The agency links this performance measure to Oregon Benchmark(s)

#33 Understanding Taxes


REVENUE, DEPARTMENT OF
Mission:  We Make tax systems work to fund the public services that preserve and enhance the quality of life for all citizens

	Key Performance Measure
	FYE
	1999
	2000
	2001
	2002
	2003
	2004
	2005
	2006

	PM #3. Taxpayer Assistance Contacts per Employee
	Actual
	630,400
	624,200
	571,380
	625,963
	805,226
	—
	—
	—

	
	Target
	—
	—
	—
	—
	33,000
	34,000
	34,000
	881,367


Source: Web site hits and Tax Services calls
Key Measure Analysis

To what goal or  goals  is this performance  measure linked? 
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ALTG #1-Balanced Approach to Tax Administration: The Department of Revenue will help strengthen the health of Oregon’s tax systems and the longterm stability of revenues through education, assistance, and enforcement.
ALTG #2-Customer Service: The Department of Revenue will deliver Grade “A” customer service to stakeholders, employees, and external partners.

What does benchmark (or other high-level outcome) data say about Oregon relative to the goal? What is the impact of your agency? 
This goal links to the department’s mission and Oregon benchmark 33: Percentage of Oregonians who understand the Oregon Tax System and where tax money is spent.

How does the performance measure demonstrate progress toward the goal? 
This measure demonstrates the importance of taxpayer assistance in providing efficient customer service and promoting long-term tax compliance.

Compare actual performance to target and explain any variance. 
Taxpayers are becoming more comfortable using the Internet as a way of getting tax information and downloading tax forms. We have made significant progress in answering the needs of taxpayers through a variety of methods.

Summarize how actual performance compares to any relevant public or private industry standards. 
Three states reported total numbers of taxpayer assistance, based on Web site hits and phone calls to their tax services call centers. Iowa reported 386,000 contacts; Missouri reported 599,000; and Arizona reported 891,000 (including their Interactive Voice Response calls). This compares to Oregon’s revised 2003 actual of 805,000.

What is an example of a department activity related to the measure? 
We continue to post update information on our Web site frequently. Tax Services representatives are continually being trained regarding changes, enhancements to the tax system, and all programs. The Interactive Voice Response System is continually updated with current information.
What needs to be done as a result of your analysis? 
We need to continue educating the public about Oregon’s tax system and assisting taxpayers in meeting their filing responsibilities.
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Excerpt from FY 2003-04 Annual Performance Progress Report found at http://www.oregon.gov/DAS/OPB/APPR04.shtml


