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LETTER TO AGENCY ADMINISTRATORS

TO:

FROM:

DATE:

Sate Agency Adminigrators

Albert Hawkins, Director
Governor's Office of Budget and Flanning

John Ked, Director
Legidaive Budget Board

February 15, 2000

SUBJECT: Agency Strategic Plan and Information Resources Strategic Plan Indructions

Thelnstructions for Preparing and Submitting Agency Strategic Plans for Fiscal Years
200105, issued jointly by the Governor's Office of Budget and Flanning and the Legidative Budget
Board, are now available for download at www.Ibb.gatetx.us and www.governor.detetx.us.
Agendes that experience difficulties in accessng and/or printing the ingtructions should contact our

offices.

Theseingrudions contain anumber of new gatutory and other requirements induding the following:

Each agency is now required to prepare and submit an Information Resources Strategic Plan
in conjunction with its Strategic Plan. Induded as an gopendix to the indructions are
ingructions for preparing Information Resources Strategic Plans (see Appendix N).

Each agency mugt indude customer sarvice-rdaed information in the Strategic Plan.
Ingructions on implementing the provisons of Senate Bill 1563 (rdaing to esablishing
cusomer sarvice sandards and performance measures for date agencies) are found on
pages 18-22. Appendix J contains answers to frequently asked questions regarding
implementation of Senete Bill 1563.

Each agency must complete ABEST entry of its performance messure definitions no later
then June 30, 2000, and mugt indude meesure definitionsin the Strategic Flan (see

Appendix H).

Each agency isnow required to identify in its Externd/Internd Assessment eech geogrgphic
region of the Sate served by the agency and, if appropriate, the means and Srategies for
sarving each region (see Appendix D).
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LETTER TO AGENCY ADMINISTRATORS (Cont'd.)

. Each agency is now required to identify in its External/Internal Assessment each
geographic region of the state served by the agency and, if appropriate, the means
and strategies for serving each region (see Appendix D).

. Each agency must include a plan for receiving electronic payment of monies
received through the Internet (see Appendix N).

Agenciesrequesting revisionsto their strategic planning and budget structures (including
measures and measure definitions) must provide written notification to the Governor's
Office of Budget and Planning and the Legidative Budget Board no later than March 17,
2000.

The duedatefor submission of agency Strategic Plans (including Infor mation
Resour ces Strategic Plansand Reports on Customer Service) for fiscal years
2001-05 isJune 1, 2000.

All agencies are encouraged to post their Strategic Plans and Information Resources
Strategic Plans on their web sites.

The full text of Vision Texas, which contains goals for Texas state government aswell as
other statewide elements (e.g., state-level benchmarks), isincluded in Appendix A. A copy
of Vision Texas will also be provided to state agencies and institutions under separate
cover. Asin the case with agencies and ingtitutions' current Strategic Plans, we are asking
that you use Vision Texas as an overarching framework for the development of your plans
and that you link those plans with the strategic goals and benchmarks contained within
Vision Texas.

Asthe state's strategic planning and performance budgeting system entersitsfifth
biennium, we must take care not to be complacent about our ability to anticipate the future.
While many agencies have devel oped good Strategic Plans, each cycle offersan
opportunity to rethink agency approaches and to seek innovative waysto serve the citizens
of Texas efficiently and effectively. Successful agencies have used the planning process to
identify opportunities and obstacles as well as strengths and weaknesses. Meaningful
participation by agency governing bodies, senior and middle management, rank-and-file
employees, agency stakeholders, and the public is ahallmark of successful processes and,
ultimately, successful agencies.



LETTER TO AGENCY ADMINISTRATORS (Cont'd.)

Aswe have faced many fiscal and other challengesin recent years, our strategic planning
and performance budgeting system has hel ped agencies, the L egidlature, and the Governor
make better decisions by bringing critical information to bear on these chalengesina
proactive and coherent manner. While much work remainsto improve the components and
utilization of the system, a strong commitment on your agency's part will move us steadily
closer to our shared goal of a better state government—one that has a strong customer-
service orientation and a sharp focus on outcomes and results.

In each of the last three biennia, the Governor has brought together agency administrators
and board chairs to highlight the importance of the task at hand while providing means and
methods of improving the capacity to be high-performing organizations. At the last
conference—held November 15, 1999—the Governor and conference speakers addressed
technol ogical and demographic factors shaping state government services. These include
the aging of Texas population and the state's increased racia and ethnic diversity. Agencies
are encouraged to reflect on these trends and address them in their Strategic Plans. The
Governor's Center for Management Devel opment has expanded its curriculum to include
training in the areas of strategic planning, benchmarking, and performance measurement,
and agency participation in the Survey of Organizational Excellence hasincreased
markedly. We encourage you to use these tools as well as the technical assistance offered
by our respective offices to expand your capacity to perform. We stand ready to work with
you during the coming months.



INTRODUCTION

Beginning in 1991, Texas embarked on acomprehensive strategic planning process for all
state agencies within the executive branch of government. House Bill 2009,* Seventy-
second Legislature, Regular Session, 1991, which inaugurated the process, established the
requirements and time frame under which Texas completed its first planning cycle.

In 1993, the statute was amended to consolidate certain planning requirements and to
change the required planning horizon from six yearsto five years (i.e., the second year of
the current biennium and the next two biennia).? Formal plans must be completed and
submitted every two years; however, agencies may engage in planning on acontinual basis
and may adjust plansinternally as changing conditions dictate.

Conceptual Framework

Strategic planning isalong-term, iterative, and future-oriented process of assessment, goal
setting, and decision-making that maps an explicit path between the present and a vision of
the future. It includes a multiyear view of objectives and strategies for the accomplishment
of agency goals. Clearly defined outcomes and outputs provide feedback that leads to pro-
gram performance that influences future planning, resource allocation, and operating
decisions. The strategic planning process incorporates and sets direction for all agency
operations.

A Strategic Plan isaformal document that communicates an agency's goals, directions, and
outcomes to various audiences, including the Governor and the Legidlature, client and
constituency groups, the general public, and the agency's employees. The Strategic Plan
serves as the basis for the agency's strategic planning and budget structure; through it the
agency develops an appropriations request that reflects decisions about how fiscal
resources will be allocated. Figure 1 depicts the strategic planning and budgeting,
implementation, and evaluation cycle.

1Vv.T.C.A., Government Code, Chapter 2056.
2 Senate Bill 1332, Seventy-third Legislature, Regular Session, 1993.
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Figure 1
Strategic Planning and Budgeting System
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A successtul srategic planning process will provide many benefits to agendies and those affected by their
operations. As an agency daifiesits purpose and direction, it will develop astronger iderntity. It will
enhance decisorHmeking by srengthening internd communication, both verticdly and horizontdly, and
by articulating the primary factors affecting the agency. The process of developing the Srategic Plan will
a0 drengthen the agency's externd communications and emphasize cutomer sarvice Strategic
planning will guide budget preparation and establish abads for measuring success



Strategic planning relies on careful consideration of an organization's capabilities and
environment and leads to priority-based allocation of fiscal, human, technological, capital,
and other resources. The Strategic Plan defines what an agency is and intendsto be, as well
asthe principles guiding it. It outlines agency goals and objectives and produces strategies
that lead to priority-based resource allocation decisions the agency plansto follow to
achieve these goals. Successful strategic planning is characterized not only by compliance
with statutory requirements but also by acommitment on the part of agency leadership, the
entire management team, and all agency employees to the planning process and to the
Strategic Plan. Ultimately, strategic planning will succeed or fail according to how well the
process results in quality services. Producing identifiable and meaningful resultsis essential
to asuccessful process. A glossary of commonly used terms related to strategic planning is
contained in Appendix M.

Purposes of Strategic Planning

The ultimate goal of strategic planning is to anticipate and accommodate the future by
identifying issues, opportunities, and problems. Strategic planning for Texas state
government serves a number of distinct, though interrelated, purposes:

» toestablish statewide direction in key policy or functional areasto move away from
crisis-driven decision-making;

* toprovide abasisfor aligning resources in arationa manner to address the critical
issues facing the state now and in the future;

* to make state government more responsive to the needs of Texans by placing greater
emphasis on benefits and results than on simply service efforts and workload;

e tobring focused issues to policymakers for review and debate;

» toprovide a context to link the budget process and other legidlative processes with
priority issues, and to improve accountability for the use of state resources;

» to establish ameans of coordinating the policy concerns of public officials with
implementation efforts and to build interagency, intergovernmental, and
public/private/nonprofit partner ships; and



» toprovide aforum for communication between service providers and the constituents
they serve.

Texas Strategic Planning Template: An Overview

The Texas strategic planning template comprises nine “tiers.” The Governor and the

L egidlative Budget Board develop the first two, which contain the statewide vision, mission,
philosophy, goals, and benchmarks (i.e., “ statewide elements’) and which serve asa
foundation for the strategic planning process. Agencies develop the elementsin the
remaining tiers asthey prepare their individual Strategic Plans. Figure 2 on page 9 illustrates
the ninetiers of the strategic planning template. Each tier isinextricably linked to the
others.

Thetiers are briefly described below:

Statewide Vision, Mission, and Philosophy

* Vison—an inspiring view of the preferred future

» Mission—a concise statement of the basic purpose and role of Texas state
government

* Philosophy—a statement of the core values and principles underlying Texas state
government service

Statewide Goals and Benchmarks

» Statewide Goals—general ends toward which the state directs its efforts

» Statewide Benchmarks—specific performance indicators and targets used to assess
progress at the statewide level in achieving statewide goals

Agency Mission
* thereason for an agency's existence (to be devel oped and submitted by agencies)

Agency Philosophy
* the expression of core values and principles for the conduct of the agency in
carrying out its mission (to be developed and submitted by agencies)

External/Internal Assessment
* an evaluation of key factors that influence the success of an agency in achieving its
mission and goals (to be devel oped and submitted by agencies)



Agency Godls
* general endstoward which agencies direct their efforts (to be devel oped and
submitted by agencies in approximate priority order)

Objectives and Outcome Measures
* clear targetsfor specific action and the quantified results or impacts of that action
(to be developed and submitted by agencies in approximate priority order)

Strategies and Output, Efficiency, and Explanatory Measures

» methods to achieve goals and objectives and the quantified end products,
proficiencies, and descriptive indicators of the agencies efforts (to be developed and
submitted by agencies in approximate priority order)

Action Plans
» detailed methods that implement the strategies (to be devel oped and maintained by
agencies, but not included as part of their strategic planning submissions)



Figure 2
Strategic Planning Template
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Figure 3 illustrates the relationship between the elements of the strategic planning process.
Each of these elementsis described in greater detail in other parts of these instructions.

Figure 3
Strategic Planning Elements

Statewide Vision, Mission, Philosophy
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Strategic Planning and the Appropriations Process

Strategic planning is the first step in Texas' Strategic Planning and Budgeting System. This
system recognizes the necessary relationship between strategic planning, allocation of
resources, and performance evidenced by quality service. The process includes a multiyear
view of the strategies for the accomplishment of agency objectives and goals. Figure 4
illustrates the linkages within the Strategic Planning and Budgeting System.

Figure 4
Linking Strategic Planning and Perfor mance Budgeting
Strategic Performance General
Plans Measures Appropriations Act
Mission
Philosophy
External/Interna
Assessment
Agency Godls
Objectives 6 Outcome Measures 6 Performance Targets
Quantifiable results measuring
how the public benefits by
the agency's meeting the
objective
Strategies 6 Output Measures 6 Items of Appropriation
Quantity of agency workload & Performance Targets
and work product asit pursues
its strategies

Efficiency Measures 6 Performance Targets

Agency workload unit costs or
time for completion

Explanatory Measures

External factorsrelating to
agency operations
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Since the Strategic Plan serves as the basis for an agency's appropriations request, as a
general rule, only approved goals, objectives, strategies, and measures may be included and
carried forward to the agency's appropriations request. Two exceptionsto this general rule
are permitted:

Historically Underutilized Businesses. First, to respond to statutory requirements, each
agency must include a goal relating to the use of historically underutilized businesses.
Although required as a part of the Strategic Plan, this goal may or may not be carried

forward to the appropriations request, depending on the operational decisions of each
agency.

Nonbudgetary Elements. Second, the Strategic Plan may include “ nonbudgetary,” or
indirectly funded, elements that are not carried forward to the appropriations request
as distinct and separate items of request. An example of a nonbudgetary item might be a
goal, objective, or strategy reflecting various management initiatives. Nonbudgetary
items do not require approval and may, but are not required to, include performance
measures. Appendix F includes an example of a nonbudgetary goal.

The Strategic Plan will not include the Indirect Administration goal and related strategies
that were developed for many agencies for inclusion in the 200001 General Appropriations
Act.

Any changes to an agency's 200001 strategic planning and budget structure (i.e., goals,
objectives, strategies; outcome, output, efficiency, and explanatory measures) and measure
definitions other than the addition, modification, or deletion of nonbudgetary or indirectly
funded elements must be requested in writing and approved by the Governor's Office of
Budget and Planning and the L egidative Budget Board prior to the submission of the
Strategic Plan. Therequest must be submitted by March 17, 2000.

-12-



SEQUENCE OF EVENTS

The major tasks and completion dates for the strategic planning and budgeting process are
the following:

. February 2000 Instructions for Preparing and
Submitting Agency Strategic Plans
for Fiscal Y ears 200105 issued
by the Governor's Office of Budget
and Planning and the Legidative
Budget Board.

The Governor, in cooperation with
the Legidative Budget Board,
issues Vision Texas—the statewide
elements (i.e., vision, mission,
philosophy, goals, benchmarks).

. March 17, 2000 Deadline for agency requests to the
Governor's Office of Budget and
Planning and the L egislative Budget
Board to revise strategic planning
and budget structures, including
performance measures.

Due date for submission of agency
“Compact with Texans’ to the
Governor's Office of Budget and
Planning and the L egislative Budget
Board.*

. April 2000 Instructions for preparing and
submitting Agency Requests for
Legidative Appropriationsfor the
2002—-03 biennium are issued by
the Governor's Office of Budget
and Planning and the Legidative
Budget Board.

*New requirement. -13-



SEQUENCE OF EVENTS (Cont'd.)

. June 1, 2000

. June 30, 2000

. August 2000

*New requirement.

Due date for submission of agency
Strategic Plans and Information
Resources Strategic Plans for fiscal
years 2001-05.*

Due date for completion of ABEST
entry of performance measure
definitions.*

Agencies submit legidative
appropriations requests for the
2002-03 biennium.

Joint Governor's Office of Budget
and Planning and Legidative Budget
Board budget hearings begin on
agency legidative appropriations
requests for the 2002—03 biennium.

-14-



STATE AGENCY PARTICIPATION AND DEFINITION

Chapter 2056 of the Government Code (see Appendix B) requires strategic planning for al
agenciesin the executive branch of state government. For these purposes, a state agency is
defined as a department, commission, board, office, or other entity of state government,
including a university system or an institution of higher education, as defined by V.T.C.A.,
Education Code, Section 61.003, that

(1) has authority that is not limited to a geographical portion of the state;

(2) was created by the constitution or a state statute with an ongoing mission and
responsibilities;

(3) is not the Office of the Governor or Lieutenant Governor;

(4) is not within the judicial or legislative branch of government;

(5) is not a committee created under state law whose primary function is to advise
an agency; and

(6) is not a state-funded junior or community college.

-15-



REQUIRED INFORMATION

In addition to items discussed el sewhere in these instructions, each state agency's Strategic

Plan must contain, or address (where applicable), the following:

Historically Underutilized Business Plan

Pursuant to Government Code, Section 2161.123, each agency must prepare, and include as
part of its Strategic Plan, awritten plan for its use of historically underutilized businesses
(HUBS) in purchasing and public works contracts. The plan must include the following:

Strategic Plan Element

Definition

Goad

Objective

Strategy

External/Interna
Assessment

apolicy or mission statement relating
to the use of historically underutilized
businesses by the agency

goals to be met by the commission or
agency in carrying out the policy or
mission

specific programs to be conducted by
the agency to meet the goals stated in
the plan, including a specific program
to encourage contractors to use
historically underutilized businesses
as partners and subcontractors

a statement relating to the agency's
past use of historically underutilized
businesses in purchasing and in public
works contracting

An agency's HUB plan shall be incorporated into the Strategic Plan as a separate
nonbudgeted or indirectly funded goal with associated elements as indicated.

-16-



REQUIRED INFORMATION (Cont'd.)

Description of Agency Planning Process

Agencies must also include an appendix that briefly describesthe internal planning process
used in the development of their Strategic Plans. Any additional information that agencies
wish to provide in support of their Strategic Plans may be attached as separate appendices.
All agency plans, however, must be presented in the format provided and must contain every
element in these instructions.

Discussion of Current-Y ear Activities

In order to link Strategic Plansto the state's fiscal cycle, the primary focus of agency plans
should be the five-year period between September 1, 2000, and August 31, 2005 (fiscal
years 2001-05). The plans should briefly discuss any goals, objectives, or strategiesto be
accomplished in fiscal year 2000; however, the emphasis of the agency plans should remain
on the five years beginning with fiscal year 2001.

Performance Benchmarking

Section 9-6.40, Article I X of the 2000-01 General Appropriations Act requires that
selected agencies and institutions engage in an internal performance benchmarking process
that will provide for the identification and development of agency-specific performance
benchmarks and their linkage to state-level benchmarks. The rider provisions also require
that areport of this process beincluded in agency and institution Strategic Plans. It isthe
intent of the Governor's Office and the Legidative Budget Board that all agencies engagein
an internal benchmarking process.

Each agency and institution is required, for each goal, to either identify an existing
performance measure or develop a new measure that could be considered a performance
benchmark (i.e., ameasure that can be compared over time and/or against other entitiesto
some objective standard). Administrative goals are exempt from this requirement, as are
goals for which a performance benchmark is unavailable or clearly inappropriate.

-17-



REQUIRED INFORMATION (Cont'd.)

While performance measures identified as benchmarks and discussions of agency
benchmarking may occur in several sections of the Strategic Plan, the specific
requirements of the rider provision must be included within a separate section of the
External/Internal Assessment labeled “ Performance Benchmarking.” That section should
include the following:
 adescription of the agency/institution benchmarking process;
» performance measures for each goal that have been identified or developed as
agency-level performance benchmarks; and
* the state-level benchmarks to which these agency-level performance benchmarks
link.

Agencies still need to identify al relevant statewide goals and benchmarks (contained in
Vision Texas: The Statewide Strategic Planning Elements for Texas State Gover nment)
and list them in their plans. In addition, the External/Internal Assessment should continueto
include a discussion of the nature and extent of the relationship between agency strategies
and state-level benchmarks.

Please review the individual sections of these instructions, particularly the development
guides and Appendix |, for additional information on benchmarks and the benchmarking
process.

Customer Service Standards and Assessment of Satisfaction

Senate Bill 1563, enacted during the Seventy-sixth Legislature, Regular Session, requires
state agenciesto develop customer service standards and implement customer satisfaction
assessment plans. A memorandum issued October 26, 1999, by the Governor's Office of
Budget and Planning and the L egidative Budget Board outlined those requirements and
provided guidance for agencies and institutions.

The memorandum notes that agency and institution Strategic Plans are the vehicle for
submitting a Report on Customer Service required by Sec. 2113.002 (c) of thebill. It also
states that the strategic planning and budget structure review processisthe vehicle for
submitting for approval the required “ Compact with Texans’ (see p. 21 for details).

In addition to the information provided below, answers to some frequently asked questions
regarding implementation of Senate Bill 1563 may be found in Appendix J.

Report on Customer Service

-18-



REQUIRED INFORMATION (Cont'd.)

Agencies and institutions shall include a Report on Customer Service as Appendix E of
their Strategic Plans. The report must include the required information in the following
order:

1.

Aninventory of external customers served by each strategy listedinthe 2000-01
General Appropriations Act and abrief description of the types of services provided
to them.

Agenciesthat have already inventoried their customers as part of earlier efforts or
requirements may report thisinformation, providing it is no more than two years old.
These existing inventories should be updated to reflect any recent changesin order to
provide a complete inventory.

For the purposes of Senate Bill 1563, customer inventories should focus primarily
on direct recipients of state services, not on agency or institution employees.

A brief description of the information-gathering methods utilized in obtaining input
from agency/institution customers. This description should include a summary
description of surveys, focus groups, or other methods utilized in sufficient detail to
allow an evaluation of the quality of the information-gathering processes. The
description should also include, but is not to be limited to, the following items: data
collection time frames/cycles; data limitations; numbers of customers surveyed;
confidence intervalg/levels; error/response rates; customer groups excluded from the
data-collection process and ajustification for such exclusion; and any other
information considered important for explaining the methods used.

When direct recipients of any agency's or institution's services are broad classes of
Texans (e.g., dl citizens) and/or when evaluating customer service quality may
require expensive and extensive means, agencies may use alternative approachesto
assess customer satisfaction. For example, agencies may use political subdivisions
(e.g., school boards, county health departments, councils of government, and other
surrogates/intermediaries) as sources of datafor the purpose of measuring customer
service quality.

Agencies may also make reasonable choices to limit the number of customer groups

contacted to focus on priority populations of customers, to limit the frequency and
degree of customer-information gathering, and to otherwise exercise discretion in

-19-



REQUIRED INFORMATION (Cont'd.)

5.

implementing the statutory provisions to ensure meaningful but cost-effective data
collection.

Agencies should weigh the cost of addressing a customer category using any
particular method against the potential benefits of the information. Major customer
classesinvolved in significant agency activities/services should be included. Smaller
classes or those requiring expensive data collection methods should be given alower
priority.

Methods used, including statistical sampling and focus groups, should be statistically
sound in design and practice to ensure accurate data. Agenciesthat are planning
significant deviations from the methods or categories specified in Senate Bill 1563,
or that are considering methods requiring a significant expenditure of funds, should
consult with staff from the Governor's Office of Budget and Planning and the
Legidative Budget Board.

A chart detailing the levels of customer-determined service quality and other relevant
information received for each customer group and each statutory customer service
quality element (i.e., facilities, staff, communications, Internet sites, complaint-
handling processes, service timeliness, and printed information).

Agenciesthat have already compiled survey data from customers regarding agency
service quality levels and standards as part of earlier efforts may use and report this
information, providing it is no more than two years old and incorporates the customer
service quality elements listed above.

An analysis of the findings identified from the customer satisfaction assessment.
Thisanalysis should include an identification of changes that would improve the
survey processitself, aswell as summary findings regarding the quality of service
provided and improvements to be made in response to this assessment.

The name, title, and contact information for the required customer relations
representative.

Compact with Texans

In addition the Report on Customer Service, agencies must include the statutorily required
“Compact with Texans.” The Compact must include, a a minimum, the following
information:

-20-



REQUIRED INFORMATION (Cont'd.)

. Agency name

. Brief description of services offered

. A statement of the agency's customer service principles, goals, objectives, and
standards for wait times, complaint handling, and other related agency functions

. The process within which customers receive information and file complaints

. The names and contact information for the agency's customer relations representative
or other agency personnel

The Compact should be concise (i.e., 1-3 pages), clear, user-friendly, and operational in
nature. Agencies with Web sites must publish their Compacts on their sites.

Customer -related Performance Measures

Include in this section agency-specific performance measures related to customer service
standards and customer satisfaction (i.e., wait times, complaints, responses) in addition to
the standard measures listed below. Estimated performance for fiscal year 2000 should be
included for both agency-specific and standard measures.

Outcome Measures

. Percentage of Surveyed Customer Respondents Expressing Overall Satisfaction with
Services Received

. Percentage of Surveyed Customer Respondents Identifying Ways to Improve Service
Delivery

Output Measures

. Number of Customers Surveyed
. Number of Customers Served

21-



REQUIRED INFORMATION (Cont'd.)

Efficiency Measures
. Cost Per Customer Surveyed

Explanatory Measures

. Number of Customers Identified

. Number of Customer Groups Inventoried

External/Internal Assessment

In previous instructions, agencies were asked to report customer-related information in
their External/Internal Assessment. It isrecommended that agencies continue to do this, as

appropriate, notwithstanding the suggested information elementsincluded in Appendix D.

Performance M easure Definitions

Each agency must submit, as Appendix D of its Strategic Plan, the definitions for all
measures contained in its approved strategic planning and budget structure. A performance
measure's definition establishes an explanation of the measure, the methodology for its
calculation, and enough information about the measure that it can be clearly understood.
The description of ameasure's cal culation must be detailed enough to allow replication.
Definitions submitted with the Strategic Plan must present all of the elements shown below
using the following format:

. Short Definition: provides a brief explanation of what the measureis, with enough
detail to give a general understanding of the measure;

. Purpose/lmportance: explains what the measureisintended to show and why it is
important;

. Source/Collection of Data: describes wher e the information comes from and how it
is collected;

. Method of Calculation: describes clearly and specifically how the measureis
calculated;

. Data Limitations:. identifies any limitations about the measurement data, including
factors which may be beyond the agency's control;
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. Calculation Type: identifies whether the information is cumulative or non-
cumul ative;

. New Measure: identifies whether the measure is new (or whether the definition
has significantly changed) or continues without change from the previous
biennium;

. Desired Performance: identifies whether actual performance that is higher or
lower than targeted performance is desirable (e.g., a disease rate lower than
targeted isdesirable).

Appendix H provides examples of definitions prepared using this format. Agencies must

also complete ABEST entry of performance measure definitions by
June 30, 2000.
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OTHER STATE PLANNING REQUIREMENTS

In addition to the strategic planning requirement for state agencies set forth in Chapter
2056 of the Government Code, state agencies may be subject to other state planning
requirements. To the extent possible, agencies should coordinate the development of their
Strategic Plans with other state planning requirements and, as appropriate, cross-reference
these plans and efforts. Some of these other requirements include the following.

| nformation Resources M anagement Strategic Planning

Chapter 2054 of the Government Code requires each state agency to prepare and submit a
Strategic Plan for information resources management to the Department of Information
Resources for review and approval. Chapter 2054 al so requires the Department of
Information Resources to prepare and adopt a state Strategic Plan for information
resources management. Instructions for preparing an information resources Strategic Plan
areincluded in Appendix N. Agency | nfor mation Resour ces Strategic Plans should be
submitted as Appendix G in the agency Strategic Plan.

Statewide Capital Planning

Section 9-6.52, Article I X of the 2000—01 Genera Appropriations Act requires al state
agencies and institutions of higher education to supply capital planning information relating
to projects for the 2002—-03 biennium to the Bond Review Board. Based on information
submitted by agencies and institutions, the Bond Review Board isrequired to compile a
statewide capital expenditure plan for the 2002—03 biennium for submission to the

L egidative Budget Board and the Governor's Office of Budget and Planning. While capital
plans will be due on or around June 1, 2000, they should not be included in agency Strategic
Plans. Capital plans should be submitted separately to the Bond Review Board in
accordance with instructions which will be provided separately from that agency.

Health and Human Services Strategic Planning

Chapter 531 of the Government Code requires the Commissioner of Health and Human
Servicesto develop a coordinated state Strategic Plan for health and human services for
submission to the Governor, Lieutenant Governor, and Speaker of the House. Chapter 531
also requires al health and human services agencies to submit Strategic Plans and biennial
updates to the Health and Human Services Commission.
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Workforce and Economic Competitiveness Strategic Planning

Chapter 2308 of the Government Code requires the Texas Council on Workforce and
Economic Competitiveness to prepare for the Governor and report to the Legislature a
Strategic Plan that establishes the framework for the budgeting and operation of all
workforce development programs, including school -to-careers and welfare-to-work
components. The Strategic Plan for Workforce Development for the upcoming agency
biennial planning period has been completed and includes goals, objectives, and
performance measures that will be used in evaluating agency plans and components.

Assembly and Distribution of Plans

To facilitate the process of reviewing and compiling agency Strategic Plans, please use the

following uniform, standard format:

. All pages of the agency Strategic Plan should be prepared on |etter-size paper (8¥2 X
11), numbered consecutively at the bottom center of the page, and securely bound
along the left margin in adocument with durable covers.

. The Strategic Plan may be printed on both sides of the page, with the items and
elements assembled in the same manner as shown in these instructions. A sample
title sheet form isincluded on page 27.

. All financial figuresincluded in the Strategic Plan should be expressed as whole
dollars, omitting cents, with the exception of pertinent performance measures.

. Numbers of personnel should be expressed either as whole numbers or rounded to
the nearest tenth, as appropriate.

Agency Strategic Plans should be assembled in the following order:
Title Sheet
Table of Contents
Statewide Vision, Mission, and Philosophy
Relevant Statewide Goals and Benchmarks
Agency Mission
Agency Philosophy
External/Internal Assessment
Agency Goals
Objectives and Outcome Measures
Strategies and Output, Efficiency, and Explanatory Measures
Appendices
A. Description of Agency's Planning Process
B. Current Organizational Chart
C. Five-Y ear Projections for Outcomes
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D. List of Measure Definitions
E. Report on Customer Service, Compact with Texans, and customer-rel ated

performance measures

F. Survey of Organizational Excellence Results and Utilization Plans (if
applicable)

G. Information Resources Strategic Plan

Copies of the agency Strategic Plan should be received no later than June 1, 2000, by each
of theindividuals and entitieslisted in Appendix L.

-26-



GUIDE TO STRATEGIC PLAN DEVELOPMENT

The remainder of this document is devoted to detailed descriptions of the various
components noted above that should make up each agency's Strategic Plan. The descriptions
of each component will typically include a definition, development guides, and an example.
Title Sheet

Thetitle sheet for an agency's Strategic Plan should look like the following:

AGENCY STRATEGIC PLAN

For the Fiscal Y ears2001-05 Period

by

Agency, Department, Board, or Commission

Board Member Datesof Term Hometown

Date of Submission

Signed:

(Administrator)

Approved:

(Board/Commission Chair)
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Table of Contents

A Table of Contents should be provided that identifies the individual strategic planning
elements, individual appendices, and any additional materials.

Statewide Elements

The statewide elements form the basis for developing all other elements of the strategic
planning process. These elements declare what the state's leaders envision for the future of
Texas, define the broad purposes that Texas state government seeks to fulfill, articulate
core values and principles, and delineate the ultimate ends toward which state government
directsits efforts. The statewide elements (i.e., Vision Texas: The Statewide Strategic
Planning Elements for Texas State Gover nment), which are reissued every two years, are
included in Appendix A. Agency Strategic Plans should be developed in a manner consistent
with the statewide elements. Applicable statewide goals and benchmarks should be
reprinted in the final plan.

Vision isaninspiring picture of a preferred future. A
vision is not bound by time, represents global and
continuing purposes, and serves as a foundation for a
system of strategic planning. A statewide vision depicts an
ideal future for the people of Texas and the contributions
that state government can make to that end.

Mission is a broad, comprehensive statement of purpose
that reinforces the basic responsibilities of government.
Definitions The statewide mission defines what the state does and
whomit serves.

Philosophy is a declaration of the fundamental principles
and values underlying every activity of state government.
The philosophy describes the way in which state

gover nment does business.

Statewide goals are the general ends toward which the
state directsits efforts. The statewide goals address the
primary issues facing the state within broad groupings of
interrelated functions. Statewide goals are founded on the
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statewide vision and may involve coordination among
agencies with similar functions. Each agency's Strategic
Plan will link directly to these statewide goals.

State-level benchmarks are numerical indicators used for

assessing state gover nment progress in meeting its goals.
They are indicators of success aswell as specific
statewide targets for future performance. They address
the primary performance issues facing the state within
broad groupings of interrelated functions. State-level
benchmarksrelate to statewide goals and may involve
coordination among agencies with similar functions. As
with statewide goals, agency strategies will link directly
to those benchmarks.
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Agency Mission

Agency mission isthe reason for an agency's existence. The
mission succinctly identifies what the agency does, why, and for
Definition whom. A mission reminds everyone—the public, the Governor,
legislators, the courts, and agency per sonnel— of the unique
purposes promoted and served by the agency.

The mission of the agency identifies what the agency is, why it exists, and its unique
contribution. The mission appears at the beginning of the agency's Strategic Plan and
provides the foundation for the rest of the document. It should link to the statewide mission
contained in the statewide elements.

Development Guides

The mission describes the overall role of the agency asit relates to the state as a whole and
is the thread tying the agency's organizational structure and its activitiestogether. The
agency's mission may link to several state functional areas, depending on the nature of the
agency. All agency employees should be able to identify their specific working relationship
to this defined mission. The mission must be clearly understandable to the public and
should at a minimum answer the following questions:

1. Who are we as an organization and whom do we serve?

2. What are the basic purposes for which we exist, and what basic problems are
we established to address?

3. What makes our purpose unique?

4. Isthe mission in harmony with the agency's enabling statute?
As noted above, the mission statement succinctly identifies agency purposes by distilling
from enabling statutes or constitutional provisions the most important reasons for an

agency'swork. In developing the mission, the agency should aso examine other relevant
sources (e.g., board policies and program descriptions). The mission should generally be no
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more than one paragraph in length. This element of the Strategic Plan should describe the
linkage between the agency's mission and the adopted statewide goals.

Example
Mission for a
hypothetical

agency

The mission of the Department of Environmental Quality isto
establish and enforce standards to ensure the best possible
environmental quality for the people of Texas and to protect
public health and safety while facilitating economic growth.
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Agency Philosophy

Agency philosophy is the expression of core values and

Definition operating principles for the conduct of the agency in
carrying out its mission. It describes how the agency
conductsitself asit doesits work.

The agency philosophy is derived in conjunction with the agency's mission. It defines the
way in which the agency does business by articulating management policies and principles.
The philosophy should define a customer-oriented approach for producing and delivering
government services.

Development Guides

The philosophy should reflect the values and principles that guide the agency's behavior. It
is astatement of the relationship between the organization and its
stakeholders—consumers of its services or products, service communities, employees, et
al. The philosophy defines the basic agency approach in terms of management style,
organizational values, and rules of personal and agency behavior. It might include such
topics as respect for individuals (customers and employees), ethical and professional
standards of conduct, equal opportunity policies, and emphasis on quality services.

In devel oping the philosophy, the following gquestions should be addressed:

1. How will we conduct ourselvesin carrying out our mission?

2.  What are our organizational values?

The agency's personnel manual should be consistent with principlesoutlined inits
F;igt)?phy. The philosophy statement should generally be no more than one paragraph in

The philosophy should be devel oped by the agency and provided as indicated in the
example on the next page.
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Example
Mission for a
hypothetical

agency

The Department of Environmental Quality will act in
accordance with the highest standards of ethics,
accountability, efficiency, and openness. We affirm that
environmental protectionisapublic and private trust. We
approach our activities with a deep sense of purpose and
responsibility. The public and regulated community alike
can be assured of abalanced and sensible approach to
regulation.
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External/Internal Assessment

External/internal assessment is an evaluation of key
factors that influence the agency. Detailed evaluation of
trends, conditions, opportunities, and obstacles directs
the development of each element of the Strategic Plan.
This type of assessment may be heavily quantitative, but
Definition may also include qualitative issues. External factors may
include economic conditions, population shifts, techno-
logical advances, geographical changes, and statutory
changes. Internal factors may include management
policies, resource constraints, organizational structure,
automation, personnel, and operational procedures.

The external/internal assessment sets the stage for the agency's strategic planning
process. Its purpose is to facilitate the agency's recognition of current and future issues
that may affect operations and results. The assessment should be a concise summary of
the information collected and analyzed. It should provide only highlights of the
conclusions drawn by the agency from the analytical process.

The external/internal assessment should be an ongoing process that is critical to the
development of each element of the Strategic Plan. It should be the basis for justifying
an agency's decisions regarding goals, objectives, strategies, and performance measures.

The external/internal assessment should identify specific need indicators and address the
major issues affecting the agency during the plan's time frame. It should be used and
refined at each stage of the strategic planning process. The external/internal assessment
is an ongoing evaluation tool for analyzing what the agency has accomplished and where
it needs to head. It should be used in annual reviews of the agency's implementation of
its Strategic Plan.

Prior to the development of agency goals, a thorough analysis of the agency's current
position and its expectations for internal and external change should be conducted. The
external/internal assessment should address all factors affecting the agency, including
strengths, weaknesses, opportunities, and threats.

Development Guides
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State law requires the Comptroller's Office to provide a long-term forecast of the state's
economy and population for use in the external/internal assessment. A summary of this
forecast is included in Appendix C. The agency should use the summary to the extent
that variables important to agency activities are included in the forecast. A more
complete set of variables is available for agency use through the Revenue Estimating
Division of the Office of the Comptroller of Public Accounts. Please footnote data and
projections obtained from sources other than the Comptroller's Office.

The external/internal assessment should include the following information, as required
specifically by statute:

1. an identification of priority and other service populations under current law and
how those populations are expected to change within the time horizon of the
Strategic Plan;

2. an analysis of current agency resources for meeting current needs and expected
needs and a broad summary of additional resources necessary to meet future
needs;

3. an analysis of expected changes in services provided by the agency due to
changes in state or federal law;

4. a broad summary of the capital improvement needs of the agency during the
period covered by the plan, and a prioritization of those needs (see “Other State
Planning Requirements™ for related requirement);

5. a statement relating to the agency's past use of historically underutilized
businesses in purchasing and in public works contracting; and

6. an identification of each geographic region of this state served by the agency,
including the Texas-Louisiana and the Texas-Mexico border region, and, if
appropriate, the agency's measures and strategies for serving each region.

The external/internal assessment addresses economic, political, technological,
demographic, and social factors affecting the organization in order to determine how
well the agency has met its external challenges. A complete assessment of such factors
encompasses both historical and future perspectives with reviews of past performance
and forecasts of trends in the agency environment. The assessment should provide a
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forecast discussion of annual performance on the agency's outcome measures, output
measures, and other indicators that are expected to have significant impact on the
agency's programs for the five-year period of the Strategic Plan. As part of the
assessment process, agencies are strongly encouraged to solicit comments from
individuals and groups that have an interest in or are affected by agency policies and
programs.

The external assessment should address, at a minimum, the following questions:

1.

Who are our target populations and what changes, if any, are anticipated within
the time horizon of the Strategic Plan? What is the level of customer demand
and public need for our agency's products or services? To what extent do we
interact with our customers to identify those demands and needs? How do we
determine if we should attempt to meet them and how do we assess our
progress in meeting them? What are the most significant indicators of customer
demand and public need? What trends have been identified?

What major issues, conditions, or problems in the external environment are
relevant to the delivery of our agency's goods and services? What conditions
could affect or alter key elements of the environment? What implications do
specific environmental changes, such as changes in state or federal law, hold
for the agency? What relationships exist between our agency's programs,
programs in other agencies, and statewide initiatives with related target
populations? What opportunities may exist for improving coordination or
eliminating duplication between programs?

What strengths, weaknesses, opportunities, or obstacles characterize our
external relationships? What opportunities are available that have not been
previously explored? What factors or conditions significantly affect the
agency's use of HUBs?

What progress has been made by the agency toward achieving the objectives
and desired outcomes described in the agency's current Strategic Plan? To what
extent are our customers satisfied with the services we provide? What other
jurisdictions perform similar functions, and how can we emulate their
successes? How reliable are annual performance projections for the next five-
year strategic planning period on all outcome measures and on the most
significant output measures?
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5.

What is the impact of agency strategies on service populations and statewide
benchmarks? What is the nature and degree of these relationships?

The internal assessment should address, at a minimum, the following questions:

1.

How successful are internal agency processes for meeting the needs of our
target populations and other agency customers? In what ways has the agency
grown, remained the same internally, or changed, and why? To what extent
have we analyzed the best practices of other jurisdictions and adopted those
practices internally? What are reasonable expectations for the impact of such
changes on performance levels? What are our internal accomplishments? What
have we failed to accomplish internally and why?

What is the public's perception of the quality of our products and services?
What are we doing well? What are we doing poorly? How do our products and
services and internal processes compare with recognized standards for program
accreditation or evaluation criteria? What is our process for identifying the best
practices of public, private, and nonprofit sector leaders? How do we disperse
that information throughout the agency? Do our programs and activities support
one another, or is there conflict or duplication?

What programs or activities are expected to grow or decline, and how have we
planned to accommodate those changes? What are the agency's current and
anticipated resource needs? What strengths, weaknesses, opportunities, or
obstacles characterize our internal operations?

What procedures will be used to implement our agency's plan for the use of
historically underutilized businesses in purchasing and public works?

What are our employees' attitudes toward our organization? What are the
significant issues identified by our employees as internal weaknesses? How can
we address those issues? How can we support our employees as they are called
on to accept more responsibilities and meet more challenges? (See Appendix K
for related information.)

What immediate and longer-term strategies are in place in the organization to
involve employees in intensifying both involvement and accountability to further
organizational excellence? What specific timetables are associated with these
strategies?
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The external/internal assessment should be developed by the agency and may include
elements from the example contained in Appendix D as are relevant and appropriate to
agency circumstances.
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Agency Goals

Agency goals are the general ends toward which agencies
direct their efforts. A goal addresses issues by stating
policy intention. It is both qualitative and quantifiable, but
Is not quantified. In a strategic planning system, goals are
ranked for priority. Goals stretch and challenge an
agency, but they are realistic and achievable.

Definition

Devel opment Guides

The development of agency goals is one of the most critical aspects of the strategic
planning process, since goals chart the direction of the agency. The goal development
process begins to focus the agency's actions toward clearly defined purposes. Within the
scope of the stated mission and utilizing the external/internal assessment, goals specify
where the organization desires to be in the future. Goals are broad, issue-oriented
statements that reflect the realistic priorities of the agency.

Goals should be client-focused, address the primary external and internal issues facing
the organization, and be easily understood by the public. Although there is no established
limit, the number of goals the agency may develop should be kept to a reasonable number
in order to establish the agency's direction and provide a unifying theme for programs and
activities. They are shown in the Strategic Plan in approximate priority order. During
goal development, the agency should begin identifying the desired results of its efforts

and the corresponding performance measures that will quantify accomplishment of those
results.

The formation of agency goals should include, but is not limited to, an analysis of the
following questions:

1.  Are the goals in harmony with the agency's mission and philosophy statements
and will achievement of the goals fulfill or help fulfill the agency's mission?

2. Are the goals derived from the external/internal assessment and do they reflect
responses to identified factors?

3. Do the goals provide a clear direction for agency action?

-39-



GUIDE TO STRATEGIC PLAN DEVELOPMENT (Cont'd.)

4.  Are the goals unrestricted in terms of time? Do they reflect agency priorities?

Each agency's Strategic Plan must include a goal that presents the elements of the
agency's plan to increase its use of HUBs. An example of a HUB goal is contained in
Appendix E.

Based directly on its delineated goals, the agency will specify expected accomplishments
(objectives) and actions (strategies) to achieve those objectives. The goal element of the
Strategic Plan should be generally no more than two sentences in length per goal and
should include the statutory citation(s) that provide authority for the goal. Agencies may
include other appropriate goals, even when statutory authorization is not provided,
although these should be pointed out.

Agency goals should be developed by the agency and provided as indicated in the
following example:
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Example
Goals for a
hypothetical

agency

1)

2)

3)

(4)

We will improve air quality in Texas, especially
in major urban areas where air pollution is the
greatest. [Vernon's Ann. Civ. St., Art. 1234(a)]

We will aggressively enforce all environmental
standards and ensure swift, fair, and effective
enforcement for violators of these standards.
[Vernon's Ann. Civ. St., Art. 1235(c)]

We will educate the general public and industry
about the importance of preserving the
environment through pollution prevention,
recycling, and source reduction. [No specific
statutory authorization]

We will respond effectively and efficiently to
federal mandates while aggressively pursuing
federal funding for Texas' environmental
programs. [Vernon's Ann. Civ. St., Art. 1234(e)
and 42 U.S.C. 8§ 1983 (1970)]
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Objectives

Objectives are clear targets for specific action. They
mark quantifiable interim steps toward achieving an
Definition agency's long-range mission and goals. Linked directly to
agency goals, objectives are measurable, time-based
statements of intent. They emphasize the results of agency
actions at the end of a specific time period.

Development Guides

Obijectives are tools that can provide incentives to improve employee motivation and
productivity and inform citizens of how well an agency is meeting their needs. The
development of objectives aids decision making and accountability by focusing on
outcomes. An agency's objectives are derived from its goals. Objectives should be shown
under each goal in approximate priority order.

An agency may have multiple objectives under a single goal; however, each stated goal
should have at least one objective. The data necessary to establish objectives and
determine the feasibility of achieving realistic objectives should be provided by the
agency's external/internal analysis. Objectives should be easily understood by the public
and clearly state the specific results the agency seeks to accomplish.
The following questions should be asked to determine the relevancy of the objective:

1. Does meeting the objective demonstrate progress toward the stated goal?

2. Does the objective clearly state what the agency intends to accomplish?

3. Is the objective realistic and attainable? How does it compare with the
objectives of other states?

4. Does the objective describe an outcome in terms of specific targets and time
frames?
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Outcome Measures
Outcome measures are indicators of the actual impact or
effect on a stated condition or problem. They are tools to
Definition assess the effectiveness of an agency's performance and

the public benefit derived from it. An outcome measure is
typically expressed as a percentage, rate, or ratio.

Development Guides

Outcomes are the ultimate results, or impacts, of government action or policy. Progress
is assessed by comparing outcomes to objectives through the use of measures. Outcome
measures are expressed in a quantifiable form and indicate the degree to which an
agency is achieving its objectives. An outcome measure indicates the change or
difference the agency's action will have on the particular target group or issue area
indicated in the objective. While outcome measures seek to record the ultimate or final
impact of agency actions, they may also reflect intermediary impacts. An outcome
measure should be directly related to the objective it is measuring; there should be at
least one outcome measure for each objective. Outcome measures should be clear and
easily understood by those who are unfamiliar with the agency.

Outcome measures should be developed by the agency and provided in the Strategic Plan
with performance projections for each year of the five-year period, as shown in
Appendix G.

The following questions should be addressed as outcome measures are developed:

1. Is the outcome measure relevant? Is it logically and directly related to the
agency goal and objective?

2. Is the outcome measure reliable? Does it produce accurate and verifiable
information over the time frame set by the objective?

3. Is the outcome measure valid? Does it capture what the agency intends to
measure?
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Is the measure of sufficient value to justify the cost of producing the necessary
data? In the case of excessive costs, could sampling techniques or other, more
cost-effective, alternatives be used to collect the data?

If the information is not currently available, can a proxy measure be substituted
until a data base is available?

Will the outcome measure enable a decision to be made or lead to a valid
conclusion concerning the agency's action?

Is this measure subject to interstate or other comparisons? To the extent that it
Is, what additional information must be developed (e.g., explanatory measures)
to properly interpret it?

The differences between outcome measures and output measures are demonstrated by the
following examples:

1.

The number of patients treated and discharged from a state mental hospital
(output measure) is not the same as the percentage of discharged patients who
are capable of living independently (outcome measure).

The number of vaccinations given (output measure) is not an indicator of the
incidence of the disease (outcome measure).
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Example
Obijectives and
Outcome
Measures for a
hypothetical
agency

(1) To reduce levels of criteria air pollutants to

)

attain federal standards by 2000 [relates to
Goal 1 on page 41]

Percentage of Texans Living Where the Air
Meets Ambient Air Quality Standards

Number of Days in Which Air Pollutants Are
within Federal Air Quality Standards

To reduce air toxic emissions by 50 percent
between 1994 and 2001 [relates to Goal 1 on
page 41]

Percentage Reduction of Toxic Chemical
Discharges into the Environment from 1990
Levels

Percentage of Federal/EPA Nonattainment Area
Deadlines with Which Texas Has Complied
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Strategies

Strategies are methods to achieve goals and objectives.
Formulated from goals and objectives, a strategy is the
Definition means for transforming inputs into outputs and,
ultimately, outcomes with the best use of resources. A
strategy reflects budgetary and other resources.

Development Guides

Strategies are specific courses of action that will be undertaken by the agency to
accomplish its goals and objectives. While an objective indicates what the agency plans
to achieve, a strategy indicates how the particular objective will be achieved. Strategies
are action-oriented rather than procedural in nature and are directly linked to output
measures.

To develop strategies, the agency determines how best to achieve the results intended by
the specific objective. This determination should include benchmarking agency practices
against those of other organizations. More than one strategy may be required to
accomplish each objective. In selecting strategies, the costs, benefits, and anticipated
consequences of alternative courses of action must be evaluated by the agency.
Strategies may, and probably will, cross program, activity, or division lines.

Strategies must be easily understood by the public. They are shown in the Strategic Plan
under each objective in approximate priority order.

Questions to consider when developing strategies include, but are not limited to, the
following:

1. If this strategy is implemented, can we assume that the objective will be
reached?

2. What are the anticipated costs and benefits of each strategy?

3. Do we have the authorization to take the action outlined in each strategy? Is it
legal and practical?
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4. Does this strategy directly support or affect any statewide benchmarks? If so,
what is the nature and extent of such relationships? What measures, analyses, or
other data document the relationships?
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Output M easures

Output measures are tools, or indicators, to count the
services and goods produced by an agency. The number of
people receiving a service and the number of services
delivered are often used as measures of output.

Definition

Development Guides

Outputs are the goods and services produced by an agency. Output measures are used to
track performance of the agency in implementing its strategies and to evaluate the
efficiency of the implementation of the Strategic Plan. In developing and selecting key
output measures, the following questions should be addressed:

1. Is the output measure reliable? Will it consistently measure the same thing and
produce accurate and verifiable information over a period of time? Will the
data used in the measure be available on a continuing basis?

2. Is the output measure directly related to the agency's strategies?

3. Does the output measure show the quantity of work performed? Can the
measure be stated in unit cost terms?

4. Is the output measure clear? Are the terms used generally accepted and
defined? Will the measure be easily understood by those who are not familiar
with the subject matter?

Output measures should be developed by the agency and provided as indicated in the
following example:

-48-



GUIDE TO STRATEGIC PLAN DEVELOPMENT (Cont'd.)

Example
Strategies and
Output Measures
for a hypothetical
agency

1)

2)

Implement EPA's post-1987 ozone policy and
expand monitoring network to monitor progress
[relates to Objective 1 on page 45]

Number of Facilities Inspected

Number of On-site Monitors

Research, develop, and implement a compre-
hensive Air Toxic Program [relates to Objective

2 on page 45]

Number of Toxic Sites Undergoing Emissions
Inventory during Year
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Efficiency Measures

Definition

Efficiency measures are indicators that quantify an
agency's cost, unit cost, or productivity associated with a
given outcome or output. Efficiency measures are
generally expressed in unit costs, units of time, or other
ratio-based units.

Development Guides

Efficiency measures are expressed in a quantifiable form and indicate an agency's
operational efficiency as measured by a comparison of the cost, unit cost, or time
associated with producing a desired outcome or output. The following questions should
be addressed in developing efficiency measures:

1.

Is the efficiency measure valid? Does it capture the information intended?
Does it quantify significant efficiency aspects of agency operations?

Is the efficiency measure reliable? Will it produce accurate and verifiable
information over a period of time? Will the data used to calculate the measure
be available on a continuing basis?

Is the measure responsive? Will it reflect changes in levels of performance?

Does the measure produce relevant information that will justify the cost of
collecting and retaining the data?

Are the terms used to describe the measure generally accepted and defined?
Will those who are unfamiliar with the subject easily be able to understand the
measure?

Efficiency measures should be developed by the agency and provided as indicated in the
following example:
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Example
Strategies and
Efficiency
Measures for a
hypothetical
agency

1)

2)

Implement EPA's post-1987 ozone policy and
expand monitoring network to monitor progress
[relates to Objective 1 on page 45]

Average Number of Days to Complete Facility
Inspection

Average Cost Per On-site Monitor
Research, develop, and implement a compre-
hensive Air Toxic Program [relates to Objective

2 on page 45]

Average Number of Days to Complete Toxic
Site Emissions Inventory

Average Cost Per Toxic Site Emissions
Inventory
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Explanatory M easures

Explanatory measures are quantitative indicators that
Definition provide additional information that contributes to the
understanding of an agency's operating environment.

Development Guides

Whereas agency external/internal assessments contain narrative explanatory information,
explanatory measures are specific quantitative indicators that can help users understand
other reported measures, assess the entity's performance, and evaluate the significance
of underlying factors that may have affected the reported performance, including the
unintended effects of a service. Input measures are a subset of explanatory measures.

There are two primary types of quantitative explanatory information that can be reported
as explanatory measures. These include factors substantially outside the control of the
agency, such as environmental and demographic characteristics, and factors over which
the agency has some control, such as caseloads.

The following questions should be addressed in developing explanatory measures:

1. Is the measure valid? Does it capture the information intended? Does it
quantify significant external/internal aspects of agency operations?

2. Is the explanatory measure reliable? Will it produce accurate and
verifiable information over a period of time? Will the data used to
calculate the measure be available on a continuing basis?

3. Does the measure produce information that will justify the cost of
collecting and retaining it?

4. Is the measure clear? Are the terms used to describe the measure

generally accepted and defined? Will those who are unfamiliar with the
subject be able to understand the measure?
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Example
Strategies and
Explanatory
Measures for a
hypothetical
agency

1)

2)

Implement EPA's post-1987 ozone policy and
expand monitoring network to monitor progress
[relates to Objective 1 on page 45]

Number of EPA-required Monitoring Sites

Number of Texas Cities Containing EPA-
required Monitoring Sites

Research, develop, and implement a compre-
hensive Air Toxic Program [relates to Objective
2 on page 45]

Number of Industrial Facilities Subject to
Inspection

Number of Industrial Facilities Eligible for
Participation

Number of Complaints Received by the Agency
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Action Plans

Action plans are detailed methods specifying how a
strategy is to be implemented. Task specification includes
staff assignments, material resource allocation, and
Definition schedules for completion. Action plans separate strategies
into manageable parts for coordinated implementation of
goals and objectives. Action plans also specify detailed
cost and expenditure information.

Action plans provide a detailed description of a strategy's implementation process by
outlining the specific tasks, responsibility assignments, and time frames that will be
followed. Often referred to as “operational plans or “implementation plans,” action
plans are maintained by the agency.

Whereas the Strategic Plan is an effective control mechanism for strategic management
of an agency, action plans provide a basis for managing an agency's day-to-day
operations. During the strategic planning process, there should be a clear distinction
made between the different kinds of decisions (e.g., external vs. internal) and the
different kinds internal management decisions based on performance data.

Performance measures included in the Strategic Plan should provide data that are
consistent with the original purpose of the system, that is, an accountability and external
decision-making tool (e.g., for system/program evaluation and appropriations/budget
analysis by the Governor and legislative agencies). Governing bodies and executive
directors/commissioners/senior management may use this information to “manage”
strategically, track progress in implementing agency Strategic Plans, and for budget
development. These measures are typically “higher order” outcome, output, explanatory,
and, in some cases, efficiency measures.

Performance measures included in action plans should provide information that supports
operational, day-to-day management purposes. This includes uses of information that,
while it may overlap strategic and external uses, is really more related to measures
developed and used in internal decision-making and control activities (e.g., those
associated with the action plan elements in the Texas Strategic Planning template).
These measures are typically “lower level” (i.e., disaggregated outcome, output, and
efficiency measures).

Development Guides
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The agency's action plans are input-oriented and include specific delineations of who
does the required tasks for each strategy and when the tasks will be completed. They
generally address a shorter time frame (two years or less) for action than the Strategic
Plan. Action plans include a description of each task, the resource and fiscal
requirements of each task, and an identification of the agency division responsible for
implementation. They may also include a description of re-engineering or other
programmatic changes resulting from an agency's benchmarking activities. Although this
level of detail is not an element of the agency's Strategic Plan submitted to the Governor
and the Legislature, it should be available for evaluation of the strategies proposed by
the agency.

Action plans should be developed by the agency; however, no specific format is
required.
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Vision Texas

The Statewide Strategic Planning Elements
for Texas State Government

-56-

“l want Texas to be a beacon state—a
state so different, so unique that
people will say that this is where they
want to live, do business, and raise
their families.”

George W. Bush
February 2000



February 2000
Fellow Public Officials:

Strategic planning provides an opportunity to ask difficult but necessary questions about
what government should and should not be doing. | believe state government should
streamline its mission, seeking to perform fewer functions but performing them well. The
priority goals set forth in this document are based on the principles of responsibility,
excellence and opportunity.

As you develop your agency strategic plans, use these goals and principles to focus on
results for the people of this great state. | am confident that, working together, we can
realize this vision for the Lone Star State:

Together, we can make Texas a beacon state:

a state where our children receive an excellent education so they
have the knowledge and skills for the 21% century;

a state where people feel safe in their communities, have access to
equal justice, and all people know the consequences of
committing a crime are swift and sure;

a state where our institutions encourage jobs and economic
opportunity;

a state where each resident accepts responsibility for his or her
behavior; and

a state where our people—our greatest resource—are free to
achieve their highest potential.

As | have said before, | envision a state where it continues to be true that what
Texans can dream, Texans can do.

Thanks for all your efforts on behalf of Texas.

GEORGE W. BUSH
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The Mission of Texas State Government

The mission of Texas state government is to support and promote
individual and community efforts to achieve and sustain
social and economic prosperity for its citizens.

State government should concentrate its energies on a few priority areas where it can make
a difference, clearly define its functions within those areas, and perform those functions
well. State government must look for innovative ways to accomplish its ends, including
privatization and incentive-based approaches. Our imperative should be: “Government
if necessary, but not necessarily government.”
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The Philosophy of Texas State Government

State government will be ethical, accountable, and dedicated to serving the citizens of
Texas well. State government will operate efficiently and spend the public’'s money
wisely.

State government will be based on four core principles that will guide decision-making
processes.

Limited and Government cannot solve every problem or meet every need. State
Efficient government should do a few things and do them well.
Government

Local Control  The best form of government is one that is closest to the people.
State government should respect the right and ability of local
communities to resolve issues that affect them. The state must avoid
imposing unfunded mandates.

Personal It is up to each individual, not government, to make responsible decisions
Responsibility  about his or her life. Personal responsibility is the key to a more decent and
just society. State employees, too, must be accountable for their actions.

Support for The family is the backbone of society and, accordingly, state government
Strong Families must pursue policies that nurture and strengthen Texas families.

Texas state government should serve the needs of our state but also be mindful of those
who pay the bills. By providing the best service at the lowest cost and working in concert
with other partners, state government can effectively direct the public’s resources to create
a positive impact on the lives of individual Texans. The people of Texas expect the best,
and state government must give it to them.
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Education
Public Schools

Priority Goal:To ensure that all students in the public education system
learn to read at grade level by the end of the third grade, continue reading
at grade level, demonstrate exemplary performance in foundation subjects,

and acquire the knowledge and skills needed to be responsible and
independent Texans.

Benchmarks
$ Percent of students from third grade forward who are able to read at or above grade
level

$ Percent of students who achieve mastery of the foundation subjects of reading,
English language arts, math, social studies, and science

$ High school graduation rate

$ Percent of students who demonstrate satisfactory performance on the Texas
Assessment of Academic Skills (TAAS)

$ State share of public education costs

$ Violence rate in school setting

$ Percent of students who attend schools or districts rated as “recognized” or
“exemplary”

$ Number of students served under local governance or choice options (e.g., charter
schools, open-enrollment charters, home-rule districts, public education grant
program, intradistrict transfers)

$ Percent of high school graduates employed, enrolled in postsecondary education,
or enlisted in the military

$ Percent of higher education freshmen from Texas high schools needing remediation

$ Percent of eligible juniors and seniors taking Advanced Placement/International
Baccalaureate exams
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Education
Higher Education

Priority Goal:To provide an affordable, accessible, and quality system of
higher education that prepares individuals for a changing economy and
workforce and that furthers the development and application of knowledge
through instruction and research.

Benchmarks

$ Percent of recent high school graduates enrolled in a Texas public college or

university

Percentage of baccalaureate graduates who are first-generation college students

Percent of first-time, full-time freshmen returning after one academic year

Percent of first-time, full-time freshmen who graduate within six years

Percent of Texans with a bachelor’s degree or higher

Percent of adult population with a vocational/technical certificate or degree

Texas public colleges’ and universities’ cost per student as a percent of the national

average

$ Percent of total federal research and development expenditures received by Texas
institutions of higher education

$ Percent of college graduates employed, enrolled in additional education, or
enlisted in the military

L R R R
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Health and Human Services

Priority Goal:To reduce dependence on public assistance through an

efficient and effective system that promotes the health, responsibility, and

self-sufficiency of individuals and families.

Benchmarks

L2 A < - B - R R

©»

Percent of Texans receiving TANF cash assistance

Percent of parents awarded child support payments who receive them

Percent of adult welfare CHOICES participants who enter employment
Number of persons enrolled in Medicaid

Number of persons receiving food stamps

Infant mortality rate

Low birth-weight rate

Teen pregnancy rate

Out-of-wedlock births

Incidence of vaccine-preventable disease

Percent of people with functional limitations successfully rehabilitated with
improved economic self-sufficiency

Percent of people with disabilities living independently

Incidence of confirmed cases of abuse, neglect, or death of children, the elderly,
persons with disabilities, or spouses

Percent of children in foster care who are adopted or reunited with their families
Percent of adoptions completed within 18 months

Rate of substance abuse and alcoholism among Texans
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Public Safety and Criminal Justice

Priority Goal: To aid communities in times of need, police public
highways, and protect Texans from crime by holding individuals
accountable for their unlawful actions through swift and sure
punishment.

Benchmarks

Annual Texas Crime Index rate

Number of traffic deaths per thousand

Juvenile violent crime arrest rate

Average rate of juvenile reincarceration within three years of initial release

Adult violent crime arrest rate

Felony probation revocation rate

Texas’ average annual incarceration cost per inmate

Parole rate

Revocation rate for those released from prison

Percent of Texas communities covered by current disaster prevention/recovery

plans

$ Number of hours Texas Guard members spent in training and/or protecting and
aiding Texans in times of need

L2 R - B - R B - B T A <
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Natural Resources

Priority Goal: To conserve and protect the state’s natural resources
through prudent stewardship.

Benchmarks

$ Percent reduction in priority air pollutants in counties not meeting air quality
standards

$ Percent of Texans with drinking water meeting or exceeding safe drinking water
standards

$ Percent of Texas surface waters meeting or exceeding water quality standards

$ Percent of Texas agricultural and ranch lands under soil and water conservation
management

$ Percent of Texas land conserved as public or private natural and wildlife areas

$ Renewable energy as a percentage of total energy used

$ Municipal solid waste generated/disposed per capita

$ Percent of federal and state “Superfund” sites being or already cleaned up

$ Percent of state parks that are adequately maintained

$ Percent change in agricultural production

$ Number of acres of wetlands, including acres mitigated and created

$ Number of river miles for which water-availability modeling has been completed
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Economic Development

Priority Goal: To foster economic opportunity, job generation, and capital
investment by promoting a favorable business climate, preparing the
workforce for productive employment, and supporting infrastructure

development.

Benchmarks

Per capita gross state product

State taxes per capita as a percent of personal income
Texas employment rate

Median household income

Net number of new nongovernment, nonfarm jobs created
Number of new small businesses created

Highway system quality rating

Texas Housing Affordability Index

L R - - -
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General Government

Priority Goal: To support effective, efficient, and
accountable state government operations.

Benchmarks

Total state taxes per capita

Total state spending per capita

Percentage change in state spending, adjusted for population and inflation
State and local taxes per capita

Ratio of federal dollars received to federal tax dollars paid

Number of state employees per 10,000 population

L A R (R
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Regulatory

Priority Goal: To ensure that Texas consumers are effectively and
efficiently served by high-quality professionals and businesses

by setting clear standards, maintaining compliance,
and seeking market-based solutions.

Benchmarks

$ Home and auto insurance costs as a percentage of median household income

$ Percent of state professional licensee population without documented violations

$ Occupational injury rate

$ Average annual residential electric bill as a percent of the national average

$ Texas national ranking in automobile liability insurance costs

$ Percent of insurance consumers served by companies that are financially sound and

that have low violation ratios
$ Percent of state financial institutions and credit providers rated "safe and sound”

and/or in compliance with state requirements
$ Average annual residential telephone bill as a percent of the national average
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APPENDIX B
Strategic Planning Statute

Chapter 2056. Strategic Plans for Operations

Sec.2056.001. Definition.
In this chapter, *“state agency” means a department, board, commission, or other
entity of state government, including a university system and an institution of higher
education as defined by Section 61.003, Education Code, that:
(1) has authority that is not limited to geographical portion of the state;
(2) was created by the constitution or a state statute with an ongoing mission
and responsibilities;
(3) is not the office of the governor or lieutenant governor;
(4) is not within the judicial or legislative branch of government;
(5) is not a committee created under state law whose primary function is to
advise an agency; and
(6) is not a state-funded junior or community college.

Sec.2056.002. Strategic Plans.

(a) A state agency shall make a strategic plan for its operations. Each even-
numbered year, the agency shall issue a plan covering five fiscal years beginning
with the next odd numbered fiscal year.

(b) The Legislative Budget Board and the Governor's Office of Budget and
Planning shall determine the elements required to be included in each agency's
strategic plan. Unless modified by the Legislative Budget Board and the Governor's
Office of Budget and Planning, and except as provided by Subsection (c), a plan must
include:

(1) a statement of the mission and goals of the state agency;

(2) a description of the indicators developed under this chapter and used to
measure the output and outcome of the agency;

(3) identification of the groups of people served by the agency, including those
having service priorities, or other service measures established by law, and
estimates of changes in those groups expected during the term of the plan;

(4) an analysis of the use of the agency's resources to meet the agency's
needs, including future needs, and an estimate of additional resources that may
be necessary to meet future needs;

(5) an analysis of expected changes in the services provided by the agency
because of changes in state or federal law;

(6) a description of the means and strategies for meeting the agency's needs,
including future needs, and achieving the goals established under Section
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2056.006 for each area of state government for which the agency provides

services;

(7) a description of the capital improvement needs of the agency during the
term of the plan and a statement, if appropriate, of the priority of those needs;

(8) identification of each geographic region of this state, including the Texas-
Louisiana border region and the Texas-Mexico border region, served by the
agency, and if appropriate the agency's means and strategies for serving each
region; and

(9) other information that may be required.

(c) A state agency's plan that does not include an item described by Subsection
(b) must include the reason the item does not apply to the agency.

(d) A state agency shall send two copies of each plan to both the Legislative
Reference Library and the state publications clearinghouse of the Texas State
Library and one copy each to;

(1) the governor;

(2) the lieutenant governor;

(3) the speaker of the house of representatives;

(4) the Legislative Budget Board;

(5) the Sunset Advisory Commission;

(6) the state auditor; and

(7) the comptroller
(e) In this section:

(1) “Capital improvement” means any building or infrastructure project that
will be owned by the state and built with direct appropriations or with the
proceeds of state-issued bonds or paid from revenue sources other than general
revenue.

(2) “Texas-Louisiana border region”” means the area consisting of the counties
of Bowie, Camp, Cass, Delta, Franklin, Gregg, Harrison, Hopkins, Lamar,
Marion, Morris, Panola, Red River, Rusk, Smith, Titus, Upshur, and Wood.

(3) “Texas-Mexico border region” means the area consisting of the counties
of Atascosa, Bandera, Bexar, Brewster, Brooks, Cameron, Crockett, Culberson,
Dimmit, Duval, Edwards, El Paso, Frio, Hildalgo, Hudspeth, Jeff Davis, Jim
Hogg, Jim Wells, Kenedy, Kerr, Kimble, Kinney, Kleberg, La Salle, Live Oak,
Maverick, McMullen, Medina, Nueces, Pecos, Presidio, Real, Reeves, San
Patricio, Starr, Sutton, Terrell, Uvalde, Val Verde, Webb, Willacy, Zapata, and
Zavala.
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Sec.2056.003. Forms And Instructions.

The Governor's Office of Budget and Planning and the Legislative Budget Board shall
develop forms and instructions for a state agency to use in preparing the agency's
strategic plan.

Sec.2056.004. Assistance For Agencies.

The Governor's Office of Budget and Planning and the Legislative Budget Board shall
work with each state agency to determine acceptable measures of output, outcome,
unit cost, and cost-effectiveness for use in the agency's plan.

Sec.2056.005. Information Provided to Agencies.

(a) Not later than March 1 of each even-numbered year, the comptroller shall
provide a long-term forecast of the state's economy and population to each state
agency for use in the agency's strategic planning.

(b) The comptroller, the Governor's Office of Budget and Planning, and the
Legislative Budget Board jointly shall determine the information to be included in the
forecast.

Sec.2056.006. Goals.

(a) The governor, in cooperation with the Legislative Budget Board, shall
establish and adopt achievement goals for each functional area of state government.
Unless modified by the Governor's Office of Budget and Planning and the Legislative
Budget Board, the functional areas must include:

(1) education;

(2) regulation;

(3) natural resources;

(4) health;

(5) human services;

(6) transportation;

(7) public safety and corrections;
(8) general government; and

(9) state government benefits.

(b) The governor shall provide to each state agency a statement of the goals for
each area in which the agency provides services.

Sec.2056.007. Additional Information.
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After a state agency issues its strategic plan, the Governor's Office of Budget and
Planning and the Legislative Budget Board may request additional information
relating to the plan from the agency. The agency shall provide the information in a
timely manner.

Sec. 2056.008. Hearing.
The Governor's Office of Budget and Planning and the Legislative Budget Board
jointly may hold a hearing on any matter required by this chapter.

Sec.2056.009. State Plan.

(a) The Governor's Office of Budget and Planning and the Legislative Budget
Board jointly may compile a long-range strategic plan for state government using the
state agency plans issued under Section 2056.002 and information obtained under
Section 2056.007.

(b) The state plan shall be sent to the governor, lieutenant governor, comptroller,
and each member of the legislature not later than the seventh working day of each
regular session of the legislature.

(c) The state plan serves as the strategic plan for the governor.

Sec.2056.010. Agency Conformance to Strategic Plan.

The comptroller, the Sunset Advisory Commission, the state auditor, the Legislative
Budget Board, or another agency that conducts performance audits of a state agency
shall consider in the evaluation of an agency the extent to which the agency conforms
to the agency's strategic plan.

Sec.2056.011. Consolidated Public Junior And Community College Plan.

The Texas Higher Education Coordinating Board, in conjunction with all state-funded
junior and community colleges, shall develop a consolidated public junior and
community college strategic plan under this chapter.
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Economic and Population Forecast

Texasand theU.S.

Fiscal Y ears 1996-2005

Fall 1999 Foreca
Texas 1996 1997 1998 1999* 2000* 2001* 2002* 2003* 2004* 2005*
Gross state product ($ billion)** 504.5 536.0 576.1 603.8 628.0 651.6 679.7 706.8 7327 760.8
Annual percentage change 39 6.3 75 48 4.0 38 43 40 3.7 38
Per sonal income ($ billion)** 4184 450.7 486.1 516.3 5485 582.1 617.7 652.6 689.0 728.8
Annual percentage change 6.5 177 7.8 6.2 6.3 6.1 6.1 5.6 5.6 58
Nonfarm employment (thousands) 8,190.6 85185 8,865.1 91317 9,318.7 9,490.7 9,721.2 99434 10,167.6 10,409.9
Annual percentage change 238 4.0 41 30 20 18 24 23 23 24
Unemployment rate (per cent) 58 55 49 47 51 51 52 53 54 52
Texasexports ($ billion) 72.3 810 874 86.8 938 1032 1145 126.7 1395 1529
Resident population (thousands) 18,991.0 19,3423 19,7121 20,0833 20452.8 20,8181 21,1888 21,5675 219513 22,3438
Annual percentage change 18 19 19 19 18 18 18 18 18 18
Resident population under 18 (thousands) 5,529.0 5,618.0 55404 5,587.0 5,651.0 5,702.0 5,761.0 5,819.0 5875.0 5,939.0
Annual percentage change 2.3 16 -14 08 11 09 10 10 10 11
Resident population over 65 (thousands) 1,936.0 1,956.7 19730 1,998.0 20310 2,063.0 2,091.0 21240 2,159.0 22010
Annual per centage change 18 10 0.9 13 17 16 14 16 16 19
U.S.
Gross National Product ($ billion)** 6,297.9 7,201.9 74736 7,775.7 7,9814 8189.1 84313 8,657.7 8,878.6 91094
Annual percentage change 30 4.0 38 4.0 26 26 30 27 26 26
Consumer Price I ndex (1982—1984 = 100) 155.7 1599 1625 165.6 169.8 174.1 1782 1824 186.7 191.2
Annual percentage change 2.8 27 16 19 25 25 24 23 24 24
PrimeInterest Rate (percent) 84 84 85 79 82 82 82 82 82 81

* Projected.

** Amounts shown are in 1992 dollars adjusted for inflation.
SOURCE: Texas Comptroller of Public Accounts; The WEFA Group; Texas State Data Center.
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APPENDIX D
External/l nternal Assessment Outline

The following outline is provided as a list of suggested elements that may be used to develop
an agency's external/internal assessment. Agencies are not required to use this outline to
organize an assessment, and the outline is not exhaustive of relevant and appropriate
assessment topics. The outline, however, does include the elements, required in general law
relating to strategic planning as well as other important topics.

l. Overview of Agency Scope and Functions

moow2

Statutory basis (enabling state and federal statutes)
Historical perspective (date created, significant events)

Affected populations (key service populations)
Main functions

Who are we in the public's perception?

Il.  Organizational Aspects

A.

G.
H.

Size and composition of workforce (number of full-time-equivalent positions,
Equal Employment Opportunity-related composition, professionals vs. technical
vs. clerical, exempts vs. classified, etc.)

Organizational structure and process (divisions/departments, management style,
key management policies/operating characteristics, etc.); size and makeup of
governing board/commission

Geographical location of agency (main office, field offices, travel, out-of- state
requirements, etc.)

Location of service populations, identification of each geographic region
serviced by the agency, and, if appropriate, the means and strategies for serving
each region (pursuant to Government Code, Section 2056.002[b][8])

Human resource strengths and weaknesses (training, experience,
compensation/benefits, turnover rates)

Capital asset strengths and weaknesses; capital improvement needs, and a
prioritization of those needs, if appropriate

Agency use of historically underutilized businesses

Key organizational events and areas of change and impact on organization

I11. Fiscal Aspects

A.
B.

Size of budget (trends in appropriations and expenditures, significant events, etc.)
Method of finance (role of federal funds, fees, etc.)
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VI.

VII.

C.
D.

E.

Per capita and other states' comparisons

Budgetary limitations (appropriations riders, statutory restrictions, federal
restrictions, etc.) and plans to comply with or accommodate caps, including
anticipated waiver requests

Degree to which current budget meets current and expected needs

Service Population Demographics (focus on indicators)

A.
B.

C.

Historical characteristics

Current characteristics (size, age, education, geographic, special needs, impact
on state's economic/political/cultural climate, etc.)

Future trends and their impacts, including changes in rates and sources of
population growth, aging of the population, increase in the minority population,
and changes in household composition

1. Short term (1-2 years)

2. Medium term (2-5 years)

3. Long term (more than 5 years)

Technological Developments

A.

B.
C.

Impact of technology on current agency operations (products/services in the
marketplace, management information systems, transaction devices, etc.),
including use of Web sites, mail, and other Internet-related tools for
communication and transactional purposes

Impact of anticipated technological advances

Degree of agency automation, telecommunications, etc.

Economic Variables

A.
B.
C.

D.

Identification of key economic variables

Extent to which service populations are affected by economic conditions
Expected future economic conditions and impact on agency and service
populations

Agency response to changing economic conditions

Impact of Federal Statutes/Regulations

A.

Historical role of federal involvement (key legislation, key events, etc.)
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B.

C.

Description of current federal activities (identifying relevant federal entities,
relationship to state entities, impact on state operations, etc.)

Anticipated impact on service populations and agency operations of future federal
actions (agency-specific federal mandates, court cases, federal budget, general
mandates, etc.)

VIII. Other Legal Issues

A.
B.

C.

Impact of anticipated state statutory changes
Impact of current and outstanding court cases

Impact of local governmental requirements

Self-evaluation and Opportunities for Improvement

A.

nm

How effectively and efficiently has the agency met its legal requirements, served
critical populations, and achieved accreditation and recognition, etc., through
outcome measures, program evaluations, performance reviews, audit reports, and
comparisons with other states and industry leaders? What specific insights have
been gained and what specific programmatic changes have been implemented as
a result of those comparisons?

Agency characteristics requiring improvement

Key obstacles (statutory, environmental, fiscal, human resource, geographic,
technological, cultural, social, political, etc.)

Opportunities (human resources, statutory changes, community/business
resources, technology, social, political, etc.)

How will we work with local, state, and federal entities to achieve success?
What key technological, capital, human, and community resources are or might
be available?

What are our employees' attitudes with regard to our organization? What are the
significant issues identified by our employees as internal weaknesses? How can
we address those issues? How can we support our employees as they are called
on to accept more responsibilities and meet more challenges?
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Example: Historically Under utilized Business Goal

A. Goal:  We will establish and implement policies governing purchasing and public
works contracting that foster meaningful and substantive inclusion of
historically underutilized businesses (HUBS).

A.1.  Objective: To include historically underutilized businesses in at least
___percent of the total value of contracts and subcontracts
awarded annually by the agency in purchasing and public
works contracting by fiscal year 1999.

Outcome Measure: Percentage of Total Dollar Value of Purchasing and
Public Works Contracts and Subcontracts Awarded to
HUBs

A.1.1. Strategy: Develop and implement a plan for increasing the use of historically
underutilized businesses through purchasing and public works contracts
and subcontracts.

Output Measures: 1.  Number of HUB Contractors and Subcontractors Con-
tacted for Bid Proposals
2. Numberof HUB Contracts and Subcontracts Awarded
3. Dollar Value of HUB Contracts and Subcontracts
Awarded
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Example: Nonbudgetary Goal

A.

Al

A.l.l

Goal:

Objective:

Outcome Measure:

Strategy:

Output Measure:

We will manage agency resources in the most effective
and efficient manner possible in order to produce the
highest possible level of service and benefit to the citizens
of the state.

To achieve at least a 98 percent customer satisfaction
level by fiscal year 1999 through utilization of Total
Quality Management concepts.

Percentage of Agency Customers Indicating That the
Agency Provides Services or Products That Meet Their
Needs and Expectations

Develop and implement a Total Quality Management
program by providing detailed training to executive and
division management personnel.

Number of Agency Employees Trained in TQM Concepts
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Example: Projected Outcomes

Example of Projected Outcomes *
Fiscal Years 2001-05

Outcome 2001 2002 2003 2004 | 2005

Percentage of All Child Support

Amounts Due That Are Collected 45.0 | 46.0 | 46.0 | 48.0 | 48.0

Vaccination Coverage Level among

Children Aged 19-35 Months 7.0 79.0 8.0 85.0 | 8.0

Percentage of Students Reading at

Grade Level (3" Grade Only) 91.0 93.0 | 95.0 | 95.0 | 95.0

Percentage of Family Practice
Residency Program Completers
Practicing in Medically Underserved
Areas

6.5 6.5 6.5 7.0 7.0

Felon Parolee Annual Revocation Rate 13.2 13.0 13.0 12.8 12.6

Percentage of Texas Water Meeting or

Exceeding Water Quality Standards 87.0 88.0 89.0 90.0 | 91.0

Percentage of Households/Individuals
of Low Income Needing Affordable
Housing Who Subsequently Receive
Housing or Housing-related Assistance

1.7 1.9 2.0 2.1 2.3

Statewide Incidence Rate of Injuries
and Illnesses Per 100 Full-time 6.8 6.8 6.6 6.6 6.5
Employees

*Projections for Fiscal Y ear 200205 are fictitious and have been developed for illustrative purposes only.
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Example: Performance Measur e Definitions

Performance Measure Definitions

Following are three examples of outcome performance measure definitions prepared using
the format discussed on page 22.

Example 1: Percentage of Consumers Whose Dependent Living Risk Was Diminished
(Texas Commission for the Blind)

Short Definition: The percentage of persons provided independent living skills training
whose dependence on others is decreased at the end of this training, expressed as a ratio
of all persons provided training who were initially identified as being at risk of increased
dependency.

Purpose/Importance: This measure addresses the extent to which services provided by the
strategy enable individuals to minimize their dependency on others due to blindness or
severe vision loss. Services provided depend on individual need and might include training
in how to move about safely in the home, neighborhood, and community; counseling to help
adjust to vision loss; provision of adaptive devices; and training in preparing meals,
handling finances, and maintaining and recording information without vision.

Source/Collection of Data: Service personnel in field offices enter into the agency's
database all data for the consumers they serve. A record of each consumer is begun at the
point an application for services is taken or a referral is received. After assessing the
consumer's situation, service personnel note in the consumer's database record whether the
individual is at risk of increased dependency on others. At the time the consumer’s case is
closed, the staff enters a code noting whether or not the consumer's risk for dependent living
is diminished as a result of services provided. Consumer coding is presented in a quarterly
custom report that extracts information from this database.

Method of Calculation: A percentage is obtained by dividing the number of consumers coded
as having a diminished dependent living risk at closure by the number of consumers coded
as being at risk during the eligibility phase of their rehabilitation process.

Data Limitations: The determination of risk of dependence at application and the degree of
dependence at closure is based on the judgment of professional staff. A degree of
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Example: Performance Measur e Definitions (Cont'd.)

subjectivity is inherent, but the measure is considered to offer reliable information on
program results.

Calculation Type: Noncumulative
New Measure: No

Desired Performance: Higher than target

Example 2: Percentage of Child Protective Service Priority | Reports Initiated within One
Day (Department of Protective and Regulatory Services)

Short Definition: The number of Child Protective Services (CPS) Priority | reports initiated
during the day following the day in which the CPS Priority I report was received, expressed
as a percentage of all CPS Priority | reports received during the reporting period. CPS
Priority | reports, determined by the current-stage priority, are calls that have met the
statutory definition of child abuse/neglect, allege that a child is in life-threatening
circumstances, and are assigned for investigation.

Purpose/Importance: This measure provides an indication of the responsiveness of CPS staff
to reports of child abuse/neglect that allege that a child is in
life-threatening circumstances.

Source/Collection of Data: Count the total number of Priority | reports during the reporting
period and count the number of reports that were designated as Priority I in the intake
process and for which an investigation was initiated within one calendar day of being
reported to PRS in the reporting period. Data is maintained within the Child and Adult
Protective System. To select the universe, start date must be within the reporting period.

Method of Calculation: Divide the total number of CPS reports designated as

Priority | for which an investigation was initiated within one calendar day by the total
number of reports designated as Priority | during the reporting period. To determine the
CPS Priority | reports that had an investigation initiated within one calendar day of the
report, subtract the date the report was received from the date the investigation was
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initiated. When calculating the second quarter, third quarter and fourth quarter, the year-to-
date total is recalculated.

Data Limitations: Priority | reports have well-defined parameters, but identification of
Priority | cases ultimately depends upon the experience and skill of intake personnel.

Calculation Type: Noncumulative
New Measure: No

Desired Performance: Higher than target

Example 3: Three-Year Recidivism Rate (Texas Department of Criminal Justice)

Short Definition: Recidivismrate is the percentage of offenders released from the Texas
Department of Criminal Justice (TDCJ) Institutional Division (ID) to parole or mandatory
supervision who are revoked and/or returned to 1D within 36 monthsof release. Therate
isderived froman analysis of a true random sampl e of releasees for thefiscal year being
reported.

Purpose/Importance: This measure is intended to show the likelihood that offenders
released from Texas prisons will return to criminal activity. It is important because
successful offender rehabilitation and reintegrationinto society uponreleaseisaprimary
agency goal.

Source/Collection of Data: Specialized statistical software(e.g., SPSS) isutilized to obtain
a true random sample of 1,200 cases from consolidated data files of TDCJ-Institutional
Division releases downloaded on a monthly basis from the mainframe computer system.
Each case is then researched to determine whether the releasee was revoked and/or
returnedto | D withinthreeyearsof release (the exact dates of thethree-year follow-up are
determined individually for each casein the sample).

Method of Calculation: Outcome data is coded and entered into a PC database. SPSSis
utilized to analyze the data and determine the total number of releasees in the sample
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revoked and/or returned to ID within three years of release. The total nhumber is then
divided by 1,200 to obtain the three-year recidivismrate.

DataLimitations: (1) Many societal and criminal justicefactorsbeyond the agency'scontrol
affect therecidivismrate; (2) prison admissionsdataisthetraditional basisfor recidivism
rate calculation, but issubject to influence by the backl ogging of state prisonersin county
jails; the present measur e countsrel easeesrevoked to prison by the Board of Pardonsand
Paroles asrecidivistsirrespective of readmission to ID; and (3) because no one sourceis
sufficiently complete or accurate to be relied upon exclusively, five different computer
system databases must be utilized to conduct the research associated with this measure
(ID-IMF, PD-PSS, BPP-CAPS BPP-HSDD, and DPS-CCH).

Calculation Type: Noncumulative
New Measure: No

Desired Performance: Lower than target
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Perfor mance Benchmarking I nfor mation

Tobenchmark refers to a process of comparing agencies' operations and performance against
recognized standards and improving those operations to simulate or match the effectiveness
of the standard bearers. A benchmark refers to the numerical target or reference point for
future performance resulting from such comparisons and improvements. The Glossary of
Terms (Appendix M) contains a more complete and formal definition of these terms.

Benchmarking falls into four categories, as described by McNair and Liebfried:*

1. Internal benchmarking—identifies cost drivers and non-value-added activities and is
performed prior to comparing performance with external service providers.?

2. Competitive benchmarking—is a one-to-one comparison with other service providers or
competitors that assesses relative performance.

3. Industry benchmarking—identifies trends in baseline performance among categories of
similar service providers.

4. Best-in-class benchmarking—identifies breakthrough performance irrespective of the
type of service/product, industry, or field of operations.

Benchmarking offers substantive advantages for agency management as well as statewide
decision-makers. With its integration into Texas' system of strategic planning and
performance-based budgeting, benchmarking helps to

- refine the state's strategic planning and budgeting system by adding a basis for comparing
the performance of Texas government and its component agencies and by establishing
benchmarks that allow comparison with standards and best-of-class practices in other
states or other entities;

McNair, C. J,, and H. J. Liebfried, Benchmarking: A Tool for Continuous | mprovement (1992).
2Agencies that have adopted and effectively used the total quality service improvement model—or asimilar
model—have in essence performed an internal benchmarking process.
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= identify the critical issues and policy areas currently facing the state and to focus attention
and effort on those issues in order to improve the overall well-being and health of the
state; and

« provide a basis for aligning resources that will contribute to the prosperity of Texas today
and the future and to enable policymakers to focus on budgetary decisions that will yield
the highest or best return on the state's investment.

Agencies should use the benchmarking process to identify best practices around the country
for potential adoption in Texas. Those best practices might include a simple re-engineering
of a particular process, or could include significant or complex changes in a variety of
operations and organizational units. Over time, benchmarking can ultimately improve agency
operations, thereby positively affecting performance levels. Because of the linkage to
performance levels, the benchmarking process will inevitably involve the use of
performance measures. As previously noted, those measures will not be formally identified
as agency benchmarks at this time.

The following criteria and suggestions have been developed to assist agencies in conducting
benchmarking reviews:

e Look for regularly published data and information from nationally recognized sources
(e.g., trade associations, associations of government administrators).

= Seek sources that include data and information from all 50 states, or as many states or
jurisdictions as possible, and that identify and adjust for differences.

= Balance the costs of benchmarking with the benefits derived from it.

= Focus benchmarking efforts on major programs and strategies, including administration,
and on major outcome and efficiency measures. Output and input measures are rarely
appropriate candidates for benchmarking or as benchmarks. Identify those measures that
are most reflective of major agency functions, of most value to management, and of most
interest to the Legislature and the Governor.
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= Consult with other governmental entities and review a variety of publications, not only in
your particular area of responsibility but also in related fields. Seek information on
benchmarking processes from the large and growing number of publications and
governmental examples in this area.

= Organizations involved in benchmarking include:

American Society for Quality Control
http://www.asq.org/

Association for Quality and Participation
http://www.agp.org/home.html

American Management Association
http://www.amanet.org/

American Quality and Productivity Center
http://www.apqc.org/
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APPENDIX J
Senate Bill 1563 Questions and Answers

1. What information should be requested in agency surveys of customer satisfaction?

Surveys and other data collection instruments and methods should address each of the
seven customer service quality elements specified in statute:

« facilities;

* staff;

e communications,

« Internet sites;

» complaint-handling processes;
* servicetimeliness; and

« printed information.

Agencies may exclude any of these elementsif they are not relevant or applicableor if, in
the agency's judgment, their inclusion doesn't provide cost-effective information or is
otherwiseproblematic. Major deviationsfromtheserequired elementsshoul d beexplained
in the Report on Customer Service. Of course, agencies may include additional,
nonstatutory information as they see fit.

2. What consideration, if any, should be given to agencied/institutions that participated in
customer satisfaction pilot projects required by Article I X of the General Appropriations
Act during the 1998-99 bhiennium? To what extent can agencies use the results of surveys
conducted during the 1998-99 biennium to meet Senate Bill 1563 requirements?

Agencies that participated in Customer Satisfaction Pilot Projects during the 1998-99
biennium may use those results in their Report on Customer Service. The data from such
previous efforts should be no more than two years old and should include the elements
specified in Question 1.

3. What cost considerations should be given to survey design, administration, and analysis?

Agencies should carefully weigh the costs of various information collection approaches
with the benefits to be gained from them. Agencies should avoid costly approaches that
reach small numbersof customer groupsand/or provide marginal informationin termsof
providing an accurate profile of service quality and providing information for program
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improvements. There are standard surveys and other instruments and approaches
previously employed by state agenciesthat may be accessed to provide for a cost-effective
approach. Agencies are encouraged to talk with agency peers who have developed and
would be willing to share these tools and to consider pooling resources where multiple
agencies might be serving similar customer groups.

4. Are agency/institutional employees (e.g., faculty) considered customers?

No. For purposes of Senate Bill 1563, agencies/institutions should not include employees,
staff, or faculty as customers. Employees' opinions on a variety of agency operational
issues may be surveyed through the Survey of Organizational Excellence. General
gover nment agencies, or agencies/institutionsthat serveother state agencies/institutions,
may consider them as customers. In general, the Legislature would not be considered an
agency customer.

5. What percentage of customers should be surveyed? Can just one customer group be
surveyed? What is considered a good response rate?

The answers to these questions depend on a number of variables and should generally be
considered in the context of good survey and statistical methodology in keeping with relevant
cost-benefit considerations. Appropriate sample sizes and response rates can be determined
by a review of relevant literature. The determination of the number of customer groups that
should be surveyed is a threshold consideration that must also be weighed against costs and
benefits. The approach taken should address, at least, the major customer groups in terms
of the size of these groups relative to the agency's budget and workload, their overall
importance to the agency's mission, and the importance of agency services to customers'
well-being. The percentage surveyed, the response rate, and customer groups included (and
excluded) should be detailed in the Report on Customer Service. For some agencies, it may
be more appropriate not to take a sample of customers, but, rather, to reach each customer
directly (e.g., through an agency newsletter or some sort of “point-of-sale” instrument).
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6. Arethere strategiesfor which customer groups do not have to be inventoried?

Yes. Senate Bill 1563 does require that agencies identify customers for “ each budget
strategy listed in the General Appropriations Act for that agency.” Agencies and
institutions may, however, usetheir discretion in deter mining which strategiesto include,
as discussed above. Agencies may exclude Indirect Administration strategies, strategies
that do not include customers, or strategies that are not relevant in assessing customer
service quality. Institutions may consider excluding special item strategies for which
customers are not easily identified or relevant in assessing customer service quality.

7. What information should the “ Compact with Texans’ contain? Should the Compact attempt
to address each customer group?

Compactsshouldincludethefiverequired components specified on page 21. Agenciesmay
usetheir discretion in determining exactly which informational items should beincluded,
in what format, and in what style. An agency may customize its Compact to fit its public
image and organizational culture. Agencies should, however, ensure that Compacts are
hel pful,readable, and, ultimately, “ customer friendly.” Thedecisionabout which customer
groups should be addressed in the Compact should be madein conjunction with the other
threshold decisions addressed el sewhere.

8. How will Compacts be approved?

Agencies should submit draft Compacts and any requested changes to budget and planning
structures (including performance measures and measure definitions) to the Legislative
Budget Board and Governor's Office of Budget and Planning by March 17, 2000. The two
budget offices will review the Compacts and issue approval letters so that the approved
Compacts can be included in agency Strategic Plans, which are due by June 1, 2000.

9. What customer service—related performance measures should be contained in anagency’s
Compact? What standard measures have been developed?

Agency-specific customer service-related performance measures should be included in
agency Compacts. Agencies have some discretion in developing these measures, although
Senate Bill 1563 does require that Compacts address customer waiting time for access and
service delivery and responses to complaints. Standard customer service—related
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performance measures have been developed by the Legislative Budget Board and will need
to be included in each agency's Report on Customer Service (including estimated
performance for fiscal year 2000). A list of these measures is found on pages 21-22.

10. What resources are available on the topic of customer service surveys?

There are numerous books, Web sites, and other resources devoted to the topic of customer
service.

Two reports that lead to the implementation of customer service initiatives in Texas
government include

« “Benchmarking and Customer Satisfaction As Measures of Government Effectiveness,”
which is available from the Governor's Executive Development Program at the University
of Texas at Austin, which is available at http://www.utexas.edu/lbj/profdev/gedp/xiii.pdf;
and

» “Set Customer Service Standards for Texas State Government,” which is contained in
Challenging the Status Quo: Toward Smaller, Smarter Government, which is available at
http://www.window.state.tx.us/tpr/tpr5/3cg/cg02.html.

The Urban Institute has recently published “Customer Surveys for Agency Managers: What
Managers Need to Know,” which provides practical information, including an extensive
bibliography, for public entities assessing customer satisfaction levels. It is available at
http://www.urban.org.

Many colleges and universities offer technical assistance and other services regarding
customer service surveys. Feel free to consult the following four sources:

« The University of North Texas, Survey Research Center

http: //www.unt.edu/src
* The University of Texas at Austin, Office of Survey Research
http: //www.utexas.edu/coc/osr
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» The University of Texas at Austin, Center for Social Work Resear ch, which conductsthe
Survey of Organizational Excellence http://www.survey.utexas.edu/customer

« The University of Michigan Business School, which produces the American Customer
Satisfaction Index
http: //www.bus.umich.edu.resear ch/ngrc/acsi.html

Information on “ Citizen Charters,” which originated in the United Kingdomand serve as
the conceptual basis for each agency's “ Compact with Texans,” is available at
http: //www.cabi net-office.gov.uk/ser vicefir st/index/list.ntm

Agenciesandinstitutionsarestrongly encouraged to contact their peerselsewherein state
government who have had experience with customer satisfaction assessments.

11. Isthere astandard format for the reporting of survey results?

Yes. Please refer to the requirements on pages 19 and 20 of these instructionsfor thefive
required sections of the Report on Customer Service.

12. How should the survey results be submitted to the Legislative Budget Board and
the Governor's Office of Budget and Planning?

Survey resultsshould beincluded intherequired Report on Customer Servicein Appendix
E of each agency's Strategic Plan.
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Survey of Organizational Excellence

An important trend involves implementation of a method to determine how employees view
their organization's cultural strengths and weaknesses. Thisisatrend that should be followed
in state government. Securing such datais critical to ensuring continuousimprovement andis
especially valuable to management in assessing the relative quality and effectiveness of the
organization. Achieving quality and excellenceisan evolving process and can befacilitated by
recognizing the strengths and weaknesses within an organization as perceived by the people
who work there. A thorough self-examination can provide an agency the ability to benchmark
against itself, aswell as against similar agencies.

An employee satisfaction survey provides perspectives on how employees view their
organization, work, and rel ationshi pswithin the organization'senvironment. Such asurvey will
contribute greatly to the external/internal assessment of an agency's Strategic Plan. Just as
customer satisfaction surveys are increasingly viewed as being important in an agency's
assessment, employee surveys are gaining the same level of importance. In these times of
“doing more with less,” employees are being called on to accept more responsibilities and
meet more challenges, and their satisfaction is a direct correlate of their abilities to meet
those new challenges.

Dr. Michael Lauderdale of The University of Texasat Austin School of Social Work has been
assessing state agency employee satisfaction since 1979. The school's biennial Survey of
Organizational Excellence has been used by many Texas state agencies as a useful tool in
assessing employee satisfaction. Dr. Lauderdale and his staff are available to assist state
agenciesin conducting surveysof employee satisfaction. Further information may be obtained
from The University of Texas at Austin Center for Social Work Research at (512) 471-9831
and/or at http://www.survey.utexas.edu.

Agencies that have participated in the Survey of Organizational Excellence are requested to
provide a synopsis of the most recent survey results for their agency in Appendix F of their
Strategic Plan and to explain how they will use the results in formulating human resource
development goals and strategies to achieve those goals.
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(1)

@)

3)

(4)

)

(6)

The Honorable George W. Bush
Governor, State of Texas

State Capitol, Room 2S.1

P.O. Box 12428

Austin, Texas 78711 (One Copy)
The Honorable Rick Perry

Lieutenant Governor, State of Texas

State Capitol, Room 2E.13
P.O. Box 12068

Austin, Texas 78711 (One Copy)

(8)

The Honorable James E. “Pete” Laney

Speaker of the House of
Representatives

State Capitol, Room 2W.13

P.O. Box 2910

Austin, Texas 78768-2910 (One Copy)
The Honorable Carole Keeton
Rylander

Comptroller of Public Accounts

LBJ State Office Building, Room 104
P.O. Box 13528

Austin, Texas 78774 (One Copy)
Legislative Reference Library

State Capitol, Room 2N.3

P.O. Box 12488

Austin, Texas 78711 (Two Copies)
Lawrence F. Alwin, CPA

State Auditor

206 E. Ninth Street, Suite 1900

P.O. Box 12067

Austin, Texas 78711 (One Copy)

(10)

(11)

(12)

(13)
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State Capitol Extension, Room E2.002
P.O. Box 13066

Austin, Texas 78711 (One Copy)

Governor's Office of Budget & Planning
Fourth Floor, State Insurance Bldg.
P.O. Box 12428

Austin, Texas 78711 (Three Copies)
Governor's Office Grants Team
Second Floor, State Insurance Building
P.O. Box 12428

Austin, Texas 78711 (One Copy)
Legislative Budget Board

John H. Reagan Building, Third Floor
P.O. Box 12666
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Texas State Library, Texas State
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Lorenzo de Zavala State Archives
and Library Building
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House Appropriations Committee
State Capitol Extension, Room E1.030
P.O. Box 2910

Austin, Texas 78768-2910 (One Copy)
Senate Finance Committee

State Capitol Extension, Room E1.038
P.O. Box 12068

Austin, Texas 78711 (One Copy)



APPENDIX M
Glossary of Terms

Action Plans are detailed methods of specifying how a strategy is implemented. Task
specification includes staff assignments, material resource allocations, and schedules for
completion. Action plans separate strategies into manageable parts for coordinated
implementation of goals and objectives. Action plans specify detailed cost and expenditure
information and are often referred to as “ operational plans’ or “implementation plans.”

Agency Goals are the general ends toward which agencies direct their efforts. A goal
addressesissuesby stating policy intention. Goalsare both qualitative and quantifiabl e, but not
guantified. In a strategic planning system, goals are ranked for priority. Goals stretch and
challenge an agency, but they arerealistic and achievable.

Agency Mission isthe reason for an agency's existence. It succinctly identifies what the
agency does, why, and for whom. A mission statement reminds everyone—the public, the
Governor,legidlators, the courts, and agency personnel—of the unique purposespromoted and
served by the agency.

Agency Philosophy isthe expression of core valuesand operating principlesfor the conduct
of theagency in carrying out itsmission. It describeshow the agency conductsitself asit does
its work.

Benchmark isthe quantified standard against which achievement of a stated goal, objective,
or strategy can be measured. It isatool for gauging “added value’ performance that benefits
the customer/stakeholder or progress toward achieving increased productivity and strategic
efficiency.

Benchmarking Processisanintegral part of the external and internal assessment conducted
during the strategic planning process. It is an iterative method of identifying, analyzing, and
emulating the standards and best practices of external organizationsthat achieve ahigh degree
of productivity or innovative success in program and service changes to internally managed
processes. It helps define any needed improvements to individual subfunctions within an
organization.

Capital Improvementsare building or infrastructure projectsthat will be owned by the state
and built with direct appropriations or with the proceeds of state-issued bonds.
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Customer Compact is an agreement made with the customers of an agency or institution to
provide services that follow a predetermined set of guiding principles. It setsforththerights
of the customer and defines the standards that customers should expect.

Efficiency M easur es areindicators of the input resources required to produce agiven level
of output. They measure resource cost in dollars, employee time, or equipment used per unit
of product or service output. An efficiency measurerelates agency effortsto agency outputs.
Indicators of average cost and average time normally serve as efficiency measuresfor agency
processes, but they may also serve as outcome measures when cost-per-unit-of-outcome is
the focus and can be meaningfully captured.

Explanatory M easur es provide information that can help usersto assess the significance of
performance reported on other types of measures. An agency may have limited or no control
over factors addressed by explanatory measures, including environmental or demographic
characteristicsrelated to agency target populations. A major use of thistype of measureisto
describe the level of customer demand or public need for an agency's products and services.
Explanatory measures also may focus on variables over which an agency has significant
control, such as staffing patterns for specific functions.

External/Internal Assessment is an evaluation of key factors that influence an agency's
success in achieving its mission and goals. Detailled evaluation of trends, conditions,
opportunities, and obstacles directs the development of each element of the Strategic Plan.
This type of assessment should be heavily quantitative. Key external factors may include
economic conditions, popul ation shifts, technol ogi cal advances, geographical changes, and/or
statutory changes. Key internal factors include management policies, resource constraints,
organizational structure, automation, personnel, and operational procedures.

HUB refersto ahistorically underutilized business that is a corporation, sole proprietorship,
partnership, joint venture, or supplier contract formed for the purpose of making a profit in
which at least 51 percent of all classes of the sharesof stock or other equitable securitiesare
owned by one or more persons who (1) are socially disadvantaged because of their
identification as members of certain groups, including African Americans, Hispanic
Americans, women, Asian Pacific Americans, and Native Americans, and have suffered the
effects of discriminatory practices or similar insidious circumstances over which they have
no control; and (2) have a proportionate interest and demonstrate active participation in the
control, operation, and management of the business entity's affairs.

-94-



APPENDIX M
Glossary of Terms (Cont'd.)

Indirect Administration refers to administrative and support costs or expenditure
requirements not directly attributable to theimplementation of specific goals, objectives, and
strategies or the achievement of performance targets.

I nputs are the resources, including human, financial, facility, or material, that an agency uses
to produce services.

Management Goals reflect agency or institution management approaches in its overall
administration. They may encompass activities and management approaches such as Total
Quality Management training, customer service initiatives, and other managerial techniques
that support greater efficiency and effectiveness in short-term or long-term operations. A
management goal and sub-elements frequently may be nonbudgetary in nature, that is, not
included as a distinct and separate item in the appropriations request. It may have measures
associated with successful implementation or accomplishments that remain internal to the
agency and are not reported on a routine basis to oversight entities.

Nonbudgetary Elements are a strategic planning goal, objective, or strategy created to
convey a tangible agency activity or service that is not separately and directly funded. They
cannot be solely policy-related or philosophical statements. Nonbudgetary elements are not
included as a distinct and separate item in the agency's appropriations request and may have
measures that remain internal to the agency and are not routinely reported to oversight
entities.

Objectives are clear targets for specific action. They mark interim steps toward achieving
an agency's long-range mission and goals. Linked directly to agency goals, objectives are
measurable, time-based statements of intent. They emphasize the results of agency actions
at the end of a specific time.

Outcome Measures are indicators of the actual impact or effect on a stated condition or
problem. They are tools to assess the effectiveness of an agency's performance and the
public benefit derived therefrom. An outcome measure is typically expressed as a
percentage, rate, or ratio.

Output Measures are tools, or indicators, to count the services and goods produced by an
agency. The number of people receiving a service and the number of services delivered are
often used as measures of output.
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State Agencies covered by strategic planning requirements are departments, commissions,
boards, offices, or other agencies within the executive branch of state government. Such
state agencies are created by statute or constitutional provision with statewide jurisdiction.
They possess administrative authority and resources independently of other state agencies.
Specifically included are university systems and institutions of higher education as defined
in V.T.C.A., Education Code, Section 61.003. Entities created with the primary purpose
of advising a state agency are specifically excluded from this definition.

Statewide Goals are the general ends toward which the state directs its efforts. Statewide
goals address the primary issues facing the state within broad groupings of interrelated state
concerns. Statewide goals are founded on the statewide vision and may involve coordination
among several agencies with similar functions.

Strategic Planning is along-term, future-oriented process of assessment, goal setting, and
decision-making that maps an explicit path between the present and avision of the future; that
relieson careful consideration of an organization's capabilitiesand environment; and that leads
to priority-based resource allocation and other decisions.

StrategicPlanning and Budget Structur e isthe framework used by an agency in preparing
its request for appropriations. An agency's strategic planning and budget structure consists of
goals, abjectives, and strategies and their related outcome, output, efficiency, and explanatory
measures, derived from the agency Strategic Plan. Only those elements in an approved
strategic planning and budget structure may be utilized by an agency asitemsinitsrequest for
appropriations.

Str ategiesaremethodsto achievegoal sand obj ectives. Formul ated from goal sand obj ectives,
astrategy isthe meansfor transforming inputsinto outputs and, ultimately, outcomes, with the
best use of resources. A strategy reflects budgetary and other resources.

Survey of Organizational Excellenceisasurvey instrument devel oped by The University of
Texasat Austin School of Social Work to assesshow employeesview their organi zation, work,
and relationships within the organization's environment and their overall satisfaction in their
workplace.

Visionisaninspiring picture of apreferred future. A vision is not bound by time, represents
global and continuing purposes, and serves as afoundation for asystem of strategic planning.
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A statewide vision depicts an ideal future for the people of Texas and the contributions that
state government can make to that end.
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Instructions for Preparing | nformation Resour ces Strategic Plans

Overview

The Information Resources Strategic Plan should support the Agency Strategic Plan in its
adherence to the statewide vision, mission, and philosophy, and should also support the
agency's mission and philosophy. Additionally, the Information Resources Strategic Plan
should be consistent with the philosophy, goals, and objectives in the State Strategic Plan
for Information Resources Management.

The Information Resources Management Act and Title 1, Part 1, Chapter 201 of the Texas
Administrative Code require the following information to be contained in each agency's
Information Resources Strategic Plan:

« a statement of the agency's goals, objectives, and programs as found in the agency's
legislative appropriations request;

« adescription of the agency's major databases and their applications;

= adescription of the agency's information resources management organizations, policies,
and practices;

= aplan for receiving any required forms or payments through the Internet or through other
electronic means, including appropriate security measures that follow guidelines
established by the Department of Information Resources; performance measures that
will allow the department and the Legislature to evaluate the agency's progress in
implementing the plan and specify the time during which the agency will fully implement
the plan;

- a statement of the strategic objectives of the agency relating to information resources
management for the next five fiscal years, with a description of how those objectives
help achieve the agency's programs and goals and how those objectives support and
promote the goals and policies of the State Strategic Plan for Information Resources
Management; and

= other planning components prescribed by the Department of Information Resources and
Legislative Budget Board.

The text of the Information Resources Management Act and Title 1, Chapter 201, Rule
201.5 of the Texas Administrative Code is provided on pages 106-111.

Please provide the following elements of information in table format in Appendix G of the
Agency Strategic Plan for Fiscal Years 2001-05.
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Table 1: Goals, Objectives and Strategies

Using the guidelines established in the Agency Strategic Plan instructions, provide goals,
objectives, strategies, and action items for the Information Resources function within the
agency.

Item Description

Goal Describe the Information Resources goal, relate the
Information Resources goals to the agency’s overall
Strategic Plan, and indicate how these goals support the
1999 State Strategic Plan for Information Resources,
Texas Connected Service at the Speed of Light. This plan
can be found at
http://www.dir.state.tx.us/pubs/99ssp/index.html.

Objective Provide clear targets for specific action and the
quantified results or impacts of that action.

Strategy Detail the methods to achieve goals and objectives and
the quantified end products, proficiencies, and
descriptive indicators of the agencies' efforts.

Table 2: Information Resources Policies and Practices

Use this table to provide a high-level view of the agency's information resources policies
and practices. If appropriate, include references to internal agency documentation and/or
supplemental information available on the agency's Web site.

Category Brief Summary/Overview

IR Priorities Describe agency policies and procedures for setting
priorities for information resources activities and
projects. Refer to any information resources steering
committees.
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Category Brief Summary/Overview

IR Planning Methodology Indicate steps used to develop and implement planning
for information resources. Indicate the level of
executive involvement in the planning process.

Operating System List operating system standards in place at the agency.

Development Methodology | Indicate the software development methodology in use
at the agency, including CASE tools.

Software Audit and Describe plans for software audits. Describe plans to
Management manage software licenses within the agency.

Quality-Assurance Practices | Provide a high-level description of quality-assurance

practices in the agency, including risk-management

practices. Include a timeline for implementation of

quality-assurance practices developed in accordance

with DIR guidelines for internal quality assurance.

Address each of the seven areas included in the

Information Resources Management Act:

(1) planning project development;

(2) determining the projected benefits of a project;

(3) developing and implementing management- control
processes;

(4) projecting the budget for a project;

(5) analyzing the risks of a project;

(6) establishing standards by which the effectiveness
and efficiency of a project can be evaluated; and

(7) evaluating and reporting on the project after
implementation.

Guidelines for internal quality assurance procedures

are available at http://www.dir.state.tx.us/eod/qa/.

Category Brief Summary/Overview
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E-Government

Describe the agency’s plan for receiving forms and/or
payments through the Internet or other electronic
means. Include security measures, following DIR
guidelines, that will be in place. Include performance
measures to be used to evaluate progress in
implementing the plan. Specify the timeline for
achieving this plan. Electronic commerce/business
standards and initiatives can be located at
http://www.state.tx.us./EC/.

In addition, Internet security guidelines are available at
http://www.dir.state.tx.us/eod/inet_sec/.

Change Control

Describe configuration-management and change-
control policies.

Security

Comment on compliance with published information
resources standards, including whether an Information
Security Risk Analysis has been completed and
documented. Asset protection standards and guidelines
can be found at http://lanner.dir.state.tx.us/irapc/.

Geographic Information
Systems

List agency policies or standards for development of
GIS datasets and/or applications. Describe how GIS
initiatives are coordinated within the agency. Indicate
participation in the Texas Geographic Information
Council (TGIC), and how the agency's GIS activities
support key TGIC goals. The Geographic Information
Framework for Texas is available at

http: //www.tgi c.state.tx.us/tgi c/documents/plans/gip.htm.
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Category

Brief Summary/Overview

Disaster Recovery/Business
Continuity Planning

Describe how priorities for disaster recovery planning
are set within the agency. Describe any contractual or
interagency agreements planned or in place for disaster
recovery planning and services, including the West
Texas Disaster Recovery Operations Center
(WTDROC) or Austin Disaster Recovery Operations
Center.

The 2000-01 General Appropriations Act, Section
9.623, states that it is the intent of the Legislature that
all agencies use the WTDROC for testing disaster plans
and for disaster recovery services or data center
operations.

Guidelines for business continuity planning are
available at
http://www.dir.state.tx.us/pubs/1999/bcpg.pdf.

Resource Use

Provide policies and procedures for the use of voice,
data, and video resources. Comment on the agency's
adherence to standards for video conferencing as
adopted in TAC 201.16. These can be found at
http://www.state.tx.us/standards/S201-16.htm.

Contract/Consultant

List agency policy procedures related to the use of
consultant and contracted services for information
resources. Include processes in place for monitoring
contracts.

Information Sharing

Describe the agency policies and procedures for
sharing data with other agencies or other external
entities.
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Category

Brief Summary/Overview

Education

Training and Continuing

Describe the agency policies for determining training
and education that is necessary for any given
information resources position. Describe procedures
for tracking training and education received.

Data Center Operations

Describe any plans for migration to the West Texas
Disaster Recovery and Operations Center for data
center operations and/or provide status on any waivers
for WTDROC services.

Table 3: Agency Platforms, Systems, and Telecommunications

Category Type Operating Database Capacity/ Comments/
System Management Size/Count Descriptive Information
System
Mainframe Manufacturer | Primary Primary DBMS Capacity
O/Sused used (MIPS)
Minicomputer Manufacturer | Primary Primary DBMS Capacity
O/Sused used (MIPS)
Network Provide network
topology map
LAN Servers PC or Mac Primary Primary DBMS Number of
(Central) o/s used servers
used
LAN Servers PC or Mac Primary Primary DBMS Number of
(Remote) O/Sused used servers
LAN PC or Mac Primary Primary DBMS Number
Client/Work- O/Sused used (rounded)
stations
(Centrd)
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Category Type Operating Database Capacity/ Comments/
System Management Size/Count Descriptive
System Information
LAN PC or Mac Primary Primary DBMS Number
Client/Work- o/s used (rounded)
stations used
(Remote)
WAN Servers Mail, Web, Primary Primary DBMS Number of
DNS Servers, O/Sused used each type
etc.
Stand alone PC | PC or Mac Primary Primary DBMS Number
Workstations O/Sused used (rounded)
Internet Service Provider Vendor N/A Provide vendor name
Shared Network General Services Commission, | N/A Specify whether thisis
HHSCN, University (specify), General Services
Own, Other Commission, the Health
and Human Services
Consolidated Network,
auniversity-related
network, or other
shared arrangement

Table 4: Agency Database

Identify major agency databases critical to the administration or service of the agency's
mission and briefly describe their uses. This includes internal administrative databases, but
excludes simple databases used in the support of administrative functions (for example,
phone lists and address directories). Provide the following information for each database.

Database Name

Name and acronym of the database

Database Description

Brief description of the database: purpose, primary user(s)

Database System

Database management software used for this database

Estimated Physical
Storage Requirements

Size and projected growth of the database expressed in
bytes as the unit of measurement, for example, 1.5GB
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GIS Data Classification | Indicate whether the database currently supports spatial
(GIS) operations (such as map displays, spatial queries, or
spatial analysis). If not, indicate whether the database
contains geographic data (such as latitude-longitude, State
Plane, or UTM coordinates) that could be of use to the state
if properly formatted for GIS

Sharing Indicate other organizations with which the agency shares
this data. Include how the data sharing occurs: on-line,
regular data transfers, etc. If the database is owned by
another entity, indicate the owner. Include plans for future
data sharing

Future Indicate planned replacements, modifications, conversions,
or discontinuance of use during this planning period. Include
any plan to add or enhance GIS functionality or to link this
database to a GIS. Relate to projects in Biennial Operating
Plan

Table 5: Agency Applications

Identify major software applications and provide a brief description of their uses. For this
plan, major applications are those critical to the administration or service of the agency's
mission. Provide the following information for each application.

Application Name Name and acronym of the application

Application Type Choose all applicable types:

(choose from the listed Client Server Financial System, Data Warehouse,
types) Development, Disaster Recovery, Distance Learning,

Document Management, Electronic Commerce,
Geographical Information System (GIS), Human Resources,
Imaging, Licensing, Lifecycle, Methodology, Outsourced
function, Research, Web-enabled
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Application Description | Brief description of the application: purpose, primary
user(s)

Database System Database management system in use for this application

Development Language | Programming language(s) used in the application

Sharing Indicate other organizations with which the agency shares
this application. Include how the sharing occurs

Future Indicate planned modifications, conversions, or
discontinuance of use during this planning period.

Relate to projects in Biennial Operating Plan

Table 6: Interagency Data Needs
Describe the agency's plans for increased sharing of data with other state agencies. Indicate
any obstacles in the way of further sharing.

List Description of data held by another agency that is
unavailable to your agency but would be of benefit to your
agency if shared

Obstacles Indicate the reason the data is not available, such as
technological, economic, or political considerations

Needed Assistance Indicate statutory changes required and/or cooperation
from other state agencies necessary to facilitate sharing

Information Resources Management Act

Sec.2054.095. Preparation of Agency Strategic Plan.

(a) Each state agency shall prepare an agency strategic plan for information
resources management.

(b) The agency strategic plan must be signed by the presiding officer of the governing
body of the state agency if the agency is governed by one or more fully paid full-time state
officials, and otherwise by the executive director of the agency.
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(c) The agency strategic plan shall be prepared in a format prescribed by the
department.

(d) The department by rule shall adopt instructions, consistent with Section 2054.096,
that guide state agencies in the preparation of their agency strategic plans. The instructions
must include the general criteria under which the department will evaluate the plan. The
department shall send the instructions to each state agency not later than the date prescribed
by department rule.

Sec.2054.096. Content of Agency Strategic Plan.
(a) Each agency strategic plan must be consistent with the state strategic plan and
include:
(1) a statement of the state agency’s goals, objectives, and programs as found
in the agency's legislative appropriations request;

(2) a description of the agency's major data bases and their applications;

(3) a description of the agency's information resources management
organizations, policies, and practices;

(4) a description of interagency computer networks in which the agency
participates;

(5) a statement of the strategic objectives of the agency relating to information
resources management for the next five fiscal years, beginning with the fiscal year
during which the plan is submitted, with a description of how those objectives help
achieve the agency's programs and goals, and a description of how those objectives
support and promote the goals and policies of the state strategic plan; and

(6) other planning components that the department may prescribe.

(b) Each state agency that receives information from members of the public or from
regulated persons by means of a form or that receives payments of money from members
of the public or from regulated persons must also include in its strategic plan a plan for
receiving the forms or the payments through the Internet or through other electronic means.
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The department shall assist state agencies in developing this portion of the strategic plan.
The plan must:
(1) include appropriate security measures that follow guidelines established by
the department;

(2) include performance measures that will allow the department and the
legislature to evaluate the agency's progress in implementing the plan; and

(3) specify the time during which the agency will fully implement the plan.

Sec.2054.097. Review of Agency Strategic Plan.

(a) A state agency shall send its strategic plan to the department for review and
approval not later than the date prescribed by department rule. The department shall
prescribe the date so that it aligns with the date a state agency is required to submit its
strategic plan under Chapter 2056.

(b) The department shall review and approve or disapprove each agency strategic plan
not later than the 90" day after the date the department receives the plan.

(c) The department shall notify a state agency of plan approval in writing.

(d) The department may not disapprove an agency strategic plan or plan amendment
on the ground that some aspect of the plan is not best suited to the state agency's execution
of its own duty, but the department may make a finding to that effect and report that finding
to the agency, the governor, the state auditor, the Legislative Budget Board, and the
presiding officer of each house of the legislature. This subsection does not affect the powers
of the governor, the Legislative Budget Board, or any other entity under other law.

Sec.2054.098. Approval or Disapproval of Agency Strategic Plan.

(a) If a plan is disapproved, the department shall provide to the state agency in
writing notice of and the reasons for disapproval and the changes that are necessary for the
plan's approval.

(b) If a state agency cannot resolve the problems that caused disapproval of a plan
within 30 days after the date that the notice of disapproval is received, the information
resources manager of the agency shall provide to the department in writing not later than the
30" day after the date that the notice of disapproval is received the reasons why the
problems cannot be timely resolved.
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(c) An approved agency strategic plan shall be amended by a state agency to reflect
any significant changes being proposed by the agency that relate to information resources.
A plan amendment shall be submitted to the department for approval. The department shall
notify an agency in writing of approval or disapproval of the amendment within 30 days after
the date the amendment is received. If a plan amendment is disapproved, the department
shall provide to the individual responsible for signing the agency's plan the reasons for
disapproval in writing.

(d) A state agency that disagrees with the department's final disapproval of an agency
strategic plan or amendment to the plan may, after complying with subsections (b) and (c),
submit a written request to the executive director for special review. On receipt of a
request, the executive director shall inform the board. The board shall consider the merits
of the agency's position and make its decision on the matter at the next regularly scheduled
board meeting. The state agency may appear and present its position at the meeting. The
decision of the board is final.

Sec.2054.156. State Agency Duties.

(a) Each state agency shall develop its own quality assurance procedures based on
the department's model guidelines. Each state agency shall use its internal quality assurance
procedures to evaluate each of its projects that is not exempt under Section 2054.155.

(b) The agency's information resources manager shall develop and oversee the
implementation of the agency's internal quality assurance procedures except to the extent
that the agency contracts with another governmental entity or with a private entity to develop
or implement all or part of the procedures.

(c) The agency's information resources manager shall demonstrate in the agency
strategic plan the extent to which the agency uses its internal quality assurance procedures.

Texas Administrative Code, Title 1, Part 10, Chapter 201, Rule 201.5: Planning and
Management of Information Resources Technologies

(a) Agency strategic plans.
(1) Submittal procedures.
(A) Each state agency shall prepare and submit to the department an agency strategic
plan for information management.
(B) The governing officer or chairman of the governing body of the agency shall sign
the plan if the agency is governed by fully paid, full-time state officials. Otherwise, the
executive director of the agency shall sign the plan.
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(C) The format and content of the agency strategic plan must comply with paragraph
(2) of this subsection, and with instructions published by the department and distributed to
each state agency at least 90 days before the date the plan is required to be submitted to the
department. These instructions are adopted by reference. Copies may be obtained in person
or in writing at the Department of Information Resources, P.O. Box 13564, Austin, Texas
78711. The instructions may also be obtained electronically via the department's Internet
web page at http://www.dir.state.tx.us/.

(D) Each agency must submit the agency strategic plan to the department on the
same date that the strategic plan for operations required by Texas Government Code Chapter
2056 is scheduled to be submitted to the Legislative Budget Board and the Governor's Office
of Budget and Planning or by July 1 of each even-numbered year, whichever is earlier.

(2) Contents. Each agency strategic plan must be consistent with the State Strategic Plan
for Information Resources Management and must include:

(A) A summary of the agency's goals, objectives, and current programs as found in

the agency's legislative appropriations requests;

(B) a description of the agency's major data bases and applications;

(C) a description of the agency's current information resources management

organizations, policies, and practices;

(D) adescription of interagency computer networks in which the agency participates;

(E) a statement of the strategic objectives of the agency relating to information

resources management for the next five fiscal years, beginning with the fiscal year in
which the plan is submitted, with a description of how those objectives help achieve the
agency's programs and goals and support the goals and policies of the state strategic
plan; and

(F) other planning components as defined in the department's published instructions.

(3) Review procedures.
(A) The department will evaluate agency strategic plans:
(i) for consistency with the state strategic plan, including compliance with
standards adopted by publication in the state strategic plan;
(i) for assurance that agency goals and strategies for information resources are
consistent with agency mission, goals, and objectives;
(iii) for the effective use of information resources technologies in support of the
agency's mission and its information needs;
(iv) for the technical feasibility of the plan.
(B) The department will review and approve or disapprove each agency strategic plan
in writing not later than the 90" calendar day after the date the department receives the
plan. If the department disapproves an agency's plan, it shall notify the agency's
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information resources manager and executive director in writing of the reasons for
disapproval. The agency may appeal the department's disapproval at the next regularly
scheduled board meeting.
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