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Performance Measures

« What Gets the Money
 What the Administration Cares About
 What Gets the Simple Headlines

 \What Drives Systemic Improvement



What Does a Department of State Do Anyway?

Archives, Arts, Bank Commissioner, Commission for Women,
Corporations, Government Information Center, Historical & Cultural
Affairs, Human Relations, International Trade, Libraries, MERB, PERB,
Public Integrity Commission, Professional Regulation, Public Advocate,
Public Service Commission, Veterans Commission, Veterans Home
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What Does a Department of State Do
Anyway? (continued)

Board of Pardons, Notary Public, Delaware Stadium Corporation,
Diamond State Port Corporation, Open Space Council, etc.

to the Port of
Wilmington, Delaware



http://www.portofwilmingtonde.com/Main Framesets/Main_OurPort.htm

Budget Book Performance Measures

e Generate Revenue & Promote Economic Growth
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* Promote & Preserve History, Art and Culture
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« Arts patrons, Museum Visitors

 Promote Cltlzen Access to Information
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» Archive visitors, library cardholders, unique website visitors



Budget Book Performance Measures

. Provide Services to Veterans and their
Families

» # of Vets Getting Services, Vets Using the Cemetaries,
Veterans Home Residents

 Promote Equal Opportunity and
Protection

» # of cases, # of public workshops
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Division of the
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e Provide Regulatory and Licensing =t |
Services to Protect the Public Welfare "Reguation

« Number of licenses, Online services

« Administer the State’s public employment

relations and ethics laws.
e Caseload, Avg. case time

PUBLIC EMPLOYMENT
RELATIOMS BOARD




Governor Markell's Priorities

The 3 “E’s”
e Economic Growth
e Educational Improvement

e Efficient and Effective Government



Measures

Economy — 1) Increase revenue by increasing
number of entities domiciled in the State; 2)Increase
level of Customer Service; 4) Enhance the quality of
the work environment for division employees

Education —

Efficient and Effective Government — 3) Increase

Productivity within the Division of Corporations and
Increased utilization of online transactions;



Headline Performance Measures

4k Delaware
(@RS Division of
Y~ Corporations

e Corporations— Revenue, % of State Revenue,
New Formations, Number of Entities




Driving Systemic Improvement

48 Delaware
(@RS Division of
S~ Corporations

Balanced Scorecard
e 1) Financial
e 2) Customer
e 3) Process
e 4) Learning and Growth




Driving Systemic Improvement

4k Delaware

Wy Division of

&’ Corporations

e Scorecard— Financial, Customers, Process
Improvement, Learning and Growth

e Process Metrics — Revenues, customer satisfaction
rates, average days backlog, throughput, documents
suspended for non-compliance, # of phone calls,
emails or live chats handled, abandonment rates,
average phone call or live chat time, orders assigned,
pages scanned, % tax paid online, error rates, % UCC
filings online, employee satisfaction rates, etc.




Total Number of Filings
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Total Number of Active Business Entities
by Calendar Year
(2010 as of 9/1/10)
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Number of Name Reservations Completed on the Web
FYO4 - FY10
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2006 - 2009 Summary of Non-U.S. Corporations by Region
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PORATED ENTITIES WORLD-WIDE 2009
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CANADA: 2,576 ENTITIES TOTAL

CANADA 2,569
ONTARIO, CANADA 4
QUEBEC 1
[BRITISH COLUMBIA 2

DELAWARE:
188,885 ENTITIES TOTAL




Total UCCL1 Filings by Month
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Total UCC3 Filings by Month
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Total UCC Searches By Month
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Note this chart includes: Limited Partnerships, General Partnerships, Limited Liability Partnerships, and Limited Liability Limited
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