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Overview of the Department

® DOR created by the General Assembly in 1941
» Taxation and Revenue
» Enforcement
® Changes made:
1945 added Motor Vehicle Dealers Administration
1955 added Motor Vehicle Inspection (Ports of Entry)
1968 created Department of Revenue
1982 added Lottery
1991 added Gaming
2010 added Medical Marijuana
2012 Ports of Entry moved to DPS
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Overview of the Department

® One of the few agencies that provide services for almost every
adult in the state

® FY 12 Highlights
> Collected over $11.6 billion in ﬂm<m:cm\w

> Processed over 2.5 million individual and corporate tax
returns

» Received over 1.9 million individual tax returns
electronically

» Issued over 1 million driver licenses or id cards



21e.4 aoueljdwod
%G6 B UM S1591 8nup 9S40y 985 Pa1dNPU0d Suldey <«
sdaJ sajes pue sJajeap oIne gS0‘ST Pasuadl| Alisnpuj oiny «

31eJ 22ueldwod %06 YIM Siouiw 0} 032eq0} JO S3|es JoJ
)32 aoueljdwod 7/ Gz pawJioyiad JusWwadlojus 022eq0l «

SUOI19E 2AI1RJISIUIWIPE JO [BUIWIID Ul Ul NSaJ %78 YHM
suoI11e811SaAUl GTS T J9A0 pawJ0iad Juswadiofus Jonbil «

P,AU0D —SIYSIYSIH CT Ad

juawiliedaqg 2yl Jo MIIAIBAQ




Overview of the Department

® FY 12 Highlights — Cont’d

» Medical Marijuana licensed 311 centers and infused
product businesses

» Gaming collected $102.1 million in revenue of which $91.2
million was distributed to constitutional and statutory
fund recipients

M@&f proceeds for distribution to beneficiaries were up
. 8.8%
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Accomplishments

® TAX
> CITA
»Work with Stakeholders

® LEAN Projects
> Pipeline
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» LEAN Projects (cont’d)
»>DOR/DOC ID for Offenders

® Project Management Process

* Lottery Proceeds
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Major Initiatives

* Pipeline Project Implementation
 Tax Lean Project Implementation
* Amendment 64 Task Force

— © Conservation Easement Audit Recommendations —

1
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Strategic Plan

® Success is dependent on our relationships
» Customers

» Stakeholders
» Employees

® Focused on key areas

® Focused on outcomes not outputs

3
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Vision and Mission
Vision

To become a premier Department of Revenue known for its

outstanding customer service, innovation, and dedicated
employees.

Mission

The Department of Revenue will provide quality service to our
customers in fulfillment of our fiduciary and statutory

responsibilities while instilling public confidence through
professional and responsive employees.

15
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Major Program Areas

® Taxation Division

® Motor Vehicle Division
* Lottery Division

® Enforcement Division

» Executive Director’s Office / Administration

17
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Tax Call Center

Process: Answer telephone calls at the Tax Call Center
Outcomes:

The Tax Call Center will answer calls within an average of 10 minutes of
entering the queue for FY 2012-13.

FY 13
FY 10 Fy 11 Fy 12 YTD Actual Fy 13 Fyi4
Objective 0:05:00 0:05:00 0:05:00 0:10:00 0:10:00 0:09:30
Actual 0:08:35 0:13:05 0:08:38 0:11:21
Difference 0:03:35 0:08:05 0:03:38 0:1:21

The Tax Call Center will block less than 25% of calls in FY 2012-13.

FY 13
FY 10 FY 11 Fy 12 YTD Actual FY 13 FY14
Objective N/A N/A N/A 25.00% 25.00% 24.00%
Actual 17.00% 51.00% 41.00% 26.00%
Difference N/A N/A N/A 1.00%

19
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“Electronic Filing of Income and Sales Tax Returns

Process: File taxes online

Outcomes:

Increase e-filed individual income tax returns as a percentage of total
income tax returns filed by 5% over the previous year.

Fy 13
FY 10 FY 11 FY 12 YTD Actual FY 13 FYi14
Objective N/A N/A N/A 84.00% 84.00% 88.20%
Actual 64.00% 74.00% 80.00% 52.80%
Difference N/A N/A N/A 31.20%

Increase e-filed sales tax returns as a percentage of total sales tax returns
filed by 20% over the previous year.

FY 13
FY 10 FY 11 FY 12 YTD Actual FY 13 FY14
Objective N/A N/A N/A 42.00% 42.00% 50.40%
Actual 13.00% 13.00% 35.00% 47.70%
Difference N/A N/A N/A 5.70%

21
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Tax Audit Assessments

Process: Audit and assess tax filings

Outcomes:

Taxation will strive to have $385,000,000 in audit assessments each year.

FY 13
FY 10 FY 11 FY 12 YTD Actual FY 13 FY14
Objective $281,769,447 $281,769,447 $379,592,528 | $385,000,000 | $385,000,000 | $385,000,000
Actual $349,962,657 $483,926,076* $532,696,470* | $292,808,641
Difference $68,193,210 $202,156,629 $153,103,942 $92,191,359

*In FY11 and FY12, the Department conducted several audits that generated large assessments, which are not expected to occur

in FY13 and FY14.

23
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Driver Services Call Center
Process: Answer calls at the Driver Services Call Center

Outcomes:

The Driver Services Call Center will answer all calls within 8 2 minutes of
entering the queue on an annual basis.

Fy 13
FY 10 FY 11 Fy 12 YTD Actual Fy 13 Fyi4
Objective 15:00 15:00 12:00 08:30 08:30 08:00
Actual 12:59 12:27 08:41 08:09
Difference 02:01 02:33 03:19 00:21

The Driver Services Call Center will block less than 5% of calls on an annual

basis.
FY 13
FY 10 FY 11 FY 12 VD Actual FY 13 FY14
Objective N/A N/A N/A 5.00% 5.00% 5.00%
Actual N/A N/A N/A 2.40%
Difference N/A N/A N/A 2.60%

*The outcomes for these two objectives are interdependent.

e
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" Walk-in Customer Service in Driver License Offices

Process: Serve walk-in customers

Outcomes:

Driver License customer transactions will be completed within an average of 60
minutes in Driver License offices where Wait-Less is deployed 70% of the time.

FY 13
FY 10 FY 11 FY 12 YTD Actual FY 13 FY14
Objective N/A N/A N/A 70.00% 70.00% 75.00%
Actual N/A N/A N/A* 67.00%
Difference N/A N/A N/A 3.00%

Driver License customers with pre-scheduled appointments will be called to the
counter within 15 minutes of their scheduled appointment time in Driver License
offices where Wait-Less is deployed 90% of the time.

FY 13
FY 10 FY 11 Fy 12 YTD Actual FY 13 FY14
Objective N/A N/A N/A 90.00% 90.00% 90.00%
Actual N/A N/A N/A* 87.50%
Difference N/A N/A N/A 2.50%

*While the Department does have some FY12 data for the Wait-Less deployed offices, the data provided through the reporting
functionality was incomplete. The Department continues to refine the reporting capabilities to ensure valid data for FY12-13.
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Online Renewal and Payment

Process: Renew and accept payment of driver licenses online

Outcomes:

Increase the number of driver license renewals processed online by 20%

over the previous year.

FY 13
_H
FY 10 Y11 FY 12 VTD Actual FY 13 FYl4
Objective N/A N/A 163,860 194,513 (20%) | 194,513 (20%) | 233,416 (20%)
21,609 109,242 162,094
Actual 91,385
(48.4%)
Difference N/A N/A 1,766 (28.4%) 103,128
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Title and Registration Call Center

Process: Answer telephone calls at the Title and Registration Call Center

Outcomes:

Title and Registration Call Center will answer 100% of calls within an average of 1
minute of entering the queue on an annual basis.

FY 13
FY 10 Fy 11 FYy 12 YTD Actual Fy 13 FY14
Objective 100.00% 100.00% 100.00% 100.00% 100.00% 100.00%
Actual 93.00% 92.00% 82.00% 46.00%
Difference 7.00% 8.00% 18.00% 54.00%
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" International Registration Plan (IRP)
Electronic Registration

Process: Issue and renew IRP registrations through electronic filing
Outcomes: |

The percentage of IRP registrations completed through electronic filing will
increase 5% each year.

FY 13
FY 10 FY 11 FY 12 YTD Actual FY 13 FY14
Objective N/A N/A N/A 25.00% 25.00% 30.00%
Actual 52.10% 3.80%* 20.20% 24.60%
Difference N/A N/A N/A 0.40%

*The Department migrated from the Commercial Vehicle Electronic Credentialing system to the GenTax system for electronic filing
in August of 2010. Electronic registration activities decreased during this time due to the unavailability of the electronic
registration option for a portion of the year and customer uncertainty in utilizing the new system.
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3 Party Commercial Driving Schools

Process: Audit and evaluate 3 party Commercial Driving Schools

Outcomes:
Complete required audits of 3" party Commercial Driving Schools on an annual
basis.
FY 13
FY 10 FY 11 FY 12 YTD Actual FY 13 FY14

Objective 100.00% 100.00% 100.00% 100.00% 100.00% 100.00%

Actual 100.00% 100.00% 100.00% 62.00%
Difference 0.00% 0.00% 0.00% 38.00%
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Commercial Driver License Testing Units

Process: Audit Commercial Driver License Testing Units

Outcomes:
Complete required audits of Commercial Driver License Testing Units on an annual
basis.*
FY 13
FY 10 FY 11 FY 12 YD Actual FY 13 Fyi4

Objective 100.00% 100.00% 100.00% 100.00% 100.00% 100.00%

Actual 77.24% 89.05% 85.60% 48.00%
Difference 22.76% 10.95% 13.60% 52.00%

*While there is not an actual number of required audits, if the state is found to be out of compliance with FMCSA regulations,

federal highway moneys provided to the state could be at risk.
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Emissions Testing Facilities

Process: Audit Emissions Testing Facilities

Outcomes:
Complete required audits of Emissions Testing Facilities on an annual
basis.*
Fy 13
FY 10 FY 11 Fy 12 YTD Actual FY 13 FY14

Objective 100.00% 100.00% 100.00% 100.00% 100.00% 100.00%

Actual 94.82% 104.10%* 88.78%** 50.00%
Difference 5.18% 4.10% 1.22% 0.00%

*Based on the statute as it existed in FY11, some testing facilities were audited more than every 90 days resulting in an actual

percentage of greater than 100%. SB12-012 amended the requirement for audits from every 90 days, to at least twice per year.

**The transition effective July 1, 2012 to the new requirements of SB12-012 caused some facilities to be audited less than the

pre-SB12-012 quarterly requirement.
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Lottery Sales and Profits

Process: Market the Lottery

Outcomes:

Grow Colorado Lottery sales and profits to maximize proceeds for

recipients that are receiving funding at levels defined by the state and

achieve profitability percentage levels. These percentages are determined
by dividing proceeds distributed by total sales.

Fy 13
FY 10 FY 11 FY 12 VD Actual FY 13 FY14
Objective 22.53% 23.68% 22.80% 23.13% 23.13% 24.32%
Actual 22.31% 21.88% 22.60%

24.67%

Difference

22%

1.80%

.20%

1.54%
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"~ Lottery Compliance Investigations

Outcomes:

——

1\\h‘ .

The Lottery Division shall conduct integrity compliance investigations on
100% of retailers identified as having a track record of inconsistent
application of the rules and laws governing the Lottery and its retailer

base.
FY 13
FY 10 FY 11 FY 12 VTS el FY 13 FY14
Objective N/A N/A 100.00% 100.00% 100.00% 100.00%
Actual N/A N/A 100.00% 100.00%
Difference N/A N/A 0.00% 0.00%

The Lottery Division shall increase the percentage of regular compliance

investigations annually.

FY 13
FY 10 FY 11 FY 12 YD Actual FY 13 FY14
Objective N/A N/A 12.00% 25.00% 25.00% 33.00%
Actual N/A N/A 8.00% 7.40%
Difference N/A N/A 4.00% 17.60%

*The percentages identified are the percentages of the total retailers of which compliance investigations are anticipated to be
completed (objective) or have been completed (actual) in a fiscal year.
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. Liquor Licensing Processing

Process: Process liquor license applications

QOutcomes:

By the end of the fiscal year, the Liquor Enforcement Division will reach
the objective of initiating final agency action* of licenses within 60 days of
local approval.

FY 13
FY 10 FY 11 Fy 12 YTD Actual Fy 13 FY14
Objective N/A N/A N/A 90.00% 90.00% 90.00%
Actual N/A N/A N/A 58.00%
Difference N/A N/A N/A 32.00%

*Final agency action means license issued/renewed or license denied.
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~ Auto Industry Complaint Resolution
Process: Resolve complaints

Outcomes:

By the end of the fiscal year, the Auto Industry Division will reach the
objective of concluding the initial investigation* on complaints within 180

days of case initiation.

FY 13
FY 10 FY 11 FY 12 YTD Actual FY 13 FY14
Objective N/A N/A N/A 70.00% 70.00% 75.00%
Actual N/A N/A N/A** N/A
Difference N/A N/A N/A N/A

*Cases are concluded by determinations of No Violation, Violation Resolved, Verbal Warning, Written Warning, or Motor Vehicle

Dealer Board Review.
**The figures identified in the Inputs and Qutputs are new cases only and do not include the “backlog” of cases from prior years

that are being worked simultaneously. Therefore, the FY12 Actual data is not available.




AJisnpul duides opelo|o) 3yl Uulyim siuswalinbal

Alole|ndal pue Aloiniels yiim aoueljdwod Sujuisduod UolsiAlg

9Y1 01 ¥oeqpas) aAlldeold apinoad 0] Sy Nsad uolldadsul azl|in

opelojo) ul duided Jo AllJSa1Ul 8yl 9JNSUD pue 3Jej|am jewlue

o10woud 01 Ajjenuue saialjioe) ulded pue a|gels ||e 10adsu|
:so1393e11s

2Jueljdwo) duloey



Racing noi_o:m:nm

Process: Inspect horse racing facilities
Outcomes:

The Division of Racing shall conduct facility inspections for its racetrack
licensees prior to opening and all stables within 45 days after opening to

ensure compliance with the Colorado Racing Act and Colorado racing
regulations.

CY 13
Cy 10 Cy 11 Cy 12 VID Actual Cy 13 Cy14
Objective N/A 100.00% 100.00% 100.00% 100.00% 100.00%
Actual N/A 96.00% 100.00% 100.00%
Difference N/A 4.00% 0.00% 0.00%
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" Medical Marijuana License Processing
Process: Process license applications

Outcomes:

By the end of the fiscal year the Medical Marijuana Enforcement Division
will reach the objective of initiating final agency action*of license
applications within 60 days of local approval.**

FY 13
FY 10 Fy 11 FY 12 YD Actual FY 13 FY14
Objective N/A N/A N/A 90.00% 90.00% 90.00%
Actual N/A N/A N/A N/AF**
Difference N/A N/A N/A

*Final agency action means license issued/renewed or license denied.

**This objective only applies to new cases initiated as of July 1, 2012 and does not include the “backlog” of cases from prior years
that are being worked simultaneously. Therefore, the FY12 Actual data is not available.

***No local approval received until December of 2012.
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Gaming Compliance

Process: Inspect new slot machines

Outcomes:

The Division of Gaming shall inspect 100% of new slot machines
introduced to the gaming floor within 90 days to ensure compliance with
the Gaming Act, Colorado Gaming Regulations, and internal control

standards.

FY 13
FY 10 FY 11 FY 12 YTD Actual FY 13 FY14
Objective 100.00% 100.00% 100.00% 100.00% 100.00% 100.00%
Actual 100.00% 100.00% 100.00% 100.00%
Difference 0.00% 0.00% 0.00% 0.00%
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Cash Handling

Process: Receive and deposit cash

Outcomes:

Increase the percentage of funds deposited within 24 hours of being

received to reach a goal of 95%.

Fy 13
FY 10 FY 11 FY 12 YTD Actual FY 13 FY14
Objective N/A N/A N/A 95.00% 95.00% 95.00%
Actual 91.00% 92.00% 93.00% 96.00%
Difference N/A N/A N/A 1.00%
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Process: Manage projects
Outcomes:

Project Management

The Department will complete 80% of projects that have committed
deliverables, funding, and identified timelines.

FY 13
FY 10 FY 11 FY 12 VTD Actual FY 13 FY14
Objective N/A N/A N/A 80.00% 80.00% 80.00%
Actual N/A N/A N/A 63.00%
Difference N/A N/A N/A 17.00%
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Rule and xmmc_mgo:xmsmi

Process: Review and update rules and regulations

Outcomes:

The Department will review 20% of its rules and regulations each year to
ensure compliance with Executive Order 11-5, Executive Order 12-2, and

House Bill 12-1008.

FY 13
FY 10 .n< 11 Fy 12 YTD Actual FY 13 FY14
Objective N/A N/A N/A 20% 20% 20%
Actual N/A N/A N/A* 5%
Difference N/A N/A N/A 15%

*This is a new objective for the Department. The data identified represents a fairly comprehensive department—wide review that
took place in FY11-12. Going forward, the Department plans to review 20% of its rules and regulations to ensure that 100% of

Department rules are reviewed every 5 years.
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Employee mmﬁ.mmdﬁmnﬂo: _

Strategies:

Replicate the Department of Personnel Administration
statewide employee survey in March of 2013

® Continue the implementation of the Department’s strategic
plan

Continue to utilize LEAN principles to improve various
Departmental processes

Develop a communications outreach plan, scheduled to be
completed by the end of January 2013
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Employee Satisfaction

Process: Conduct employee satisfaction survey

Outcomes:

Leaders give a clear picture of direction.*

Fy 13
FY 10 FY 11 FY 12 s el FY 13 FY14
Objective N/A N/A N/A 33.00% 33.00% 38.00%
Actual N/A N/A 28.00%
Difference N/A N/A N/A

*A favorable rating was determined by answering the question with agree or strongly agree.

**Not available until March survey conducted.

63



v9

800T-ZT "d'H pue ‘z-ZT 03 ‘S-TT 03 yumuejjdwo) «

T 01Ul sassad0.d g a1epI|osuod 01 103foid NYIT Pa1INPUO) o
91ISC@M U0 ZTOT ‘T JoquanoN Ag paisod aq 01 palinbay e
800T-CT "9'H Aq paJinbay e

epuddy Aioje|n3ay




1,600,000

- 400

RN 1344758 a - 1,332,547
| 1,241,827
1,200,000 s [ e uh.mwhmmm_.r = e e A
1,156,451
= 1,059,281
g 1,075,188
8 1,000,000 - gpm— — - — —
2 | 990,706 991,848
£ _
£
3 903,087
8 870,468
e 800,000 — e D — . - — sz
£
&
L]
[--]
&
< 600,000 '~ B M - — L . — .
=
400,000 . — . - 1 B —
200,000 B e e — - (S
s - & 57 57 57 56 57 56
0 . == ] - | "
_28 ﬁ FY02 | Fo3 FY04 FYO5 FYOs  FY07 | Fos | FY09 | FY10 Pyt FY12
mm FTE Appropriation 2265 | 2265 195. 5 | 1945 193.2 1927 = 243. 6 | 2430 2430 | 2438 2430 | 2420
# of Offices 54 54 | 53 w 81 61 57 57 56 S5 | 57 56 57 56
|=#=—3# Image Docs Issued 990,706 | 991,848 11,241, mﬁ 1,344, .aw_ 1,075,188/1,169,861 1,059,281 903,087 | 912 mma | 870,468 | 906,368 H 156,451/1,332,547
Regular Driver's License  $15.00 | $15.00 _ $15.00 $15.60 “ $15.60 | $15.60 mpm.mo $21.00 mB 00 | $21.00 | $21.00 @ $21.00 | $21.00
CoL 1$25.00 mwm 00 | mwm 00 | $25.60 mmm.mo mwm 60 mmw 60 mwm 00 | mwwoo W mwmoo $35.00  $35.00 | $35.00
Permit - $10.00 | mB 00 ,_ | mBoo $10. 00 mBoo . $14.00 | m:_oo 7 mEoo mE 00 $14.00 | $14.00
1D Card | $3.50 $350 | $4.10 $4.10 $7.60 @ $1050 & $10.50 $10.50 | $10.50 W $10.50 | $10.50

450

350

300

250

200

150

100

50




