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x Introduction
A Commissioner’s statement

| am pleased to offer this first, semi-annual progress report on our performance
based budgeting efforts.

In 1997, the Department of Taxation and Finance (DTF) embarked on a
comprehensive strategic planning project. The goal was to improve our agency’s
return on investment for the taxpayers of New York State. In the intervening nine
years, our efforts in this arena have matured into an across-the-board program of
strategic and operational planning, performance measurement, and enterprise
project management. Selection as one of the three agencies to participate in the
State’s Performance Based Budgeting Pilot Project has been a natural
progression for us.

The preparation of this report serves two purposes: first, to provide both DTF
managers and outside observers with a mid-year assessment of performance, in
time for corrective action, and second, to identify appropriate refinements to our
performance goals and measures as part of the budget making process for State
Fiscal Year 2007-2008

A Implementation

In the autumn of 2005, DTF executives reviewed existing performance measures
to select those which would provide a wide-ranging view of Department
operational performance and resource allocation. To augment existing
measures, new measures were added which align with our Strategic Plan
Objectives. These measures were included in each division's SFY 2006-2007
Operational Plan and are reported monthly.

Since December 2004, DTF has reported the results of our performance
management program on our internet site. At the beginning of the current fiscal
year, DTF converted this information to report on our performance based budget
measures. http://www.tax.state.ny.us/strategic_plan/performance_measures.htm




MANAGEMENT, ADMINISTRATION, AND COUNSEL

PERFORMANCE GOAL

NARRATIVE

Institutionalize project
management and portfolio
review. In 2003, Tax instituted
project management and
portfolio review for all significant
technology projects. Beginning
in 2005, we began to expand the
use of these management
techniques to non-technology
projects throughout the
Department. We will build out
and institutionalize this initiative
and ensure that 100% of major
projects enter portfolio review
and management.

As of August, 2006, the project portfolio contains 25 technical and 8 non-technical
projects. During the current fiscal year 10 new projects have been approved, 17
have been completed and 3 were canceled. We will continue to ensure that 100%

of major projects enter portfolio review.

PERFORMANCE GOAL

GRAPH

NARRATIVE

Achieve 100% participation in the
Leadership Training Program.
This program is designed for mid
and high-level departmental
managers to enhance skills and
plan for succession and
knowledge transfer in the face of
heavy attrition and rapid
technological changes.

120%

Achieve 100% participation in the Leadership
Training Program

100% +

80% -

60% -

40%

20% -

0%

YTD
—&— Participation

94% 93%

25%

1% | _—*
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For the first Leadership
Academy year ending May 31,
2006, 93% of managers and
leaders participated in the
program; 82% completed at
least the minimum amount of
training required. To date, for
the Leadership Academy year
beginning June 1, 2006, 25% of
the managers and leaders have
participated in the Leadership
Academy program.




MANAGEMENT, ADMINISTRATION, AND COUNSEL

PERFORMANCE GOAL

NARRATIVE

Prepare first annual internal
Voluntary Compliance Feedback
Report that draws upon the
actual experience of Tax’s
various operating units -- such
as TSRD (Processing), Audit, and
Tax Enforcement -- to document,
and make recommendations for
addressing recurring issues in
processing and compliance.

A progress report on the pilot voluntary compliance initiatives undertaken by
Audit, TCD, TSRD and OTPA will be completed by the end of November, 2006.

PERFORMANCE GOAL

GRAPH

NARRATIVE

Respond to 95% of Disclosure
and Government Exchange
requests for information within
60 days.

O Respond to Disclosure and Government Exchange
Requests for information within 60 Days - Goal 95%

120%
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60% -

40% -

20%
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Y-T-D April May

98.7%

June

96.7%

July

The Disclosure and Government
Exchange Section of the
Management Analysis and
Project Services Bureau has
exceeded its goal of 95% for
responding to requests for
information within 60 days.




Pay 98% of travel vouchers
within two weeks of receipt.

O Percentage of Travel Vouchers Processed within

Two Weeks of Receipt - Goal 98%

The Travel Unit of the Bureau of
Fiscal Services has achieved a

120% 100% efficiency of paying travel
vouchers within two weeks of
100% | 100% 100%  100%  100% receipt.
100%
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60% -
40%
20% -
0% -
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Pay 98% of accounts payable The Accounts Unit of the Bureau
invoices within 30 days of Percentage of Accounts Payable Invoices Paid of Fiscal Services has exceeded
handi . . int within 30 Days of Merchandise Invoice Receipt it | of or ing 98% of
merchandise invoice receip Date - Goal 8% its goal of processing b0
date. T vouchers within 30 days.
98.5%  98.3% | 98.4% 98.2%  99.2%
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MANAGEMENT, ADMINISTRATION, AND COUNSEL

PERFORMANCE GOAL

GRAPH

NARRATIVE

Complete 95% of signed contract
renewals six weeks prior to
expiration date.

100% -

80% -

60% -

40% -

O Complete 95% of Signed Contract Renewals
Six Weeks Prior to Expiration Date

This performance goal is
impacted by many external
factors, including cooperation
by internal and external entities
and required review timeframes
for approval by the Office of the
State Comptroller and the Office
of the Attorney General.

20% No No
Activity Activity
6.9% for April  for May 7.4%
0%
Y-T-D April May June July
Forward response to internal As aresult of circulating drafts
requests for legal guidance to Percentage of Internal Requests for Legal of internal advice to Department
A Guidance sent to Deputy Commissioner and X . .
Deputy Commissioner and Counsel within 30 Days staff for informal review prior to
Counsel within 30 days. 120% issuance, the 30 day response
time has been difficult to meet.
100% | 100% 100% The establishment of the
° Portfolio Review for Policy
Group in late August will impact
80% 1 150, this performance goal.
60%
50.0%
40% 1 33.3%
20% -
0% -
Y-T-D April May June July




Respond to external requests for
legal advice and guidance within

O Forward Response to External Request for

Legal Advice and guidance within 60 Days

The 60 day response time for
external requests for legal

60 days. s advice has been more difficult
to meet since the Office of
oo L0020 Counsel instituted an informal
policy of circulating drafts to
Department staff for review prior
SUh to issuance.
66.7%
60% 1 56.3%
42.9%
40% -
20% -
0%
0%
Y-T-D April May June July
Prepare tax-related budget bills D Prepare Tax-Related Budget Bills and Office of Counsel is meeting
and amendments accurately and 120% Amendments Accurately and On Time this performance goal.
on time.
100% 100% 100%
100% -
80% -
60% -
40% -
20% - No N
Activity Activity
for April for July
0% ‘
Y-T-D April May June July




MANAGEMENT, ADMINISTRATION, AND COUNSEL

PERFORMANCE GOAL

GRAPH

NARRATIVE

Resolve 95% of legislatively-
referred constituent problems
within 15 days.

OLegislatively Referred Consituent Problems Resoved
within 15 Days - Goal 95%

100%

90% -
80% -
70% -
60% -
50% -
40% 4
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20% -
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85.37% | g5 680

72.50%

84.27%

Y-T-D April May
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July

Legislative Affairs has been
around 80% effective in
resolving legislatively-referred
constituent problems within 15
days. Waiting for reviews from
other areas within the
Department sometimes
contributes to delays.

AUDIT, COLLECTION, AND ENFORCEMENT

PERFORMANCE GOAL

GRAPH

NARRATIVE

Meet or exceed 2006-07 Audit
Plan target in first-year
collections, including $50 million
from the tax shelter voluntary
compliance initiative.

Audit Plan Target for First Year Collections
FY 2006-2007

$2,000
$1,800 + C—IMonthly —e—YTD
$1,600
$1,400 +
2 $1,175.0
281,200 +
= $989.0
£$1,000 +
c
3
g $800 +
$565.3
$600
$200.2 $423.7
$400 7 295° $273.1
$186.0
$200 + I:I
$0 |
April May June July

Based on activity to date and
cases in progress, the Audit
Division estimates it will exceed
the Audit Plan target.




AUDIT,

COLLECTION, AND ENFORCEMENT

PERFORMANCE GOAL

GRAPH

NARRATIVE

Desk Audit:

Complete 550,000 Reviews

Desk Audit

Performance Goal - Complete 550,000 Reviews

FY 2006-2007

With over a third of the State
Fiscal Year complete, the Audit
Division has completed almost
half of their projected number of

600,000 . )
@‘J@ desk audit reviews.
——YTD
500,000 -+
400,000 +
B g 254,621
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200,000 -+
102,849
100,000 T 4643 62,902
46,94 41,927 I:I
0 } }
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Corporation Tax Field Audit : G T e Al The Audit Division |s.almost a
Performance Goal Complete 2,800 Reviews third of the way to this goal and
Complete 2,800 Reviews FY 2006-2007 is on target to meet this goal.
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——YTD
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AUDIT, COLLECTION, AND ENFORCEMENT

PERFORMANCE GOAL GRAPH NARRATIVE
Income Tax Field Audit: Income Tax Field Audit The Audit Division is almost a
Performance Goal Complete 3,400 Reviews third of the way to this goal and
Complete 3,400 Reviews - FY 2006-2007 is on target to meet this goal.
' C—IMonthly
——YTD
3,000 +
2,500 -+
'’
g
52,000 -+
['4
5
£1,500
E 1,191
1,000 1 3
682
403 /
500 +
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. I O |
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Sales Tax Field Audit: Sales Tax Field Audit The Audit Division is on target
Performance Goal Complete 5,700 Reviews to meet this goal.
Complete 5,700 Reviews FY 2006-2007
6,000
C—IMonthly
——YTD
5,000
4,000 +
g
3
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[
£ 2,299
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2,000 1,80
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AUDIT, COLLECTION, AND ENFORCEMENT

PERFORMANCE GOAL

GRAPH

NARRATIVE

Transaction & Transfer Tax
Audit:

Transaction & Transfer Tax Audit
Performance Goal - Complete 800 Reviews
FY 2006-2007

The Audit Division is on target
to meet this goal.

Complete 800 Reviews 800 :j
C—IMonthly —e—YTD
700 +
600 +
E
2500 +
3
(14
S 400 +
[
Qo
=
2300 +
223
200 | 175
100 106
e e
o 1 |
April May June July
Maintain average age of Audit Maintain Average Age of Audit Protest Inventory of This goal has not been met.
Protest Inventory of 60 Days or 60 Days or Less Further, the Audit Division, on
Less. 100 the basis of experience so far,
93 —=— Protest Inventory ‘ .
% | — 88 has questioned the usefulness
TT—_ = of this goal. The Audit Division
80 - \‘\\17 works to resolve informal
20 | protests as quickly as possible.
Most protests are resolved
§ 60 within 90 days of receipt and
Z many within 60 days.
é Measuring the age of open
2 40 1 inventory takes many factors
&) into account; some factors
cause average age
20 1 computations to deviate
"~ significantly.
0
April May June July




AUDIT, COLLECTION, AND ENFORCEMENT

PERFORMANCE GOAL

GRAPH

NARRATIVE

Meet or exceed 2006-07
Collection Plan Target in total
cash collections.

Collection Plan
Total Collections

(Tax and Child Support)

FY 2006-2007

I
[ @Plan YTD: B Actual YTO: |

Tax Compliance has exceeded
the goals they have established
for annual collections, and will
likely surpass last year's
collections.

$500 A
$424.2
$400 $391.
$309.9
$300 A $293.7
2
o
200 | $105.8°2037
$100 | 3979 $86.0
$0
April May June July
Increase the collections recovery The CISS Project is on target for
rate by an incremental 3% from _ Recovery Rate Phase | delivery by 4/07, which
2005-06 baseline levels. The \ o will allow business intelligence
rate is the percentage of average 0% to be applied to the process of
. 0 .. - -
inventory collected on an annual determining what action is
basis. This goal assumes 45% 1 needed and when, resulting in
implementation of a renewed 40% - maximum collections.
collections outsourcing initiative. 3506 The Department has awarded
0 .
The development and contracts for the outsourcing
implementation of CISS - 30% 1 210494 initiative to two collection
. 0/ . . .
Collections, a data warehouse 23000 " 52 sam . 2309 |23055— | |agencies. The first cases were
case scoring, selection and sent in 8/06. Although a key
workflow tool, is projected to measure of success of the
increase collections in 2007-08 outsourcing initiative is revenue
and beyond. collected, this revenue is not
included in the recovery rate
since the recovery is not
implemented by Department
April May June July

staff directly.
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AUDIT, COLLECTION, AND ENFORCEMENT

PERFORMANCE GOAL

GRAPH

NARRATIVE

Tax Collections Operations:

Complete 1.2 million case

Tax Collections Operations YTD

—— Case Contacts
—&— Warrants
—&— Other enforcement actions

Tax Compliance is on target to
meet all three goals for case
contacts, warrants filed and

contacts (Call Center and District| 550,000 other enforcement actions.
Office incoming and outgqlng 500,000 476,300
telephone contacts + public
counter). 0L
400,000 349,876
File 220,000 warrants 350,000 1
300,000
Complete 220,0QO other . 202,508
enforcement actions (levies 250,000 ~
served +income executions + 200,000 1
business seizures) 150,000 118,110 122,763
86,509
100,000 - LA /‘//A
]
50,000 - 2% e | BL4ss
o Afo;  36.055
April May June July
Child Support Enforcement child Support Enforcement Tax Compliance is on target to
Operations: YTD meet their goals for warrants
——Warrants ——Other enforcement actions‘ filed and other enforcement
. 35,000 .
File 70,000 warrants ' actions.
30,738
Complete 60,000 other SO § 20,860
enforcement actions (levies
served +income executions + 25,000 1
business seizures)
20,000
15,000 10,314
10,000
13,029
4,033
5,000
4,586
0
April May June July

11



AUDIT, COLLECTION, AND ENFORCEMENT

PERFORMANCE GOAL

NARRATIVE

Achieve an average quality score
of more than 90% in annual TCD
Call Center Quality Review, an
annual customer service/quality
review of recorded calls.

The annual Call Center Quality Review resulted in a score of 88.8%. This is an
increase over last year's score of 88.5%, with a notable improvement in technical
proficiency and knowledge from 88% to 95%. TCD had implemented all
recommendations from the 2005 review, and also established their own Quality
Review Unit to monitor ongoing performance.

PERFORMANCE GOAL GRAPH NARRATIVE
Open at least 19 civil and/or Open at Least 19 Civil and/or Criminal Cases The Audit Division and Tax
criminal cases arising out of the Arising Out of the Joint Audit and Enforcement Enforcement are on target to
joint Audit and Enforcement 12 Compliance Intelligence Assessment Initiative YTD meet this goal.
Compliance Intelligence I:ll o
Assessment Initiative, which —¢=Cases
uses data analysis tools to 10
identify areas and patterns of
noncompliance. s

:
o
£
2

4 4

2 4

1 1
0
0 —
April May June July
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AUDIT, COLLECTION, AND ENFORCEMENT

PERFORMANCE GOAL

GRAPH

NARRATIVE

Refer 150 PATB Enforcement
(excise tax) cases for
prosecution, a 5% increase over
2005-06.

Number of Cases

Refer 150 PATB Enforcement Cases for
Prosecution
YTD

160
—&— Cases referred

140 -
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120 4

=
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o
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L
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o
L

51

40

20 4

d

April May June July

Tax Enforcement should easily
meet this goal, with 128 cases
referred to date and eight
months remaining in the State
Fiscal Year.

* Each defendant is now counted
as a separate case.

Refer 120 RCB Enforcement
(income, franchise, and sales
tax) cases for prosecution, a 5%
increase over 2005-06.

120
—&— Cases referred

Number of RCB Enforcement Cases Referred for
Prosecution
YTD

100 -
80 -
8
@
° 60
5 60
2
=
E
=4

3
40 4

32

N //

N\
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Tax Enforcement is on target to
meet or exceed this goal.

* Each defendant is now counted
as a separate case.
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Maintain downstate CITE
cigarette regulatory compliance
rate at 95% or better.

Acknowledge 95% of :
Accepted cases within 14 days
Rejected cases within 14 days

Dismissed cases within 22 days

Compliance Rate at 95% or Better

O Maintain Downstate CITE Cigarette Regulatory

120%

100% -

80% -

60% -

40% -

20% A

0% -

94% 93% 94% 95%

94%

Y-T-D June

April
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BCMS- ACKNOWLEDGEMENT

July

102%
00.0% o
100% {100,090 100.0% ) A
100.0% 99.7% 99.7% * 99.7%
‘ 7\’/‘ 99.0%
8.7%
98% - 6N
96% -
95.6% I~ 95.0%
94% -
—4— Accepted
Cases
92% -|—=—Rejected
Cases
—+—Dismisse
d Cases
90% ‘ ‘
APRIL MAY JUNE TULY

Tax Enforcement is slightly
behind in this goal by 1% for the
year to date.

The Bureau of Conciliation and
Mediation meets or exceeds all
three goals in this category.
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CONCILIATION and MEDIATION

PERFORMANCE GOAL

GRAPH

NARRATIVE

Schedule 90% of initial cases
within 180 days.

BCMS-SCHEDULING
Schedule 90% of Initial Cases within 180 Days

120% TP
110% -
10001 97:3% 98.1% 98.0% 98.2%
90% -
80% A
70% -
60% -
50% |
40% -|
30% -|
20% -
10% -
0%
APRIL MAY JUNE JULY

The Bureau of Conciliation and
Mediation is exceeding this
goal.

Issue 85% of decisions within
three months of conference date.

BCMS-ISSUANCE OF DECISIONS
Issue 85% of Decisions within 3 Months of Conference
YTD

100%

Bl 86300 88.2% 88.2% 88.0%

80% -

70% A

60% -

50% -

40% -

30% -

20% A

10% -

0%

APRIL MAY JUNE JULY

The Bureau of Conciliation and
Mediation is meeting this goal.
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TECHNOLOGY AND INFORMATION SERVICES

PERFORMANCE GOAL

NARRATIVE

Continue the development,
construction, and
implementation of the e-MPIRE
integrated tax system, thereby
allowing complete migration off
the existing antiquated UNISYS
platform.

Release 2 (Corporation Tax) has been in production since January 2006. The
Release 2 support teams continue to perform at the highest level, as indicated by
the lower than expected help desk ticket inventories and the minimal number of
significant production problems.

Pilot tests for Release 3 (Personal Income Tax) indicate that the architecture
chosen will support PIT volumes. Critical next steps still include the design and
implementation of new migration and configuration management processes within
the current ESD framework.

The development teams are working to develop the detailed design and
construction schedules for Release 3.

ESD and e-MPIRE have completed the analysis of potential conversion strategies
for Release 3. Initial discussions between representatives from

e-MPIRE, Audit, TSRD, and ESD have begun regarding training, change
management and other employee preparedness strategies.

PERFORMANCE GOAL

GRAPH NARRATIVE

Ensure access to major online
systems during 99% of normal
work hours.

The Enterprise Services Division

Ensure Access to Major Online Systems During . ) ;
is currently meeting this goal.

99% of Normal Working Hours

OOnline Systems

99%

120%

99% 99% 99%

100% +

80%

60% -

40% +

20% -

0% -+

April May June July
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TECHNOLOGY AND INFORMATION SERVICES

PERFORMANCE GOAL

GRAPH

NARRATIVE

Ensure availability of network
resources during 99% of normal
work hours.

Ensure Availability of Network Resources During

99%

of Normal Work Hours

120%

100% -

80% -

60% -

40% -

20% -

0% -

99%

I Network Resources

99%

99%

99%

1]

April

June

July

The Enterprise Services Division
is currently meeting this goal.

PERFORMANCE GOAL

NARRATIVE

Complete and/or advance
portfolio of more than 50
discrete technology projects on
time and within budget.

During this fiscal year through August, the Enterprise Services Division allocated
13% of available staff time to project work. The current portfolio consists of 30
projects. Six mandatory and 7 non-mandatory IT Projects have been completed.
Four out of 6 of the mandatory projects (66%) finished within 10% of the project
end date.
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TECHNOLOGY AND INFORMATION SERVICES

PERFORMANCE GOAL

NARRATIVE

Develop and implement
prototype State-Wide

in consultation with the State
CIO. Tax requested
approximately $400,000 in

e-services gateway and
authentication facility.

Authentication Network (SWAN)

2006-07 to pilot this advanced

The SWAN Project is on target to be implemented in October 2006.

Implement Corporation Tax
e-file by January 2007.

The Department will be able to retrieve the IRS returns and issue electronic
receipts in January 2007. e-MPIRE will not begin to process the Tax Year 2006
e-filed returns until March 2007, due to the scheduled Corporation Tax annual
cycle work with the vendor banks.
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TAX POLICY, REVENUE ACCOUNTING, AND TAXPAYER GUIDANCE

PERFORMANCE GOAL

GRAPH

NARRATIVE

Issue annual tax forms and
instructions on time with 100%
accuracy.

120% ~

100%

80%

60%

40%

20%

0%

Y-T-D

Issue Annual Tax Forms and Instructions on Time

with 100% Accuracy

O Percentage of Annual Tax Forms with 100%
Accuracy

100%

100%

100%

100% 100%

|

April

May

June July

The Office of Tax Policy
Analysis reported that all tax
forms and instructions have
been issued timely and
accurately.

Issue taxpayer guidance on Tax
Law changes (publications, TSB-
Ms, forms, instructions) at least
30 days prior to effective date or,
if retroactive, within six weeks of
DTF becoming aware of need.
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100% -

80% -

60% -

40% -

20% -

0% -

O Taxpayer Guidance Issued 30 Days Prior to Effectivﬁ

Date

100%

100%

100%

100% 100%

Y-T-D

April

May

June July

The Office of Tax Policy
Analysis reported that all
taxpayer guidance publications
were issued within 30 days prior
to the effective date of the Tax
Law change, and in the cases
where it was a retroactive
change, they were issued within
six weeks.

19



TAX POLICY, REVENUE ACCOUNTING, AND TAXPAYER GUIDANCE

PERFORMANCE GOAL

GRAPH

NARRATIVE

Issue advisory opinions within
90 days of receiving a completed
petition.

120% ~

100% -

80% -

60% -

40% -

20% -

0%

OlIssue Advisory Opinions within 90 Days o
Receiving a Completed Petition

11.8%

| B

100%

14.3%

0%

0%

Y-T-D

T

April May
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July

Due to the reallocation of staff
to address the significant
number of forms changes as a
result of the 2006 legislative
session, only 12% of the
advisory opinions have been
completed within 90 days.

Prepare 100% of fiscal notes
within four weeks of request.

120%

100% -

80% -

60% -

40% -

20% A

0% -

‘ O Prepare 100% of Fiscal Notes within Four

Weeks of Request

93.8%

86.1%

No
Activity
for April

100%

100%

Y-T-D

April May

June

July

The Office of Tax Policy
Analysis has demonstrated
improvement in meeting this
goal.
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TAX POLICY, REVENUE ACCOUNTING, AND TAXPAYER GUIDANCE

PERFORMANCE GOAL

NARRATIVE

Implement a phased program of
forms/instructions redesign and
simplification, beginning with
nonresident income tax return
instructions.

The 2006 tax year IT- 203 instructions have been redesigned.

Issue new industry-specific sales
tax publications.

The following publication has been issued:

Sales Tax Guide for Vet Services

The following publication is in the final stages:

Sales Tax Guide for Broadcasters

Develop new documents and
regulatory proposals that will
provide clarification to the
taxpayer community on
significant outstanding policy
issues.

The following documents have been issued:

Corporation Partnership regulation
Stock Option regulation and TSB-M

The Office of Tax Policy and Analysis will be issuing a new method of guidance
"rulings", which are intended to provide guidance from the Department on specific
questions related to certain facts that have general applicability.

Implement Kudlow Commission
recommendations as enacted
into law.

Although some of the recommendations from the Kudlow Commission were
proposed as part of the SFY 2006-07 Executive Budget, none were enacted into
law. Implementation of the tax law changes as enacted in the 2006 legislative
session is ongoing.
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CENTRALIZED OPERATIONS SUPPORT

PERFORMANCE GOAL GRAPH NARRATIVE
Reduce telecommunication Reduce Telecommunication Costs by 2% from The Office Services Bureau is
costs by 2% from 2005-06 level 2005-2006 currently exceeding this goal.

YTD

by more efficiently managing
such activities, as well as
evaluation the necessity of
current usage trends. We will
also evaluate implementing
Voice over IP (VoIP) with the goal
of further reducing expenditures
by up to 5% within three years,
assuming agency-wide
implementation.

3.00%

—&—Percentage of Reduced
Telecommunications Cost

2.50%

2.00%

1.50% -

1.00% -

0.50% +

2.7% 2.7%

2%

0.00%

April May June July

The Department plans to add
approximately 890 more VolP
connections late fall to winter
2006, throughout ESD, Green
Island, and to Audit staff at
Wade Road. Expansion will
continue through the entire
Department beginning in spring
2007. Currently, 80 staff in the
Department have VolP service.
By the end of this fiscal year, it
is expected that between 970
and 1000 staff will have VolP
service.

Reduce printing and mailing
expenditures by 2% from 2005-06
levels through more efficient
work-flow processes, ongoing
validation and refinement of mail
volumes, and leveraging the
Internet as means to disseminate
information.

3.00%

Reduce Printing Costs by 2% from 2005-06

2.50% A

2.00% -

1.50% -

1.00% -

0.50% -

0.00%

YTD
2.1%
2.0% 2.1%
° —o
No Data
for April
April May June July

The Office Services Bureau is
currently meeting this goal.
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CENTRALIZED OPERATIONS SUPPORT

PERFORMANCE GOAL

GRAPH

NARRATIVE

Mail 100% of all documents
within deadlines.

O Mail 100% of All Documents within Deadlines ‘

120%

100% -

80% -

60% -

40% -

20% -

0% -

97.2%

96.7%  94.9%

98.6% 99.1%

Y-T-D

April May

June July

Lack of realistic lead time from
Department customers resulted
in deadlines that were not met,
resulting in mail not being
delivered 100% on time. Mail
Processing supervisors will
meet with Department
customers to address
programming changes which
would establish more
appropriate due dates. Mail
processing staff will also
partner with OTPA to prioritize
work and identify more realistic
due dates.

PERFORMANCE GOAL

NARRATIVE

Maintain 100% error free
inventory control of seized
alcohol and tobacco products.

The Office Services Bureau successfully tested the mass add and update/transfer
functionality in the Case Management System (CMS) Articles of Evidence
Notebook, which was moved into production in June 2006. This is a process
improvement that will save time and reduce potential data entry errors. With this
functionality in place, the Office Services Bureau will be able to maintain the 100%
error-free inventory control of seized alcohol and tobacco products. The first
inventory reconciliation against Law Manager and warehouse inventory records
will be completed in late fall to early winter 2006.
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TREASURY MANAGEMENT

PERFORMANCE GOAL GRAPH NARRATIVE

Prepare 99% of monthly Treasury is meeting this
TREASURY-RECONCILIATIONS

reconciliations within 30 days of Prepare 99% of Monthly Reconciliations within 30 performance goal.
bank statement receipt. Days of Bank Statement Receipt
Treasury reconciles over 100* YTD
checking accounts each month. | 1209
110% -
* This estimate was adjusted from | 000 | 2% 2% B04% | oo
150 checking accounts as writteninf . |
original goal. 80% |
70%
60%
50% -+
40% -
30% +
20%
10% -
0%
APRIL MAY JUNE JULY
Mail 100% of General Checking TREASURY-GENERAL CHECKING Treasury is meeting this
Account checks on time. Daily Mail 100% of General Checking Account Checks on performance goal.
average is 8,000 checks. Time
YTD
120%
110% 7 100% 100% 100% 100%
100% - 4 4 *

90% -
80% -
70% -
60% -
50% -
40% 4
30% -
20% -
10% -

0%

APRIL MAY JUNE JULY
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TREASURY MANAGEMENT

PERFORMANCE GOAL

GRAPH

NARRATIVE

Issue vendor checks requested
by paper warrants within two
days.

120%

TREASURY- VENDOR CHECKS
Issue Vendor Checks Requested by Paper Warrants
within Two Days
YTD

110% +
100% +
90% -
80% -
70% -
60% -
50% -
40% +
30% +
20% -
10% -
0%

100% 100% 100% 100%

APRIL MAY JUNE JULY

Treasury is meeting this
performance goal.

Issue PIT replacement checks
within a week of receiving
affidavit.

120%

110% A

100%
90%
80%
70%
60%
50%
40%
30%
20%
10%

0%

TREASURY-PIT REPLACEMENT CHECKS
Issue PIT Replacement Checks within a Week of
Receiving Affidavit

YTD
99.6% 99.5% 99.2% 99.1%
APRIL MAY JUNE JULY

The checks that have not been
issued within a week are
triplicate checks, which are
more complex to process.
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TREASURY MANAGEMENT

PERFORMANCE GOAL

GRAPH

NARRATIVE

Complete 99% of daily trades by
1 PM to maximize trading
efficiency.

TREASURY-DAILY TRADES
Complete 99% of Daily Trades by 1 PM to
Maximize Trading Efficiency

Treasury is meeting this
performance goal.

90% -
80% -
70% -
60% -
50% -
40% 4
30% -
20% -
10% -

0%

APRIL MAY JUNE JULY

YTD
120.0%
110.0% 1 99,09 99.5% 99.7% 99.5%
100.0% - *> <> * —o
90.0% -
80.0% -
70.0% -
60.0% -
50.0% -
40.0%
30.0% -
20.0% -
10.0% -
0.0%
APRIL MAY JUNE JULY
Deposit and report 99.9% of Treasury is meeting this
receipts and disbursements TREASURY-DEPOSITS erformance goal
. _p Deposit and Report 99.9% of Receipts and p g '
within 24 hours. Disbursements within 24 Hours
YTD
* This goal reflects deposits of 120%
checks only 110% 1 100% 100% 100% 100%
100% - o o o o
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TREASURY MANAGEMENT

PERFORMANCE GOAL

GRAPH

NARRATIVE

Issue checks requested
electronically the same day

TREASURY- VENDOR CHECKS

Issue Vendor Checks Requested Electronically the

120%

Same Day
YTD

110% -
100% -
90% -

80% -

70% A

60% -

50% -

40% +

30% -

20% -

10% A

0%

100% 100% 100%

N N N o
& g g ®

100%

APRIL MAY JUNE

JULY

Treasury is meeting this
performance goal.

REVENUE PROCESSING AND RECONCILIATION

PERFORMANCE GOAL GRAPH NARRATIVE
Process 'appro?amatel)./ ?4 million Number of Returns and Amount Collected with The Taxpayer Ser\{lces and
returns (including 8 million 100% Accuracy Revenue Division is on target to
coupon returns) and more than —=—Number of returns _ —#—Collected | meet this goal.
$67 billion in State and local tax | 1000000 7.9 50
payments on time with 100% /
accuracy. 10,000,000 + $23.4 /I 1 $25

10,056,655
i 6,923,563 1
8,000,000 i i 8,941,066 $20g
S
@
6,000,000 + T $15
$15.4
$10.8
4,000,000 + + $10
3,800,000
2,000,000 + 4 $5
0 } $0
April May June July
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REVENUE PROCESSING AND RECONCILIATION

PERFORMANCE GOAL

GRAPH

NARRATIVE

Reduce exception rates for all
tax types through systems
improvements and enhanced
taxpayer guidance and
assistance, provided through
written material, telephone
support, and the Internet.

Exception Reduction Rate
YTD

—o—Reduction

3.00%

2.50% -

2.00% -

1.50%

1.00% -

0.50% -

0.00%

-0.50% A

A;ril\\khy_My

-0.06% -0.27% 0.32% -0.08%

-1.00%

The June 2006 exception rate
was .32% greater than June
2005. The July 2006 exception
rate was .08% greater than July
2005. Theincrease was due to
e-MPIRE Release 2 (Corporation
Tax) conversion issues which
created more exceptions.

Increase E-file and 2-D bar
coding of personal income tax
returns 25% over 2005-06 levels
(to at least 60%).

Increase of E-file and 2-D Bar Coding of PIT
Returns
Goal 25% over 2005-06 Levels

—&— Processing Year 2005 —#—Processing Year 2006‘

100%
90% -
80% +
70% -
60% -
50% -
40% +
30%
20% -

10% -

75.78%

69.07% 67.27%
—n

57.29%

51.45%

\g

50.11%

\g —

66.83%

49.21%

0%

April May June July

Based on the number of

e-filed and 2-D bar coded
returns filed year to date, the
Taxpayer Services and Revenue
Division is exceeding the goal to
increase the number of e-filed
and 2-D bar coded returns filed
by 25% over last year.

For the 2006 processing year to
date, 67% of personal income
tax returns received were either
2-D bar coded or electronically
filed.
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REVENUE PROCESSING AND RECONCILIATION

PERFORMANCE GOAL

GRAPH

NARRATIVE

Receive 62% of tax revenue by
electronic funds transfer.

70%

Receive 62% of Tax Revenue by

Electronic Funds Transfer
YTD

——2005 ——2006

60% -

50% -

40% -

30% -

20% A

10% -

0%

51.79%
a106% _L—""_| 46.16%
42.31% ><:
37.03% 3931% | —e— |
42.31%
29.339
April May June July

The Taxpayer Services and
Revenue Division is on track to
meet this goal by the end of the
fiscal year.

Send 95% of PIT refunds to
Office of the State Comptroller at
least 10 days before interest start
date.

B Send 95% of PIT Refunds to the Office of
the State Comptroller at Least 10 Days
Before Interest Start Date

120%

100%

100% -

80% -

60% -

40% A

20% -

0% -

100% 100%

100%

April

May June

July

The Taxpayer Services and
Revenue Division is exceeding
this performance goal.




REVENUE PROCESSING AND RECONCILIATION

PERFORMANCE GOAL

GRAPH

NARRATIVE

Deposit 99.5% of tax receipts
within one day of receipt.

O Deposit 99.5% of Tax Receipts within One Day of

120%

100% -

80% -

60% -

40% -

20% -

0% -

Receipt
100.0% 99.5% 99.5%
| I I
April May June July

The Taxpayer Services and
Revenue Division has been
meeting this performance goal.

Maintain average age of protest
inventories at or below target
levels:

Personal Income Tax - 60 days
Corporation Tax - 60 days

Sales Tax - 60 days

Withholding Tax - 60 days

Maintain Average Age of Protest Inventories at or

Below Target Level - Goal 60 Days

W Personal Income Tax

O Sales Tax

O Corporation Tax

EWithholding Tax

70

59

61

The Taxpayer Services and
Revenue Division has exceeded
all these goals. Corporation Tax
has been trending higher, due to
e-MPIRE Release 2 conversion
issues.
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REVENUE PROCESSING AND RECONCILIATION

PERFORMANCE GOAL

GRAPH

NARRATIVE

Maintain average age of
exception inventories at or below
target levels:

Personal Income Tax - 45 days
Corporation Tax - 60 days

Sales Tax - 60 days

Withholding Tax - 60 days

Maintain Average Age of Exception Inventories at
or Below Target Levels

H Personal Income Tax Exceptions
O Corporation Tax Exceptions
O Sales Tax Exceptions
E Withholding Tax Exceptions

90

April

May

June

July

The Taxpayer Services and
Revenue Division has
consistently exceeded the
performance goals for Personal
Income Tax, Sales Tax and
Withholding Tax. For the past
two months, they have missed
the goal for Corporation Tax,
due to e-MPIRE Release 2
conversion issues.

Answer 85% of PIT information
telephone inquiries within an
average of 5 minutes during peak
processing periods, and limit the
average number of call attempts
during peak to 1.5 attempts or
less.

100%

Average of PIT Information Telephone Inquires within 5
Minutes During Peak Processing Periods, and
Limit the Average Number of Call Attempts During Peak to

1.5 Attempts or

Less

[ Service Level —#—Attempts ‘

1.8

90% -
80% -
70% -
60% -

50% -

40% +
30% +
20% +

10% +

0%

L 77%

1.64

74%

1.58

67%

N

74%

T14

T12

April

May

June

July

The Taxpayer Services and
Revenue Division is missing this
target. The goal for the average
number of call attempts was met
only once during the peak
period (January - July).

Call volumes were higher than
projected, due to an unexpected
number of calls from both the
new flasher process, and the
CISS refund denial process.
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REVENUE PROCESSING AND RECONCILIATION

PERFORMANCE GOAL

GRAPH

NARRATIVE

Answer 85% of business tax
information telephone inquiries
within an average of 2 minutes,
and limit the average number of
call attempts to 1.2 attempts or
less.

Answer 85% of Business Tax Information
Telephone Inquires within an Average of Two
Minutes, and Limit the Average Number of Call

Attempts to 1.2 Attempts or Less

‘I:IService Level ——Attempts

100%

90% 4 1.09

80% 76%

2%

70% 64%

\:OG

N

60% 1
50%

40% + Qs

1.1

T 1.09

0
LGSR 1.08

T 1.07
T 1.06
T 1.05

¢ | 104

30%
20% +
10% +

0% }

+ 1.03

T 1.02

April May June

1.01
July

The Taxpayer Services and
Revenue Division is missing
their target for answering
inquiries. The goal for the
average number of call attempts
has been consistently met.

PERFORMANCE GOAL

NARRATIVE

Achieve an average quality score
of more than 90% in our annual
Call Center Quality Review, an
annual customer service/quality
review of recorded calls.

The annual Taxpayer Services and Revenue Division Call Center Quality Review
resulted in a score of 94%, a decrease from last year's score of 96.2%. The area of
call closure scored the lowest of all categories at 72.9%, although this was a
notable improvement over last year's call closure score of 54.7%. Taxpayer
Contact Center management will continue to reinforce this area with their staff.
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Resolve 90% of written inquires
(including protests) within 90
days.

Resolve 90% of Written Inquires (Including
Protests) within 90 Days

O Personal Income Tax Inquires OO0Business Tax Inquires‘

The Taxpayer Services and
Revenue Division is exceeding
this performance goal.

120%
100%
100% 1 95.0% 97.0% 95.0%
0 90.0% 93.3% 93.0% 01.0%
80% -
60% -
40% -
20% -
0% : :
April May June July
Process sales tax registrations The Taxpayer Services and
within 5 days of receipt. Sales Tax Reg's“at";"; P’?Ctessed within 5 Days Revenue Division is meeting
[0} ecel .
P this performance goal.
O Registrations Processed
6
5 - 47
4.0 4.0
4 37
3 |
2 |
1 |
0 A :
April May June July
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REVENUE PROCESSING AND RECONCILIATION

PERFORMANCE GOAL

GRAPH

NARRATIVE

Assist taxpayers in legally
dissolving or reinstating
corporations within 30 days of
receipt.

Assist Taxpayers in Legally Dissolving or
Reinstating Corporations within 30 Days of Receipt

ENumber of Days to Disolve or Reinstate a Corporation

The Taxpayer Services and
Revenue Division is slightly
below this performance goal,
due to e-MPIRE Release 2

s implementation.
30.06
30 -
26.92
25 -
21.88
50 18.90
15 4
10 -
5 B
0 - ‘ ;
April May June July
Process enroliments and TR o Beays (6 Freesss Erllines ane The Taxpayer Services and _
updates for mandatory and Updates for Mandatory and Voluntary Electronic Revenue Division is exceeding
voluntary electronic funds Funds Transfer Participants within 30 Days this performance goal by a
transfer participants within 30 .uggnaﬁ:;m Days to Process Enroliments and substantial margin.
days. W
30
25 -
20 -
15.1
15 1 12.9
10 - 9.0 9.0
5 4
0 - ‘ ;
April May June July
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REVENUE PROCESSING AND RECONCILIATION

PERFORMANCE GOAL

GRAPH

NARRATIVE

Resolve exceptions for
mandatory and voluntary
electronic funds transfer
participants within 60 days.

Number of Days to Resolve Exceptions for
Mandatory and Voluntary Electronic Funds
Transfer Participants within 60 Days

O Number of Days to Resolve EFT Exceptions|

The Taxpayer Services and
Revenue Division is exceeding
this performance goal by a
substantial margin.
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07 12.0
o [
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Process cigarette retail I_|c9nse Nl of ey e Fressss Gipraie Ampieiems The Taxpayer Services and _
applications/renewals within 10 or Renewals Revenue Division is exceeding
days. Goal - 10 Days this performance goal by a
O Number of Days to Process Cigarette Applications or substantial margin,
Renewals
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8 4
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4 4
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