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TO:  Government Operations and Audit Committee 
FROM:   Jim Terwilliger, Department Secretary 
DATE:   November 15, 2019 
SUBJECT: 2019 Performance Measures 
 
The Department of Revenue’s Strategic Plan, referred to as Revenue 2020, centers around a 
vision, values, and strategic directions aimed at managing and measuring performance to 
provide quality service to the State of South Dakota. We are currently in the third and final year 
of this plan before we review and develop the next strategic plan for the Department. 
 
The values the Department still believes are critical to success are professionalism, 
dependability, accountability, and public service. The vision ‘to create an open and collaborative 
environment that provides professional customer service, contributes to a favorable economic 
climate, and is accountable to the citizens of South Dakota’ drives our work. The four strategic 
directions of Revenue 2020 are: 

• Employees: Engaging and Developing our Team 
• Resources: Managing Resources to Maximize Return on Investment 
• Insights: Leveraging Information through Data Analytics to Support Decision Making 
• Partnerships: Developing and Strengthening the Department’s Relationships 

In the last year, we completed a number of large projects and initiatives, including implementing 
the US Supreme Court Ruling South Dakota v. Wayfair and the Marketplace provider legislation. 
We also launched a new customer friendly website and a new SD Lottery system. 

In this final year of Revenue 2020, our focus lies with Engaging and Developing our Team and 
Leveraging Information through Data Analytics to Support Decision Making to include: 

• Employees: Develop criteria for employees to work alternative/flexible schedules 
• Employees: Increase training opportunities for employees 
• Insights: Development of data standards 
• Insights: Increase access to department data 
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0%

10%

20%

30%

40%

50%

60%

70%

80%

90%

100%

0

2,000

4,000

6,000

8,000

10,000

12,000

JAN, 2016

M
AY, 2016

SEP, 2016

JAN, 2017

M
AY, 2017

SEP, 2017

JAN, 2018

M
AY, 2018

SEP, 2018

JAN, 2019

M
AY, 2019

SEP, 2019

AB
AN

DO
N

ED
CA

LL
RA

TE

# 
OF

CA
LL

S

DEPARTMENT OF REVENUE CALL CENTERS
TOTAL CALLS ABANDONED RATE

0

5

10

15

20

25

-

5,000 

10,000 

15,000 

20,000 

25,000 

30,000 

35,000 

40,000 

45,000 

NOV, 2017 FEB, 2018 MAY, 2018 AUG, 2018 NOV, 2018 FEB, 2019 MAY,2019 AUG,2019

AV
ER

AG
ET

UR
NA

RO
UN

D
(B

US
IN

ES
S

DA
YS

)

# 
OF

TI
TL

ES

2017 TO PRESENT: TITLE TURNAROUND
TITLES ISSUED TITLES RECEIVED TURNAROUND TIME (BUSINESS DAYS) TURNAROUND TIME (TRENDLINE)

5. Ensuring Customer Service2. Increase Voluntary Compliance

2,978

2,678

REMOTE SELLER LICENSES
CURRENTLY ACTIVE

ACTIVE SINCE
NOVEMBER 1ST

STREAMLINE
SALES TAX

TOTAL NON-
NEXUS FILERS 8,973

6. Title Turnaround Efficiency

0

2,000

4,000

6,000

8,000

10,000

12,000

14,000

2011 2012 2013 2014 2015 2016 2017 2018 2019 2020 2021

# OF LICENSES FILING

ACTIVE LICENSES 1% / YEAR GOAL

Instant and Online Retailer Saturation

580

600

620

640

660

680

INSTANT AND ONLINE RETAILERS
RETAILERS 5% GOAL

25 32 31 31 36 26 40 42 50 47 51

523

714

586

499

555

404

510

775

560

636

579

0

10

20

30

40

50

60

70

80

90

0

100

200

300

400

500

600

700

800

2009 2010 2011 2012 2013 2014 2015 2016 2017 2018 2019

CALENDAR YEAR

BUSINESS PARTNER EDUCATION AND OUTREACH

CLASSES ATTENDEES

$0

$5

$10

$15

$20

$25

$30

$35

$40

FY14 FY15 FY16 FY17 FY18 FY19 FY20 YTD FY21

M
IL

LI
ON

S

INSTANT TICKET SALES

5% GROWTH SALES

$0.0
$1.0
$2.0
$3.0
$4.0
$5.0
$6.0
$7.0
$8.0
$9.0

FY14 FY15 FY16 FY17 FY18 FY19 FY20 YTD FY21

M
IL

LI
ON

S

INSTANT TICKET GENERAL FUND REVENUE

5% GROWTH REVENUE TRANSFERS




