
RPM001 Performance Progress by Agency, Activity Dept of Financial Institutions

As of 7/28/2015

102 - Dept of Financial Institutions

A001 Agency Management and Administrative Services

Prosperous EconomyStatewide Result Area: 

Regulate the economy to ensure fairness, security and efficiencyStatewide Strategy:

Expected Results

Provide quality leadership and administrative services in support of the agency's mission.

002483 - Percentage of revenues collected from ACH and 
Credit Cards.

Biennium Period Actual Target

2013-15 71%A2

72%2013-15 67%A1

Performance Measure Status: Approved

Indicates agency's success in achieving its objective to convert 
revenue collections from paper checks to electronic means.

Date Measured: 6/30/2014
Comment: Electronic revenue collections increased by 8% for 
Fiscal Year 2014 as compared to Fiscal Year 2013.

002483 - Percentage of Revenues Collected ElectronicallyPercent
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RPM001 Performance Progress by Agency, Activity Dept of Financial Institutions

As of 7/28/2015

002484 - Percentage of calls reaching a live person 
within 60 seconds.

Biennium Period Actual Target

2013-15 80%Q8

98%2013-15 80%Q7

97%2013-15 80%Q6

97%2013-15 80%Q5

97%2013-15 80%Q4

97%2013-15 80%Q3

97%2013-15 80%Q2

97%2013-15 80%Q1

Performance Measure Status: Approved

Date Measured: 3/31/2015
Comment: DFI Call Centers continue to provide excellent 
customer service for consumers and licensees.  This is achieved by 
the combined efforts of reception staff working with the call center 
agents to assure that callers are directed to the correct agent .

002484 - Percentage of Calls Reaching a Live Person Within 60 SecondsPercent
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RPM001 Performance Progress by Agency, Activity Dept of Financial Institutions

As of 7/28/2015

002485 - Percentage reduction per year in greenhouse 
gas emissions.

Biennium Period Actual Target

2013-15 2%A2

10.6%2013-15 2%A1

Performance Measure Status: Approved

Date Measured: 6/30/2014
Comment: Data is for calendar year 2013.

002485 - Percentage Reduction per Year in Greenhouse Gas EmissionsPercent
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RPM001 Performance Progress by Agency, Activity Dept of Financial Institutions

As of 7/28/2015

002486 - Percentage of employees who leave DFI to take 
a position with another employer.

Biennium Period Actual Target

2013-15 5%Q8

4.2%2013-15 5%Q7

1.1%2013-15 5%Q6

1%2013-15 5%Q5

1%2013-15 5%Q4

1%2013-15 5%Q3

2.1%2013-15 5%Q2

2.6%2013-15 5%Q1

Performance Measure Status: Approved

Date Measured: 3/31/2015
Comment: Percentage of employees leaving DFI to take another 
position remains within the target range of less than 5%.

002486 - Percentage of Employees who Leave DFI to Take Another PositionPercent
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RPM001 Performance Progress by Agency, Activity Dept of Financial Institutions

As of 7/28/2015

002487 - Percentage of veterans in DFI's workforce.

Biennium Period Actual Target

2013-15 8%Q8

6.9%2013-15 8%Q7

6.3%2013-15 8%Q6

6.3%2013-15 8%Q5

6.2%2013-15 8%Q4

6.6%2013-15 8%Q3

6.9%2013-15 8%Q2

6.3%2013-15 8%Q1

Performance Measure Status: Approved

Date Measured: 3/31/2015
Comment: Percentage of veterans has increased from 6.3% to 
6.9% due to hiring another veteran.

002487 - Percentage of Veterans in DFI's WorkforcePercent
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RPM001 Performance Progress by Agency, Activity Dept of Financial Institutions

As of 7/28/2015

002488 - Percentage of employees with disabilities in 
DFI's workforce.

Biennium Period Actual Target

2013-15 8%Q8

5.3%2013-15 8%Q7

5.8%2013-15 8%Q6

6.8%2013-15 8%Q5

7%2013-15 8%Q4

7.1%2013-15 8%Q3

7.4%2013-15 8%Q2

6.8%2013-15 8%Q1

Performance Measure Status: Approved

Date Measured: 3/31/2015
Comment: Percentage of employees with disabilities in DFI's 
workforce has dropped to 5.3% due to separation from 
employment.

002488 - Percentage of Employees with Disabilities in DFI's WorkforcePercent
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A002 Chartering, Licensing and Registration

Prosperous EconomyStatewide Result Area: 

Regulate the economy to ensure fairness, security and efficiencyStatewide Strategy:

Expected Results
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RPM001 Performance Progress by Agency, Activity Dept of Financial Institutions

As of 7/28/2015

000698 - Turnaround time in business days for initial 
response to securities and franchise registration 

applicants.
Biennium Period Actual Target

2013-15 6Q8

4.42013-15 6Q7

4.52013-15 6Q6

4.22013-15 6Q5

5.12013-15 6Q4

6.82013-15 6Q3

5.42013-15 6Q2

5.72013-15 6Q1

62011-13 6Q8

5.52011-13 6Q7

5.42011-13 6Q6

6.12011-13 6Q5

9.72011-13 6Q4

6.32011-13 6Q3

4.12011-13 6Q2

5.52011-13 6Q1

Performance Measure Status: Approved

Respond in a timely manner to securities and franchise offering 
applications

Date Measured: 3/31/2015
Comment: Turnaround times were within goal.

000698 - Turnaround Time For Registration ApplicantsNumber
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RPM001 Performance Progress by Agency, Activity Dept of Financial Institutions

As of 7/28/2015

000752 - Average number of business days to process 
and issue a license.  Licenses are issued to mortgage 
brokers, loan originators, consumer loan companies, 

check cashers and sellers, payday lenders, money 
transmitters, and escrow agents and officers.

Biennium Period Actual Target

112011-13 10Q8

13.32011-13 10Q7

13.12011-13 10Q6

11.42011-13 10Q5

11.12011-13 10Q4

14.62011-13 10Q3

13.62011-13 10Q2

16.72011-13 10Q1

Performance Measure Status: Approved

Date Measured: 6/30/2013
Comment: Timeline for licensing is being reduced due to licensing 
streamlining of the process for Mortgage Loan Originators and 
proactive communication to applicants to reduce incomplete 
and/or inaccurate applications.

000752 - Number of Days to Process & Issue a LicenseNumber
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RPM001 Performance Progress by Agency, Activity Dept of Financial Institutions

As of 7/28/2015

000760 - Number of licensees.

Biennium Period Actual Target

199,8082011-13 189,443Q8

196,0292011-13 189,443Q7

191,0212011-13 189,443Q6

197,0352011-13 189,443Q5

194,3072011-13 189,443Q4

191,6702011-13 189,443Q3

185,5092011-13 189,443Q2

194,1372011-13 189,443Q1

Performance Measure Status: Approved

Date Measured: 6/30/2013
Comment: Banks 65; Credit Unions 62; Securities 188,659; 
Consumer Services 11,022. The improving economy has caused the 
number of licensees to increase.

000760 - Number of LicenseesNumber
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RPM001 Performance Progress by Agency, Activity Dept of Financial Institutions

As of 7/28/2015

002475 - Average number of business days to process 
and issue a main office consumer loan company license.

Biennium Period Actual Target

2013-15 25Q8

252013-15 25Q7

212013-15 25Q6

162013-15 25Q5

212013-15 25Q4

302013-15 25Q3

222013-15 25Q2

242013-15 25Q1

Performance Measure Status: Approved

Respond in a timely manner to licensing applications.

Date Measured: 3/31/2015
Comment: The Division is performing within the targeted 
timeframe despite shifting resources to handle reinstatement 
requests and renewal clean-up which reduced resources for 
application processing.

002475 - Days to Process and Issue a Consumer Loan Company LicenseNumber
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RPM001 Performance Progress by Agency, Activity Dept of Financial Institutions

As of 7/28/2015

002478 - Percentage of callers to the Department of 
Financial Institutions Consumer Services Licensing Unit 
who are "satisfied" or "very satified" with the quality of 

information they received.
Biennium Period Actual Target

2013-15 90%Q8

99%2013-15 90%Q7

99%2013-15 90%Q6

100%2013-15 90%Q5

99%2013-15 90%Q4

99%2013-15 90%Q3

100%2013-15 90%Q2

99%2013-15 90%Q1

Performance Measure Status: Approved

Indicator of customer satisfaction with our telephone 
responses.

Date Measured: 3/31/2015
Comment: Survey responses from 443 callers indicated that 439 
were either "Satisfied" or "Very Satisfied".

002478 - Percentage of Callers who are "Satisfied" or "Very Satisfied" with the Information they 
Received
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A003 Education and Public Outreach

Prosperous EconomyStatewide Result Area: 

Regulate the economy to ensure fairness, security and efficiencyStatewide Strategy:

Expected Results
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RPM001 Performance Progress by Agency, Activity Dept of Financial Institutions

As of 7/28/2015

000375 - Percentage of consumers who rate Department 
of Financial Institutions outreach program and materials 

as helpful.
Biennium Period Actual Target

2013-15 90%Q8

96%2013-15 90%Q7

100%2013-15 90%Q6

100%2013-15 90%Q5

100%2013-15 90%Q4

100%2013-15 90%Q3

98%2013-15 90%Q2

97%2013-15 90%Q1

99%2011-13 90%Q8

50%2011-13 90%Q7

93%2011-13 90%Q6

98%2011-13 90%Q5

98%2011-13 90%Q4

100%2011-13 90%Q3

98%2011-13 90%Q2

78%2011-13 90%Q1

Performance Measure Status: Approved

Measures expansion of consumer education/outreach and 
awareness of the Department of Financial Institutions.

Date Measured: 3/31/2015
Comment: Overall positive trend continues with multiple events 
rated and outreach to a wider scope of individuals.

000375 - Consumers Rating Outreach Programs & Materials as HelpfulPercent
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RPM001 Performance Progress by Agency, Activity Dept of Financial Institutions

As of 7/28/2015

002479 - Percentage of survey results received from 
industry registrants that rated DFI's technical assistance 

visit as "Excellent" or "Good".
Biennium Period Actual Target

2013-15 80%Q8

100%2013-15 80%Q7

97%2013-15 80%Q6

100%2013-15 80%Q5

100%2013-15 80%Q4

100%2013-15 80%Q3

100%2013-15 80%Q2

100%2013-15 80%Q1

Performance Measure Status: Approved

Date Measured: 3/31/2015
Comment: All 14 surveys received were rated either "Excellent" or 
"Good"

002479 - Registrant Survey Results Rated as "Excellent" or "Good"Percent
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RPM001 Performance Progress by Agency, Activity Dept of Financial Institutions

As of 7/28/2015

002482 - Percentage of students demonstrating, through 
pre and post instruction testing, increased financial 

knowledge after completing a financial education 
curriculum.

Biennium Period Actual Target

20%2013-15 15%A2

16%2013-15 15%A1

Performance Measure Status: Approved

Date Measured: 6/30/2015
Comment: Period A2 data reflects student's scores for the 
2013-2014 school year.

002482 - Percentage of Students Demonstrating Increased Financial KnowledgePercent
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A004 Enforcement

Prosperous EconomyStatewide Result Area: 

Provide consumer protectionStatewide Strategy:

Expected Results
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RPM001 Performance Progress by Agency, Activity Dept of Financial Institutions

As of 7/28/2015

000753 - Average number of business days to review 
consumer complaints.  Enhance protection for 

consumers engaging in investments and other financial 
transactions.

Biennium Period Actual Target

122011-13 30Q8

152011-13 30Q7

15.72011-13 30Q6

112011-13 30Q5

152011-13 30Q4

17.82011-13 30Q3

22.12011-13 30Q2

26.72011-13 30Q1

Performance Measure Status: Approved

Date Measured: 6/30/2013
Comment: Securities: 65 complaints @ average of 23 days; 
Consumer Services: 365 complaints @ average of 10 days .

000753 - Days to Review Consumer ComplaintsNumber
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RPM001 Performance Progress by Agency, Activity Dept of Financial Institutions

As of 7/28/2015

000761 - Number of Enforcement Actions Taken Per 
Quarter.

Biennium Period Actual Target

2013-15 60Q8

572013-15 60Q7

482013-15 60Q6

662013-15 60Q5

692013-15 60Q4

932013-15 60Q3

682013-15 60Q2

612013-15 60Q1

712011-13 60Q8

1212011-13 60Q7

892011-13 60Q6

1002011-13 60Q5

832011-13 60Q4

782011-13 60Q3

692011-13 60Q2

772011-13 60Q1

Performance Measure Status: Approved

Enhance protection for consumers engaging in investments 
and other financial transactions.

Date Measured: 3/31/2015
Comment: Securities 18; Consumer Services 39.

000761 - Number of Enforcement Actions TakenNumber
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RPM001 Performance Progress by Agency, Activity Dept of Financial Institutions

As of 7/28/2015

000762 - Number of Complaints Received Per Quarter.

Biennium Period Actual Target

4492011-13 530Q8

5262011-13 530Q7

5152011-13 530Q6

4922011-13 530Q5

4492011-13 530Q4

6292011-13 530Q3

5682011-13 530Q2

5182011-13 530Q1

Performance Measure Status: Approved

Date Measured: 6/30/2013
Comment: Banks 20; Credit Unions 48; Securities 43; Consumer 
Services 338

000762 - Number of Complaints Received Per QuarterNumber
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RPM001 Performance Progress by Agency, Activity Dept of Financial Institutions

As of 7/28/2015

002480 - Percentage of consumer complaints closed 
within 60 calendar days of receipt.

Biennium Period Actual Target

2013-15 80%Q8

100%2013-15 80%Q7

100%2013-15 80%Q6

89%2013-15 80%Q5

91%2013-15 80%Q4

95%2013-15 80%Q3

84%2013-15 80%Q2

90%2013-15 80%Q1

Performance Measure Status: Approved

Date Measured: 3/31/2015
Comment: Banks: 15 of 15 complaints closed within 60 days. 
Credit Unions: 38 of 38 complaints closed within 60 days.

002480 - Percentage of Consumer Complaints Closed Within 60 DaysPercent
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RPM001 Performance Progress by Agency, Activity Dept of Financial Institutions

As of 7/28/2015

002481 - Percentage of complaints that are closed or 
moved to investigation within 90 days.

Biennium Period Actual Target

2013-15 80%Q8

84%2013-15 80%Q7

92%2013-15 80%Q6

85%2013-15 80%Q5

91%2013-15 80%Q4

84%2013-15 80%Q3

82%2013-15 80%Q2

70%2013-15 80%Q1

Performance Measure Status: Approved

Date Measured: 3/31/2015
Comment: Securities: 29 of 29 complaints closed within 90 days. 
Consumer Services: 307 of 372 complaints closed within 90 days .

002481 - Percentage of Complaints That Are Closed or Moved to Investigation Within 90 Days.Percent
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A005 Examinations

Prosperous EconomyStatewide Result Area: 

Regulate the economy to ensure fairness, security and efficiencyStatewide Strategy:

Expected Results
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RPM001 Performance Progress by Agency, Activity Dept of Financial Institutions

As of 7/28/2015

000523 - Percentage of banking assets held at 
institutions with satisfactory ratings.

Biennium Period Actual Target

2013-15 90%Q8

95.1%2013-15 90%Q7

95.6%2013-15 90%Q6

95.8%2013-15 90%Q5

95.8%2013-15 90%Q4

95.9%2013-15 90%Q3

95.5%2013-15 90%Q2

95.7%2013-15 90%Q1

95.1%2011-13 85%Q8

93%2011-13 85%Q7

92.8%2011-13 85%Q6

82.3%2011-13 85%Q5

81.8%2011-13 85%Q4

82%2011-13 75%Q3

80.2%2011-13 75%Q2

45.9%2011-13 75%Q1

Performance Measure Status: Approved

Indicates the overall health of Washington State-Chartered 
Banks.

Date Measured: 3/31/2015
Comment: The industry continues to stabilize and banks' core 
earnings are slowly improving.  Growth is still tepid in the 
industry, though there are specific regions experiencing substantial 
growth.  The level of merger and acquisition activity remains high.

000523 - Banking Assets Held at Institutions with Satisfactory RatingsPercent
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RPM001 Performance Progress by Agency, Activity Dept of Financial Institutions

As of 7/28/2015

000637 - Percentage of credit union assets held at 
institutions with satisfactory ratings.

Biennium Period Actual Target

2013-15 90%Q8

96.5%2013-15 90%Q7

93.4%2013-15 90%Q6

92.2%2013-15 90%Q5

92%2013-15 90%Q4

88.6%2013-15 95%Q3

89%2013-15 95%Q2

90%2013-15 95%Q1

92%2011-13 95%Q8

94%2011-13 95%Q7

97%2011-13 95%Q6

93%2011-13 95%Q5

94%2011-13 95%Q4

93%2011-13 95%Q3

91%2011-13 95%Q2

94%2011-13 95%Q1

Performance Measure Status: Approved

Indicates the overall health of Washington State-Chartered 
Credit Unions.

Date Measured: 3/31/2015
Comment: The percentage of credit union total assets held at 
institutions with a satisfactory rating (96.5%) is significantly above 
the target ratio of 90%.

000637 - Credit Union Assets Held at Institutions with Satisfactory RatingsPercent
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RPM001 Performance Progress by Agency, Activity Dept of Financial Institutions

As of 7/28/2015

000764 - Number of examinations per quarter.

Biennium Period Actual Target

1422011-13 118Q8

1202011-13 118Q7

1162011-13 118Q6

1092011-13 118Q5

1092011-13 118Q4

1322011-13 118Q3

1132011-13 118Q2

1472011-13 118Q1

Performance Measure Status: Approved

Date Measured: 6/30/2013
Comment: Banks: 11; Credit Unions: 21; Securities: 41; 
Consumer Services: 69.

000764 - Number of Examinations Per QuarterNumber
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RPM001 Performance Progress by Agency, Activity Dept of Financial Institutions

As of 7/28/2015

002477 - Percentage of consumer services licensees 
examined per quarter.

Biennium Period Actual Target

2013-15 5%Q8

5%2013-15 5%Q7

7%2013-15 5%Q6

5.9%2013-15 5%Q5

6%2013-15 5%Q4

5%2013-15 5%Q3

4.5%2013-15 5%Q2

5.2%2013-15 5%Q1

Performance Measure Status: Approved

Date Measured: 3/31/2015
Comment: 62 Exams completed this Quarter.

002477 - Percentage of DFI's Consumer Services Division Licensees Examined Per QuarterPercent

4.4

4.8

5.2

5.6

6.0

6.4

6.8

7.2

Sep
-1

3

D
ec

-1
3

M
ar

-1
4

Ju
n-

14

Sep
-1

4

D
ec

-1
4

M
ar

-1
5

Ju
n-

15

Target Actual

23



RPM001 Performance Progress by Agency, Activity Dept of Financial Institutions

As of 7/28/2015

Entered AsParameter

2015-17

102

*

Y

Y

Y

O

Budget Period

Agency

Program

Data Table Biennium

Include Expected Results Text

Include Trend Line

Include Data Table

User Group

Status Preference

Chart Type Line

2015-17

Usage Type

Event

Budget

No Event

Approved
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