Oregon Economic & Community Development Department
The agency links this performance measure to Oregon Benchmark(s):

#35, Public Management Quality

	KPM #9
	
Overall customer survey score on a 1-4 scale with 4 being highest possible
	Measure since: 2004

	Goal
	Improve Customer Service and Measure Results

	Oregon Context
	Benchmark 35 – Governing magazine’s ranking of public management quality.  The public management rating for Oregon rose from a C+ to a B in 2004. HYPERLINK "http://" 


	Data source
	Result of Independent survey done every 2 years

	Owner
	Central Operations Division, Jeanne Arana (503) 986 0039
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1. OUR STRATEGY 

Improve customer service and measure results.

2. ABOUT THE TARGETS 
The department has been measuring customer satisfaction biennially since 1997.  In 2005, with guidance from the Progress Board, we reduced the number of survey questions.  This year, we have developed two surveys, one survey focuses on municipal customers and the second focuses on small business customers.  Both surveys contain the five essential survey questions

3. HOW WE ARE DOING
The contractor is in the final stages of the municipal customer survey.  We expect the results to be provided the first week of October.   

4. HOW WE COMPARE
While the department has been performing customer surveys for some time now, the 2005 Legislature is now requiring all departments to perform surveys.  While a change in reporting format will prevent comparison to historical data, the Department will be able to compare its performance to other state agencies in the future.

5. FACTORS AFFECTING RESULTS
Unfortunately with the departure of key staff members, this project was briefly delayed, however, the agency and contractor are diligently working towards completion. The small business customer survey will be finalized by the first of the year, 2007.   Once the survey is complete, we will be looking at the comments that were given to determine specific areas where we can improve on customer service.  

6. WHAT NEEDS TO BE DONE
As soon as it’s completed, the survey results will be shared with the agency’s commission, pertinent program management and staff as material for improvement.

7. ABOUT THE DATA
This past year was the first year that we changed our scale from a 1-5 scale with one being poor and five being excellent, to a 1-4 scale with one being poor and four being excellent.  This year the same questions and rating scale will be used. The survey that is currently being finalized, will reflect if our customers felt that their needs were being met this past year.  




� EMBED Excel.Chart.8 \s ���








Oregon Economic & Community Development Department 

Excerpt from FY 2006 Annual Performance Progress Report found at http://www.oregon.gov/DAS/OPB/APPR06.shtml
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#1 Created

		

		Agency Name: Oregon Economic and Community Development Department										Agency No.: 12300

		Key Performance Measure (KPM)				1999		2000		2001		2002		2003		2004		2005		2006		2007

		#1 - Total jobs created (est.)		Target								2438		2438		5525		5525		5525		5525

				Data		1496		4126		1237		5583		6401		7886		4658		5852

		To what goal is this PM linked

		What do benchmark (or other high-level outcome) data say about Oregon relative to the goal(s)?

		What is the impact of your agency?
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# 2 Retained

		

		Agency Name: Oregon Economic and Community Development Department										Agency No.: 12300

		Key Performance Measure (KPM)				1999		2000		2001		2002		2003		2004		2005		2006		2007

		#2 - Total jobs retained (est.)		Target								1312		1312		2975		2975		2975		2975

				Data		525		810		756		5843		2832		2688		2506		5420
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#3 Sales

		

		Agency Name: Oregon Economic and Community Development Department										Agency No.: 12300

		Key Performance Measure (KPM)				1999		2000		2001		2002		2003		2004		2005		2006		2007

		#3 - New sales of assisted clients		Target								$9M		$9M		$24M		$24M		$18M		$18M

				Data		NA		NA		$17.6M		$16.2M		$25M		$19.5M		$21.8M		$1.6M

		Agency Name: Oregon Economic and Community Development Department										Agency No.: 12300

		Key Performance Measure (KPM)				1999		2000		2001		2002		2003		2004		2005		2006		2007

		#3 - New sales of assisted clients		Target								9,000,000		9,000,000		24,000,000		24,000,000		18,000,000		18,000,000

				Data		NA		NA		17,600,000		16,200,000		25,000,000		19,500,000		21,800,000		11,800,000

		New Sales of Assisted Customers
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#4 Industrial sites

		

		Agency Name: Oregon Economic and Community Development Department										Agency No.: 12300

		Key Performance Measure (KPM)				1999		2000		2001		2002		2003		2004		2005		2006		2007

		#4 - Number of new Industrial sites/acres certified "project ready"		Target												30/2700		20/1800		20/1800		20/1800

				Data		NA		NA		NA		NA		NA		11/916		18/1374		13/768

		Key Performance Measure (KPM)				1999		2000		2001		2002		2003		2004		2005		2006		2007

		#4 - Number of new Industrial sites/acres certified "project ready"		Target												30		20		20		20

				Data		NA		NA		NA		NA		NA		11		18		13

		Key Performance Measure (KPM)				1999		2000		2001		2002		2003		2004		2005		2006		2007

		#4 - Number of new Industrial sites/acres certified "project ready"		Target												2700		1800		1800		1800

				Data		NA		NA		NA		NA		NA		916		1374		768

		Number of New Industrial Sites Certified "Project Ready"
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#5 & #6 Infrastructure

		

		Agency Name: Oregon Economic and Community Development Department										Agency No.: 12300

		Key Performance Measure (KPM)				1999		2000		2001		2002		2003		2004		2005		2006		2007

		#5 - Number of community capital projects assisted for construction (Infrastructure & community development)		Target												50		50		50		50

				Data		NA		NA		NA		28		66		62		58		65

		Community Capital Projects Assisted for Construction

		Agency Name: Oregon Economic and Community Development Department										Agency No.: 12300

		Key Performance Measure (KPM)				1999		2000		2001		2002		2003		2004		2005		2006		2007

		#6 - Number of community capital projects assisted for planning (Infrastructure & community development)		Target												45		45		45		45

				Data		NA		NA		NA		53		51		39		42		44

		Community Capital Projects Assisted for Planning
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#8

		

		Agency Name: Oregon Economic and Community Development Department

		Key Performance Measure (KPM)				1999		2000		2001		2002		2003		2004		2005		2006		2007

		#7 – Number of identified traded sector industry clusters with active business development plans		Target												2		5		10		12

				Data		NA		NA		NA		NA		NA		2		9		13
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#9

		

												Patents per 10,000 Oregon Businesses
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