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Consumer Services 

Goal 
To provide consumer services and educational outreach, to issue licenses for certain businesses, and provide utility rate case 
intervention. 
 
Objective 
To close 97 percent of all case inquiries. 
 
Performance Indicators 
 

Indicator 
FY 2023 
Actual 

FY 2024 
Actual 

FY 2025 
Estimate 

FY 2025 
Actual 

FY 2026 
Estimate 

FY 2027 
Estimate 

Output 
Case inquiries (complaints, advice, walk-ins) 7,745 7,874 7,100 7,854 7,100 7,500 
Efficiency 
Staff hours per case inquiry 0.7 0.6 1.0 1.0 1.0 1.0 
Service Quality 
Percent of case inquiries responded to within 48 hours of 
receipt 100% 100% 100% 100% 100% 100% 
Outcome 
Percent of case inquiries closed 97% 100% 97% 97% 97% 97% 
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Objective 
To meet 100 percent of consumer educational seminar objectives. 
 
Performance Indicators 
 

Indicator 
FY 2023 
Actual 

FY 2024 
Actual 

FY 2025 
Estimate 

FY 2025 
Actual 

FY 2026 
Estimate 

FY 2027 
Estimate 

Output 
Consumer educational seminars conducted 149 208 149 75 149 144 
Efficiency 
Staff hours per consumer educational seminar1 0.1 0.2 1.0 0.5 1.0 1.0 
Service Quality 
Percent of respondents satisfied with consumer 
educational seminars 100% 100% 100% 100% 100% 100% 
Outcome 
Percent of consumer educational seminars meeting 
objectives 100% 100% 100% 100% 100% 100% 

1 This measure reflects the time staff dedicate to seminar preparation. While the content of seminars has remained relatively consistent, the actual time 
required for preparation has decreased over recent years.  However, with the growing complexity of issues addressed by the agency, it is anticipated that 
preparation hours will increase.  
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Objective 
To maintain a 100 percent completion rate for issuing permanent licenses within 60 days of application. 
 

Indicator 
FY 2023 
Actual 

FY 2024 
Actual 

FY 2025 
Estimate 

FY 2025 
Actual 

FY 2026 
Estimate 

FY 2027 
Estimate 

Output 
Licenses issued1 1,214 1,357 1,275 1,202 1,275 446 
Efficiency 
Staff hours per license application1 2.1 2.1 2.1 2.1 2.1 1.1 
Service Quality 
Temporary licenses issued within 10 working days of 
application 100% 100% 100% 100% 100% 100% 
Outcome 
Percent of permanent licenses issued within 60 calendar 
days of application 100% 100% 100% 100% 100% 100% 

1 Beginning January 1, 2026, regulatory authority over Massage Establishments was transferred from the Department of Cable and Consumer Services to 
the Health Department, and local permitting of Massage Therapists was eliminated.  
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Performance Indicators 
 

Indicator 
FY 2023 
Actual 

FY 2024 
Actual 

FY 2025 
Estimate 

FY 2025 
Actual 

FY 2026 
Estimate 

FY 2027 
Estimate 

Output 
Number of reservation requests received 7,900 8,032 8,500 8,698 8,500 8,900 
Efficiency 
Number of reservation requests scheduled 7,896 8,032 8,500 8,694 8,500 8,900 
Outcome 
Percent of reservation requests scheduled 100% 100% 100% 100% 100% 100% 

 


