EXHIBIT E

State Revenue Offices -
Joint Performance Review Committee

September 9, 2015

What is the employee turnover rate at the Revenue offices?
The turnover rate from July 1, 2014 thru June 30, 2015 was 15% in State Revenue Offices.
What kind of training is provided to the employees?

State Revenue Office employees are receiving on the job training. Depending on the location
the employee will generally observe a co-worker for a few days and review procedures
manuals prior to processing any transactions. The employee will also view computer based
training on basic navigation of the driver services/motor vehicle system.

In a larger office a new employee will typically process motor vehicle renewals before
moving to more complex transactions. In a smaller office the new employee may be
exposed to multiple transactions just simply because of the lower volume of customers.
Depending on the skills of the employee they should be processing transactions with
minimal assistance within the first six weeks of employment. All new employees are on six
month probation. Employee progress is reviewed monthly with the employee.

All employees have access to a message board where we provide updated information as
needed.

State Revenue Offices are divided into five districts where the district managers will provide
additional training using the train the trainer method on policy, legislative material or
system changes.

We estimate the average cost for training a new employee would be equal to the first
months’ salary; DFA Service Representative entry level would be $2005.42 monthly.

What types of transactions are done at the Revenue offices?

The mission of the Office of State Revenue Administration is to collect revenue through
effective collection and administration of taxes, driver’s license fees and motor vehicle fees
according to Arkansas State law.

We process basic renewal transactions on motor vehicles, trailers, motorcycles, boats and
large instate commercial and non-commercial trucks.

We process title transactions and collect Arkansas sales/use tax when a customer
purchases a motor vehicle, trailer, motorcycles, ATV or truck. This also includes filing of
liens on motor vehicles, trailers, motorcycles, ATV and trucks. Customers also have the
ability to obtain duplicate titles, duplicate registrations and make address changes.

We issue Arkansas identification cards, non-commercial driver licenses, commercial driver
licenses, commercial driver license test packets, commercial learner’s permits, persons with
disability cards and state employee identification cards. A customer may obtain a traffic
violation report and we also collect reinstatement fees on Arkansas driver licenses.
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Arkansas residents may also purchase deed stamps for the transfer of real estate.

The Office of Motor Vehicle has approximately 400 inventory plate types. This includes
dealers, military, college, special interest, plates that can be personalized, public, etc. State
Revenue Office employees must have the knowledge of appropriate fees and special
requirements to obtain the various plate types.

The Office of Driver Services issues 10 variations of driver licenses, including identification
cards and state employee identification cards.

What is the average number of transactions each employee performs and the time it takes
to perform the transactions?

State Revenue Offices employees processed 4,143,130 transactions last year and collected
$531, 240,344.85 in revenue July 1, 2014 thru June 30, 2015.

The average number of transactions varies from location and transaction type. An
employee working a motor vehicle express basic renewal line can process 150 transactions
per day. We have some locations which also operate a driver license renewal express line;
those employees can process up to 100 transactions per day. An employee processing a title
and registration and payment of sales tax may only process 25 transactions per day.

The majority of our employees process various types of transactions; we would like to see
an employee process an average of 40 transactions per day.

Some of our customers require more assistance than others; the employee may be required
to contact the auto dealership, insurance company, county assessor and collector before
they are able to start the application entry into our system.

Below is the average time to actually enter the transaction into our system after all
documentation has been reviewed.

Driver License Renewal 7 minutes
New Driver or New Resident Driver License 10 minutes
Duplicate Driver License 7 minutes
Payment of Reinstatement Fees 5 minutes
Commercial Driver Test Packets 10 minutes
Motor Vehicle Renewal 2-4 minutes
Title, Registration and Sales Tax 10-15 minutes
Title, Transfer and Sales Tax 10-15 minutes
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5. How are the employees in the individual offices evaluated specifically and how are they

evaluated with regard to their time in serving customers?

All employees have a yearly performance evaluation which varies depending on the degree
of responsibility of the employee and the size of the office. All performance evaluations
have a minimum of four duty areas.

The four duty areas are:

Collect fees and taxes: Offices with three or less employees will receive an unsatisfactory
rating if they have more than 12 unresolved money errors; larger offices with four or more
employees are allowed 24 unresolved money errors before receiving an unsatisfactory
rating.

Execute issuance of license: Employees are allowed no more than 12 errors during the
rating period before they are given an unsatisfactory rating.

Provide taxpayer service information and customer service: Employees who receive 3
verifiable complaints receive an unsatisfactory rating.

Other duties as needed: We have this as a standard because there are instances where
employees are ask to perform other job duties out of the ordinary to make sure the office
runs efficiently. Examples would be in a smaller office, the service representative may be
required to perform the duties of the office supervisor in the absence of the supervisor. In
the larger extended hour offices an employee may be required to work past their designated
shift to serve the customers.

Our goal is for all employees to process an average of 40 transactions per day. Employees
who consistently do not meet this average are worked with to help achieve the goal. If
necessary employees are placed on a performance plan, where their work is reviewed by
the office supervisor and district manager weekly and discussed with the employee. The
employee is given a designated time to reach the goal or be terminated.

Do you ever do customer surveys in the offices to get feedback directly from the public?

We have used surveys in the past but it has been several years. In 2003 to 2006 we took a
random sampling of customers who had recently visited a State Revenue Office and mailed
a multiple choice survey with an area for comment. We also provided a postage paid
envelope; customer response was low.

We are looking into the possibility of adding a customer survey to our website which would
be submitted electronically.
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Currently the offices have signage with the contact information for the district manager
over the location. We have recently updated those signs adding the following email address
RevenueQffice.Comments@dfa.arkansas.gov. This email address will allow customer to email
comments or concerns directly to the State Revenue Office Administrator. Customers can
also provide feedback by using MVInforamtion@dfa.arkansas.gov and Support@ark.org
from the DFA website.

What is being done in each office to promote information about new technology within the
offices? Also provide information concerning the offices around the state and the condition
they are in and how conducive they are to the population they serve?

All offices have signage with information on ARStar and Gov2Go; the 12 offices with kiosk
have signage to promote the usage of the kiosk. The DFA website provides information
concerning options for motor vehicle renewals and direct links to ARStar and Gov2Go.

The Office of Motor Vehicle has a newly designed motor vehicle renewal notification which
will be put into production with the November renewal notices.

We have 134 State Revenue Offices across the state; 31 of the offices are located within a
city or county owned building, 2 offices are in State owned facilities and 101 are leased
privately.

We are currently in the process of relocating our office in Melbourne and remodeling the
location in Van Buren. We are in negotiations to add square footage and remodel the Bryant
office.

We have just completed a remodel of the Jacksonville, Southwest Little Rock, England, Star
City and Stuttgart. We have relocated the following offices within the past five years:
Benton County Central, Conway, Gravette, Marion, Rogers, Stephens, and Smackover.,

The office which is currently creating the most challenge is the Benton office; the office is
located in a facility owned by Saline County. We are currently working with Saline County
to secure additional space within the County Courthouse area. Other locations we could
look at for possible remodel or relocation would be Fayetteville, Greenbrier and North Little
Rock.

All offices are run with new generation servers from DIS; the bandwidths for the locations
vary depending on the size of the location. We have 24 offices which also have 4G back-up
systems.
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Would it be possible to provide information in the Driver’s License Instruction booklets
concerning new motor vehicle renewal technology to familiarize the new generation?

We contacted Arkansas State Police concerning adding information to the Driver’s License
Instruction booklets. They are currently in the process of updating the booklet; State Police
will be adding a page to the instruction booklet with information concerning ARStar and
Gov2Go.

Does DFA have an estimate or projections as to how staffing could be reduced and possible
budget cuts if the goal of 50% of motor vehicles renewal were processed using new
technology?

Our goal is within the next 5 years citizens will embrace the technology provided by DFA
and renew their motor vehicle license using ARStar rather than visiting a State Revenue
Office. Based on the current number of motor vehicle renewals this would be a reduction of
485,463 transactions or 22.4%. We estimate with minimal growth we can reduce staff by
4.16% or 1 employee for every 24,273 transactions processed using our new technology.
DFA will monitor this activity by reviewing monthly reports on the number of transactions
processed in State Revenue Offices and ARStar.

Representative Bob Johnson asked out of the 72% of the motor vehicle renewals processed
in a State Revenue Office, what was the percentage of the customers who came to the State
Revenue Office because their renewal notice reflected no assessment or personal property
payment?

The percentage of citizens whose renewal notice reflected a no for personal property
assessment, personal property taxes paid or verification of insurance at the time the
renewal notice was printed was 61.27%. -



FINANCE AND ADMINISTRATION--REVENUE SERVICES (630)
FISCAL YEAR 2016
Az Enacted by Act 924 of 2015

I} AGENCY SUMMARY & REVENUE SOURCES
MISSION .

The Revenue Divisicon is responsible for administration and enforcemeni of
State taxing laws, vehicle and driver licenses imposed under Arkansas law and
Child Support Enforcement imposed under Arkansas and Federal law. Offices
within the Divisicn and their responsibilities are the Office of the Assistant
Commissioner for Policy and Legal which includes the Hearings and Appeals
Section; the Office of Income Tax administers Individual and Corporate Income
Taxes AND Income Tax Systems, which processes income tax returns; the Office
of Field Audit; Office of Motor Vehicle administers Ilicensing, registration
and titling of vehicles; Office of Excise Tax Administration is responsible
for Sales Tax, Motor Fuel Tax, Miscellanecus Tax, Tax Credits and tax
administration of Bingo and Raffles; Office of Driver Services which includes,
Issuance, Technical Services, Safety Responsibility, Driver Control and
Commercial Driver Licenses; Office of 2Assistant Commissioner for Operations
and Administration which consists of the Cashier Section (which prepares
deposits of all monies for deposit with the State Treasurer) and General
Services sections; OQffice of Revenue Legal Ceounsel which represents the
Division in 1litigation invelving taxes, fees, licenses and ©prograns
administered by the Division; and the O0ffice of State Revenue Office
Administration administers the County automobile registraticn and renewal
offices.

TOTAL AFPPROFRIATION

The total appropriation for the Revenue Division is $1,273,481,673 for
FYZ0le,
FUONDING SQURCES

This agency's appropriations are funded with tax refunds, State Central
Services Fund, and special revenues.

II) CHANGE LEVEL REQUESTS

Commercial Drivers License Program

This appropriation provides for the operating expenses of this program. Fees
collected for licenses issued are dedicated as special revenue to suppert the
program, The change level reqguest is 51,000,000 in Operating Expenses for
ccsts associated with the Arkansas Integrated Revenue System Driver Services.
Operations Appropriation

This appropriation is for the operation of the Revenue Services Division. The
change level request is $2,315,135 in FY2016 for Regular Salaries and Perscnal
Services Matching to support 20 additicnal positions, Operating Expenses to
cover postage, rent increase, and other operating related expenses. The change
level request also allows for the replacement of aging and high mileage
vehicles in the Capital Qutlay line item.

'IITI)ADDITIONAL POSITIONS {Total FY2015 Authorized Positions:1,480)
Total Authorized Positions FY2016: 1,501

Total Base Level Positions: 1,480

Increase / {(Decrease) Over Base level: 21

‘Extra Help Positions FY2016: 221 (Total FY¥Y2015 Authorized Extra Help:
221)




IV) SPECIAL LANGUAGE

APPROFRIATION TRANSFERS: Dictates distributicn of refunds in Tax Administration
Program and allows transfer between Refund line items with report to Legislative
Council on amounts and reasons for transfer.

EXTRA HELP EXEMPTION: States extra Help positicns are exempt from limitation of
hours with report to Legislative Council when temporary or part-time emplcyees
are employed by DFA for longer than 7 months.

AUTHORITY TO EMPLOY CERTIFIED LAW ENFORCEMENT OFFTCERS: Gives Department
authority to employ not more than one {1) certified law enforcement officer to
provide security for Department buildings, grounds, property, employvees and
customers.

CONTINGENT POSITIONS: Authorizes the establishment cf 50 contingency data entry
positions to be utilized as deemed necessary by the Director of DFA after
seeking prior review by Legislative Council/Joint Budget; allows transiers from
the various programs in the Act to the Tax Administration Program for salaries
and matching.

'COMMERCIAL DRIVER LICEMSE FUND: Language geverns excess funds of the Commercial
Driver License Fund over an amount equal to three most recent fiscal year
budgets be transferred into the State Central Services Fund.

Rpril 2015
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