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DIGEST

Currently, Texas law does provide for customer service standards and performance measures for state
agencies. Governmentsaround thewoul d arefocusing onimproving customer serviceby setting standards
for performance, redressing procedures, and gathering input from the public. Sixty- four percent of Texans
surveyed rated government customer services either as excellent or good and 36 percent rated its service
fair or bad. S.B. 1563 would establish customer service standards and performance measures for State
agencies.

PURPOSE

As proposed, S.B. 1563 establishes customer services standards and performance measures for state
agencies.

RULEMAKING AUTHORITY

This bill does not grant any additiona rulemaking authority to a state officer, ingtitution, or agency.

SECTION BY SECTION ANALYSIS

SECTION 1. Amends Title 10C, Government Code, by adding Chapter 2113, asfollows:
CHAPTER 2113. CUSTOMER SERVICE
Sec. 2113.001. DEFINITION. Defines “ state agency.”

Sec. 2113.002. CUSTOMER SERVICE INPUT. Requires astate agency (agency) to create an
inventory of externa customersfor each budget strategy listed in the General Appropriations Act
for that agency. Requireseach agency to gather information from customersusing survey or focus
groupsregarding thequality of servicedeivery by that agency. Requirestheinformation requested
to include evauations of certain operations of an agency. Requires an agency not later than a
certain date, to report on theinformation gathered under Subsection (b) to the Legidative Budget
Board (LBB) and the governor’s office of budget and planning.

Sec. 2113.003. PERFORMANCE MEASURES. Requiresthe L BB to devel op meansto measure
customer service satisfaction and create performance measures for state agenciesin thisarea.

Sec. 2113.004. INSPECTIONS. Authorizes the LBB and the governor’s office of budget and
planning to ingpect a state agency and analyze its customer service performance by sending a
customer service evauator to confidentially pretend to be a customer of that agency.

Sec. 2113.005. TEXAS STAR AWARD. Authorizes the LBB and the governor’s office of
budget and planning to award the “Texas Star” to a Sate agency that provides exemplary
customer service based on the performance measures and standards adopted under this chapter.
Requiresthe LBB and the governor’ s office of budget and planning to conduct an evaduation to
determine agencies that may qudify for the Texas Star Award. Requires the evauation to be
conducted under the procedures outlined in the General Appropriations Act.

Sec. 2113.006. CUSTOMER RELATIONS REPRESENTATIVE, COMPACT WITH

TEXANS. Requires astate agency to appoint a customer relations representative. Requiresthe
representative to take certain actions. Requires each state agency to create a “Compact With

SRC-ARR S.B. 1563 76(R) Page 1 of 2



Texans’ (compact). Requiresthe compact to be gpproved by the governor’ s office of budget and
planning. Requires each compact to set customer service standards and describe customer service
principles for that agency and address certain issues.

SECTION 2. Defines* state agency.” Requiresthe LBB and the governor’ s office of budget and planning
to prepare areport and file it with the lieutenant governor and speaker of the house of representatives not
later than December 31, 2000. Requires the report to include certain information.

SECTION 3. Effective date: September 1, 1999, except that Section 2113.004, Government Code, as
added by this Act, takes effect September 1, 2001.

SECTION 4. Emergency clause.
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