Progress Board – Steps to Improve Customer Service

Like DAS on average, the Oregon Progress Board’s customer service survey results indicated that information availability ranked lower in the customer service survey than five other aspects of customer service (timeliness, accuracy, helpfulness, expertise and overall quality). The Progress Board is in the business of making available user-friendly data to Oregonians and has taken the following steps to improve this aspect of its service:
Performance Measures 

1. STREAMLINED FORMS
The board streamlined performance measure forms that are used in the state’s biennial budget instructions to state agencies. Four forms were collapsed into one without losing content. With very few exceptions, agencies have received this change positively.

2. CITIZEN SUGGESTIONS INCORPORATED
The board modified the Annual Performance Progress Report template and instructions to reflect feedback received from the Advisory Committee on Citizen-Friendly reporting. Changes include: including the agency’s mission on every page; using bullets and short sentences; using SHORT TITLES to help readers understand content; and encouraging agencies to write at the eighth grade level.
Oregon Benchmarks
3. DATA AUTOMATION 
For the first time in its 16-year history, the Progress Board is automating benchmark data collection, storage and retrieval. Currently, for example, a new data point for a benchmark with county data must be entered into a master benchmark spreadsheet, plus 36 county pages master plus 36 county slide shows. This is a time consuming and rote manual process with ample opportunity for human error.  This project will allow the new data to “trickle down” automatically. Data automation will:

· Free up much-needed staff resources for more innovative customer service
· Allow the board to keep benchmark data current, reducing data lag and error
· Allow timely press coverage on new and interesting benchmark developments 
4. INTERACTIVE ONLINE REPORTING
The board is also working towards the launch of a project that will make more detailed, more interactive and more attractive benchmark data presentations available online. This will position the board to issue and distribute more concise, interesting and user-friendly printed summaries of Oregon’s progress in all benchmark categories (economy, education, civic engagement, social support, public safety, community development and environment).  Anticipated launch in early 2007 should result in a transformed Benchmark Performance Report to the Legislative Assembly.
Oregon Shines III
5. TRANSPARENT PLANNING PROCESS
Staff will recommend to the board that the Oregon Shines update process be kept transparent via an online presence similar to that used by the Oregon Business Plan. 
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