data Limstations:
Calculation Type:

New Measure:

Desired Performance:

Short Definition:

Pumoye/fmpc;r:.znm

Source!Collection:

Method of Caleulation:

Data Limizations:
Calculation Type:
New Measure:

Desired Perfermsance:

Measure:
~ or Reach Agreement for All Cases Received by the Administrative Hearings Section

This measure provides the total number of PLs, agreements and motions to dismiss issued each
fiscal year by the Administrative Hearings Section, and it is important because it reflects the overall
performance when compared with the number of hearings that taxpayers request.

The total number of PLs, agreements and motions to dismiss issued is obtained through reports
generated from the Agency Work Manager (AWM). The issue date of the PL, agreement or motion
to dismiss, which is recorded in the AWM, must be within the parameters of the reporting period.

Using the AWM as the source of data, the number of PLs, agreements and motions to dismiss
issued to taxpayers is calculated.

The AWM has well-defined parameters and criteria for each reporting period.
Cumulative
No

Target or higher

Average Length of Time (Work Days) Taken to Issue a Position Letter, Motion to Dismiss

A position letter (PL) analyzes and responds to the statement of grounds filed by a taxpayer when
a hearing is requested. The PL is considered issued when it is mailed. A motion to dismiss, in
the context of this outcome, is a unilateral motion to grant full relief to the taxpayer. A motion
to dismiss is considered issued when it is served on the Special Counsel for Tax Hearings. A case
resolution agreement resolves all disputed issues between the parties, and is considered issued when
executed by both parties.

This measure averages the number of work days that it takes the Assistant General Counsels to
issue PLs, motions to dismiss or reach agreement in all cases after the Administrative Hearings Sec-
tion receives the request for a hearing. It is important because it reflects how promptly taxpayer’s
objections are fully resolved.

Issue dates of PL’, motions to dismiss and agreements are entered into the Agency Work Manager
(AWM) daily. An AWM report determines the number of PLs, motions to dismiss and agreements
issued within the parameters of the reporting period, counts the number of days (excluding hold
periods) between the date on which the Administrative Hearings Section received the case, and the
date on which the PL, motion to dismiss or agreement was issued, and then averages the length
of time taken by the Assistant General Counsels to issue PLs, motions to dismiss or agreement in
all cases during the reporting period. Data is mainrained wichin the AWM, and the PL, motion to
dismiss or agreement issue date must be within the parameters of the reporting period.

Using the AWM as the source of data, the number reflects the average count of working days from
when the Administrative Hearings Section receives a case file and when a PL, motion to dismiss
or agreement is issued in the case, excluding “hold periods.” A “hold period” is the period of time
during which action on a case is abated because of policy review, court action, bankruptcy or other
considerations.

The AWM has well-defined parameters and criteria for each reporting period.
Non-cumulative
No

Target or lower
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: Mefbad af% Jﬂﬁqﬁl ,

-~ is calcularted.

Number of New Requests for Hearings Received in Administrative Hearings Section

n. . Using the Agency Work Manager (AWM) as the source of data, the number of new requests for

hearings received in the Administrative Hearings Section is calculated.

;. This measure counts the number of new cases that enter the Administrative Hearings process, and

when added to the number of cases that are already in the process, the Administrative Hearings
Section (AHS) is able to determine the average number of cases that are assigned to its Assistant
General Counsels. By review of the new requests for hearing, AHS managers can determine the

. types and complexity of cases that enter the process.

Somfé"f Coliection-

' Data Limiiations:

Desired Performanze:

Count the total number of new hearings that AHS receives during a reporting period. The data is
maintained within the AWM, and a new hearing must be received during the parameters of the
reporting period to be reflected on the AWM report.

Using the AWM as the source of dara, the number of new requests for hearings that AHS receives

The AWM has well-defined parameters and criteria for each reporting period.

pe: Non-cumulartive

| No

Target or lower

STRATEGY: ACCOUNTING/REPORTING

Peré’ent of_' I

Smr@;e/Co.-@'_k-c ik

rgeted State Agencies With Improved Performance

The percent of targeted state agencies and institutions of higher education, which, over the course
of the year, improve their performance in selected areas from the previous fiscal year.

This measure is intended to gauge Fiscal Management Division’s performance in providing infor-
mation and assistance to state agencies regarding applicable statutes, administrative rules and
guidelines.

Prior to the beginning of the fiscal year, the division will review data that conrains relevant infor-
mation abour each agency. Areas of focus may include, but are not limited to, late interest paid,
number of warrant cancellations, number of Lertters of Authorization (LOAs), ITV payments,
callbacks, cancellations, contractual agreements, bailment contract violations, etc. Based on this
review, the division will identify poorly performing areas and select a group of agencies to apply
appropriate strategies (training, one-on-one meetings, etc.) to improve their performance. The
targeted agencies’ initial performance level will be used to gauge improvement at year end.
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STRATEGY: ACCOUNTING/REPORTING (continued)

Meﬁbad of ﬁ};'lcuﬁmaﬂ

A spreadsheer will track performance of selected state agencies and areas of focus each year.
Although the targeted agencies and areas of focus may change from year to year, the method for
calculating the percent of targeted agencies with improved performance will remain the same from
year to year. [t will consist of: 1) Prior to the beginning of the fiscal year, poorly performing specific
areas will be selected for analysis and tracking; 2) A group of poorly performing state agencies will
be targeted for appropriate strategies (training, etc.); 3) These targeted agencies’ performance will
be tracked throughout the year to see if the chosen strategies are improving performance; 4) At year
end, the division will extract performance results and compare to the beginning of the fiscal year to

. determine if performance improved in any of the focus areas; and 5) Total number of agencies with

improved performance divided by total targeted agencies equals percent of targeted state agencies

 with improvcd performance.

Data Lip;fhzﬁbﬁs; |
Casmfa*zm T;@e.-f |
New Afe:lfure'

Dmred Pﬂg‘grmamn?"

None
Non-cumulative
No

Targert or higher

Percentage of Proposed State Expendltures Guaranteed to be Entirely Supported by

~a Valid Revenue Estimate Before Certaflcatlon of the General Approprlatlons Act for
the Next Biennium

Sbw:t Df,ﬁmtmu
Pmpmeﬂﬁ?ﬂmmce
Source/Collection:
Method of Caleulation:

Data Limitarions:

Cafi‘tdﬂimé Ij{p:e'.

News Mmmr%

De.rz red Pe"ﬁmaned

The roral percentage of all program costs in the General Appropriations Act and other legislation

. containing appropriations that are supported by estimated revenues.

Demonstrates whether proposed appropriations are supported by the Comptroller’s revenue esti-
martes.

Bills are reviewed by Legislative Affairs and forwarded to divisions to identify those that gener-
ate revenue or appropriate expenditures. All identified bills are forwarded to the Appropriations
Control section of Fiscal Management where a manual “costing” process is applied to each bill.

This measure is calculated by dividing the total revenue estimate by total program costs in the
General Appropriations Act and other appropriation bills.

Revenue Estimating Division estimates revenue used in the calculartion.
Non-cumulative

No

Target or higher

Percent Variance (Plue_ or Mmus) Between Estlmated and Actual Total State Tax

Revenue Collectuons

The difference between the estimared state tax revenue collections and the actual tortal state tax
revenue collected for the fiscal biennium. The Certification Revenue Estimate (CRE) is used ro
provide the estimarted revenue value because it takes into account changes made during the regu-
lar legislative session affecting revenue collections. In addition, where necessary, CRE figures are
adjusted for the impact of revenue-related legislation that passed during special sessions (thar is,
items passed after the CRE process had been concluded and, thus, were unknown to estimators
at that time).
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STRATEGY: ACCOUNTING/REPORTING (continued)

omm‘eg As directed by the State Constitution (Article 111, Section 49a), the Comptroller must provide
the Legislature and the Governor with a Biennial Revenue Estimate (BRE) at the beginning of
each regular legislative session. The BRE contains a forecast of all state revenues expected for the
remainder of the current fiscal year in which the BRE is prepared, along with revenues for the

upcoming biennium for which the Legislature will be preparing a budget. By law, after the session
the Comptroller also must produce a revenue estimate (incorporating the session’s revenue-related
legislation) used by the Comptroller to certify there will be sufficient revenue to fund the state’s
general purpose spending in the next biennium. The latrer is known as the Certification Revenue
Estimate.

This figure is obtained from reports produced using compurer programs maintained by the Rev-
enue Estimating Division.

The percent variance is computed by taking the difference berween estimated toral state tax rev-
enue collections and the actual state rax revenue collections for the biennium, and dividing that
difference by the estimated biennial revenues as presented in the CRE. Revenue Estimating staff
maintain programs which compile the necessary statistics from the agency’s accounting databases.

None
Non-cumulative
il Yes

- Target or lower

Perdent of Payioll and Retirement Payments Issued Via Dire‘c;t:Deposit "
The percent of payroll and retirement payments issued via direct deposi.

The purpose of this measure is to track and measure the relationship between payroll and retire-
ment payments made through Direct Deposit and the total number of payroll and retirement
paymen[s.

Dara is collected using reports produced by the statewide accounting systems (USAS, USPS,
SPRS) that generate payroll and retirement payments, both warrants and direct deposits. “A” is
defined as the total number of payroll and retirement warrants issued. “B” is defined as the total

| number of payroll and retirement payments issued via direct deposir.

B (total payroll and retirement direct deposits) divided by C (rotal payroll and retirement pay-
ments) = D (percent of payroll and retirement payments issued via direct deposir). C is defined as
A (rotal payroll and retirement warrants) + B (total payroll and retirement direct deposits).

Non-cumulative

. No

. Target or higher

Measure: Peﬂ:entage of Fiscal Management Division Customers Who Return an Overall

Customer Service Rating of Good or Excellent on the Fiscal Management Customer
Service Survey -

' This number represents the number of users who returned a good or excellent rating for the overall
. customer satisfaction question on the customer service survey expressed as a percentage of the rotal
surveys returned.
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STRATEGY: ACCOUNTING/REPORTING (continued)

Purposellmportanze:  This measure provides an indication of the level of customer service provided by Fiscal Manage-
: ~ ment staff and identifies any areas that may need improvement or enhancement.

- Source/Collecticni:  Customer service surveys returned from all state agencies annually.

Met:b@dquaim.{:ztsm This measure is calculated by taking the total number of good or excellent customer responses
: to the Overall Satisfaction survey question and dividing this total by the total number of surveys
returned.

Data Limitations:  None. Note: Customer service surveys are well defined, but are dependent on a successful return
rate from the customer.

Caleularion Type: Non-cumulative
New Measure:  No

Deesired Perfomaﬁre: Target or higher

Measure:

Short D‘eﬁrzitz’mz: Texas economic update reports contain the results of the most recent state economic forecast and
the latest economic indicators for a readership interested in detailed economic information. The
reports may also contain articles that analyze current economic or demographic topics and appen-
dices with numerous detailed economic and demographic tables and figures.

Purpose/lmportance: Each economic update provides an analysis of current state economic conditions, results from the
latest state economic and demographic forecasts, articles on major industries in Texas or other
issues relevant to the economy and an appendix with detailed economic and demographic dara.
The process of developing written analyses of these forecasts, along with the feedback received
from readers, helps the Division in evaluating its forecasting work. These reports also serve as
vehicles for disseminating useful information to interested parties in the state.

Source/Callection: . A manual count of the number of reports produced in each fiscal year is maintained by the agency’s
publications section.

Method of Calculation:  The reported number of economic update reports in a fiscal year is the sum of a manual count
maintained by the agency’s publications section.

Data Limitations: None
Calculation ijpe Cumularive
New Measure. No

Desired Perfarmance. Target or higher

Total Number of _Payrr:x;hts (ExéiudinQ?WES Child Support Warrants) Issued

Measure:

Short Dg‘z‘nftz'an: The toral number of payments issued is the total of all payments issued via warrants (except WES
Child Support warrants) and payments issued via direct deposit.

Purpose/Importance:. This measure is used to monitor the total number of all payments issued by warranes and direct
~ deposit. It is important because it allows us to make projections in terms of quantities of supplies
(warrant stock) and staff required for warrant distribution and administration.
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STRATEGY: ACCOUNTING/REPORTING (continued)

Data is obtained using reports produced by the statewide accounting systems (USAS, USPS,
SPRS) that generate payments, both warrants and direct deposit transactions. “A” is defined as
the total number of warrants generated, including manual Expedite warrants, but excluding WES
Child Support warrants. “B” Is defined as the total number of payments issued via direct deposit.
“C” is defined as the sum of “A” (warrants) + “B” (direct deposits) for the toral number of pay-
ments issued.

A (roral warrants) + B (total direct deposits) = C (total number of payments issued).
None

) Cumulative

No

Target or higher

Number of Pi_ist-Paylhe_rl_t Auditﬂ Compl_eted

The measure is the quantity of state agency post-payment audits completed each fiscal year.

The purpose of this measure is to track and monitor the post-payment audits in the division audit
 plan.

The source documents used to collect the data are the final audit reports sent to state agencies.

n: The roral of all final audir reports sent to state agencies each fiscal year. This data will be tracked
il by the Expenditure Audit Section.

None
Cumulartive
No

Target or higher

Percentage of Ad Hoc Report Requests Responded to Within 10 Worlung Days in
Compliance With the Texas Public Information Act

Percent of ad hoc report requests for information from the State Government Accounting systems
responded to within 10 working days in compliance with the Texas Public Information Act. The
response may include a completed report or written acknowledgement that the request has been
received.

This measure provides an indication of the responsiveness of Fiscal Management staff in generating
a response to ad hoc report requests, compliance with the 10 day mandate and resource require-
ments needed to perform the function.
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STRATEGY: ACCOUNTING/REPORTING (concluded)

Source/Cbﬂgctian:
Merhod of Caleutation:

Data Limitations:
Caleulation Type:
New Measure:

Lesired Performance:

- Measure:

All ad hoc requests are logged into the Open Records Tracking System. Statistics can be obtained
from this system, including percentage of requests responded to within 10 working days.

The percentage will be calculated by using the total number of ad hoc report requests responded
to within 10 working days divided by the total number of ad hoc report requests received.

None
Non-cumulative

No

Targer or higher

St Definition:

Purpose/Importance:

Source/Collection:

Methed of Calculation:

Data Limitations:

Calculation Type:

New Measure:

Derired _Perj%rmz;tce:

STRATEGY: PROPERTY TAX PROGRAM

Measure:

Number of WES Chlld Support Payments Issued

The total number of payments issued is the total of all WES Child Support payments issued
through warrants by the OAG.

This measure is used to monitor the total volume of the Office of Attorney General’s Child Sup-
port payments issued through warrants. It is important because it allows us to make projections in
terms of quantities of supplies (warrant stock) and in terms of staff required for warrant distribu-
tion and administration.

Dara is collected from the daily USAS report DAFR3641, Payment Number Assignment Sum-
mary.

Sum the number of WES Child Support payments listed on each daily DAFR3641 for the report-
ing period.

The number of WES Child Support payments is based on the volume of payments the Office of
the Attorney General transmits to us for payment. The overall volume of activity is not within
our control.

Non-cumularive
No

Target or lower

Percentage of Scheduied Independent School Dlstrlcts'Total Value in which PTAD Met
the Target Margin of Error

 Short Definition:

Purpose/lmportance:

Source/Collection:
Method of Calculation:

The percentage of total value determined by the Property Value Study (PVS) with an actual margin
of error at or less than 5 percent. Each ISD’s margin of error is determined by employing standard
statistical methods that consider sample variability for weighted mean ratios.

To measure the precision of the Property Value Study (PVS) conducted by the Property Tax Assis-

tance Division.
The ratios are calculared and maintained on the Property Tax System (PTS) mainframe system.

A sum of the rotal value of all scheduled ISD studies where the actual margin of error is at or below
the rargeted margin of error divided by the total value of all scheduled ISD studies (95 percent of
the total ISD value studied). This quotient is then multiplied by 100.
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(MLS) real estate data. Affected by CAD performance. CADs with very poor performance may

require unattainable sample size.
e:. Non-cumulative
No

‘; Target or higher

- The total number of property value ratios (i.e., actual comparisons of CAD tax roll values in a
. given ISD to PTAD researched market sales and/or appraised values) included in the “current”

PVS for the purpose of determining ISD taxable values for certification to the Texas Education
 Agency (TEA) in July. The number does not include any sales gathered that are not included in
. the annual PVS.

e Necessary for completion of statutorily mandated annual Property Value Study.

The Property Value Study (PVS) systems are the source of actual property value and appraisal
~ informarion. The monthly totals obtained from those systems are compared with the County
| Appraisal District (CAD) tax roll values.

The number is calculated by summing the number of comparisons used in the PVS.
None
Cumulative

No

Targert or higher

umber of Public Outreach Activities Conducted Annually

The number of property tax related public outreach activities conducted, including publications
(written or updated for distribution), webinars, live seminars, training opportunities and public
presentations to taxpayers, appraisal districts, taxing jurisdicrions, other property tax professionals,
state officials, the media and the public.

Provides vital information concerning property tax data to interested parties.

Division mainrtains files of completed publications, webinars, training sessions, seminars and other
outreach activities.

Manual summation of the number of public outreach activities.
None

Cumulative

No

Target or higher

42 Agency StrategicPlan - 2017-2021 - Texas Comptroller of Public Accounts



Measure:
:  Short Definition:

Pwpasef'ﬁmpwtéme;

Source!Collection:

STRATEGY: PROPERTY TAX PROGRAM (continued)

Average Cost of Staff Changes to Certified Preliminary Findings Expressed as a
Percentage of TotalCost = =

The average cost of staff changes to certified preliminary findings expressed as a percentage of
total cost.

Efficient use of division resources based on cost of corrections after preliminary cerrification.

Direct costs consist of the following: staff salaries from sections within PTAD, i.e. Field Studies
(100%), Analysis and Intake Area (100%), and Administration (50%), division travel costs (70%);
and dara purchases. Direct cost is based on expenses at the end of the fiscal year. Indirect costs of

- mainframe support and miscellaneous administrative expenses are excluded. Salary, travel and con-

| tract appraiser expenses are maintained by the Budger and Internal Accounting Division. PTAD

Method of Caleulasion:

Data Limitations:

Calcularion Type:

Nes Measure:

Desired PW&nce:

Short Dé',“?ﬁiﬁaﬂ:
Purposellmporzance:

Saurcea’ﬁoﬂéﬂiarz:

Data Lz’zm'm;';'gm:
Caleulation Tipe:
New .Meé}:zm'

Desived Performance:

Percentage of Independent School District Reports of Property Value Produced

maintains computer files of property value comparisons (or ratios) included in the annual Property
Value Study. The cost per correction is estimated at 50 percent of the average cost of a sample.

This number is equal to the toral direct annualized costs of the initial certified Property Value
Study (PVS) findings divided by the total cost of the certified findings plus the cost of the amend-

© ed certified findings minus one.

The cost per amended preliminary finding is difficult to track and weigh. Using 50 percent of the
total cost per parcel is based on management experience with the PVS over the past twenty years.

Non-cumulative

No

Targert or lower

Electronically from Central Appraisal District (CAD) Appraisal Roll Data

The percentage of [SD Reports of Property Value accepted and produced electronically from CAD
appraisal roll data.

Electronic data submission by CADs improves the efficiency of the Properry Tax Assistance Divi-
sion (PTAD) staft by saving the amount of keystrokes required and by limiting data entry error.

CADs submit electronic tapes or paper reports by mail. Reports that cannot be produced from
electronic appraisal rolls must be completed on paper forms by CADs, or [SDs within a CAD,
and sent to PTAD.

Manual summation of tapes of 1ISD Reports of Property Value accepted and produced electroni-
cally from CAD appraisal roll data is computed. The number of reports accepted from electronic
appraisal roll data is then divided by the total number of reports processed for the annual Property
Value Study (generally one per ISD). This quotient is then multiplied by 100.

Some CADs do not have the capability to produce appraisal roll data electronically.
Non-cumulative

No

Target or higher
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STRATEGY: PROPERTY TAX PROGRAM (concluded)

Pgﬁ?oseﬂmpémme:

SourcelCollection:

Met._; od of Cateulation:

ﬂata Lini,"fi‘dtigm: '

_ _'Averajg _birect Cost Per‘éfoperty'lncludéd‘in the _l'?roper.tyfValue.“s_'tudy

The average total direct annualized cost of each property (value comparison or ratio) used in the

. annual Property Value Study (PVS).

Efficient use of budgeted funds.

Direct costs consist of the following: staff salaries from sections within PTAD, i.e., Field Studies
(100%), Technical Properties (100%), Administration (50%), and Reporting (75%); division
travel costs (90%); and data purchases. Direct cost is based on expenses at the end of the fiscal
year. Indirect costs of mainframe support and miscellaneous administrative expenses are excluded.
Salary, travel and contract appraiser expenses are maintained by the Budget and Internal Account-

ing Division. PTAD maintains computer files of property value comparisons (or ratios) included

in the annual Property Value Study.

This number is equal to the total direct annualized costs of the Property Value Study (PVS) divided

' by the total number of properties (property value comparisons or ratios) used in the annual PVS.

Dependent on number of parcels required. Not all data is available in electronic format at CAD
offices. Rural areas have few sales to analyze and more properties must be appraised, which is

. more expensive. Some CADs may fail the property value study in their assigned year and must be

included in the study for the following year. This may lead to variations in the sample size from

| year to year.

C':zlcufat‘mn Type: |

- New Meamrr

Decired Pf)fﬁr‘mnc&'

Non-cumulartive
No

Targer or lower

STRATEGY: TREASURY OPERATIONS

erceh_it:'age o,:f;;_thds Pf'lzbcesséﬁ:fﬁiectrﬁgiically

Percentage of total monies processed electronically.

: This measurement reflects the optimum method in which funds can be processed. EFT deposits

" received and electronic cash letters to banks ensure funds are available more quickly for investment

 Source/Collection:
: i | ated using the totals calculated by this system.

Method of Caleulation;

Desired Performance

purposes.

All deposits (checks and electronic) are captured in the check processing system. Reports are gener-

The check processing system calculates the availability of funds for every deposited item based on
schedules provided by clearing banks for electronic cash letters. The system also provides data to
calculate the percentage of electronic transactions.

None

 Non-cumulative

x| No

Target or higher
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STRATEGY: TREASURY OPERATIONS (continued)

Number of Rapid Deposit Tran's'_ctions Processed

Sbar!ﬂﬁ?ﬂi{iﬁm' Total number of transactions originated and received through: 1) Automated Clearing House
i . (ACH) entries (includes credit card payments received); 2) Wire transfers received in the TEXNET
| program; and 3) Payments processed by the Lockbox area. An ACH transaction is considered
processed when the ACH entry is successfully transmitted to or received from the bank and the
- appropriate deposit document is produced. A wire transfer is considered processed when notifica-
tion of payment is received from the Texas Treasury Safekeeping Trust Company and a deposit
document is produced. Lockbox transactions are considered processed when payments are pro-
| cessed by the Lockbox area.

LPurposelipsportance:. This measurement reflects the results of the Banking and Electronic Processing (BEP) Division
il encouraging the use of innovative cash management (“rapid deposit”) programs that speed up the
deposit of revenue so funds may be invested as soon as possible.

Saurm’Colkctzm Reports to calculate the number of transactions processed come from the EFT/EDI system and
il lockbox applications.

Method of Calendation:  Reports from EFT/EDI systems and lockbox applications are manually entered onto summary
i . spreadsheets that cumularively tortal all transactions processed.

Data Limitasons: Some rapid deposit programs are required by statute, so their use is not solely the result of encour-
' agement by the BEP Division. The BEP Division cannot encourage the use of Lockbox transac-
tions due to constraints on number of staff persons.

Chlmianon?jrz Cumulative
New Mmun' No

Derfréé’ Pﬂ'ﬁ?rm.znfe Target or higher

Mea_sue: Number of C_hecks Deposited

Sborz Deﬁrmon The toral number of checks processed through the Banking and Electronic Processing Division
' . for deposit to the state.

| depaseffﬂgwrmni;é: This measure is an indicator of the amount of work processed by the Check Processing staff.

; Saurcgf'Co[l?L;tian: A report, “Item Count Report - Checks and Warrants” produced by the Item Processing System,
e contains the number of checks deposited.

Mdbadqf&fz‘uﬁzﬂon The Item Processing System automatically counts the number of checks processed.
e
Caleulation ?jpe Cumulative
New Measure:: No

| DfstredPe*ﬁrmﬁme Target or higher

Measure:

" Short Befinition. . The total number of warrants processed. Warrants are considered processed when they are either
i Jir P P Y
paid or returned.

Purposelimportance: . This measure is an indicator of the amount of work performed by the Warrant Section staff.
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STRATEGY: TREASURY OPERATIONS (continued)

A monthly summary report, the “Item Count Report - Checks and Warrants,” containing the roral
number of warrants processed is produced by the Item Processing System.

The Ttem Processing System automatically counts the number of warrants processed.
None
Cumulative

No

Targer or higher

The number of state depository bank account reconciliations performed.
This measure indicates reconciliation workload volumes managed by Treasury Accounting personnel.

The CMD260 Report from the Cash Management System provides the number of Open Time
Accounts (investment accounts). The Interactive Voice Response (IVR) System and the “missing
statement” report from the Concentration System are netted to provide the number of reconciled
monthly Concentration Accounts (field office accounts). An ad hoc report from the Cash Manage-
ment System provides the number of NOW accounts (state’s operating accounts — interest earning
accounts).

. NOW accounts are reconciled daily. The sum of NOW accounts reconciled daily is manually

added to the number of Open Time accounts and Concentration accounts reconciled monthly to
arrive ar the toral number of reconciliations performed monthly.

None
Cumulative
No

Targert or higher

The average daily amount of securities and assets safckept represents the sum of the average daily
balances of agency investment securities safekept, securities held in trust for state agencies (e.g.,
Department of Insurance), and collateral pledged by financial institutions holding state deposits.
These numbers do not include the value of items collected from bank safe-deposit boxes or stock
certificares held in the vault for Unclaimed Property.

The average daily amount of securities and asscts safekept is an important indicator of state agency

and depository activity and helps in anticipating Securities Management’s workload.

Information used to calculate an overall average daily amount of securities and assets safekepr is

. obrained from the operating systems used in daily processing.

A calculation will be made using system generated data.

None. Note: The data is valid. The amount of securities and assets safekept, however, is determined
by participating entities.

Non-cumulative
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STRATEGY: TREASURY OPERATIONS (concluded)

New Measure:

Deszred Pf:;_fbrr}zance:

Measure:

No

Target or higher

STRATEGY: PROCUREMENT

Percent Increase in Dollar Value of Purchases Made Through Term Contracts for the

Shore Definition:
Pu;pose/fmpam_:nre:

Sourcer Collec_:;‘ion;

Mct&ad of Cd[cu&zr-iafz:

Data Limitations:

Calcuiation Type:
New Measure:

Desired Pcf}%rm_ance:

CO-OP Program Members

The increase in dollar value of purchases made through term contracts for the Cooperative (CO-
OP) Program compared to the dollar value of purchases made by the CO-OP members through
term contracts in the previous (baseline) year.

The CO-OP Program expands availability of competitively bid goods and services to governmental
entities such as cities, counties and school districts. Increasing the dollar value of purchases made
through the CO-OP Program allows the state to maximize its volume buying power, resulting in
lower costs to all state agencies. It also provides the CO-OP members with a cost-effective procure-
ment mechanism.

TXSmartBuy Business Objects Spend Report.

The increase in the dollar value of purchases made through the CO-OP Program on term contracts
will be calculated as the difference between the dollar value of the purchases made in the current
fiscal year and the dollar value of purchases made during the same reporting period in the previ-
ous fiscal year on term contracts. The increase in the dollar value of purchases will be divided by
the total dollar value of the purchases to determine the percent increase in CO-OP purchases on
term contracts.

Measure reporting is dependent on CO-OP members submitting term contract orders through
the TXSmartBuy online statewide purchasing system, or reporting term contract orders when not
using the system.

Non-cumulative

No

Target or higher

Short Definition:

Purposellmportance:

Source/Collection:

Methsd of C’_}dcﬂlaﬁm:

Data Bmita;;z’pm:
Caleulztion Type:

New, Measure:

Number of New HUBS Certified

Number of new HUBs certified during a reporting period.

Increasing the number of HUBs will increase state agencies’ and institutions of higher educartion’s
ability to contract with HUBs. The number of new certified HUBs can best measure the program
growth based on vendors that meer the certification criteria.

Cold Fusion System.

The HUB program staff will set report parameters, with the actual report being generated from
the Cold Fusion System.

Data is currently available on the Cold Fusion System.
Non-cumulative

No
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STRATEGY: PROCUREMENT (continued)

+ Target or higher

Pres&kt and Barcode Savings 'A_chievecl |

: Report of the dollar value, expressed in thousands, of postage savings achieved for all classes of mail
. processed receiving postage discounts for presorting and/or bar coding.

' Measures postage savings achieved for all classes of mail achieved by using presort and bar coding
methods to process the mail.

Vendor invoices and current mailing rates.

Volume information is calculated from vendor invoices. Savings are calculated by applying the
contract costs to monthly volume and comparing it to the same volume at the full postage rate.

Mail volume is customer driven and postage rates are influenced by external factors.

Non-cumulative

Number of New and Renewé_d Statewide Volume Contracts Awarded

The number of new and renewed statewide volume contracts awarded during the reporting period.

| Statewide volume contracts allow the state to maximize the benefits of volume buying thereby

| increasing cost savings.
PeopleSoft System and Business Objects reports.

Acrual count of new and renewed statewide volume contracts awarded by the end of the reporting
- period.

Contingent on customer agencies needs for common goods and services.
Cumulative

No

- Targer or higher

Number of Solicitations Reviewed for Ageﬁgies and Delegated to Agencies

. The number of solicitations reviewed by Statewide Procurement staff and delegated to agencies for
solicitation and contract award.

- Stare agencies rely on Statewide Procurement’s expertise to review and provide guidance on various
procurement solicitations (REPs, etc.) that are then returned to the agency for solicitation and award.

CATRAD Web-based system.
| Actual count of the toral number of solicitations reviewed and delegared to agencies.
Contingent on customer agency requests for review of solicitations.

. Cumulative
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STRATEGY: PROCUREMENT (continued)

J\zm Meésm: No

\ Desired Performance:  Target or higher

Measure: Number of One-Time Contracts Awarded for '_Othe'r: State Agencies

Short Definition:  Number of solicitations created and one-time contracts awarded for other state agencies.

- Purpose/lraportance:  Agencies rely on Statewide Procurement’s expertise to award certain contracts procured through a
il one-time competitive procurement process.

Saurce]ﬂ'aﬂectiorg: Open Market inbox and Access.
Method of Caleulation: Actual count of the total number of one-time contracts awarded for other state agencies.

Data Limitations: Contingent on expertise and requirements of customer agencies and number of requisitions sub-
HE  mitted by customer agencies to Statewide Procurement.

Cakﬁﬂﬁmnﬁpe Cumulative
New Measure:  No

' Desired Performance:  Target or higher

Number of New and Répewé& Purchasing Ce_&ifications Issued

Measure:

Short Bcﬁnmon The number of new and renewed purchasing certifications issued to purchasers through the Texas
st ] Purchaser Certification Program.

Parposellnzportance:  Measures the results of the Texas Purchaser Certification Program and the ongoping qualification of
~ starte purchasers through training, education and testing.

Source/Collection:  Internal certification tracking system.

Mezkod of Caleulation:  Actual count of the total number of purchasers receiving certification or recertification each report-
e ‘ ing period.

:  Data Limitations: Subject to agency requirements.
nglmfanon le pe:  Cumulative
' New Measure: No

L'mred P!)fimnance Target or higher

| esue: Number of HUB Field Audits Conducted L
—Sﬁaﬂﬂrﬁniﬁan: A manual count of the number of field audits conducted of applicants and registered HUBs.
i Pﬂ@b&:ﬁ;t‘:‘gbg%ﬂ&:; Field audits ensure vendors are in compliance with HUB certification requirements.
Spurc‘qfﬁbﬂéﬂ;‘am' Cold Fusion System.
Mﬂffotfof(hMIMzon Actual count of the number of field audits conducted during a reporting period.
. Dam le;tdﬂom None

Caleutation Type:  Cumulative
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STRATEGY: PROCUREMENT (continued)
No

Target or higher

Number of HUB Desk Audits Conducted

A manual count of the number of desk audits conducted of applicants and registered HUBs.
Desk audits ensure vendors are in compliance with HUB certification requirements.

- Cold Fusion System.

Actual count of the number of desk audits completed during a reporting period.

- None

Cumulative

No

Target or higher

_N_umbef of HUB Sefﬁihars and Oﬁtreach Efforts Conducted

Measures the total number of statewide educational training/outreach seminars conducted for
vendors and purchasers on an annual basis.

To provide HUBs and purchasers relevant information to increase the availability and utilization
of HUBs in the state’s procurement opportunities. HUBs are listed in the HUB directory and are
: encouraged to be listed on the Centralized Master Bidders List (CMBL).

Statewide Support Services maintains a database that tracks Economic Opportunity Forums (EOFs)
- and other HUB training and educartional events. Outreach efforts include seminars, forums, one-
" on-one meetings, training and networking events. Tracking informarion includes the dates, loca-
tions, type of information provided and participation of vendors and state agencies.

A sum of the number of seminars/outreach events conducted.

None

Cumulative

No

Target or higher

Measure: Number of Pieces of Mail Processed

( The number of pieces of mail processed through Statewide Support Services postage meters.

Statewide Support Services provides the maximum available discount on postal rates. Providing
this service to other state agencies will serve to reduce duplication of services by state government.

Mail is metered through Statewide Support Services’ postage meters. Piece volumes are automati-
cally recorded on the CPA’s Mail Management Software System.

Sum the total number of pieces of mail processed through Statewide Support Services' postage

| meters at the end of each reporting period.
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STRATEGY: PROCUREMENT (concluded)

Data Limitations:

| Cdlmﬂoﬂ?jpe

Desxred i erf%rrrmzm"

Volume of mail metered is customer driven.
Cumulative

No

Target or higher

Number of Business Days to iiroce'.f:‘s Non-Delegated Open Market Requisitions from

' Client Agencies (Under Texas Government Code Annotated_ §2155.132) Using the

Shore f}g‘iﬁ-iz_ioﬁ_:

Purposel{mportance:

SourceiCollection:

Methad of Caleulation:

Most Appropriate Competrtively Bid Procurement Method

The average number of business days needed by the Statewide Procurement Division to process
individual agency requirements through the most appropriate competitively bid procurement

- method for goods and services thar are not available on term contracts or scheduled purchases.

Measure demonstrates and documents the efficiency of using the most appropriate competitively
bid procurement method to process larger open market purchases.

PeopleSoft System and Business Objects reports.

All non-delegated open marker requisitions reported in the “final disposition” status during the
month are included. The program tracks the business days each open market requisition took to
get to the final disposition status. Business days thar are outside of Statewide Procurement’s juris-
diction (on hold for referral or additional detail) are not included. The report calculates the average

. business days by dividing the net business days in Statewide Procurement status by total number
of requisitions using the most appropriate competitively bid procurement method to arrive ar the

average business days to process these open market requisitions.

Data Limitations:

Caleulation ?{-ipe:'

- New Mm;:'um
Deestred 'Péqurm;;z}nce.'

ﬁleasdre-

The processing of open marker requisitions using the most appropriate competitively bid procure-
ment method may be affected by statutory posting requirements and addendums to solicitations.

Non-cumulative

No

Target or lower

Number of New HUB Applications Received

Sbort Da‘?nmanf

Puryo:efrwpﬂrm:e"

Sourcff&ﬂecﬁan'.

Method of Cﬁ!m!zz‘zan'
Data L i m_t;a_:fm:

Ca{mhmn Tipe:

Desived Periormarce:

Number of new HUB applications received during the reporting period.

Reporrting the number of new HUB applications received will provide more planning information,
i.e., level of resources vs. demand for service. In addition, it will provide the necessary information
to derive the number/percentage of HUB denials.

Cold Fusion System.

Electronically calculated based on informarion entered.
None

Non-cumulative

No

Target or higher
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STRATEGY: REVENUE AND TAX PROCESSING

 Short Dcﬁmxﬁm This measure provides a monthly indicator of the average number of days to generate a taxpayer refund.
Pmpase/lmprtm;af Over 80 percent of refund requests for taxes administered by this agency are received, analyzed

ik ~ and submitted for processing by the Revenue Administration area. Using data from the three taxes
with the highest volume (Sales, Franchise and Fuels), this measure provides a baromerer of the

time it takes to review a potential refund and enter its approval/denial into the computer system.

ij.

; Source/Coltection: OTC and SAS reports are generated monthly for Sales, Fuels and Franchise Tax Overpayments, as
.~ well as Fuels Tax Refund Claims. The section responsible for these taxes extracts the appropriate
information for each of the four components and reports it to the Operations Support (OS) sec-

tion on its monthly MIS report. The OS section collates the data and makes the final calculation.

Meﬁodgf@h&;ﬁm: For each of the four components of the measure, two pieces of information are reporred: “num-
T ~ days” — which is the number of days from the generation date of an overpayment notice (or
. the process date of a refund claim) to the release date of the notice or claim (note: numdays are

counted only for those items released during the reporting period); and, “frequency” — which is
. the actual number of overpayment notices and refund claims released during the reporting period.

The total of the “numdays” for each of the four components is then divided by the corresponding

j i
i . “frequency” total. The resulting quorient is the reported measure.
| A cy P

 Data Limszatiors: None
Non-cumulative
e: No

¢ Target or lower

ken to Return Tax Allocations to Local Jurisdictions (Days)

This measure determines the actual number of days between the current monthly sales rax return
~ due date and the date the allocation payments are released to local jurisdictions.

| Tax allocation is one of the primary functions performed in this division. We have a responsibiliry

| to local jurisdictions to return local raxes collected in the most efficient and effective manner pos-

. sible. This measure provides an indicator of how timely the allocation is returned.

' The division utilizes a calendar to determine the number of days from the return due date to the
| date the payments are released.

The number of calendar days is counted between the tax return due date to the date the alloca-

tion payments are released to local jurisdictions. The allocation warrants are released the second

Friday of each month. An exception to the second Friday rule would occur if a state-observed

- federal banking holiday fell during the allocation week. In that case, allocation payments would
be released the following Monday. The return due date is the 20th of each month unless it falls

' on a holiday or weekend, in which case the due date becomes the next business day. The targec

- was derived by manually calculating the number of days between the return due dates to the date
‘ payments are released; adding the number of days between the return due dates and the payment
' release dates for a 12 month period; and dividing the number of days by 12 months. This calcula-
tion determines the average number of days to return tax allocation payments to local jurisdictions.

None

+ Non-cumularive
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STRATEGY: REVENUE AND TAX PROCESSING (continued)

N-su Measure: No

Desired _FBEUPB_W?IC{.‘ Target or lower

Measure: Average Tax Dq’;fiiineﬁftj.?rocéﬁs:si_ng Time (Hours)

ek SbaﬁDqgmtwﬂ The average tax document processing time is the average processing time in hours during both
e peak and non-peak processing periods, calculated from the time a tax document or return is
received by the division until it is keyed into the tax systems. This average is based on a 24-hour

day (including weekends and holidays).

Purpose/fmportance. This measure captures the speed with which tax return information is updated to the tax systems. This
: information is necessary for accurate, up-to-date darta accessibility for agency personnel to use while
working with taxpayer accounts. In addition, this data is used in the allocation of tax monies to local

tax entities and governmental agencies and used in forecasting the economic condition of the stare.

Source/Collection: A random sample of documents and tax returns received from the database of the Electronic Con-
i tent Management System (ECMS). This sample is measured from the date of receipt in Revenue
Processing until completion in the ECMS.

Merhod of Caleulation: A random sampling of documents and tax returns processed throughout the month will be com-
bl piled from the ECMS database. An automated report will calculate the average turnaround time by
taking the actual time it took to process each document divided by the total documents sampled

to derive the turnaround time. This average is based on a 24-hour workday, seven days a week.

Data Limitations: Dara is collected from random samples. Data could be impacted by system downtimes and/or
changes in agency-imposed tax.

Cﬂlﬁdaéiﬂ'ﬂ Dype:  Non-cumulative
New Measure;: No

Desired Ferformance: Target or lower

Measure: Number of Tax Réfums Processed

Shart Definition. Number of Tax Returns Processed is a measure of documents identified as rax returns received from
i . taxpayers, which are processed through agency systems.

Lurposeilmportance. This measure is intended to show the number of tax returns processed by the agency in administer-
! . ing agency taxes. It is an important measure for determining staffing, system needs and effective-
* ness of administration.

Source/Collection:  All documents processed in the agency have a transaction code, which is caprured at the source
 of entry or data capure. This code is maintained in a database along with the associated taxpayer
information.

Method qf&f@ulaﬁan; A computer-generated register of transaction codes of documents identified as tax returns received
il i from the taxpayer is compiled on the agency mainframe computer on a monthly basis. This reg-
ister identifies all tax returns entered on a monthly basis and indicates the source of entry of the
document. Additional registers and ad hoc reports are used to gather numbers of returns entered
via electronic methods, such as WebFile and TELEFILE. All return totals are combined to arrive
| at the final result.

Data Limitations:  This measure allows for the collection of data of tax returns processed through all systems in the
agency, both manual entry and through electronic means. This data is checked periodically for
accuracy. Implementation of new data capture systems may change methodology and source data.
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S

' Desired Peforman

il

| New Measure:

Number ofjl?'aymer'i“ts Deposited

TRATEGY: REVENUE AND TAX PROCESSING (continued)

22 Cumulative

No

Targer or higher

Number of Payments Deposited is the total number of checks, cash remittances and electronic

|| payments deposited to the State Treasury by the agency. All payments processed in the agency have

a transaction code, which is captured at the source of entry. This cede is maintained in a database

' along with the associated raxpayer information.

This measure provides information as to the effectiveness of the agency in processing tax receipts
and maximizing interest to the state and in helping to determine the level of economic activiry in
the state.

The number of tax payments processed is captured off of a mainframe entry program, RMIXIS,
through an automated program, ITIMS Proc, which captures both deposic and darta entry infor-
mation.

A computer-generated register of transaction codes of documents identified as payments received
from the taxpayer is compiled on the agency mainframe computer on a monthly basis. This reg-
ister identifies all payments entered on a monthly basis and indicates the source of enury of the
document.

This measure allows for collection of data of tax payments processed through all systems in the

| agency, both manual entry and through electronic means. This data is checked periodically for

accuracy. Implementation of new data caprure systems may change methodology and source data.
Cumulative
No

Target or higher

f Permits and Licenséis; Issued

This is the number of permits, decals and licenses verified and issued through Account Mainte-

nance. Permits are issued for sales tax, fuels tax, tobacco tax and Maquiladoras. Licenses and decals
are issued for amusement tax and International Fuel Tax Agreement (IFTA).

A permit or license is required for doing certain types of business in the state of Texas which

involve the collection of taxes.

Permits and amusement license totals come from a TSO report entitled LBBPERM; totals for the
remaining types are located on various reports maintained by the division.

The TSO program LBBPERM captures data from the Account Maintenance Division time
accounting system. Accounts examiners working permits, decals or licenses allocate their time
to a designated function code along with quantity processed for these tasks. Darta from the time
accounting system is summed.

None

' Cumulative
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STRATEGY: REVENUE AND TAX PROCESSING (continued)

Néw M mm -'e

Deesired Peg% rmG n-:é:

Short D{ﬁm;:iqn
Purpose!mportance

So urbefﬂolkgﬁén’:
Method of Calculation:
Data Limitations:
Calculasion Type:

Nevw. Measure:

Desived Perjormance:

Measure: ]

No

Target or higher

Number of Taxpayer Account Adjustments

The number of adjustments made to taxpayer accounts. Adjustments can be exceptions, adjust-

ment notices and file maintenance entries to a taxpayer’s account.

Corrections or updates are made to taxpayer accounts to ensure all data is current. Other areas
of the agency, such as Enforcement and Audit, view this data via the mainframe system; taxpayer
account informarion must be correct and current.

Each accounts examiner processes exceptions, adjustment notices and file maintenance records and

- enters their time and the quantity of adjustments made to the time accounting system on a daily

basis. A TSO program entitled LBBTAXES caprures the dara.

Tortals are derived from information in the automated time accounting system funcrion codes. A
TSO program is submitted on a monthly basis giving the toral number of exceptions, adjustment
notices and file maintenance processed. These three torals are added.

None
Cumularive

No

Targert or lower

Short I)eﬁrl*zi:im

Lurposellmportance
Source!Collection:

Method of Cagijulénfa u:
Data Lzmzmrmm

Caleulation Zj,p:r

Numﬁer of 'Colleci_:_ion A_;ﬁoni :I?érformed

Total number of collection actions performed in the division, including the number of returned
payment billings, liens filed, certifications filed with the Attorney General, judgments issued,
bankruptcy claims filed, successor liability audits performed, security forfeitures, warrants held
and determinations issued.

Advanced collections make up approximately one-third of the overall division operations. A num-
ber of these collection processes have related expenses that must be included in our annual budget.
Performance measures are maintained to assist in forecasting the associated costs.

The number of collection actions performed is either entered to the agency’s time accounting

- system, obtained from other mainframe system-generated reports or maintained on a manual

spreadsheet. This information is obtained on a monthly basis from each affected secrion.

Monthly reports are utilized to gather the total number of actions performed in each category and
are added together for a monthly grand rotal. Reports used are cither mainframe system-generated
or maintained on a manual spreadsheer. Mainframe system reports are supported by the Informa-
tion Technology Division and an in-house subject matter expert.

The Time Accounting System is used by all division employees to account for their time and inven-
tory items cleared. We urilize this system for obtaining performance measure data, capruring the
number of cleared inventory items and to assist us in workload management. In some instances
we rely on other system-generarted reports and manual spreadsheets to retrieve the reporred dara.

Cumularive
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STRATEGY: REVENUE AND TAX PROCESSING (continued)

Dmmd Performance:

No

Target or lower

Number of Tax Refunds Issued =

- This measure counts the toral number of tax and fee refunds processed through the Fund and

Payment Reconciliations section of Revenue Accounting.

This measure allows us to track the total number of tax refunds being issued each month, including

. those reviewed and processed outside the division. This is important in that it allows the division to

track, with one number, the volume of tax refunds issued and to identify the impact of any refunds

| being processed outside the division.

A mainframe computer-generated report from the Uniform Statewide Accounting System (USAS)
is received by the Fund and Payment Reconciliations section each month which details refunds
issued. Adjustments are made to some figures by the section to account for manual adjustments
not reflected in the report. Also, “refunds” issued for Unclaimed Property are deleted because they
do nort fall into the category of tax refunds. The report is then turned over to the Operations Sup-
port section along with other monthly MIS data from the section for the final calculations.

The method of calculation is a straightforward sum. No formulas are applied in the process. From
the report turned over to the Operations Support section, taxes and fees are grouped together
and totaled for the division’s internal MIS report. The grand total of these groups, exclusive of
Unclaimed Property, represents the final reported measure.

None

Cumulative

- No

Targer or lower

Number of Staff Hours Spent Allocating Local Option Taxes to Government Entities

This measure indicates the total number of staff hours spent verifying and allocating local option
taxes to government entities.

We have a responsibility to local jurisdictions to recurn local taxes collected in the most efficient

' and effective manner possible. This measure provides an indicator of how many hours are spent
| analyzing data and processing necessary transactions prior to the release of the allocation.

This measure includes time spent allocating sales tax, mixed beverage gross receipts tax, hotel tax,
the Law Enforcement Officers Standards and Education distribution to government entities and
Internartional Fuel Tax Agreement (IFTA) settlements between states. Hours also include the time
spent on tasks directly affecting allocation such as reallocations, direct deposit, registers, election
results, tax adoptions and annexations.

Section monthly Time Accounting Reports are utilized to gather the total number of hours spent

.~ allocating local option taxes. Time Accounting is a mainframe system supported by the Informa-

.| tion Technology Division and an in-house subject martter expert.

5: The Time Accounting System is used by all division employees to account for their time and inven-

" tory items cleared. We utilize this system for obtaining performance measure data, capruring the
' number of cleared inventory items and to assist us in workload management.
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STRATEGY: REVENUE AND TAX PROCESSING (continued)

Calculation ?ja e: Cumulartive
New Measure:: No

Desired Performanze:  Target or lower

Measure: Average Number oﬁ-lou#?# to Digposit Receipts

Short D‘cﬁézitian This measure is intended to measure the effectiveness of depositing receipts, tax and fee payments,
i which are defined as checks received.

Purpose/Importarce This measure reflects the effectiveness of the agency in identifying and processing receipts from the
. portas gency g p g p
public and maximizing interest revenue opportunities for the state.

SQu?c&;Caﬁeﬁién: A random sampling of receipt deposits is collected from the darabase of the Electronic Conrent
~ Management System (ECMS). This sample is measured from the date of receipt in Revenue Pro-
cessing until completion in the ECMS when the data is sent to the mainframe.

Methed of Calezzlation:  The average number of hours from the receipt of the payment in Revenue Processing through
the remittance entry batch completion time in the ECMS is measured. A random sampling of
receipt deposits processed throughout the month will be compiled from the ECMS database. This
sampling will be run through a report which calculates the average turnaround time by taking
the actual time it took to process each deposit divided by the total deposits sampled to derive the
turnaround time. This average is based on a 24-hour workday, seven days a week.

Data Limuations:  Darta is collected from random samples. Data could be impacted by system downtimes and/or
| changes in agency-imposed tax. Implementation of new data capture systems may change meth-
odology and source data.

Caleulation Type:: Non-cumulative
New Measure:  No

Destred Pe%’f&rrr_zanfe: Target or lower

Measure: Percent éf Tax '_E_':ayme;nts Received Via Direct Depo_"sit

Short Definitien. The percent of all tax and fee payments processed by agency systems, which are remitted to the
state via direct deposit or electronic funds cransfer (EFT).

Purpose/mpartance. Tax payments made via direct deposit or EFT are a more efficient means of processing state
| revenue, versus the handling of paper checks. Money is deposited into the treasury faster, which

allows the state to immediately begin collecting interest on the funds deposited. Processing paper

payments (checks), requires extensive handling of paper and creates “float time” from the time of

deposit until the time the state is credited with the payment and interest begins to accrue. Direct

deposit results in funds being immediately available to the state, while paper payments can take

several days to deposit due to mail and agency handling times, resulting in delayed availability of

. funds to the state.

Source/Collection:  Data is collected through an automared remittance inquiry system (RMIXIS) on the agency’s
- mainframe computer. The Cashier’s Office in the Revenue Processing Division also issues a
monthly report entitled “Cashier’s Statistics” reflecting this data.

Method of Calewlation:  The percentage is calculated by dividing the total dollar amount of tax payments received via direct
- deposit by the total amount of tax payments received from all sources (paper and electronic).
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STRATEGY: REVENUE AND TAX PROCESSING (concluded)

;{:'a[culaifon Tjgoc !

New Measure:

Dgsi?gd. Pﬁﬁrmancrz

Measure:

; I‘;Wnir-r D

Pii‘#ﬂ:&.‘?ﬁ@pm;fgé‘f:
Snurbeft'a[kcﬁén.'

Method afCalmfaHon

Data Limitations:

None
Non-cumulative
No

Target or higher

STRATEGY: STATE ENERGY CONSERVATION OFFICE

Energy Cost Savings as a Percentage of Energy Expendnturgs

The percentage of annual energy savings achieved by LoanSTAR participants as compared to
annual pre-retrofit utility costs.

This measure demonstrares the value of the LoanSTAR program in terms of return on investments.
Data is entered into an Excel database by the LoanSTAR Program Manager.

Savings calculations are based on stipulated savings for loans in repayment status, which are

predetermined/estimated annual savings identified in a detailed energy assessment report of a par-

ticular facility. This data provides an annual pre-retrofit consumption baseline, which is then used
to determine if the energy savings are being achieved. The measure is calculated by dividing the

~ annual stipulated urility savings by the total 12 months of pre-retrofit utility costs.

; D.zm Lzm:tatwm i
i Ca!cxlatwn ]’jpe

New Measure:

Desired f?érj%rm%ince:

2. The total energy cost savings for the current fiscal year attributed to building energy retrofits

.B&érpas_é/finpar'_t&mef_

i Sa:m?ﬂ&ldé?ﬁim&

Merkad af?ﬁkafﬂ‘ﬁan:

None
Non-cumulative
No

Target or higher

implemented through the LoanSTAR Program.

This is a key measure that accounts for the total energy savings atrributed to the LoanSTAR Pro-
gram.

Savings data is entered into an Excel database by the LoanSTAR Program Manager.

Savings calculations are based on stipulated savings for loans in repayment status, which are pre-
determined/estimated annual savings identified in a detailed energy assessment report of a parricu-
lar facility. This data provides a snapshot of stipulated savings, in dollars, within a state fiscal year
quarter. The measure is calculated by adding the stipulated savings of each quarter in a state fiscal

~ year to derive an annual rotal savings amount.

'\ Date Limitations:

il Ca}r‘ulrma Y}e
: NewMemum

Desired Performance:

None
Non-cumulative
No

Target or higher
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STRATEGY: STATE ENERGY CONSERVATION OFFICE (concluded)

Measure:
Shore Definition:

 Parposerimportance:
SourcelCollection:

Method of Calculation:

Data Limitations:
Calobdation pe:
New Measure:
Desired Ferformance:
Measure:

Short Definition:

- Perposelimportance:
Source/Collection:

Method of Calculation:

Numbﬁr_ of Active LdanSTAR Loans Processed and Managed by SECO

The number of active LoanSTAR loans administered by the State Energy Conservation Office.

Loans in this category have been approved and are currently in some stage of completion berween
contract execution and final closeout.

Data is collected and entered into a program database (PM. Loanstar Active Loans) by the Loan-
STAR Program Administrator.

The number of loans approved and in some stage of completion between contract execution and
final closeout during the period being reported are manually summed based upon internal SECO
documents. This number includes all state and federally funded loans. The number shown is an
independent snapshot of activity for the time period being reported.

None
Non-cumulative
No

Target or higher

Energy Dollaré""Saved Per D;i_l!ar Spent folf’Energ:y Retrofit Programs

Identifies the ratio between energy dollars saved by State Energy Conservation Office’s (SECO’s)
institutional energy retrofit programs and the administrative dollars invested in program delivery.

The ratio established is critical in evaluating the overall administrative efficiency.
Dara is entered into an Excel database by the LoanSTAR Program Manager.

Savings calculations are based on stipulated savings for loans in repayment status, which are prede-

- termined/ estimated annual savings identified in a detailed energy assessment report of a particular

facility. This data compares stipulated savings in the current quarter ro the total of administrative
expenses in the current quarter. The measure is calculated by dividing the stipulated savings, in

. dollars, within a quarter of a stare fiscal year by the total of administrative expenses for the quarter

Data Limitations:
Calcularion Type:

of a state fiscal year.
None

Non-cumulative

No
Desired Performance: Target or higher
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Appendix C
Historically Underutilized Business Plan

Fiscal Year 2015 Annual HUB Report * Responded to email and phone inquiries from HUB
The Comptroller’s office continues to be fully commit- vendors requesting information on how to do business

ted to making a good faith effort to effectively promote and with the state, how to obrtain Texas HUB cerrification

increase contract opportunities directly with Historically and how to register on the CMBL.

Underutilized Businesses (HUBs) and indirectly through *  Participated in HUB Discussion Workgroup meetings

subconrracting opportunities. To date, 39.89 percent of the to promote and enhance an effective statewide HUB

agency’s expenditures have been with HUBs. “Good faith program through education, networking and proactive

efforts” to ensure continuing HUB participation include the feedback.

following: *  Participated in twenty-six EOFs throughout the state,

connecting with over eighty different vendors during

Economic Opportunity Forums (EOFs) Hosted/
Co-Hosted by CPA:
*  During fiscal 2015, the Comprtroller’s office hosted/

co-hosted three “Procurement Connection Seminar ”

one-on-one sessions, to actively recruit HUB vendors
and provide assistance on “How to Do Business” with
the Comprroller’s office.

Connected with vendors around the state during several

: o 5 ;
and Economic Opportunity Forum EXPOs,” held in roundtable discussions and conducted presentations to

Beaumont, Irving and Austin. promote their products and/or services.

HUB Outreach: *  Worked diligently with the agency’s Memorandum of

5 y ; Cooperation (MOC) partners, the Texas Association of
*  Conracred and encouraged agency’s non-certified HUB P p

. S ) African American Chambers of Commerce, the Texas
vendors to obrain Texas HUB Certification. 2

= . Association of Mexican American Chambers of Com-
*  Contacted and encouraged HUB vendors to review

ol : o = merce and the Dallas/Fort Worth Minority Supplier
procurement opportunities on the Electronic State

: : Development Council to enhance education on “How
Business Daily.

to Do Business” with the Comptroller’s office and pro-

* Included a HUB Subcontracting Plan in all formal
mote their EOFs.

solicitations $25,000 and over to increase subcontract-

ing opportunities with HUB vendors. The Comptroller’s office will continue to strengthen its

*  Contacted and encouraged non-HUB vendors to con- agency’s HUB Program by working to increase opportunities

sider subcontracting with Texas Certified HUBs for HUB participation in all categories.

Fiscal 2014 Fiscal 2014 Fiscal 2015 Fiscal 2015 Fiscal 2016
Actual Actual

Agency-  Percentageof Agency-  Percentageof = Agency-
Specific Dollars Spent Specific Dollars Spent Specific

HUB Category HUB Goal w/HUBs HUB Goal w/HUBs HUB Goal
‘ Heavy Construction Other Than Buildings N/A N/A N/A N/A I N/A
il ] i 4 il [ 1 i I ! i | I { |
e T e e
Special Trade Construction Contracts 32.70% 2.04% 32.9% ‘ 6.16% | 329% |
| Professional IServiccs Contracts | 23.6't)% ; | 0.00%“' i .5 d,O’O% J 23.7% |
I Other Services Contracts 24.60% , 37.49% 206% | 46.49% 26%
Commodities’_ Contracts il 21.00% l ' 2050% L 210% i 15.81% 211
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Appendix D

Workforce Plan

CURRENT WORKFORCE PROFILE
(SUPPLY ANALYSIS)

CORE FUNCTIONS AND CRITICAL
WORKFORCE SKILLS

Core Functions

e Collect state taxes and fees

*  Enforce tax laws

*  DProvide tax assistance

*  Qversee the state’s fiscal affairs

*  Estimate state revenue

*  Monitor state expenditures

*  Process and deposit state revenue

*  Manage statewide purchasing and contracts

Critical Workforce Skills

A number of critical skills are important to the agency's
ability to operate. The Comprroller’s office could not effec-

tively accomplish basic business functions without these

skills:

¢ Customer service

*  Analysis/research

*  Problem solving

*  Communication (verbal and written)

*  Computer proficiency (skills requirements range from
entry-level end-user to highly skilled information tech-
nology specialist)

*  Information security analysis

*  Project management

*  Investigation

*  Auditing/accounting

*  Financial analysis

*  Management

Workforce Demographics

As of May 2016, the Comptroller’s office had a rotal
headcount of 2,705 employees. The following tables profile
the agency’s workforce, including both full-time and part-

time employees.

The Comptroller's workforce is 41.6 percent male and
58.4 percent female. More than 44 percent of the agency's
workforce is 50 years or older, with 27.2 percent of the

workforce having 21 or more years of state service.

Approximately 60 percent of the workforce has 10 years
or less of experience working in the Comprroller’s office
with proficiency levels ranging from minimal knowledge to
working knowledge of processes. Almost 22 percent of the
Comptroller's workforce has 11 to 20 years of tenure, with
expertise ranging from working knowledge to the mastery
level. Employees with 21 years or more of experience with
the Comptroller’s office, with expertise levels ranging from
mastery to acknowledged subject-matter expertise, comprise
19.1 percent of the workforce. These employees are also

keepers of institutional business knowledge.

To prevent a decline in knowledge and experience levels
within the next five years, strategies have been implemented
to address the transfer of institutional business knowledge

and professional expertise.
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WORKFORCE BREAKDOWN

Gender Agency Tenure
Number of Percent of Number of Percent of
Employees Employees Employees Employees
Male 1 1,124 i 41.6% | | 0-5 years ‘l 1,038 : 38.4%
et o e ariolyense A SR ol
Source: Uniform Statewide Payroll System | =13 years ‘ 352 l 13.0%
_ 16-20 years | 238 , I 8.8%
Agency Age | 21-25 years 159 E 5.9%
Number of Percent of 26-30 years 170 ‘ i 6.3% .
Employees Employees | ‘ 31-35 years | 89 330 |
20-29 years | 235 \ 87% | [ | s | R
st Sl 614 i 227% : | Over 40 years . 15 _ 0.5%
I 40-49 years 655 : 24.2% ISau.rte;Uniform srarewidepayrg;JJSysrem 7 7
50-59 years 789 f 29.2%
6069 years V 392 | 14.4%
7oandolder | 20 ‘ i

Source: Uniform Statewide Payroll System

COMPTROLLER WORKFORCE VERSUS
STATEWIDE CIVILIAN WORKFORCE

The following table compares the percentage of African American, Hispanic and female Comptroller employees (as of May
2016) to the statewide civilian workforce as reported by the Texas Workforce Commission’s Civil Rights Division. For most

job categories, the agency is comparable to or above statewide workforce statisrics.

Statewide Employment Statistics

African African Hispanic Hispanic
American American American American Female Female
Job Category Comptroller State Comptroller State Comptroller State
| Officials/Administrators L 131% | 71% 222% | 209% 535% | 37.5%
Prokessionat [T Chsiene T Tndione [ T23imm ] nslese L saase ] sa9% |
Technical 124% | 13.8% 145% o 288% | 405% ; 51.3%
Administrative Support ililiz4mos 1l iaseos 0 aslase L 83090 i 01396 | Lz e ]
| Service/Maintenance 21.1% 12.2% | 313% | 537% | 721% | 514%

Source: Uniform Statewide Payroll System and Texas Workforce Commission (TWC); statistics extracted from TWC's Equal Employment Opportunity and Minority Hiring Practices Report, Fiscal Years 2013-2014

62 Agency Strategic Plan - 2017-2021 - Texas Comptroller of Public Accounts



Employee Turnover As indicated by the following table, however, 43 percent

While the state’s turnover rate has hovered around 17 of the emph)yees lost in fiscal 2015 were in job classifica-
percent during the past five years, the agency’s turnover rate tions critical to the agency’s tax and revenue administration
has averaged about 6 percentage points lower, at 11 percent. functions.

During the past two years, the average gap between the
agency and state turnover rates — 6.7 percent — has been Turnover by Job Classification

close to that experienced during the economic downturn in

Classification Total
2009, when the agency’s turnover rate was 7.3 percentage Job Series Terminations
points lower than the state average. | Ruidlirisr 62
Tax Compliance Officer 33
Overall Turnover P i
Accounts Examiner 22
Fiscal Year Comptroller State Program Specialist 16
201 S ! 1 0 S(VO | 18 0% : Source: Uniform Statewide Payroll System (Fiscal 2015 data)
2014 I 10.1% I 17.5% |
2013 127% | 176% |
2012 Ll 2o ol ane 1
2011 | 114% 16.8% |
2010 . 9.3% _ 14.6%
2009 | 7.1% 14.4%

Source: State Auditor’s Office (SAQ); SAQ statistics derived from An Annual Report on
Full-Time Classified State Employees Turnover (for respective fiscal years)

Despite its relatively low staff turnover, 2,112 employees left the agency during the past seven years. Approximarely 48
percent of the employees lost were within the first five years of employment, as indicated in the following table. Only 26 per-

cent of the employees with more than 20 years of experience left the agency.

Turnover by Length of Service

0-5 6-10 16-20 21-25 26-30 314
Fiscal Year # Terms Years Years Years Years Years Years
2015 so7 | By | & ! m [ B | w | ® | B
el e R A T e e Y
2013 350 | 158 | 43 7 | 1® | 2 | 2 40
a0 e e
2011 33 | 184 | 39 | 23 | 15 % | 98 | @F
O s o e s R e
2009 206 88 | 23 | 15 | v | 1w | 28 | 14 |

Source: Uniform Statewide Payroll System
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When looking at turnover by age, the number of employees under 50 who have left over the past seven years is roughly

equivalent to those who are over 50, as indicated by the following table. Both age groups are hovering around 50 percent.

Turnover by Age

Fiscal Year # Terms

2015 | 307 |0 | 44
goia i el s
2013 | b | 1 .66
s e
2011 5 49

2010 bag ik i
2009 206 0 2% |

Source: Uniform Statewide Payroll System

Some level of turnover will always occur, of course, with
both positive and negative outcomes. There can be a financial
gain as experienced employees are replaced with entry-level
staff. Losing experienced employees, however, can negatively

affect the agency due to the loss of knowledge and skill.

Retirement Eligibility

From 2007 to 2015, an average of 96 employees, almost
4 percent of the agency’s staff, retired each year. Dara from
the Employees Retirement System shows that almost 27
percent of the agency’s staff will be eligible to retire within

the next five years.

The loss of institutional business knowledge and exper-
tise in key management and senior-level professional posi-
tions, coupled with normal attrition, continues to be a
problem for the agency as well as the stare. It is important to
minimize the loss of technical knowledge and organizational

experience.

Employees Eligible to Retire

Eligible Percent of Total
Fiscal Year Employees Agency FTE Cap
2016 ' 444 157% |
il e
2018 92 3.3%
2019 | i b
2020 | 69 24% |
e e

Source: Emplayees Retirerment System

62
50
64
75
68
44
33

50-59 60-69 70-79
Years Years Years
8 | s | & | 7
T R
38 | 98 | 8 1
W e
| & | w6 | = | & |
biliis 1o T
|3l 82 s | 1 |

FUTURE WORKFORCE PROFILE
(DEMAND ANALYSIS)

Critical Functions

*  Possible expansion of or changes to existing taxes, or the
enacrment of new taxes.

*  Legislative mandates affecting the administration and

delivery of agency services.

Expected Workforce Changes

» Increased use of technology to revise and streamline
work processes.

e Greater demand for web-related services.

«  Increased use of vendors that supply service technology

solutions expands the need for contract management

skills.

Anticipated Increase/Decrease in Number

of Employees Needed

*  Current staff can maintain existing service levels, but
attrition creates overload and leads to backlogs and
decreased customer service. Additionally, about 27
percent of agency employees will be eligible to retire
over the next five years, potentially creating a loss of
institutional knowledge.

*  Continuous review and development of efficient work
processes and reallocation of resources as needed must
occur to ensure “smarter” working,

*  Planning must be used effectively to prevent knowledge

and skills gaps.
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*  The likelihood of new or additional programs being
added to the agency is high, as each legislative session
results in revisions to the Texas tax codes, which affects

the number of employees needed to do the work.

Future Workforce Skills Needed

As the agency increasingly employs technology to
streamline processes, meet the demands of customers and
provide more efficient services, additional skills may be
required for the future workforce, including advanced
systems design and analysis, complex web design and infor-
mation security analytics. Other skill requirements with
increased focus include project and contract management.
The need for staff with communicarion skills, both verbal
and written, continues to rise. Current staff will continue to
interact with taxpayers, legislators and others and more than
minimal communications proficiency is required to perform

these duties effectively.

To serve its constituency, the agency also requires a
workforce able to communicate in multiple languages. The
agency may need to establish minimal proficiency standards
for some of its employees and provide training in common
conversational phrases, expanding into tax specific-phrases

and up to complex dialogue.

GAP ANALYSIS

Anticipated Surplus or Shortage of Workers
or Skills

Workforce information gathered from agency divisions
makes it clear that the primary gap that must be addressed
between the agency’s current workforce supply and future
demands is the transfer of institutional business knowl-
edge and technical expertise (mastery level). Overall, the
agency workforce currently has the skills needed ro do the
required work. In the next five years, however, the agency
could experience a shortage of required skills, particularly in
management and senior-level professional positions, due to

potential retirements and normal attrition.

* A potential skills “gap,” in terms of institutional busi-
ness knowledge and technical expertise, exists berween
tenured/skilled employees (those with 15+ years of ser-
vice) and employees with less tenure (10 years or less).

»  New technologies are continually introduced as current

and legacy systems are replaced.

*  The agency will continue its efforts to identify critical

positions for succession planning.

As part of the workforce planning process, Human
Resources distributed a questionnaire to division manage-
ment and used the responses to develop a profile of current
division skill levels and furure workload demands. The fol-
lowing skills were identified as priorities for employees dur-

ing the next five years:

*  Accounting

*  Advanced Financial Analysis

*  Advanced Information Technology Analysis
*  Analysis

*  Auditing

*  Budgeting

*  Collections

* Communication

*  Compliance (Federal/State Agency)

*  Computer Proficiency (Basic/End User)

*  Customer Service

* Information Security Analysis/Cybersecurity
*  Investigation

*  Management

*  Privacy/Confidentiality

*  Problem Solving

*  Project Management

*  Property Appraisal

*  Purchasing/Contracts

*  Recruitment

*  Research

*  Software Applications (CAPPS, COBOL, erc.)
*  Training

= Web Administration/Graphics/Social Media

In general, the survey results found mastery-level of
proficiency in these areas. The agency’s immediate focus will
be to retain employees who are performing at acceprable
levels and to identify future needs and develop strategies to
either train existing staff to fill potential gaps or to develop
recruiting strategies to select and hire employees with skills

in gap areas.

Few appreciable gaps in workers or skill needs were
identified during the planning period. Questionnaire results
indicate minimal skill gaps in Problem Solving and Project
Management. Human Resources will work with agency
divisions to identify the source of these gaps and determine

appropriate solutions.
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Iv.
STRATEGY DEVELOPMENT

One of the agency’s six primary goals is to:

Develop and raintain a skilled workforce, committed to quality performance

To address any deficits berween the Comptroller’s current staff and future demands, several strategic goals have been incor-
porated into the agency’s workforce plan. These objectives were developed based on factors identified through an agency work-

force analysis. The Comptroller’s future workforce requirements can be met through the accomplishment of two key objecrives:

OBJECTIVE: DEVELOP A COMPETENT, WELL-TRAINED WORKFORCE

Rationale  Almost 27 percent of the Comptroller’s staff is expected to be eligible for retirement within the next five
: years. One of the most critical issues facing the agency is the potential skills gap thar could occur due
to employee retirements. The agency relies heavily on a competent and knowledgeable staff and the loss
of mastery-level expertise and institutional business knowledge will have a significant impact on agency
services. The training and development of current employees is critical to the success of the agency. The
agency must continually assess existing staff to determine which employees demonstrate the potential or
interest to develop new competencies and assume new or modified positions.

Action Steps *  With inpur from divisions, reassess annually the critical skills and competencies needed to stay “ahead
of the curve” of anticipated need.

"+ Monitor the level of risk facing the agency regarding the potential loss of knowledge, particularly in
areas where loss is likely due to the imminent retirement of employees in key positions, and identify
potentially critical knowledge losses.

. Develop recruiting strategies to attract and select for the potential knowledge loss. Through this pro-
cess, the agency can create a pipeline of qualified candidates prior to the knowledge loss.

- *  Develop knowledge-transfer strategies to ensure that institutional business knowledge and technical

; expertise are transferred to less-experienced employees. Promote these strategies, including cross-
training, as an agency priority and include accountability measures.

* Enhance and expand the agency’s management development program, including task-specific training
for new or up-and-coming managers.
» Enhance the existing internship program to create a pipeline of potential employees with appropriate
| knowledge and skills.

"+ Encourage employees to pursue professional certification(s) in their areas of employment when fea-
sible and available.

~ »  Expand virtual training and just-in-time training opportunities to enable employees to complete train-
ing as needed, remortely if necessary.
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OBJECTIVE: ATTRACT AND RETAIN THE RIGHT EMPLOYEES FOR THE JOB

Rationale: Recruitment is the cornerstone of any effort to build a quality workforce. Retaining employees in a

competitive market remains a continuing challenge. Retention of state employees requires a partnership

between state leadership and state agencies. State leaders must continue 1o offer competitive salaries and
benefits packages. State agencies should take responsibility to recruit quality workers, recognize excellent

erformance and provide development opportunities. The Comptroller’s office will focus on identifyin
p p p PP p

strategies to retain employees and increase overall applicant interest in positions with the agency.

Action Steps »

strategies for these positions.

Identify classification job series with the highest turnover and implement more aggressive retention

*  Enhance and expand recruiting efforts to portray the Comprroller’s office as an employer of choice.

* Improve the Comptroller's marketing materials to better reflect a modern workplace that offers posi-

tions and responsibilities similar to those in the private sector.

*  Create programs that allow employees seeking new challenges to work on special projects, rotations
prog ploy: g p

and/or developmental or “stretch” assignments.

¢ Assess the impact of flexible work schedules such as telecommuting and alternative work schedules

to determine their impact on overall employee satisfaction and retention. Maintain or enhance such

programs when applicable and consistent with the agency’s overall business objectives.

*  Develop a recruiting plan/strategy to minimize possible knowledge gaps with a strong pipeline of

new employees.

SUCCESSION PLANNING PROGRESS

The Comprroller's office has implemented and will
continue to put into practice the action steps outlined
above. Various divisions have implemented strategies such
as oppertunities for employees to work on special projects,
development projects or “stretch assignments”; staff cross-
training with subject-marter experts; structured on-the-job

training programs; and recognition programs.

The agency has created an cight-month Leadership
Acaderry program to further develop the skills and enhance
the growth of high-potential managers. As part of this
program, members are assigned to action-learning project
teams to address current agency challenges. These projects
culminate in presentations, recommendations and potential
solutions such as mentoring opportunities and non-mone-
tary rewards. These items have been identified in the action
steps listed above to attract, retain and develop employees.
The agency is pursuing creative collaborations such as these
to premote innovative approaches to employee engagement

and kncwledge cransfer.

The Comprroller's competency-based performance
appraisal system allows for an inventory of position com-
petencies and skill requirements and includes an employee
professional development plan. This model integrates the
identification of skills and comperencies with a roadmap

toward meeting agency needs.

Human Resources and Organizational Development
staff continues to work in conjunction with the agency’s
business continuity team to promote effective planning
throughout the agency. The agency’s objective is to develop
a sustainable business continuity program that includes
communication planning, with testing, training and exer-
cises, and continuous monitoring and improvement. With
these initiatives, the Comptroller’s office is taking a renewed

approach to business continuity planning.
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Appendix E
Assessment of Advisory Committees

APPRAISAL COMMITTEE FOR QUALIFIED AGRICULTURAL OR TIMBER LAND PROPERTY
TAX VALUATION MANUALS

s Committee Description
[nactive

Texas Tax Code, Sections 23.52(d) and 23.73(d)

The Comprroller’s office calls committee meetings as the final step in adopting changes to
the manuals that control the appraisal of agricultural land and timberland. The manuals are
~ currently being updated. The Comptroller’s office would like to eliminate this formal com-
mittee approval step, while continuing to consult with affected stakeholders as the manuals
are updated.

' Committee Information

Does your agency believe that the actions and scope of committee work is consistent with their
authority as defined in its enabling statute and relevant to the ongoing mission of your agency?

| No

Is committee scope and work conducted redundant with other functions of other state agen-
cies or advisory committees?

No

ALTERNATIVE FUELS COUNCIL

| SectionA: ' Committee Description

Inactive
sry: . Texas Natural Resources Code, Section 113.283(a)

¢ Created in 1993, the council was charged with coordinating a comprehensive program to
. be carried out by state agencies in support of the use of environmentally beneficial alterna-
| tve fuels. NOTE: Comptroller staff has conferred with staff from the General Land Office,
Railroad Commission and the Texas Commission on Environmental Quality, whose agencies
also serve on the council. There seems to be consensus thar the council is no longer needed.

Committee Information

Does your agency believe that the actions and scope of commirtee work is consistent with their
authority as defined in its enabling statute and relevant to the ongoing mission of your agency?

No

Is committee scope and work conducted redundant with other functions of other state agen-
cies or advisory commirrees?

No
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RAIN HARVESTING AND WATER RECYCLING TASK FORCE
Section A: Committee Description

Commiitee Status: Inactive
State/Fedem!Autbarzg; Texas Government Code, Secrion 2113.301(h)

Committee Description: Created in 2003, the task force was charged with developing design recommendations to be
sl used for state facilities that encourage rain harvesting and water recycling by state agencies.

Section B: Committee Information

Does your agency believe that the actions and scope of committee work is consistent with their

authority as defined in its enabling statute and relevant to the ongoing mission of your agency?

No

Is committee scope and work conducted redundant with other functions of other state agen-
cies or advisory committees?

No

STATE COGENERATION COUNCIL

SectionA: = Committee Description

Cb’mm-ié:_fge' Sﬁm&s [nactive
Smre/f"edaml.‘ﬁutboréty: Texas Government Code, Section 2302.002(3)

Committee Déscfzprim.‘ Crearted in 1993, the Council was charged with assisting, informing and advising a state
agency concerning the legal, technical, economic and contractual issues related to cogenera-
tion. NOTE: Comptroller staff has conferred with representatives from the Public Utility
Commission, Railroad Commission, Texas Commission on Environmental Quality and the
Office of the Attorney General, whose agencies also serve on the council. The consensus seems
to be thart the council is no longer needed.

SectionB: Committee Information

. Does your agency believe that the actions and scope of committee work is consistent with their
authority as defined in its enabling statute and relevant to the ongoing mission of your agency?

No

[s committee scope and work conducted redundant with other functions of other state agen-
cies or advisory committees?

No
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