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                                   AUTOMATED BUDGET AND EVALUATION SYSTEM OF TEXAS (ABEST II)

 ----------------------------------------------------------------------------------------------------------------------------------
   AGENCY CODE:    AGENCY NAME:
       329         REAL ESTATE COMMISSION

   GOAL     :    01  Determine that TREC applicants meet legal requirements for licensure

   OBJECTIVE:    01  Evaluate applicants for honesty/integrity/trustworthiness/competency

   OUTCOME MEASURE

          TARGETED  2000      ACTUAL             % OF ANNUAL
          PERFORMANCE         PERFORMANCE        TARGET                  EXPLANATION OF VARIANCE
 ----------------------------------------------------------------------------------------------------------------------------------

   01  Percent of Licensees with No Recent Violations
            99.0                99.0               100.0
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                                   AUTOMATED BUDGET AND EVALUATION SYSTEM OF TEXAS (ABEST II)

 ----------------------------------------------------------------------------------------------------------------------------------
   AGENCY CODE:    AGENCY NAME:
       329         REAL ESTATE COMMISSION

   GOAL     :    02  Enforce the TREC laws and rules in a fair and evenhanded manner

   OBJECTIVE:    01  Resolve complaints & hold hearings expeditiously

   OUTCOME MEASURE

          TARGETED  2000      ACTUAL             % OF ANNUAL
          PERFORMANCE         PERFORMANCE        TARGET                  EXPLANATION OF VARIANCE
 ----------------------------------------------------------------------------------------------------------------------------------

   01  Percentage of Complaints Resolved Resulting in          The factor that caused the variation (increase) was the higher
       Disciplinary Action                                     number of cases resolved with disciplinary action taken in the
             5.0                 6.0               120.0    *  reporting period.  Streamlining procedures and full staffing have
                                                               allowed TREC to resolve pending cases with administrative
                                                               proceedings thereby resulting in a higher number of cases resolved
                                                               with disciplinary action taken.
                                                               TREC will continue to monitor this measure and the target will be
                                                               adjusted if the current trend continues.

 *  = VARIES BY 5% OR MORE FROM TARGET
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                                   AUTOMATED BUDGET AND EVALUATION SYSTEM OF TEXAS (ABEST II)

 ----------------------------------------------------------------------------------------------------------------------------------
   AGENCY CODE:    AGENCY NAME:
       329         REAL ESTATE COMMISSION

   GOAL     :    01  Determine that TREC applicants meet legal requirements for licensure

   OBJECTIVE:    01  Evaluate applicants for honesty/integrity/trustworthiness/competency

   STRATEGY :    01  Review appns, perform crim checks, administer exams, issue licenses

    TARGETED 2000    1ST QTR, 2000       2ND QTR, 2000        3RD QTR, 2000       4TH QTR, 2000      YEAR-TO-DATE     % OF ANNUAL
    PERFORMANCE      PERFORMANCE         PERFORMANCE          PERFORMANCE         PERFORMANCE        PERFORMANCE      TARGET
 ----------------------------------------------------------------------------------------------------------------------------------

 OUTPUT MEASURE:
 --------------

   02 Number of New Licenses Issued to Individuals

      11,000.0             3,337.0             3,321.0             3,912.0             3,876.0            14,446.0          131.3 *

   03 Number of Licenses Renewed (Individuals)

      53,450.0            13,051.0            12,239.0            15,618.0            15,656.0            56,564.0          105.8 *

 EFFICIENCY MEASURE:
 ------------------

   02 Average Time for Individual License Issuance

          37.0                35.7                41.0                37.0                37.0                37.0          100.0

 *  = VARIES BY 5% OR MORE FROM TARGET
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                                   AUTOMATED BUDGET AND EVALUATION SYSTEM OF TEXAS (ABEST II)

 ----------------------------------------------------------------------------------------------------------------------------------
   AGENCY CODE:    AGENCY NAME:
       329         REAL ESTATE COMMISSION

   GOAL     :    01  Determine that TREC applicants meet legal requirements for licensure

   OBJECTIVE:    01  Evaluate applicants for honesty/integrity/trustworthiness/competency

   STRATEGY :    01  Review appns, perform crim checks, administer exams, issue licenses

   NAME OF MEASURE                                             EXPLANATION OF VARIANCE
 ----------------------------------------------------------------------------------------------------------------------------------

 OUTPUT MEASURE:
 --------------

     02 Number of New Licenses Issued to Individuals           The factor that caused the variation (increase) was more original
                                                               and late renewal applications were filed than anticipated.  This
                                                               measure now includes late renewals wherein an individual can be
                                                               "unlicensed" for as long as six years per legislative change
                                                               (previously it was 12 months).  The definition was revised for the
                                                               current biennium to include late renewals.
                                                               TREC will continue to monitor this measure.  The target for the
                                                               next biennium has been adjusted to 13,000.

     03 Number of Licenses Renewed (Individuals)               The factor that caused the variation (increase) was more renewal
                                                               applications were filed than anticipated.  The trend to stay in the
                                                               real estate business has caused more licensees to renew
                                                               licenses on a timely basis.  The licensee population has stabilized
                                                               over the past 12 months as a result of this.
                                                               TREC will continue to monitor this measure and adjust future
                                                               targets to reflect industry trends.
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 ----------------------------------------------------------------------------------------------------------------------------------
   AGENCY CODE:    AGENCY NAME:
       329         REAL ESTATE COMMISSION

   GOAL     :    02  Enforce the TREC laws and rules in a fair and evenhanded manner

   OBJECTIVE:    01  Resolve complaints & hold hearings expeditiously

   STRATEGY :    01  Investigate complaints and resolve valid complaint case

    TARGETED 2000    1ST QTR, 2000       2ND QTR, 2000        3RD QTR, 2000       4TH QTR, 2000      YEAR-TO-DATE     % OF ANNUAL
    PERFORMANCE      PERFORMANCE         PERFORMANCE          PERFORMANCE         PERFORMANCE        PERFORMANCE      TARGET
 ----------------------------------------------------------------------------------------------------------------------------------

 OUTPUT MEASURE:
 --------------

   01 Number of Complaints Resolved

       2,600.0               827.0             1,080.0             1,016.0               266.0             3,189.0          122.7 *

 EFFICIENCY MEASURE:
 ------------------

   01 Average Time for Complaint Resolution

         140.0                86.0                81.0                94.0                80.0                86.0           61.4 *

 *  = VARIES BY 5% OR MORE FROM TARGET
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                                   AUTOMATED BUDGET AND EVALUATION SYSTEM OF TEXAS (ABEST II)

 ----------------------------------------------------------------------------------------------------------------------------------
   AGENCY CODE:    AGENCY NAME:
       329         REAL ESTATE COMMISSION

   GOAL     :    02  Enforce the TREC laws and rules in a fair and evenhanded manner

   OBJECTIVE:    01  Resolve complaints & hold hearings expeditiously

   STRATEGY :    01  Investigate complaints and resolve valid complaint case

   NAME OF MEASURE                                             EXPLANATION OF VARIANCE
 ----------------------------------------------------------------------------------------------------------------------------------

 OUTPUT MEASURE:
 --------------

     01 Number of Complaints Resolved                          The following factors caused the variation (increase) in the
                                                               number of complaints resolved compared to the projected figure:
                                                               (1)   Effective procedures for streamlining the complaint process
                                                               and (2) the addition of a case manager and legal assistant during
                                                               the 2nd quarter of FY 2000, and (3) more complaints filed.
                                                               TREC will continue to utilize the streamlining procedures and new
                                                               staffing in an attempt to further increase the number of
                                                               complaints resolved.

                                                               The number of complaints reported as being resolved for the 4th
                                                               quarter was significantly lower due to the correction (adjustment)
                                                               of a  reporting error.  For the first three quarters of FY 2000, the
                                                               report used for this measure counted cases closed against
                                                               individuals rather than closed complaints.  In many instances, the
                                                               Enforcement Division takes action against several different
                                                               licensees as part of one complaint.  In the future, TREC will rely
                                                               on a quarterly report that counts the number of complaints closed
                                                               per quarter.  Please note, however, that the overall FY total is
                                                               greater than projected for the reasons articulated above.
                                                               TREC will continue to monitor this measure.  The targets for the
                                                               next biennium have been adjusted to 2,900 for fiscal year 2002
                                                               and 3,000 for fiscal year 2003.
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                                   AUTOMATED BUDGET AND EVALUATION SYSTEM OF TEXAS (ABEST II)

 ----------------------------------------------------------------------------------------------------------------------------------
   AGENCY CODE:    AGENCY NAME:
       329         REAL ESTATE COMMISSION

   GOAL     :    02  Enforce the TREC laws and rules in a fair and evenhanded manner

   OBJECTIVE:    01  Resolve complaints & hold hearings expeditiously

   STRATEGY :    01  Investigate complaints and resolve valid complaint case

   NAME OF MEASURE                                             EXPLANATION OF VARIANCE
 ----------------------------------------------------------------------------------------------------------------------------------

 EFFICIENCY MEASURE:
 ------------------

     01 Average Time for Complaint Resolution                  The factors that caused the variation (decrease) were more
                                                               complaints were resolved than projected due to streamlining
                                                               procedures and full staffing.  The marked decrease for resolution
                                                               time was due to more efficient investigative and complaint
                                                               resolution techniques employed by the Enforcement Division.
                                                               This resulted in the average time for complaint resolution being

                                                    lower than projected.  Full staffing produced more resolved
                                                               complaints in less time.
                                                               TREC will continue to monitor this measure in an attempt to
                                                               reduce the backlog of unresolved complaints and therefore cause
                                                               the average time for complaint resolution to be less than projected.
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                                   AUTOMATED BUDGET AND EVALUATION SYSTEM OF TEXAS (ABEST II)

 ----------------------------------------------------------------------------------------------------------------------------------
   AGENCY CODE:    AGENCY NAME:
       329         REAL ESTATE COMMISSION

   GOAL     :    03  To communicate effectively with the public and licensees

   OBJECTIVE:    01  Notify 100% of licensees of law/rule chnges w/i 60 days; custmr survey

   STRATEGY :    01  Prepare and distribute information describing TREC functions

    TARGETED 2000    1ST QTR, 2000       2ND QTR, 2000        3RD QTR, 2000       4TH QTR, 2000      YEAR-TO-DATE     % OF ANNUAL
    PERFORMANCE      PERFORMANCE         PERFORMANCE          PERFORMANCE         PERFORMANCE        PERFORMANCE      TARGET
 ----------------------------------------------------------------------------------------------------------------------------------

 OUTPUT MEASURE:
 --------------

   01 Number of Calls Received

     330,000.0            88,440.0            91,918.0            97,654.0            91,034.0           369,046.0          111.8 *

 *  = VARIES BY 5% OR MORE FROM TARGET



   ABIPR0C                                  OUTPUT AND EFFICIENCY MEASURES REPORT                                    DATE: 10/02/00
                                       FOURTH QUARTER REPORT, FISCAL YEAR 2000 076 - R                               TIME: 07:31:26
                                                                                                                     PAGE:        9  
                             AUTOMATED BUDGET AND EVALUATION SYSTEM OF TEXAS (ABEST II)

 ----------------------------------------------------------------------------------------------------------------------------------
   AGENCY CODE:    AGENCY NAME:
       329         REAL ESTATE COMMISSION

   GOAL     :    03  To communicate effectively with the public and licensees

   OBJECTIVE:    01  Notify 100% of licensees of law/rule chnges w/i 60 days; custmr survey

   STRATEGY :    01  Prepare and distribute information describing TREC functions

   NAME OF MEASURE                                             EXPLANATION OF VARIANCE
 ----------------------------------------------------------------------------------------------------------------------------------

 OUTPUT MEASURE:
 --------------

     01 Number of Calls Received                               The factors that caused the variation (increase) for the fiscal year
                                                               were (1) an increase in the number of new licenses issued to
                                                               individuals  (2) an increase in the number of licenses renewed,
                                                               and (3) an increase in inquiries concerning complaint matters.
                                                               TREC will continue to monitor this measure and the target will be
                                                               adjusted if the current trend continues.

                                                               A change to the telephone system configuration in the 4th quarter
                                                               of FY 2000 (T-1 lines for TEXAN 2000, 1-800 numbers and
                                                               smart trunks) altered the reporting capability of TREC's old call
                                                               accounting system CQIV(Call Quest IV).  TREC's new call
                                                               accounting system MAT (Meridian Administration Tools) uses a
                                                               different method than CQIV to accumulate total incoming calls.
                                                               A reconciliation of the two systems was performed using data
                                                               from both systems for the 3rd quarter of FY 2000.  The results of
                                                               this reconciliation allow the MAT data to be converted to CQIV
                                                               data. The figure reported for the 4th quarter is the product of the
                                                               MAT/CQIV reconciliation.  Future reports will use MAT data with
                                                               the MAT/CQIV reconciliation to arrive at the number of calls
                                                               received figure.


