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I. AGENCY SCOPE AND FUNCTIONS
The Texas Comptroller of Public Accounts, created by

the Texas provisional government on Dec. 30, 1835, was
directed to keep an account of the state’s debts and pay those
debts as money became available. The Comptroller’s office
continued as an appointed position in the Republic of Texas
and, after statehood, became an elected position authorized
by Article V, Section 23, of the Texas Constitution of 1845.

Today, the Comptroller’s office serves virtually every cit-
izen in the state. As chief tax collector, accountant, revenue
estimator, treasurer and purchasing manager, the agency is
responsible for overseeing the multibillion-dollar enterprise
of Texas state government. If Texas were a country, it would

have the eighth largest economy in the world.

As chief financial officer, the Comptroller’s office col-
lects taxes and fees owed to the state. Most of the office’s
duties and powers are enumerated in the Texas Tax Code and
in Chapters 403 and 404 of the Texas Government Code.
As guardian of the state’s fiscal affairs, agencies depend on
the Comptroller’s office to pay bills and issue paychecks to
state employees. Legislators rely on the Comptroller’s office
to guide the development of the Texas economy, produce
annual financial reports and estimate future state revenues.
Local officials and businesses look to the agency for eco-
nomic development guidance and data analysis. Taxpayers
rely on the Comptroller’s office for assistance and guidance
regarding compliance with tax laws. All Texas residents
depend on the integrity and efficiency of the Comptroller’s
office to safeguard public tax dollars and ensure funds are

managed wisely.

The Comptroller’s office also receives, disburses, counts,
safeguards, records, allocates, manages and reports on the
state’s cash. In addition, the Comptroller chairs the state’s
Treasury Safekeeping Trust Company, which invests, man-

ages and oversees more than $125 billion in assets.

The agency is committed to cultivating a healthy
economic environment in Texas by providing a range of
services to a variety of stakeholders, including business
owners, taxpayers, local officials, Historically Underutilized
Businesses and citizens of Texas. In addition to the economy,
the Comptroller’s office manages and promotes a variety
of programs, including energy efficiency and broadband
expansion, that help create a healthy and viable future for

generations to come.

Business Owners and Business Taxpayers
The Comptroller’s office provides Texas business own-
ers with online resources to help them get ahead, from tax
help and economic data to up-to-the-minute information
on the impact of proposed legislation. The agency’s website,
Comptroller. Texas.Gov, offers business owners and taxpay-

€rs:

*  the ability to make online tax payments, apply for sales
tax permits, access downloadable tax forms and register
as a state vendor;

*  general information about state taxes, including rel-
evant statutes, Comptroller rules and preprinted tax-
related forms;

*  the latest news, trends and analysis on issues affecting
the state’s economy and business climate, including
economic indicators, forecasts and in-depth reports;

e the Transparency Data Center, which gives users access
to data and analysis, including customizable research
for revenue planning, financial analysis, economic
forecasting, site-location decisions and issues affecting
trade, industry and growth;

* the Comptroller’s Revenue and Expenditures Dash-
board, which can be used to identify opportunities to
do business with the state through a review of state

agency expenditures and vendors;
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* access to the state’s Centralized Master Bidders List
(CMBL), which offers registered vendors opportunities
to do business with the state; and

e up-to-date information on federal actions related to
endangered species, as well as air and water issues that
could affect Texans and the Texas economy, including
interactive maps that display endangered species’ habi-
tats, pending environmental action alerts and economic

impacts.

In addition to its web resources, the Comptroller’s
office offers telephone assistance for each of the taxes it
administers, as well as toll-free telephone filing for certain
sales tax reports. Agency field offices throughout Texas can
accept tax returns and payments, assist with tax permit
applications and returns, answer taxability and collection-
related questions and process requests for permits, licenses
and decals. The agency also provides taxpayer seminars
online and around the state. These seminars provide useful

information for buyers, sellers and service providers.

Historically Underutilized Business (HUB)
Owners

Texas law requires state agencies and universities to
work with businesses that are certified as HUBs. The goal
of the Comptroller’s statewide HUB Program is to actively
involve HUBs in the procurement process and ensure equal

and fair treatment and access.

Minority-, woman- and service-disabled veteran-owned
businesses can apply for HUB certification and acquire valu-
able information regarding state contracts and subcontract-
ing opportunities. HUB-certified companies received almost
$3.7 billion in contracts and nearly $1.25 billion in subcon-
tracting opportunities in fiscal 2023. During that same year,
1,383 HUBs were certified to conduct business with the
state, bringing the total number of HUBs to 16,845. The
Comptroller’s office continues to promote these opportuni-
ties as part of its long-term goal and provide support and

guidance when needed.

Local Officials

The state of Texas offers several local economic develop-
ment programs for Texas communities. The Data Analysis
and Transparency Division provides detailed information
about these programs, serving as a turnkey information
source for improving government efficiency and achieving

economic growth. Subjects include:

*  tax programs and incentive support;
*  job creation initiatives;

*  economic impact analysis;

* financial transparency;

e  limited financial exposure; and

*  budgeting efficiencies.

The Comptroller’s office also provides local govern-
ments with vital management assistance to help streamline
operations, improve customer service and ensure compliance
with state laws. Local governments can obtain up-to-date
data for revenue planning and analysis, economic forecasting
and site location decisions. Online information is available
for local taxing authorities, including current and historical
sales and use tax information, tax rate histories for each tax-
ing jurisdiction, answers to frequently asked questions and

mixed beverage tax allocation payments. In addition:

e  The Texas SmartBuy Membership Program provides
cities, counties and school districts with access to goods
and services from competitively bid statewide contracts.
The program greatly simplifies the purchasing process
for hundreds of thousands of common items.

e The TexPool and TexPool Prime programs, with assets
totaling more than $50.7 billion as of April 2024, offer
a convenient and effective option for the investment
of local funds. As AAA-rated local investment vehicles,
the programs serve participants throughout the state
and are vital tools for maintaining safe and stable com-
munity revenues.

*  The Property Tax Assistance Division provides advisory
and monitoring services for Texas™ system of local prop-
erty taxation, including explanations of exemptions,
reporting requirements and rights and remedies under
Texas law.

e The State Energy Conservation Office (SECO) part-
ners with local governments, county governments,
public K-12 schools, public institutions of higher
education and state agencies to reduce utility costs
and maximize efficiency. Throughout the year, SECO
announces various funding opportunities to support
efficiency programs, including loans and energy grants.
These loans and grants deliver a variety of energy effi-
ciency and renewable energy programs that significantly
reduce energy costs and consumption for state and local
governments. These programs also provide technical
resources to utilize energy efficiency, financial assistance
to complete energy retrofits and educational materials

to make the public aware of the necessity for an energy-
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efficient society. As of Sept. 1, 2023, SECO - through
its LoanStar program — has funded more than 337 loans
totaling more than $600 million and achieved more
than $810 million in energy savings by state and local
governments for building retrofit projects.

*  The Texas Broadband Development Office (BDO),
established by the 87th Legislature, is charged with
awarding grants, low-interest loans and other financial
incentives to internet service providers that expand
access to broadband service in underserved areas. The
BDO will also provide a variety of tools and resources
to support the expansion of broadband access across

Texas.

Everyday Texans

From economic news to in-depth special reports, the
Comptroller’s office offers comprehensive analysis and data
on issues that affect all Texans. By leveraging the power of
modern communication tools, including the internet, social
media and video, the agency keeps Texans up to date with a

changing world.

* The Comptroller’s data visualization tools provide
detailed information about state spending. This infor-
mation includes downloadable tax and financial data
from a variety of sources in raw, machine-readable, plat-
form-independent datasets. Links to local government
transparency efforts and general information about the
state budget process are also available. By demystifying
state spending and providing easy access to those num-
bers, the agency ensures greater accountability to the
public on how tax dollars are spent.

* Anyone can sign up to receive agency email updates
on topics ranging from franchise taxes to economic
indicators, or subscribe to Fiscal Notes, which provides
in-depth articles on issues and events affecting the state.

* The agency offers a searchable online database of
unclaimed property to reunite owners or heirs with
abandoned or unclaimed properties. Claims can be
generated online, with staff available to assist. To date,
more than $4 billion in unclaimed property has been

returned to its rightful owners.

Citizens can report fraud to the agency’s Criminal
Investigation Division, which works to keep taxes as low
as possible by detecting, deterring and publicizing criminal

conduct and fraud involving state tax laws.

The Texas Bullion Depository, which opened in June
2018, is the first state-administered precious metals deposi-
tory in the country. The depository allows all citizens to
increase the security and stability of their gold reserves and
precious assets without having to store them in facilities

outside the state.

The Comptroller’s office offers a variety of programs
to support and develop an educated and trained Texas
workforce, including a one-stop center for planning a col-
lege career in Texas, with information on Texas colleges and

universities, scholarships, savings strategies and more.

The Comptrollers office also administers the Texas
Achieving a Better Life Experience (Texas ABLE) Program.
Texas ABLE, based on federal and state legislation, provides
Texans with disabilities and their families the opportunity
to save money for disability-related expenses in a tax-advan-
taged account without losing their eligibility for certain

public benefits.

Agency staff who are involved in contract management
on behalf of the agency must attend mandatory courses and
pass an exam to become Certified Texas Contract Managers
(CTCMs). The training and certification are administered
by the Statewide Procurement Division (SPD) and provide
contract managers with a clear understanding of statewide

procurement rules and best practices.

CTCM certifications and renewals are issued for three
years. To maintain certification, CTCMs who are renewing
a three-year certification must take 24 hours of continuing

education, including ethics.

State laws and regulations govern state agency pri-
vacy and information security training requirements. The
agency’s Information Protection Policies and Standards and
Acceptable Use Policy define training requirements. All new
employees take privacy and security awareness training the
day they are hired and annually thereafter. Contractors are
assigned privacy and security awareness training in accor-
dance with contractual obligations. The Information Secu-
rity Division monitors compliance to ensure all employees
and contractors complete the required privacy and informa-

tion security awareness training.

Il. AGENCY MISSION
The Office of the Texas Comptroller of Public Accounts
will serve the people of Texas by applying tax and fiscal laws

fairly and consistently. The Comptroller’s office will contin-
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ue to improve our services through innovative management
and technology, carrying out all our duties with integrity,

openness and at the least cost to the taxpayer.

l1l. AGENCY PHILOSOPHY
We will carry out our duties openly, ethically and fairly.

We will emphasize transparency and ensure greater account-
ability by making records freely accessible. We will listen to
those we serve and ask them to judge our performance. We
will deliver more services at lower costs by continually exam-
ining and improving the efficiency of our work. Employees
will be rewarded for initiative, good ideas and productivity.
While mindful that the human element is the source of cre-
ativity, we will seek and use innovative technology that will
allow the agency to do our jobs quickly and more efficiently.

We will keep our word and deliver what we promise.

IV. COMPACT WITH TEXANS - WHAT YOU
CAN EXPECT
The Comptroller’s office serves every citizen in the state
in its role as steward of the state’s fiscal affairs. Each of the
agency’s strategic goals supports the desire to provide the

public with quality customer service.

Customer Service Principles
*  Dynamic assistance.

*  Quality work.

e Accessible staff and facilities.

*  Fair and equitable treatment.

*  Innovation and improvement.

*  Privacy and confidendiality.

*  Fast response to problems.

*  Fraud prevention.

Dynamic Assistance

The Taxpayer Bill of Rights summarizes the agency’s
commitment to customer service for Texas taxpayers. It is
designed to ensure that service received from the Comp-
troller’s office not only meets customer needs but exceeds

customer expectations. Texas taxpayers have the right to:

*  Fair and equitable treatment.
*  Privacy and confidentiality.

*  Understand the taxes paid.

*  Pay only what is owed.

*  Fair representation.

*  Contest a decision.

*  Request a waiver of penalties.

*  Simpler tax filing.

e Courteous, accessible assistance.

*  Know how government spends taxpayer dollars.

Quality Work

Trained and professional staff aim to get every detail
right the first time. If staff does not deliver quality service,
the agency’s customer service liaison is available at 888-334-
4112.

Accessible Staff and Facilities
Agency staff can be reached by email, phone or letter, or

by visiting any of the offices located across Texas.

Headquarters address:
111 East 17th Street
Austin, Texas 78774

Mail correspondence, including requests for private
letter rulings and general information letters:

P.O. Box 13528 Capitol Station

Austin, Texas 78711-3528

Agency switchboard:
800-531-5441
(8 a.m.—5 p.m., CST, Monday-Friday)

Fair and Equitable Treatment
The Comptroller’s office promises tax and fiscal pro-

cesses that are fair, equitable and timely.

Innovation and Improvement
Customer input is critical to the agency’s continuous
improvement efforts. Customers are surveyed on a regular

basis to obtain input and ideas to improve agency processes.

Privacy and Confidentiality
The Comptroller’s office will follow the letter of the law

when it comes to privacy and confidentiality.

Fast Response to Problems

Despite the agency’s best efforts, problems may arise.
All complaints are handled with a sense of urgency and
respect. When filing a complaint, expect a response within
10 working days. Contact the agency’s customer service
liaison at 888-334-4112, via the web at https://comptroller.
texas.gov/web-forms/support/ or by letter to the Customer
Service Liaison, PO. Box 13528, Austin, Texas 78711.

Agency Workforce Plan + 2025-2029

+ Texas Comptroller of Public Accounts

4


https://comptroller.texas.gov/web-forms/support/
https://comptroller.texas.gov/web-forms/support/

Fraud Prevention

The State Auditor’s Office is authorized to investi-
gate allegations of fraud and illegal activity affecting state
resources. Anyone with information about the misuse or
misappropriation of state resources can report this informa-
tion by calling 800-TX-AUDIT or using the State Auditor’s

fraud website.

Our Customer Service Standards
Agency staff will treat all customers with care and
attention whether filing a tax return, undergoing an audit or

simply seeking information.

o Telephone messages left with the Customer Service
Liaison will be returned within 24 hours.
*  Complaint letters sent to the Customer Service Liaison

will receive responses within 10 working days.

The Comptrollers office regularly assesses customer
satisfaction levels through several surveys and report cards.
Because of the complexity and range of duties performed by
the agency, service areas individually survey their customers.
The agency also monitors its progress through performance
measures designed to evaluate the level of customer satisfac-

tion with major areas of the agency.
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V. OUR GOALS, OBJECTIVES AND
STRATEGIES

GOAL I.

Improve voluntary compliance with the tax
laws.
Texas Tax Code, Titles 2 and 3.

As Texas state governments chief tax collector, the
Comptroller administers the state’s tax laws through audit-
ing, enforcement and the dissemination of tax policy infor-
mation. Voluntary compliance is viewed as the cornerstone
of tax administration. The state’s ability to fund its many
programs depends in large part on taxpayers meeting their

tax responsibilities willingly.

Our Objectives:

* Increase the efficiency of audits and improve assess-
ments from audits.

*  Achieve average account closure rates, ratios and turn-
around times.

* Improve taxpayer ratings for accuracy and speed of
information disseminated.

*  Issue timely position letters, motions to dismiss or case

resolution agreements.

Our Strategies:

*  Maintain an ongoing program of audit and verification
activities.

*  Improve compliance with tax laws through contact and
collection programs.

*  Utilize advanced database technology.

*  Provide information to taxpayers, government officials
and the public.

*  Provide tax hearings, represent and provide legal coun-

sel to the agency.

GOAL II.

Efficiently manage the state’s fiscal affairs.

Texas Constitution, Art. III, Sections 49a, 49-g, 49-k;
Texas Local Government Code, Sections 112.003, 154.008;
Texas Government Code, Chapters 41, 401, 403, 404, 604,
608, 659-662, 666, 815, 825, 830, 840, 1201, 2101, 2103,
2155-2157, 2252, 2254; Texas Election Code, Chapter 19;
Texas Property Code, Chapter 74.

As Texas’ chief financial officer, the Comptroller man-
ages most of the state’s fiscal affairs. The Comptroller is

state government’s primary accountant, responsible for writ-

ing the state’s checks and monitoring all spending by state
agencies. The Comptroller is also the state’s official revenue
estimator, providing the Legislature with anticipated state

revenue information.

Texas’ constitution mandates that the Legislature may
only pass a budget that is within the amount of anticipated
revenue collected and precludes the occurrence of a deficit.
Therefore, the job of accurately estimating future revenue
is an important function to ensure stable funding is main-

tained for state government.

Our Objectives:

*  Maintain the state’s accounting system.

*  Achieve a variance of +/-3.5 percent or less between
estimated and actual total state tax revenue collections.

*  Certify the General Appropriations Act.

e Obtain a customer satisfaction rating of good or excel-
lent.

*  Increase the use of direct deposits.

*  Ensure the accuracy of the property value study.

*  Maximize state revenue by processing monies electroni-
cally.

*  Ensure the receipt of quality, cost-effective goods and

services.

Our Strategies:

*  Project, account, audit and report receipts and disburse-
ments for the state.

*  Issue payments.

*  Provide assistance and training to state agencies.

*  Maintain an integrated and uniform financial manage-
ment system.

*  Conduct a property value study and provide assistance
to appraisal districts.

*  Ensure the state’s assets and cash receipts are properly
secured.

*  Provide statewide procurement and support services to

state agencies and cooperative entities.

GOAL IIl.

Expeditiously manage the receipt and
disbursement of state revenue.

Texas Government Code, Chapter 403; Texas Tax Code,
Titles 2 and 3; Texas Property Code, Chapters 72-77.

As the state’s chief tax collector, the Comptroller is
responsible for collecting more than 100 separate taxes, fees

and assessments, including local sales taxes on behalf of more
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than 1,700 local jurisdictions. This responsibility includes
maintaining taxpayer accounts and processing tax payment

exceptions and adjustments.

Our Objectives:
*  Generate taxpayer refunds.
*  Return tax allocations.

. Maintain document processing times.

Our Strategy:
*  Improve tax and voucher data processing, tax collection

and disbursements.

GOAL IV.

Develop and maintain a skilled workforce
committed to quality performance.
(No specific statutory authorization.)

The Comptroller's complex and varied duties require
experienced, highly trained employees. The Comptroller’s
pledge is to provide useful training and educational opportu-
nities for all staff. Extensive efforts have been made to make
high-quality training available and accessible to those who
need it, when they need it. Respectful, honest and timely
communication with the public and government officials is
key to the agency’s success. Keeping employees and custom-
ers up to date about policies, issues and other concerns is
important to helping them make sound and well-informed

decisions.

Our Objective:

*  Ensure that each year, the Comptroller’s workforce can
attend employee development classes that will enable
them to become more productive and knowledgeable

employees.

Our Strategy:
*  Make high-quality training available and accessible to

those who need it, when they need it.

GOALV.

Maximize customer satisfaction by

improving services while minimizing

administrative burdens on those we serve.
(No specific statutory authorization.)

The Comptroller’s office serves two types of customers.
The agency’s external customers are the taxpayers, vendors,

state agencies and government officials for whom it provides

various services. The agency’s relationships with its external
customers is different from relationships in the private sec-
tor, in that most of the agency’s customers are required by
law to do business with the Comptroller’s office. Success in
improving voluntary compliance with tax laws depends in
large part on the level of satisfaction external customers feel

toward the agency’s services.

Within the Comptroller’s office, divisions support each
other, thus creating internal customers. The level of service
provided internally is a crucial factor in efforts to achieve the

agency’s goals externally.

Our Objective:
e  Artain highest ratings possible from those we serve as
evidenced by feedback provided through surveys, cards

or any other measuring device used by the agency.

Our Strategy:
* Improve services delivered to our internal and exter-
nal clients in support of the Comptroller of Public

Accounts’ mission to serve the people of Texas.

GOAL VI.

Establish and carry out policies governing
purchasing and all contracting that foster
meaningful and substantive inclusion of
HUB:s.

Texas Government Code, Chapter 2161.

The Comptroller’s HUB Program is committed to pro-
moting equal opportunities in the contract awards process
for HUBs statewide and serving as an exemplary model for

other state agencies in meeting the HUB goals.

Our Objective:

* Include HUBs in at least 32.9 percent of all agency
dollars spent for special trade construction; 26 percent
of all agency dollars spent for other services; and 21.1

percent of all dollars spent for commodities.

Our Strategy:
*  Maintain ongoing program of activities to ensure HUB

vendor participation in the procurement process.
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VI. CURRENT WORKFORCE PROFILE
(SUPPLY ANALYSIS)

CORE FUNCTIONS AND CRITICAL
WORKFORCE SKILLS

Core Functions

¢ Collect state taxes and fees.

e Enforce tax laws.

e Provide tax assistance.

e Opversee the state’s fiscal affairs.

e Estimate state revenue.

*  Monitor state expenditures.

*  DProcess and deposit state revenue.

*  Manage statewide purchasing and contracts.

Critical Workforce Skills
Workforce skills are critical to the agency’s ability to
operate. The Comptroller’s office could not effectively

accomplish basic business functions without employees

skilled in:

e Customer service.

*  Analysis and research.

*  Problem solving.

¢ Communication (verbal and written).

*  Computer proficiency (skills requirements range from
entry-level end user to highly skilled information tech-
nology specialist).

*  Information security analysis.

*  Project management.

* Investigation.

*  Auditing and accounting.

*  Financial analysis.

*  Management.

Workforce Demographics

As of March 2024, the Comptroller’s office had a total
headcount of 2,752 employees. The following tables profile
the agency’s workforce, including both full-time and part-

time employees.

The Comptrollers office touts a diverse workforce.
About 41 percent of the agency’s employees are male and
59 percent female. Almost 40 percent of the agency’s work-
force is 50 years or older, and about 11 percent are 29 years
or younger. Nearly 33 percent of the agency’s workforce is

Hispanic, and about 17 percent is Black.

About 63 percent of the workforce has 10 years or fewer

experience working in the Comptroller’s office with profi-

ciency levels ranging from minimal knowledge to working
knowledge of processes. Approximately 23 percent of the
Comptroller’s workforce has 11 to 20 years of tenure, with
expertise ranging from working knowledge to the mastery
level. Employees with 21 years or more experience with the
Comptroller’s office, with expertise levels ranging from mas-
tery to acknowledged subject-matter expertise, comprise 14
percent of the workforce. These employees are also keepers

of institutional business knowledge.

To prevent a decline in knowledge and experience lev-
els within the next five years, the agency has implemented
strategies to address the transfer of institutional business

knowledge and professional expertise.

WORKFORCE BREAKDOWN
Gender

Number of Percent of

Employees Employees
Male 1,130 41.1%
Female 1,622 58.9%

Source: Centralized Accounting and Payroll/Personnel System, March 2024

Agency Age

Number of Percent of

Employees Employees
20-29 years 292 10.6%
30-39 years 611 22.2%
40-49 years 764 27.8%
50-59 years 659 23.9%
60—-69 years 374 13.6%
70 and older 52 1.9%

Source: Centralized Accounting and Payroll/Personnel System, March 2024
Agency Tenure

Number of Percent of

Employees Employees
0-5 years 1093 39.7%
6-10 years 639 23.2%
11-15 years 382 13.9%
1620 years 249 9.0%
21-25 years 97 3.5%
26-30 years 57 2.1%
31-35 years 36 1.3%
36—40 years 17 0.6%
Over 40 years 182 6.6%

Source: Centralized Accounting and Payroll/Personnel System, March 2024
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COMPTROLLER WORKFORCE VERSUS
STATEWIDE CIVILIAN WORKFORCE

The following table compares the percentage of Black, Hispanic and female Comptroller employees (as of March 2022)
to the statewide civilian workforce as reported by the Texas Workforce Commission’s Civil Rights Division. For most job cat-

egories, the agency’s workforce is well represented in proportion to their availability in the statewide civilian workforce.

Statewide Employment Statistics

Black Black Hispanic Hispanic Female Female

Job Category Comptroller State Comptroller State Comptroller State
Offcials/Administrators 9.5% 8.6% 18.9% 25.2% 55.4% 40.2%
Administrative Support 23.4% 15.2% 42.5% 38.3% 72% 74.1%
Professional 14.8% 10.6% 30.1% 23.0% 57% 53.0%
Protective Services 10.8% 19.7% 43.2% 35.5% 16.2% 25.8%
Technical 10.4% 11.7% 18.2% 38.5% 29.9% 63.5%

Source: Centralized Accounting and Payroll/Personnel System March 2024 and Texas Workforce Commission (TWC); statistics extracted from TWC’s Hiring Practices and Equal Employment Opportunity
Report Fiscal Years 2021-2022

Employee Turnover As indicated by the following table, 52.8 percent of

In fiscal 2022, turnover rates for the Comptroller’s the 320 employees who left the agency in fiscal 2023 were
office and state agencies continued to increase. In 2023, in job classifications critical to the agency’s tax and revenue
however, the rate of overall turnover decreased, as evidenced administration functions.

by the table below. Both the state’s turnover rate and the
agency’s turnover rate decreased by more than 3 percent Turnover by Job Classification

between fiscal 2022 and fiscal 2023. Classification Job Series Total Separations

Tax Auditor 86
Overall Turnover Tax Compliance Officer 47
Fiscal Year Comptroller State Accounts Examiner 29
2023 12.0% 18.7% Program Specialist 3
2022 18.1% 22.7% Tax Analyst 4
2021 12.7% 21.5% Source: Centralized Accounting and Payroll/Personnel System (Fiscal 2023 data)
2020 10.6% 18.6%
2019 11.3% 20.3%
2018 11.6% 19.3%
2017 10.0% 18.6%
2016 11.6% 17.6%
2015 10.8% 18.0%
2014 10.1% 17.5%
2013 12.7% 17.6%

Source: Centralized Accounting and Payroll/Personnel System, March 2024 and State Auditor’s
Office (SAO); SAO statistics derived from Classified Employee Turnover for Fiscal Year 2023
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Despite the agency’s relatively low staff turnover, 3,600 employees left the Comptroller’s office during the past 11 years.
More than 51 percent of that group had worked for the agency for five years or fewer, as indicated in the following table. On

average, only 21 percent of the employees who left the agency had more than 20 years of experience.

Turnover by Length of Service

0-5 6-10 11-15 16-20 21-25 26-30

Fiscal Year # Terms Years Years Years Years Years Years
2023 320 193 42 24 21 15 9 16
2022 469 270 73 36 28 11 16 35
2021 339 172 46 33 16 18 13 41
2020 299 149 41 28 24 14 21 22
2019 318 160 42 25 16 17 23 35
2018 327 149 40 20 32 16 41 29
2017 281 149 23 27 13 23 26 20
2016 324 158 49 42 17 22 20 16
2015 307 153 49 23 15 20 28 19
2014 286 143 35 20 14 27 19 28
2013 350 158 43 37 18 29 25 40

Source: Centralized Accounting and Payroll/Personnel System, March 2024

When looking at turnover by age, the number of employees under 50 who have left over the past 11 years is more than

those who are over 50, as indicated by the following table. The younger cohort represents about 53 percent of those who have

left the agency.
Turnover by Age
20-29 30-39 40-49 50-59 60-69 70-79
Fiscal Year # Terms <20 Years Years Years Years Years Years
2023 320 0 39 80 75 68 49 9
2022 469 0 59 138 92 103 64 13
2021 339 0 50 87 52 69 68 13
2020 299 0 38 68 52 67 65 9
2019 318 0 36 73 47 70 85 7
2018 327 1 32 68 55 85 78 8
2017 281 2 46 60 51 71 48 3
2016 324 1 44 62 58 92 61 6
2015 307 0 44 62 48 80 66 7
2014 286 1 51 50 50 75 55 4
2013 350 1 66 64 38 98 82 1

Source: Centralized Accounting and Payroll/Personnel System, March 2024
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Some level of turnover will always occur, of course,
with both positive and negative outcomes. There can be a
financial gain as experienced employees are replaced with
entry-level staff. Losing experienced employees, however,
can negatively affect the agency due to the loss of institu-
tional knowledge and skill and the cost of hiring and train-

ing new employees.

Retirement Eligibility

From 2013 to 2023, an average of 94 employees,
approximately 3.4 percent of the agency’s workforce, retired
each year. Data from the Centralized Accounting and Pay-
roll/Personnel System show that approximately 10.7 percent
of the agency’s staff will become eligible to retire within the
next four fiscal years. A total of 303 employees have already
passed the eligibility requirement as of March 2024, with
another 31 eligible by Aug. 31, 2024.

The loss of institutional business knowledge and exper-
tise in key management and senior-level professional posi-
tions, coupled with normal attrition, makes it important to
minimize the loss of technical knowledge and organizational

experience.

Employees Eligible to Retire

Eligible Percent of Total

Fiscal Year Employees Agency FTE Cap
2025 67 2.4%
2026 67 2.4%
2027 82 3.0%
2028 79 2.9%
Total Eligible 295 10.7%

Employees

Source: Centralized Accounting and Payroll/Personnel System, March 2024

VIl. FUTURE WORKFORCE PROFILE
(DEMAND ANALYSIS)

Critical Functions

*  Possible expansion or changes to existing taxes or the
enactment of new taxes.

*  Legislative mandates affecting the administration and

delivery of agency services.

Expected Workforce Changes

e  Increased demand for web-related services.

* Increased need for information security.

*  Continued use of technology to revise and streamline

work processes.

*  Expanded contract management skills.
* Increased need for flexibility in a hybrid work environ-

ment.

Anticipated Increase/Decrease in Number

of Employees Needed

*  Auctrition can create overload and lead to backlogs and
decreased customer service. About 10.7 percent of
agency employees will be eligible to retire over the next
four years, potentially creating a loss of institutional
knowledge, specifically in management and subject
matter expert-level positions.

e Although thousands of people are entering the work-
force, employers continue to face challenges finding
qualified workers to fill available job opportunities,
according to the U.S. Chamber of Commerce. The
latest job reports from the Bureau of Labor Statistics
indicate the same situation holds true for Texas, with
0.8 available workers for every open job. According to
the U.S. Chamber of Commerce, at the end of February
2024, there were 8.9 million job openings in the U.S,,
and there is fewer than one available worker for every
job opening. At a time when turnover remains above 10
percent, the ongoing worker shortage could become a
serious issue for the agency.

* A decrease in staffing levels will require more efficient
processes and procedures to accomplish agency goals.

*  Planning must be used effectively to prevent knowledge
and skills gaps.

*  The likelihood of new or additional programs being
added to the agency is high, as each legislative session
results in revisions to the Texas tax codes, affecting the

number of employees needed to complete the work.

Future Workforce Skills Needed

As the agency increasingly employs advancing technol-
ogy to streamline processes, meet the demands of customers
and provide more efficient services, additional skills may
be required for the future workforce, including advanced
systems design and analysis, complex web design and infor-
mation security analytics. In addition to analytical skills,
other requirements with increased focus include collabora-
tion, contract management, problem solving and the ability
to work independently in a teleworking environment. The
need for staff with strong verbal and written communica-
tion skills also continues to rise. Current staff will continue

to interact with taxpayers, legislators and others. More than
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minimal communications proficiency is required to perform

these duties effectively.

To serve its constituency, the agency also requires a
workforce able to communicate in multiple languages. The
agency may need to establish minimal proficiency standards
for some of its employees and provide training in common
conversational phrases, expanding into tax-specific phrases

and complex dialogue.

VIIl. GAP ANALYSIS

Anticipated Surplus or Shortage of Workers
or Skills

Overall, the agency workforce currently has the skills
needed to do the required work. A loss of knowledge, how-
ever, is occurring with newer employees — those employed
five years or fewer. In fiscal year 2023, 60.3 percent of the
agency’s turnover came from this group. Extensive time and
effort are needed to train new employees before they can
function independently. A high turnover of new employees

places a strain on business operations.

* A potential skills “gap” in terms of institutional business
knowledge and technical expertise exists between ten-
ured/skilled employees (those with 15+ years of service)
and employees with less tenure (10 years or fewer).

*  New technologies are continually introduced as current
and legacy systems are replaced.

*  The agency will continue its efforts to identify critical

positions for succession planning.

The following skills continue to be priorities for the

agency:

*  Accounting.

*  Advanced financial analysis.

*  Advanced information technology analysis.
o Agility.

*  Analytics.

e Auditing.

*  Budgeting.

¢ Collaboration.

¢ Collections.

*  Communication.

*  Compliance (federal/state agency).

*  Computer proficiency (basic/end user).
*  Contract management.

*  Contract negotiations.

e Customer service.

*  Information security analysis/cybersecurity.

* Investigation.

*  Learning mindset.

*  Management.

*  Privacy/confidentiality.

*  Problem solving.

e Project management.

*  DProperty appraisal.

e Procurement.

*  Recruitment.

*  Research and analysis.

*  Software development (Oracle, CAPPS, NetSuite,
Salesforce, QlikSense, etc.).

e  Training.

*  Web administration/graphics/social media.

With the potential for decreased staffing levels in the
foreseeable future, the agency will immediately focus on
retaining high-potential and high-performing employees,
identifying future needs and developing strategies either
to train existing staff to fill potential gaps or developing
recruiting strategies to select and hire employees with skills

in gap areas.

IX. STRATEGY DEVELOPMENT

One of the agency’s six primary goals is to:

Develop and maintain a skilled workforce committed to
quality performance.

To address any deficits between the Comptroller’s
current staff and future demands, two strategic objectives
have been incorporated into the agency’s workforce plan.
These objectives were developed based on factors identified
through an agency workforce analysis. The Comptroller’s
future workforce requirements can be met through the

accomplishment of two key objectives:
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Objective: Develop a Competent, Well-Trained Workforce

Rationale In 2023, about 60 percent of the agency’s staff who separated had fewer than five years of service. One of
the most critical issues facing the agency is the potential skills gap that could occur due to this turnover.
New employees are leaving just as they reach an intermediate to advanced level of performance and before
they transfer that knowledge to other new employees. The training and development of current employees
are critical to the success of the agency. The agency must continually assess existing staff to determine
which employees demonstrate the potential or interest to develop new competencies and assume new or

modified positions.

Action Steps *  Annually assess the critical skills and competencies needed to stay ahead of the curve of imminent
retirements and anticipated turnover.

¢ Monitor the level of risk facing the agency regarding the potential loss of knowledge, particularly in
areas where loss is likely due to the imminent retirement of employees in key positions, and identify
potentially critical knowledge losses.

¢ Develop recruiting strategies to attract and select for the potential knowledge loss. Through this
process, the agency can create a pipeline of qualified candidates prior to the knowledge loss.

e Develop knowledge-transfer strategies to ensure institutional business knowledge and technical
expertise are transferred to less-experienced employees. Promote these strategies, including cross-
training, as an agency priority.

*  Design and deliver position-specific training materials and classes to be used for new employee
onboarding and cross-training.

*  Provide training for management that is relevant to today’s challenging work environment, including
general human resources topics, succession planning, managing large teams and multiple priorities,
giving constructive feedback, employee engagement and managing staff in a remote work environ-
ment.

e Enhance the existing internship program to create a pipeline of potential employees with appropriate
knowledge and skills.

*  Encourage employees to pursue professional certification(s) in their areas of employment when fea-
sible and available.

e Offer a variety of instructor-led and eLearning professional development opportunities to enable

employees to complete training as needed.
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Objective: Attract and Retain the Right Employees for the Job

Rationale

Recruitment is the cornerstone of any effort to build a quality workforce. Retaining employees in a

competitive market remains a continuing challenge. Retention of state employees requires a partnership

between state leadership and state agencies. State leaders must continue to offer competitive salaries and

benefits packages. State agencies should take responsibility to recruit quality workers, recognize excellent

performance and provide development opportunities. The Comptroller’s office will focus on identifying

strategies to retain employees and increase overall applicant interest in positions with the agency.

Action Steps

Enhance current recruiting efforts to portray the Comptroller’s office as an employer of choice.
Partner with organizations and universities to share job postings and attract potential candidates.
Maintain a robust internship program.

Attend relevant career fairs.

Improve the Comptroller’s social media presence to target both active and passive job seekers to build
a strong pipeline of highly qualified candidates.

Continue exit and stay interview programs to identify the best ways to retain high-potential and high-
performing employees.

Allow employees seeking new challenges to work on special projects, rotations and/or developmental
or “stretch” assignments.

Provide flexibility with alternative work schedules and telecommuting programs when applicable and
consistent with the agency’s overall business objectives to increase employee satisfaction and retention.
Utilize a recruiting task force composed of subject matter experts across the agency to recommend and
develop ways to expand applicant pools, increase the number of new hires and reduce the time to fill
positions.

Continuously assess and update recruiting plans and strategies to minimize possible knowledge gaps

with a strong pipeline of new employees.

X. SUCCESSION PLANNING PROGRESS

The Comptroller’s office has implemented and will
continue to put into practice the action steps outlined above.
Various divisions have implemented strategies that create
opportunities for employees to work on special projects,
development projects or “stretch” assignments; cross-train
with subject matter experts; receive structured on-the-job

training; and be recognized for outstanding performance.

The agency’s Professional Development Division coor-
dinates management training for all levels of leadership
— from team leads to directors — through several programs.
The LEADer in YOU, a 15-hour eLearning course, prepares
aspiring leaders for future leadership opportunities. CPA

Way, a 21-hour instructor-led course, prepares new supervi-

sors and managers to manage and lead, following agency
best practices, policies and procedures. The Leadership
Institute, an 80-hour instructor-led course, further develops
leadership skills and enhances the growth of high-potential
managers. A Team Lead Resource Library and succession
planning workshops are expected to roll out to the agency
in late fiscal 2024 and early fiscal 2025.

Divisions are working with the agency’s business con-
tinuity team to develop a sustainable business continuity
program that includes communication planning, testing,
training and exercises, as well as continuous monitoring
and improvement. With these initiatives, the Comptrol-
ler’s office is taking a proactive approach to ensure business

continuity.
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