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2027-2031 STRATEGIC PLAN

AGENCY MISSION
“The Texas Optometry Board is committed to protecting the health, safety, and welfare of Texans
by upholding standards through the regulation of the profession.”

AGENCY GOALS & ACTION PLAN
GOALA - LICENSURE

A primary operational goal of the Board is to manage an efficient licensure process to assure the
public that optometrists in Texas are qualified to provide optometric services to Texas patients.
The Board also ensures the continued competency of licensees through the biennial renewal of
licenses which includes required continuing education hours.

SPECIFIC ACTION ITEMS TO ACHIEVE GOAL

1.

Ensure minimum licensure standards are met including verification of education,
assessment of knowledge through exam requirements, National Practitioner Data Bank
queries, license verifications from other states, criminal history reviews, and other tools to
assess qualifications for licensure.

Ensure continued competency and fitness of licensees once licensed through continuing
education monitoring.

Timely and cost effectively issue licenses and license renewals by leveraging technology
to increase efficiencies.

Provide accurate information to the public, patients, applicants and licensees regarding
those licensed pursuant to the Texas Optometry Act.

STATEWIDE OBJECTIVES

1.

The agency’s licensing functions are accountable to the public because it has clear steps to
ensure only competent optometrists are licensed in Texas. Additionally, the agency is
accountable by keeping its website up to date and by responding to public inquires in a
timely manner.

This goal is efficient in that the agency manages a licensee pool of just over 5,000
individuals with a total licensing staff of two direct FTEs and one indirect FTE.

The agency’s effectiveness in meeting its licensing goal can be shown by regularly meeting
or exceeding its performance measures related to licenses issued and renewed. In 2025,
the agency implemented new rules to allow all qualified applicants to be licensed at the
highest level in a streamlined one-step process instead of the previous two-step process
which caused delays of at least 30-days.

The agency is attentive to customer service by ensuring employees are trained to respond
to licensee and public inquiries in a timely manner.

Transparency for licensure is accomplished by the agency through the Board website and
quarterly email updates. All licensure requirements, Board laws and regulations, email
updates and other alerts are regularly updated and maintained on the Board website. The
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agency remains transparent to the public by publishing its operating budget and other
reports on its website and by operating according to the Public Information Act and the
Open Meetings Act.

OTHER CONSIDERATIONS

The Board’s governing statute is essentially the same as when it was first enacted in the early
1950s. Amendments to the statute (Texas Optometry Act Subchapters F and G) are necessary to
allow the Board to keep up with process and technology changes. While the Board has adapted its
rules to reflect current standards, the statute also should be updated to reflect those changes.

GOAL B - ENFORCEMENT

A primary operational goal of the Board is to ensure proper and timely enforcement of the Texas
Optometry Act and Board Rules. The agency’s overall objective with this goal is to protect the
public by thoroughly investigating complaints, monitoring compliance with the various laws
governing the practice of optometry, and taking and enforcing disciplinary action as necessary,
including action to limit, restrict, or revoke the authority to practice if it is determined that a
licensee poses a danger to the public.

SPECIFIC ACTION ITEMS TO ACHIEVE GOAL

1. Ensure timely and thorough investigations of complaints by using qualified Board
Investigators, Case Review Consultants, Expert Panel Members, and other third-party
experts.

2. Continue to enhance investigation procedures, processes, and protocols including updating
the disciplinary matrix.

3. Ensure continued utilization of the peer assistance program for licensees and students.

4. Continue review of National Practitioner Data Bank (NPDB) reports, criminal histories,
and other reports including annual queries of licensees in the NPDB.

5. Continue the annual inspection process to ensure compliance with laws and rules outlined
by the Texas Optometry Act and Board rules.

STATEWIDE OBJECTIVES

1. The agency’s enforcement functions are accountable to the public because it has clear steps
to ensure optometrists are complying with the Texas Optometry Act and Board rules.
Additionally, the agency is accountable by keeping its website up to date and by responding
to filed complaints in a timely manner.

2. This goal is efficient in that the agency manages its complaints and inspections with a total
enforcement staff of one direct FTE and one indirect FTE.

3. The agency’s effectiveness in meeting its licensing goal can be shown by regularly meeting
its performance measures related to compliance, including number of complaints resolved
and average days to close. The agency constantly reviews its investigation and
enforcement procedures to ensure they are both fair and effective.

4. The agency is attentive to customer service by ensuring employees are trained to respond
to licensee and public inquiries in a timely manner.
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5. Transparency for enforcement is accomplished through the Board website and quarterly
email updates. All Board laws and regulations, newsletters and other alerts are regularly
updated and maintained on the Board website. The agency remains transparent to the public
by publishing its licensee disciplinary actions on its website and by operating according to
the Public Information Act and the Open Meetings Act.

OTHER CONSIDERATIONS

Under the current investigation process, complaints related to Standard of Care issues are reviewed
by the professional Board members. Specifically, patient initiated complaints are reviewed by two
Board members and review of patient records gathered during the inspection process are reviewed
by one Board member. In order to standardize the process of reviewing patient records, the Board
is working on creating a disciplinary matrix so that if violations are noted the initial penalty would
be standardized across complaints.

Additionally, under the inspection process, five patient records are collected from each optometrist
subject to inspection. The Board currently inspects 62 optometrists per year — which means a
minimum of 310 initial patient records are reviewed each year. The six professional Board
members review the patient records to ensure compliance with the statute. Hiring a specific person
to review these patient records would relieve work pressure on the professional Board members
and would ensure consistency through the inspection process.

The Board’s governing statute is essentially the same as when it was first enacted in the early
1950s. Amendments to the statute (Texas Optometry Act Subchapter K) are necessary to allow the
Board to keep up with process and technology changes. While the Board has adapted its rules to
reflect current standards, the statute should be updated to reflect those changes.



REDUNDANCIES AND IMPEDIMENTS

The Board’s functions do not overlap or duplicate those of another state or federal agency, and no
other agency stands equipped to regulate the profession of optometry given the long standing
history and institutional knowledge acquired by this agency for approximately 100 years.

The Board does not currently have explicit statutory authority to enlist the services of an
Optometric Director, comparable in function as a Medical Director at the Texas Medical Board
(Tex. Occ. Code §Sec.152.054). The Board would like the authority to hire a licensed optometrist
to specifically review patient files related to inspections — as either a part-time employee or
contractor. The Board would need increased appropriations to fund this position.

Additionally, the agency has updated its rules related to licensing to reflect current industry
standards, but notes that outdated language found in Occupations Code Chapter 351 hinders its
ability to fully implement and succeed with the agency goals outlined above. The agency is
working with stakeholders on possible legislation to introduce during the 90™ Legislative Session
to update the laws related to licensing, enforcement, and agency practices. See the chart below for
key changes.

REDUNDANCIES AND IMPEDIMENTS

Subchapter A — General Provisions
STATUTE 351.005 — Application of Chapter; Exemptions
DESCRIPTION Currently students of optometry complete externships during
their fourth year. Adding an exemption to the statute, would
clarify they are not violating the statute by practicing without a
license. Similar to other agencies.
RECOMMENDATION/COST No cost.

SAVINGS
Subchapter F — License Requirements

STATUTE NEW statute

DESCRIPTION Provide clear, statutory authority for Board to require
jurisprudence exam as part of the application process for initial
licensure.

RECOMMENDATION/COST The jurisprudence exam is already required by rule. There is no

SAVINGS cost to the state to implement the exam.

STATUTE 351.253 — Examination Requirement (amend)

351.254 — Examination Application (amend)

351.255 — Conduct of Examination (repeal)

351.256 — Examination Subjects (repeal)

351.257 — Examination Results (repeal)

DESCRIPTION Clarify use of national exam for competency as part of the
application process for initial licensure.

Clarify basic requirements for licensure based on current

standards.
RECOMMENDATION/COST State current states “given by the Board”, but Board has not
SAVINGS developed its own competency exam in decades. Developing a
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competency exam could cost millions of dollars and require
additional FTEs.

STATUTE

351.259-Provisional License

DESCRIPTION

As applicants no longer have to wait to take a Board-issued exam
and as the Board has streamlined its licensing process, this
section of statute is no longer necessary to ensure timely
licensure of applicants.

RECOMMENDATION/COST
SAVINGS

Repeal

STATUTE

351.266 — Military Limited Volunteer License

DESCRIPTION

As the Legislature has streamlined military licensing and
registration provisions in Chapter 55, this section is no longer
necessary.

RECOMMENDATION/COST
SAVINGS

Repeal.

Subchapter G — License Renewal

STATUTE 351.306 — Renewal of Expired License by out-of-state
practitioner.
DESCRIPTION As originally written, this statute provided a way for out-of-state

practitioners to be re-licensed without taking the Texas-based
competency exam. Under current practice, it has been interpreted
to allow them to renew without taking the jurisprudence exam.
The jurisprudence exam is designed to ensure licensees know and
understand Texas law and no applicant should be exempt from
taking it.

RECOMMENDATION/COST
SAVINGS

Repeal.

Subchapter K — Disciplinary Powers of Board

STATUTE

351.501 — Disciplinary Powers of Board

DESCRIPTION

Under current statute, in order to impose sanctions (such as
increased continuing education or chart review) against a licensee
the Board must find willful intent, negligence, fraud. The
threshold for imposing an administrative penalty is not as high.
The Board would like to impose sanctions without having to find
the licensee guilty of one of the standards listed in statute.

RECOMMENDATION/COST
SAVINGS

The statute should be amended to allow for a violation of statute
to have discipline imposed similar to other health regulatory
agencies.




SUPPLEMENTAL SCHEDULES

SCHEDULE A - BUDGET STRUCTURE

Goal A: Licensure and Enforcement
Objective A.1 Manage Quality Program of Examination and Licensure, Enforce Statutes
Strategy A.1.1 Operate and Efficient & Comprehensive Licensure & Enforcement System
Outcome Measures
e Percent of Licensees with No Recent Violation - KEY
e Percent of Complaints Resolved Resulting in Disciplinary Action
e Percent of Documented Complaints Resolved within Six Months
Output Measures
e Number of New Licenses Issued to Individuals - KEY
e Number of Licenses Renewed (Individuals) - KEY
e Number of Complaints Resolved - KEY
e Number of Inspections Conducted - KEY
Explanatory Measures
e Total Number of Individuals Licensed — KEY
e Number of Jurisdictional Complaints Received — KEY
Efficiency Measures
e Average Time for Complaint Resolution (Days) - KEY

Strategy A.1.2 Texas.gov

Strategy A.1.3 National Practitioner Data Bank

Strategy A.1.4 Provide a Peer Assistance Program for Licensed Individuals
Explanatory Measures

e Number of Licensed Individuals Participating in a Peer Assistance Program

Goal B: Indirect Administration
Obijective B.1 Indirect Administration
Strategy B.1.1 Indirect Administration



SCHEDULE B — LIST OF MEASURE DEFINTIONS

Outcome Measures
Percent of Licensees with No Recent Violations

Definition The percent of the total number of licensed, registered, or certified individuals at the end
of the reporting period who have not incurred a violation within the current and preceding
two years (three years total).

Purpose Licensing, registering, or certifying individuals helps ensure that practitioners meet legal
standards for professional education and practice, which is a primary agency goal. This
measure is important because it indicates how effectively the agency’s activities deter
violations of professional standards established by statute and rule.

Source/Data Disciplinary action and licensee information is maintained in the shared HPC database.

Collection

Method of From the spreadsheet, the number of complaints resolved during the reporting period that

Calculation resulted in disciplinary action (numerator) is divided by the total number of complaints

resolved during the reporting period (denominator). The result should be multiplied by
100 to achieve a percentage. Disciplinary action includes agreed orders, reprimands,
warnings, suspensions, probation, revocation, restitution and/or fines on which the
board/commission has acted.

Data Limitations None
Calculation Type Non-cumulative
Target Attainment High

New Measure No

Key Yes

Percent of Complaints Resulting in Disciplinary Action

Definition The percent of complaints resolved during the reporting period, that were resolved within
a six month period from the time they were initially received by the agency.

Purpose The measure is intended to show the extent to which the agency exercises its disciplinary
authority in proportion to the number of complaints received. It is important that both the
public and licensees have an expectation that the agency will work to ensure fair and
effective enforcement of the act and this measure seeks to indicate agency responsiveness
to this expectation.

Source/Data All complaints and disciplinary action is maintained in the shared HPC database. Every

Collection quarter, a report is pulled showing status of the complaint and disposition and entered into
a spreadsheet.

Method of From the spreadsheet, the number of complaints resolved during the reporting period that

Calculation resulted in disciplinary action (numerator) is divided by the total number of complaints

resolved during the reporting period (denominator). The result should be multiplied by
100 to achieve a percentage. Disciplinary action includes agreed orders, reprimands,
warnings, suspensions, probation, revocation, restitution and/or fines on which the Board
has acted.

Data Limitations

The typical complaints do not result in disciplinary actions; thus, the percentages are low.

Calculation Type

Non-cumulative

Target Attainment High
New Measure No
Key No




Percent of Documented Complaints Resolved within Six Months

Definition The percent of complaints resolved during the reporting period, that were resolved within
a six month period from the time they were initially received by the agency.

Purpose The measure is intended to show the percentage of complaints which were resolved
within a reasonable period of time. It is important to ensure the swift enforcement of the
Texas Optometry Act, which is an agency goal.

Source/Data All complaints and disciplinary action is maintained in the shared HPC database. Every

Collection quarter a report is pulled showing status of the complaint and disposition and entered
into a spreadsheet.

Method of From the spreadsheet, the number of complaints resolved within a period of six months

Calculation or less from the date of receipt (numerator) is divided by the total number of complaints

resolved during the reporting period (denominator). The result should be multiplied by
100 to achieve a percentage.

Data Limitations

The Board has no control over the number of complaints received. Resolution of
complaints will vary depending on the complexity of the complaint.

Calculation Type

Non-cumulative

Target Attainment High
New Measure No
Key No

Output Measures

Number of New Licenses Issued to Individuals

Definition

The number of licenses issued to previously unlicensed individuals during the reporting
period.

Purpose

A successful licensing structure must ensure that legal standards for professional
education and practice are met prior to licensure. This measure is a primary workload
indicator which is intended to show the number of unlicensed persons who were
documented to have successfully met all licensure criteria established by statute and rule
as verified by the agency during the reporting period.

Source/Data
Collection

All applicants for licensure are entered into the agency's database. When the applicant
becomes eligible for a license, an entry is made in the database and the applicant
information in the database is automatically transferred to the licensing portion of the
database. Another entry is made in the database when the licensee fee is deposited, and
the license is then issued. A queried report is generated indicating all licenses issued for
the reporting period.

Method of
Calculation

The list of licensees on the queried report generated from the database is counted to
obtain the number of new licenses issued to individuals for the reporting period.

Data Limitations

The Board has no control over the number of applicants and subsequent license holders.

Calculation Type

Cumulative

Target Attainment

Higher than target

New Measure

No

Key

Yes

Number of Licenses Renewed (Individuals)

Definition The number of licensed individuals who held licenses previously and renewed their
license during the current reporting period.
Purpose Licensure renewal is intended to ensure that persons who want to continue to practice in

their respective profession satisfy current legal standards established by statute and rule

for professional education and practice. This measure is intended to show the number of
licenses that were issued during the reporting period to individuals who currently held a
valid license.
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Source/Data

Queried reports are generated from the database listing the names of licensees renewed

Collection during the reporting period. This list is used for calculation of the performance measure.
Method of The measure is calculated by querying a report in the database to give the total number of
Calculation licensees renewed to previously licensed individuals during the reporting period. The

number of expired licenses who reobtained a license is subtracted so that only renewed
licenses are counted.

Data Limitations

The Board has no control over the number of individuals choosing to renew a license.

Calculation Type

Cumulative

Target Attainment

Higher than target

New Measure No
Key Yes
Number of Complaints Resolved

Definition

The total number of complaints resolved during the reporting period.

Purpose The measure shows the workload associated with resolving complaints.

Source/Data Resolved or closed complaints are maintained in a complaint tracking system within the
Collection HPC shared regulatory database.

Method of Staff queries the HPC shared regulatory database on total complaints closed during the
Calculation reporting period and tallies those complaints by open/closed in spreadsheet.

Data Limitations

The complexity of some complaints may require further investigation and action by the
Board, which meets on a quarterly basis. Such infrequent meetings will affect the number
of complaints resolved within the target resolution date.

Calculation Type Cumulative
Target Attainment Higher than target
New Measure No
Key Yes

Number of Inspections Conducted

Definition

The total number of inspections conducted during the reporting period by agency staff and
contract personnel on-site and in the field.

Purpose The measure shows the workload associated with conducting inspections. The measure is
important in order to determine if the basic competence and adherence to the law is being
met by the licensees.

Source/Data The inspections are manually maintained in hardcopy list by the investigator.

Collection

Method of The total number of inspections conducted during the reporting period. Any deficiencies

Calculation noted during the inspection generate a complaint which is reported under complaints
received.

Data Limitations None

Calculation Type Cumulative

Target Attainment Higher than target

New Measure No

Key Yes
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Efficiency Measures
Average Time for Complaint Resolution

Definition

The average length of time to resolve a complaint, for all complaints resolved during the
reporting period.

Purpose

The measure shows the efficiency of the agency in handling complaints to ensure the public
is protected in a timely manner.

Source/Data
Collection

The date a complaint is received and the date the complaint is closed is entered into the HPC
shared regulatory database. A queried report is generated to find all complaints closed during
the reporting period in the database. The report is placed in a spreadsheet which is used to
calculate the number of days each complaint was open. The closing date is the date of final
board action in a disciplinary matter or the date the Executive Director finally reviews the
complaint and closes it based on the review.

Method of
Calculation

Using the spreadsheet from the queried report, the number of days open for each complaint
is totaled by subtracting the received date from the closed date to calculate total days open.
The days open for each closed complaint is then averaged.

Data Limitations

While most complaints can be resolved in the targeted time for resolution, some may require
investigation and input from the Board, which meets on a quarterly basis resulting in a delay
for resolution.

Calculation Type

Non-cumulative

Target Attainment

Lower than target

New Measure

No

Key

Yes

Explanatory Measures
Total Number of Individuals Licensed

Definition Total number of individuals licensed at the end of the reporting period.

Purpose The measure shows the total number of individual licenses currently issued which indicates
the size of one of the agency’s primary constituencies.

Source/Data A list of the total number of new licenses issued to individuals and a list of the total number

Collection of individuals renewed during the reporting period is downloaded from the database. The
totals of these two lists are added to get the total of individuals licensed.

Method of The total unduplicated number of individuals licensed, certified or registered that is stored

Calculation in the HPC shared regulatory database by the agency at the end of the reporting period. An

individual who holds more than one license, certification or registration is counted only once.
This measure includes individuals on “inactive status”. This measure may not reflect the total
number of licenses, certifications or registrations issued by the agency.

Data Limitations

The Board has no control over the number of licensees who wish to renew their license.

Calculation Type

Non-cumulative

Target Attainment

Higher than target

New Measure

No

Key

Yes

Number of Jurisdictional Complaints Received

Definition The total number of complaints received during the reporting period which are within the
agency’s jurisdiction of statutory responsibility.

Purpose The measure shows the number of jurisdictional complaints which helps determine agency
workload.

Source/Data The investigator receives and numbers all complaints received in a complaint tracking

Collection system within the HPC shared regulatory database. The number of complaints received

during the reporting period is maintained in the database and a report of all complaints
received is generated by the database for purposes of performance measure reporting.
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Method of
Calculation

The agency sums the total number of complaints received only relative to their jurisdiction.
It also keeps track of total number of complaints that are not in their jurisdiction but does not
use that figure in its calculation.

Data Limitations

The Board has no control over the number of complaints received.

Calculation Type

Non-cumulative

Target Attainment

Lower than target

New Measure

No

Key

Yes

Number of Licensed Individuals Participating in a Peer Assistance Program

Definition

The number of licensed individuals who participated in a Peer Assistance Program sponsored
by the agency during the fiscal year.

Purpose

This measure shows licensed individuals who continue to practice in their respective field
who are participating in a peer assistance program sponsored by the Board.

Source/Data
Collection

The Peer Assistance Program (Program) manually reviews records and reports to the
Optometry Board (Board) the total number of licensees who have a signed contract with the
Program and are being monitored by the Program during the reporting period (including the
number of program participants monitored by the Board). The term “licensees” refers to
optometrists licensed by the Board (including optometrists who have been subject to an order
reinstating their license) and includes licensure status of: active, inactive, suspended,
probation, or restricted. It does not include expired optometrists, applicants for licensure, or
potential applicants for licensure.

Method of
Calculation

The Board reports the total number of licensees reported by the Peer Assistance Program
each quarter. The 1st quarter’s report will include all licensees participating in the Program
carried forward from the prior fiscal year.

Data Limitations

The Optometry Board has no control over the number of licensed individuals who develop a
physical, mental, or chemical impairment who choose to use the Board’s PAP for assistance.
The Board does have the authority to order a licensee to use the program as part of a
compliance order.

Calculation Type Cumulative
Target Attainment | Higher than target
New Measure No

Key Yes
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SCHEDULE C — HISTORICALLY UNDERUTILIZED BUSINESS PLAN

The agency will continue to make a good-faith effort to include historically underutilized
businesses (HUB) in the categories of professional service contracts, other service contracts, and
commaodities contracts. The agency will continue to contact historically underutilized businesses
through the use of both the Comptroller of Public Accounts and the Department of Information
Resources portals. The agency follows the guidelines of the Comptroller and accepts the lowest
and best bid as well as consideration of availability of the purchase.

In FY 2024, the agency utilized HUB for 100 percent of professional service contracts and for 23
percent of commodity purchases (non-term contract). The agency's goal for Other Services was
not met in FY 2024, with one major purchase impacting this category. The agency received three
bids for this purchase and went with the one that provided the best value for the state.

For FY 2025, the agency utilized HUB for 100 percent of professional service contracts and for
7.5 percent of commodity purchases (non-term contract). The agency set its FY26 goals in
accordance with the Comptroller’s rules at the time of submission.

Unaudited

STATE AGENCY PROGRESS REPORT
(Source: Texas Government Code, Title 10, Subtitle D, Section 2161.124)

Agency Name: TEXAS OPTOMETRY BOARD Agency #: 514 Report for Fiscal Year: 2026
FY 2024 FY 2025 FY 2026
HUB Report Procurement Categories Agency-Specific| % of Dollars |Agency-Specific| % of Dollars |Agency-Specific
HUB Goal' | Spentw/HUBs’| HUB Goal' | Spentw/HUBs? | VetHUB Goal®

Heavy construction other than building contracts 11.20% N/A 11.20% N/A N/A
Building construction, including general contractors and operative builders contracts 21.10% N/A 21.10% N/A N/A
Special trade construction contracts 32.90% N/A 32.90% N/A N/A
Professional services contracts 23.70% 100.00% 23.70% 100.00% 0.00%
Other services contracts 26.00% 0.00% 26.00% 0.00% 0.00%
Commodities contracts 21.10% 23.20% 21.10% 7.47% 2.00%

' For each of the procurement categories listed, enter the agency-specific HUB Goals submitted in the prior State Agency Progress Report for Fiscal Year 2025.
2 For each of the procurement categories listed, enter the percentage of dollars the agency spent with HUBs as reflected in the Annual HUB Reports.

? Goals for FY 2026 should be established in line with the Veteran Heroes United in Business (VetHUB) program changes effective 12/2/25.

(/ i /
Prepared By: Approved by: | % m W
p y PP y: | AM \

Printed Name: DIANE FULMER Printed Name: ‘/ JFNICE McCOY EXECUT“ DIRECTOR
=
1
Phone Number: 512-296-8001 Phone Number: ‘\ } 512-305-8502
\J
(Rov. 12/25)
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SCHEDULE F - WORKFORCE PLAN

OVERVIEW

History: The Texas Optometry Board is charged with regulating the practice of optometry in the
State of Texas.

The agency was created in 1921 by the 37th Legislature under the name Texas State Board of
Examiners in Optometry. The 61st Legislature in 1969 changed the agency's name to Texas
Optometry Board. The enabling legislation for the Board is found in Chapter 351 of the Texas
Occupations Code.

Mission: “The Texas Optometry Board is committed to protecting the health, safety, and welfare
of Texans by upholding standards through the regulation of the profession.”

Goals & Objectives:
Goal: Licensure and Enforcement:
Objective: To manage a quality program of examination and licensure to ensure the initial and
continuing competency of optometrists, and to enforce the optometry statutes to ensure that the
public is protected from incompetent services, fraud and misrepresentation.
Strategies:
e Operate an efficient & comprehensive licensure & enforcement system
e Provide a peer assistance program for licensed individuals

Business Functions: The agency has two core functions — licensing and enforcement. As part of
the licensing function, the agency processes initial licenses and renews licenses which includes
continuing education monitoring. As part of the enforcement function, the agency investigates
complaints and inspects optometrists to ensure compliance with the Texas Optometry Act.

Finally, the agency must comply with statutory policies and mandates regarding accounting and
human resources and routinely respond to requests from ERS, CPA, State Auditor, DIR, etc. For
a small agency, hiring staff to handle these types of functions is burdensome and expensive so
other staff step in to cover these responsibilities.

Anticipated Changes: The agency does not anticipate changes to its mission or strategic goals
for the next five years, but does anticipate changes to its rules, policies, procedures, and
workforce as a consequence of evolving external changes including updated technology and
social changes.

Factors Expected to Result in Changes to the Agency: Key economic, environmental, and other
factors that may result in changes at the agency within the next five years:
e Staff turnover if compensation packages do not remain competitive with other regulatory
agencies or do not keep pace with cost-of-living increases;
e Additional requirements and reporting mandated by the Legislature or other state
officials;
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e Efforts by the Board and agency leadership to reassess agency operations, rulemaking,
communication, etc., in order to improve the delivery of services;

e Information technology advances; and

e Customer demand for more timely services and greater access to agency functions.

SUPPLY ANALYSIS

Workforce Profile: The Board has authorization for a total of six full-time employees, with one
exempt employee who serves as the agency head. Of the positions, 1.5 are vacant.

Diversity: The workforce diversity for the agency is:

Gender

Male 2
Female

Race/Ethnicity
Hispanic
White
Black

Age

0-30 0
31-50 1
51+ 4

Agency Tenure
Less than 2 years 0
2 years or more but less than 5 years 2
5 years or more but less than 15 years 1
15 years or more but less than 20 years 1
20 years or more 1

Other: Other relevant workforce data points:
e Return to Work Employees: 2 of 4.5
e Veterans—1o0f4.5
e FY25 Turnover Rate: 0%
e 1FTE transferred to HPC via GAA (7 to 6 FTE)

Workforce Skills Critical to the Board’s Mission and Goals: All agency staff must be proficient
in the use of computers and other standard office equipment, as well as typical software programs
used in office environments. All staff must have excellent customer service skills because all staff
interact with stakeholders and members of the public.
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Workforce Allocation:

Texas Optometry Board
Organizational Structure

As of September 2025

Board
|

Executive
Director

|
Executive
Assistant

Licensing

Specialist Investigator Accountant

DEMAND ANALYSIS

Future Workforce Analysis: The Board anticipates changes to its future workforce due to the
following factors:
e The trend of the Legislature and other state entities to place new mandates on the agency
e The need for more optometrists due to the projected increase of the state’s population
e Increasing use of automated or online technologies to enhance or improve agency
efficiencies and public access
e Turnover of staff caused by non-competitive compensation packages
e The trend among the workforce to work fully remote

Future Workforce Skills Needed: To continue to meet the Board’s workload, the agency must
cross-train its employees, establish automated procedures to streamline processes, improve
internal and external communications, and increase the use of technology throughout the agency.

GAP ANALYSIS

The agency’s current workforce is qualified and competent to undertake the two primary tasks of
the agency -- licensing and enforcement. The agency currently has systems in place to easily train
new or existing staff on these tasks. However, the agency does face a time-gap between the notice
of a vacancy and the filling of the vacant position. A period of at least a month and a-half is
required to replace an employee where the agency has only a two week notice of a vacancy
creation, and no matter how qualified the new employee is, additional training is always required.

As a small agency, the current workforce struggles with statutorily mandated requirements related
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to the financial side of the agency — purchasing, payroll, reporting, etc. Systems at other reporting
agencies are not designed to easily allow for training or access.

Gap Strategy: Retention of Staff

Telecommuting: In accordance with statute, the Board provides the option of a hybrid
telecommuting schedule for all positions. However, at a small state agency a fully remote schedule
is inherently limited because the office must be open each weekday.

Staff Training: The agency hopes to assist staff with improving their skills by sending them to
various training opportunities.

Gap Strategy: Succession Planning

Staff Procedure Manuals: Positions at the agency should develop training manuals which include
materials pertinent to each position including policies and procedures, as well as form letters,
checkilists, etc. These manuals should be updated as procedures change.

Cross Training: When possible, staff are provided cross training for other positions in the agency.
This is difficult to achieve because of the nature of each position and the small size of the agency.

Gap Strategy: Online Services

Enhanced Use of Board Website: The Board’s website should be a powerful tool to increase
efficiency and customer service. Agency staff works to make the website a comprehensive source
of information easily accessible by the public at any time.

Gap Strategy: Reporting Requirements
Annual Checklists: The agency routinely updates its lists of reports required throughout the fiscal
year by various entities to ensure it does not miss required deadlines.

Training: The agency encourages staff to make use of the Comptroller’s training resources to
ensure the agency complies with payroll, purchasing, and contracting requirements.
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SCHEDULE H - REPORT ON CUSTOMER SERVICE

REPORT ON CUSTOMER SERVICE
JUNE 2026

Texas Optometry Board
1801 Congress Avenue, Suite 9.300
Austin, Texas 78701
512.305.8500
www.tob.texas.gov
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http://www.tob.texas.gov/

INTRODUCTION
The Texas Optometry Board is the state agency authorized to regulate the practice of optometry.
The Board’s core duties are licensing and enforcement.

CUSTOMERS

The Board considers anyone who contacts the agency seeking information or assistance to be a
customer. The Board’s primary customers for purposes of its licensing and enforcement strategy
are its applicants, licensees, complainants and other stakeholders. The first question of the survey
attempts to identify customers.

SURVEY PROCESS

The Board conducted an online customer service survey from January through May 2026. The
Board sent survey invitations via email to its licensee population, active applicants, and
complainants who filed a complaint within the last two years. Additionally, a link to the survey
also was included on the Board’s website and in the signature line of each Board employee’s email
for the five-month period.

The TOB received 12 responses to its request for feedback.

Which category best describes you?

12 responses

@ | am an applicant for a license
@ | am currently licensed

| have filed a complaint against a
licensee

SURVEY ANALYSIS
The survey reflects an overall neutrality about customers’ level of satisfaction with the Board, with
most areas trending satisfied. The following are summary statements about the results:

e Exactly 66.7% of customers who took the survey identified themselves as licensees.

e With regard to the statutorily required questions for evaluation, the majority of
customers expressed an overall neutrality and/or satisfactory experiences.

e Based upon the survey responses received, the TOB will continue to look for ways
to continuously improve customer service experiences.

20



SURVEY RESPONSES

STAFE

How satisfied are you with the agency staff's courtesy and friendliness?

Ak
L

12 responses

How satisfied are you with the agency staff knowledgeability?

o2

12 responses

@ Very Satisifed
@ Satisifed

@ Neutral

@ Unsatisfied

@ Very Unsatisfied
@ Not Applicable

@ Strongly Agree
® Agree

@ Neutral

@ Disagree

@ Strongly Disagree
@ Not Applicable

How satisfied are you with identification of staff members for accountability

purposes?

12 responses
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@ Very Satisfied
@ Satisfied

@ Neutral

@ Unsatisfied

@ Very Unsatisfied
@ Not Applicable



COMMUNICATION

How satisfied are you with agency communications including toll-free numbers,
average time spent on hold, call transfers, letters, and e-mail?

12 responses

@ Very Satisifed

@ sSatisfiled

@& Neutral

@ Unsatisfied

@ Very Unsatisfied

@ Not Applicable

How satisfied are you with agency communications including access to a live
person?

12 responses

@ Very Satisfied
@ Satisfied

@ Neutral

@ Unsatisfied

@ Very Unsatisfied

‘v T

How satisfied are you with the agency's ability to timely serve you, including the
amount of time you wait for service in-person?

@ Very Satisfied
@ Satisfied

@ Neutral

@ Unsatisfied

@ Very Unsatisfied

SERVICE

12 responses

@ Not Applicable

22



WEBSITE

How satisfied are you with the agency's Internet site, including ease of use,
mobile access, and information of the location of the site and the agency?

12 responses

@ Very Satisfied
@ Satisfied
@ Neutral

@ Unsatisified
@ Very Unsatisfied
@ Not Applicable

How satisfied are you with the agency's Internet site, including information
provided by the site and a listing of services/programs and complaint
information?

12 responses

@ Very Satisfied
@ Satisfied

@ Neutral

@ Unsatisfied

@ Very Unsatisfied
@ Not Applicable

PRINTED INFORMATION

How satisfied are you with any agency brochures or other printed information,
including the accuracy of that information?

12 responses

@ Very Satisfied
@ Satisfied

@ Neutral

@ Unsatisfied

@ Very Unsatisfied
@ Not Applicable
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COMPLAINT PROCESS

How satisfied are you with the agency's complaint handling process, including
whether it is easy to file a complaint and whether responses are timely?

12 responses

FACILITIES

@ Very Satisfied
@ Satisfied

@ Meutral

@ Unzatisfied

@ Very Unsatisfied
@ Option 6

How satisfied are you with the agency's facilities, including your ability to access

the agency, the office location, signage, and cleanliness?

12 responses

OVERALL SATISFACTION

Please rate your overall satisfaction with the agency.

12 responses
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@ Very Satisifed
@ Satisfied

@ Neutral

@ Unsatisfied

@ Very Unsatisfied
@ Not Applicable

@ Very Satisfied
@ Satisfied

@ Meutral

@ Unszatisfied

@ Very Unsatisfied
@ Mot Applicable



PERFORMANCE MEASURE INFORMATION

Outcome Measures
* Percentage of Surveyed Customer Respondents Expressing Overall Satisfaction with Total
Services Received: 66.7% percent

Output Measures
* Total Customers Surveyed: 5,760
* Response Rate: .003% percent

Efficiency Measures
* Cost per Customer Surveyed: $0.00
* The TOB used an online email platform to regularly contact its licensees and other
stakeholders. While the agency pays for the platform, it did not incur additional costs to
distribute the survey

Explanatory Measures

* Total Customers Identified: 5,760
* Total Customer Groups Inventoried: 4
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SCHEDULE I - CYBERSECURITY TRAINING CERTIFICATION

CERTIFICATE

Texas Optometry Board

Pursuant to the Texas Government Code, Section 2056.002(b)(12), this is to certify that the agency
has complied with the cybersecurity training required pursuant to the Texas Government Code,
Sections 2063.103 and 2063.104.

Chief Executive Officer Board Chair
/1
O Med Qoo
arfic uMcCoy ( Ronald Hopping, O.D., M.P.H.
Executive Director Chair

[p-1- 202 /i

Date Date




SCHEDULE J — ARTIFICAL INTELLIGENCE CERTIFICATION

CERTIFICATE

Texas Optometry Board

Pursuant to the Texas Government Code, Section 2056.002(b)(12), this is to certify that the agency
has complied with the artificial intelligence training required pursuant to the Texas Government
Code, Sections 2063.103 and 2063.104.

Chief Executive Officer Board Chair
|
Ory N
( Xowar OV Loy ) &P ’L 6
Janjc¢ McCoy Ronald Hopping, O.D., M.P.H.
Executive Director Chair
b -0 5//4/% <y

Date Date
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