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Strategic Plan
Fiscal Years 2021 - 2025

Agency Mission

The mission of the Executive Council of Physical Therapy and Occupational Therapy Examiners
(ECPTOTE), an independent administrative governmental agency, is to protect the health, safety, and
welfare of the people of Texas through the regulation and enforcement of the practices of physical
therapy and of occupational therapy. Specificaly, it performstwo key functionsinitsrelationship with
the Texas Board of Physical Therapy (PT) Examiners and Texas Board of Occupational Therapy (OT)
Examiners:

-- Support the regulation of PTsand OTs.
-- Support the investigation of violations of the PT and OT practice acts.

All staff employees directly support or carry out the functions of one or both boards. ECPTOTE
staff are organized into three functional areas — administrative support, licensing, and
investigations. These three functional section adhere to the following Core Values:

e Dedication to excellence, high ethical standards, and fiscal integrity in everything we
do.

¢ Recognition of the talents, strengths, and contributions of our division’s people.

e Efficiency in fulfilling core functions, achieving performance measures, and adapting
quickly to the changing needs of the Agency

e Providing excellent customer service

The administrative staff supports the activities of the board members and other two staff groups in,
limited information technology services and personnel, financia and general administration. The
licensing staff responds to the needs of the physical therapy and occupational therapy licensee
population they support. The investigation staff receives and investigates all complaints against the
boards' licenseesand works closely with the investigation committees of the two boards. The Executive
Director is assisted by two Board Coordinators who primarily provide direct support for the activities
of their respective boards.

The objectives of the Executive Council, the Physical Therapy Board, and the Occupational Therapy
Board are to hold faithfully to the highest standards of ethics, accountability, efficiency, and openness.
In addition, it is to demonstrate to the public and those they regulate through all of their actions the
sincerity of their desire to license and regulate consistently, fairly, and sensibly.

Licensing and Enforcement are the key functions utilized by the Executive Council to carry out its
mission and objectives, and these functions are described next.



Agency Operational Goalsand Action Plans

Agency Operational Goal A

License Physical and Occupational Therapists
The agency will protect the public health and safety by licensing qualified practitioners of
physical therapy and occupational therapy.

How the Goal or Action Items Supportseach Statewide Objective

Accountableto tax and fee payers of Texas

- The agency only raises fees when necessary to obtain funds for increased operating expenses

or one-time exceptional items.

- The agency is self-funded, i.e., agency operations are supported solely through licensee fees. All
excess revenues above the amount appropriated to the agency through the Appropriations Act are
deposited to Genera Revenue. Currently the agency only “spends’ approximately 25% of the total
amount collected and deposited.

- In FY 2020, $4,894,696 was deposited into General Revenue, while in FY 2021, $5,113,000 was
deposited.

Efficient such that maximum results are produced with a minimum waste of taxpayer
funds, including through the elimination of redundant and non-cor e functions.

Asthe agency is self-funded, it must justify its existence and all of its anticipated expenses

every biennium to the legisature. Since created in FY 1994, ECPTOTE has performed its job

of consumer protection efficiently and effectively:

- Over the years achieving high efficiency and performance statistics despite regular and irregular
budget cuts.

- Spending the operational funds entrusted us prudently and wisely. In 1994, there were 18

FTEs and actual funding available for expenses was $731,018. In FY 2021, there are 20 FTES

and appropriated funds are $1,422,475. Through the years, the agency has always |ooked
to technology and process improvement multipliersfirst to either maintain or improve
efficiency and effectiveness.

- In 2020, ECPTOTE cost per licensee was $26.04. In comparison, Florida was $45.30 and
Californiawas $115.47. (Source: Health Professions Council FY 2020 Annual Report)

Effectivein successfully fulfilling cor e functions, measuring success in achieving

perfor mance measur es and implementing plans to continuously improve.

- Feedback from employees — See the Survey of Organizational Effectivenessin Appendix 1 to
Schedule F in the Supplemental Elements. The agency has participated biannually in this study for
20 years.



- Feedback from licensees — See the Report on Customer Service in Schedule G in the
Supplemental Elements. The agency has collected feedback since 2002.

- For FY 2021 of the 20 licensing performance measures targets, 18 were met or exceeded. The
two that were not —number of new licenses issued to individuals (PT), 2,186 vs. 2,400 target and
percent of new individual licensesissued online, 95% vs 96% target, were due to the over
forecasting for those two measures.

Providing excellent customer service.

- The Executive Council contracts with the University of Texas to administer its online customer
satisfaction survey through its web site and as part of its online renewal and applications process.
The agency has received very high ratings for years. In the last two years, 2,701 people completed
the survey. Individuals comments are acted on immediately.

- All personnel are trained to conduct business over the phone and by email; almost 40% of the
licensing staff and two board coordinators’ timeis spent in direct, personal contact with individua
licensees and applicants, i.e., the ones whose fees support agency operations.

- The very high ratings that the agency received in the past two years are detailed in Schedule G:
Report On Customer Service.

Transparent such that agency actions can be understood by any Texan.

- The Executive Council ensures transparency of licensure information through the agency website,
pushing important information through quarterly newsletters and regular mass emailsto licensees
and stakeholders, having sufficient staff available for phone calls, emails, personal visits, annual
visitsto PT, PTA, OT, OTA schools, personal mail, and attendance at stakeholder meetings on
request throughout the state.

- On the agency website, al information that interested persons have ever requested about the two
professions, to include, but not limited to, licensee names, FAQs, publications, steps for licensure
and renewal, disciplinary action, and continuing competence/education, is provided in an easy to
find format. The agency is continuously updating this information.

Agency Operational Goal B

The agency will protect the public by investigating allegations against individualsin violation of
the laws governing the practice of physical therapy and occupational therapy, and taking
appropriate corrective and/or disciplinary action when necessary, and by educating the

public, staff and licensees regarding the agency and boards functions and services.

Action Itemsto Achieve Goal
The agency will educate and increase licensee access to disciplinary information; investigate or

take action on al valid complaints received; resolve al complaints received within days of
receipt found in Appropriations Act; and initiate disciplinary action on licensees as necessary.



How the Goal or Action Items Support each Statewide Objective

Accountableto tax and fee payers of Texas

- In FY 2021 the agency’ s investigative staff received 472 (OT) and 807 (PT) jurisdictional
complaints and resolved 525 (OT) and 820 (PT) complaints, resolving them within about 94 days
(OT) and 93 days (PT). The percent of cases resulting in disciplinary action was 9% (PT) and 7%
(om).

Efficient such that maximum results are produced with a minimum waste of taxpayer
fund, including through the elimination of redundant and no-cor e functions.

The complaint processes are almost identical for the two boards and have as their goal the most
efficient and effective process that resources allow:

- The only role of the investigative staff isto support the boards' effortsin regulating their
professions and it has established effective processes to do so.

- Complaints are most commonly filed via the agency website, written correspondence, phone
calls, or in person.

- Sources are patients, employers, insurance companies, other licensees, and internal agency
referrals.

- Investigations of complaint are handled by one of four investigators.

- The director of enforcement assigns priorities for the case investigations.

- Completed investigations are presented to the applicable Board Investigation Committee for
review and action if warranted (optimally four meetings/year for each board).

- Ratified Board Orders are reported to the National Practitioner Data bank, published in the
applicable board' s quarterly newdletter, and provided on the website licensee verification page.
- The investigations staff utilize a disciplinary action matrix when determining disciplinary action
in response to investigatory findings.

Effectivein successfully fulfilling cor e functions, measuring success in achieving
perfor mance measur es and implementing plans to continuously improve.
- Of the 16 Enforcement performance measures, 16 were met or exceeded.

Providing excellent customer service.

- The customer service described under Goal A is aso applicable to this goal. Approximately
40% of the four investigator’ s time is spent working directly with licensees, complainants, and
individuals filing complaints.

- The investigation staff is always easy to reach by the public through the phone system, email, or
by regular mail. Persons wishing to file a complaint, even if anonymously, are informed of all the
means of transmitting the complaint to the investigative staff through alink on the front page of
the agency web site, or by calling or emailing the agency.

Transparent such that agency actions can be understood by any Texan.

- The PT Board and OT Board publish a quarterly newsletter that is distributed by email to all
licensees and interested stakeholders. The names and synopses of the violations are included in
the newdletter. The newdletters are al so posted on the agency website.



- An easy-to-understand page on the web site is provided for a person wishing to file a
complaint.

- The agency’ s discipline statistics are briefed to each board quarterly, and in sufficient depth
and detail to satisfy members questions before asking.

- The agency website online verification system includes notice of any disciplinary action on an
active or expired licensee, and alink { Check Disciplinary Action} to alicensee’s page with the
agreed order of the violation. Anyone with a computer can look up alicensee’'s public information.
- All requests for open records documents concerning disciplinary action are sent to the
investigation staff. It has its own open records manager who ensures the requests are handled
properly.

- The director of enforcement tries to video conference or travel in person to every PT, PTA,
OT and OTA school once ayear to address the graduating class. She presents the information
students need to avoid violating the practice act/rules through ignorance of the law as well as
describing the disciplinary process. These presentations also put a face on the agency/boards
and provide a contact point at the board for licensees just starting their careers.

- All parties to acomplaint are provided written quarterly updates on their cases.

Redundancies and I mpediments

Continuing Use of Expanded Teleconferencing Options Under the Open Meetings Act

Statutory Cite

Reason
Change

for

Statutory

Recommended
Change

Statutory

Benefit of Change
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Schedule A
Budget Structure
The following visual displays the relationshi ps between the goal's, objectives, and strategies of the

Executive Council, followed by alisting of the outcome, output, efficiency and explanatory
measures that support each of them.



GOAL 1: License Physical and Occupational Therapists

To protect the public health and safety by licensing qualified practitioners of physical therapy
and occupational therapy.

Objective 01-01: EnsureLicense Standardsfor PTs, and OTs

To operate alicensing process for physical therapists, physical therapist assistants, occupational
therapists, and occupational therapy assistants that will ensure meeting all license standards.

Outcome Measures:
. Percent of Licensees with No Recent Violations: Physical Therapy
. Percent of Licensees with No Recent Violations: Occupational Therapy

Strategy 01-01-01: Issue and Renew Licenses

Operate an efficient, accurate, and timely licensure process to license physical
therapists, physical therapist assistants, occupational therapists, and occupational
therapy assistants, through specific requirements for preparatory education,
examinations, endorsements, continuing competence/education, and renewal .

Output Measures:
. Number of New Licenses Issued to Individuals: Physical Therapy
. Number of New Licenses Issued to Individuals. Occupational Therapy
. Number of Licenses Renewed (Individuals): Physical Therapy
. Number of Licenses Renewed (Individuals): Occupational Therapy

Efficiency Measures:

Average Licensing Cost per Individua License Issued: Physical Therapy

Average Licensing Cost per Individual License Issued: Occupational Therapy
Percentage of New Individual Licenses Issued Within 10 Days: Physical Therapy
Percentage of New Individual Licenses Issued Within 10 Days: Occupational Therapy
Percentage of Individual License Renewals Issued Within 7 Days: Physical Therapy
Percentage of Individual License Renewals Issued Within 7 Days. Occupational Therapy

Explanatory/I nput Measures:

. Total Number of Individuals Licensed: Physical Therapy
Total Number of Individuals Licensed: Occupational Therapy
Average Time for Individual License Issuance: Physical Therapy
Average Time for Individual License Issuance: Occupational Therapy
Average Time for Individual License Renewal: Physical Therapy
Average Time for Individual License Renewal: Occupationa Therapy
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Strategy 01-01-02: Texas Online. Estimated and Nontransfer able

Provide for the processing of occupational license fees through Texas Online. Estimated and
nontransferable.

Outcome Measures:
. Percent of Licensees Who Renew Online
. Percent of New Individua Licenses Issued Online

GOAL 2: Promote Compliance and Enforce PT and OT Practice Actsand Rules

To protect the public by investigating allegations against individuals in violation of the laws
governing the practice of physical therapy and occupationa therapy, and taking appropriate
corrective and/or disciplinary action when necessary, and by educating the public, staff and
licensees regarding the boards' functions and services.

Objective 02-01: Enforce and Adjudicate PT and OT Practice Acts

To educate and increase licensee access to information; investigate or take action on al valid
complaints received; resolve all complaints received within 130 days of receipt; initiate
disciplinary action on licensees as necessary; and deter and reduce the incidence of violations
of the law through enforcement of statutes and rulesin Texas.

Outcome Measures:

. Percent of Complaints Resulting in Disciplinary Action: Physical Therapy
Percent of Complaints Resulting in Disciplinary Action: Occupational Therapy
Recidivism Rate for Those Receiving Disciplinary Action: Physical Therapy
Recidivism Rate for Those Receiving Disciplinary Action: Occupationa Therapy
Percent of Documented Complaints Resolved Within Six Months: Physical Therapy
Percent of Documented Complaints Resolved Within Six Months: Occupational Therapy

Strategy 02-01-01: Enforcethe Physical Therapy & Occupational Therapy Practice Acts

Administer a system of enforcement and adjudication of the laws governing the practice of physical
therapy and occupational therapy.

Output Measures:
. Number of Complaints Resolved: Physical Therapy
. Number of Complaints Resolved: Occupational Therapy

Efficiency Measures:

. Average Time for Complaint Resolution: Physical Therapy
. Average Time for Complaint Resolution: Occupational Therapy
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. Average Cost per Complaint Resolved: Physical Therapy
. Average Cost per Complaint Resolved: Occupational Therapy

Explanatory Measures:

. Number of Jurisdictional Complaints Received: Physical Therapy
. Number of Jurisdictional Complaints Received: Occupationa Therapy
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Schedule B
List of Measure Definitions
Outcome M easures:

Percent of Licensees w/ No Recent Violations: (PT or OT)

Short Definition: The percent of the total number of licensed individuals at the end of the
reporting period who have not incurred a violation within the current and preceding two
years (three yearstotal).

Purpose/Importance: Licensing individuals helps ensure that practitioners meet legal
standards for professional education and practice, which isa primary agency goal. This
measure isimportant because it indicates how effectively the agency's activities deter
violations of professional standards established by statute and rule.

Data Source: The number of licenseesis obtained from the electronic databases and kept
by the Executive Assistant. The number of those licensees who received disciplinary
action in the three-year period is manually computed from the manua disciplinary files,
which are maintained by the lead investigator. The number of those disciplined licenseesis
also identified in board meeting minutes. The electronic report is forwarded to the
Executive Assistant for entry into ABEST. Prior to final submission, the data entered into
ABEST is checked for accuracy by the board coordinator and verified by the Executive
Director. The Executive Assistant maintains el ectronic copies of the automated report.

Methodology: 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. The total number of
licenseesis electronically calculated with those identified and removed who have received
disciplinary action in the current or proceeding two fiscal years.

Data Limitations: The number of violatorsis dependent on the number of complaints filed and
the nature of those violations investigated. The agency has no control over either of these two
factors.

Calculation Type: Non-Cumulative.

New Measure: No

Desired Performance: Higher than Target

Key Measure: Yes
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Percentage of Licensees who Renew Online (PT and OT combined)

Short Definition: The percentage of the total number of eligible licensed individuals
that renewed their license online during the reporting period.

Purpose/Importance: To track use of online license renewal technology by the licensee
population.

Data Source: The licensing system database tracks the type of renewal (office, lock-
box, online) when the renewal fee is entered into the database by Accounting staff.
After the fee code, amount, and renewal type have been entered into the database by the
Accounting staff, Renewal staff in the Licensing Department enters/verifies the
personal data portion of the renewal. Once the renewal datais verified, licensing staff
processes (completes) the renewal, which automatically updates the expiration date in the
database. After the end of the quarter, one of the board coordinators runs a standard
automated performance measure report which counts all renewals processed in the
quarter, sub-totals them by renewal type, and calculates the percentage of total renewals
each type represents. The electronic report is forwarded to the Executive Assistant for
entry into ABEST. Prior to final submission, the data entered into ABEST is checked for
accuracy by the board coordinator and verified by the Executive Director. The Executive
Assistant maintains electronic copies of the automated report.

Methodology: Total number of individual licenses renewed online divided by the total
number of individual licenses renewed during the reporting period. Theresult is
multiplied by 100 to achieve a percentage.

Data Limitations: The agency has no direct control over the number of licensees
who take advantage of this technology.

Calculation Type: Non-cumulative
New Measure Status: No
Desired Performance: Higher than Target

Key Measure: Yes

Percentage of New Individual Licenses Issued Online (PT and OT combined)

Short Definition: The percentage of al new licenses issued online to individuals
during the reporting period.

Purpose/lmportance: To track use of online license issuance technology by the
licensee population.
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Data Source: The licensing system database records the type of transaction (OT or PT,
regular or temporary license), the fee amount, payment type (online, office) and method
(check, credit card) when the license application fee is entered into the database by
Accounting staff. After that information has been entered, licensing staff completes the
personal data portion of the application and issues the license after al required items
have been received. When the license isissued, the expiration date is automatically
generated in the database. After the end of the quarter, one of the Board Coordinators
runs a standard automated performance measure report which counts all license
applications processed in the quarter, subtotals them by payment type, and calculates the
percentage of total new licenses each payment type represents. The electronic report is
forwarded to the Executive Assistant for entry into ABEST. Prior to final submission,
the data entered into ABEST is checked for accuracy by the board coordinator and
verified by the Executive Director. The Executive Assistant maintains el ectronic copies
of the automated report.

Methodology: Total number of new licensesissued to individuals online divided by the
total number of new licenses issued to individuals during the reporting period. The result
ismultiplied by 100 to achieve a percentage.

Data Limitations: The agency has no direct control over the number of applicants who
take advantage of this technology.

Calculation Type: Non-cumulative
New Measure Status: No
Desired Performance: Higher than Target

Key Measure: Yes

Output Measures:

Number of New Licenses Issued to Individuals (PT or OT)

Short Definition: The number of temporary, provisional, and permanent licenses issued to
previously unlicensed individual s 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 isintended to show the number of unlicensed persons who were
documented to have successfully met al licensure criteria established by statute and rule as
verified by the agency during the reporting period.

Data Source: After the end of the quarter, one of the board coordinators uses a standard

report in the reporting program to query the database for alist/count of licensesissued
during that quarter. The coordinator changes only the beginning and ending date of the
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guarter when the report is run. To ensure that people who received temporary licenses
before receiving permanent licenses are not counted twice in the course of a quarter or a
year, the query is structured so that permanent licenses are only counted if atemporary
license was not issued to an individual. The count is automatically done when the report is
run. The electronic report is forwarded to the Executive Assistant for entry into ABEST.
Prior to final submission, the data entered into ABEST is checked for accuracy by the
board coordinator and verified by the Executive Director. The Executive Assistant
maintains el ectronic copies of the automated report.

Methodology: This measure counts the total number of licenses issued to previously
unlicensed individuals during the reporting period, regardless of when the application was
originally received. Those individuals who had a license in the previous reporting period
are not counted. Only new licenses are counted. Licenses are counted as new for persons
who were previoudly licensed, but whose license expired so that they were required to
meet al criteria of a new applicant.

Data Limitations: The number of people who apply for licensure in Texas, or renew
their Texas license, is out of the agency's control, affected by the outside factors such as
changes to healthcare reimbursement.

Calculation Type: Cumulative.

New Measure: No

Desired Performance: Higher than Target

Key Measure: Yes

Number of Licenses Renewed (Individuals) (PT or OT)

Short Definition: The number of licensed individuals who held licenses previousy
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 measureis
intended to show the number of licenses that were renewed during the reporting

period for individuals who currently held avalid license.

Data Source: This information comes from the agency OT or PT licensing electronic
database that contains those individuals who are licensed in the state. A listing of all
renewing licensees in the past quarter is run by one of the board coordinatorsusing a
database reports query program. The electronic report is forwarded to the Executive
Assistant for entry into ABEST. Prior to final submission, the data entered into ABEST is
checked for accuracy by the board coordinator and verified by the Executive Director.
The Executive Assistant maintains electronic copies of the automated report.

16



Methodology: The measure is calculated by querying the agency licensing database to
produce the total number of licenses renewed for previously licensed individuals during
the reporting period.

Data Limitations. Many societal factors beyond the agency's control can affect the number
of licensees who renew their license in Texas. Federal changes to nationwide healthcare
reimbursement programs will affect the number of therapists working in their field. The
supply and demand for therapists in Texas will affect this measure. Fewer jobs (or too
many therapists) will result in more licensees moving from Texas seeking employment in
other states, and not renewing their Texas license.

Calculation Type: Cumulative.

New Measure: No

Desired Performance: Higher than Target

Key Measure: Yes

Efficiency Measures:

Average Licensing Cost for Individual License Issued (PT or OT)

Short Definition: Total expenditures (including encumbrances) for direct licensing
activities during the reporting period divided by the total number of individuals licensed
during the reporting period.

Purpose/Importance: This measure is intended to show how cost-effectively the agency
processes new and renewal license applications for individuals.

Data Source: The Executive Assistant (EA) collects information regarding agency
expenditures from accounting section. The Accounting section provides reports on the
percentage of agency expenditures allotted to enforcement activities. The EA entersthe
datainto a standard Excel worksheet. Accounting also provides the EA with the amounts
spent in certain categories considered licensing expenses. The EA entersinto the
worksheet the number of licenses issued and renewed (statistics obtained from the
licensing department). Excel calculates the average cost for a new or renewed license. The
electronic report is forwarded to the Executive Assistant for entry into ABEST. Prior to
final submission, the data entered into ABEST is checked for accuracy by the board
coordinator and verified by the Executive Director. The Executive Assistant maintains
electronic copies of the automated report.

Methodology: Total funds expended and encumbered during the reporting period for the

processing of initial and renewed licenses for individuals, divided by the total number of
initial and renewed licenses for individualsissued during the reporting period. Costs
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include salaries, supplies, travel, postage, and other costs directly related to licensing,
including document review, handling and notification. Indirect costs, and enforcement
costs (salaries of investigators, enforcement travel for board members and investigators,
20% of executive director's salary, and other enforcement costs) are also included.

Data Limitations. The average cost is affected by the number of people who renew or get
new licenses, which means that outside factors such as healthcare reimbursement
changes can affect this number.

Calculation Type: Non-Cumulative.

New Measure: No

Desired Performance: Lower than Target

Key Measure: No

Percentage of New Individual Licenses Issued Within 10 Days (PT or OT)

Short Definition: The percentage of initia individual license applications that were
processed during the reporting period within 10 days, measured in days from the time
elapsed from receipt of the initial completed application until the date the licenseis
mailed.

Purpose/Importance: This measures the ability of the agency to process new applications
in atimely manner and its responsiveness to a primary constituent group.

Data Source: The number is obtained from the agency OT or PT electronic licensing
databases, which contain al individuals who are licensed by the state. The fields used in
this report include the date an application is complete and the date the license is
issued/mailed.

Methodology: Licensing staff enter the date when all application materials have been
received (i.e., the application is complete) and when the license isissued and mailed. The
automated report calculates the number of days between those two dates, and totals the
number of licensesissued in daily intervals. The percentage is determined by dividing the
total number of licensesissued within 10 days by the total number issued/mailed during the
quarter. The electronic report is forwarded to the Executive Assistant for entry into ABEST.
Prior to final submission, the data entered into ABEST is checked for accuracy by the board
coordinator and verified by the Executive Director. The Executive Assistant maintains
electronic copies of the automated report.

Data Limitations; None

Calculation Type: Non-Cumulative.
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New Measure: No
Desired Performance: Higher than Target

Key Measure: No

Percentage of Individual License Renewals Issued Within 7 Days (PT or OT)

Short Definition: The percentage of individual license renewal applications that were
processed during the reporting period within 7 days of receipt, measured from the time (in
calendar days) elapsed from receipt of the renewal application until the date the renewal
license ismailed.

Purpose/lmportance: This measures the ability of the agency to process renewal
applicationsin atimely manner and its responsiveness to a primary constituent group.

Data Source: The number is obtained from the agency OT or PT electronic licensing
databases, which contain all individuals who are licensed by the state. The fields used in
this report include the date a renewal application is complete and the date the renewal
certificate isissued/mailed. The electronic report is forwarded to the Executive Assistant
for entry into ABEST. Prior to final submission, the data entered into ABEST is checked
for accuracy by the board coordinator and verified by the Executive Director. The
Executive Assistant maintains electronic copies of the automated report.

Methodology: Licensing staff enters the date when all renewal materials have been
received (i.e., the application is complete) and when the renewal certificate isissued and
mailed. The report calculates the number of days between those two dates, and totals the
number of renewalsissued in daily intervals. The percentage is determined by dividing
the total number of renewals issued within 7 days by the total number issued/mailed
during the quarter. A copy of the report is given to the Executive Assistant.

Data Limitations. None

Calculation Type: Non-Cumulative

New Measure: No

Desired Performance: Higher than Target

Key Measure: No

Explanatory Measures:
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Total Number of Individuals Licensed (PT or OT)

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.

Data Source: This number is obtained from the licensee electronic database. In the first
month of the fiscal year, one of the board coordinators uses the reporting program to
query the database for alist/count of all current permanent and temporary licenses (status
c or t), with the additional cautionary condition that the expiration date of the license,
whether permanent or temporary, be after the last day of the fiscal year. The electronic
report is forwarded to the Executive Assistant for entry into ABEST. Prior to final
submission, the data entered into ABEST is checked for accuracy by the board
coordinator and verified by the Executive Director. The Executive Assistant maintains
electronic copies of the automated report.

Methodology: Thisisa count of the total unduplicated number of licensed individuals that
isstored 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, and only licensees on an
active status are included in the count.

Data Limitations. The number of people who apply for licensure in Texas, or renew their
Texaslicense, is out of the agency's control, affected by the outside factors such as
changes to healthcare reimbursement.

Calculation Type: Non-Cumulative

New Measure: No

Desired Performance: Higher than Target

Key Measure: No

Average Time for Individua License Issuance (PT or OT)

Short Definition: The average number of calendar days it takes the agency to issue a new
license. Note: Thisis an agency internal measure.

Purpose/Importance: This measures the ability of the agency to process new license
applications in atimely manner and its responsiveness to a primary constituent group.

Data Source: After the end of the fiscal quarter, aboard coordinator uses a standard report
in the reporting program to query the database for alist/count of licensesissued during that
quarter. The board coordinator changes only the beginning and ending date of the quarter
when the report is run. This report also calculates the number of daysit took to issue each
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license, and computes the average number of daysit took to issue a license during the
guarter. The electronic report is forwarded to the Executive Assistant for entry into
ABEST. Prior to final submission, the data entered into ABEST is checked for accuracy by
the board coordinator and verified by the Executive Director. The Executive Assistant
maintains electronic copies of the automated report.

Methodology: The number of calendar days per initial license application, summed for all
applications received by the agency that elapsed from receipt of the complete application
until the date the license is mailed divided by the total number of new licenses issued to
individuals during the period.

Data Limitations. None, since the count of days starts after all requirements for licensure
are met.

Calculation Type: Non-Cumulative
New Measure: No
Desired Performance: Lower than Target

Key Measure: No

Average Time for Individual License Renewal (PT or OT)

Short Definition: The average number of calendar days it takes the agency to issue a
license renewal. Note: Thisis an agency internal measure.

Purpose/Importance: This measures the ability of the agency to process renewal
applications in atimely manner and its responsiveness to a primary constituent group.

Data Source: The information is obtained from the agency OT or PT licensing electronic
database that contains all those individuals who are licensed in the state. A listing of all
licensees who renewed in the previous quarter is run by the renewal clerk using a database
report query program. The average number of daysis calculated by another program query,
and a paper copy listing of all licenseesis generated. The electronic report is forwarded to the
Executive Assistant for entry into ABEST. Prior to final submission, the data entered into
ABEST is checked for accuracy by the board coordinator and verified by the Executive
Director. The Executive Assistant maintains el ectronic copies of the automated report.

Methodology: The number of calendar days per renewal application, summed for all
applications received by the agency that elapsed from receipt of the complete renewal
application until the date the renewed license is mailed divided by the total number of
renewal licensesissued to individuals during that period.

Data Limitations; None
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Calculation Type: Non-cumulative
New Measure: No
Desired Performance: Lower than Target

Key Measure: No

Enforcement Goal
Outcome M easur es:

Percent of Complaints Resulting in Disciplinary Action (PT or OT)

Short Definition: Percent of complaints, which were resolved during the reporting period
that resulted in disciplinary action.

Purpose/Importance: The measure is intended to show the extent to which the agency
exercisesits disciplinary authority in proportion to the number of complaints received. It
isimportant 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.

Data Source: The enforcement director maintains manual files of complaints received and
the numbers of those resulting in disciplinary actions obtained from board meeting
records. From thesefiles, the investigator cal cul ates the measure and also maintains the
manual computations of the percentages. The electronic report is forwarded to the
Executive Assistant for entry into ABEST. Prior to final submission, the data entered into
ABEST is checked for accuracy by the board coordinator and verified by the Executive
Director. The Executive Assistant maintains el ectronic copies of the automated report.

Methodology: The total number of complaints (defined as a request for agency
intervention or mediation) resolved that resulted in disciplinary action (numerator) is
divided by the total number of complaints resolved during the reporting period
(denominator). The result is multiplied by 100 to achieve a percentage. Disciplinary
action includes agreed orders, letters of reprimand, suspensions, probation, revocation,
restitution, and/or fines on which the board has acted.

Data Limitations: The factorsin complaints that determine whether or not disciplinary

action is warranted are beyond the control of the agency. Examplesinclude validity of
complaints and seriousness of valid complaints.

Calculation Type: Non-cumulative

New Measure: No
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Desired Performance: Higher than Target
Key Measure: Yes

Recidivism Rate for Those Receiving Disciplinary Action (PT or OT)

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: The measure is intended to show how effectively the agency
enforces its regulatory requirements and prohibitions. It isimportant that the agency
enforcesits act and rules strictly enough to ensure consumers are protected from unsafe,
incompetent and unethical practice by the registered or licensed professional.

Data Source: At the end of the fiscal year, the lead investigator manually
computes/identifies numbers of those receiving disciplinary action in the period and those
who are repeat offenders from the manual investigation files. The electronic report is
forwarded to the Executive Assistant for entry into ABEST. Prior to final submission, the
data entered into ABEST is checked for accuracy by the board coordinator and verified by
the Executive Director. The Executive Assistant maintains el ectronic copies of the
automated report.

Methodology: 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 is multiplied by 100 to achieve a
percentage.

Data Limitations. Causes of repeat violations are rarely influenced by any board actions.
Again, in the short term the board has no control over the nature or number of complaints
filed or the substance of the violations.

Calculation Type: Non-cumulative

New Measure: No

Desired Performance: Lower than Target

Key Measure: No
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Percent of Documented Complaints Resolved Within Six Months (PT or OT)

Short Definition: The percent of complaints resolved during the reporting period that was
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 isimportant to ensure the swift
enforcement of the (PT or OT) Practice Act, which isan agency goal.

Data Source: At the end of the fiscal year, the enforcement director maintains a manual
list of complaints resolved in reporting period drawn from the investigation manual files,
and manually computes the number of days to resolve. The electronic report is forwarded
to the Executive Assistant for entry into ABEST. Prior to final submission, the data
entered into ABEST is checked for accuracy by the board coordinator and verified by the
Executive Director. The Executive Assistant maintains el ectronic copies of the automated
report.

Methodology: The number of complaints resolved within a period of six months or less
from the date of receipt (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 nature of complaint violation, complexity of the complaint,
availability of witnesses, experience of investigator, attorney involvement,
investigative committee and board meeting schedules, cooperation from the violator,
and travel restrictions may all impact the number of days needed to resolve acomplaint
investigation.

Calculation Type: Non-cumulative

New Measure: No

Desired Performance: Higher than Target

Key Measure: No

Output Measures.

Number of Complaints Resolved (PT or OT)

Short Definition: The total number of complaints resolved during the reporting period.

Purpose/Importance: The measure shows the workload associated with
resolving complaints.
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Data Source: At the end of each fiscal quarter, the lead investigator calculates the total
from the manual investigative files, counting the total number of case filesthat are
completed. The electronic report is forwarded to the Executive Assistant for entry into
ABEST. Prior to final submission, the data entered into ABEST is checked for accuracy
by the board coordinator and verified by the Executive Director. The Executive Assistant
maintains electronic copies of the automated report.

Methodology: Thisisa caculation of the total number of complaints during the reporting
period upon which final action was taken by the board or for which a determination is
made that a violation did not occur. A complaint that, after preliminary investigation, is
determined to be non-jurisdictional is not a resolved complaint. (Non-jurisdictional
complaints are those which are not within the agency's jurisdiction of statutory
responsibility. For statistical purposes, acomplaint passed to another agency is not
included in thistotal, nor isit counted as a non-resolved complaint.)

Data Limitations: The number of complaints received, nature of complaint violation,
complexity of the complaint, availability of witnesses, experience of investigator, attorney
involvement, investigative committee and board meeting schedules, cooperation from the
violator, and travel restrictions may all impact the number of days needed to resolve a
complaint investigation.

Calculation Type: Cumulative

New Measure: No

Desired Performance: Higher than Target

Key Measure: Yes

Efficiency Measures:

Average Time for Complaint Resolution (PT or OT)

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.

Data Source: At the completion of each fiscal quarter, the lead investigator manually
computes the quarterly cases resolved and length of resolution time from information
obtained from the case file manual records. The electronic report is forwarded to the
Executive Assistant for entry into ABEST. Prior to final submission, the data entered into
ABEST is checked for accuracy by the board coordinator and verified by the Executive
Director. The Executive Assistant maintains electronic copies of the automated report.
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Methodology: The total number of calendar days per complaint resolved, summed for al
complaints resolved during the reporting period, that elapsed from receipt of arequest for
agency intervention to the date upon which final action on the complaint was taken by the
board (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 number of complaints received, nature of the complaint violation,
complexity of the complaint, availability of witnesses, experience of investigator,
attorney involvement, investigative committee and board meeting schedules, cooperation
from the violator, and travel restrictions may all impact the number of days needed to
resolve a complaint investigation.

Calculation Type: Non-cumulative

New Measure: No

Desired Performance: Lower than Target

Key Measure: Yes

ECPTOTE Strategic Plan Average Cost per Complaint Resolved (PT or OT)

Short Definition: Total costs expended for the resolution of complaints during the
reporting period divided by the total number of complaints resolved during the
reporting period.

Purpose/Importance: The measure shows the cost efficiency of the agency in resolving
acomplaint.

Data Source: The lead investigator manually computes actual costs related to every
investigative case file. Costs are obtained from the Accounting Section. The individual case
cost is kept in the manual casefile. The lead investigator reports costs quarterly to the
Executive Assistant and each board. The electronic report is forwarded to the Executive
Assistant for entry into ABEST. Prior to final submission, the data entered into ABEST is
checked for accuracy by the board coordinator and verified by the Executive Director. The
Executive Assistant maintains el ectronic copies of the automated report.

Methodology: Thetotal funds expended and encumbered during the reporting period for
complaint processing, investigation, and resolution (numerator) is divided by the number of
complaints resolved (denominator). Costs include salaries of the investigators, 10% of the
Executive Director's salary; supplies ($5 per complaint); travel of investigators and board
members of investigation committee; postage ($5 per complaint); and any other expenses
directly related to enforcement including SOAH costs. These costs are computed using the
appropriate expenditures (including encumbrances) shown from each category in the
agency accounting system (specific). Indirect costs are excluded from this calculation. For
multiple reporting periods, year-to-date performance is calculated by adding all costs
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related to complaints for al reporting periods (numerator) is divided by the number of
complaints resolved for all reporting periods (denominator).

Data Limitations. Cases that require substantia travel or AG (SOAH) involvement are
factors beyond the control of the agency.

Calculation Type: Non-cumulative
New Measure: No
Desired Performance: Lower than Target

Key Measure: No

Explanatory Measures:

Number of Jurisdictional Complaints Received (PT or OT)

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
hel ps determine agency workload.

Data Source: The enforcement director maintains a manual log of complaints received.
The lead investigator uses the information previously entered in the log to develop this
report. The electronic report is forwarded to the Executive Assistant for entry into
ABEST. Prior to final submission, the data entered into ABEST is checked for accuracy
by the board coordinator and verified by the Executive Director. The Executive Assistant
maintains electronic copies of the automated report.

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

Data Limitations. Causes that influence why, when or how many complaints are received
or might be received during any specific time period are beyond the short-term control of
the agency.

Calculation Type: Cumulative

New Measure: No

Desired Performance: Lower than Target

Key Measure: Yes
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ScheduleC

Historically Underutilized Business Plan

The Executive Council pridesitself on its use of Historically Underutilized Businesses (HUB)
in its purchases of goods and services from the public sector. The Legislature has provided
guidance that each state agency receiving appropriations should make a good-faith effort to
include HUBs in at least 33.0 percent of the total value of “ Other Services’ and 12.5% of
“Commodities’ contracts awarded. In purchasing from and contracting with Historically
Underutilized Businesses (HUBS), the ECPTOTE strives to meet the guidelines and goals
promulgated by the Legislature and the Comptroller of Public Accounts (CPA), and set forth
by the agency. The agency utilizes the CPA Centralized Master Bidders List (CMBL) and
HUB Directory to locate available HUB vendors and is committed to making a good faith
effort to purchase from HUB vendors. Although competitive bidding is not required for
purchases of $5,000 or less, it isin the best interest of the State and the agency to use best
efforts to procure goods and services offering the best value to the state and to meet the
statewide HUB goals. Such efforts may include obtaining 2 or 3 informal bids or obtaining
bids on items available through the CPA’ s TxSmartBuy.

CONSOLIDATED REPORT FOR: 533 EXEC CNCL OF PHYSICAL & OCC THERAPY —FY 2021

Category Total $ Spent Tgtgl pgrL;ltB Percent Agen%/OSaFIJECiﬁC St%%\’;’:de

Heavy Construction N/A N/A N/A N/A 11.2%
Building Construction N/A N/A N/A N/A 21.1%
Special Trade N/A N/A N/A N/A 32.9%
Professional Services N/A N/A N/A N/A 23.7%
Other Services $16,071 $11,065 68.85% 26.0% 26.0%
Commodities $35,144 $19,878 56.56% 21.1% 21.1%
TOTAL $51,215 $30,943 60.42%

GOAL C: Historically Underutilized Busi nesses

We will foster an environment that will enhance participation of Historically Underutilized
Businesses in procurement and contracting opportunities.

Objective 03-01:
Through each year of the strategic plan, we will make a good faith effort to award at least 26 percent of

the total value of contracts for “Other Services’ and 21.1% for “Commodities’ to Historically
Underutilized Businesses (HUB).

Outcome Measures:
e Percent of total dollar value of contracts awarded to HUBSs for Other Services.
e Percent of tota dollar value of contracts awarded to HUBs for Commodities.
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Strategy 03-01-01: Historically Underutilized Businesses
Implement procedures for increasing the use of HUBSs for contracts and purchases.

Output Measures:
e Number of HUB purchases and contracts awarded.
e Dollar value of HUB purchases and awarded contracts.

Schedule D
Statewide Capital Plan (not applicable)

Schedule E
Health and Human Services Strategic Plan (not applicable)

Schedule F

Agency Workforce Plan
I. Overview

The Executive Council of Physical Therapy and Occupationa Therapy Examiners (Executive
Council or ECPTOTE) is an independent state health regulatory agency, operating under the
authority of its enabling legidation, Article 4512e-1, V.T.C.S. The 73rd Legislature, Regular
Session, created the Executive Council in 1993 to administer and enforce the Physical
Therapy Practice Act and the Occupationa Therapy Practice Act. This legislation merged the
administrative functions of the Texas Board of Physical Therapy Examiners and the Texas
Advisory Board of Occupational Therapy under the Executive Council, while keeping the rule
and decision-making authority of the two boards intact.

The Executive Council staff employees directly support or carry out the functions of one or
both boards. The Executive Council staff is organized into three functional areas -
administrative support, licensing, and investigations. The administrative staff supports the
activities of the board members and other two staff groups in financial administration,
information services, personnel administration, and general administration. The licensing staff
responds to the unique needs of the physical therapy and occupational therapy licensee
population they support. They are responsible for ensuring quality services for the consumers of
Texas by licensing only qualified physical and occupational therapists. While the process of
issuing licenses is the predominate activity, approximately 40% of staff timeis spent
responding to inquiries about the professions through different communications means
available in the agency. The three-person investigation staff receives and investigates all
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complaints against the boards' licensees and works closely with the investigation committees of
the two boards.

The ECPTOTE has had 18 authorized full time positions since it became operational in 1993. In
2014 it increased to 19, and is currently 20. The agency maintained its staffing levels usually
through reorganizations and leveraging of technology.

The agency’ slast Sunset Review was in 2016-17, the first since 1993. The outcome was
codified in Senate Bill 317, 85" Regular Session.

A. Agency Mission

The mission of the Executive Council of Physical Therapy and Occupationa Therapy
Examinersisto protect the health, safety, and welfare of the people of Texas through the
regulation and enforcement of the practice of physical therapy and of occupational therapy. All
funding for support of the Executive Council comes from fees paid by the licensees.

B. Strategic Goalsand Objectives

The ECPTOTE has two main operational goals.

Goal 1 To license Physical and Occupational Therapists

Objective | Ensure license and registration standards for PTsand OTs

Strategies | Issue and renew licenses

Texas Online. Estimated and Non-transferable

Goal 2 To promote compliance and enforce PT and OT Practice Acts and rules

Objective | Enforce and adjudicate PT and OT Practice Acts

Strategy | Enforce the Physical Therapy and Occupational Therapy Practice Acts

C. Anticipated Changesin Strategies

The Executive Council anticipates two changes that will have an impact on the agency’s
business processes and indirectly on its workforce. These changes are technology driven which
will require aneed for employeesto be cross-trained and receive technology training.

Business Trends:

e The supported population, i.e., number of licensees, will continue to annually show a
steady, but moderate, increase of between 4% and 6%.
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The Executive Council isfocusing on workforce planning issues that will address the most
critical areasin the agency. They include a greater emphasis on training of employeesin
technology-related skills, and an effort to hire and retain highly skilled (and motivated)
personnel.

[I. Current Workforce Profile (Supply Analysis)
A. Critical Workforce Skills

Although the agency has many strong, qualified employees, there are several critical skillsthat are
critical to the agency’ s ability to operate. Without these skills, the Executive Council could not
perform basic business functions or support the two licensing boards. The skillsare listed below:

Conducting Investigations
Interpreting Rules/Regulations
Effective Communications
Customer Service

Project Management

Licensing Functions

B. Wor kfor ce Demographics

The following charts profile the agency’ s workforce as of 8/31/20. The Executive Council’s
workforceis comprised of 3 malesand 16 females. 57.9 percent of the employees are greater
than 40 years old. 51.4 percent of agency employees have |essthan five years agency service,
and most employees have prior service at other state agencies. The average state service for
agency employeesis 6.3 years.
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Workforce Breakouts

GENDER
Male
13% _
__Female
87%
Countof Age
AGE
70 or Older 16 to 29
13%_ _13%
o
60 to 69
18%
1~ 30 to 39
26%
S0to59
4% s,

40 to 49 _"
26%
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Countof Length of Agency Service

AGENCY TENURE
20 to 24.99 Years,
0% | ~ Less than 2 Years
10 to 14.99 Years _ \ 9%

L p3

\_02 to 4.99 Years
35%

05 to 9.99 Years |
43%

C. Employee Turnover

Turnover is an important issue in any organization, and the Executive Council is no
exception. During the last 6 years, the agency has seen a gradual decrease in its turnover rate
from a high of 21.3% (7 employees) in FY2014. The overall average turnover in the past 5
fiscal years has been significantly less than the State average. However, to date in the current
fiscal year (FY20), there has been one departure for a higher paying state agency position.
Two employees also retire in FY2019. The longevity of some employees, a lack of funds to
provide merit raises and lack of promotion potential in a small organization such as the
ECPTOTE are the primary reasons for departure.

D. Retirement Eligibility

Two employees are eligible for normal retirement now, and 5 employees are vested (10 years or
more of service).
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[11. Future Workforce Profile (Demand Analysis)

To continue to meet the agencies workload, the agency must prepare and plan for changesin staff
and management, and increase the use of technology throughout the agency. Thiswill be
accomplished with training and documented procedures. The most significant challenge isto build
and retain capable staff who can move into senior level and management positions within the agency.
This effort will require the agency to attract and retain technically proficient staff; provide ongoing
training, and the current staff to adapt to a more technical environment. It will also be important that
current and future workforce additions possess the ability to set goals, be self-directed, and the ability
to take ownership of responsibilities within agency guidelines.

A. Critical Functions

e Implementation of CAPPS Financials will change the way the ECPTOTE perform and
manage the organizations in accounts payable, asset management, general
ledger/commitment control, and purchasing.

B. Expected Workforce Changes

e Ongoing and progressive technological advancements to modernize to and streamline work
processes will change the way many job functions are performed.

e Employees cross-trained in functiona areas

C. Anticipated I ncrease/Decrease in Number of Employees Needed to Do the Work

e Cost of living and Market competition will cause the agency to loss staff and effect the
agency’ s ability to hire and promote current and future staff. The agency is not able to
compete with the market completion of other state agencies and private sector.

e A continued shifting of FTE positions within the agency will be necessary to meet changing
demands.

D. Future Workforce Skills Needed
ECPTOTE relies on a competent and knowledgeabl e staff. In addition to the critical competencies
listed before, these are additional ones essentia for the ECPTOTE to maintain in its staff in the
future:

e Ability to set goals,

e Self-directed
e Ability to take ownership of responsibilities within agency guidelines

34



IV.Gap Analysis

Similar to many other small state agencies, recruitment and retention of staff is frequently a
challenge primarily due to uncompetitive salary levels. The high cost of living in the Austin metro
often results in current and future hiring of individuals that reside in excess of 30 miles from our
headquarters in downtown Austin. Thisin turn results in excessive commutes that affect employee
morale, do to construction and congested roadways that exemplify Austin.

Strategy Development

To address the deficits between the current workforce and future requirements, the agency has
developed goals for the current workforce plan. These are based on arange of factorsidentified
through analyzing the agency and its workforce.

Gap
- Recruitment and retention of staff who possess the needed skillsthat are critical to the
agency’ s ability to operate.
Goal
- Develop a competent, well-trained workforce.
Rationale
The training and development of current employeesis critical to the success of the agency.
The agency must analyze existing staff to determine which employees demonstrate the
potential or interest to develop new competencies and assume higher-level positions. In
addition, the agency needs to prioritize critical competencies and decide if there is enough
time to develop staff internally for potential vacancies, or if targeted recruiting is adequate.
Action Steps
e Identify training opportunities that reinforce the critical workforce skillscritical to the

agency.

e Whenever possible, try to develop management internally by always trying to place lower
level staff on development paths to prepare them to move into jobs with higher-level skill
reguirements.

e Invest in meetings, collaboration, and communication with other agenciesto learn and
share best practices for the current and future work environment.
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Gap
- Cannot attract and retain the right employees for the job.

Goal

- Become an employer of choice.

Rationale

Finding and developing aworkforceisamajor chalenge, and should be recognized as a
major priority of the agency. If the agency isto recruit and retain the right workersin the
right jobs at the right time, the agency must recognize, there is a competitive market for
good workers and take the appropriate actions to obtain them and retain them. The agency
will focus on rewarding exceptional performance, providing a structured approach to staff
development, and creating a culture that supports innovation and excellence.

Action Steps

e Develop and implement pay for performance plan (merits when, and only when deserved and
funds available).

e Create programsthat allow employees who are seeking new challenges to work on special
projects, rotations, and/or developmental assignments; e.g. crosstraining in other areas
through reassignment.

e Develop succession plansfor all positions to ensure that knowledge is retained.

Gap
- Cannot telecommute from all critical job position.
Goal
- Effectively utilize telecommuting
Rationale
Telecommuting is an important component of the agency’ s continuity of operations plan. To
efficiently deliver service to Texans during emergencies or unforeseen circumstances,
effectively utilizing telecommuting will be necessary. The agency needs to prioritize
cybersecurity while utilizing telecommuting.
Action Steps

e Identify position capable of telecommuting now and in the future and update the
telecommuting policies and procedures

e Continue to utilize and adapt to a paperless work environment

e Continue to utilize the Health Professions Council support to maintain and
improve our cybersecurity.
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533 - Executive Council of Physical Therapy & Occupational Therapy Examiners
Workforce Summary Document prepared by the State Auditor's Office.
Based on information self-reported by the agency, the following items are noteworthy.

Full-Time Equivalent (FTE) Employees

The agency's full-time equivalent (FTE) employee limitation decreased by 4.8 percent to 20.0 FTEs in fiscal year 2020 compared with fiscal year 2019.
Compared with fiscal year 2016, the agency had a decrease of 0.6 (3.0 percent) in the total number of FTEs.

FTEs Below/Above FTE Limitation

FY2016 | FY2017 | FY2018 | FY2019 | Fy2020 21.0 21.0 21.0 21.0 20.0

FTE Limitation 21.0 21.0 21.0 21.0 20.0
Number Below or

o -0.7 -1.5 -1.1 -1.3 -0.3
Above Limitation
Percent Above or FY 2016 FY 2017 FY 2018 FY 2019 FY 2020

- 0, - [ - 0, - [ - 0,

Below Limitation 3.3% 7:1% >.2% 6.2% 1.5% B FTEs —O— FTE Limitation

Employee Turnover®

Excluding interagency transfers, the turnover rate within the agency (0.0 percent) was lower than the statewide turnover rate (18.6 percent) and lower
than the turnover rate of Article VIl and Self-Directed, Semi-Independent (SDSI) agencies (11.0 percent) during fiscal year 2020. The fiscal year 2020
agency turnover rate including employees who transferred to another state agency or higher education institution was 5.4 percent.

5.1%
5.3%

2
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1
1
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1 1 - — - - o i i o o~ i - - o
FY 2016 FY 2017 FY 2018 FY 2019 Fr2020 Fy 2016 FY 2017 FY 2018 FY 2019 FY 2020
Invol S . Vol s . W Statewide (Excluding Interagency Transfers)
e ;e:l'c(i)r:rr\]:;]r:zs eparations T(O)tglngzg;r:{;z;itlons 0O Article VIl and SDSI: Regulatory (Excluding Interagency Transfers)

| Agency (Excluding Interagency Transfers)
Includes transfers to another state agency or higher education institution.

Compensation Information °

The average agency salary of $49,045 in fiscal year 2020 represented an increase of 3.8 percent compared with the average agency salary in fiscal year
2016. In fiscal year 2020, 75.7 percent of employees were paid below the midpoint of the salary range in which they were assigned. Total agency
expenditures for salaries and benefits were higher compared with fiscal year 2016.

Salary and Benefits Expenditures (in Millions) Average Salary Trends
¢13 613 $1.4 $1.4 $1.4 _ FY 2016 FY 2017 FY 2018 FY 2019 FY 2020
Executive Director $ 93,524 $ 93,524 $ 104,990 $ 90,000| $ 97,850
Agency Average S 47271|S 48,524 S 48,105 S 48,959 S 49,045
Article Average $ 58297|S 59,285($ 60376| S 61,598|S 63,503
Statewide Average S 45365(S 46,475 S 47,506| S 47,994| S 49,500

Note: With the exception of the executive director, the average salary is for classified regular, full-
time employees only. Article salary average includes Article VIIl and SDSI agencies.

Number of and Total Dollars Spent on Salary Actions

FY 2016 FY 2017 FY 2018 FY 2019 FY 2020 Fiscal Year 2019 Fiscal Year 2020

I Salary Expenditures 1 Benefits Expenditures Actions Dollars Spent Actions Dollars Spent
—o— Total (Salary and Benefits) Promotions 1] s 0 9| s 29,696
Salary Range Distribution ° Merits 16/ $ 18,300 3]s 8,300
Employees Below Midpoint | At or Above Midpoint |One-Time Merits of$ 0 9| $ 11,100
Salary Schedule A 7.50 73.3% 26.7% Equity Adjustments 0l $ 0 ol s 0
Salary Schedule B 11.00 77.3% 22.7% Reclassifications 2|S 0 1 $ 2,400
Totals 18.50 75.7% 24.3% Totals 19| $ 18,300 22| $ 51,496

®Turnover and salary trends information was taken from the Office of the Comptroller of Public Accounts’ Uniform Statewide Payroll/Personnel System and Standardized
Payroll/Personnel Reporting System. Unless otherwise indicated, the data reported is for classified regular, full-time and part-time employees. Salary and benefit
information was taken from the Office of the Comptroller of Public Accounts’ Uniform Statewide Accounting System.

® Includes classified regular, full-time employees only. The total percentage for salary range distribution is not the sum of salary schedules A and B percentages.
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Fiscal Year 2020 Major Occupational Categories

Job Classifications ©*

Agency Job Classifications

Inspectors and

Program Investigators,
Management, 16.2%
27.0%
Accounting,
Auditing, and

Administrative

3 e Finance, 16.2%
upport, 40.5%

In fiscal year 2020, the employees were classified in the following job titles:
Administrative Assistant (35.1 percent), Investigator (16.2 percent),
Accountant (10.8 percent), Program Supervisor (10.8 percent), Staff Services

Officer (5.4 percent), License and Permit Specialist (5.4

Technician (5.4 percent), Program Specialist (5.4 percent), and Manager (5.4

percent).

percent), Accounting

Classification Compliance Audit

During the past two years, this agency was not selected as part of our office’s

classification compliance audits.

Fiscal Year 2020 Workforce Demographics *

On average, employees at the agency were 45.6 years old and had 6.3 years of agency length of service. Of the agency's employees, 57.9 percent were

40 years old or older, and 51.4 percent had fewer than 5 years of agency length of service.

Gender Ethnicity
| | |
86.5% ! 44.1% | | |
| 32.4% : : 37.8% :
57.6% | 4% ! ! !
27.2%
i 42.4% | 243% 249% | ¢
| | | |
: 13.5% ! | | 55% 38%
| I i i T
T
Female Male White Black Hispanic Other
W Agency O All State Agencies B Agency JAIll State Agencies
Age Agency Length of Service
33.89
| 26.3% 23.6% | 25.2% | | 26.3% 30.4% i * 29.1% i 32.4% i i
| o7 I 21.1% | 23.7% : : : : :

15.8% 15.9% | i i : . 17.6% ! ! 16.7% | ! .
: : : 10.5% : 11.6% : : : 11.1% : 10.8% 12.7%
| | | | ! ! I 5.4% !
| | | |
: : ! . ! ! ! - -

Under 30 years 30-39vyears 40-49years 50 - 59 years 60 years or Fewer than 2 2to 4 years 5to9years 10 to 14 years 15 years or more
older years
W Agency D AIll State Agencies W Agency O All State Agencies

¢ Job classification and demographic information was taken from the Office of the Comptroller of Public Accounts’ Uniform Statewide Payroll/Personnel System and
Standardized Payroll/Personnel Reporting System. Data includes classified regular, full-time and part-time employees. Demographic data may appear skewed for

agencies with fewer than 50 employees.

d Percentages may not sum exactly due to rounding.

Veteran Employment °

Effective fiscal year 2016, Texas Government Code, Section 657.004,
sets for state agencies a goal of employing veterans in full-time
positions equal to at least 20.0 percent of the total number of agency
employees.

In fiscal year 2020, the agency's total percent of veterans employed
was higher than the statewide average and had decreased since fiscal
year 2019.

25%
19.0% 19.0%
b1 T ——— T et - T —
ks 15.0%
15%
10% 7.2% 6.9% 6.8% 6.5% 6.4%
4.5%
5%
FY 2016 FY 2017 FY 2018 FY 2019 FY 2020
. Agency [ Statewide = ====- 20% Goal

¢ Veteran employment information was obtained from the Office of the Comptroller of Public Accounts. Statewide totals include state agencies and higher education

institutions.

Source: State Auditor's Office

533 - Executive Council of Physical Therapy & Occupational Therapy Examiners

January 2021
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Executive Council of Physical Therapy and Occupational Therapy Examiners | 2022
Employee Engagement

89 50/ Response Rate
5 0

The response rate to the survey is your first indication of the level of

Up 5.3% employee engagement in your organization. Of the 19 employees

' invited to take the survey, 17 responded for a response rate of 89.5%.

As a general rule, rates higher than 50% suggest soundness, while
rates lower than 30% may indicate problems. At 89.5%, your response
rate is considered high. High rates mean that employees have an
investment in the organization and are willing to contribute towards
making improvements within the workplace. With this level of
engagement, employees have high expectations from leadership to
act upon the survey results.

350
Overall Score 300 m 400

The overall score is a broad indicator for
comparison purposes with other entities. Scores ~ 2°9 4 450
above 350 are desirable, and when scores dip

below 300, there should be cause for concern.
Scores above 400 are the product of a highly 50
engaged workforce. Your Overall Score from

last time was 419.

500

Overall Score: 406

Levels of Employee Engagement

Twelve items crossing several survey constructs have been selected
to assess the level of engagement among individual employees. For
this organization, 24% of employees are Highly Engaged and 41%
are Engaged. Moderately Engaged and Disengaged combine for
35%.

Highly Engaged employees are willing to go above and beyond in
their employment. Engaged employees are more present in the
workplace and show an effort to help out. Moderately Engaged
employees are physically present, but put minimal effort towards
accomplishing the job. Disengaged employees are disinterested in
their jobs and may be actively working against their coworkers.

For comparison purposes, according to nationwide polling data,
about 30% of employees are Highly Engaged or Engaged, 50% are
Moderately Engaged, and 20% are Disengaged. While these
numbers may seem intimidating, they offer a starting point for
*Combined for groups with discussions on how to further engage employees. Focus on building

less than 20 respondents. trust, encouraging the expression of ideas, and providing employees
with the resources, guidance, and training they need to do their best

work.
';’;» EMPLOYEE ENGAGEMENT 3

INSTITUTE FOR ORGANIZATIONAL EXCELLENCE
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Executive Council of Physical Therapy and Occupational Therapy Examiners | 2022

People

Examining demographic data is an important aspect of determining the level of consensus and
shared viewpoints across the organization. A diverse workforce helps ensure that different ideas
are understood, and that those served see the organization as representative of the community.
Gender, race/ethnicity, and age are just a few ways to measure diversity. While percentages can
vary among different organizations, extreme imbalances should be a cause for concern.

Race/Ethnicity YEARS OF SERVICE

adrican Am/giack | [N 353% With this Organization

white | | 64.7% 0000000000
Asian I5.9% """""
°0

o000 0
Native Am, Pac Isl | [l 5.9% ' ' ' ' ' ' |
v

Prefer not to 0.0%

answer 6% New Hires (0-2 years)
Prefer to self- l 5.9% 71% Experienced (3-10 years)
describe 18% Very Experienced (11+ years)

6% Prefer not to answer

Each figure represents 1 employee.

Age (in years) FOCUS FORWARD »»

1629 | [ 17.6% o
s0-30 | [ 235% 18% CAN RETIRE

s0-49 | [ 23.5% This percentage of respondents
o indicated that they are or will be
%0-59 l >-9% eligible for retirement within two

co+ | [ 17.6% years.

Prefer not to - 11.8%
answer

Male - 17.6%

Prefer not to 0.0%

answer
0.0%
Prefer to self- ¢
describe
?
v" EMPLOYEE ENGAGEMENT 4

INSTITUTE FOR ORGANIZATIONAL EXCELLENCE
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Executive Council of Physical Therapy and Occupational Therapy Examiners | 2022

Constructs

Similar items are grouped together and their scores

are averaged and multiplied by 100 to produce 12
construct measures. These constructs capture the
concepts most utilized by leadership and drive
organizational performance and engagement.

Each construct is displayed below with its
corresponding score. Constructs have been coded
below to highlight the organization's areas of
strength and concern. The three highest are green,
the three lowest are red, and all others are yellow.
Scores typically range from 300 to 400, and 350 is
a tipping point between positive and negative
perceptions. The lowest score for a construct is
100, while the highest is 500.

FOCUS FORWARD »»

Every organization faces different
challenges depending on working
conditions, resources, and job
characteristics. On the next page, we
highlight the constructs that are relative
strengths and concerns for your
organization. While it is important to
examine areas of concern, this is also an
opportunity to recognize and celebrate
areas that employees have judged to be
strengths. All organizations start in a
different place, and there is always room
for improvement within each area.

Construct Scores

Workgroup 425
Workplace 407
Information Systems _ 430
Internal Communication 414
Employee Development 413
Job Satisfaction 409
Employee Engagement 426
1III.'II.'.'I 1|50 21:'m E’I:Il.'l 36!‘.] Séﬂ 415[) 45ll} 5l‘.|]ﬂ

:,“r EMPLOYEE ENGAGEMENT
INSTITUTE FOR ORGANIZATIONAL EXCELLENCE
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Executive Council of Physical Therapy and Occupational Therapy Examiners | 2022
Constructs Over Time

One of the benefits of continuing to participate in Has Change

the survey is that over time data shows how
employees' views have changed as a result of Occured?
implementing efforts suggested by previous survey

results. . .
Variation in scores from year to year is

normal, even when nothing has changed.
Analyzing trend data requires a bringing
patterns into focus, digging deeper into
data, and asking questions about issues
surrounding the workplace.

Positive changes indicate that employees perceive
the issue as having improved since the previous
survey.

Negative changes indicate that the employees
perceive that the issue has worsened since the
previous survey. Negative changes of greater than
40 points and having 8 or more negative construct
changes should be a source of concern for the
organization and should be discussed with
employees and organizaitonal leadership.

Pay close attention to changes of more
than 15 points in either direction. Were
there any new policies or organizational
changes that might have affected the
scores? Were these areas a point of
focus for your change initiatives?

Constructs Scores Over Time

Workgroup

Strategic

Supervision

Workplace

Community
Information Systems
Internal Communication
Pay

Benefits

Employee Development
Job Satisfaction

Employee Engagement

-160 -120

80 120 160

E:" EMPLOYEE ENGAGEMENT
INSTITUTE FOR ORGANIZATIONAL EXCELLENCE
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Executive Council of Physical Therapy and Occupational Therapy Examiners | 2022
Areas of Strength and Concern

Areas of Strength

Strategic Score: 437
The strategic construct captures employees’ perceptions of their role in the
organization and the organization’s mission, vision, and strategic plan. Higher scores
suggest that employees understand their role in the organization and consider the
organization’s reputation to be positive.

Supervision Score: 432
The supervision construct captures employees’ perceptions of the nature of

supervisory relationships within the organization. Higher scores suggest that
employees view their supervisors as fair, helpful and critical to the flow of work.

Information Systems Score: 430
The information systems construct captures employees’ perceptions of whether
computer and communication systems provide accessible, accurate, and clear
information. The higher the score, the more likely it is that employees view the
availability and utility of information very positively.

Areas of Concern

Pay Score: 273
The pay construct captures employees’ perceptions about how well the
compensation package offered by the organization holds up when compared to
similar jobs in other organizations. Lower scores suggest that pay is a central
concern or reason for discontent and is not comparable to similar organizations.

Benefits Score: 387
The benefits construct captures employees’ perceptions about how the benefits
package compares to packages at similar organizations and how flexible it is.
Lower scores suggest that employees perceive benefits as less than needed or
unfair in comparison to similar jobs in the community.

Community Score: 390
The community construct captures employees’ perceptions of the relationships
between employees in the workplace, including trust, respect, care, and diversity
among colleagues. Lower scores suggest that employees feel a lack of trust and
reciprocity from their colleagues.

:,‘P EMPLOYEE ENGAGEMENT 7
INSTITUTE FOR ORGANIZATIONAL EXCELLENCE
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Executive Council of Physical Therapy and Occupational Therapy Examiners | 2022

Climate

The climate in which employees work does, to a large extent, determine the efficiency and
effectiveness of an organization. The appropriate climate is a combination of a safe, non-
harassing environment with ethical abiding employees who treat each other with fairness and
respect. Moreover, it is an organization with proactive management that communicates and has
the capability to make thoughtful decisions. Below are the percentages of employees who
marked disagree or strongly disagree for each of the 6 climate items.

5.9%

feel there aren't enough opportunities
to give supervisor feedback.

Leadership skills should be evaluated
and sharpened on a regular basis.
Consider implementing 360 Degree

Leadership Evaluations so
supervisors can get feedback from
their boss, peers, and direct reports.

0.0%

feel they are not treated fairly in the
workplace.

Favoritism can negatively affect
morale and cause resentment among
employees. When possible, ensure
responsibilities and opportunities are
being shared evenly and
appropriately.

0.0%

feel that upper management should
communicate better.

Upper management should make
efforts to be visible and accessible,
as well as utilize intranet/internet
sites, email, and social media as
appropriate to keep employees
informed.

0.0%

believe the information from this
survey will go unused.

Conducting the survey creates
momentum and interest in
organizational improvement, so it's
critical that leadership acts upon the
data and keeps employees informed
of changes as they occur.

0.0%

feel there are issues with ethics in
the workplace.

An ethical climate is the foundation of
building trust within an organization.
Reinforce the importance of ethical
behavior to employees, and ensure

there are appropriate channels to
handle ethical violations.

0.0%

feel workplace harassment is not
adequately addressed.

While no amount of harassment is
desirable within an organization,
percentages above 5% would benefit
from a serious look at workplace
culture and the policies for dealing
with harassment.

Highest
Level of
Disagreement

Lowest
Level of
Disagreement

Ej‘r EMPLOYEE ENGAGEMENT

INSTITUTE FOR ORGANIZATIONAL EXCELLENCE
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Schedule G

Executive Council of Physical Therapy and Occupational Therapy Examiners
Report on Customer Service
April 2020 — April 2022

1. Overview

The Executive Council of Physical Therapy and Occupational Therapy Examiners (ECPTOTE)
maintains an organizational commitment to providing excellent customer service for all of its client
groups.

2. External Customer Inventory

The Executive Council primarily provides services to the licensees of its two boards’ - Physical
Therapists and Physical Therapist Assistants, Occupational Therapists and Occupational Therapy
Assistants, through licensure to practice. This provision of services supports the agency’s Strategy 1.
ECPTOTE also provides services to therapists who are not licensed by the agency, potential licensees,
and persons enrolled in a therapist education program. This is usually in the form of providing
information. Other customers include citizens who file a complaint against one of the agency’s
licensees. Investigation and disciplinary action against guilty licensees support Strategy

3. General Description and History of Information Gathering Methods

In December 2001, ECPTOTE first contracted with the Center for Social Work Research at the
University of Texas (UT) to manage its customer survey. The survey began in January, 2002 with
results provided to the agency three times a year. ECPTOTE signed an initial contract for CY 2002, with
expectations of continuing the survey process indefinitely. Currently reports are extended to once a
biennium, usually in the March/April timeframe.

95% of the licensee population who use the online renewal program every two years on the
agency web site are exposed to the survey, which is included as part of the online renewal process.
Filling out the survey is voluntary. A much smaller group of respondents accessed the survey directly
from the agency’s website.

The agency is provided results on request, usually in late April before the strategic plan is due.
Comments are immediately forwarded to the agency upon submission, allowing an almost immediate
response to a comment.

4. Methodology and Analysis of the Survey of Organizational Excellence Group Administered Survey
(as described by the Center for Social Work Research):

Overview

Customer service surveys were administered starting in the spring of 2002 by the Survey of
Organizational Excellence Group (SOE) at The University of Texas at Austin School of Social Work for
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the Executive Council on Physical and Occupational Therapy Examiners (ECPTOTE). The survey
project intent was to measure customer service perceptions from the recipients of agency services. The
data also serve to address the Customer Service Standards Act (1999, SB 1563). This report contains
both an overview of the findings and individual item results and analysis. This is followed by a review
of the methodology used in the survey administration.

Design

The design process incorporated three objectives. First, the survey created substantive customer
service survey data for strategic planning and organizational initiatives. Second, the design accurately
portrayed and represented (through use of standard and tested surveying techniques) the perceptions of
customers. Lastly, implementing the survey established an open forum in which both the citizens of
Texas and the direct recipients of services could evaluate interactions, recognize outstanding service,
and/or offer insights into how service was delivered and where service needed to improve.

To accomplish these objectives survey areas or dimensions were created. The dimensions
categorized various customer perceptions into distinct units. Categorical distinctiveness allows for an
organization to more thoroughly assess whether or not they are meeting or exceeding customer
expectations in a given area of operation. Both the quantitative and qualitative data provided through the
survey process reaffirms areas of strength and draws attention to potential areas of concern.

Seven survey areas (facilities, staff, communications, Internet site, complaint-handling
processes, service timeliness, and printed information) were specifically listed in the Legislative Budget
Board’s Strategic Planning Instructions derived from the Customer Service Standards Act. However, the
planning instructions did allow for agencies to not assess on a particular area if it did not apply to the
service delivery function of the agency. For each dimension, the survey participants were asked to
respond to various items concerning perceptions of customer service.

The customer perceptions were measured on a Likert-type scale with 5 possible responses
(strongly disagree, disagree, neutral, agree, and strongly agree). Point values ranging from 5 for strongly
agree to 1 for strongly disagree were assigned upon processing the data. If the respondent had no
knowledge or the item did not apply to their situation, they were asked to leave the item blank. The
higher the response the more strongly respondents agreed with the statement. All items were positively
worded so that higher values are representative of higher levels of agreement or may be viewed as more
positive perceptions of customer service.

The survey also included an item asking for the frequency of contact with the agency and an
open-ended item. Customers were also asked to identify the customer category that best described
themselves. The open-ended item, found at the end of the survey, asked respondents to offer any
additional comments and/or to identify outstanding service from employees or divisions. The open-
ended section was designed to allow for sources of input (compliments, criticisms or suggestions) not
directly addressed in the printed survey items. Moreover, asking customers to recognize individuals who
provided outstanding service assists in identifying employees who excel in
providing exemplary service to customers. To allow for a rapid response to potential concerns, survey
participants were able to mark a box on the online version that immediately forwarded their comments
to the agency.

Survey Instrument Type

The survey was first made available via the internet at the following Internet address:
http://www.orgexcel.net/survey/index.php?&sc=53301
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The online survey was incorporated in the agency online renewal system and a link on the
home page. First, the survey served as a general customer service diagnostic that assessed customer
perceptions in broad topical areas. While many inferences can be made from the survey data, low
scoring areas may require additional assessment to determine underlying causes. Conversely, further
examination of high scoring dimensions may produce examples of an organization’s “best practices”
that can be shared among other parts of the agency. Also, the general nature of the survey enables the
agency to use the instrument in different settings; and therefore, the survey results allow for
comparison of dimensions across the organization. Second, instruments such as these (voluntary
questionnaires of customers) are succinct so that the respondent can complete the survey in only a few
minutes. Typically, long questionnaires (due to the specificity of items and considerable length of time
to complete the survey) discourage participation. Experience shows that response rates for concise
surveys achieve an acceptable returned percentage of greater than 10%. Third, providing survey
participants the opportunity to comment in an open-ended section shapes the preparation of follow-up
surveys. Customers’ suggestions are often used to modify the content of future customer service survey
items.

Analysis

Survey responses were compiled and analyzed. For the demographic items, frequency counts
and percentage of respondents are tabulated. Furthermore, for each category code such as industry and
program, an average score for this item: “Overall, I am satisfied with the service I received.” was
calculated. This item is a general statement about the agency’s customer service performance. Providing
these scores for each category permits direct comparisons across the various response options. For the
scaled items (the non-demographic items listed at the bottom of the survey), average scores, number of
respondents, standard deviations, and frequency counts of response choices were calculated. The
statistical calculation of standard deviation measures variability of responses. The smaller the standard
deviation, the closer together the distribution of the respondents’ scores are. The greater the standard
deviation, the more scores are spread among the responses. Once item averages were calculated,
dimensional averages were computed by taking an average of all the mean item responses, which
comprised the different dimensions. Open-ended responses were returned in their entirety directly to the
agency. Additional analysis of the survey instrument was conducted. Confidence intervals (set at 95%,
the most commonly reported level) were calculated for all scaled items. The level creates an interval (a
range around the average item score). This means that you can be 95% confident that the interval
contained the average scores for your selected customer sample. Reliability (a consistency measure of
the survey instrument) was calculated and had an internal consistency coefficient exceeding the
generally accepted value. Sample sizes and anticipated rates of response rate allowed for a (plus/minus)
5 error at the 95% confidence level. Subject research, face validity and factor analysis were used to
assure general validity, or in other terms, the survey measured what it intended to measure.

5. Summary of Results:

All results were provided to the agency through a link on the UT website, which allowed the
agency to custom build a report. Results are provided exclusively from data collected through the
ongoing online assessment process. For the sample surveyed, ECPTOTE has an acceptable response
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rate. The items were scored on a five-point scale with 5 being “strongly agree” and 1 being “strongly
disagree”. Overall, the agency had a very positive overall satisfaction rating in in the sample time period
of April 2020 — April 2022 with 78% of respondents stating that overall; they were satisfied with their
experience with the agency. Of the remaining respondents, 10% were neutral on this item, 6%
disagreed, and 4% entered “strongly disagree”. The highest scoring items regarded the interaction with
staff and information received from the agency. The web site was easy to use and well organized was
the “lowest” scoring item with a 3.87 response rating.

Any survey question with an average (mean) score above the neutral midpoint of “3.0” suggests
that respondents perceive the issue more positively than negatively. Scores of “4.0” or higher indicate
areas of substantial strength for the organization. Conversely, scores below “3.0” are viewed more
negatively by respondents and should be a significant source of concern for the organization and receive
immediate attention.
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6/10/22, 3:37 AM Survey Results

Customer Service ‘r—
Exgeuel‘lﬂef

Survey Results for

ECPTOTE Customer Service Survey

for

533 - Executive Council of Physical Therapy and
Occupational Therapy Examiners

April 20, 2020
Through
April 20, 2022

https://utw10644.utweb.utexas.edu/comments/results.php?org=533&id=53301
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6/10/22, 3:37 AM Survey Results

ECPTOTE Customer Service Survey
April 20, 2020 Through April 20, 2022

Survey ltems

533 - Executive Council of Physical Therapy and Occupational Therapy Examiners

Survey Respondents

Total Number of Respondents: 2674

https://utw10644.utweb.utexas.edu/comments/results.php?org=533&id=53301 3/42



6/10/22, 3:37 AM Survey Results

ECPTOTE Customer Service Survey
April 20, 2020 Through April 20, 2022

Survey ltems

533 - Executive Council of Physical Therapy and Occupational Therapy Examiners

| am a:
Number of Respondents: 2572
Iltem Response|[Count|| Pct. |
IMale | 628 |[24.42%
[Female | 1944 |[75.58%
Frequency Distribution
Male 24.42%
Female 75.58%

https://utw10644.utweb.utexas.edu/comments/results.php?org=533&id=53301 5/42



6/10/22, 3:37 AM Survey Results

ECPTOTE Customer Service Survey
April 20, 2020 Through April 20, 2022

Survey ltems

533 - Executive Council of Physical Therapy and Occupational Therapy Examiners

My race/ethnicity is:

Number of Respondents: 2577
ltem Response Count| Pct. |
|African-American/Black | 192 || 7.45%
IHispanic/Latino/a | 458 |[17.77%)
IAnglo-American/White | 1495 ||58.01%|
|Asian-American/Native American|| 285 ||11.06%
IMultiracial/Other | 147 || 5.70%,

Frequency Distribution

African-American/Black 7.45%
Hispanic/Latino/a 17.77%
Anglo-American/White 58.01%
Asian-American/Native American 11.06%
Multiracial/Other 5.7%

https://utw10644.utweb.utexas.edu/comments/results.php?org=533&id=53301 7142



6/10/22, 3:37 AM Survey Results

ECPTOTE Customer Service Survey
April 20, 2020 Through April 20, 2022

Survey ltems

533 - Executive Council of Physical Therapy and Occupational Therapy Examiners

Indicate (in years) how long you have received services
from this organization:

Number of Respondents: 2629

ltem Response |[Count|| Pct. |
lLess than 1 year || 235 || 8.94%)
1 to 3 years | 282 [[10.73%|
IMore than 3 years|| 2112 ((80.33%)

Frequency Distribution

Less than 1 year 8.94%
1 to 3 years 10.73%

More than 3 years

https://utw10644.utweb.utexas.edu/comments/results.php?org=533&id=53301 9/42



6/10/22, 3:37 AM Survey Results

ECPTOTE Customer Service Survey
April 20, 2020 Through April 20, 2022

Survey ltems

533 - Executive Council of Physical Therapy and Occupational Therapy Examiners

Over the past 12 months, indicate how many times you
have interacted with this organization:

Number of Respondents: 2620

ltem Response |[Count|| Pct. |
|Once | 1594 |/60.84%)
2 to 3 times | 687 |[26.22%|
IMore than 3 times|| 339 [[12.94%)

Frequency Distribution

Once 60.84%
2 to 3 times 26.22%
More than 3 times 12.94%

https://utw10644.utweb.utexas.edu/comments/results.php?org=533&id=53301 11/42



6/10/22, 3:37 AM Survey Results

ECPTOTE Customer Service Survey
April 20, 2020 Through April 20, 2022

Survey ltems

533 - Executive Council of Physical Therapy and Occupational Therapy Examiners

Please indicate the category which best describes you:
Number of Respondents: 2648
ltem Response Count|| Pct. |
IPhysical Therapist | 1065 ||40.22%
IPhysical Therapist Assistant || 586 [[22.13%|
|Occupational Therapist | 612 ||23.11%)
|Occupational Therapy Assistant|| 349 [[13.18%|
ICustomer/Patient | 2 | 0.08%
LLicensee/Applicant | 27 || 1.02%
|Other (please specify) | 7 | 0.26%

Frequency Distribution

Physical Therapist 40.22%
Physical Therapist Assistant 22.13%
Occupational Therapist 23.11%
Occupational Therapy Assistant 13.18%
Customer/Patient 0.08%
Licensee/Applicant 1.02%

Other (please specify) 0.26%

https://utw10644.utweb.utexas.edu/comments/results.php?org=533&id=53301
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6/10/22, 3:37 AM Survey Results

ECPTOTE Customer Service Survey
April 20, 2020 Through April 20, 2022

Survey ltems

533 - Executive Council of Physical Therapy and Occupational Therapy Examiners

Please indicate the category which best describes you:

Verbatim Responses: 10

Concerned citizen

Concerned citizen

OT /PTA

occupational therapist assistant student
website sucks

Massage Therapist

CHT

Professor/Educator

Student about to graduate PT school
Verification Letter sent to another state; better done on line via intra
state Organizations. Thanks

https://utw10644.utweb.utexas.edu/comments/results.php?org=533&id=53301 15/42



6/10/22, 3:37 AM

Survey Results

ECPTOTE Customer Service Survey
April 20, 2020 Through April 20, 2022

Survey ltems

533 - Executive Council of Physical Therapy and Occupational Therapy Examiners

What was the purpose of your contact with ECPTOTE?

Number of Respondents: 2674
ltem Response Count| Pct. |
|Application Status | 206 || 7.70%]
License renewal information | 2381 |[89.04%]
|Open Records Request | 7 | 0.26%]
[File or respond to complaint against licensee| 8 | 0.30%|
|Obtain forms/publications | 32 || 1.20%]
IName/address change | 86 | 3.22%]
IProblem with ECPTOTE | 7 | 0.26%]
lInquiry about obtaining a license | 120 || 4.49%]
[Interpretation of OT or PT Rules and/or Acts | 138 || 5.16%|

https://utw10644.utweb.utexas.edu/comments/results.php?org=533&id=53301
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6/10/22, 3:37 AM Survey Results

ECPTOTE Customer Service Survey
April 20, 2020 Through April 20, 2022

Survey ltems

533 - Executive Council of Physical Therapy and Occupational Therapy Examiners

Frequency Distribution

Application Status 7.7%
License renewal information

Open Records Request 0.26%

File or respond to complaint

against licensee 0.3%
Obtain forms/publications 1.2%
Name/address change 3.22%
Problem with ECPTOTE 0.26%
Inquiry about obtaining a license 4.49%
Interpretation of OT or PT Rules 5.16%

and/or Acts

https://utw10644.utweb.utexas.edu/comments/results.php?org=533&id=53301 19/42
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Survey ltems

Survey Results

ECPTOTE Customer Service Survey
April 20, 2020 Through April 20, 2022

533 - Executive Council of Physical Therapy and Occupational Therapy Examiners

Staff members were knowledgeable and helpful.

Score: 4.29
Std. Dev.: 0.949
Number of Respondents: 2533

ltem Response [Count| Pct. |
[Strongly Agree || 593 [23.41%|

IAgree | 325 [[12.83%)|
INeutral | 141 || 5.57%|
IDisagree | 24 | 0.95%]

[Strongly Disagree| 29 || 1.14%|
INot Applicable || 1421 |[56.10%|

Frequency Distribution

Strongly Agree 23.41%

Agree 12.83%

Neutral 5.57%

Disagree 0.95%

Strongly Disagree 1.14%

Not Applicable 56.1%

https://utw10644.utweb.utexas.edu/comments/results.php?org=533&id=53301
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6/10/22, 3:37 AM

Survey ltems

Survey Results

ECPTOTE Customer Service Survey
April 20, 2020 Through April 20, 2022

533 - Executive Council of Physical Therapy and Occupational Therapy Examiners

| received the correct information | needed.

Score: 4.40
Std. Dev.: 0.839
Number of Respondents: 2555

ltem Response [Count| Pct. |
[Strongly Agree || 1234 [48.30%|

IAgree | 780 [[30.53%|
INeutral | 123 || 4.81%)|
IDisagree | 49 || 1.92%|

[Strongly Disagree| 41 | 1.60%|
INot Applicable || 328 [12.84%|

Frequency Distribution

Strongly Agree 48.3%
Agree 30.53%
Neutral 4.81%

Disagree 1.92%

Strongly Disagree 1.6%

Not Applicable 12.84%

https://utw10644.utweb.utexas.edu/comments/results.php?org=533&id=53301
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6/10/22, 3:37 AM

Survey ltems

Survey Results

ECPTOTE Customer Service Survey
April 20, 2020 Through April 20, 2022

533 - Executive Council of Physical Therapy and Occupational Therapy Examiners

| received the correct materials | needed.

Score: 4.36
Std. Dev.: 0.870
Number of Respondents: 2543

ltem Response [Count| Pct. |
[Strongly Agree || 1141 |[44.87%|

IAgree | 751 [[29.53%|
INeutral | 143 || 5.62%]
IDisagree | 47 || 1.85%)

[Strongly Disagree| 46 | 1.81%|
INot Applicable || 415 [16.32%|

Frequency Distribution

Strongly Agree 44.87%
Agree 29.53%
Neutral 5.62%

Disagree 1.85%

Strongly Disagree 1.81%

Not Applicable 16.32%

https://utw10644.utweb.utexas.edu/comments/results.php?org=533&id=53301
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6/10/22, 3:37 AM Survey Results

ECPTOTE Customer Service Survey
April 20, 2020 Through April 20, 2022

Survey ltems

533 - Executive Council of Physical Therapy and Occupational Therapy Examiners

The web site was easy to use and well organized.

Score: 3.86
Std. Dev.: 1.224
Number of Respondents: 2581

ltem Response [Count| Pct. |
[Strongly Agree | 980 37.97%|

IAgree | 843 [[32.66%|
INeutral | 312 [[12.09%|
IDisagree | 243 || 9.41%)|

[Strongly Disagree| 180 | 6.97%|
INot Applicable | 23 | 0.89%|

Frequency Distribution

Strongly Agree 37.97%
Agree 32.66%
Neutral 12.09%
Disagree 9.41%

Strongly Disagree 6.97%

Not Applicable 0.89%
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6/10/22, 3:37 AM Survey Results

ECPTOTE Customer Service Survey
April 20, 2020 Through April 20, 2022

Survey ltems

533 - Executive Council of Physical Therapy and Occupational Therapy Examiners

The web site contained clear and accurate information
on events, services, and contact information.

Score: 4.06
Std. Dev.: 1.108
Number of Respondents: 2576

ltem Response [Count| Pct. |
[Strongly Agree || 1073 |[41.65%|

IAgree | 865 ||33.58%|
INeutral | 270 |[10.48%|
IDisagree | 145 | 5.63%|

[Strongly Disagree| 125 || 4.85%|
INot Applicable || 98 || 3.80%)

Frequency Distribution

Strongly Agree 41.65%
Agree 33.58%
Neutral 10.48%

Disagree 5.63%

Strongly Disagree 4.85%

Not Applicable 3.8%

https://utw10644.utweb.utexas.edu/comments/results.php?org=533&id=53301
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6/10/22, 3:37 AM Survey Results

ECPTOTE Customer Service Survey
April 20, 2020 Through April 20, 2022

Survey ltems

533 - Executive Council of Physical Therapy and Occupational Therapy Examiners

If I complained, | believe it would be addressed in a
reasonable manner.

Score: 4.05
Std. Dev.: 1.012
Number of Respondents: 2535

ltem Response [Count| Pct. |
[Strongly Agree || 667 |[26.31%)|

IAgree | 642 ||25.33%|
INeutral | 280 ||11.05%|
IDisagree | 53 || 2.09%|

[Strongly Disagree| 66 || 2.60%|
INot Applicable || 827 [[32.62%|

Frequency Distribution

Strongly Agree 26.31%
Agree 25.33%
Neutral 11.05%
Disagree 2.09%

Strongly Disagree 2.6%

Not Applicable 32.62%

https://utw10644.utweb.utexas.edu/comments/results.php?org=533&id=53301

31/42



6/10/22, 3:37 AM Survey Results

ECPTOTE Customer Service Survey
April 20, 2020 Through April 20, 2022

Survey ltems

533 - Executive Council of Physical Therapy and Occupational Therapy Examiners

My telephone call, letter or e-mail inquiry was answered
in a reasonable amount of time.

Score: 4.15
Std. Dev.: 1.059
Number of Respondents: 2518

ltem Response [Count| Pct. |
[Strongly Agree || 522 |[20.73%)|

IAgree | 329 |[13.07%|
INeutral | 152 || 6.04%|
IDisagree | 33 || 1.31%|

[Strongly Disagree| 48 || 1.91%)
INot Applicable || 1434 |[56.95%|

Frequency Distribution

Strongly Agree 20.73%

Agree 13.07%

Neutral 6.04%

Disagree 1.31%

Strongly Disagree 1.91%

Not Applicable 56.95%

https://utw10644.utweb.utexas.edu/comments/results.php?org=533&id=53301
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6/10/22, 3:37 AM Survey Results

ECPTOTE Customer Service Survey
April 20, 2020 Through April 20, 2022

Survey ltems

533 - Executive Council of Physical Therapy and Occupational Therapy Examiners

Printed brochures or written material provided thorough
and accurate information.

Score: 4.21
Std. Dev.: 0.958
Number of Respondents: 2528

ltem Response [Count| Pct. |
[Strongly Agree || 705 |[27.89%|

IAgree | 530 |[20.97%|
INeutral | 174 || 6.88%
IDisagree | 45 || 1.78%

[Strongly Disagree| 42 || 1.66%|
INot Applicable || 1032 |[40.82%|

Frequency Distribution

Strongly Agree 27.89%
Agree 20.97%
Neutral 6.88%

Disagree 1.78%

Strongly Disagree 1.66%

Not Applicable 40.82%

https://utw10644.utweb.utexas.edu/comments/results.php?org=533&id=53301
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6/10/22, 3:37 AM Survey Results

ECPTOTE Customer Service Survey
April 20, 2020 Through April 20, 2022

Survey ltems

533 - Executive Council of Physical Therapy and Occupational Therapy Examiners

Overall, | am satisfied with my experience.

Score: 4.07
Std. Dev.: 1.077
Number of Respondents: 2571

ltem Response [Count| Pct. |
[Strongly Agree || 1062 |[41.31%|

IAgree | 957 |[37.22%|
INeutral | 248 || 9.65%)
IDisagree | 151 || 5.87%|

[Strongly Disagree| 115 || 4.47%|
INot Applicable | 38 | 1.48%|

Frequency Distribution

Strongly Agree 41.31%
Agree 37.22%
Neutral 9.65%

Disagree 5.87%

Strongly Disagree 4.47%

Not Applicable 1.48%
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6/10/22, 3:37 AM

Survey ltems

Survey Results

ECPTOTE Customer Service Survey
April 20, 2020 Through April 20, 2022

533 - Executive Council of Physical Therapy and Occupational Therapy Examiners

If | visited the facility, it was clean and orderly.

Score: 412
Std. Dev.: 0.953
Number of Respondents: 2491

ltem Response [Count| Pct. |
[Strongly Agree | 219 || 8.79%|

IAgree | 138 || 5.54%]
INeutral | 120 || 4.82%]
IDisagree | 6 | 0.24%]

[Strongly Disagree| 10 | 0.40%|
INot Applicable || 1998 [80.21%|

Frequency Distribution

Strongly Agree 8.79%
Agree 5.54%
Neutral 4.82%
Disagree 0.24%
Strongly Disagree 0.4%
Not Applicable

https://utw10644.utweb.utexas.edu/comments/results.php?org=533&id=53301
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6/10/22, 3:37 AM Survey Results

ECPTOTE Customer Service Survey
April 20, 2020 Through April 20, 2022

Survey ltems

533 - Executive Council of Physical Therapy and Occupational Therapy Examiners

Item Score Summary

Item Text | Score | Std.Dev. |
Staff members were knowledgeable and helpful. | 429 | 0949 |
|l received the correct information | needed. | 440 | 0839 |
[l received the correct materials | needed. | 436 | 0870 |
IThe web site was easy to use and well organized. | 386 | 1224 |
The web site contained clear and accurate information on
. : : 4.06 1.108

events, services, and contact information.
If | complained, | believe it would be addressed in a 405 1.012
reasonable manner.
My telephone call, letter or e-mail inquiry was answered in a 415 1.059
reasonable amount of time. ' '
Printed brochures or written material provided thorough and

, . 4.21 0.958
accurate information.
|Overall, | am satisfied with my experience. | 407 | 1077 |
[If | visited the facility, it was clean and orderly. | 412 | 0953 |

https://utw10644.utweb.utexas.edu/comments/results.php?org=533&id=53301 41/42



Schedule H

Assessment of Advisory Committees (not applicable)
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