
Agency 5-Year Plan

System development and new continuous improvement ideas are required.  

The essential first step is for the agency in FY18 to replace its aged system of roughly 25-years with a modern day e-Licensing system.  The agency 

has the appropriations and a plan to accomplish this.  When the system goes live, 18 of 30 agency processes involving client services will be realized 

online. 

In the beginning, getting customers to migrate to the new platform is anticipated to be slow, so directed efforts to incrementally grow and increase 

user numbers will be necessary.

Also with time, system expansion to realize the remaining 12 of 30 agency processes plus development of other service improvements is planned.  This 

is coupled with technology improvements and replacing aging equipment.   These enhancements require new appropriations. A plan exists to request 

the additional appropriations over a five (5) year window in the state's budgeting process.  If increased appropriations cannot be gained in the budget 

process, the agency may review and consider legislative changes.

Regardless of funding, the agency through its daily use of the new e-Licensing system will look to organically identify, realize, and operationalize 

continuous improvement opportunities that enhance agency performance.

Issue 1 TECHNOLOGY LIMITS

The agency's licensing system does not connect the broad array of participant groups to a central system or provide for essential 

licensing processes online. Rather, numbers of reports, tools, and business processes are handled through secondary or tertiary network 

systems or manual processes.  

Additionally, the agency has no capital replacement schedule for its essential equipment, in this case computers and supporting 

hardware and services, and with this completes its daily operations on aged units.  Also without a replacement schedule to provide 

funding on new technology platforms to augment traditional platforms, the agency lacks the equipment needed to modernize and better 

utilize system capabilities. In this instance, integrating mobile solutions into daily standard work.  

Collectively, these gaps impact the speed of business, agency performance, and economic opportunities.

Description:

Solutions:

Persistence, a commitment to AMS teachings, plus leveraging and developing talent is needed to improve processes plus optimize resources and 
physical assets.

The essential first step in orienting agency staff on the necessary flight path to accomplish this is to grow agency AMS maturity to a Level 3.  AMS 
maturity is measured using standardized rating scales defined by and against 17 performance categories.  Functional competence is achieved at a 
rating of 3 across all 17 categories.  The state's GTO Office is committed to work with the agency to ensure it has a developed plan to achieve this 
necessary first step by the close of December 2017.

Armed with AMS tools and techniques, agency staff will commit to standard work processes to drive for consistency in performance, which in and of 
itself will lead to immediate improvements.  From there, staff can further leverage what is paradigm breaking approaches to problem solving 
(intermediate PDCA methodology, 5 Why, 4-Box) to pursue breakthrough projects and explore the reaches of what new levels of performance can be 

achieved.  Along the way, employees will be provided a risk-safe environment in which to seek ancillary and supporting continuous improvement 
opportunities for even more service improvement wins.

Realizing employees are its most essential resource and the key to future sustained successes, agency leadership will further leverage information 
garnered in the 2017 Statewide Employee Engagement Survey and 1:1 coaching sessions to realize new opportunities to grow employee skills and job 
satisfaction.

Issue 2 GROW AGENCY PERFORMANCE USING AMS

Using the crawl, walk, run analogy, agency first steps in implementing the Arizona Management System (AMS) were unrefined. With 
this, agency performance lags compared to growth potential.

Description:

Solutions:
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To set safety policy, enforce laws, and protect children and families, innovative solutions and mobilizing partnerships are needed.

Of these, partnerships will remain the primary focus as the agency knows from years of experience, collaborative processes and engaging external 

perspectives and inputs are the key to developing solutions.  The agency will remain committed to its longstanding friends, all the while looking to 

create new friends as improvement opportunities arise. 

To go along with this, the agency will be proactive in engaging partners and developing new partnerships based on pursuing Arizona Management 

System improvements, steering leading edge mitigation or improvement strategies against emerging trends, and solving problems.

In FY18, agency objectives are to:

- Actively participate on the Governor’s initiative to reduce the incidence of wrong way drivers on Arizona’s freeways,

- Conduct a breakthrough project targeting reducing the sale of alcohol to persons under 21,

- Leverage partnerships to grow and enrich youth outreach and education programs targeting abstinence of alcohol, and

- Grow the Audit Unit’s impact on reviewing Hotel–Motel and Restaurant series licensee compliance with applicable liquor laws.

Issue 3 SECURING PUBLIC SAFETY

The number of licensed businesses compared to agency staff makes securing public safety challenging.  At FY17 close, there were 

12,871 active licenses and 35 employees.

Description:

Solutions:

Resource Assumptions

FY2020 Estimate FY2021 Estimate FY2022 Estimate

Full-Time Equivalent Positions 45.2 45.2 45.2

General Fund 0.0 0.0 3,735.4

Other Appropriated Funds 3,760.5 3,768.4 3,768.7

Non-Appropriated Funds 983.6 983.6 983.6

Federal Funds 0.0 0.0 0.0
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