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The Department of State performs several functions, ranging from registering businesses to overseeing elections. The
Business and Licensing Division receives filings such as business and nonprofit registrations, trade names, secured liens,
lobbyist registrations, notary public applications, and bingo and raffle reports. Most filings are submitted electronically,
and the office disseminates this information to the public through its website. The Elections Division oversees state
elections and has primary responsibility for campaign finance disclosure and statewide ballot initiative certification.
Two other divisions in the Department, Administration and Information Technology, support the office’s programs. Cash
funds generated by business and other filings support nearly all of the Department’s activities. Federal grants provide
the remainder of funding. The Department of State’s Long Bill appropriations are under each section “Administration,
Information Technology, Elections, and Business Licensing.” These appropriations are allocated based on historical
utilization in each division.
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FY2015-16 PERFORMANCE PLAN

The Department of State primarily receives and makes information publicly available. Internet-based electronic filing
and retrieval of information with the Department is favored by the general public, and in many cases, mandatory. The
Department is continually web-enabling documents and information for its customers.

Even though each division within the Department has its own unique functions, some functions are consistent across
programs, with the common thread being electronic information. For example:

Licensing/Registering. Businesses, charitable organizations, fund raisers,
voter registration drives, and lobbyists register with the Department,
bingo-raffle organizations are licensed, and notaries public receive
commissions from the State through the Department.

Electronic Filings. Most of the records filed

with the department are filed electronically,
including business filings, voter
registrations,campaignfinancedisclosure,
administrativerules,lobbyist reports,and
charitable organizationreports.

Communicating/Educating. Each division devotes significant time to
communicating with and assisting its constituents, the public, the
private sector, governmental bodies, media, and others who require
information regarding the departmental programs.

Records Disclosure. Through its website, the department’s divisions
make available information about businesses in Colorado, disclosure
information of political candidates and committees, and the disclosure
reports filed by registered charitable organizations.

Inadditiontoservingasthe “keeperofrecords”, the Secretaryof Stateisthechiefelection officialofthe state,
charged with administering extensive statutes that relate directly or indirectly to the conduct of elections for the
State of Colorado.




Thestatutoryauthority for the Departmentof Stateisfoundin Title 24, Article21,
Colorado Revised Statutes (2013).

w

Mission Statement Vision Statement
Webelieve in... growing commerce We serve you... by building trust,
and fostering political freedom by being instilling confidence and offering
value-driven, ethical and efficient. creative solutions.




The Department will maintain and improve its award-winning
customer service and productivity improvement via its LEAN-
based Process-Improvement and Mapping Initiative by
maintainingatrained staffof80+%.

The Departmentwill maintainits national Top-5rankingin
the percentage of registered Colorado voters and improve the
accuracy of Colorado voter rolls through leadership and growth
ofthe ERICProjectand refinementand useof otheravailable
datamatching tools.

The Department willlead theimprovement ofelection

administration and minimize county capital expenditure and
maintenance costs via implementation of a statewide Uniform
Voting System.

The Department will maintain its customer service and
compliance rate leadership via continued expansion of eLearning,
data and analysis tools, and consultative services in order to
reduce the cost and to simplify regulatory compliance for its
elections, business, and charitable program customers. And the
department will continue to introduce innovative technology
products, services, and infrastructure for the purpose of reducing
customer costs and improving compliance when interacting with
the Department.

The Department will maintain and enhance internal support
through accelerated and improved recruiting, cross-unit and -
division training, and expanded eLearning. And the department
will grow and retain its human capital by maintaining and
improving its employee engagement activities.
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ADMINISTRATION DIVISION

The Administration Division supports the Secretary of State and the Business and Licensing, Elections, and Information
Technology divisions in the department by providing personnel, finance, and general administrative support. The division
also provides communication and education to the public about the department’s functions.

Administration We serve the American Dream

v

OBJECTIVES OBJECTIVES OBJECTIVES
GOALS 2015 2016 2017
Attract, retainand developa + Refine processesto continueto  * Improve employee * Provide developmental
high-performing workforce reduce recruiting cycle times engagement by providing opportunitiesforemployees

o valuable feedback
Optimize processestotake

advantage of synergies * Improve customer service by + Continue execution of + Evaluate and refine
betweenHR andFinance integrating HR and Finance improvement projects
processes

Work collaboratively and

transparentlyto develop » Consistently apply policies + Cultivateinformedand » Reinforce/institutionalize

loyal relationships with our empoweredinternal culture of collaboration

customers and coworkers customers

Enhanceelearningoutput * Increase the number of + Evaluate course offerings and * Refine and adjust
internal and external maintain an updated and development cycle

courses available effective eLearning Library

We believe in... growing commerce and
fostering political freedom by being

value-driven, ethical and efficient.

We serve I%rau by... bu:ldmg trust,

instilling confidence and
offering creative solutions.
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GOALS, OBJECTIVES AND PERFORMANCE MEASURES

Optimize processes to take advantage of synergies between HR and Finance.

OBJECTIVES ACTIVITIES
* Improve customer service * Identify processes in need of documentation and/or development
byintegrating HR and

: * Devel ject schedul
Finance processes cvelop project sehiedue

; : * Begin projectimplementation/lean process
e Continue execution of ginprojectimp [leanp

improvement projects * Cross-train staff to reduce single points of failure and improve

customer experience

e Evaluate and refine . _ _
» Utilize lean methodology to improve upon processes already in place
* Pro-actively identify areas in need of improvement
» Encourage feedback

» Make improvements in processes where needed/ continue to refine

PERFORMANCE MEASURES

MEASURES

e Total processes that will be
developed/modified and their status

e Develop baseline data

e Total projects implemented and
cycle time

» Utilize survey results to develop
baseline data

ACTUAL ACTUAL ESTIMATED | PROJECTED
FY12-13 FY13-14 FY14-15 FY15-16
Average number of days to settle Credit Card transactions* 2 2 2 1
Number of financial reporting meetings held 40 36 40 48
Number of hours to process financial close.
*Staff changes and the implementation of CORE increased the total hours spent this 98 120 120 120
year. For the next few years, it is explained that the total hours will remain constant
because of CORE implementation.
Educating internal employees on Accounting Policies.
*The unit has been restructured and new policies and procedures are being developed. 20 20 120 120
Training is expected to increase over the next few years.

*The planned FY14/15 upgrade of department credit card processing and accounting software was significantly hindered by CORE preparation and execution.
Thedepartmentwillexecuteitsupgradesin FY15-16,anditwill concurrently enhanceeffectivenessviafinancial education of customer-facingemployees

while also educating internal employees on financial rules and policies.
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GOALS, OBJECTIVES AND PERFORMANCE MEASURES

Attract, retain, and develop a high-performing workforce.

OBJECTIVES

e Refine processes to
continue to reduce
recruiting cycle times

* Improve employee
engagement by providing
valuablefeedback

* Provide developmental
opportunities
for employees

ACTIVITIES

e Finalize and implementrevised recruiting process (RTH2.2)

* Develop PD and job announcement templates to improve efficiencies
in hiring process/recruit talent that are qualified for the position

* Conduct survey of staff regarding hiring process
e Educate managers on how to conduct employee evaluations
* Share best practices on management to employee communications

» Promote consistent informal communications between managers
and employees

* Provide managers with resources for being an effective manager/
how to provide effective feedback

* Research succession planning models
* Develop and implement chosen succession planning model
» Continue developing eLearning courses for internal staff

MEASURES

e Totaldaysin cycle time: number of
days from vacancy to position filled

 Total number of processing days
througheachphaseofthehiring
process

* Percentage of employee evaluations
thatareattended by HR

* Total courses attended by managers/
increase percentage of supervisors
trained in identified problem areas

e Identify and track baseline data

* Percentage of staff chosen for
promotional opportunities after
succession planning model is

o Lo | implemented
» Maintain and increase training libraries/ provide more opportunity
forfront-line stafftobe involvedin training
PERFORMANCE MEASURES
ACTUAL ACTUAL ESTIMATED PROJECTED
FY12-13 FY13-14 FY14-15 FY15-16
Average number of calendar days in selection process 67.8 68.25 66 65
Percentage of employees that have attended training 88% 100% 100% 100%
Percentage of managers that have attended training 100% 100% 100% 100%
Percentage of independent contributors that have attended training 83% 100% 100% 100%

COLORADO DEPARTMENT OF STATE
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GOALS, OBJECTIVES AND PERFORMANCE MEASURES

Enhance eLearning output.

OBJECTIVES

e Increase the number of
internal and external
courses available

* Evaluate course offerings and
maintain an updated and
effective eLearning Library

* Refine and adjust
development cycle

ACTIVITIES

» Workdirectlywith stafftoidentifyeLearningneeds
e Develop project schedule
* Produce finalized eLearning courses

* Review courses available and work directly with staff to make
updatesand enhancements

* Continue to stay up to date on eLearning standards and
enhancement opportunities

» Work with staff to identify areas where an eLearning course
isneeded

* Process map development cycle and identify opportunities
for improvement

* Implement proposed changes

PERFORMANCE MEASURES

MEASURES

e Collect baseline data of total days
from project start to finish

* Total days of content development
vs. course development

e Total number of course offerings
available

e Total number of registrations per
course

e Percentage of staff participating in
internal eLearning course offerings

 Total days in development cycle

ACTUAL ACTUAL ESTIMATED PROJECTED
FY12-13 FY13-14 FY14-15 FY15-16
Total courses offered to the public using eLearning platform 18 35 30 45
elLearning courses that support SOS programs 13 32 19 35
eLearning courses for internal staff development 2 3 6 7
elLearning courses for public outreach 3 3 5 7
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BUSINESS AND LICENSING DIVISION

The 'Business and Licensing Division provides document filing, records management, information retrieval, and educational services. It registers
business names and organizations, trade names and trademarks, and files secured transactions records and notary applications, making them, as
well as other document filings, accessible to the public. This Division also administers the lobbyist program, licenses entities involved in charitable
bingo/raffle, registers charitable organizations, and publishes the Code of Colorado Regulations (CCR). The Division’s Business Intelligence Center

harnegses the State’s public data and knowledge resources and in concert with Colorado’s technology community delivers value added software tools
for business decision-making.

Office of the
Secretary of State

Build outreach opportunities
and relationships with
stakeholders

Increase Customer
Satisfaction through
improved system usability
and efficiency

Enhance Division
performance through
employee developmentand
processimprovement

Build credibility and public
trust through accurate and
transparent program
administration

e,

T o

OBJECTIVES 2015

Increase the number of internal and external customer education touchpoints
Gain legislative approval for ongoing BIC funding

Expand stakeholder engagement opportunities

Reduce online filing reject rates

Improve filing experience through successful Bingo-Raffle

and Charities system enhancements

Improve product development execution through enhanced discovery
and testing practices

Increase datasets available on the Business Intelligence Center's

data platform

Establish Key Performance Indicator (KPI) baselines and benchmarks
Establish formal division cross-training initiative

Reduce key procedural cycle times per program

Improve rule-making process within division

Inventory and prioritize Division policies

Expand consultation process and concept across programs

Leverage leadership role in state and national forums

in support of innovative solutions

sw:uill

- [L1m rampanTioE

~ Business and Licensing

\Synchronize Business and CORE reporting

«”(1“"*""_}

OBJECTIVES2016

Develop targeted educational offerings based on data-driven customer feedback
Participate in national SinglePortal initiative for charitable filing

Establish standard business analysis platform across Division

Migrate Bingo-Raffle customer calls to Service Center

Incorporate benchmarking results into process improvement planning/execution
Grow adoption rates for electronic solutions

Complete Business Efficiency Suite

Expand Operational Support Team services and related tools

Achieve 50% redundancy in critical Division tasks

Leverage Customer Relationship Management tool (CRM| for improvement initiatives
Increase state agency participation in BIC program

Validate and enhance rule-making process

Implement e-learning modules for Service Center

Revise and train personnel on highest impact policies by program

Build satisfaction dashboard to understand customer experience and inform
improvementefforts

Increase Bingo-Raffle and Charities field inspections
Enhance and market CCSA annual report

Improve Division collections processes

DNy

%ﬁjﬁmwaﬁm dashboard across
ra

OBJECTIVES 2017

Conduct gap analysis of online services
Expand business analysis platform across Department

Refresh online educational offerings

Incorporate SinglePortal into charitable filing process

Migrate Lobbyist customer calls to Service Center

Evolve Service Center organizational structure to meet changing
business needs

Match technology platforms to customer-driven requirements
Simplify lobbying fine procedures

Achieve 75% redundancy in critical Division tasks

0ST to complete 50% of International Institute of Business Analysis
required experience hours

Create OST e-learning module for new hires
100%ofall Divisionpolicies updated

Incorporate CORE reporting into daily metrics

Make BIC a trusted resource for business community

Weresdty |

=
I’#Iaﬂ
-

We believe in... growing commerce an
fostering political freedom by being
value-driven, ethical and efficient.
We serve you by... building trust,
instilling confidence and
offering creative solutions,

COLORADO DEPARTMENT OF STATE PERFORMANCE PLAN FY2015-16
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GOALS, OBJECTIVES AND PERFORMANCE MEASURES

Enhance Division performance through employee
development and process improvement.

OBJECTIVE EVALUATION ACTIVITIES
By FY17-18, achieve 75% redundancy in The Department will evaluate its success e Inventory all critical Division
critical Division tasks. by creating a single training matrix that tasks, identifying which have and

incorporatesall critical tasks, personnel
trained in each and overall percentage of
tasks with at least two people trained.

need redundancy

* Prioritize training plan based on risk and
build tracking matrix to identify personnel
to be trained

» Create protocol to track increase in
redundancy in real time

e Build training curriculum and training
plan for each critical Division task.

e Execute on training plan and incorporate
into performance evaluations and
reward strategies

PERFORMANCE MEASURES

ESTIMATED ESTIMATED ESTIMATED
FY15-16 FY16-17 FY17-18
Percentage of Tasks With Redundancy (no less than 2 employees trained) 25% 50% 75%
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GOALS, OBJECTIVES AND PERFORMANCE MEASURES

OBJECTIVE

By FY 15-16, reduce
the rejection rate for
charitable registration
filingsto8%.

Increase customer satisfaction through improved system usability and efficiency.

EVALUATION

The Department will
evaluate its success
through daily performance
dashboards and periodic
ad hoc reporting tools.
Continuous rejection rate
monitoring will drive
midstream adjustments
while periodic comparisons
betweencurrentrates,
historical trends and initial
estimated benchmarks will
provide valuable feedback
on progress toward our
overall goal.

PERFORMANCE MEASURES

ACTIVITIES

e Conduct outreach and training
toeducate potential registrants

who are involved with charitable

organizations, charitable

solicitations and professional non-
profit fundraising on registration

requirements with the State

* Releasenewonlinefiling
system to incorporate customer-
driven enhancements

 Conduct root cause analysis on
highvolumerejectstoguide
process improvement effort

DISCUSSION

The growth in the number of
registered charities was 10% annually
inFY11and FY12. This growthrate
decreased FY13 and FY14 to 8%

and 6.4% respectively. This could be
due to the economic landscape and
well-publicized delays in processing
time for new organizations applying
with the IRS for a tax-exempt status.
Thishasledtoacorresponding
slowdownin the growth rate of

total filings. An analysis of the most
common reject reasons suggested we
add data validation to the process.
Byaddingthisvalidationtoon-line
application forms we have been able to
dramatically reduce rejection rates.

ACTUAL ACTUAL ESTIMATED PROJECTED

FY12-13 FY13-14 FY14-15 FY15-16
Total charity program filings submitted 14,142 15,105 16,400 17,794
Number of filings rejected 1,831 1,266 1,800 1,423
Percent of total charity program filings rejected 13% 8.4% 11% 8%

COLORADO DEPARTMENT OF STATE PERFORMANCE PLAN FY2015-16
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GOALS, OBJECTIVES AND PERFORMANCE MEASURES

Increase customer satisfaction through improved system usability and efficiency.

OBJECTIVE

By FY15-16, reduce the number of rejected
notary public commission applications to less
than 10%.

PERFORMANCE MEASURES

EVALUATION

The Department will evaluate its success
through daily performance dashboards

and periodic ad hoc reporting tools.
Continuous rejection rate monitoring will
drive midstream adjustments while periodic
comparisons between current rates, historical
trends and initial estimated benchmarks will
provide valuable feedback on progress toward
our overall goal.

ACTIVITIES

» Workwith web design team to identify
improvement opportunities related
tousability

» Conduct internal process compliance review
to ensure accurate reject categorization and
communication to applicant

* Analyze reject reasons with new system
data to determine trends and educational
opportunities - enhance curriculum and
update FAQ/training hand-outs

e Pursuelegislation that will eliminate dated
requirementsassociated with signatures
andusability

ACTUAL ACTUAL ESTIMATED PROJECTED

FY12-13 FY13-14 FY14-15 FY15-16
Number of Notary Applications Filed 25,008 24,780 24,500 24,500
Number of Notary Applications Rejected 3,392 3,099 2,500 2,400
Percent of Notary Applicants Rejected 14% 12.5% 10.2% 9.79%

COLORADO DEPARTMENT OF STATE PERFORMANCE PLAN FY2015-16
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GOALS, OBJECTIVES AND PERFORMANCE MEASURES

Increase customer satisfaction through improved system usability and efficiency.

OBJECTIVE EVALUATION ACTIVITIES DISCUSSION
By FY 16-17, reduce The Department will e Enhance consultation services Developmentofthelicensinge-filing
the number of rejected evaluate its success toincludeeducationonthenew system began in earnestin FY14- 15
bingo-raffle license through daily performance system for both new and with progress made toward deploying
applications to 10%. dashboards and periodic renewing applicants qu?rttfrtl}’ rePogt%ngt and hcensmgt
; registrations. Reject measurements
ad hoc reporting tools. * Through training and outreach Wigll see onl maJr inal improvements
Continuous rejection rate efforts, educate potential durirte thi 3} lg _tﬁ i
monitoring will drive ’ uring this hiscal yeat witiout the

midstream adjustments
while periodic comparisons
betweencurrentrates,
historical trends and initial
estimated benchmarks will
provide valuable feedback
on progress toward our
overall goal.

applicants on the requirements
for operating charitable gaming,
prerequisites for licenses, and the
application process

Developandimplementan

online filing system that will assist
applicants in determining if they
meet prerequisites for a license,

as well as guide them step-by-step

deployment of the full online system
which includes the license application.
With full deploymentin FY15-16,

rejects will increase slightly as a result

of reduced fees and the availability of
online submissions. This in addition
to the historically experienced

learning curves with new on-line

systems points toward the projection

seen in FY15-16. With the expansion

through the application- ofthe consultationmodelwe
filing process anticipate increasing the knowledge
level of both new and existing users
ofthe applicationwhich will causea
decrease in FY16-17.
PERFORMANCE MEASURES
ACTUAL ACTUAL ESTIMATED PROJECTED PROJECTED
FY12-13 FY13-14 FY14-15 FY15-16 FY16-17
Number of Licensed Bingo Entities 1,275 1,237 1,245 1,310 1,325
Number of Bingo-raffle Licenses Rejected 214 158 125 151 132
Percent of Bingo-raffle Licenses Rejected 175 12.7% 10% 11.5% 10%
COLORADO DEPARTMENT OF STATE PERFORMANCE PLAN FY2015-16
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ELECTIONS DIVISION

The Elections Division supports the Secretary of State as the state’s chief election official by administering and supervising statutory and constitutional
provisions that relate directly or indirectly to the conduct of Colorado elections. These include certifying content to the ballot, publishing the abstract
of vote totals, as well as overseeing the verification of petitions for ballot issues, campaign finance filings, voting equipment certifications, requirements
of the National Voter Registration Act and the Help America Vote Act, and maintaining the statewide voter registration system.

Elections We serve the American Dream

Service

OBJECTIVES2015 OBJECTIVES2016 OBJECTIVES2017

GOALS + Implement Agency/DMV Registration Data Coordination + Improve Voter Rolls w/ERIC. Include Social Security and Other State Agency Data in Analysis * Develop voter "app" with consolidated voter-facing
+ Integrate NCOAinto ERIC Report to Clean Rolls + Create ePayment Options for Campaign Finance (CPF), VRDs, and Data Requests services
L + Scope and implement TRACER enhancements + Implement Online Ballot Delivery for Voter Access & Emergency Voters o |dentify and implement centralized collection of state
everage + Deliver (online) style specific sample ballot to each elector + Expand rollout of end-point protection to remaining counties and local felon info for list maintenance
Technology + Implement end-point security in counties on optional basis + Publish Elections Costs Best Practices Guide for Counties o Implement fully electronic transmission of DMV
+ Publish a Coordinated County Data Report + Select and begin Rollout Uniform Voting System registration/update data
+ Re-evaluate and establish Uniform Voting System rollout plan, including funding options and begin pilot tests + Develop and implement enhancements to improve usability of VSPC module ¢ |dentify and implement enhancements to online ballot
Process + Implement Statewide ePollbook Module for SCORE (VSPC module) + Implement lesson from year-in-review and make communications/process adjustments delivery tool, explore expanding to additional voters
Uniformity + Conduct service center transition year-in-review + Continue continuity of ops activities ¢ Publishand maintainfullelectionspolicymanual
+ Continuity of ops: Identify and eliminate single points of failure, maintain Division commitment to + Improve Training Documents for County Performance during random security audits * Fullimplementation of Uniform Voting System
continuing education + Maintain and expand in-person and online clerk training opportunities + Enhance and maintain boot camp/odd-year training
Education + Expand County Clerk Training Opportunities; Create New County Clerk Training Boot Camp and implement + Design and deploy CPF and TRACER eLearning Modules season model
odd-year intensive training season + |dentify and implement improvements to voter outreach mailings o Expand CPF and TRACER eLearning offerings
+ Develop and implement SCORE eLearning curriculum, including VSPC training materials + Develop and implement enhancements to petition verification eLearning o Develop andimplement alternate language voter
Transparency/ ' Implement Petition Verification elearning + Identify and implement ACE usability enhancements guides, including braille
) + Addtodatasetsavailablein ACE + Expand accessibility and SCORE AUP audits o |dentify and deploy regional county support staff
Compliance + Expand accessibility and SCORE AUP audits to 64 counties + |dentify and implement improvements and efficiencies to county oversight/support program + Identify and implement TRACER enhancements after
+ Develop and implement county oversight/support plan, including weekly prep calls + Implement Content Management Solution for OLVR bringing local filings onboard
+ Reassess Petition Verification Costs and Procedures + Bring Special Districts & Municipalities into TRACER ¢ Enhanceusabilityof TRACER dataandstatstools
' .

Evaluate and identify necessary changes to CPF fine collection process with new statewide accounting system Implement changes to CPF fine collection process

(~ Special Dishricts |

st e

We believe in... growing commerce and
2y fostering political freedom by being
value-driven, ethical and efficient.
We serve youby... building trust,
instilling confidence and
offering creative solutions.

COLORADO DEPARTMENT OF STATE PERFORMANCE PLAN FY2015-16
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GOALS, OBJECTIVES AND PERFORMANCE MEASURES

Providevendor (IDS)whoverifiesinitiative petitions with eLearning training for petition.

STRATEGIC PLANNING THEME:

OBJECTIVE EVALUATION ACTIVITY

Educate IDS on a standardized procedure Determine training program is successful Monitor the progress of the training
for petition verification by wayofan by number of IDS contractors - Percent of development and whether performance
E-Learning training. persons taking compared to percent passed. in processing petitions is improving.

PERFORMANCE MEASURES

FY14-15 FY15-16

Number of IDS Verifiers 60 78

COLORADO DEPARTMENT OF STATE PERFORMANCE PLAN FY2015-16




GOALS, OBJECTIVES AND PERFORMANCE MEASURES

Campaign Finance (CPF) fine collection improvement.

STRATEGIC PLANNING THEME:

OBJECTIVE

Improve CPFfinecollections byassuring
timely remittance to central collections and
following collection rules.

PERFORMANCE MEASURES

EVALUATION

Recodification ofrules, donotallowfinesto
increase to uncontrollable amounts, follow
FairDebtReductionAct.

ACTIVITY

Track percent of fines collected and those

turned over to central collections.

FY13-14 FY14-15 FY15-16
Percent of Fines Paid (including reduced amounts) 60% 63% 65%
Percent of Fines Fully Waived 24% 24% 24%
Percent of Open Fines 10% 8% 5%
Percent of Fines Sent to Collections 6% 5% 6%

COLORADO DEPARTMENT OF STATE PERFORMANCE PLAN FY2015-16
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GOALS, OBJECTIVES AND PERFORMANCE MEASURES

Implement ePayment capability for Campaign Finance (CPF)fines.

STRATEGIC PLANNING THEME:

OBJECTIVE '+ EVALUATION i ACTIVITY
Make E-paymentavailable for CPF fines. . Track progress of IT, measure against i Re-opendiscussionwith IT, Quest. Add
| increase of paid fines. ' toprojectlistandbudget. Couldmakearule,
: ' butneedscommitmentfromIT.
PERFORMANCE MEASURES
FY13-14 FY14-15 FY15-16
Percentage of Fines Paid by ePayment 0% 0% 90%

COLORADO DEPARTMENT OF STATE PERFORMANCE PLAN FY2015-16




GOALS, OBJECTIVES AND PERFORMANCE MEASURES

Develop/implement a statewide voter registration ePollbook module that combines the ability

to register voters, update voter records (VR), and issue ballots for use at Voter Service and

Polling Centers (VSPC) duringelections.

STRATEGIC PLANNING THEME:

OBJECTIVE

View voter registration records statewide for
ballot issuance.

EVALUATION

Track usage and effectiveness of new

combined module.

ACTIVITY

User interface with real time access to VR
with the ability to update name, residence,
affiliation and status, and issuance of correct

1 1

1 1

1 1

1 1

1 1

1 1

1 1

1 1

1 1

1 1

: ! ballotin onemodule.

1 1

1 1

1 1

1 1

1 1

1 1

1 1

1 1

1 1

1 1

1 1

1 1

1 1

1 1

1 1

1 1

1 1

1 1

1 1

1 1

1 1

1 1

1 1

1 1

1 1

1 1

PERFORMANCE MEASURES
FY14-15 FY15-16

Register Voters 15,000 15,000
Update Residential and Mailing Addresses 50,000 75,000
Issue Ballot 75,000 75,000
Update Keyline and Affiliation 15,000

COLORADO DEPARTMENT OF STATE PERFORMANCE PLAN FY2015-16
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GOALS, OBJECTIVES AND PERFORMANCE MEASURES

Maintain high level SCORE functional support for county and state end users.

STRATEGIC PLANNING THEME:

OBJECTIVE EVALUATION ACTIVITY

Provide highlevel of technicaland functional The Department will use the information Tracking of every calland email received by
support to all election officials and staff to determine priority for trainings. the support team for technical and functional
required to use the Statewide Colorado support. Create reports in CRM to track call
Registration and Election (SCORE) system content for the purpose of targeted training.
to maintain voter registration records
and manage elections. Target training
opportunities to reduce call volume.

PERFORMANCE MEASURES

FY13-14 FY14-15 FY15-16
Number of County Support Calls Fielded by SCORE Team 17,252 17,000 14,000
Number of County Support Emails Fielded by SCORE Team 15,000 10,000

COLORADO DEPARTMENT OF STATE PERFORMANCE PLAN FY2015-16




GOALS, OBJECTIVES AND PERFORMANCE MEASURES

Employ a SCORE eLearning certification course to ensure all users receive the instruction
necessary to utilize the statewide voter registration and election management system.

STRATEGIC PLANNING THEME:

OBJECTIVE EVALUATION ACTIVITY

Develop SCORE eLearning trainingand List schedule and task completion, functional Track every class taken by county
include it as a required course for elections developmentupdates. for certification.

certification and Voter Service and Polling
Center staff, and continue to add additional
courses as needed.

PERFORMANCE MEASURES

FY14-15 FY15-16

Number of County Election Officials Taking Course 80 100
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GOALS, OBJECTIVES AND PERFORMANCE MEASURES

Improve Online Voter Registration (OLVR) to enhance the end-user experience.

STRATEGIC PLANNING THEME:

OBJECTIVE

Improve the voter registration experience
for first time users of electronic application
and provide more information to current
registered voters who update or withdraw
their voter information.

PERFORMANCE MEASURES

EVALUATION

The Department will use the number
of registration transactions to determine
bandwidth and hardware necessary to
accommodate users as necessary. The
Department will continue to evaluate
current technological trends to ensure
the best user experience possible.

ACTIVITY

Monitor the number of transactions
monthly to establish usage parameters.

Add email notification, voter registration
wording changes for new, update and
withdrawal, add the ability for voters to
update their record using the last 4 digits
SSN, change order of fields to match in both
Classic and Mobile applications, make data
entry format consistent on both Classic and
Mobile (e.g. birth data field), create Voter
Registration Drive access, fix GoVoteColorado
landing page.

FY13-14 FY14-15 FY15-16
OLVR New Registrants 19,202 22,000 31,900
OLVR Updates 87,819 98,000 143,000
OLVR Updates by Last Four Digits of SSN 5,000 8,000 10,000
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GOALS, OBJECTIVES AND PERFORMANCE MEASURES

Set National Voter Registration Act, section 7 (NVRA) site specific performance standards.

STRATEGIC PLANNING THEME:

OBJECTIVE EVALUATION

Ensure NVRA performance compliance The Department will monitor voter
registration agency performance and target
standards using monthly number of clients agency support.

by setting site specific performance

served ateach site provided by NVRA site
coordinators, liaisons, or department leads.

ACTIVITIES

* Monitor the count of NVRA responses to
the option to register to vote (Yes or No)

and compare against the set performance
standard with a maximum deviation of
twenty for further analysis

e Monthly reporting reminder emails to each
agency and follow-up emails as necessary to
clarify reported data, quarterly newsletter
sent via email to each agency, and periodic

site visits
PERFORMANCE MEASURES
FY13-14 FY14-15 FY15-16
Percentage of NVRA Agencies That Meet Performance Standard 80% 95% 95%
Num_ber of Outreach Actlvme_s to Voter Registration Agencies 24,800 25.000 25.000
(reminder and follow-up emails, newsletters)
Agency Site Visits 12 12 15
COLORADO DEPARTMENT OF STATE PERFORMANCE PLAN FY2015-16
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GOALS, OBJECTIVES AND PERFORMANCE MEASURES

Increase opportunities for military and overseas voters (UOCAVA) to receive an un-voted
ballotearlyenoughtovoteandreturntheballotintimetobecounted.

STRATEGIC PLANNING THEME:

OBJECTIVES

* Increase the number of counties using
the online ballot transmission program
to 100% of counties with military and
overseas voters by 2014

* Increase the number of voters using the
system to obtain an un-voted ballot to all
military and overseas voters who desire
or need to use the transmission method
by 2014

PERFORMANCE MEASURES

EVALUATION

The Department will review the voter and
county user surveys to evaluate success of the
2012 program implementation. The feedback
will be used to identify system and process
enhancements to make the program more
voter-friendly and efficient, and to increase
independence from any vendor. Rollout of
additional system functionality is scheduled
for the coming fiscal year.

ACTIVITIES

* Provide training and support to the
counties that have not fully implemented
the program to assist them in coming
onboard by 2014

* Partner with expert county users and the
vendor to identify and develop system
functionality to continue to make it more
voter-friendly and administratively efficient

* Identify and implement system
enhancements and cosmetic changes to
the system to increase usability

FY13-14 FY14-15 FY15-16
Number of Counties Providing UOCAVA Online Ballot Transmission 64 64 64
Number of UOCAVA Ballots Accessed Online 2,835 12,500 3,000
Number of Total UOCAVA Voters Issued a Ballot 20,193 22,500 23,000

COLORADO DEPARTMENT OF STATE PERFORMANCE PLAN FY2015-16
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GOALS, OBJECTIVES AND PERFORMANCE MEASURES

Increase the number of certified county staff under the new
certification rules adopted in 2013.

STRATEGIC PLANNING THEME:

OBJECTIVE EVALUATION ACTIVITIES

» Provide acombination ofonlineand
regional classroom training opportunities

Provide learning opportunities on topics
relevant to county election officials.

Where practical, utilize surveys, examining
ballots, auditing procedures, etc., to ensure

counties implement procedures and comply e Encourage county clerks to have all staff

1 1
1 1
1 1
1 1
1 1
1 1
1 1
1 1
1 1
1 1
I i . . .
! with laws and rules. . whoworkwith elections (full- or part-time)
i . totakeelections courses
1 1
1 1
1 1
1 1
1 1
1 1
1 1
1 1
1 1
1 1
1 1
1 1
1 1
1 1
1 1
1 1
1 1
1 1
1 1
1 1
1 1
1 1
1 1
1 1
1 1
PERFORMANCE MEASURES
FY13-14 FY14-15 FY15-16
oun ICIals New ertne
County Officials Newly Certified by SOS 58 41 50
oun ICIal Curren ertre
County Official C tly Certified by SOS 29 377 427
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GOALS, OBJECTIVES AND PERFORMANCE MEASURES

Provide online training opportunities accessible to all clerks and

county stafftoreduce travel expenses.

STRATEGIC PLANNING THEME:

OBJECTIVE EVALUATION

To provide training on a wide range of The Departmentwill conduct periodic
topics that county elections staff can access surveys to evaluate the effectiveness of the
on demand to complete the elections courses. Evaluations will cover participant
certification process required by rule. satisfaction questions, as well as questions

about counties changing or updating their
procedures based on information learned
inthe courses.

PERFORMANCE MEASURES

ACTIVITY

With the guidance of the Certification
Advisory Board, create and maintain a
catalog of basic elections topics.

FY13-14 FY14-15 FY15-16

Number of Online Classes Offered for Certification Training

15 17* 19

*Several classes were combined following legislative changes
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GOALS, OBJECTIVES AND PERFORMANCE MEASURES

Implement Uniform Voting System statewide by 2017 Coordinated Election.

STRATEGIC PLANNING THEME:

OBJECTIVE '+ EVALUATION i ACTIVITY
Transitioneach Colorado Countytoa . Universal acceptance and use of a single ' Select one or more voting systems to conduct
common voting system to ensure uniformity | statewidevoting system. ' pilots with select municipalities during the
and consistentapplication. : ' 2015 municipal election cycle, followed by the
: ' selection of a single uniform voting system for
: ! statewide implementation.
PERFORMANCE MEASURES
FY14-15 FY15-16
Number of Colorado Counties Using Selected System 0 21

COLORADO DEPARTMENT OF STATE PERFORMANCE PLAN FY2015-16




GOALS, OBJECTIVES AND PERFORMANCE MEASURES

Implementand Maintain Accountabilityin Colorado Elections (ACE)website.

STRATEGIC PLANNING THEME:

OBJECTIVE EVALUATION ACTIVITY

Ensure transparency in Colorado elections by Reduce the number of non-compliant and Develop, deploy, and maintain a series of
packaging publicly available datain an easily non-participatorycounties interactive charts, maps, and tables on the
digestible format. Secretary of State website using publicly
available elections data.

PERFORMANCE MEASURES

FY14-15 FY15-16

Data measures to strengthen supervisory components of county compliance 14 18
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GOALS, OBJECTIVES AND PERFORMANCE MEASURES

Conductvoteroutreachusingmailingand byenhancingtheusability of OLVR for Voter
Registration Drive (VRD) use, and develop a tool that will allow any Colorado voter to

access his or her sample ballot.

STRATEGIC PLANNING THEME:

OBJECTIVE

Improve voter outreach and education;
provide online access to sample ballots
based onresidence address 45 days before

EVALUATION

Increase the number of VRDs using
online registration instead of paper
registration forms; track the number of

ACTIVITY

Send direct mailings to potential voters based
on Colorado Department of Revenue records,
allowvoters tolookuptheir sampleballot by

1 1

1 1

1 1

1 1

1 1

I 1

1 1

1 1

I 1

1 1

election day. | electors who view the sample ballot online; : residence, and develop online registration to

: track the registration correspondence sent ! allowVRD tracking.

' to unregistered citizens compared to .

| new registrations. :

. |

1 1

1 1

I 1

1 1

1 1

I 1

1 1

1 1

I 1

| 1

| 1

I 1

| 1

| 1

1 1

I 1

1 1

1 1

__________________________________ L .
PERFORMANCE MEASURES
FY14-15 FY15-16

Number of VRDs using OLVR 0 5
Number of mailings 178,000 150,000
Number of voters visiting sample online ballot tool 5,000 10,000
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INFORMATION TECHNOLOGY (IT) DIVISION

The Information Technology (IT) Division provides technical and project management services, system development, and support to programs
administered by IT and the other divisions of the Department. Our division has developed our own mission statement to express our purpose:
“Toprovide continuous commitmentin delivering innovative, cost-effective, and secure Information Technology Solutionsthat supportsthe uniqueand
individual goalsofall divisionswithinthe Department.”

Information Technology We serve the American Dream

Teoaton e Yo

S—

Fe . Emim

—
-

OBJECTIVES 2017

Update services in and for each IT unit

OBJECTIVES 2016
OBJECTIVES 2015 + Updateservices inand for each IT unit

U - - Meet or exceed 90% of SLA expectations Meet or exceed 90% of SLA expectations

MFL:JS rs:;z:ec:; 5‘; % ua/ ndffSoLr AeaCh |Ttu?}t Implementation of collaboration environment toinclude external customers Stabilization and improvement of collaboration environment
: o of SLA expectations Complete phased consolidation and upgrades of enterprise storage and virtualization solutions across our enterprise

Implement T Service Internal implementation of collaboration environment ve P ¢ 4

Produce fully platform-independent software Define andimplement enterprise infrastructure
Level Agreement (SLA) Continue phased consolidation and upgrades of enterprise storage Execute on prioritized departmental projects modernization program ’
EnhanceourTechnology and virtualization solutions

! or ) Submit rewrite of agency cyber security reportstoOIT o Execute on prioritized departmental projects
Migrate off vendor-specific solutions Proper change management and system tracking built into daily activities Regular information security assessment reports reviewed with

GOALS

.
Advantage + Continue release of Business Efficiency Suite applications Establish policies to protect resources i
. : | assificati ’ f . Sus . departmentseniorstaff
Enhanced Security + Provide monthly data classification reports toline of business units ustain repeatable, predictable T operations + Institute a program of regular audits of change management procedures
Reporting and Tracking + Auditand report on CIS hardening standards Maintain backups for resources + Sustain repeatable, predictable IT operations
8 ¢ Document deduplication Review and refresh process maps describing SDLC processes with line of business L e
v Est rocess for r s s Securing the Human--100% within first month of empl t * Maintain backups for resources
ImproveResource stablish process for repeatable, predictable [T solutions . 8 o month of employmen . + Securing the Human--100% within first month of employment
+ Backups for all resources Skillsoft--meet or exceed 95% customer service andjor technology training y X
Management . Fu’thep’memtegrat\owofdeve\ome?tteam’awd J— Live nteractive training on security best practices + Skillsoft-meet or exceed 95% customer service and/or
s s et
Training + Securing the Human--meet or exceed 98% within first month of employment Documented plans for addressing security technology traning _ ~ . !
Support integration of + Skillsoft-meet or exceed 90% customer service and/or technology training Update cloud and service provider security requirements and strategies ! Eg;t\pr}l;%sgsu\artrammg protocol oninformation security
information securityinto 'Sé‘c‘iemnﬁnrﬁiﬁinéﬁst?i'r”a'ﬂi:Z’Qf‘ggmsl‘l‘uvﬁfymﬁ + Documented plansfor aresing securty
: : y " System security plans and audits of
CDOSline of business + Build and utilize templates for system security plans V. ty pl its of all systems and programs

~ Im fooks that
all mmn
using I undersiandapee We are

.Ca--;a-y-""l'““‘i' ‘

Salke's e
We believe in... growing commerce and
— fostering political freedom by being
f value-driven, ethical and efficient.
We serve you by... building trust,
instilling confidence and

~ offering creative solutions. ——

COLORADO DEPARTMENT OF STATE PERFORMANCE PLAN FY2015-16

30



GOALS, OBJECTIVES AND PERFORMANCE MEASURES

Tomaintain a strong security posture.

OBJECTIVE EVALUATION ACTIVITIES

By FY 2014-15, identify and close potential The department will evaluate its success * Department supervisors will receive
vulnerabilities and achieve and maintain by collecting and tracking detailed metrics periodic reports of the training status of
a workforce that is trained in information in these two areas. Results of weekly staffin their program areas

security practicesand principles. vulnerability scans will be reviewed by senior « Security training of new employees is

information technology staff and prioritized

: ’ incorporated into the onboarding process
for action based on risk profiles.

» Critical vulnerabilities will be addressed by
technical staffas they are discovered

PERFORMANCE MEASURES

ACTUAL ACTUAL PROJECTED
FY12-13 FY13-14 FY14-15
% of employees undergoing information security training during the year 100% 100% 100%
Pe_rc_ent of new emplqyees (full-time, contract and interns) completing information security 95% 97% 100%
training within 10 business days of work start
Percent of critical vulnerabilities closed within 15 days 95+% 95+% 100%
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GOALS, OBJECTIVES AND PERFORMANCE MEASURES

Toimprove agility, speed, & quality of the [.T. Department

OBJECTIVE

To improve our success in project delivery
by modernizing our infrastructure,
implementing a more agile development
methodology, and instituting formal project
and portfolio management processes in
thedepartment.

PERFORMANCE MEASURES

EVALUATION

The department will evaluate these areas by
tracking our infrastructure modernization
projects and holding formal collaborative
reviews with program stakeholders in the
agency. Success will be achieved when we
can provide historical reviews of actual
versus estimated project achievements and
predictively plan and deliver projects in line
withstakeholderexpectations.

ACTIVITIES

* Regular project readouts on infrastructure
modernization projects will be created and
reviewed at quarterly meetings

* Formal project and portfolio reviews
will be created and presented to senior
management and program managers in
the agency. Executive management of the
agency will set project priorities for the
comingquarterand ourdeliverywill be
monitored on an ongoing basis

ACTUAL ACTUAL PROJECTED
FY12-13 FY13-14 FY14-15
Percent completion for modernization of production office systems, Windows and Unix 66% 95% 100%
(See note)
Implement Agile-based methodologies across all software development projects 100% 100% 100%
Develop an.d institute formal process for quarterly project and portfolio management of 50% 100% 100%
agency projects

Note: Includes Windows-based office productivity systems and Unix-based official filings systems.
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GOALS, OBJECTIVES AND PERFORMANCE MEASURES

To improve customer-facing web applications.

OBJECTIVE

Tocontinuetoexpand thefocusonusability
of the department’s website and targeting
of mobile devices for high-value areas.

PERFORMANCE MEASURES

EVALUATION

The department will evaluate the usability
of the agency’s web presence by continuing
regular surveys of website users and tracking
the impact of improvements using statistical
analysis. We will also continue to create
mobile-optimized versions of website
functionality in high-impact areas.

ACTIVITIES

* Integration of survey tools into
high-use areas of the website to gather
customer feedback and influence future
designdecisions

e Analysis and implementation of best
practices for website design

* Identification of high-usage,
high-impact capabilities of our website
and creation of specific versions optimized
for mobile devices

BENCHMARK ACTUAL PROJECTED
FY12-13 FY13-14 FY14-15
Number of Formal Usability Sessions in Critical Areas 1 4 6
Create New Mobile-optimized Website Applications as Determined by Agency Programs Areas 1 2 3
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