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CONSTRUCTION CONTRACTORS BOARD 
 
The Construction Contractors Board (CCB) was created in 1971 as the Builders Board and is responsible for safeguarding 
the security and property of the citizens of Oregon by preventing and resolving construction contracting problems, and by 
ensuring contractors’ compliance with the law.  The board’s programs listed below work together to hold construction 
contractors accountable for their business practices.  The board administers the Oregon Construction Contractors Law 
that provides for licensing of all residential and commercial construction contractors and subcontractors, investigation and 
adjudication of complaints filed against licensees, and assessment of civil penalties against contractors who are not 
licensed. The board tests applicants on a 16-hour course in construction laws and business practices.  The board also 
tests and licenses home inspectors, engages in education activities aimed at preventing construction problems and 
publishes pamphlets that explain its role in helping citizens resolve problems. 
 
 
 
AGENCY PROGRAMS: 
 

 Education Section 
 

 Licensing Section 
 

 Dispute Resolution Section 
 

 Enforcement Section 
 

 Field Investigator Section 
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Administration & Board 6.5%

Information Systems 12.1%

Administrative Services 9.0%

Education 6.3%

Dispute Resolution 14.5%

Enforcement 18.2%

Field Investigations 14.1%

PROJECTED BUDGET DISTRIBUTION BY PROGRAM - 2013-2015
TOTAL BUDGET $15,944,713

Administration & Board 6.5%

Information Systems 12.1%

Administrative Services 9.0%

Education 6.3%

Licensing/CSU 19.3%

Dispute Resolution 14.5%

Enforcement 18.2%

Field Investigations 14.1%

Licensing /CSU 19.3%



AGENCY SUMMARY 
 
 

 
___ Agency Request                                                X Governor’s Balanced Budget                                    ___ Legislatively Adopted                    Budget Page 36 
 
2013-15 107BF02 

 
 
  

Administration  3

Administrative Services 7

Information Technology   7

Education   5

Licensing/Customer Service  18Dispute Resolution  10

Enforcement   13

Field Investigations  12

BUDGET DISTRIBUTION BY POSITION
75 POSITIONS
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MISSION AND GOALS 
 

Statutory Authority:  ORS Chapter 701 and OAR Chapter 812 
 
Mission: 
“The Construction Contractors Board protects the public’s interest relating to improvements to real property.  
The Board regulates construction contractors and promotes a competitive business environment through 
education, contractor licensing, dispute resolution, and law enforcement.” 
 

Vision Statement: 
“A fair, honest, and competitive construction industry in Oregon providing improvements to real property in a manner that ensures consumer rights.” 

 

Goals and Objectives 
1. Protect Oregon consumers of construction related services. 
a. Licensing:  To efficiently maintain and share requested public records for licensed contractors. 
b. Contractor Education:  To ensure that all licensed contractors have an adequate level of business competency. 
c. Consumer Education:  To educate consumers of their rights and responsibilities and the services and authority of the CCB. 
d. Enforcement:  To provide timely and effective investigations of unlawful acts and sanction appropriately. 
e. Dispute Resolution:  To hold contractor financially accountable for their business practices. 
 

2. Provide excellent customer service to all who wish to use our services. 
a. Dispute Resolution:  To efficiently process claims. 
b. Dispute Resolution:  To maximize participant’s perception of fairness given the requirements of due process under the law. 
c. Information Technology:  To facilitate public access to Construction Contractors Board information as efficiently as possible. 
d. Information Technology:  To provide and maintain appropriate equipment and technology for the efficient operation of CCB.  
e. Human Resources:  To empower staff with knowledge to do their jobs well within a changing industry, legal, and work environment. 
f. Human Resources:  To hire the best applicants possible and manage and motivate to the highest level of professionalism possible. 

 

3. Regulate in a manner that supports a fair, honest, and competitive business climate in the construction industry.  
Licensing:  To efficiently license and renew all construction firms required by law in a business friendly manner. 
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TWO YEAR PLAN 

 

Description Customers Funding 

2013-15 
Estimated 
Program 

Expenditures FTE 

Workload 
(See 

Environmental 
Factors) 

1. Consumer & Contractor Education:  The Agency works to 
educate Oregon homeowners and home buyers about their 
rights and responsibilities when contracting for improvements 
to real property and how the CCB can help them choose and 
work with contractors to help them avoid problems on their 
construction project.  The CCB provides information to 
consumers via publications, telephone (staff and automated 
phone system), speeches and presentations, home shows, 
web site content, press releases, partnerships with other 
agencies and organizations, and other public outreach 
activities.  Additional resources are needed to properly reach 
Oregon consumers.  Preventing problems can help Oregon’s 
economy by improving customer confidence and is much more 
cost effective than resolving construction disputes. (See 
consumer education plan.) 

All Oregon 
Homeowners 
and 
Contractors 

State “Other Funds” 
Contractor License 
Fees 

$1,036,896 5.0 
 

 

3. Licensing:  “Contractors” includes any independent business 
that arranges or performs any type of improvements attached 
to real estate—construction, remodeling, or repair.  To become 
licensed, applicants must supply a surety bond, show evidence 
of liability coverage, take the required contractor education, 
pass a test, certify that they are in compliance with independent 
contractor and employer statutes, and pay the license fee. 

All Oregon 
Homeowners 
and 
Contractors 

State “Other Funds” 
Contractor License 
Fees 

$3,176,522 18.0  

4. Law Enforcement:  Civil penalties or license suspensions are 
assessed against contractors for a number of common 
violations of Oregon law, such as working while not licensed or 
failure to carry workers’ compensation insurance on 
employees.   

CCB 
Licensees 

State “Other Funds” 
Contractor License 
Fees 

$2,995,476 
 
 

13.0  

5.    Field Investigations Section: Special Investigations Unit 
works with Department of Justice and local criminal law 
enforcement agencies to curb construction fraud. 

Consumers, 
Contractors 

State “Other Funds” 
Contractor License 
Fees 

$2,320,671 
 

12.0  
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TWO YEAR PLAN (continued) 

 

Description Customers Funding 

Expenditure 
Per Biennium 

11-13 FTE 

Workload 
(See 

Environmental 
Factors) 

6. Dispute Resolution (Claims):  The agency investigates claims 
against contractors arising from construction work on 
residential and small commercial structures.  In most of these 
claims, the agency is able to assist the parties to these claims 
to settle their dispute. Where this is not possible, the agency 
may award damages to the claimant.  A claim arising from work 
on a large commercial structure must be decided in court.  The 
agency bases its decision on the court judgment.  If necessary, 
it resolves the claim through arbitration or a contested case 
hearing.  A party may request  an administrative contested 
case hearing instead of arbitration.  Damages may be paid 
from a contractor's bond if the contractor fails to pay the award. 

Consumers, 
Contractors, 
Government 
Agencies  

State “Other Funds” 
Contractor License 
Fees 

$2,386,506 10.0  
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LONG-TERM PLAN – 2011-2019 
 
The Agency has three primary goals: 
 

 Promote consumer confidence in Oregon’s construction industry. 

 Protect Oregon consumers of construction related services. 

 Provide excellent customer service to all who wish to use our services. 

 Regulate in a manner that supports a fair, honest, and competitive business climate. 
 
CCB will continue to work to achieve the above, maximizing available technology to improve service and reduce cost to 
our customers.  An increase in consumer education activities, coupled with a robust set of programs designed to protect 
Oregonians from construction fraud, will be achieved. 
 
CCB will continue to partner with other state agencies, such as Department of Human Services, Department of Energy, 
Department of Revenue, Department of Employment, and Department of Consumer and Business Services to ensure that 
its mission is achieved in an efficient and effective manner.   
 
The synergy developed by the agency’s partnerships is a significant benefit to the combined mission of the agency and its 
partners.  An example of such a partnership is the Interagency Compliance Network (ICN) established under HB 2815 
(2009) with Department of Revenue, Employment Department, Department of Consumer and Business Services, Bureau 
of Labor and Industry (BOLI) and Landscape Contractors Board.  The ICN was created by the Legislature to help address 
the violation of independent contractor law, and the “underground economy”.   
 
Automation of agency services will continue to be developed and implemented to facilitate customer needs and improve 
customer satisfaction in a manner that utilizes proven and reliable technologies. 
 
The agency will strive to increase its visibility to facilitate the public’s use of the agency’s resources to prevent and solve 
problems when dealing with a CCB licensee.  The agency will continue to develop programs and allocate resources to aid 
in reducing the number of contractors filing bankruptcy and thereby damaging consumers. 
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AGENCY PROGRAMS 
 
Consumer Education:  Education Section 

 This activity prepares consumers to intelligently engage qualified contractors to provide the construction services that they 
may require, thereby allowing the market to reward contractors that provide good service and punish those that provide 
poor service.  The agency provides consumer education by attending numerous statewide construction trade shows, 
mailing printed information, processing news releases, answering and responding to several hundred phone calls per day, 
and ensuring the agency’s website (which receives over a thousand inquiries per day) is up-to-date and available to the 
public at all times. 

 
Contractor Education:  Education Section 

 This activity ensures that new contractors receive training and are tested in basic construction business practices, 
federal/state regulations that impact construction contractors and that all contractors have access to important information 
about laws that affect their businesses. New contractors must take 16 hours of instruction, and pass a competency test. 
Contractors receive important information from the CCB blog, speeches at trade events and the agency web site. 

 
Continuing education mandated by HB 3242 and HB 2654 (2007) adds a new dimension to the agency’s education 
program. Effective October 2010 contractors are required to demonstrate compliance with additional continuing education 
training requirements. Renewing residential contractors must take 16 hours of continuing education every two years. CCB 
provides three hours of low cost continuing education credits and the industry trade groups and organizations provide the 
balance as elective courses. 

 
Contractor Licensing:  Licensing Section 

 This activity ensures a measure of contractor financial accountability and redress for persons harmed by contractors.  
Identification of owners and officers of construction businesses allows the agency to hold a business owner accountable 
for their company’s business activity. Currently there are 36,000+ licensed contractors. Licensed contractors have posted 
a surety bond, have liability and property damage insurance, and must complete 16 hours of education on CCB laws and 
rules and must pass a test. Identifying and tracking the individuals that operate the construction business in Oregon is a 
vital and important part of the agency’s regulatory efforts. 
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Damages Recovery (Bond Payments):  Dispute Resolution Section 
 This activity, the issuance of final orders requiring a contractor to pay, makes possible recovery of monetary damages by 

persons harmed by contractors. The agency issues over a thousand final orders per year that require a contractor to pay 
damages. Payment comes from the contractor’s license bond if the contractor is unwilling, or unable, to pay.  Owners of 
debtor construction companies are prevented from starting new construction businesses until the past debts are paid. 

 
Dispute Resolution:  Dispute Resolution Section 

 This activity provides a process designed to resolve two-party construction disputes. It is available to persons alleging that 
contractors have breached a contract or performed improper work. This service employs several alternative dispute 
resolution techniques to resolve disputes and keep disputes out of the court system. A majority of disputes are resolved 
with agency assistance, on a voluntary basis. Approximately 2,000 claims are resolved each year without CCB ordering 
the contractor to pay monetary damages. 

 
 Job Site Investigations:  Field Investigator Section 
 This activity provides a deterrent to unlicensed construction activity by performing random and assigned unannounced 

inspections of construction jobsites throughout the state. Investigators determine the CCB license status of all contractors 
working at a jobsite and determine compliance with other important CCB regulations. The Agency will perform 
approximately 10,000 jobsite inspections during the 2013-15 biennia. 

 
Law Enforcement:  Enforcement Section 

 This activity enforces laws relating to contractor licensing and business practices by the imposition of formal 
administrative warnings, civil penalties, probation, and license suspension and revocation.   
 
The Enforcement Program works with the Field Investigator Section to provide an effective deterrent to unlawful activity in 
the construction industry.  It will process 4,000 complaints, issue 1,500 civil penalties, suspend and revoke or refuse to 
issue 700 contractor licenses, and issue 1,300 formal written administrative warnings per fiscal year. During the 2013-15 
biennium the section will issue fines to construction businesses for violating a variety of CCB regulations.   
 
Because the agency operates exclusively on ‘Other Funds’ (CCB License Fees), the agency is a net benefit to the State 
General Fund.  As a result of collection efforts on penalties issued, the agency will transfer approximately $1,000,000 to 
the General Fund during the 2013-15 biennia.  
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ENVIRONMENTAL FACTORS 
 
The following factors have affected the Construction Contractors Board during the 2011-13 biennia, and will continue through the 
2013-15 biennia: 

 
Economy:  

Oregon has suffered drastically during the economic recession that started early in 2009.  Perhaps hardest hit has been the 
construction market, with new housing starts dropping dramatically due to changes in the banking industry.  In addition, because 
homeowners are unsure of their own continued employment they are not entering into remodeling contracts at the same level as 
previous biennia.   

 
Affect on CCB: 

Due to the current economic conditions, fewer contractors are able to renew their license to work as a construction contractor. 
During the 2009-10 FY 73% of license contractors chose to renew their license, rather than the 75% that were projected. For the 
fiscal year ending 6/30/12, the percentage has risen to over 74%; however, due to the continued reduction of licensees for the 
past three years, some of the percentage increase is due to lower overall numbers of licenses issued.  
 

Statutory Changes to ORS 701: 
Significant changes to ORS 701 during each biennium have increased regulations for Oregon’s licensed contractors, as well as 
added workload to CCB’s Licensing, Education, Enforcement and Field Investigation program areas.   
 

Affect on CCB: 
Changes to ORS 701 included: 

 
 Restructuring the two-year license, eliminating the previous license category types and creating residential and 

commercial endorsements with a continuing education requirement based on the selected endorsement. 
 Requiring Lead Base Paint Renovators to be licensed with the Construction Contractors Board. 
 Requiring Locksmiths to pass a test and be certified with the Construction Contractors Board. 
 Requiring Construction Contractors Board to develop and implement a residential continuing education program for 

residential contractors. 
 
These significant additions to CCB’s workload required the agency to redesign its licensing database to accommodate the license structure and  
add new databases for Lead Base Paint activities, Home Inspectors, Locksmith programs and Residential Continuing Education programs. 
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AGENCY INITIATIVES 
 
The Construction Contractors Board strategic initiatives through 2015 are: 
 

1. Find and stop contractors that are operating illegally. 
 

2. Educate consumers and contractors on their rights and responsibilities as well as the role and authority of the 
CCB. 

 
3. Develop improved methods to ensure contractors understand how to operate in a lawful and responsible 

manner. 
 
4. Improve efficiency in order that contract disputes and enforcement actions are opened, processed and resolved 

within reasonable time limits. 
 
5. Improve the value, speed, accuracy, thoroughness and cost effectiveness of information delivered to 

consumers, contractors and other customers of the CCB. 
 
6. Develop and implement methods of processing the workload without increasing staff and without decreasing 

service to our customers. 
 
7. Provide information to legislators and other policymakers to enable them to monitor agency performance. 
 
8. Develop and maintain a comprehensive continuing education system for all construction contractors. 

  



AGENCY SUMMARY 
 
 

 
___ Agency Request                                                X Governor’s Balanced Budget                                    ___ Legislatively Adopted                    Budget Page 45 
 
2013-15 107BF02 

2013 PROPOSED LEGISLATIVE CONCEPTS 
 

LC No. CCB No. DESCRIPTION Outcome 
Sought 

LC 697 
SB205 

915-001 Residential Contract Requirements: (Streamlining)  
The agency proposes to retain the crux of the law -- requiring a contract for jobs over $2,000.  
Also, the law would authorize the agency (as it does now) to adopt rules requiring standard 
contractual terms.  This is adequate, and flexible, authority to address issues regarding 
notification and education of consumers.  Broadly delegating rulemaking authority, rather than 
trying to anticipate specific issues, makes a law that will serve well in the future and not require -- 
as this law has done -- continual statutory refinements. 

 

LC 698 
SB206 

915-002 Notice of Defect Exemption for CCB Complaints:  (Streamlining) 
Amend ORS 701.600 to exclude from the court/arbitration notice requirements those matters that 
are processed by the board, as described above. Create an exemption from providing a Notice of 
Defect for matters already (i) submitted as a complaint to DRS and (ii) where the contractor had 
an opportunity to mediate and inspect the property. 

 

LC 701 
SB207 

915-005 Identity of Individuals/Principals in Limited Partnerships (Housekeeping)
When a business entity applies for a contractor's license, it is required to provide certain 
information about its first and second tier principals.  This enables the Construction Contractors 
Board (CCB) to search its database and determine whether those principals were involved with 
another business that has (1) owes a construction debt or (2) has been disciplined.  CCB can 
also determine, if necessary, whether the individual has a criminal record. ORS 701.046(1)(i) 
addresses the second tier of principals.  It applies to all business entities except limited 
partnerships. This appears to be an oversight (ORS 701.046(1)(i)(B) refers to limited 
partnerships) specifically includes limited partnerships. 
In addition ORS 701.046(1)(i)(B) and (G) duplicate the same language.
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CRITERIA FOR 2013-2015 BUDGET DEVELOPMENT 
 
The CCB budget request is based upon the following criteria: 
 

 Efficiently implement all past legislative mandates. 
 
 Provide funding to: 

o Provide sufficient revenue and spending authority to operate CCB programs at current service level. 
o Provide funds and spending authority for staffing needs of the agency. 
o Provide staff to effectively develop and implement legislatively-mandated continuing education.  
 

 Emphasize the following primary goals: 
o Protect Oregon consumers of construction related services. 
o Provide excellent customer service to all who wish to use agency services. 
o Regulate in a manner that supports a fair, honest, and competitive business climate in the construction 

industry. 
 
 
This forms the basis for specific measurable outcomes which will gauge the progress the agency will make toward 
achieving these goals and thereby improve our service to our clients and customers (see Performance Measures). 

 
 

Increase public access to information through electronic data interchange and electronic commerce coupled with 
adequate funding for consumer education are key elements of the agency’s plan to meet its planned objectives.
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CONSTRUCTION CONTRACTORS BOARD 
 

Annual Performance Progress Report (APPR) for Fiscal Year (2011-2012) 
 

Proposed KPM’s for Biennium (2011-2012) 
 

Original Submission Date:  2012 
Finalize Date: 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

DRAFT 
8/30/12 
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CONSTRUCTION CONTRACTORS BOARD 
 

2011-2012 
KPM # 2011-2012 Approved Key Performance Measures (KPMs)  

1 Tested Contractors – Reduce the percent of CCB tested contractors that have a final order for damages that remain unpaid after 60 days, or 
that are discharged in bankruptcy. 

2 Homeowner Awareness – Percent of homeowners who are aware of their rights and responsibilities and the services of CCB. 

3 Unlicensed Recidivism Rate – Percent of offenders who recidivate by performing work without a CCB license within three years of first 
offense. 

4 Contractors Who Fail to Pay Damages – Percent of licensed contractors operating in Oregon that fail to pay in full final Dispute Resolution 
(claims) final orders for damages. 

5 Enforcement Investigations – Average days to close an enforcement investigation. 

6 Dispute Resolution Final Orders – Average days to issue a dispute resolution (claims) final order. 

7 Fair and Impartial Dispute Resolution Process – Percent of parties to claims who perceive the process to be fair and impartial. 

8 License and Renewal Processing – Percent of contractors satisfied with the agency’s processing of license and renewal information. 

9 Customer Service - Percent of customers rating their satisfaction with the agency’s customer service as “good” or “excellent”:  overall, 
timeliness, accuracy, helpfulness, expertise, availability of information 

10 Best Practices – Percent of best practices met by the Board. 
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New 
Delete Proposed Key Performance Measures (KPMs) for Biennium 2013-15 

 

Title: 
 
Rationale: 
 

 

None 
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Construction Contractors Board I. EXECUTIVE SUMMARY 
Agency Mission:  The Construction Contractors Board protects the public’s interest relating to improvements to real property.  The Board 

regulates construction contractors and promotes a competitive business environment through education, contractor licensing, 
dispute resolution, and law enforcement. 

 
Contact: Craig P. Smith, Administrator Contact Phone:  503-934-2184 

Alternate: Stan Jessup, Budget & Finance Manager Alternate Phone:  503-934-2188 

 

Green

Red

Performance Summary

Green

Red

Green Yellow Red Exception
= Target to -5% = Target -6% to -15%   = Target >-15% Can not  calculate status (zero 

90.0%

10.0%

Total:     100.0%
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1. SCOPE OF REPORT 
All agency programs are covered by key performance measures. The Oregon Construction Contractors Board (CCB) is the state agency charged with 
the responsibility to regulate construction contractors.  CCB protects consumers by licensing and holding contractors financially accountable for their 
business practices through the combined efforts of its four major programs: 

 

•  Consumer Education and Contractor Education and Testing (KPM #1 and 2) 
•  Licensing and Customer Service (KPM #8 & 9) 
•  Enforcement (allegations of license law violations) (KPM #3 and 5) 
•  Dispute Resolution (complaints involving contract disputes) (KPM #4, 6, and 7) 

 
2. THE OREGON CONTEXT  

CCB regulatory services affect the validity of Oregon’s economy and the financial security of most Oregon citizen’s largest investment, their own 
home. 
 
In a report several years ago to the State of Washington Legislative Assembly designed to review the Washington regulatory environment for 
residential contractors, Oregon was highlighted as having both: 
•  Annual performance reports submitted to the legislature (which) addresses critical performance metrics. 
•  Formal complaint resolution process with enforcement powers. 
 
Oregon regulatory structure has served as a model for other states to follow with its unique dispute resolution program.  The State of Rhode Island has 
patterned their contractor licensing program directly after Oregon’s CCB statutes and program.  Oregon has been singled out by leaders in the insurance 
and bonding industries as a model for other states to follow.(NASCLA 2011). 
 
The agency serves as infrastructure to manage many different regulatory requirements for construction contractors including basic business competency 
training and testing, compliance with revenue, workers compensation and employment tax requirements, building code and permit compliance, contract 
law compliance, environmental law compliance and other consumer protection measures, which include liability insurance and surety bond requirement 
compliance. 
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Current law mandates that the agency divide its programs to ensure that construction contractors practice their trades in such a manner as to protect 
consumers, construction workers, and building standards to maintain safe structures in Oregon.  Legislative mandates established as a result of the 2005 
Taskforce on Construction Claims in 2007 include mandatory continuing education and increased bond and insurance requirements. 
Oregon needs contractors to understand and comply with a vast number of laws designed to protect the public. 

 
Links to Oregon Benchmarks:  None.  Discussion:  It was determined that CCB programs do not directly link to the existing set of Oregon 
Benchmarks.  With help from the Oregon Progress Board, the agency developed two high level outcomes (HLOs) to measure the effect the agency has 
on moving Oregon forward. 
 
HLO1.  Percent of all licensed contractors that discharge CCB complaint final orders in bankruptcy, which significantly damage other Oregonians. 
 
HLO2.  Percent of homeowners who understand and highly rate the value of hiring a properly licensed contractor. 
 

3. PERFORMANCE SUMMARY 
PROGRESS SUMMARY: 
 
1. KPMs making progress at or trending toward target achievement: (Green) 

•  KPM 1: Tested Contractors  
•  KPM 3: Unlicensed Recidivism Rate 
•  KPM 4: Contractors Who Fail to Pay Damages 
•  KPM 5: Enforcement Investigations 
•  KPM 6: Dispute Resolution Final Orders 
•  KPM 7: Fair and Impartial Dispute Resolution Process 
•  KPM 8: License and Renewal Processing 
•  KPM 9: Customer Satisfaction 
•  KPM 10: Best Practices 

 
2. KPMs - progress unclear: (Yellow) 
    (none) 
 
Total Number of Key Performance Measures (KPMs): 10 
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3. KPMs not making progress not at or trending toward target achievement: (Red) 
•  KPM 2: Homeowner Awareness  

 
4. CHALLENGES   

Challenges include finding ways to increase customer satisfaction with limited resources during a time of increasing government resolutions.  The 
current economic downturn and collapse of the home building industry, coupled with 2007-09 regulatory reforms, which increase the cost of state 
mandated bonds and insurance, education, and testing is driving some contractors to work without a license; and therefore, increasing demand on 
enforcement activity.   
 
Over the last 25 years the agency has perfected its Licensing program.  The licensing reforms, enacted during the 2007 Legislature, have proven to be a 
significant challenge.  The challenges imposed by licensing reforms have resulted in decreased customer satisfaction and continuing need to further 
perfect its application of the licensing requirements. 
 
The agency is concerned that KPM 1 (revised in 2007) should be evaluated and may need to be further revised to better judge the value of the CCB 
effort to train and test new contractor business competency. 
 
In addition, KPM 2 may require additional discussion. 

 
5. RESOURCES USED AND EFFICIENCY 

The agency’s budget for fiscal year ending June 30, 2012, was $7,568,721.  These monies are spread between the agency’s four major programs: 
•  Contractor/Consumer Education Programs 
•  Licensing Program 
•  Enforcement/Discipline/Compliance Programs/Field Services/Investigation 
•  Dispute Resolution Services Program 

 
Two of the agency’s KPMs are designed to measure efficiency (KPM 5 and 6).  Increased demand and decreased resources, due to revenue shortfalls, 
have adversely affected KPM 2 and the agency is taking action designed to make progress to address performance on this KPM. 
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KPM #1  Tested Contractors – Reduce the percent of CCB tested contractors that have a final order for damages that remain 
unpaid after 60 days, or that are discharged in bankruptcy. 

2007 

Goal Goal 1: To protect Oregon consumers of construction related services.  
Objective 1b:  Contractor Education:  To ensure that all licensed contractors have an adequate level of business competency. 

Oregon 
Context HLO1 – Percent of all licensed contractors that discharge CCB claims final orders in bankruptcy, which significantly damages 

other Oregonians. 
Data source CCB Licensing Program Quarterly Report and Dispute Resolution Quarterly Report 
Owner Education Manager, Gina Fox, (503) 934-2195 & Dispute Resolution Section, William J. Boyd, Manager, (503) 934-2237 

 

 
 
 

2004 2005 2006 2007 2008 2009 2010 2011 2012 2013
Actual 0.95% 0.50% 0.37% 0.40% 1.18% 1.05% 0.41% 0.69% 0.31%

Target 1.0% 1.0% 1.0% 1.0% 1.0% 1.0% 1.0% 1.0% 1.0% 1.0%

0.95%

0.50%
0.37% 0.40%

1.18%
1.05%

0.41%

0.69%

0.31%

0.00%

0.20%

0.40%

0.60%

0.80%

1.00%

1.20%

Data is represented by percent

Percent Tested Contractors with Unpaid Final Orders after 60 
Days or Discharged Debt in Bankrupcty

Bar is actual, line is target
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1. OUR STRATEGY  
During the 2007 Legislative Session, the Legislature directed the agency to revise this performance measure.  With the help of legislative staff, the 
agency developed a new KPM based upon unpaid CCB DRS final orders.  The new performance measure tracks the number of tested contractors that 
have a final order for damages that remains unpaid after 60 days, or that are discharged in bankruptcy.  This measure may prove to be insufficient to 
measure the performance of the agency’s education efforts due to uncontrollable variables such as economic conditions or personal family issues. 
 
Our strategy is to provide contractors with the business training they need to facilitate success and prevent failures, which may lead to an inability of a 
contractor to timely pay agency DRS orders.  
 
The agency uses its pre-licensure training and testing requirements to train and provide a measurable level of business competency for new contractors 
obtaining a new, or first time license.  Responsible managing individuals (RMIs) are required to demonstrate completion of agency approved training.  
Prospective RMIs are tested by an agency-approved vendor selected through a competitive bidding process. 
 
It is difficult to actually measure business competency.  In the end, the least competent businesses fail, and file for bankruptcy, in an effort to erase debts 
caused by poor business decisions.  Based upon the above, the agency measures the level of success of its business competency requirement (test) by 
measuring the rate of failures to timely paying agency DRS final orders in two specific classes of current licensees: 

 Tested contractors 16,334 – July 1, 2012 
 Untested contractors 19,774 – July 1, 2012 

 
The rationale is that tested contractors will have the “business competency” to avoid poor business practices and decisions that lead to business failure, 
bankruptcy, and unrecoverable damages to consumers. 
 
Simple bankruptcies were determined to be an unreliable method of determining business failure due to lack of business competency.  Although still an 
indicator, bankruptcies were determined to be the result of many other factors, and therefore, this measure was measuring business training and testing 
success was replaced with the current KPM.  Particularly in the past two years, many very good contractors found that the collapsing construction 
industry left them no cash flow to pay business debts and they were forced to declare bankruptcy. 
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2. ABOUT THE TARGETS 
The lower the score, the better. 
 
The target for this measure for 2012 was 1.0 percent.  The actual 2012 performance was 0.31 percent. 
 
The agency developed data going back to 2004 for purposes of comparison; however, this data has been shown to be less than accurate and should be 
removed.  The agency will go through the proper procedures to request removal of this data from the report. 
 
The selected targets for this measure did not take into consideration the great recession, the downturn in Oregon’s economy and the adverse affects it had 
on the construction industry. 
 

3. HOW WE ARE DOING 
The agency exceeded its target in 2012.  
 
In 2012, we found that 0.31 percent (51) of tested contractors (16,334) licensed by the agency had a Dispute Resolution Services increase over the past 
year, which was the third year the agency reported data on this performance measure. 
 
In 2012, the agency reviewed its internal processes and made changes that greatly affected the time it takes to process a complaint and reduced the 
backlog.  In addition, a change in the law removed the agency’s ability to conduct hearings and required consumers to go to court to get access to a 
contractor’s bond. 
 
The agency believes that due to increased economic pressures on contractors this measure may increase over the next several fiscal years until 
economic conditions improve. 
 

4. HOW WE COMPARE 
No comparative information exists.  
 

5. FACTORS AFFECTING RESULTS 
Factors such as Oregon’s economy, the effect the economy has had on the construction industry, and the personal health of owners of licensed 
businesses significantly affect contractor’s decisions that lead to unpaid final orders. It is somewhat surprising that more businesses have not filed for 
bankruptcy, and that the agency targets have been met, given the Great Recession and the devastating effect it has had on the construction industry.  It 
suggests that the weak economy has worked to reduce unstable construction businesses leaving stronger, more responsible businesses in the 
marketplace.  
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6. WHAT NEEDS TO BE DONE 
The agency continues to review the agency’s pre-licensure education manual, and the manner in which information contained in the manual is taught to 
new contractors in order to strengthen contractor’s construction business management competency.  In 2010 a new chapter educating contractors on the 
Building Exterior Shell was added to help increase contractor knowledge on the problems with moisture intrusion and reduce construction defect 
complaints. 

 
It remains possible, however, that economic conditions will drive the measurement in an adverse manner despite improvements to the agency’s 
business Education Program. 
 
The agency may request that the measure be replaced with an output, or outcome measure that may more accurately measure the performance of the 
agency’s Education Program. 
 

7. ABOUT THE DATA 
This data is calculated per quarter by the agency’s Dispute Resolution Services and Information Technology Sections.  The reported data represents 
fiscal years ending June 30 of the reported year.  For example:  data reported for the year 2012 represents data gathered from July 1, 2011 through 
June 30, 2012. 
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KPM #2  Homeowner Awareness – Percent of homeowners who are aware of their rights and responsibilities and the services 
of CCB. 

2002 

Goal Goal 1: To protect Oregon consumers of construction related services.  
Objective 1c:  Consumer Education:  To educate consumers of their rights and responsibilities and the services and authority of 
the CCB  

Oregon 
Context HLO2 – Percent of homeowners who understand and highly rate the value of hiring a properly licensed contractor. 

Data source CCB-sponsored scientific random sample survey among Oregon homeowners. 
Owner Education Section, Gina Fox, Education Manager (503) 934-2195 

 

2004 2005 2006 2007 2008 2009 2010 2011 2012 2013
Actual 32% 29% 41% 43% 43% 44% 45% 50% 40%

Target 50% 60% 60% 60% 62% 64% 50% 50% 50% 50%

32% 29%
41% 43% 43% 44% 45% 50%

40%

0%
10%
20%
30%
40%
50%
60%
70%

Data is represented by percent

Percent of Homeowners Aware of Rights
Bar is actual, line is target
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1. OUR STRATEGY 
 
Each June, the CCB commissions a statewide survey to measure homeowner awareness of their rights and responsibilities and the services of the CCB. 
Based on the results of the survey, the Education section reviews and revises its Consumer Communication Plan.  This plan is the foundation of the 
agency’s consumer outreach for the next year.  

 
The agency continues to work to develop a comprehensive Consumer Communication Plan* designed to leverage limited state resources to maximize 
outputs and outcomes that will help educate Oregon consumers.  The agency continues to focus on attendance at home and remodeling show venues 
throughout the state to reach consumers most interested in building or making home improvements. Many home show producers have agreed to offer 
complimentary booth space to the agency as they understand and appreciate the value of the agency message to consumers. The agency will continue to 
partner informally with state agencies, and consumer/construction industry groups interested in consumer protection issues.  The agency continues to 
send press releases and develop relationships and partner with media to reinforce how, and why, consumers can acquire information necessary to protect 
their interests.  
 
*In the 2009-11 budget, the agency lost $500,000 of spending limitation previously authorized and designed to reach consumers through media, which 
represents a major resource for making progress on this KPM. In addition, many agencies that have similar missions, (Landscape Contractors Board, 
Department of Justice, and Department of Consumer and Business Services) have disbanded or limited interagency groups that work collectively to 
provide solutions for consumer outreach. This is likely due to budgetary concerns.  
 
We believe that implementation in Oregon may be the key in both finding the outreach that is highly popular and consumers would be receptive to. The 
second, the use of social media (Craigslist, blogs, etc.) as a consumer outreach tool at little or no additional cost to the agency.  Pressure on the 
Education Section, as a result of implementation of the Residential Continuing Education (RCE) requirements, have delayed fully implementing these 
plans.  The agency hopes to move forward with these plans in FY 2013. 
 

2. ABOUT THE TARGETS 
The higher the number the better. 
 
Over the past several years the agency had very ambitious targets ranging from 60 percent in 2006 to 64 percent in 2009.  Due to the loss of funding in 
consumer education outreach the Legislature lowered the target to 50 percent beginning in 2010.  
 

3. HOW WE ARE DOING 
The agency reached the target of 40 percent during FY 2012, falling 10 percentage points.   
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Since 2008, the percentage of homeowners who are aware of their rights and responsibilities and the services of the CCB have continued to show slight 
increases.  We believe that this slow increase in the percentage of consumers that understands their rights and responsibilities, corresponds closely with 
those who attend home building and improvement shows, which is the agency’s primary outreach at this time.   However, the sharp drop in this KPM is 
a major concern and we are working on a plan to address the situation within our current funding authorization. 
 
The agency is confident that more and more Oregon homeowners actually using construction services are hearing the agency’s key messages.  Survey 
results show more than 90 percent of consumers agree on the importance of using a licensed contractor.  A problem exists, however, with consumers 
choosing not to verify the license.  The common theme is consumers trust that contractors are actively licensed.  The agency must find new and creative 
ways to change homeowner attitudes and perceptions.  Because fewer consumers have been purchasing goods, and services over the last several years, 
the ability to reach these consumers have been diminished. 
 

4. HOW WE COMPARE 
Comparative data is not available.  
 

5. FACTORS AFFECTING RESULTS 
Year after year, survey data indicates that a majority of homeowners recognize the importance of using licensed contractors (2009: 91 percent).  But 
many do not take the necessary step of verifying the license.  Most common theme when asked why they did not check, was ‘trust’ in their 
contractors.  Homeowners either trusted the contractor was truthful when telling them they were licensed, or the homeowner trusted their own 
judgment. 
 

6. WHAT NEEDS TO BE DONE 
The agency must continue to review and revise its Consumer Education Plan. The agency is planning to review a model consumer outreach used in the 
State of Nevada and believes that implementation  in Oregon may be the key in both finding the outreach that is highly popular, and communication 
methods consumers would be receptive to.  The agency will work with industry partners to develop and implement new strategies, but due to the 
economic conditions, it may have its challenges.  The agency will also look at the use of social media to reach homeowners. The agency must continue 
to measure its outcomes, and analyze the results on a performance basis.   
 

7. ABOUT THE DATA 
This data is collected each calendar year by a research company.   
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KPM #3 Unlicensed Recidivism Rate – Percent of offenders who recidivate by performing work without a CCB license within 
three years of first offense. 

2002 

Goal Goal 1: To protect Oregon consumers of construction related services.  
Objective 1d:  Enforcement:  To provide timely and effective investigations of unlawful acts and sanction appropriately. 

Oregon 
Context HLO1 – Percent of all licensed contractors that discharge CCB complaints final orders in bankruptcy, which significantly 

damages other Oregonians.  
Data source CCB Enforcement Program Quarterly Report 
Owner Enforcement Section, Richard Blank, Program Manager, (503) 934-2216 

 
 

2004 2005 2006 2007 2008 2009 2010 2011 2012 2013
Actual 8.43% 10.65% 14.59% 8.02% 10.14% 7.69% 8.56% 8.31% 6.88%

Target 7% 6% 5% 5% 20% 18% 18% 18% 18% 18%

8.43%
10.65%

14.59%

8.02%
10.14%

7.69% 8.56% 8.31% 6.88%

0%

4%

8%

12%

16%

20%

Data is represented by percent

Enforcement:  Unlicensed Recidivism Rate
Bar is actual, line is target
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1. OUR STRATEGY  

The agency’s disciplinary program must be structured in such a manner so as to deter construction businesses from operating without a proper CCB 
license. The likelihood of detection and significance of penalties, drive the effectiveness of the agency’s efforts to deter illegal activity; and therefore, 
drive the performance of the agency’s Enforcement Program.   
 
A low rate of the recidivism provides evidence that the agency’s disciplinary program is effective because it is deterring unlawful conduct. 
 

2. ABOUT THE TARGETS 
The lower the number, the better. The agency target is a recidivism rate of 18 percent, or lower.  The agency seeks to have the lowest possible rate of 
recidivism. 
 

3. HOW WE ARE DOING 
The agency is doing well and has exceeded the target on this KPM.  The 2007 Legislature provided additional resources for agency’s enforcement 
efforts.  These additional resources have been used in field operations performing random and targeted construction site inspections, which may have 
initially led to the increased number of repeat offenders in fiscal year 08 (10.14%). For 2012, there was a slight downtick (6.88% v 8.31% 2011) in the 
recidivism rate. The slight decrease in recidivism may be attributed to Oregon’s slumping economy, and subsequent lack of demand for construction 
services.  It is anticipated that the agency’s enhanced field presence and follow-up enforcement action will continue to play an important role in 
decreasing recidivism. 
 

4. HOW WE COMPARE 
The agency is unaware of any other administrative enforcement agency that provides recidivism data.  
 
The Oregon Correctional system has a recidivism rate for convicted felons of approximately 24.5% percent for the same time period (three years).  
(Source:  Oregon Department of Corrections Recidivism Report.)   
 

5. FACTORS AFFECTING RESULTS 
Increased resources to perform random jobsite checks authorized by the 2007 Legislature affected the results of this measure.  CCB jobsite checks have 
increased significantly over the same period three years ago.  The agency is now following up on telephone and electronic complaints within days, and in 
some instances, within hours. 
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Increased cost of compliance with CCB regulations (including liability insurance, cost for certifications, continuing education), and other increases in 
contractor regulations, have driven some contractors to perform work without a proper CCB license.  During the last two years, costs associated with 
CCB mandated Residential Continuing Education (RCE) also added costs. 
 
The downturn in Oregon’s economy and a decrease in demand for construction services also combined to affect the performance on this KPM.  The 
economy had an effect on this performance measure as displaced workers seek to supplement unemployment by performing “side jobs” without a proper 
CCB license.  When related businesses such as recreational vehicle (RV) manufacturers, home improvement and building suppliers, and mobile home 
manufacturing facilities downsize and/or close, displaced workers have been found performing construction “side jobs” in their community without a 
contractor’s license.  Some individuals may choose to risk agency enforcement action despite the agency’s enforcement efforts, due to the severity of 
their personal financial condition.   
 
Despite these factors, decreased demand for construction services appears to have helped drive this KPM below the agency’s target. 
 

6. WHAT NEEDS TO BE DONE 
The agency must continue to maintain an effective and robust Enforcement Program to deter unlicensed activity.  Targets for this KPM were adjusted by 
the 2007 Legislature and may need to be reviewed and evaluated in the future. 
 

7. ABOUT THE DATA 
This data is gathered quarterly by the CCB Enforcement Section and represents cumulative data for the fiscal year ending June 30 of each year. 
Additional data may be obtained by requesting copies of agency program quarterly reports.  These reports are currently in Board Packets published on the 
website. 
 
For purposes of this measure, a repeat offender (recidivist) is a construction business that has an owner or officer in it, or a previous construction 
business, that was found to have worked without a CCB license within the three years preceding the beginning of the subject fiscal year reporting period.  
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KPM #4 Contractors Who Fail to Pay Damages – Percent of licensed contractors operating in Oregon that fail to pay in full 
final Dispute Resolution (claims) final orders for damages. 

2002 

Goal Goal 1: To protect Oregon consumers of construction related services.  
Objective 1e:  Dispute Resolution:  To hold contractors financially accountable for their business practices 

Oregon 
Context HLO1 – Percent of all licensed contractors that discharge CCB complaints final orders in bankruptcy, which significantly 

damages other Oregonians.  
Data source CCB Dispute Resolution Quarterly Report statistics.  By measuring the number of contractors per year that fail to pay, in full, 

Dispute Resolution (complaint) final orders for damages divided by the number of CCB licensees per year at the end of the 
fiscal year.   

Owner Dispute Resolution Services, William J. Boyd, Manager, (503) 934-2237 
 
 

 
 
  

2004 2005 2006 2007 2008 2009 2010 2011 2012 2013
Actual 0.58% 0.39% 0.74% 0.83% 0.37% 1.84% 0.86% 0.45% 0.21%
Target 0.54% 0.50% 0.50% 0.50% 0.50% 0.50% 0.50% 0.50% 0.50% 0.50%

0.58% 0.39%
0.74% 0.83%

0.37%

1.84%

0.86%
0.45% 0.21%

0.00%

0.40%

0.80%

1.20%

1.60%

2.00%

Data is represented by percent

Percent of Contractors Who Fail to Pay Final Orders
Bar is actual, line is target
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1. OUR STRATEGY  
The agency’s programs work cooperatively to hold individuals and construction businesses accountable for their business practices.  The Licensing 
Section identifies owners and officers of licensed construction businesses.  The Dispute Resolution Services (DRS) Section determines, or liquefies, 
construction debts.  The Enforcement Section suspends the licenses of those businesses that have owners or officers that have current or past 
unresolved construction debts. 
 
It is the agency’s strategy to prevent individuals responsible for unpaid construction debts from owning an actively licensed construction business, 
hold these individuals accountable for their business decisions; and thereby create negative consequences for contractors that choose to make poor 
business decisions. This performance measure tracks the number of current licensees responsible for unpaid debt during the fiscal year, compared to 
the total number of licensed contractors.   
 
The Oregon court system is an important partner in this activity.  The outcome of holding contractors accountable for construction debt is achieved 
through the cooperative efforts of the agency’s major programs and the Oregon court system.  This KPM measures a negative indicator of this goal, 
that being whether the agency is working well to make contractors pay their debts by putting pressure on the owners of these companies.  
 
It can be expected that during times of economic stress, recession or depression, that this measure will spike, despite agency’s programs. 
 

2. ABOUT THE TARGETS 
The lower the number, the better. 
The target for 2012 has been constant over the last five years. 
The target for this KPM is 0.050 percent.  
 

3. HOW WE ARE DOING 
The agency met its targets.  In 2012 the level of unpaid final orders were below the target level as the economy improved slightly and the state 
moved beyond the initial crisis in the construction industry.   
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In fiscal year 2009, we saw a sharp increase in the percentage of contractors who failed to pay in full CCB orders to pay damages in Dispute 
Resolution Services (DRS) complaints. This was due, in large part, to the downturn in the economy and the collapse of the housing market, which 
left a significant number of contractors with unsold new homes as the demand for new homes and home improvements perceptibly dropped.  A 
significant number of contractors failed to pay money owed to subcontractors and material suppliers. They expected to pay these debts with the 
proceeds of a home sale that never took place. This led to a sharp increase in the number of non-owner complaints. Subcontractor complaints 
jumped from 590 in 2008 to 761 in 2009, material supplier complaints jumped from 450 to 677 in the same period and employee complaints 
jumped from 64 to 77. This led to the sharp increase in the number of unpaid orders.   
 

4. HOW WE COMPARE 
No comparison data is available.  
 

5. FACTORS AFFECTING RESULTS 
The weak economy has removed some marginal construction businesses.  The remaining contractors have adjusted to business in the current 
climate.  The downturn in the market had reduced the amount of construction being done in the state and; consequently, has reduced the number 
of complaints filed with the agency.   
 

6. WHAT NEEDS TO BE DONE 
The agency has developed and implemented procedures to focus existing resources on disciplining and suspending contractors who had failed to 
pay DRS final orders.   
 
These improved procedures have resulted in significant improvements to the agency’s efforts to hold contractors accountable for their business 
practices.   
 
The agency will continue its efforts to identify and discipline contractors and businesses that are owned by individuals responsible for unpaid 
construction debts.   
 

7. ABOUT THE DATA 
This data is determined once a year in July based upon reports run for the FY ending June 30th.  The data is based upon the number of DRS 
“closed” files where there is any amount left unpaid by the contractors. 
 
Improvement to data collection efforts also served to perfect the reliability and consistency of this performance measure. 
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CCB reviewed its data for fiscal years ending 2005 and 2006.  It was noted that while the underlying data was accurate, there was an error in 
creating the data table such that fiscal year ending 2006 reported .41% of contractors failed to pay final orders when, in fact, it was .74%.  The 
chart provides those revised results for 2006. 
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KPM #5 Enforcement Investigations – Average days to close an enforcement investigation. Enforcement Investigations – 
Average days to close an enforcement investigation. 

1994 

Goal Goal 2. Provide excellent customer service to all who wish to use our services. 
Objective 1d:  Enforcement:  To provide timely and effective investigations of unlawful acts and sanction appropriately. 

Oregon 
Context HLO1 – Percent of all licensed contractors that discharge CCB complaints final orders in bankruptcy, which significantly 

damages other Oregonians.  
Data source CCB Enforcement Quarterly Reports 
Owner Enforcement Section, Richard Blank, Manager, (503) 934-2216 

 

 
 
1. OUR STRATEGY  

In order to effectively deter unlicensed and other illegal activity in the construction industry, the agency must process enforcement (disciplinary) 
complaints in a timely manner.  Enforcement investigations often lead to disciplinary actions, which, when properly administered, provide an effective 
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deterrent to illegal activity.  This KPM is an efficiency-based performance measure, and is designed to measure the timeliness of the CCB enforcement 
process. 
 

2. ABOUT THE TARGETS 
The lower the number, the better.  Targets have been set to reflect rapid processing of citizen complaints alleging illegal activity.  The 2010 target was 
an average of 60 days to process, from beginning of investigation to closing the file, excluding collection process. Given the time allowed for initial 
investigation, hearings, and appeals, this is a very ambitious target. 
 

3. HOW WE ARE DOING 
In 2012, we surpassed the target. This can be attributed to several different factors:  
 
1) For 2012, a decrease in the number of complaints;  
2) An increase in the use of formal administrative warning letters for minor violations;  
3) Average time for completing of electronic bulletin board investigations (i.e., Craig’s List) is significantly lower than regular complaints. 
 
With the addition of three new programs (Lead Paint, Locksmith, and EEAST), it is anticipated that demand for agency disciplinary actions will likely 
increase as these new contractor regulations continue to be implemented and the economy improves leading to increased demand for construction 
services. 
 
However, the great recession has reduced the number of complaints handled by the agency. 
 

4. HOW WE COMPARE 
No comparative data is currently available.  
 

5. FACTORS AFFECTING RESULTS 
The continued slump in Oregon’s economy, which creates a lack of demand for construction services, is the single biggest factor effecting the 
enforcement program KPM’s. Combined with anticipated continuation of an economic slowdown, and the factors delineated in #3 above, it is likely 
that the agency will be able to meet or exceed target. 
 

6. WHAT NEEDS TO BE DONE 
 
The 60 day target remains a good target given the potential delays (hearings, appeals) inherent in any disciplinary proceeding.  
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7. ABOUT THE DATA 
This data is gathered on a quarterly basis and reported by the agency’s Enforcement Section.  Additional information may be obtained by requesting 
the agency section quarterly reports.  Data for this report represents fiscal year totals, with the fiscal year ending June 30th of the subject year. 
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KPM #6 Dispute Resolution Final Orders – Average days to issue a dispute resolution (claims) final order. 1994 
Goal Goal 2. Provide excellent customer service to all who wish to use our services. 

Objective 2a:  Dispute Resolution:  To efficiently process complaints. 
Oregon 
Context HLO1 – Percent of all licensed contractors that discharge CCB complaints final orders in bankruptcy, which significantly 

damages other Oregonians.  
Data source CCB Dispute Resolution Section Quarterly Reports 
Owner Dispute Resolution Section, William J. Boyd, Manager, (503) 934-2237 
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1. OUR STRATEGY  
 
As a means to hold contractors accountable for their business practices, the agency offers construction contract dispute resolution service used by 
contractors and their customers.  Consumers, other contractors, employees, and material suppliers may file CCB DRS construction contract complaints 
(called Dispute Resolution Services (DRS) with the agency. 
 
The agency seeks to resolve DRS complaints as fast as possible in an effort to hold contractors accountable for their business practices and resolve 
consumer complaints in a timely manner.  The efficient and timely processing of DRS complaints help drive DRS customer satisfaction; it also helps the 
agency achieve contractor accountability—an important outcome sought by the agency. 
 

2. ABOUT THE TARGETS 
The target for 2012 was 155 days.  The lower the number, the better. 
 
Targets were developed based upon obtainable goals in 2003.  The 2007 Legislature adjusted the targets downward from 160 days in 2008 to 155.  This 
target proved to be very challenging given the agency’s staffing challenges in its DRS Section during the 2007-09 biennium.  The targets were not 
adjusted during the 2009 session to reflect staffing and revenue issues.  
 

3. HOW WE ARE DOING 
The agency did meet its target.  The agency’s performance fell short by eighteen days.  The agency continues to strive to meet its target of 155 days and 
should continue to do so.  The target should not be changed.  The agency is committed to achieving this target. 
 

4. HOW WE COMPARE 
There is no comparative data. 
 

5. FACTORS AFFECTING RESULTS 
Dispute Resolution Services struggled during the 2010 and 2011 fiscal years to process complaints in a timely manner. The number of CCB DRS 
complaints filed with the agency decreased 20 percent over the last fiscal year, 2,282 in FY 2010 to 1,814 in FY 2011. For most of the last fiscal year, 
the program staff have been struggling to meet its goals with fewer staff to do the work. In addition, a number of files tied up in court or bankruptcy for 
years were closed in 2011, and increased the average time to process DRS complaints in this time period.  A significant factor regarding this KPM was 
the elimination of hearings and reduction of the number of DRS complaints. 
 
During the 2010 year, the program lost three team members who were not replaced.  The program worked hard to keep up with the work with the staff 
it had, and reduced the backlog from the previous fiscal year.  Budgetary constraints would not allow for replacements. 
 



AGENCY SUMMARY 
 
 

CONSTRUCTION CONTRACTORS BOARD      II. KEY MEASURE ANALYSIS 

 

 
___ Agency Request                                                X Governor’s Balanced Budget                                    ___ Legislatively Adopted                    Budget Page 73 
 
2013-15 107BF02 

The agency is developing changes in procedure to reduce the length of time it takes to process a complaint. The agency believes that supplying better 
information to the complainant may be one answer to reducing the time it takes to process a complaint. 
 
The agency is also working with the Office of Administrative Hearings (OAH) to reduce the length of time to process a complaint.  
 

6. WHAT NEEDS TO BE DONE 
The agency continues to search for ways to reduce the length of time to process these complaints, including developing a plan to train and replace the 
experienced staff who will retire in the next five years  
 

7. ABOUT THE DATA 
The data is based upon fiscal year results for years ending June 30th.  Additional data is available from the agency’s Dispute Resolution Services 
quarterly reports. 
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KPM #7 Fair and Impartial Dispute Resolution Process – Percent of parties to claims who perceive claims process to be fair 
and impartial. 

2002 

Goal Goal 2. Provide excellent customer service to all who wish to use our services. 
Objective 2b:  Dispute Resolution:  To maximize participant’s perception of fairness given the requirements of due process 
under the law. 

Oregon 
Context HLO1 – Percent of all licensed contractors that discharge CCB complaint final orders in bankruptcy, which significantly 

damages other Oregonians.  
Data source CCB Dispute Resolution Section (DRS) Customer Satisfaction Survey reported in DRS Quarterly Reports. 
Owner Dispute Resolution Services Section, William J. Boyd, Manager, (503) 934-2237 
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1. OUR STRATEGY  
It is imperative that the public perceive the agency’s Dispute Resolution Program to be trustworthy and fair to both consumers and contractors. 
 
The agency strives to satisfy all parties that participate in its Dispute Resolution Services (DRS) program.  This is a difficult assignment given the 
fact that DRS often ends up with both a “winner and a loser”.  Here the agency measures its performance by measuring the degree to which parties 
perceive the Dispute Resolution Services process to be fair and impartial in an effort to achieve the goal of excellent customer satisfaction. 
 

2. ABOUT THE TARGETS 
The higher the number score, the better.   
 
The target is 90%. 
 
In FY 2010 this KPM peaked at 93 percent.  In 2011, it dropped back down to 86 percent.  The target was raised from 87 percent (2008) to 90 
percent (2009).  The agency believes that the 90 percent target is both challenging and obtainable.  The target should not be changed. 
 

3. HOW WE ARE DOING 
The agency has made progress and only missed its target by two percent.  The agency will work to continue to increase this level of satisfaction 
with the program.  
 

4. HOW WE COMPARE 
There is no comparative data.  
 

5. FACTORS AFFECTING RESULTS 
Citizens overall opinion of government (state and local) and the agency specifically, has affected this performance measure. 
 
The Office of Administrative Hearings performance may also affect this performance measure. 
 
The agency is looking for ways to increase the number of returned surveys, which currently hovers around ten percent. In FY 08 the agency 
increased the responses to its surveys by sending postage paid envelopes out with the surveys.  Unfortunately, due to spending limitations and 
reduced revenues, the agency has not been able to do this since.   
 
The agency continues to strive towards web based improvements to our process, including a website solution that would allow customers to 
enter their survey responses online. 
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6. WHAT NEEDS TO BE DONE 
The agency will look for ways to improve its communications with the parties. 
 
The target for this measure has steadily increased over the last several years from 75 percent (2004) to 90 percent (2009), and may be as high as, 
or higher than is practically obtainable under current staff levels. 
 

7. ABOUT THE DATA 
The data sample should be increased, if possible.  The higher the survey’s rate of response, the greater the reliability of the data.  Additional data 
is available from the agency’s Dispute Resolution Services quarterly reports.  The data is from question number 7 on the survey. 
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KPM #8 License and Renewal Processing – Percent of contractors satisfied with the agency’s processing of license and 
renewal information. 

2002 

Goal Goal 3.  To regulate in a manner that supports a fair, honest, and competitive business climate in the construction industry. 
Objective 3a.:  Licensing:  To efficiently license and renew all construction businesses required by law in a business friendly 
manner. 

Oregon 
Context HLO1 – Percent of all licensed contractors that discharge CCB complaints final orders in bankruptcy, which significantly 

damages other Oregonians.  
Data source CCB Licensing Quarterly Reports and survey conducted by CCB during license renewals. 
Owner Licensing Section, Kristie Patton, Manager, (503) 934-2199 
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1. OUR STRATEGY  
 
Provide superior service in a timely manner.  The agency strives to make licensing and renewals an efficient and trouble free experience for 
construction contractors.  Contractors that supply all the necessary renewal information with their renewal application can expect to receive 
their license very quickly.  The strategy of the agency is to clearly explain what is needed for a contractor to obtain a license, and process 
applications within hours, or days, of receiving them in an effort to meet customer expectations.  The agency processes an average of 1,350 
license renewals per month.  Licenses are renewed every two years.  Today the agency serves approximately 39,000 licensed contractors 
(both active and inactive). 
 

2. ABOUT THE TARGETS 
The higher the number score, the better.  The target is 95 percent.  The target has remained consistent over the last four years. 
 
While the agency strives to satisfy 100 percent of its customers, it has set an ambitious goal of 95 percent for this performance measure.   
 

3. HOW WE ARE DOING 
The agency’s performance has remained at 96 percent for the past three years (2010, 2011, and 2012).  The agency consistently 
enjoys a high level of customer satisfaction with this set of customers.  The agency has met or exceeded its target every year 
since 2002 with the exception of 2009 when the agency fell below its target by only one percent. 
 

4. HOW WE COMPARE 
There is no comparative data available at this time.  
 

5. FACTORS AFFECTING RESULTS 
Increased regulations that went into effect in 2008/09 as a result of legislation passed in 2007 adversely affected the agency’s 
performance on this KPM in 2009.  The license process reforms approved by the 2007 Legislature proved to be a significant 
challenge to implement.  A multitude of factors, including staff restrictions due to revenue shortfalls, combined and resulted in a 
very minor decrease in customer satisfaction in 2009.  During 2009, 2010 and throughout 2011, the Licensing and Education 
Program staff worked hard to ensure that contractors were well-informed about the requirement changes.  The agency continued 
to improve its website, revised forms and instructions based on customer survey comments, updated Customer Service Unit 
questions and answers and FAQ’s, and provided ongoing staff training increasing knowledge regarding the new, complicated 
legislation, including continuing education.  The Licensing staff also worked hard with bonding and insurance agents to help 
educate them on the new requirements.  All of this may have factored into the increase in customer service satisfaction results in 
2010 and 2011. 
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6. WHAT NEEDS TO BE DONE 
The agency shall look for ways to improve its services to these customers despite staffing issues and contractor dissatisfaction with new 
continuing education requirements. 
 

7. ABOUT THE DATA 
The data reflects information gathered and reported by the agency on a quarterly basis and represents fiscal years ending June 30th.  This 
data is limited to the first three quarters of the years because this section surveyed contractors for the statewide customer results during the 
fourth quarter of fiscal year.  The data is from question number 7 on the agency’s licensing satisfaction survey. 
 
For FY 2004 and 2005 question 2 of the survey was inadvertently used rather than question number 7.  The correct percentages should have 
been reported as follows:  2004 96% and for 2005 97%.  The charts have not been changed to correct this mistake. 
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KPM #9 Customer Service - Percent of customers rating their satisfaction with the agency’s customer service as “good” or 
“excellent”:  overall, timeliness, accuracy, helpfulness, expertise, availability of information. 

2006 

Goal Agency Overall Satisfaction  – Percent of customers rating their overall satisfaction with the agency above average or excellent 
and Customer Satisfaction – Percent of customers rating satisfaction with agency services above average or excellent for: A: 
Timeliness; B: Accuracy; C; Helpfulness; D: Expertise; E: Information Availability. 

Oregon 
Context CCB has no primary links to the Oregon Benchmarks  

Data source Customer Service Surveys completed and returned April 1 through June 30 of each year and reported in the Licensing Quarterly 
Report. 

Owner Licensing Section, Kristie Patton, Manager, (503) 934-2199 
 

Overall Timeliness Accuracy Helpfulness Expertise Availability of 
Information

FY 2010 90.6% 89.9% 90.8% 90.9% 91.6% 86.8%

FY 2011 95.5% 95.8% 96.8% 94.6% 96.0% 92.4%

2012 93.9% 93.4% 93.7% 94.9% 94.2% 89.4%

Target 95.0% 95.0% 95.0% 85.0% 95.0% 90.0%
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1. OUR STRATEGY  
The agency strives to provide prompt, courteous service that is responsive to our customers’ needs and public protection.   
 

2. ABOUT THE TARGETS 
The higher the number, the better. 
 
Targets were developed based upon 2006 data and represents incremented improvements sought by the agency over 2006 results.  
 

3. HOW WE ARE DOING 
The agency’s performance in fiscal year 2011 has increased between five to six percentage points in all categories.  The agency is very proud 
of its performance and is committed to finding ways to maintain its service levels and customer satisfaction level performance.  We are 
concerned, however, with the five point drop in this measure since last fiscal year. 
 
The agency enjoys a relatively high level of customer satisfaction.   
 

4. HOW WE COMPARE 
The agency’s performance on this KPM of 90 percent compares favorably to that of the Department of Consumer and Business Services 
(DCBS) of 92.8 percent (2011). 
 

5. FACTORS AFFECTING RESULTS 
Increasing government regulation of the construction industry has adversely affected the agency customers’ satisfaction levels.  Cost and 
availability of insurance and education and testing requirements complicate contractor’s lives and affect their overall satisfaction with the 
agency.   
 
The increase in regulations administered by the agency due to legislation passed by the 2007 and 2009 Legislature have created significant 
challenges.  Many of the 2007 regulations were implemented over the last four years.  Many contractors oppose these regulatory reforms and 
hold the agency accountable for these new regulations. In addition, the roll out of CCB Residential Continuing Education has not been 
popular. 
 
Beginning with the fiscal years 2006-07, the “I don’t know” responses were taken out of the survey result calculations due to the fairly high 
instance rate of “I don’t know” responses.  This distorted the survey results.   
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The downturn in the economy and the loss of construction market caused by the collapse of the housing market during the 2007-08 fiscal 
year caused many contractors to blame regulators.  This dissatisfaction, with increased regulation, and government in general, is often 
expressed on CCB’s customer service surveys.  We are working to find ways to address these concerns. 

 
6. WHAT NEEDS TO BE DONE 

The agency must find ways to improve customer service, including finding ways to help contractors comply increasing requirements for 
contractors to maintain their license.  
 

7. ABOUT OUR CUSTOMER SERVICE SURVEY 
The following is information on the CCB survey:  
 
a. Survey Name:  Customer Service. 
 
b. Surveyor:  Staff of the Construction Contractors Board. 
 
c. Date Conducted:  April, May, and June 2011. 
 
d. Population:   Active and inactive licensed contractors.  
 
e. Sampling Frame:   Contractors who received a license card during the three-month period of April, May, and June 2011. 
 
f. Sampling Procedure:  The survey form was sent to each contractor who received a license card during the three-month period of April, 

May, and June 2011.  
 
g. Sample Characteristics: Data from each survey received was entered by CCB staff into the agency’s database and tracked.  Responses to 

each question are available individually as well as cumulatively.  
 
h. Weighting:  No weighting was applied.   
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KPM #10 Best Practices – Percent of best practices met by the Board. 2007 

Goal Best Practices – Percent of best practices met by the Board. 

Oregon 
Context 

CCB has no primary links to the Oregon Benchmarks  

Data source During Board meeting(s), Board Members individually voted on each of the 15 Best Practices as they perceived them for the 
fiscal year.  Data is contained in Board meeting minutes. 

Owner Administrator Craig P. Smith (503) 934-2184 
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1. OUR STRATEGY  
 

To develop and implement recommended statewide “Best Practices” for Boards and Commissions to improve the governance provided by the agency. 
 
This statewide measure for Boards and Commissions was instituted by the Construction Contractors Board in FY 08.  The agency administrator reviewed 
the measure’s 15 Best Practices with Board members throughout the year, and discussed each of them individually. 
 

2. ABOUT THE TARGETS 
The target for 2012 was 95 percent. 
 

3. HOW WE ARE DOING 
The agency did well, scoring 100 percent. 
 

4. HOW WE COMPARE 
We shall look at comparables for the FY 2012 report when they become available. 
 

5. FACTORS AFFECTING RESULTS 
New Board members and the press of meeting the expectations of the legislature, stakeholders, and agency customers sometime present challenges to 
reaching the level of performance sought by the agency.   

 
6. WHAT NEEDS TO BE DONE 

Maintain 100 percent performance. 
 

7. ABOUT THE DATA 
Board members individually evaluated group performance and met to discuss their observations.  A collective score was determined based upon the 
individual evaluations. 
 
The Construction Contractors Board strives to perform its internal functions according to DAS policies and procedures and other appropriate guidelines.  
During a Board meeting in June 2012, Board Members individually voted on each of the 15 Best Practices as they perceived them for the FY 2012. 
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AGENCY NAME:  Construction Contractors Board III. USING PERFORMANCE DATA
Agency Mission:  The Construction Contractors Board protects the public’s interest relating to improvements to real property.  The Board regulates 

construction contractors and promotes a competitive business environment through education, contractor licensing, dispute 
resolution, and law enforcement. 

 
Contact: Craig P. Smith, Administrator Phone: 503-934-2184 
Alternate: Stan Jessup, Budget & Finance Manager Phone: 503-934-2188 

 
The following questions indicate how performance measures and data are used for management and accountability purposes. 

1 INCLUSIVITY * Staff: Several methods were used to obtain input by staff, including discussions during monthly 
management and program unit meetings.  The agency management team worked with the Oregon Progress 
Board to examine the agency’s mission, goals and performance measures.   

* Elected Officials:  Legislators reviewed the agency’s performance measures during the 75th Legislative 
Assembly and recommended changes for the next biennium. 

* Stakeholders: The agency management team worked with stakeholders and Board members, to review 
and discuss the agency’s performance measures.   

* Citizens: The agency’s performance measures are available on the agency’s website for citizen review and 
comment. Citizens are encouraged to provide public comment at monthly agency public meetings. 

 

2 MANAGING FOR RESULTS The agency uses its performance measures to gauge agency progress, effectiveness, efficiencies, and levels of 
customer satisfaction.  Program managers review individual section’s performance and customer satisfaction 
survey results to fine tune programs.  Board members are provided with annual performance measure results.  
They are used to develop agency efficiencies and evaluate policy issues.  The agency’s management team 
continues to analyze performance measures and their results in an effort to fine tune the measures and 
guarantee that these measures represent meaningful management tools. 

3 STAFF TRAINING 
 

Agency staff participated in training offered by DAS.  This training was instrumental in the agency’s efforts to 
develop, monitor, and report its performance measures.  Agency managers have reviewed measures with 
program staff who, in turn, have offered suggestions on fine tuning and perfecting reliable methods of 
collection and interpretation of data. 
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4 COMMUNICATING 
RESULTS 
 

* Staff: Results are reported during public Board meetings and at staff meetings. 
* Elected Officials: Results are reported at legislative committee meetings. 
* Stakeholders: Stakeholder meetings are held and performance measure results are reported. 
* Citizens: Agency web address: www.oregon.gov/CCB  
Each agency program’s quarterly report reflects statistical data relating to its program.  Statistics are reviewed 
to determine if the measure indicates cost-effectiveness.  The reports are located in the Board packet materials 
on the agency’s website and are discussed at Board meetings on a quarterly basis.   
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MAJOR INFORMATION TECHNOLOGY PROJECTS $500,000+ 
 
The Construction Contractors Board has no projects included in the budget equaling or exceeding $500,000. 
 
 
 
INFORMATION TECHNOLOGY PROJECTS $150,000+ 
 
To effectively and efficiently meet its goals and vision, the CCB utilizes a local area network (LAN).  A LAN is a system of computer 
workstations connected together via data communication wiring and coordinate by server(s).  A LAN provides critical information 
technology needs such as file sharing, e-mail services, data security, coordinated Internet access, facilitated interoffice 
communications, and firewall protection. 
 
The CCB LAN must be capable of providing timely and secure services to all CCB employees, currently numbering 75 staff.  These 
services include but are not limited to e-mail, file sharing, log-in authentication, data security, data recording and retrieval, and 
report generation. 
 
LAN maintenance and improvement will be made using existing CCB Information Technology (IT) staff resources.  Optimization 
and utilization of the CCB LAN is necessary to comply with Legislative Mandates and Business Plan Strategies. 
 
The CCB has no major technology initiatives scheduled for the 2013-15 biennia.  CCB continues to position itself to take advantage 
of statewide enterprise solutions for e-commerce and e-business. 
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LIFECYCLE REPLACEMENT PLAN 
 
As information technology hardware becomes obsolete at different rates, the Construction Contractors Board (CCB) Information 
Technology Asset Lifecycle Replacement plan is separated into three general sections: servers and workstation CPUs, scanners/ 
printers, and monitors. 
 

 Server / Workstation CPUs: planned four year rotation. 4-year service plans are purchased with all CPUs to guarantee 
hardware replacement for the life of the asset. 

 
 Scanners / Printers: six to eight years. Scanners and printers will be replaced eight years at the maximum. Replacement 

could also be required due to high page count, lack of current device drivers or other unplanned factors. 
 
 Monitors: six to eight year rotation or as needed. Monitor technology is relatively stable; monitors will only be replaced upon 

failure or upon becoming obsolete which usually happens within the six to eight year window. 
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SUSTAINABILITY 
 
The agency is committed to achieving the goals of ORS 184.423, the Oregon Sustainability Act, by exercising its regulatory 
authority in a manner that sustains Oregon’s assets and puts Oregon on a path to long-term prosperity. The agency uses 
technology as often as possible in an effort to reduce, and eliminate when possible, the use of paper and non-renewable resources. 
 
OTHER CONSIDERATIONS 
 
The CCB has been in the dispute resolution business since 1972.  We resolve more than 4,000 disputes between consumers and 
contractors, contractors and contractors, and suppliers and contractors annually.  We use negotiation, mediation, third-party 
intervention and arbitration to resolve disputes. 
 
2013-15 REGULATORY STREAMLINING PLAN 
 
Staff of each program in the Construction Contractors Board will meet during the 2013-15 biennium to review existing agency 
requirements to identify opportunities to reduce or eliminate regulatory burden to its customers. 
 
All identified processes will be prioritized based on most value to the customer.  Progress on each streamlining project will be 
tracked by individual project and reported as directed. 
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SUMMARY OF 2013-15 GOVERNOR’S BALANCED BUDGET 
 

 POSITIONS FTE APPROVED BUDGET 
2011-13 LEGISLATIVELY-ADOPTED BUDGET 76 76.0 $15,137,443
Emergency Board Actions (through April 2012) 0 0 0
   
Base Budget Adjustments:   
   Net Cost of 2011-13 Position Actions   
      - Administrative, Biennialized, Eboard, Phase in/out (1) (1.0) $939,414
      - Estimated Cost of Personal Services Increases   
      
2013-15 Base Budget 75 75.0 $16,076,857
   
Essential Packages   
   Package 915-010   
      - Vacancy Factor Increase / (Decrease)   $13,260
      - Non-PICS Personal Service Increase / (Decrease)   $54,385
   Package 915-031   
      - Cost of Goods & Services Increase / (Decrease)   $134,884
      - State Gov’t Service Charges Increase / (Decrease)   $32,524
      - Above Standard Inflation   
Subtotal:  2013-15 Current Service Level 75 75.0 $16,311,910
   
Policy Packages   
   915-091 Statewide Administrative Savings   ($110,356)
   915-092 PERS Taxation Policy   ($28,568)
   915-093 Other PERS Adjustments   ($228,273)
   
2013-15 Governor’s Balanced Budget   $15,944,713
   
   915-100 License Fee Increase – No Limitation Increase   $1,431,200
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PROGRAM PRIORITIZATION FOR 2013-15

Agency Name: CONSTRUCTION CONTRACTORS BOARD
2013-15 Biennium Agency Number: 91500
Program 1

Program/Division Priorities for 2013-15 Biennium
1 2 3 4 5 6 7 10 14 15 16 17 18 19 20 21 22

Agency 
Initials

Program or 
Activity Initials

Program Unit/Activity 
Description

Identify Key 
Performance 
Measure(s)

Primary 
Purpose 
Program-
Activity 
Code

 OF  TOTAL 
FUNDS Pos. FTE

New or 
Enhanced 
Program 

(Y/N)

Included 
as 

Reduction 
Option 
(Y/N)

Legal Req. 
Code

(C, D, FM, 
FO, S)

Legal 
Citation

Explain 
What is 

Mandatory 
(for C, FM, 

and FO 
Only)

Comments on 
Proposed 

Changes to CSL 
included in 

Agency 
Request

Agcy Prgm/ Div

17 1 CCB LIC Licensing of all construction 
contractors

91500-9
91500-10

3 3,310,576 3,310,576$        18 18.00 N N  S  ORS 701 

17 2 CCB EDUC

Education of consumers about 
using licensed contractor's and 
educating all construction 
contractors about laws and rules.

91500-1
91500-2
91500-3

3 1,043,864 1,043,864$        5 5.00 N N  S  ORS 701 

17 3 CCB FI

Conduct statewide investigations 
at construction jobsites and other 
areas to locate contractors 
working illegally.

91500-4
91500-6

3 2,333,222 2,333,222$        12 12.00 N N

17 4 CCB ENF
Enforcement of all laws and rules 
relating to construction 
contractors

91500-4
91500-6

3 2,874,628 2,874,628$        13 13.00 N N

17 5 CCB IT Information Technology structures, 
support and security

4 1,805,513 1,805,513$        7 7.00 N N

17 6 CCB ADMIN SVCS

Administrative costs relating to 
running CCB   (Administration, 
Business Services, Human 
Resources)

4 1,461,409 1,461,409$        7 7.00 N N

17 7 CCB ADMIN
Administrative costs relating to 
running CCB   (Administrator & 
Support Staff)

4 832,781 832,781$           3 3.00 N N

17 8 CCB DRS 

Processing of 2-party claims 
against construction contractors 
for negligent work, broken 
contracts, un-paid wages, un-paid 
supplier claims, etc.

91500-5
91500-7
91500-8

3 2,282,720 2,282,720$        10 10.00 N N  S  ORS 701 

15,944,713     15,944,713$      75 75.00
               7.  Primary Purpose Program/Activity Esists 19. Legal Requirement Code

1 Civil Justice 7 Education & Skill Developm C Constitutional
2 Community Development 8 Emergency Services D Debt Service
3 Consumer Protection 9 Environmental Protection FM Federal - Mandatory
4 Administrative Function 10 Public Health FO Federal - Optional (once you choose to participate, certain requirements exist)
5 Criminal Justice 11 Recreation, Heritage, or Cu S Statutory
6 Economic Development 12 Social Support

Priority 
(ranked w ith highest 

priority first)
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2013-15 GOVERNOR’S BUDGET = $15,944,713 

10% Equivalent $1,594,471 
REDUCTION OPTIONS: 
 

ACTIVITY OR PROGRAM DESCRIBE REDUCTION AMOUNT AND FUND TYPE RANK AND JUSTIFICATION 

Reduce CCB Dispute Resolution 
Services program 

2013-15 DISPUTE RESOLUTION 
SECTION STAFF INCLUDES ONE 
MANAGER, THREE CLERICAL, THREE 
MEDIATORS AND THREE 
COMPLIANCE SPECIALISTS. THE 
REDUCTION WILL ELIMINATE ONE 
CLERICAL STAFF.

PERSONAL SERVICES    ($137,229) 
 
 
SOURCE OF FUNDING:   OTHER FUNDS  
CONTRACTOR LICENSE FEES 

1ST 
 

Reduce CCB Law Enforcement 
program 

2013-15 ENFORCEMENT SECTION 
INCLUDES ONE MANAGER, THREE 
CLERICAL STAFF AND NINE 
COMPLIANCE SPECIALISTS.  
REDUCTION WOULD ELIMINATE TWO 
OF THE COMPLIANCE SPECIALIST 
POSITIONS WHICH WOULD REDUCE 
NUMBER OF COMPLAINTS THAT 
COULD BE PROCESSED.

PERSONAL SERVICES    ($307,903) 
 
 
 
 
SOURCE OF FUNDING:   OTHER FUNDS  
CONTRACTOR LICENSE FEES 

2ND 

Reduce Business Services staff 2013-15 BUSINESS SERVICES 
SECTION INCLUDES ONE MANAGER, 
AND FIVE CLERICAL STAFF. 
REDUCTION WOULD ELIMINATE ONE 
OF THE CLERICAL POSITIONS. 

PERSONAL SERVICES    ($104,304) 
 
SOURCE OF FUNDING:   OTHER FUNDS  
CONTRACTOR LICENSE FEES 

3RD 

Reduce Licensing Section 2013-15 LICENSING SECTION 
INCLUDES ONE MANAGER, ONE 
SUPERVISOR, SIXTEEN CLERICAL 
STAFF. REDUCTION WOULD 
ELIMINATE TWO CLERICAL STAFF. 

PERSONAL SERVICES    ($216,342) 
 
SOURCE OF FUNDING:   OTHER FUNDS  
CONTRACTOR LICENSE FEES 

4TH 
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ACTIVITY OR PROGRAM DESCRIBE REDUCTION AMOUNT AND FUND TYPE RANK AND JUSTIFICATION 

Reduce Education & Information 
Program staff 

2013-15 EDUCATION SECTION 
INCLUDES ONE MANAGER, ONE 
CLERICAL STAFF, TWO PROGRAM 
ANALYSTS & ONE PUBLICATION 
SPECIALIST. REDUCTION WOULD 
ELIMINATE ONE OF THE PROGRAM 
ANALYSTS.

PERSONAL SERVICES    ($153,524) 
 
 
 
SOURCE OF FUNDING:   OTHER FUNDS  
CONTRACTOR LICENSE FEES 

5TH 

Reduce CCB Field Investigation 
program 

2013-15 FIELD INVESTIGATION 
SECTION STAFF INCLUDES ONE 
MANAGER, TWO FINANCIAL FRAUD 
INVESTIGATORS, ONE CLERICAL AND 
EIGHT FIELD INVESTIGATORS. 
REDUCTION WOULD ELIMINATE ONE 
MANAGER AND ONE OF THE EIGHT 
FIELD INVESTIGATOR POSITIONS. 
REDUCTION WOULD REDUCE 
NUMBER OF COMPLAINTS THAT 
COULD BE INVESTIGATED 
THROUGHOUT THE STATE.

PERSONAL SERVICES    ($300,963) 
 
 
 
 
 
 
SOURCE OF FUNDING:   OTHER FUNDS  
CONTRACTOR LICENSE FEES 

6TH 

Reduce Agency Service & 
Supplies and Capital Outlay 

2013-15 SERVICE & SUPPLIES ARB 
BUDGET CONSISTS OF $4.6 MILLION. 
THE REDUCTION WILL AMOUNT TO 
ACROSS THE BOARD REDUCTIONS IN 
S&S AND CAPITAL OUTLAY  

SERVICE & SUPPLIES  ($320,399) 
 
 
CAPITAL OUTLAY          (  $53,807) 

7TH 

 
 
TOTAL REDUCTION OPTIONS                           ($1,594,471) 
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REVENUE – OTHER FUND 
 
Revenue Forecast Narrative: 
 
 Sources: 

The Construction Contractors Board (CCB) relies entirely upon “Other” funds derived primarily from contractor license fees, complaint 
processing fees, and civil penalty payments. 
 
Since 1998 contractors have been required to pay a two-year license fee.   
 
 Matching Funds:  The Board receives no Matching Funds, no General Funds, and no Federal Funds. 
 Programs Funded:  All Agency programs are funded through the fees and payments described above. 
 Limitation on Use:  The revenue received by the Board must be used to carry out the authorizations of the Board. 
 

In 2003, the Legislature approved a fee adjustment to $295 for all 2-year renewals and new licenses.  The adjusted fee was originally to be 
effective October 2003.  In an effort to maintain the lowest possible fees as long as possible, the Board delayed the increase in fees to July 
2004. 
 
Because of higher than expected licensing and renewals, the Board voted in June 2005 to reduce fees to $260 effective October 1, 2005. 
 
The 2009 legislature approved a proposed July 1, 2009 fee increase from $260 to $325 with a delayed effective date of July 1, 2010.   

 
 2011-13 Revenue Projections: 

 
The Construction Contractors Board projected a $2.3 million beginning balance and $14.6 million in revenue for the 2011-13 biennium.  With a 
reduction in personal services and service and supplies, the 2011 legislature approved spending limitation for 2011-13 in the amount of $15.1 
million.  
 

 As of July 2012, the number of CCB’s licensees stands at approximately 36,000. CCB believes that the number of licensees has begun to 
stabilize and will continue remain relatively stable during the remainder of 2011-13 and should begin to improve slightly throughout the 2013-15 
biennium. 
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The 2011-2013 revenue projections were based on: 
 

 Renewal rate of 75%, 
 New licenses at 270 per month.  

 
During the first fiscal year of the 2011-13 biennium, renewals and new licenses have been slightly below projections however renewals have 
stabilized and the agency has managed the revenue reductions by maintaining tight control on expenditures. 
 
The projected ending balance in June 2013 is estimated to be approximately 1.9 million. After adjustments for personal services increases and 
inflation for the next biennium, the ending balance will be significantly eroded at the end of the 2013-15 biennium, yet it is still projected to be 
positive. 
 

 Basis of 2013-15 Biennial Estimate: 
 
Oregon’s economic forecast indicates that although construction starts in Oregon may improve during the next biennium, it is not predicted to 
be a fast ‘turnaround’ but rather a slow steady climb; therefore, CCB has conservatively projected revenue based on: 
 

 Renewal rate of 76% 
 New licenses at 270 per month 

 
Because of the compression affect and the beginning of stabilization in the construction industry, the agency is projecting a very conservative 
increase in the renewal rate for existing licenses. The monthly new license rate projection is unchanged from 2011-13. 
 
The Governor’s Balanced Budget projected ending fund balance as of June 30, 2015, is estimated to be approximately 2.5 million dollars. The 
Board is including a Policy Option Package in its Governor’s budget for a proposed fee increase of $40 which would increase the current fee 
from $325 to $365 on a two-year license. The projected ending fund balance without the Policy Package would be slightly less than two months 
of operating expenditures. The agency is NOT asking for spending authority for the revenue from the Policy Option Package. This revenue will 
only be used for the purpose of building an ending fund balance between three and four months of operating costs at the end of the 2013-15 
biennium. 
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REVENUE ASSUMPTIONS 
 
Renewals The average renewal rate from July 2011 - December 2012 is just over 75%.  

Based on biennial historical data and slight economic recovery, CCB projects a 
76% average renewal rate for 2013 - 2015 at $365 per 2-year license. CCB 
anticipates 38,552 expirations for 2013-15. 
 
                                Calendar Period                         Renewal Rate 
                          July 2001 - June 2003                            76.3% 
                          July 2003 - June 2005                            80.1% 
                          July 2005 - June 2007                            81.7% 
                          July 2007 - June 2009                            77.1% 
                          July 2009 - June 2011                            75.5% 

July 2011 - June 2013                             

38,552 x .76 = 
29,300 x $365 

$10,694,500 

   
New Licenses CCB assumes the improving economy will result in a slightly higher number of 

people becoming licensed contractors. Based on current economic data, CCB 
projects an average of 270 new contractor licenses each month at $365 per 
two year license period. 
 
                              Calendar Period                         New License Rate 
                          July 2001 - June 2003                               330 
                          July 2003 - June 2005                               417 
                          July 2005 - June 2007                               473 
                          July 2007 - June 2009                               377 
                          July 2009 - June 2011                               269 
                          July 2011 - June 2013                                                                   

270 x 24 mo. = 6,480 
New Applications x 
$365 

$2,365,200 

   
Lead Base Paint 2013-15 monthly average should remain stable at 280 LBPR licenses and 

renewals at $50.
280 x 24 x $50 $336,000 
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Locksmith Projected Locksmith Revenue 2013-2015 Current Average 

$1,375 per month x 
24 months. 

$33,000 

 
Home Inspector Fees Based on current Home Inspection Certifications, it is projected that renewal 

and new certifications will remain relatively unchanged for 2013-15.                     
Roughly the 
equivalent of 18 
renewals ($2,758) per 
month

$66,200 

   
EEAST It is projected that the revenue from EEAST Certifications will remain 

consistent at 4.5 certificates/renewals per month @$50 each.                            
4.5 x 24 x $50 $5,400 

   
DRS Complaint  
Processing Fee 

The monthly average for 2011-13 has been 70 filing fees collected per month.  
It is anticipated that as the economy improves homeowners will use 
contractors' services more, causing an increase in complaints.  CCB projects 
complaints that the agency has jurisdiction over will be approximately 80 
Complaints filed per month @ $50 each.

80 x $50 = $4,000  x 
24 mo. 

$96,000 

   
Civil Penalties CCB is projecting civil penalty receipts in the amount of $1,350,000 during 

2013-15; the agency retains 20%. 

                                 $1,350,000    Projected Receipts 
                                -$1,080,000    Transfer to General Fund 
                                 $   270,000    Net Retained by Agency 

$1,350,000 (avg 
$56,250/mo) x 20% = 
$270,000 

$270,000 

   
Lead Paint Civil 
Penalties It is difficult to project with certainty how much LBP civil penalty debt will be 

collected.  CCB is projecting collections of $68,640 during 2013-15; the agency 
retains 100% for use on Lead Based Paint Activities.

$2,860 avg/mo x 24 
mos 

$68,640 

   
Continuing Education 

CCB projects that the revenue from Continuing Education will be consistent 
with the renewal estimates. Each renewal requires 3 hours of CCB classes at 
$15/hour for total revenue of $45 per license renewal.                           

29,300 Renewals x 
$45 

$1,318,500 
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Other Fees Misc fees (change fees, record requests, data sales, etc..)  $182,800 
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DETAIL OF FEE, LICENSE, OR ASSESSMENT REVENUE INCREASE 

PROPOSED FOR INCREASE/ESTABLISHMENT 

Purpose or Type of 
Fee, License or 

Assessment 
Who 
Pays 

2011-13 
Estimated 
Revenue 

2013-15 
Agency 
Request 

2013-15 
Governor's 

Recommended 
Budget 

2013-15 
Legislatively 

Adopted  Explanation 

2 Year License Fee Contractor $12,567,752 $13,059,700  $13,059,700   

Increase fee from $325 to $365 for 
a two year license ($20 per year 
$40 total) 
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Detail of Lottery Funds, Other Funds, and Federal Funds 
 
 

  ORBITS  2011-13  2013-15 
Source Fund Revenue

Acct 
2009-2011

Actual 
Legislatively

Adopted 
2011-13

Estimated 
Agency 
Request 

Governor’s
Recommended 

Legislatively 
Adopted 

Business Lic & Fees 
Charges For Services 
Fines & Forfeitures 
Interest Income 
Sales Income 
Other Revenue 
Transfer In – Intrafund 
Transfer Out – Intrafund 
Transfer to General Fund 
 

OF 
OF 
OF 
OF 
OF 
OF 
OF 
OF 
GF-R 

0205 
0410 
0505 
0605 
0705 
0975 
1010 
2010 
2060 

$12,638,284

$1,325,505
$12

$81,710
$50

($50)
($1,056,299)

$12,969,632
$300,000

$1,440,000

$45,600
$1,082,200

($1,152,000)

$13,500,300
$195,960

$1,418,640
$240

$10,500
$1,390,600

($1,080,000)

$13,500,300
$195,960

$1,418,640
$240

$10,500
$1,390,600

($1,080,000)
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The Construction Contractors Board (CCB) is a single budget structure agency. The programs within the agency are detailed in 
the Agency Summary as well as repeated below. The agency is funded entirely by contractor licenses and fees - ‘Other Funds’. 
CCB is not proposing any program enhancements or expansions at this time due to revenue constraints and the need to rebuild 
the agency’s ending fund balance.   
 
 
AGENCY PROGRAMS 
 
Consumer Education:  Education Section 

 This activity prepares consumers to intelligently engage qualified contractors to provide the construction services that they may 
require, thereby allowing the market to reward contractors that provide good service and punish those that provide poor service.  
The agency provides consumer education by attending numerous statewide construction trade shows, mailing printed information, 
processing news releases, answering and responding to several hundred phone calls per day, and ensuring the agency’s website 
(which receives over a thousand inquiries per day) is up-to-date and available to the public at all times. 

 
Contractor Education:  Education Section 

 This activity ensures that new contractors receive training and are tested in basic construction business practices, federal/state 
regulations that impact construction contractors and that all contractors have access to important information about laws that affect 
their businesses. New contractors must take 16 hours of instruction, and pass a competency test. Contractors receive important 
information from the CCB blog, speeches at trade events and the agency web site. 

 
Continuing education mandated by HB 3242 and HB 2654 (2007) adds a new dimension to the agency’s education program. 
Effective October 2010 contractors are required to demonstrate compliance with additional continuing education training 
requirements. Renewing residential contractors must take 16 hours of continuing education every two years. CCB provides three 
hours of low cost continuing education credits and the industry trade groups and organizations provide the balance as elective 
courses. 
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Contractor Licensing:  Licensing Section 

 This activity ensures a measure of contractor financial accountability and redress for persons harmed by contractors.  Identification 
of owners and officers of construction businesses allows the agency to hold a business owner accountable for their company’s 
business activity. Currently there are 36,000+ licensed contractors. Licensed contractors have posted a surety bond, have liability 
and property damage insurance, and must complete 16 hours of education on CCB laws and rules and must pass a test. 
Identifying and tracking the individuals that operate the construction business in Oregon is a vital and important part of the 
agency’s regulatory efforts. 

 

Damages Recovery (Bond Payments):  Dispute Resolution Section 
 This activity, the issuance of final orders requiring a contractor to pay, makes possible recovery of monetary damages by persons 

harmed by contractors. The agency issues over a thousand final orders per year that require a contractor to pay damages. 
Payment comes from the contractor’s license bond if the contractor is unwilling, or unable, to pay.  Owners of debtor construction 
companies are prevented from starting new construction businesses until the past debts are paid. 

 
Dispute Resolution:  Dispute Resolution Section 

 This activity provides a process designed to resolve two-party construction disputes. It is available to persons alleging that 
contractors have breached a contract or performed improper work. This service employs several alternative dispute resolution 
techniques to resolve disputes and keep disputes out of the court system. A majority of disputes are resolved with agency 
assistance, on a voluntary basis. Approximately 2,000 claims are resolved each year without CCB ordering the contractor to pay 
monetary damages. 

 
 Job Site Investigations:  Field Investigator Section 
 This activity provides a deterrent to unlicensed construction activity by performing random and assigned unannounced inspections 

of construction jobsites throughout the state. Investigators determine the CCB license status of all contractors working at a jobsite 
and determine compliance with other important CCB regulations. The Agency will perform approximately 10,000 jobsite 
inspections during the 2013-15 biennia. 
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Law Enforcement:  Enforcement Section 

 This activity enforces laws relating to contractor licensing and business practices by the imposition of formal administrative 
warnings, civil penalties, probation, and license suspension and revocation.   
 
The Enforcement Program works with the Field Investigator Section to provide an effective deterrent to unlawful activity in the 
construction industry.  It will process 4,000 complaints, issue 1,500 civil penalties, suspend and revoke or refuse to issue 700 
contractor licenses, and issue 1,300 formal written administrative warnings per fiscal year. During the 2013-15 biennium the 
section will issue fines to construction businesses for violating a variety of CCB regulations.   
 
Because the agency operates exclusively on ‘Other Funds’ (CCB License Fees), the agency is a net benefit to the State General 
Fund.  As a result of collection efforts on penalties issued, the agency will transfer approximately $1,000,000 to the General Fund 
during the 2013-15 biennia.  
 
 
ESSENTIAL PACKAGES 
The CCB has only included standard inflation, Price List of Goods and Services changes, Personal Services adjustments and 
Budget Analyst adjustments in the Governor’s Balanced Budget. There were no inflation exception requests.  
 
 
POLICY OPTION PACKAGES 
Package 091: Is included in all agency budgets as placeholder for administrative efficiencies to be found in Finance, IT, HR, 
Accounting, Payroll, and Procurement activities. The Improving Government subcommittee of the Enterprise Leadership Team will 
be identifying proposed efficiencies or changes in the delivery of service to meet the funding level in the Governor’s budget, and 
will work with individual agencies on the impact to their budget, along with reinvestment opportunities. 
 
Packages 092 & 093: Are included in all agency budgets and are proposed Public Employee Retirement System (PERS) Taxation 
Policy and Other PERS adjustments.  
 
Package 100: CCB has conservatively estimated the 2013-15 revenue will be sufficient to operate the agency at current levels and 
leave a small ending fund balance. The agency is requesting a very small - $40 per two-year license - fee increase to help 
replenish the ending fund balance. CCB is not requesting additional spending authority beyond the current service level budget.  
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REVENUE DETAIL REPORT 
 

  ORBITS  2011-13  2013-15 

Source Fund Revenue 
Acct 

2009-2011 
Actual 

Legislatively 
Adopted 

2011-13 
Estimated 

Agency 
Request 

Governor’s 
Recommended 

Legislatively 
Adopted 

Business Lic & Fees 
Charges For Services 
Fines & Forfeitures 
Interest Income 
Sales Income 
Other Revenue 
Transfer In – Intrafund 
Transfer Out – Intrafund 
Transfer to General Fund 
 

OF 
OF 
OF 
OF 
OF 
OF 
OF 
OF 
GF-R 

0205 
0410 
0505 
0605 
0705 
0975 
1010 
2010 
2060 

$12,638,284 
 

$1,325,505 
$12 

 
$81,710 

$50 
($50) 

($1,056,299) 

$12,969,632 
$300,000 

$1,440,000 
 

$45,600 
$1,082,200 

 
 

($1,152,000) 

 $13,500,300 
$195,960 

$1,418,640 
$240 

$10,500 
$1,390,600 

 
 

($1,080,000) 

$13,500,300 
$195,960 

$1,418,640 
$240 

$10,500 
$1,390,600 

 
 

($1,080,000) 
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INFORMATION TECHNOLOGY PROJECTS IN 2013-15 BASE BUDGET:   
 
The Construction Contractors Board has no projects included in the budget equaling or exceeding $500,000. 
 
 
FACILITY PROPOSAL IMPACT ON WORK SPACE REQUIREMENTS:   
 
The Construction Contractors Board does not plan any workspace increases, decreases or relocations during the 2013-2015 biennium. 
 
 

 
AFFIRMATIVE ACTION: 
 
The Construction Contractors Board is committed to hiring the most skilled and most appropriate applicant for each position it fills. During the 2010- 12 
biennia the agency exceeded its goals in two of the three primary categories. The chart below describes the number and percent of employees in EEO 
Categories – Women, People of Color, and People with Disability. During the upcoming 2013-15 biennia, the agency will continue to ensure that position 
recruitments are sent to groups targeting people with disabilities as well as all other target groups. 
 

  
Total Filled 
Positions 

 

 
Goal 

Positions 
 

 
Actual 

Positions 

 
Parity 
Goal 

 
Actual 
Parity 

 

 
 

Difference 

Women 67 39.7 37 59.25% 55.22% - 4.03% 

People of 
Color 67 7.3 8 10.82% 11.94% + 1.04% 

People with 
Disability 67 2.0 5 2.98% 7.46% + 4.48% 
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The agency’s affirmative action policy states that equal opportunity for employment will be afforded to all applicants, for every position opening within the 
agency, regardless of race, creed, or disability. 
 
The agency will at no time allow discrimination of any kind.  In order to ensure that no discrimination occurs, the following procedures will be followed: 
 

 Reasonable accommodations will be made to the work place and/or position requirements in order to facilitate hiring qualified disabled 
applicants. 

 
 Harassment or discrimination of any nature (race, national origin, age, handicap, marital status, sexual orientation, or gender) will at no time be 

tolerated. 
 

 Any employee, or applicant for employment, who feels that she or he has been discriminated against or harassed in any way, is encouraged to 
notify the Human Resources Manager in writing.  Any complaint will receive the Administrator's personal attention.  If the complaint is against 
the Administrator personally, employees or applicants for employment are encouraged to file the complaint directly with the Office of Affirmative 
Action.  All complaints will be investigated thoroughly. 

 
 Managers have the responsibility of implementing the Affirmative Action Plan by recruiting qualified women and minority candidates for 

vacancies, and ensuring that all hiring and other employment decisions are based on bona fide job requirements and employee/applicant 
abilities.  Manager will encourage upward mobility for minority and female employees, and will communicate the Affirmative Action Plan to their 
employees.  Each manager's annual review will include an evaluation of affirmative action efforts and accomplishments. 

 
In addition to hiring procedures, non-discrimination in employment practices will apply to all aspects of employment including training and 
promotional opportunities and the awarding and administration of personal service contracts.  The policy will apply to all employee contacts with 
the public and other governmental agencies. 
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