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Legislatively Adopted Performance Measures, 2005-07
	Agency Name: 
OREGON STATE BOARD OF NURSING
	
	

	Agency Mission:
The Mission Of The Oregon State Board Of Nursing Is To Safeguard The Public’s Health, And Well Being By Providing Guidance For, And Regulation Of, Entry Into The Profession, Nursing Education, And Continuing Safe Practice.
Related Oregon Benchmarks (OBMs) or High-Level Outcomes (HLOs): no primary links to Oregon Benchmarks.


	Agency Name:
Oregon State Board of Nursing

	Col-1
	Col-2
	Col-3
	Col-4
	Col-5
	Col-6
	Col-8

	Agency Goal
	OBM#
HLO#
	Key Performance Measure (KPM)
	PM No.
	2006 Target
	2007 Target
	Lead Unit or Division

	Goal 1b.

Excellent Customer Service: Responsiveness to Customers

	Mission
	Percent of all ACD calls (Automatic Call Distributor) telephone calls answered by a live representative and not abandoned by the caller.
	01
	95%
	95%
	Customer Service Center

	Goal 1b.
	Mission

	Percent of business days in which the license verification hotlines (telephone and internet) are, at close of business, current to the previous business day
	02
	99%
	99%
	Customer Service Center

	Goal 1e.

Excellent Customer Service: Efficiency of e-commerce operations

	Mission
	Percent of e-commerce RN renewals compared to total RN renewals (implemented June 2004)


	03
	60%
	70%
	Licensing & Certification

	Goal 2a.

Ensure the safety of those Oregonians who are cared for by nurses:  Timeliness of complaint resolution

	Mission

	Percent of cases investigated and referred to Board within 120 days of receipt of complaint. (Cases that do not require an extension.)
	04
	50%
	60%
	Practice & Investigations

	Goal 2b.

Ensure the safety of those Oregonians who are cared for by nurses: Effectiveness of the investigative process, discipline and remediation actions.

	Mission
	Percent of disciplined licensees with a new complaint within one year of Board closing original case with a disciplinary action. (“Repeat offenders”—Licensees who continue to receive complaints despite having been disciplined or remediated.)
	05
	1%
	1%
	Practice & Investigations

	Goal 2c.

Ensure the safety of those Oregonians who are cared for by nurses: Effectiveness/efficiency of disciplinary process.

	Mission

	Percent of complaints that were resolved via stipulated agreement or default on notices in lieu of contested case hearing. (The respondent accepted the decision and/or action of the agency.)
	06
	99%
	99%
	Practice & Investigations

	Goal 2f.

Ensure the safety of those Oregonians who are cared for by nurses: Effectiveness of Nursing Education Consultant Services.

	Mission
	Percent of RN programs with a passing rate above 85% on the national exam.
	07
	100%
	100%
	Education

	Goal 2f.
	Mission

	Percent of LPN programs with a passing rate above 85% on the national exam.
	08
	100%
	100%
	Education

	Goal 2g.

Ensure the safety of those Oregonians who are cared for by nurses: Effectiveness of Nursing Assistant Program Consultant Services.

	Mission
	Percent of nursing assistant training programs with a passing rate, for first-time test takers, above 85% for both the written and skill portions of the examination.
	09
	80%
	95%
	CNA Training

	Goal 4a.

Effectiveness of joint efforts of agency, statewide educators & business community to address nursing shortage.

	Mission
	Number of basic RN students graduated from Oregon nursing education programs and practicing in Oregon.
	10
	900
	950
	Admin

	
	

     

	Percent of customers rating their overall satisfaction with the agency above average or excellent.
	11
	N/A
	N/A
	     

	     
	     
	Percent of customers rating satisfaction with agency services above average or excellent for:
	12
	
	
	     

	     
	

     

	   A:  Timeliness
	   
	N/A
	N/A
	

	     
	     
	   B:  Accuracy
	   
	N/A
	N/A
	     

	     
	

     

	   C:  Helpfulness
	   
	N/A
	N/A
	     

	     
	     
	   D:  Expertise
	   
	N/A
	N/A
	     

	     
	

     

	   E:  Information Availability
	   
	N/A
	N/A
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