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AGENCY’S OPENING STATEMENT 
 
Thank you for inviting us here today to talk with you about how we propose to meet our 
agency mission with the available revenue projected for 2013–15.  Our mission is 
consumer protection and a competitive business environment.  The core services that 
advance our mission are:  licensing, education and enforcement.  We believe that we can 
continue to provide robust services in those areas.   
 
Licensing is important because we screen out individuals and businesses that fail to 
satisfy basic elements of trustworthiness and competency.  It ensures financial 
responsibility by requiring bonds and insurance.  It tracks contractors and finds those that 
might try to avoid the law by setting up a new business.  By properly licensing 
contractors, we help consumers and legitimate contractors. 
 
Education is important because it assures a basic level of competency in the business 
operations of construction contracting.  We are adding education on construction methods 
and practices.  We also educate consumers by our required notices, minimum contract 
terms and maintenance schedules.   
 
Enforcement is important because it identifies and eliminates the “bad actors.”  A lot of 
our enforcement is focused on unlicensed contractors.  These people are a real danger to 
consumers.  They unfairly compete with legitimate contractors.  We also identify 
contractors that fail to pay debts,  have individuals with criminal convictions or engage in 
harmful practices.  We use various tools to either reform these folks or keep them out of 
the business. 
 
We will also provide you with some examples of efficiencies that we have adopted and 
are continuing to adopt.  Many of these leverage our existing use of technology.  Our 
staff has been instrumental in identifying the needs and ideas for such programs. 
 
We are doing everything possible to achieve the mission of the agency.   
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2011-2012 Approved Key Performance Measures (KPMs) 2011-2012 
KPM # 

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. 

 1

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

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

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. 

 4

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

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

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

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

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 

 9

Best Practices – Percent of best practices met by the Board.  10
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Proposed Key Performance Measures (KPM's) for Biennium 2013-2015 New 
Delete 

Title:    
 
Rationale:   
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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. 

CONSTRUCTION CONTRACTORS BOARD I. EXECUTIVE SUMMARY 

Agency Mission: 

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

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

Green 
= Target to -5% 

Exception 
Cannot calculate status (zero entered 

for either Actual or  

Red 
= Target > -15% 

Yellow 
= Target -6% to -15% 

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)  
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•  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 following (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.  
 
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 
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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 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 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 
 
3. KPMs not making progress not at or trending toward target achievement: (Red) 
 • KPM 2: Homeowner Awareness  
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CONSTRUCTION CONTRACTORS BOARD II. KEY MEASURE ANALYSIS

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. 

KPM #1 2007

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. 

Goal             

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

CCB Licensing Program Quarterly Report and Dispute Resolution Quarterly Report. Data Source      

Education Manager, Gina Fox, (503) 934-2195 and Dispute Resolution Section, William J. Boyd, Manager, (503) 934-2237. Owner 

Percent of Tested Contractors with Unpaid Final Orders 

Data is represented by percent 
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CONSTRUCTION CONTRACTORS BOARD II. KEY MEASURE ANALYSIS

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.  

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.  
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CONSTRUCTION CONTRACTORS BOARD II. KEY MEASURE ANALYSIS

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. 

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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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.  
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CONSTRUCTION CONTRACTORS BOARD II. KEY MEASURE ANALYSIS

Homeowner Awareness – Percent of homeowners who are aware of their rights and responsibilities and the services of CCB. KPM #2 2002

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. 

Goal             

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

CCB-sponsored scientific random sample survey among Oregon homeowners. Data Source      

Education Section, Gina Fox, Education Manager (503) 934-2195. Owner 

Percent of Homeowners Aware of Rights 

Data is represented by percent 

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  
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CONSTRUCTION CONTRACTORS BOARD II. KEY MEASURE ANALYSIS

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 did not reach the target of 40 percent during FY 2012, falling 10 percentage points.  
 
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  
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CONSTRUCTION CONTRACTORS BOARD II. KEY MEASURE ANALYSIS

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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CONSTRUCTION CONTRACTORS BOARD II. KEY MEASURE ANALYSIS

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

KPM #3 2002

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. 

Goal             

Oregon Context  HLO1 Percent of all licensed contractors that discharge CCB complaints final orders in bankruptcy, which significantly damages other 
Oregonians. 

CCB Enforcement Program Quarterly Report. Data Source      

Enforcement Section, Richard Blank, Program Manager, (503) 934-2216. Owner 

Enforcement:  Unlicensed Recidivism Rate 

Data is represented by percent 
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CONSTRUCTION CONTRACTORS BOARD II. KEY MEASURE ANALYSIS

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.  
 
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. 
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CONSTRUCTION CONTRACTORS BOARD II. KEY MEASURE ANALYSIS

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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CONSTRUCTION CONTRACTORS BOARD II. KEY MEASURE ANALYSIS

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. 

KPM #4 2002

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

Goal             

Oregon Context  HLO1 Percent of all licensed contractors that discharge CCB complaints final orders in bankruptcy, which significantly damages other 
Oregonians. 

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. 

Data Source      

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

Percent of Contractors Who Fail to Pay Final Orders 

Data is represented by percent 
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CONSTRUCTION CONTRACTORS BOARD II. KEY MEASURE ANALYSIS

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. 
 
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.   
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CONSTRUCTION CONTRACTORS BOARD II. KEY MEASURE ANALYSIS

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.  
 
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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4. HOW WE COMPARE 
 
No comparison data is available. 
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CONSTRUCTION CONTRACTORS BOARD II. KEY MEASURE ANALYSIS

Enforcement Investigations – Average days to close an enforcement investigation. KPM #5 1994

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. 

Goal             

Oregon Context  HLO1 Percent of all licensed contractors that discharge CCB complaints final orders in bankruptcy, which significantly damages other 
Oregonians. 

CCB Enforcement Quarterly Reports. Data Source      

Enforcement Section, Richard Blank, Manager, (503) 934-2216. Owner 

Enforcement Program - Average Days to Closure 

Data is represented by number 

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 deterrent 

Page 20 of 38 1/23/2013 Page 23



 

CONSTRUCTION CONTRACTORS BOARD II. KEY MEASURE ANALYSIS

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 relatively 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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Dispute Resolution Final Orders – Average days to issue a dispute resolution (claims) final order. KPM #6 1994

Goal 2. Provide excellent customer service to all who wish to use our services. Objective 2a: Dispute Resolution: To efficiently process 
complaints. 

Goal             

Oregon Context  HLO1 Percent of all licensed contractors that discharge CCB complaints final orders in bankruptcy, which significantly damages other 
Oregonians. 

CCB Dispute Resolution Section Quarterly Reports. Data Source      

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

DRS Complaints - Average Days to Final Order 

Data is represented by number 

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  
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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. 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.  
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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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Fair and Impartial Dispute Resolution Process – Percent of parties to claims who perceive claims process to be fair and impartial. KPM #7 2002

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

Goal             

Oregon Context  HLO1 Percent of all licensed contractors that discharge CCB complaint final orders in bankruptcy, which significantly damages other 
Oregonians. 

CCB Dispute Resolution Section (DRS) Customer Satisfaction Survey reported in the DRS Quarterly Reports. Data Source      

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

DRS Program Customer Satisfaction 

Data is represented by percent 

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  
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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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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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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.  
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License and Renewal Processing – Percent of contractors satisfied with the agency’s processing of license and renewal KPM #8 2002

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. 

Goal             

Oregon Context  HLO1 Percent of all licensed contractors that discharge CCB complaints final orders in bankruptcy, which significantly damages other 
Oregonians. 

CCB Licensing Quarterly Reports and survey conducted by CCB during license renewals. Data Source      

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

Licensing Customer Satisfaction 

Data is represented by percent 

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  
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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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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 

KPM #9 2006

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. 

Goal             

Oregon Context  CCB has no primary links to the Oregon Benchmarks. 

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

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

Percent Rating Service Good or Excellent 

1. OUR STRATEGY 
 
The agency strives to provide prompt, courteous service that is responsive to our customers’ needs and public protection. 
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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.  
 
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.  
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7. ABOUT THE DATA 
 
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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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. 
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Best Practices – Percent of best practices met by the Board. KPM #10 2007

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

Oregon Context  CCB has no primary links to the Oregon Benchmarks. 

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. 

Data Source      

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

Percent of Yes Responses 

Data is represented by percent 

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.  
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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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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 
l f

CONSTRUCTION CONTRACTORS BOARD

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

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

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

* 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. 

1. INCLUSIVITY 

* 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 sections 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.

4 COMMUNICATING RESULTS * Staff :  Results are reported during public Board meetings and at staff meetings. 
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* 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 programs 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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Construction Contractors Board:  All Programs 
 
Primary Outcome Area:  Economy & Jobs 
Secondary Outcome Area: Economy & Jobs 
Program Contact:  Craig P. Smith, Administrator, 503-934-2184 
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Executive Summary 
The Construction Contractors Board (CCB) is the Oregon state agency tasked with licensing and regulating all 
Oregon construction contractors. 
 
The agency programs work collectively to identify, screen, educate, test, provide financial protections, resolve 
disputes, and most importantly hold contractors accountable for their business activities.  Agency regulations 
provide protections for consumers as well as workers and serve to stabilize, provide transparency, and 
accountability in Oregon’s construction industry.  These outcomes serve to increase consumer confidence, 
which stimulates demand and results in increased growth for Oregon jobs and our economy. 
 
Program Description 
 
 Education  

 Contractors:  The agency educates contractors through the administration of pre-licensure, testing, 
and continuing education programs.  These programs are administered through public/private 
partnerships.   

 Consumers:  The agency educates consumers about the value, added security, and benefits of hiring 
properly licensed contractors, by outreach to various community organizations, issuing news releases, 
responding to phone inquiries, and maintaining a special consumer oriented website.   

 
 Licensing 

The agency issues licenses and certificates and maintains data on business entities, names, owners, agents, 
continuing education, liability insurance, workers compensation, and surety bonds. The agency issues 
licenses to a diverse group of construction related businesses that include: construction contractors, home 
inspectors, lead-based paint, locksmith, and the Energy Efficiency and Sustainable Technology (EEAST) 
businesses.   
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 Contractor Discipline/Accountability and Dispute Resolution 
Three related sections within the agency work collectively to encourage contractors to comply with 
licensing regulations and promises contained in contractor construction contracts: 
 CCB Field Investigation (FIS) 
 CCB Enforcement (ENF) 
 CCB Dispute Resolution (DRS) 

 
These sections respond to complaints from the public.  In addition, FIS and ENF work proactively.  The 
agency gathers information to identify possible violations.  FIS performs routine job site checks, sweeps, 
stings, and prepares violation reports.  ENF reviews information and determines whether to initiate a 
sanction.  ENF prepares necessary notices and obtains evidence for use at hearings.   
 
DRS resolves contract disputes that involve contractors.  These disputes may be initiated by owners, other 
contractors, employees or material suppliers.  DRS offers mediation for construction disputes involving 
residential contractors.  Mediations typically resolve 60 percent of disputes, saving the parties from the 
cost of litigation.  The agency arranges for bond payments when contractors are unable to pay court 
ordered judgments. 

 
 Partners and Cost Drivers 

 CCB partners with community and construction groups, and many state and local government agencies, 
including: Department of Justice, Department of Revenue, Department of Consumer and Business 
Services, Federal EPA, and the Oregon Health Authority (lead-based paint) to guarantee the success of its 
programs.  Major cost drivers include decreased licensing and increased unlicensed activity driven by a 
weak economy.  Increased complaints may result from financial failure in a weak economy or increased 
homebuilding in a strong economy. 

 
Program Justification and Link to 10-Year Outcome 
CCB’s programs operate in the context of “local business” rather than the “traded sector” market for goods and 
services outside Oregon.  Its primary impact is on construction industry; and Oregon consumers that purchase 
construction industry goods and services.   
 
Due to the great recession and tightening of money markets, the Oregon construction industry has declined 
significantly.  Nevertheless, Oregon’s construction industry is on the rebound and will benefit from the 
accountability and stabilization afforded by the agency’s programs.  Contractor accountability and proper 
financial protections for consumers will become even more important over the next ten years.  Construction jobs 
are estimated to increase from 2010 to 2020 by 27 percent.  Fridley, Dallas, “Construction Last Out of 
Recession,” Oregon Employment Department, January 6, 2012, 
http://www.qualityinfo.org/olmisj/ArticleReader?itemid=00005457.  
 
The agency focuses on contractor accountability, consumer protection, a level-playing field for contractors, 
education, and enforcement.  The agency encourages competition and growth in the construction contracting 
industry.  CCB focuses on providing cost-effective, common sense regulatory services:    

 Provides “one stop” access for construction contractors, which includes education, testing, licensing, 
and dispute resolution services.   

 Maximizes resources by leveraging technology and offering an ever increasing variety of business 
activities with agency online services.  

 Ensures that the licensing process is respectful, timely, and responsive to stakeholder needs. 
o Uses well-trained staff to provide answers in a “call center” format or by e-mail response.   

 Applies bottom-up process for policy and program design, incorporating community and contractor 
involvement. 
o The Board is composed of nine-members appointed by the Governor. 
o CCB uses advisory committees and stakeholder meetings. 
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Program Performance 

 Number of Licenses 
 As of April 2012, active licensees numbered as follows. 
 

Business Licenses Number Individual Licenses Number

 Contractor  34,551  Home Inspector 428
 EEAST 62  Lead Work (4 licenses) 75
 Lead – Abatement 15  Locksmith 422
 Lead – Inspection 22  
 Lead – Renovation 4,200  

 
 License Forecast 

Assuming a 27 percent increase in construction jobs as forecast by “Construction Last Out of Recession,” 
will translate into an equal increase in licensees, we forecast the following increased workload for the 
agency.  The chart below illustrates the number of CCB licenses issued from May 2008 through May 
2012.  The red bars forecasts the projected number of licenses (an increase of 1,236 per year).  By 2020 it 
is predicted that the agency’s number of licensees will have returned to 2008 levels. 

 

 

 
 Quality and Timeliness of Services 

 The chart below indicates the percent of survey respondents that rated services provided by CCB’s 
Customer Service Unit as “excellent” or “good.” 

 

 

 
 Cost per Service Unit 

 The chart on page one is based on:   
 CCB’s legislatively approved budget (green bars), and  
 “Accountability” Service Levels, which adds together the following: (red line)   

o ENF warnings, 
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o ENF final orders,  
o FIS complaints,  
o FIS job checks,  
o FIS incident reports,  
o DRS claims, and  
o DRS investigation/mediations.   

 
 CCB estimates that approximately 75 percent of its budgeted resources are used for service levels as 

outlined above. The remaining 25 percent is licensing activity.  On that basis, CCB’s cost per service unit 
is as follows. 

 
Cost Per Unit 2001–03 2003–05 2005–07 2007–09 2009–11 

Licensing Service Level  $65.39 $66.48 $64.22 $88.81 $96.89
Accountability Service Level  $487.61 $743.51 $737.54 $381.12 $362.33
Total Cost Per Service Unit $553.00 $809.99 $801.76 $469.93 $459.45

 
Licensing cost per unit has increased as the number of licenses has declined due to the construction 
downturn.  In 2007, CCB significantly increased quantity of field investigations (thereby reducing cost per 
unit) by eliminating contracted investigators and adding the FIS.  CCB anticipates it will need to increase 
its enforcement activity to promote strong economic growth in the future.   
 

Enabling Legislation/Program Authorization 
The program is created by the Oregon Construction Contractors Licensing Act, ORS chapter 701.   
 
Funding Streams 
CCB is funded through licensing fees, dispute resolution fees, continuing education program charges, provider 
approval fees, and civil penalties.  Such funds are continuously appropriated for the use of CCB’s programs.  
The agency returns 80 percent of the ordinary civil penalty revenue to the General Fund (approximately 
$1,000,000 per biennium).   
 
Significant Proposed Program Changes from 2011-13 
None. 
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CCB Progress Report 
Education Section  

 

Staffing Levels 

LAB 2005-07 LAB 2007-09 LAB 2009-11 LAB 2011-13 GRB 2013-15  
2.00 4.00 4.00 5.00 5.00 

 

A. Section is Responsible For: 

The CCB Education section consists of one manager 
and 4 staff positions that include:  
1. Public Information Representative (consumer),  
2. Education Assistant  
3. Communications Specialist (Electronic Design). 
4. Program Analyst 2 

5. The section is responsible for: 
 Educating Contractors, Certified Home 

Inspectors, and Locksmiths  
 Consumer Education 
 Agency Communications (website content, 

media inquiries, press releases, publications 
and citizen letters) 

 

B. Challenges:  

The two biggest challenges the Education section faced 
were:   
1. Implementing Major Legislative Changes with 

Existing Resources: 
 2007 Legislation still being implemented 
 New 2009 Legislation:  Locksmith 

Certification Program ((2009) Implementation 
January 2010), and Lead-Based Paint 

Renovator License ((2009) Implementation 
April 2010) 

2. Loss of Outreach Funds 
3. Production and rollout of CCB LRB RCE. 
4. Customer Satisfaction with RCE. 

 

C. Solutions: 

1. Manage 2007 and 2009 Legislation: 
 Existing Workload Issues 
 Continuing Education Development 
 Changing Endorsement System  
 Locksmith Certification Program 
 Lead-Based Paint Renovation Contractor 

License  
2. Continue Outreach: 

 Development of E-Newsletter:  
 Creation of a CCB Blog 

 Consumer:  Agency reached out to home show 
promoters and acquired complimentary space 
at many events throughout Oregon. We were 
able to speak or meet more than 1900 
homeowners and provide CCB’s key 
messages. 

 Customer satisfaction surveys. 
 Discussion with Board on exemptions and 

RCE. 

 

D. Increased Efficiencies and Customer Satisfaction: 

More and more the shift to online tools makes it easier 
for contractors to get the information or resources and 
do business when they need to. 
 Online Locksmith Certification System 

 e-Newsletter and Blog 
 Printer friendly forms 

 

E. Future Challenges: 

1. Development of quality CCB courses  
2. Completing the development and implementation 

plan for an online reporting 
3. Provider and course review 
4. Program reassessments  
5. Reconnection and evaluation of existing education 

programs for Prerequisite Education, Home 
Inspectors and Locksmiths. 

6. Development of innovative and popular consumer 
outreach methods. 

7. Establishing measures of effectiveness for the new 
outreach methods.  

8. Increase quality and effectiveness of online tools. 
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CCB Progress Report 
Education Section 

 
 
A. Section Staffing and Responsibilities 

The CCB Education section consists of one manager and 4 staff positions that include: 
1. Public Information Representative (consumer), 
2.  Education Assistant 
3.  Communications Specialist (Electronic Design). 
4. Program Analyst 2 
 
The section is responsible for: 
 Educating Contractors, Certified Home Inspectors, and Locksmiths 
 Consumer Education 
 Agency Communications (website content, media inquiries, press releases, publications and 

citizen letters) 
 
B. Past Challenges: 

During the 2009-2011 Biennium, the economic conditions hit contractors and the agency hard. 
The two biggest challenges the Education section faced were: 
 
1. Implementing Major Legislative Changes with Existing Resources 

In 2007, staff believed that though it would be difficult, we could implement the major 
pieces of legislation using existing resources. We would have to prioritize but we could 
manage. Until we began fleshing out the model and implementation plans, we didn't 
recognize the magnitude of the task. 
 
Though the 2009 locksmith legislation authorized resources, the current economic 
conditions and agency revenue projections were so tumultuous the agency declined to staff 
the position. 
 
The challenge was how to develop well-planned, quality outputs while continuing to 
maintain existing programs. Below is a summary of projects. 
 
a) 2007 Legislation still being implemented  

At the start of the 2009 biennium, the education section was continuing its work on 
the implementation of some of major requirements that came out of the 2007 
Legislative session. 
 Changing endorsement system ((2007) Transition period through July 1, 2010) 
 Continuing education ((2007) Commercial: July 1, 2010/ Residential: October 1, 

2011) 
  

b) 2009 Legislation 
 Locksmith Certification Program ((2009) Implementation January 2010) 
 Lead-Based Paint Renovator License «2009) Implementation April 2010) 

 
2. Loss of Outreach Funds 

Funding used to reach consumers ($500,000/outreach) and contractors 
($ 160,000/newsletter) was no longer available. 
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Because of the loss of funding, the agency KPM measuring the percentage of homeowners 
aware of their rights and responsibilities and of the CCB was lowered. But the section had 
to find ways to reach out to educate consumers. 
 
A reduction in CCB’s 2009-11 Budget forced the agency to cut its printed newsletter. But 
the section had to find ways to get contractors the important information that would help 
them learn about changes in requirements, stay in compliance and other information that 
could help with the success of their business. 
 

c.  Solutions 
1.  Manage Legislation: 

Because of the complexity and timeframes of implementing these laws, it was important to 
recognize that, as in 2007, we needed to prioritize the limited staff resources. 

 
a) Existing Workload Issues 

The education section reprioritized programs and made choices of which large areas 
to tend to only as needed. Even with reprioritizing the section had several large 
workload issues that couldn't be put on hold. 
 The revision of the 9th edition Contractor Reference Manual used in Pre-

licensure education; and 
 The revision of the test questions based on the new edition. 
 
Several of the areas that resources were diverted from include: 
1) Pre-licensure Education: 

i. Examining content & how the education is provided (KPM #1) 
ii. Provider and course material criteria 
iii.  Use of the Training and Education Advisory Committee 

2) Consumer education: 
i. Revision of the consumer education plan 
ii. Development of "in-need" program (Nevada) 
iii. Implementation of social media outreach 

3) Home Inspector education: 
i. Program issues (eligibility, testing and continuing education) 

4) Contractor speaking events 
 

This allowed staff to work on the following: 
 

b) Continuing Education: Development 
All construction contractors will be required to complete continuing education ill 
order to renew their license. The statutes for those with a commercial endorsement 
were fairly prescriptive and were required to prove compliance with renewals on or 
after July I, 2010. The law governing residential contractors was broad and required 
much policy and rule development. Residential contractors will be required to prove 
compliance October 1, 2011. 
 
At the end of the 2007-09 Biennium staff and the subcommittee of the Board 
completed researching other continuing education programs, developing policy and 
rules to clarify specific areas of commercial continuing education that were not 
addressed in statute and the policy and rules for residential continuing education. 
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As the 2009-11 Biennium began, CCB's Education section; 
 Developed course objectives and criteria for private provider courses in Building 

Exterior Shell Training, Green and Sustainable Building Practices and building 
codes. 

 Created applications, processes and criteria for approving providers. 
 Created applications and processes for courses submittal. 
 Developed appropriate methods for reviewing and approving course content. 
 Began creating course content and delivery systems for CCB given course on 

laws, regulations and business practices. 
 Began planning the development and implementation for an online system for 

locating and tracking continuing education. 
 Began examining unintended consequences that were beginning to become 

apparent and researching better solutions and developing new processes to 
ultimately bring Board and stakeholder discussion. 

 
c) Changing Endorsement System 

For the first time, contractors were being divided into commercial or residential 
contractors. Beginning July 1, 2008, contractors were required to choose their license 
endorsement based on the type of structures they worked on. The transition to the 
new licensing was completed in July 2010. 
 
In 2009, the Education section was: 
 Writing newsletter and blog articles on endorsements and structure types. 
 Developing and presenting the information to stakeholders. 
 Assisting in training staff in the new requirements. 
 Assessing and redesigning web pages and publications. 

 
d) Locksmith Certification Program 

During the 2009 session a bill passed requiring locksmith certification and testing to 
be administered by the CCB. 
 
The agency determined that creating an online certification process for Locksmiths 
would be a solid model for developing other online systems. 
 
The Education section was responsible to: 
 Assist in the facilitation of the meetings, agenda and policy discussions for 

Locksmith Advisory Committee. 
 Assist in draft rule development. 
 Research, create and facilitate the development of the certification test. 
 Create and redesign static web pages and content including Frequently Asked 

Questions (FAQ's). 
 Develop text and page flow for the dynamic web pages (online test and 

registration system). 
 Write newsletter and blog articles. 
 Develop and present the information to stakeholders. 
 Assist in training staff in the new requirements. 
 Respond to cans and letters that were not easily answered by CCB's CSU staff. 
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e) Lead-Based Paint Renovation Contractor License 
The federal EPA passed laws requiring specific procedures contractors and others 
must take when renovating older homes and buildings that children and others visited 
regularly in an effort to reduce lead poisoning. A partnership between CCB and DRS 
received approval from EPA to administer the program at the state level. The new 
laws went into effect April 22, 2010. 
 
The Education section was responsible to: 
 Create and redesign static web pages and content including Frequently Asked 

Questions (FAQ's). 
 Write newsletter and blog articles. 
 Develop and present the information to stakeholders. 
 Assist in training staff in the new requirements. 
 Respond to calls and letters that were not easily answered by CCB’s CSU staff. 

 
2. Continue Outreach 

Staff looked for new ways to reach out to contractors and how to best reach consumers: 
 
a) Development of E-Newsletter: 

Staff researched methods and available options for the delivery of an electronic (e-
Newsletter). Staff developed plans to inform contractors and recreate the format. 

 
b) Creation of a CCB Blog 

The agency also developed a CCB blog in which up-to-date current information is 
posted. Staff enabled a RSS feed system so contractors to see changes that were 
added since the last time. 
 

c) Consumer 
Agency reached out to home show promoters and acquired complimentary space at 
many events throughout Oregon. We were able to speak or meet more than 1,900 
homeowners and provide CCB's key messages.  
 

D. Increased Efficiencies and Customer Satisfaction 
1. Web-based Solutions for Contractors. 

More and more the shift to online tools makes it easier for contractors to get the 
information or resources and do business when they need to. 
 
a) Online Locksmith Certification System 
b) e-Newsletter and Blog 
c) Printer friendly forms 
 

E. New Challenges 
1.  Continuing Education Program 

a) Development of quality CCB courses 
b) Completing the development and implementation plan for an online reporting 
c) Provider and course review 
d) Program reassessments 

 
2. Reconnection and evaluation of existing education programs for Pre-Licensure 

Education, Home Inspectors and Locksmiths. 
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3. Development of innovative and popular consumer outreach methods. 
4. Establishing measures of effectiveness for the new outreach methods. 
5.  Increase quality and effectiveness of online tools. 

 

Page 182



LIC Progress Reportr.doc 

CCB Progress Report 
Licensing Section  

 

Staffing Levels 

LAB 2005-07 LAB 2007-09 LAB 2009-11 LAB 2011-13 GRB 2013-15 
16.75 18.00 17.00 18.00 18.00 

 

A. Section is Responsible For: 

1. Customer (consumer and contractor) services: 
(1) manager, (2) front desk and (5) telephone. 

2. CCB const. contractor (business) license (10): 
 Experience and pre-license 

education/testing 
 Business entity type and individual 
 Endorsement category (residential vs. 

commercial) 
 Class of independent contractor (exempt 

vs. nonexempt) for purposes of workers 
compensation employer requirements 

 Liability insurance and CCB surety bonds 
 Criminal convictions and construction debt 

records 
 Continuing education records 

 Public works (BOLI) bond, responsible 
bidder, and prompt pay (commercial 
contactor issues) 

3. Specialty licenses and certifications: 
 Oregon Certified Home Inspector (OCHI) 

(testing, certification, continuing ed. (CE)) 
 Oregon Certified Locksmith Program 

(OCLS) (testing, certification, continuing 
education (future)) 

 Lead-Based Paint Renovator License 
(business)  

 Lead-Based Paint Activity (business and 
individual)) 

 Energy Efficiency and Sustainable 
Technology certification (bus.) (EEAST) 

 

B. Challenges:  

1. HB 3242 (2007) commercial contractor 
endorsements 

2. Endorsement/surety bonds/WC changes/CE 
3. Locksmith certification (HB 3127 – 2009) 
4. Certified Lead Based Paint Renovation 

(LBPR) licenses (HB 2134 – 2009) 

5. Meetings consumer/contractor expectations in 
a difficult economy and with increased 
regulations 

6. Continuing education requirements. 

 

C. Solutions: 

1. Partnered with CCB IT section to automate 
EEAST, Locksmith, and Lead-Based Paint 
programs, and developed a correspondence 
system. 

2. Revised renewal instructions and application 
forms.  Based on contractors suggestions, 
revised again and again. 

3. Produced charts and flyers to help explain new 
programs. 

4. Produced FAQ’s and scripts for better 
customer service. 

5. Providing continual training for staff  
6. Implemented Email correspondence to help 

answer questions. 
7. Improved website 

 

D. Increased Efficiencies and Customer Satisfaction: 

More and more the shift to online tools makes it 
easier for contractors to get the information or 
resources and do business when they need to.  
 Online Locksmith Certification System 

 Future Online CCB renewal, Online LBPR 
renewal; and Online record changes 

 Website references 

 

E. Future Challenges: 

 Residential continuing education 
 Implementing law changes 

 Economy 
 Limited resources (do more with less)
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CCB Progress Report 
Licensing Section  

 
 

A. Section Staffing and Responsibilities 

The CCB Licensing section consists of one manager and 17 staff positions.  
 
The section is responsible for: 
 Issuing and renewing CCB licenses, and maintaining the license records which 

includes but is not limited to independent contractor license class changes, 
personnel changes, endorsement changes and bond and insurance changes. 

 Issuing and renewing Lead Based Paint licenses. 
 Issuing and renewing EEAST licenses. 
 Testing, issuing and renewing Home Inspector certifications. 
 Testing, issuing and renewing Locksmith licenses. 
 Recording and maintaining BOLI bonds. 
 Answering all questions relating to the above as well as answering overall agency 

questions from contractors, consumers, attorneys, bonding and insurance agents and 
the general public. 

 
B. Past Challenges:  

The economic conditions hit contractors and the agency hard. The Licensing Section 
faced many challenges as follows: 
 
1. Implementation of New Endorsements 

During the entire 2009 and part of 2010 biennium, the licensing section was 
continuing its work on the implementation of some of the major requirements that 
came out of the 2007 Legislative session.   This included implementing the new 
endorsement system which consisted of changing all contractors from a one category 
licensing system to a two endorsement residential and commercial licensing system.  
Not only did all contractors have to increase the amount of their bonds, but they now 
were required to purchase two bonds.  Contractors have had a very difficult time 
adjusting to this change.   
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2. Implementation of Commercial Continuing Education 
The Licensing Section still faces challenges from legislation enacted from the 2007 
legislative session.  One of these challenges is commercial continuing education.  
Although this requirement went into effect on July 1, 2008, the affect continues to 
have a major impact on the Licensing section, such as tracking, reporting, educating 
and explaining the program and requirements to contractors.  Contractors response 
has been one of confusion and negativity towards the continuing education program. 

 
3. Implementation of Locksmith Licenses 

In January 2010 a new locksmith license program went into effect that came out of 
the 2009 legislation.  This was a brand new program that had to be developed from 
ground zero.  This included the writing of new rules, development of a new database, 
test, procedures, Licensing and Customer Service Representatives training and 
consumer and contractor education. 
 

4. Implementation of Certified Lead Based Paint Renovation Licenses 
In April 2010 a new Certified Lead Based Paint Renovation license program went 
into effect that came out of the 2009 legislation.  This was also a brand new program 
that had to be developed from ground zero.  This included the writing of new rules, 
development of a new database, procedures, Licensing and Customer Service 
Representatives training and consumer and contractor education. 
This new program has been especially challenging to develop and administer because 
it also involves interagency compliance with the Federal EPA and the State of 
Oregon Public Health Division.  Having three agencies involved has caused 
confusion and frustration for the contractors that this has affected. 
 

5. Fee Increase 
On July 1, 2010, the fee to apply for license or a renewal was increased from $260 to 
$325.  The overwhelming negative response has been a challenge. 
 

6. Workers’ Compensation for Exempt Commercial Contractors 
In July 2010, all commercial contractors who had an exempt independent contractor 
class were required to have workers’ compensation coverage.  This was a huge 
change from past practice.  Prior to this change, all “exempt” contractors did not have 
employees and therefore were not required to maintain workers’ compensation 
coverage.  Upon the change, however, not only does the exempt (commercial 
contractor only) have to carry workers’ compensation, but they have to carry a special 
type called “personal election”, and they must carry it on the business owners only.  
Since going into effect, we have found that this coverage is very expensive and 
difficult to obtain.  Commercial contractors affected have found this change 
confusing, unaffordable and unnecessary. 
 

7. Energy Efficiency and Sustainable Technology (EEAST) License 
In January 2011 the EEAST license program went into effect that came out of the 
2009 legislation.  This was also a brand new program that had to be developed from 
ground zero.  This included the writing of new rules, development of a new database, 
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procedures, Licensing and Customer Service Representatives training and consumer 
and contractor education. 
 

8. Lack of Resources 
The Licensing Section was not given any additional resources to help implement any 
of the new programs mandated by the 2007 or 2009 legislation.  In fact, on July 1, 
2010, we lost two full time staff positions who were dedicated as customer service 
representatives in our customer service unit.  We went from five people who staffed 
the unit to three.  Because of the lack of resources, the rest of the Licensing Section 
has had to fill in, taking them away from performing their normal duties. 
 

9. Low Customer Satisfaction Results 
Until recently, the Licensing Section has always maintained a very high rate of 
customer satisfaction.  As of the first quarter of the 2007-09 biennium, our overall 
customer service satisfaction rate was 98.6% and was continuing to climb.  As of the 
first quarter of the 2009-11 biennium, our overall rating decreased to 93.8%.  This 
rating is extremely important to our section because it affects the agency’s Key 
Performance Measure (KPM #8). 
 

C. Solutions 
 
1. Partnered with IT section to : 

 Revise, re-program and automate current database to accommodate new 
endorsement program. 

 Produce new databases for new Locksmith, Lead Based Paint and EEAST 
programs. 

 Produce a correspondence system to more quickly and efficiently produce 
correspondence.  

 Track key employee information relevant to the CCE.  
 Have a complete on-line solution for Locksmith testing, applying, paying, and 

renewal of license. 
 

2. Revised renewal instructions and application forms.  Based on contractors 
suggestions, revised again and again. 

3. Wrote and updated procedure manual. 
4. Produced charts and flyers to help explain new programs. 
5. Produced FAQ’s and scripts for better customer service. 
6. Sent manager and supervisor to RRP training and have subcommittee that meets 

regularly to discuss ongoing LBPR implementation issues. 
7. Providing continual training for better customer service, including trainings with the 

Administrator on how to best answer negative callers. 
8. Implemented Email correspondence to help answer questions. 
9. Redistributed workload, weekend/overtime work to eliminate backlog due to lack of 

resources. 
 

D. Increased Efficiencies and Customer Satisfaction 
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1. Online Tools 

More and more the shift to online tools makes it easier for contractors to get the 
information or resources and do business when they need to. 
 
a) Online Locksmith Certification System 
b) Future Online CCB renewal  
c) Future Online LBPR renewal 
d) Future Online record changes 
e) Website references 

 
E. New Challenges 

 Residential continuing education 
 Future unknown legislative changes 
 Continuing economic hardships 
 Lack of resources 
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CCB Progress Report 
Enforcement Section  

 

Staffing Levels 

LAB 2005-07 LAB 2007-09 LAB 2009-11 LAB 2011-13 GRB 2013-15  
10.00 12.26 11.50 13.00 13.00 

 

A. Section is Responsible For: 

The CCB Enforcement section consists of 1 
manager, 9 Compliance Officers, 2 Office 
Specialist 2, and 1 Administrative Specialist 2. 
1. The enforcement program has three component 

functions: 

 Investigate complaints of illegal activity; 
 Prosecute violations; 
 Provide customer service to licensees and 

homeowners. 

 

B. Challenges:  

1. The two biggest challenges the Enforcement 
section faced were:  Implementing Major 
Legislative Changes with Existing Resources:  
Mandates implemented in 2009/11 imposed 
more regulation on licensees as well as 
increased the number of laws to enforce 
without the benefit of increased resources. 

Examples of imposed mandates that directly 
impacted the section include: 

 Locksmith Certification Program: 
 Lead Based Paint (RRP) Program: 
 Changing Endorsement System: 

2. Maintaining High Customer Service Levels 
 

 

C. Solutions: 

1. Implementation of New Mandates 
 Locksmith Certification: 
 Lead Based Paint (LBPR): 
 License Endorsement:  

2. Maintain Customer Service Levels:   

 Craigslist:  One of the most common 
complaints by licensees is that too many 
illegal contractors are advertising on 
Craig’s list. 

 Online Complaints 
 

D. Increased Efficiencies and Customer Satisfaction: 

1. The Enforcement Sections has made strides to 
eliminate older backlogged cases which has 
enabled the section to process new files in a 
timely manner. This has a direct bearing on 
program KPM’s. 

2. Implementing an automated system for 
generating documents has improved efficiency 

by reducing the number of man hours to 
produce documents. 

3. The key is to know who you are dealing with 
and knowing when to educate, when to use a 
warning, when to monetarily penalize, and 
when to suspend, revoke or escalate the matter 
to a higher authority.   

 

E. Future Challenges: 

1. The most daunting challenge will be to 
maintain the customer service levels in the face 
of increased regulation and poor economic 
conditions. So far, the enforcement section has 
been able to meet this challenge. We absorbed 
new programs without getting additional 

resources, although we had a relatively full 
staff. 

2. No one knows what the future holds for 
staffing levels in light of the State’s budget 
woes, and that provides the greatest challenge 
of all – the unknown. 
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CCB Progress Report 
Enforcement Section  

 
 

A. Section Staffing and Responsibilities 

The CCB Enforcement section consists of one manager and 12 staff positions that include:  
1. 9 Compliance Officers. 
2. 2 Office Specialist 2  
3. 1 Administrative Specialist 2. 

 
Enforcement Section Mission: 

To provide an effective deterrent to illegal activity 
 
The enforcement program has three component functions: 
 Investigate complaints of illegal activity; 
 Prosecute violations; 
 Provide customer service to licensees and homeowners. 

  
B. Past Challenges:  

During the current biennium (2009-11), the enforcement section has dealt with the same issues as 
the rest of the agency – increased regulatory oversight with no corresponding increase in resources 
to deal with the increased workload. 
The two biggest challenges the Enforcement section faced were:   
 
1. Implementing Major Legislative Changes with Existing Resources 

Mandates implemented in 2009/11 imposed more regulation on licensees as well as increased 
the number of laws to enforce without the benefit of increased resources. Examples of imposed 
mandates that directly impacted the section include: 

 
Locksmith Certification Program: 
During the 2009 session a bill passed requiring locksmith certification and testing to be 
administered by the CCB. The Enforcement section is responsible to: 
 Investigate and prosecute allegations of locksmith certification violations;  
 Present information to stakeholders. 
 Respond to calls and letters that were not easily answered by CCB’s CSU staff. 

 
In addition, enforcement staff assisted in the implementation of the program by: 
 Assisting in draft rule development.  

 
Lead Based Paint (RRP) Program: 
The federal EPA passed laws requiring specific procedures contractors and others must take 
when renovating older homes and buildings that children and others visited regularly in an 
effort to reduce lead poisoning. A partnership between CCB and DHS received approval from 
EPA to administer the program at the state level. The new laws went into effect April 22, 2010.  
 
The Enforcement section is responsible to: 
 Investigate and prosecute allegations of locksmith certification violations;  
 Present information to stakeholders. 
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 Respond to calls and letters that were not easily answered by CCB’s CSU staff. 
 

In addition, enforcement staff assisted in the implementation of the program by: 
 Assisting in draft rule development.  

 
Changing Endorsement System: 
A major overhaul of the licensing record resulted in contractor having to choose an 
endorsement which dictates what type of structures a licensee can work on. If the licensee 
wants to work on both commercial and residential structures, the licensee must choose both 
endorsements. This requires the contractor to provide separate bonds for each endorsement. 
This is an obvious increased cost to contractors. 
 
Although this program was mandated in 2007, the endorsement requirement became effective 
on July 1, 2010. The Enforcement section is responsible to: 
 Investigate and prosecute allegations of locksmith certification violations;  
 Present information to stakeholders. 

 
2. Maintaining High Customer Service Levels 

The main comment in customer service surveys is that the agency must provide more 
enforcement. As construction jobs shrink the enforcement section must deal with the increased 
demand by contractors that CCB deal with their complaints about unlicensed contractors, both 
advertising and working. 
 
The increased regulation has led to a two pronged problem. The obvious one is that there are 
more laws, thus more laws to be violated, thus more cases being investigated by the section. 
The solution to this problem is fairly simple, absorb the work into the normal workflow. 
 
The other problem created is not so simple to solve. It is the increased dissatisfaction expressed 
by licensees that the CCB is over-regulating the industry. When one considers the numerous 
regulations that have either been implemented, or become effective this biennium, it is 
understandable why licensees are upset. 
 
These programs include the continuing education requirement, endorsement requirement, lead 
paint, and locksmith certification. Combine the increased regulation with the economic 
downturn in the construction industry, and you have the perfect convergence of problems for 
licensee dissatisfaction. 
 
To minimize impact on the section, these enforcement activities are being handled by certain 
specific compliance officer being trained as subject matter experts in the locksmith 
certification, and lead paint programs.  and thus being able to process cases efficiently and be 
an educational resource for the licensees and the public. 
 

C. Solutions 
 
1. Manage 2007 and 2009 Legislation: 

Because of the complexity and timeframes of implementing these laws, it was important to 
recognize that, as in 2007, we needed to compensate for staff resources that were not made 
available.  
 
a) Implementation of New Mandates 
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Locksmith Certification: 
a. Trained a specific compliance officer to be the subject matter expert on the locksmith 

program. 
b. The compliance officer is responsible to answer questions about locksmith certification, 

and conduct investigations specifically directed at locksmiths. 
 

Lead Based Paint (LBPR): 
a. Trained a specific compliance officer to be the subject matter expert on the LBPR 

program. 
b. The compliance officer is responsible to answer questions about LBPR, and conduct 

investigations specifically directed at lead paint violations. 
 

License Endorsement:  
None. Absorb enforcement actions into the normal workflow. 

 
2. Maintain Customer Service Levels: 

One of the most common complaints by licensee’s is that too many illegal contractors are 
advertising on Craig’s list. This is an internet based website that allows people, often 
anonymously, to advertise the sale of products and services. It is free to use and there is very 
little oversight. 
 
Licensees complain that the agency does not police Craig’s list for unlicensed activity. To 
them, Craig’s list leads to an unbalanced playing field, tilted in favor of the unlicensed 
contractor.  
 
In an effort to provide licensees a more responsive enforcement presence, the enforcement 
section developed some ways of dealing with Craig’s list that are quick, efficient, and cost 
effective. 
 
Craig’s List: 

i.Proactive “flagging” of ads that offer to perform work where no license number is included. 
This can often lead to the ad being removed. 

ii.Issuing “electronic” warnings via e-mail directed to the person who placed the add when an 
electronic address is available other than one provided by Craig’s list. 

iii.Conducting a formal investigation when information is available to follow-up on. 
 

By adopting the above processes, the enforcement section has been able to be responsive to one 
of the most complained about problem from licensees. We have been able to create an 
enforcement presence on Craig’s list in an efficient and cost effective method. For the current 
2009/11 biennium (six quarters), the enforcement program has: 
a. Opened 1190 Craig’s list investigations; 
b. Issued 448 notices to assess civil penalties; 
c. Issued 241 formal warning letters. 
 
This compares to 895 total investigations opened for all of 2007-09. It is appreciated by our 
customers when they learn about the enforcement efforts with regard to Craig’s list. 

 
 Online Complaints 
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There has been an improvement in the efficiency of addressing on line complaints. Most of the 
on-line complaints reference currently on the job unlicensed contractors. We are now able to 
refer those to the Field Investigator Department for immediate response. 

 
 

D. Program Efficiencies & Technology Enhancements 
 

 The Enforcement Sections has made strides to eliminate older backlogged cases which has 
enabled the section to process new files in a timely manner. This has a direct bearing on 
program KPM’s. 

 
 Implementing an automated system for generating documents has improved efficiency by 

reducing the number of man hours to produce documents. 
 
 The key is to know who you are dealing with and knowing when to educate, when to use a 

warning, when to monetarily penalize, and when to suspend, revoke or escalate the matter 
to a higher authority.   

 
E. Progress/Increased Customer Satisfaction: 

Increased customer service really is the measurement of progress for the enforcement section. 
Although it would be nice to be able to quantify, we really can’t show if we are an effective 
deterrent to illegal activity.  
 
Although it might not be quantifiable, two measurements we can produce intimate that the 
enforcement program is at least “treading water” in its enforcement mission. 
1. Customer service reports: Comparison of the last two biennia show that 82.5 to 84% of 

respondents to the CCB survey indicate that they believe that the CCB is providing sufficient 
enforcement. 

2. Percentage of jobsites where illegal activity is occurring: Comparison of the last two biennia 
show that between 14-17% of all jobsite checks conducted by the Field Investigation Section 
have an allegation of illegal activity. It should be noted that the higher number (17%) occurred 
in the current 2009/11 biennium. This biennium includes significant regulatory increases 
(Locksmith/Lead Paint) resulting in more laws that can be violated. 

 
F. New Challenges: 

The most daunting challenge will be to maintain the customer service levels in the face of 
increased regulation and poor economic conditions. So far, the enforcement section has been able 
to meet this challenge. We absorbed new programs without getting additional resources, although 
we had a relatively full staff. 

 
No one knows what the future holds for staffing levels in light of the State’s budget woes, and that 
provides the greatest challenge 
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CCB Progress Report 
Field Investigation Section  

 

Staffing Levels 

LAB 2005-07 LAB 2007-09 LAB 2009-11 LAB 2011-13  GRB 2013-15 
0.00 14.00 13.00 12.00 12.00 

 

A. Section is Responsible For: 

1. The Field Investigation Section consists of one 
manager and 11 staff positions that include (1 Field 
Investigation Specialist), and 10 Field 
Investigators. 

2. The FI Section is responsible for: 
 Conducting random job site checks to verify 

license requirements. 

 Receive, respond to and investigate complaints 
of possible illegal construction activity. 

 Conduct special investigations involving issues 
that may be referred to the DOJ or local DAs 
in efforts of obtaining injunctions and or 
criminal indictments. 

 
 

B. Challenges:  

1. During the 2009 – 2011 Biennium the construction 
industry throughout Oregon has been adversely 
affected due to the unstable economy.   

2. The construction industry has also been affected by 
additional regulation, specifically, those involved 

with disturbing or removal of lead based paint and 
those performing locksmith services. 

3. The efforts of the Field Investigation Section have 
and will continue to be affected by staffing issues.  

 

C. Solutions: 

1. Lead-based paint legislation required additional 
training for staff; including training by a certified 
lead based paint training provider, and many more 
hours of in house training was provided. 

2. The locksmith legislation required training, 
primarily conducted in house. 

3. With staff reductions the statewide coverage had to 
be adjusted. 

4. With the reduction of construction throughout the 
state, the decision was made to discontinue 
conducting sweeps and switch more to stings.  This 
was also done due to the increased volume of 
unlicensed subjects advertizing on Craig’s list. 

5. Due to the economic conditions, efforts have been 
made to direct the special investigations to local 
District Attorneys for filing of criminal charges.  If 
the case is referred to the DOJ the CCB must pay 
for that service.  There are no charges from the 
District Attorneys.  

6. Certain Field Investigators have been appointed as 
subject experts for various issues such as lead 
based paint, structure types and locksmith 
requirements.  These staff members also assist in 
training of other agency staff. 

 

D. Increased Efficiencies and Customer Satisfaction: 

Assistance to licensees and consumers:  Continue 
development of FAQ’s pertaining to lead based paint 
regulations and locksmith regulations. 

 

E. Future Challenges: 

Pending possible staff reductions: 
1. Realign assigned areas. 
2. Reassign specified tasks to remaining staff, 

including required training and direction to 
accommodate the staffing changes. 

3. Attempt to provide timely responses to complaints 
of possible illegal activity.   
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CCB Progress Report 
Field Investigation Section  

 
 
A. Section Staffing and Responsibilities: 

The Field Investigation Section of the Construction Contractors Board consists of one manager and 
11 staff positions that include: 
1. Field Investigation Specialist (1) 
2. Field Investigators (10) 

 
Position Working Title Classification 

Number 
No. of 

Positions 
Principal Executive B FI Manager Z7002 1 
Administrative Specialist 2 Field Investigator Specialist C0108 1 
Investigator 2 Field Investigator C5232 8 
Investigator 3 SIU Investigator C5233 2 

 
Investigators are assigned as follows: 

 
District Counties or Parts of Counties Covered No. of 

Investigators 
1 Columbia, Clackamas north of 1-205, Multnomah, and Washington 2 
2&3 Benton, Clackamas south of 1-205, Clatsop, Lane, Lincoln, Linn, Marion, Polk, 

Tillamook, and Yamhill 
3 

4 Coos, Curry, Douglas, Jackson, Josephine, Klamath, and Lake 1 
5 Crook, Deschutes, Gilliam, Hood River, Jefferson, Sherman, Wasco, & Wheeler 1 
6 Baker, Grant, Harney, Malheur, Morrow, Umatilla, Union, and Wallowa 1 

 
Two other field investigators are assigned to a "Special Investigations Unit" (SIU). They may 
conduct field investigations anywhere in the state. 
 
The Field Investigation Section is responsible for: 
 Conducting random job site checks to verify license requirements. 
 Receive, respond to and investigate complaints of possible illegal construction activity. 
 Conduct special investigations involving issues that may be referred to the Department of Justice 

(DOJ) or local District Attorneys in efforts of obtaining injunctions and or criminal indictments. 
 

B.  Past Challenges: 
During the 2009 - 2011 Biennium the construction industry throughout Oregon has been adversely 
affected due to the unstable economy. 
 
The construction industry has also been affected by additional regulation, specifically, those involved 
with disturbing or removal of lead based paint and those performing locksmith services. 
 
The efforts of the Field Investigation Section have and will continue to be affected by staffing issues. 
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C.  Solutions: 
1. Managing the 2007 and 2009 legislation: 

a) The lead-based paint legislation required that additional training be provided to staff. 
This included training by a certified lead based paint training provider. Many more hours 
of in house training was provided. 

b) The locksmith legislation required additional training which was primarily conducted in 
house. 

c) With the reduction in staff the statewide coverage had to be adjusted resulting in 
additional territory being added to some investigators areas. 

d) With the reduction of construction throughout the state the decision was made to 
discontinue conducting sweeps and switch more to stings. This was also done. due to the 
increased volume of unlicensed subjects advertising on Craigslist. 

e) Due to the economic conditions efforts have been made to direct the special 
investigations to local District Attorneys for filing of criminal charges. If the case is 
referred to the DOJ the CCB must pay for that service. There are no charges from the 
District Attorneys. 

f) Certain Field Investigators have been appointed as subject experts for various issues such 
as lead based paint, structure types and locksmith requirements. These staff members 
also assist in training of other agency staff. 

 
D. Increased Efficiencies and Customer Satisfaction: 

1. Assistance to licensees and consumers: 
a) Continue development of FAQ's pertaining to lead-based paint regulations. 
b) Continue development of FAQ's pertaining to the locksmith regulations. 
 

E. New Challenges: 
1.  Pending possible staff reductions: 

a)  Realign. assigned areas. 
b) Reassign specified tasks to remaining staff. Provide the required training and direction to 

accommodate the staffing changes. 
c) Attempt to provide timely responses to complaints of possible illegal activity. 

 
Statistics for 2008 

Job site checks performed - 7,043 
Complaints received - 708 

Referrals to CCB Enforcement Section -1,105 
Referrals to other Agencies -1,016 

 
Statistics for 2009 

Job site checks performed -10,049 
Complaints received - 918 

Referrals to CCB Enforcement Section -1,320 
Referrals to other Agencies - 1,334 
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Statistics for 2010 
Job site checks performed - 6,689 

Complaints received - 964 
Referrals to CCB Enforcement Section - 1,069 

Referrals to other Agencies - 1,252 
 

Statistics for 2011 
Job site checks performed – 5,451 

Complaints received - 856 
Referrals to CCB Enforcement Section – 1,214 

Referrals to other Agencies – 1,171 
 

Statistics for 2012 
Job site checks performed – 4,693 

Complaints received - 595 
Referrals to CCB Enforcement Section - 963 

Referrals to other Agencies - 630 
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CCB Progress Report 
Dispute Resolution Services (DRS) Section  

 

A. Dispute Resolution Services (DRS) Section is Responsible To: 

1. Hold contractors financially responsible for 
their business decisions and practices by 
processing and adjudicating complaints against 
licensed contractor seeking monetary 
compensation of negligent work and breaches 
of contract by property owners, other 
contractors, material suppliers and employees. 

2. Meet with homeowners and contractors at the 
job site to attempt to mediate a settlement of 
the dispute. 

3. Analyze the evidence supporting a request for 
an order awarding monetary damages. 

4. Issue orders awarding monetary damages to 
complainants or dismissing the complaint. 

5. Shepherd cases through the Office of 
Administrative Hearings and any appeals. 

6. Respond to telephone calls requesting 
information on construction complaints, lien 
law and other general construction issues. 

 

B. Challenges:  

Process complaints within the processing target set 
out in KPM #6 in the face of sharply rising 
complaints and a reduction in staff. 

 

C. Solutions: 

1. Comprehensive review of DRS procedures by 
the CCB Board 

2. Reduce the time to pay processing fee 
3. Schedule mediation and investigation meeting 

at same time we collect the processing fee. 
4. Review and update language in 

correspondence templates 

5. Increase mandatory arbitration limit from 
$1,000 to $5,000. 

6. Close complaints if we lack jurisdiction with 
an order that appeals go to Circuit Court, not 
OAH. 

 

D. Increased Efficiencies and Customer Satisfaction: 

The large number of complaints that flooded into 
DRS at the beginning of 2009-11 biennium 
increased the average complaint processing time 
beyond acceptable levels. By implementing 
efficiency measures and due to a decrease in the 

number of complaints near the end of the 
biennium, DRS was able to bring the average 
processing time back down to the KPM # 6 target. 
This has increased customer satisfaction. 

 

E. Challenges: 

An expected increase in the number of complaints 
 

F. Planned Solutions: 

1. Implement scheduling improvements at OAH 
2. Sanction contractors for failing to provide 

necessary information 
3. Improve instructions to the parties 

Staffing Levels 

LAB 2005-07 LAB 2007-09 LAB 2009-11 LAB 2011-13 GRB 2013-15  
  14.00 10.00 10.00 
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CCB Progress Report 
Dispute Resolution Services 

 
A. Section Staffing and Responsibilities 

 
1. Staff: 

The CCB Dispute Resolution Services (DRS) section consists of one manager and 
ten staff positions that include 
 
a. 1 Manager's Assistant 
b. 3 Dispute Analysts 
c. 2 Dispute Specialists 
d. 3 Investigator Mediators 

 
2. Mission 

The section is responsible for resolving disputes between licensed contractors and 
their customers, subcontractors, material suppliers and employees by mediation 
and administrative adjudication. 
 

B. Past Challenges: 
1. Increase in complaints and decrease in staff 

 
a. In fiscal year 2009 we received just short of 2900 complaints. DRS had 

not seen this number of complaints since the 2004 fiscal year. 
b. In 2004 we had five Dispute Analyst – Dispute Specialist teams to handle 

complaints and five Investigator Mediators to do our field work. 
c. During the 2009 – 2010 biennium this number was reduced to the current 

three Dispute Analyst – Dispute Specialist teams and three Investigator 
Mediators.  

d. Handling the flood of complaints that arrived in 2009 and the beginning of 
2010 was a huge challenge and created a serious backlog of work built up 
during part of the year. 

e. The time to close a complaint, one of our key performance measures 
increased to an alarming level. 
 

C. Solutions: 
 
1. Board Review 

 
a. Beginning in the fall of 2009 the CCB Board conducted a broad review of 

procedures used by DRS to process complaints. 
b. Two board members interviewed the DRS staff and proposed changes to 

the DRS procedures. 
c. These proposals were evaluated by CCB management and discussed with 

the Board. 
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d. Out of these discussions, the Board and management developed a plan for 
changing DRS procedures to reduce processing time and costs devoted to 
resolving complaints submitted to the CCB. Many of the changes 
discussed below grew out of that plan. 
 

2. Reduce the Time Allowed to Send in Processing Fee 
 
a. We reduced the time allowed to send in the processing fee from 30 days to 

14. We decided that 30 days was unnecessarily long to get this fee. 
 

3. Changes to Initial Processing of a Complaint 
 
a. In the past after we received a complaint we collected the complaint 

processing fee before we scheduled it for an on-site investigation. This 
practice was consistent with the desires of a past board that no significant 
work be done on a complaint until the fee was paid. 

b. The present board modified this policy in favor of more rapid processing. 
Now after we make an initial determination that we have jurisdiction over 
the complaint, we schedule an on-site meeting at the same time as we 
request payment of the processing fee. 

c. This has reduced processing time by two to four weeks on most 
complaints. 
 

4. Review of Standard Language Used in Correspondence 
 
a. DRS staff use templates to produce a draft used as a starting point for the 

correspondence and orders necessary to process a complaint. The 
language used in these letters is important because if a letter is more easily 
understood by parties to CCB complaints, those parties will more often 
respond correctly to our instructions and requests for information. This 
increases the efficiency of processing the complaint and reduces 
processing time. 

b. The language used in our templates is constantly being updated and 
revised but we had not done a comprehensive review of that language 
since the present template system was created ten years ago. 

c. We have steadily worked on this review over the past year and have 
almost completed it. We have made numerous changes to our templates 
and reported those changes to the CCB Board. 
 

5. Considered Whether We Could Charge a Fee for a Hearing Request 
 
a. We considered whether we could charge a fee for a hearing request to 

reduce the number of requests where there are no grounds for the request. 
b. Ultimately the Board decided not to implement the idea because of 

negative consequences, but it did consider it. 
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6. Work With the Office of Administrative Hearings (OAH) to Reduce Hearing 
Delays 
 
a. We had discussions with OAH on methods to reduce delays in processing 

complaints submitted to that office for a hearing. 
b. As a result of those discussions, OAH had plans to implement a program 

to obtain the input of parties on setting the hearing date. 
c. We anticipated that this would result in fewer hearings being set over and 

rescheduled, which is a big factor in hearing delays. We anticipated that 
reducing set overs would also make hearings a little less expensive 
because OAH would not have to deal with a case file multiple times. 

d. This program has not been implemented yet because of resource issues at 
OAH, but we believe that OAH will get it off the ground soon. 
 

7. Increase the Mandatory Arbitration Limit from $1,000 to $5,000 
 
a. There are two types of hearings: a contested case hearing and a hearing 

held under arbitration rules. Hearings held under arbitration rules take less 
time because appeals from the decision are much more limited. 

b. At this time, arbitration of complaints seeking less than $1,000 is required 
unless a party files the dispute in court. If the complaint is for an amount 
greater than $1,000, the dispute will be heard under arbitration rules 
unless a party or the CCB requests that the case be heard as a contested 
case or a party files the matter in court. 

c. The CCB is seeking legislation that raises the arbitration cut-off from 
$1,000, where it has been for more than a decade, to $5,000. This will 
result in more cases being heard under arbitration rules and it will speed 
up the ultimate resolution of those cases. 

d. This change will reduce the cost of hearings. It will eliminate more 
expensive contested case hearings in favor of hearings held under 
arbitration rules or court trials. 
 

8. Allow the CCB to Close Complaints Where It Finds No Jurisdiction With an 
Order That is Not a Contested Case Order Rather Than a Contested Case 
Order 
 
a. A DRS case can be closed with a contested case order or an order not in a 

contested case. Under the Administrative Procedures Act the CCB may 
elect which procedure to use. 

b. A party to a contested case order may request a hearing by an 
Administrative Law Judge at OAH, a party to an order not in a contested 
case may not. Instead, a party contesting an order that is not a contested 
case order must file an action in Circuit Court to challenge the agency 
order. 

c. There are good reasons to issue contested case orders where the agency is 
requiring a contractor to pay money damages to the complainant. But 
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hearings on jurisdictional issues such as whether a complaint is timely are 
expensive and non-productive because the agency's position is almost 
always upheld. 

d. For orders that are not contested case orders, the CCB requires that the 
party asking for review of the order request that the order be reconsidered 
before appealing the order to the Circuit Court. This gives the agency and 
the party one last look at the decision before the party must file in court. 

e. We anticipate that this change will result in a significant drop in the 
number of cases heard by OAH. 
 

9. Sanction Contractors for Failing to Provide Information 
 
a. Sometimes the contractor has information critical to the resolution of a 

complaint. We propose to develop rules and procedures for obtaining this 
information and sanctions that will be imposed on contractors who refuse 
to provide it on request. 

b. Development of this proposal will be implemented this spring. 
 

D. Increased Efficiencies and Customer Satisfaction 
 
1. Increased Customer Satisfaction from Reduced Processing Time 

 
a. Although the public may remain dissatisfied at the length of time a 

construction dispute takes to resolve, we are seeing improved customer 
satisfaction as we erased our backlogged claims processing and the length 
of time to resolve a complaint fell over the past year. 
 

2. Better Instructions And More Information On Our Website Will Improve 
Customer Satisfaction 
 
a. We are planning to do a comprehensive review and improvement of the 

instructions we give to the parties on how to pursue or defend the 
complaint. We believe that will lead to more informed and ultimately 
more satisfied parties. 
 

E. New Challenges: 
 

1. Increased Number of Complaints 
 
a. Sometime in the last half of the biennium construction will start to return 

to normal. 
b. This will bring in a return to the annual number of complaints we saw 

prior to July 1, 2009. 
c. We may need to return our staffing levels to four Dispute Analyst - 

Dispute Specialist teams from the three we currently have and add an 
Investigator Mediator to the three we currently have in order to keep up 
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with the work. 
 

2. Complete the Implementation of the Streamlining Programs Started in This 
Biennium 
 
a. Some of the changes described above have not been fully implemented. In 

order to prepare for the expected increase in the number of complaints, we 
need to complete implementation of these changes. 
 

3. Need to Move Processes On-Line 
 
a. In order to improve customer service and efficiency, we need to move our 

complaint processing on-line. 
b. This includes setting up a website that allows a party to: 

 
i. File a complaint on-line. 
ii. File a damages statement on line. 
iii. Communicate with us through the web. 

 
4. Need to Do a Comprehensive Review of Instructions To Parties 

 
a. DRS issues instructions on how to proceed to the parties at various time. 

These include how to prepare for the onsite meeting, how to prepare for a 
hearing, etc. 

b. Just as we are doing a comprehensive review of our correspondence 
templates, we need to do a comprehensive review and update of these 
instructions to clarify them and make them simpler. 

c. This should: 
 
i. Improve customer satisfaction 
ii. Reduce telephone calls to DRS staff with questions on procedure. 
iii. Shorten the complaint process because complainants will provide 

the information we need the first time. 
 

5. Begin Planning for Staff Retirement and Replacement 
 
a. All but one of the DRS staff are over 50 and several are over 60. 
b. In order to insure continuity of staff skills, the agency must develop a plan 

to train new Dispute Analysts, Dispute Specialists and Investigator 
Mediators. 

c. People trained for these jobs do not exist on the employee market. 
Therefore, management must: 
 
i. Select new employees that are capable of learning the job. 
ii. Train them on the job. 
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d. Training a Dispute Analyst or an Investigator Mediator takes about a year. 
e. Because of these limitations, the agency must develop a plan for the 

orderly training and replacement of its DRS staff. 
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2011‐2013 CCB Progress Report 
Information Technology Section 

A. Section Staffing and Responsibilities 

The CCB Information Technology Section consists of one manager and six staff positions that 

include: 

1. Help Desk Analyst 

2. Systems Administrator 

3. Network Analyst 

4. Software Developer 

5. Software Architect 

6. Senior Database Analyst 

The section’s responsibilities include but are not limited to: 

 Support of all hardware and software installed in the CCB, 

 The VoIP phone system (hosted with SDC), 

 The CCB’s local area network, 

 Management/Support of various types of mobile technology, 

 Maintenance of legacy systems in use throughout the agency, 

 Development, testing and implementation of unique technology solutions to CCB’s changing 

needs, 

 Leveraging technology to proactively meet agency needs,  

 Support CCB staff in effectively and efficiently performing their duties. 

 

B. Challenges 

1. Continuing Work on Legislative Mandates.  Recent legislative sessions required the CCB IT 

section to implement foundational changes to data structures and systems, and also to create 

systems to implement new programs.  There were two highly complex systems required: 

Oregon Certified Locksmiths Testing and Certification System and Residential Continuing 

Education system.  The unit was given an additional position to work on systems development. 

2. Infrastructure Management.  Support and maintenance of the existing CCB Infrastructure is a 

constant. 

 

C. Solutions 

Continuing Work on Legislative Mandates. 

1. RCE System Design, Implementation and Maintenance.  The CCB Residential Continuing 

Education System is complex; it includes a learning management system, a course delivery 

system, a direct tie in with CCB Online Services (the CCB contractor portal), and a full suite of 

administrative management tools.  This multi‐faceted system has been in production since 

October 2011 and, while providing stable access to CCB’s RCE course content, has needed 

additional enhancements and expansions, especially in the administrative tools.  Functionality 

provided in this suite of tools includes: a fully developed and flexible logging system, the ability 
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to note a contractor record, a payment tracking system, the ability to view Online Services as 

the licensee, password reset, and other account management tools. 

2. CCB Online Services Expansion.  To coordinate RCE course request, payment and completion, 

CCB Online Services was expanded to allow contractors to view their RCE record, and also to 

allow employees to complete RCE for a CCB licensee.  The retrofit of employee access 

necessitated adjustments to foundational system structures. 

3. myLicense Upgrade.  With the implementation of RCE within Online Services, CCB’s original 

license management tool, myLicense, was completely rewritten.  The new version is streamlined 

and light‐weight. 

4. OCLS Renewals.  The Oregon Certified Locksmith (OCLS) certification system is entirely online.  

The renewal process is also entirely online. 

5. LBPR and EEAST Implementation.  The CCB was required to develop two new 

licenses/certifications for EEAST and LBPR.  This required the expansion of the existing CCB 

database and the development of systems to manage these new programs. 

Infrastructure Management 

1. Fax System and MFP Replacement.  CCB IT developed a system to leverage three networked 

multi‐function devices into a single fax system, which is managed by Admin Services. 

2. Replacement of CCB PBX Phone System.  In May of 2011, the CCB replaced their outdated PBX 

phone system with a VoIP installation, hosted by the State Data Center.  This project required 

reconfiguration of the CCB network to support the additional load. 

3. Laptop Rollout to Field Staff.  New laptops and printers were deployed to CCB Field Staff.  These 

machines use new connectivity devices. 

4. Virus/malware Management.  CCB IT installed additional systems to assist in timely 

management of virus and malware outbreaks.  Outbreaks have been especially virulent and 

diverse, including a direct attack from China. 

5. Network Expansion.  With the advent of Residential Continuing Education, the CCB 

implemented three workstations, located in the CCB lobby, for contractor use.  As these 

machines are used by the general public and require Internet access, they provided a security 

challenge.  CCB requested the extension of the DAS public WiFi network into the CCB lobby area.  

In addition, CCB IT expanded the CCB wireless network for use in conference rooms and 

throughout the agency.  This is a secure wireless network, available to CCB staff only. 

 

D. Opportunities 

1. CCB Online Renewals.  CCB has completed much of the work needed to implement CCB 

renewals for corporations and sole proprietors in an online format.  Work is continuing on this 

project to incorporate residential continuing education reporting. 

2. Replacement of Legacy Licensing System.  CCB IT has been working towards replacing the 

agency licensing system.  This is an in‐house developed application that is specific to the 

licensing/enforcement/mediation requirements of the agency.  As this is the foundational 

application of the entire agency, this is a complex application and project.  A view only 

prototype is in development. 
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3. Expansion of Agency Correspondence System.  CCB IT developed a platform independent 

system to coordinate and manage agency correspondence.  It is in use by two of the major 

programs in the agency.  Opportunity exists to incorporate additional programs into this system. 

4. Upgrade/Replacement of Agency Imaging System.  The agency uses a proprietary imaging 

system that is outdated.  CCB IT is working to create an interface that uses existing scanned 

documents but is platform independent. 

5. Upgrade of Mobile Devices.  The CCB currently uses cell phones in partnership with mobile 

workstations.  The CCB is exploring smart phones and mobile applications to provide additional 

tools to the CCB field employees. 

6. Additional Online Systems.  There are many additional online systems that the CCB has been 

researching.  These systems include: Online List Requests, Online LBPR Renewals, LBPA system 

integration, and many others. 
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