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  Metric Measure Resul ts

   Customer Arriva ls  (tota l ) 62,406
   Average Wait Time 0:05:41

   Customer Satis faction
(percentage good/excel lent)

99%

   Ca l l s  Coming In (tota l ) 26,078
   Abandon Rate 38%

   Average Wait Time 0:10:46
   Customer Satis faction Average

(sca le; 1-100; higher i s  better)
N/A

   Average Insured Rate 91%

Field Office Arrivals, Average Wait
Time and Customer Satisfaction

  Call Center Incoming Calls, Average
Abandon Rate, & Average Wait Time

  Average Insured Rate

MOTOR VEHICLE DIVISION (MVD)

Delinquent Taxes Goal Actual Results % of Goal Goal Type
Del inquent Accounts  Worked                10,000                  1,167 12% Cumulative

Scheduled Del inquent Tax Sa les                       33 4 12% Cumulative
Del inquent Tax Sa les  Held # Counties 0 0 Cumulative

State Assessed
Ful l  Va lue of Assessed Properties $20,000,000,000 $17,349,426,601 87%

Number Of Companies  Reporting 600 477 80%
Returns  Submitted/Completed 600 233 39%

Appraisals
Draft Assessor Eva luations  Completed 33 7 21%

Assessor  Eva luations  Completed 33 0 0%
Appra isa ls/Reviews  Performed 75 18 24%

Number of Protest Hearings  Heard 250 3 1%

P R O P E R T Y   T A X  D I V I S I O N

Cumulative

Cumulative

Returns
Processed April $$

YTD
Count

Current 
Exception 
Inventory

% of Returns
Paper vs.

E-File

Exception
%

Paper Returns $10,420 26,007 3%
E-fi led Returns $281,928 838,602 35,033 97% 4%

TOTAL: $292,348 864,609
Refunds
Issued

April $$ Apr
Count

YTD
Count

% YTD YTD $

Direct Depos i t $331,854,892 504,147 286,021 19% $128,214,280
Paper Check $60,204,363 138,042 1,194,301 81% $818,332,975

TOTAL: $392,059,255 642,189 1,480,322 $946,547,255
Payments
Received

April $$ Apr
Count

YTD
Count

% YTD YTD $

Check $91,359 253,621,481 145,923 59% $291,697,724
ACH $62,563 95,217,813 102,944 41% $135,442,600

TOTAL: $153,922 348,839,294 248,867 $427,140,324

P E R S O N A L   I N C O M E   T A X   ( R P D )

Collections April Fiscal YTD
Col lections  Goal $19,626,292 $196,262,917 

Actual  Col lections $18,412,923 $199,274,601 
Percent of Goal 94% 102%

Performance
Measures

April Fiscal Year-
End Goal

Col lections  Against
Prior Year Receivables

13% 20%

Col lections  Against 
Current Year Assessments  

38% 60%

Compliance April  Fiscal YTD
Bankruptcy Col lections $315,083 $4,044,966 

Bankruptcy Proofs  # 30 254
Levy Recoveries $1,552,275 $10,470,439 

Audits in Progress April Fiscal YTD
# Rec'd for Review 61 1,004

# Assessed 1,173
Amount Assessed $48,231,310 

AUDIT AND COMPLIANCE DIVISION (ACD)

*Measures do not include business taxes, post V12 upgrade


