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Revised Schedule B: Performance Measure Definitions

LICENSING STRATEGY

OUTCOME MEASURE
1) Percent of Licensees with No Recent Violations
Short Definition: The percent of the total number of individuals holding a license at any point
during the current reporting period or preceding two years, who have not incurred a violation
within that same time period.
Purpose/Importance: Licensing individuals helps ensure that practitioners meet legal standards
for professional education and practice which is a primary agency goal. This measure is
important because it indicates how effectively the agency’s activities deter violations of
professional standards established by statute and rule.
Source/Collection of Data: This measure is calculated from reports generated from the agency’s
licensing/enforcement system by the Fiscal Manager which show the names of the persons who
have received disciplinary action from the Board for the past three years. The total number of
licensees is obtained from the system at the end of the reporting period by the Fiscal Manager.
Method of Calculation: The total number of individuals holding a license at any point during the
current reporting period or preceding two years, who have not incurred a violation within that
same time period, divided by the total number of individuals currently licensed by the agency.
The numerator for this measure is calculated by subtracting the total number of licensees with
violations during the three-year period from the total number of licensees at the end of the
reporting period. The denominator is the total number of licensees at the end of the reporting
period. The result is multiplied by 100 to achieve a percentage.
Data Limitations: The agency has no control over the number of individuals who will incur
violations in any given year. The agency has no control over the number of individuals who
meet the requirements for licensure and or licensees who choose to renew their licenses each
year.
Calculation Type: Non-cumulative.
New Measure: No
Desired Performance: Higher than target.

2 Percent of Licensees Who Renewal Online

Short Definition: Percent of total number of licensed, registered, or certified individuals that
renewed their license, registration or certification online during the reporting period.
Purpose/Importance: To track use of online license renewal technology by the licensee
population.

Source/Collection of Data: This measure is calculated by the Fiscal Manger using a report
which is generated from the agency’s licensing system. This report gives the number of
renewals that are issued during the reporting period, and includes a column indicating whether
they were renewed through the online renewal system or entered by staff in the office. The
report is generated after the close of the reporting period.

Method of Calculation: This measure is calculated by querying the agency’s licensing database
to produce the report of the total number of renewals which have been issued during the
reporting period. This report is then sorted by method of renewal (online versus staff entry).
The total number of online renewals is then divided by the total number of renewals to achieve
the percentage of online renewals.

Data Limitations: None.
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Calculation Type: Non-cumulative.
New Measure: No
Desired Performance: Higher than target.

OUTPUT MEASURES
1) Number of New Licenses Issued to Individuals
Short Definition: The number of licenses issued to previously unlicensed individuals during the
reporting period.
Purpose/Importance: A successful licensing structure must ensure that legal standards for
professional education and practice are met prior to licensure. This measure is a primary
workload indicator which is intended to show the number of unlicensed persons who were
documented to have successfully met all licensure criteria established by statute and rule as
verified by the agency during the reporting period.
Source/Collection of Data: This measure is calculated by the Fiscal manager using reports
obtained from the agency’s licensing system which list the number of individuals receiving new
licenses by type of license during the reporting period. These reports are generated after the end
of the reporting period. The system includes on the reports lists of only those persons who
received licenses during the reporting period. The system calculates the totals in each report.
The totals are then manually added.
Method of Calculation: This measure counts the total number of licenses issued to individuals
during the reporting period, regardless of when the application was originally received. Only
new licenses are counted. Licenses are counted as new for persons who were previously
licensed, but whose license expired so that they were required to meet all criteria of a new
applicant. Licensees who upgrade to a new license type, but keep their current license number,
are also counted as new.
Data Limitations: The agency cannot predict how many individuals will apply to become
licensed, meet the qualifications and pass the exam(s) in any given quarter. There are other
uncontrollable variables such as the timing of the receipt of an application, the Board meeting
dates, and the exam dates which also factor into the number of licenses that will actually be
issued during a quarter.
Calculation Type: Cumulative
New Measure: No
Desired Performance: Higher than target.

@) Number of Licenses Renewed (Individuals)

Short Definition: The number of licensed individuals who held licenses previously and renewed
their license during the current reporting period.

Purpose/Importance: Licensure renewal is intended to ensure that persons who want to continue
to practice in their respective profession satisfy current legal standards established by statute and
rule for professional education and practice. This measure is intended to show the number of
licenses that were issued during the reporting period to individuals who currently held a valid
license.

Source/Collection of Data: This measure is calculated by the Fiscal Manager using a report
which is generated from the agency’s licensing system. This report gives the number of
renewals that are issued during the reporting period. The report is generated after the close of the
reporting period.
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Method of Calculation: This measure is calculated by querying the agency’s licensing database
to produce the report of the total number of renewals which have been issued during the
reporting period. If a licensee holds more than one type of license and renews both, they are
counted as two renewals.

Data Limitations: None.

Calculation Type: Cumulative

New Measure: No

Desired Performance: Higher than target.

3) Number of Individuals Examined

Short Definition: The number of individuals to whom oral examinations were administered
during the reporting period.

Purpose/Importance: The measure shows the number of individuals who took the Texas Oral
Examination, which is a primary step in the individual becoming a Licensed Psychologist.
Source/Collection of Data: The Fiscal Manager receives exam statistic summaries from the
Licensing Division Supervisor. The Supervisor compiles the statistics manually for the Oral
Examination, an in-house graded exam, which was administered during the reporting period.
These reports are then forwarded to the Fiscal Manager.

Method of Calculation: Calculation of this measure includes all examinations administered to all
individuals who sit for the Texas Oral Examination. If one individual sits for two examination
sessions, this will count as two. The Fiscal Manager adds together all statistics to arrive at one
total of examinees who were examined during the reporting period.

Data Limitations: The agency has no control over the number of individuals who qualify to take
the exams required for licensure. The agency examines all applicants who qualify to be
examined.

Calculation Type: Cumulative

New Measure: No

Desired Performance: Higher than target.

EFFICIENCY MEASURES

None

EXPLANATORY MEASURES
1) Total Number of Individuals Licensed
Short Definition: Total number of individuals licensed at the end of the reporting period.
Purpose/Importance: The measure shows the total number of individual licenses currently
issued which indicates the size of one of the agency’s primary constituencies.
Source/Collection of Data: The Fiscal Manager generates a report from the licensing system
which provides the total, unduplicated number of individuals who hold licenses from this agency
on the date that the report is run after the end of the reporting period.
Method of Calculation: The total unduplicated number of individuals licensed that is stored in
the licensing database by the agency at the end of the reporting period. An individual who holds
more than one license is counted only once. Individuals on inactive status are not included in the
calculation for this measure.
Data Limitations: This information cannot be recaptured at a later time because the database
changes daily and does not maintain a beyond one-day history file of current licenses.
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Calculation Type: Non-cumulative
New Measure: No

ENFORCEMENT STRATEGY

OUTCOME MEASURES
1) Percent of Complaints Resulting in Disciplinary Action
Short Definition: Percent of complaints which were resolved during the reporting period that
resulted in disciplinary action.
Purpose/Importance: This measure is intended to show the extent to which the agency exercises
its disciplinary authority in proportion to the number of complaints resolved. It is important that
both the public and licensees have an expectation that the agency will work to ensure fair and
effective enforcement of the act and this measure seeks to indicate agency responsiveness to this
expectation.
Source/Collection of Data: The Fiscal Manager generates reports from the
licensing/enforcement system which list the total number of complaints resolved by type of
resolution during the reporting period.
Method of Calculation: The total number of complaints resolved during the reporting period that
resulted in disciplinary action (numerator) is divided by the total number of complaints resolved
during the reporting period (denominator). The result should be multiplied by 100 to achieve a
percentage. Disciplinary action includes agreed orders, reprimands, suspensions, probation,
revocation, and administrative fines on which the Board has acted.
Data Limitations: The agency has no control over the content of the complaints filed against
licensees. This measure does not take into account complaints where there have been no
violations or when there are multiple complaints for the same offense. Additionally, for cases
that are referred to SOAH, the Board cannot assign disciplinary action if the administrative law
judge does not recommend disciplinary action, except in certain limited circumstances.
Calculation Type: Non-cumulative
New Measure: No
Desired Performance: Higher than target.

@) Recidivism Rate for Those Receiving Disciplinary Action

Short Definition: The number of repeat offenders at the end of the reporting period as a
percentage of all offenders during the most recent three-year period.

Purpose/Importance: This measure is intended to show how effectively the agency enforces its
regulatory requirements and prohibitions. It is important that the agency enforce its act and rules
strictly enough to ensure consumers are protected from unsafe, incompetent and unethical
practice by the registered or licensed professionals.

Source/Collection of Data: The Fiscal Manager uses previous performance report data to obtain
the number of individuals receiving disciplinary actions during the current and preceding two
fiscal years. The Fiscal Manager generates a report from the licensing/enforcement system that
encompasses the current and preceding two fiscal years to list by name those individuals who
have received disciplinary action. She then does a manual scan to see if any licensee has had
more than one disciplinary action during this three year period.
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Method of Calculation: The number of individuals against whom two or more disciplinary
actions were taken by the Board within the current and preceding two fiscal years (numerator) is
divided by the total number of individuals receiving disciplinary actions within the current and
preceding two fiscal years (denominator). The result should be multiplied by 100 to achieve a
percentage.

Data Limitations: None

Calculation Type: Non-cumulative

New Measure: No

Desired Performance: Lower than target.

3 Percent of Documented Complaints Resolved within Six Months

Short Definition: The percent of complaints resolved during the reporting period, which were
resolved within a six month period from the time they were initially received by the agency.
Purpose/Importance: The measure is intended to show the percentage of complaints which are
resolved within a reasonable period of time. It is important to ensure the swift enforcement of
the Psychologists’ Licensing Act, which is an agency goal.

Source/Collection of Data: The Fiscal Manager obtains a report from the licensing/enforcement
system which includes all the complaints resolved during the reporting period, the date they were
received and the date they were resolved.

Method of Calculation: The report automatically calculates the number of days it took to resolve
the complaint. The Fiscal Manager manually counts those complaints that were resolved in 180
days or less from this report. That number (numerator) is divided by the total number of
complaints resolved during the reporting period (denominator). The result should be multiplied
by 100 to achieve a percentage.

Data Limitations: The agency has less control over the time required to resolve cases that are
referred to SOAH for resolution. Also, the agency has no control over the complexity of the
complaints it receives, which significantly impacts the length of the investigations.

Calculation Type: Non-cumulative

New Measure: No

Desired Performance: Higher than target.

Output Measure

1) Number of Complaints Resolved

Short Definition: The total number of complaints resolved during the reporting period.
Purpose/Importance: The measure shows the workload associated with resolving complaints.
Source/Collection of Data: The Fiscal Manager obtains a report from the licensing/enforcement
system which lists the complaints resolved by resolution type during the reporting period.
Method of Calculation: The report provides the number of complaints resolved. The number of
complaints resolved includes determinations that a violation did not occur. A complaint that
after preliminary investigation is determined to be non-jurisdictional is not a resolved complaint.
Data Limitations: The agency cannot control the type or complexity of the complaints it
receives. The more complex complaints require more investigation time and therefore fewer
complaints may be resolved during any given time period.

Calculation Type: Cumulative

New Measure: No

Desired Performance: Higher than target.
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Efficiency Measures

1) Average Time for Complaint Resolution

Short Definition: The average length of time to resolve a complaint for all complaints resolved
during the reporting period.

Purpose/Importance: The measure shows the agency’s efficiency in resolving complaints.
Source/Collection of Data: The Fiscal Manager generates a report from the
licensing/enforcement system which lists the complaints resolved during the reporting period, the
dates they were received and the dates they were resolved.

Method of Calculation: This report automatically calculates the number of calendar days per
complaint resolved that elapsed from receipt of a request for agency intervention to the date of
final disposition of the complaint by the Board, and then sums for all complaints resolved. This
number (numerator) is divided by the number of complaints resolved during the reporting period
(denominator). The calculation excludes complaints determined to be non-jurisdictional of the
agency’s statutory responsibilities.

Data Limitations: The agency cannot control the time to resolve those cases which it has to refer
to SOAH for resolution. SOAH sets its own schedules and the schedules of the responding
attorneys for the licensees must be accommodated as well. Also, the agency cannot control the
type or complexity of the cases it receives. The more complex complaints require more
investigation and therefore take longer to resolve.

Calculation Type: Non-cumulative

New Measure: No

Desired Performance: Lower than target.

Explanatory Measure

1) Number of Jurisdictional Complaints Received

Short Definition: The total number of complaints received during the reporting period that are
within the agency’s jurisdiction of statutory responsibility.

Purpose/Importance: The measure shows the number of jurisdictional complaints which helps
determine agency workload.

Source/Collection of Data: The Fiscal Manager generates a report from the
licensing/enforcement system which lists all jurisdictional complaints received during the time
period.

Method of Calculation: The agency sums the total number of complaints received only relative
to their jurisdiction. It also keeps track of the total number of complaints that are not in its
jurisdiction but does not use that figure in its calculation.

Data Limitations: The agency cannot control the number of complaints nor the type of
complaints that it receives.

Calculation Type: Cumulative

New Measure: No
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