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Message

It’s January, which means we have passed our half-way mark for the FY

13-14 Strategic Plan. Much of the focus this quarter was spent on developing
implementation plans, strategies, and policies for legislation that was slated to
take effect. These initiatives involved many discussions with partnering agencies
and modifications or adaptations to our internal systems to accommodate the
mandates being required of us.

We enhanced our public interface by developing a mobile application for iPhone
and Android users. The new application allows end-users to quickly verify

license information as well as report unlicensed contracting activities with ease.
Additionally, we reached a number of consumers statewide through a combination
of purchased and free media spots, which aired our public service announcement.

After an Executive Subcommittee meeting was held, staff in licensing are prepared
to focus their attention to rulemaking strategies, which will be presented to the
Board for approval. Licensing staff have also been working with counsel on
improvements for streamlined operations relative to application denial hearings.

On the enforcement front, we evaluated the concept to have our compliance
investigators become POST certified. Although the program is not proceeding as
originally planned, the efforts that are still in progress will accomplish this cross-
training goal.

The New Year still has much left to offer as we embark on six more months of
objectives and projects to initiate. We hope you enjoy the accomplishments
outlined in this report thus far.

MARGI A. GREIN
Nevada State Contractors Board Executive Officer
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Executive Officer Highlights

Governor Makes Board Appointment

During the Second Quarter, Governor Sandoval
reappointed Board member Jim Alexander

to serve another three-year term. Alexander,
president of Renaissance Pools & Spas, Inc. was
first appointed in November 2010 and has been
a licensed contractor in Nevada since 1991.

Commission on Construction Education
Awards Grants

In November, the Commission awarded over
$170,000 collectively to non-profit agencies,
schools, and programs for educational
construction endeavors. Among the groups
was first-time recipient Future Cities who plans
to use the allocated funds toward this year’s
competition featuring over 1,000 students
statewide. Other initiatives to be achieved
through the grant funding include, various
industry training programs, the purchase of
construction textbooks for Clark County School
Districts, and education on renewable wind and
thermal energies.

Executive Officer Participates in NASCLA
Meetings for Mid-Year Conference

Executive Officer Margi Grein was actively
involved this quarter in a number of Executive
and Subcommittee meetings concerning
preparations for NASCLA’s mid-year
conference, which is being held in Las Vegas,
Nev. This year’s conference is concurrent with
the Builders’ Show being put on by the National
Association of Home Builders. NASCLA hopes
to network with national representatives during
the conference.
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Board Discusses Implementation of AB
86 with State Partners (Goal 4)

In the wake of the 2013 Legislative Session, the
Board met with the Department of Industrial
Relations and Department of Employment,
Training, and Rehabilitation to establish
communication and information sharing
procedures relative to the new requirements
set forth in NRS 624.256, as a result of the
passage of AB 86. Outcomes of the discussion
included the establishment of an FTP sharing
site, which will allow NSCB, DIR, and DETR
to convey information in real time pertaining
to contractors’ compliance with industrial
insurance laws and unemployment insurance
laws.

Executive Subcommittee Makes
Recommendations to Board (Goal 5)

Members of the Executive Subcommittee met
in November to discuss a variety of topics,
including legislative counsel, policies and
procedures, rulemaking requests, public
education, and succession planning. One
strategic item discussed was the enforcement
objective to train compliance investigators to
become POST certified. It was recommended
that this and other matters be considered
legislatively for the 2015 Session.

Board and Staff Training (Goals 5 & 6)

The Board Orientation Manual was updated to
include an overview of each department’s role
and responsibilities. The new information will
be integrated into the new member training to
best ensure their understanding of all functions
of the Board. Also, by the end of the second
quarter, all staff had met or exceeded their

16 hours of training, which is required every
calendar year.
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Application, Renewal & Cost Recovery Revenue
(FISCAL YEARS 2012-2013 f 2013-2014)
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Licensing - Overview

APPLICATION DENIAL HEARING OUTCOMES APPLICATION DENIAL HEARING OUTCOMES
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Licensing - Highlights

Licensee/Applicant is Resident of:

2.7%

Reason for Contacting the Board

Contractors' Value of a License

BSouthem Mevada

@ Northem Mevada

m Rural Nevada

mNot a resident of
Mevada

BMNew License
mChange License

BRenew License

4.1% _ 0.9%

mExtremaly Valuable
BValuable
OSomewhal Valuable

WMot at All Valuable
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IMPLEMENTATION OF AB 86

Licensing spent the second quarter working with
representatives from the Department of Industrial
Relations (DIR) and the Department of Education,
Training, and Rehabilitation (DETR) to establish
procedures and workflows as well as minor internal
programming controls to accommodate the
implementation of AB 86.

Effective January 1, 2014, DIR and DETR will be
required to notify the Board when a licensee has a
judgment for unpaid unemployment compensation
or has not complied with laws concerning industrial
insurance coverage. The Board is required to provide
a 30-day notice to the contractor, and suspend their
license if proof of compliance is not provided.

Application Denial
Hearings

Staff and counsel continue to
identify ways to streamline the
hearing process. This quarter,
licensing modified the decision
documents and are no longer
issuing Formal Findings of Fact and
Conclusions of Law. Staff are also
tracking reasons for denial, whether
the denial was upheld, and the
outcome of each hearing.

2(0)

V.

Both the application and
renewal forms have been
updated to request the
applicant or licensee’s :
Nevada business ID number, f
as staff have found a number
of discrepancies between

the licensed business entity
and the registered business
entity.

Quarter Two Report
Oct. 1 to Dec 31., 2013



Enforcement - Applicant Backgrounds

SIGNIFICANT OUTCOMES

denied by Board Staff

« 60 investigations initiated; 18 pending
« One registered sex offender identified and

e Three applicants withdrew their applications
once background issues were identified.

Fingerprint Cards Submitted 734
Total Fingerprints Retumed With
Criminal Histonies 102
Tolal Fingerprinis Retumed

Without Criminal Hiskxies 632
Criminal Histories 14%

UNREPORTED CRIMINAL ACTIVITY
(per background investigations)

Domestic Violence (8)
DUI (5)

Misdemeanor Theft (5)
Felony Narcotics (4)
Burglary (4)

Assault (3)

Felony Theft (2)

Forgery (2)

Battery (2)
Embezzlement (1)
Sexual Assault (1)
Child Abuse (1)
Arson (1)

Criminal Damage (1)
Fraud (1)

APPLICANT FINDS HIS FINGERPRINTS LEAVE LONGSTANDING TRAIL

Recently, an applicant for a contractor’s license omitted information regarding six misdemeanor arrests and

convictions for a stolen vehicle, providing a false ID to a Police Officer, possession of controlled substances
and inflicting corporal injustice to a spouse. All the offenses occurred in California and were from 1988 to

2001.

The applicant had previously learned the police departments’ records had been destroyed in compliance
with departmental record retention policies. The applicant felt confident the prior arrests would not
be identified and submitted his fingerprints to NSCB as part of the normal licensing process. The six
unreported arrests and convictions were identified when the FBI Fingerprint Report was returned to NSCB.

The applicant subsequently appeared before the Board and claimed he was not the person listed in the
arrests on the FBI Fingerprint Report and that someone else was using his identity. The applicant also
questioned how there could be an FBI Report on his arrests when the police departments had destroyed
their records. The applicant claimed there were no records supporting the FBI Fingerprint Report.

The applicant was unaware that when a local law enforcement agency makes an arrest a copy of the
suspect’s fingerprints are routinely forwarded to the FBI and a record is established. Those records were not
destroyed by the FBI.

The fingerprinting identification and process of the FBI was explained to the Board and the identity of the
applicant in all six (6) arrests was established. The Board denied the license for Lack of Good Character and
failure to disclose prior arrests.

b
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Enforcement Overview - Compliance

QUARTER SNAPSHOT

Opened Complaints: 369
e 117 Workmanship
« 70 Money Owing
« 187 Industry Regulation

Closed Complaints: 383

+ 151 single-family residences; 2 multi-
family residences; 16 public works
projects; and 60 commercial projects

Pending cases: 263; 9 over 90 days (3%)

83 Administrative citations issued
* $62,1000 in Fines
*  $26,000 in Investigative Costs

27 Cases Referred for Disciplinary Hearing
+ 11 Licenses revoked
« 8 Licenses Suspended
« 8 Licenses Surrendered
+ $36,200 in Fines
*  $47,100 in Investigative Costs
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Enforcement - Compliance Highlights

REPEAT OFFENDER DISCIPLINED

In November, the Board conducted a two-day
Disciplinary Hearing against a licensed contractor for
multiple violations. The licensed contractor was a
repeat offender with five prior citations and two prior
Disciplinary Hearings. The allegations included forging
the homeowner’s signature on an invoice, failure to
give Residential Recovery Fund Notices, failure to
obtain a permit, failure to provide documents, failure
to cooperate in the investigation, failure to properly
supervise an employee, and failure to maintain workers
compensation insurance.

The two-day hearing concluded with the licensee
being found guilty of eight out of 10 charges, was fined
$5,600 and assessed nearly $4,000 in investigative
costs.

b

Recovery Fund Claims Filed
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Board Assists in
Money Owing Cases

60% (32/53) of cases
were resolved by Board
investigators prior to the
administrative meetings
Approximately $410,000
in mutually agreed
settlements

RESIDENTIAL
RECOVERY FUND

2 Residential Recovery Fund
hearings

» Three cases heard

« Approximately $17,355
awareded collectively

« Average claim awarded -
Approximately $5,800

» Five claims denied by
Committee

As of December 31, 2013,
the Fund has a balance of
$5.7 million.

FY 2013-14 Strategic Plan 8



Enforcement Overview - Criminal

SOURCE OF COMPLAINT FILED

recorded

1,146 Pending cases

QUARTER SNAPSHOT
Opened Complaints: 249
Closed Complaints: 277

Zero cases over 90 days
88 Criminal charges filed
82 Criminal convictions

« 3 Gross Misdemeanor
« 79 Misdemeanor
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ENSCB

EAnonymous
m Contractor
B Homeowner
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CRIMINAL CASE OUTCOMES
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Almost $1 Million
Lost to Unlicensed
Contractors in Nevada
between October and
December 2013.

LAS VEGAS STING OPERATION NETS 13
UNLICENSED CONTRACTORS

As part of the Board’s proactive enforcement efforts,
criminal investigators set up a sting operation at a
commercial building in Las Vegas during the quarter.

The investigators posed as new business owners looking
to remodel the sting property. Services solicited included
floor tile installation, drywall, and electrical work.

As a result of the one-day sting, a total of 13 unlicensed
contractors were cited, including six for allegedly
engaging in business without a license and seven for
allegedly advertising without a contractor’s license.




Public Service Announcement Gets
Statewide Coverage

During the Second Quarter, NSCB invested
resources to secure spots in television markets
across the state to maximize exposure to senior
citizens through its Public Service Announcement.

Between October and December 2013,
approximately 31 - 30 second spots were purchased
in Southern Nevada and 58 - 30 second spots

were purchased in Northern Nevada on many

of the major networks reaching the targeted age
demographic of 55+.

In addition to the paid spots, NSCB received 97

- 30 second spots and 660 - 15 second weather
crawl spots in Southern Nevada completely free
of charge. Additional free 30 second spots in the
Northern Nevada market totaled 25.

NSCB Increases
Facebook Following
by 500°% in 2 Years

Sights Set on
Twittersphere in
2014

state contractors board

NSCB SPEAKS TO COMMUNITY
MANAGER GROUPS

The Public Information Office partnered with
staff from enforcement to address groups of
community managers this quarter, an initiative
largely requested after passage of Assembly Bill
334 during the 2013 Legislative Session.

The one-hour presentations have assisted
community managers who oversee contracting
and maintenance/repair services for Homeowners
Associations (HOAs) in better understanding
contracting requirements, best practices when
hiring individuals to perform services, and have

a two-way dialogue to address concerns or issues
faced by such professionals in their day-to-day
operations.

As a result of these efforts, NSCB has developed an
interactive, three-hour continuing education course
specifically targeted to this audience, which is
planned to launch in the third and fourth quarters
of this fiscal year.

-

VETERAN ASSISTANCE PROGRAM

To aide in the awareness of the Board’s recently
adopted Veteran Assistance Program, the P1IO
developed an informational postcard and is in
the process of identifying appropriate locations
throughout the state to distribute it to, along
with key messaging and promotions of Board
presentations to interested parties.

FY 2013-14 Strategic Plan 10
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Measure up...use licensed contractors.

Version 1.0

NSCB DEVELOPS MOBILE APPLICATION

The Information Technology team with some has
successfully developed and launched its first mobile
application for iPhone and Android users. The new
resource will make it more convenient and easy for
consumers, contractors, and Board investigators to
access licensee information and report unlicensed
contractor activities while out in the community, away
from their computers.

5
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INCOMING CALL PATH
STREAMLINED

This quarter, IT began evaluating and
making improvements to the manner
in which incoming calls are received
and routed through our phone system.
The office voice server in Reno was
upgraded to support the technology
currently being used. Additionally, all
of the Board’s pre-recorded automated
system messaging was updated to
more accurately reflect transfer
directions and highlight important
information. All of these changes,
along with the migration to our new
incoming call system are expected to
launch in the next quarter.

SERVER HARDWARE UPGRADED

At the Contractors Board, functioning e-mail
services are a mission critical means of
communication. During the quarter, the legacy
e-mail server was approaching its shelf-life and
therefore, the hardware was completely replaced to
improve reliability and availability through the use
of drive arrays. The software was then upgraded to
stay more current with features and security.

Quarter Two Report 1
Oct. 1 to Dec 31., 2013



Customer Service Survey - Licensing

Licensee/Applicant Feedback
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Applicant participated in the free Contractors’ Value of a License
Business Assistance Program

4.1%
BYes
34.1% = No
O was not informed o

4.1% _ 0.9%

EExtremely Valuable
mVvaluable
O Somewhal Valuable

WMot at All Valuable

SURVEY QUESTION KEY

1. The forms and instructions were clear and easily accessible.

2. NSCB staff notified me of problems/issues within a reasonable
timeframe.

3. NSCB staff kept me informed of the progress of my licensing

request.

4. NSCB staff was responsive to my questions and concerns.

5. I was treated with respect and professionalism.

6. The time it took to process my request met my expectations based on

my interactions with NSCB staff.
7. I feel the licensing processes are efficient.

ﬁ 8. I am satisfied at how my request was handled.
nevada( FY 2013-14 Strategic Plan 12
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I Customer Service Survey - Complainant

Complainant Feedback
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Friend, Google/Bing The Board's Info. News/media
family, or search website  provided by

B 5-10 business days

6.7%

OMore than 10 business
days

word of a confractor
::‘is mouth

SURVEY QUESTION KEY

1. The information on how to file a complaint was easily accessible and
COMPLAINANT understandable. b g

SAMPLING RATES 2. The procedures for investigating my complaint were clearly explained to me.

Sept. (14/60) = 23% 3. I was kept informed of the progress made on my complaint throughout the
Oct. (28/94) = 30% investigation.
Nov. (21/62) = 34% 4. NSCB representatives treated me with respect and professionalism.
Total (63/216) = 20%| 5. The investigator was helpful in answering my questions and providing

reasoning for actions taken.

6. I was notified of the outcome of my complaint.
q 7. I understand the outcome of my complaint (regardless if you agree or
not).

'nevada“‘ 8. I am satisfied with the service provided by NSCB. (... 10 report i,

state contractors board Oct. 1 to Dec 31., 2013



Customer Service Survey - Respondent

Respondent Feedback

—
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E Strongly Agres = Agree Meutral = Disagree ®Strongly Disagres
Respondent was Notified within 10 Days of Respondent was Provided Written
Complaint Being Filed Notification of the OQutcome of the Case
6.7% 6.5%
Contractor Perception of Customers’
ias Value of a License BYes
BNo
HNo

m Extremely Important

@ Maoderately Important

RESPONDENT SURVEY QUESTION KEY

SAMPLING RATESI| 1. The investigator clearly explained the complaint filed against me.

2. The procedures for investigating the complaint were clearly explained to me.
Sept. (10/110) = 9% 3. I was kept informed of what was happening throughout the

Oct. (11/137) = 8% investigation.

Nov. (10/122) = 8% 4. NSCB representatives treated me with respect and professionalism.

Total (31/369) = 8% | 5. The investigator was helpful in answering my questions and providing the
Board’s reasoning for actions taken.

6. I understand the outcome of the complaint (regardless if you agree or not).

N
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Customer Service Survey - Recovery Fund

Recovery Fund Feedback
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SURVEY QUESTION KEY

1. The information on how to file a Recovery Fund claim was easily accessible and understandable.
2. The time it took for NSCB to contact me after filing my claim was satisfactory.

3. The correspondence and information I received was clear and well explained.

4. NSCB representatives treated me with respect and professionalism.

5. I am satisfied with the time it took to finalize my claim.

6. I feel the Residential Recovery Fund is a valuable protection in place for consumers.

7. I am satisfied at how my claim was handled.

Homeowner knew of Recovery Fund
prior to contacting the Board

RECOVERY FUND
ISAMPLING RATES
Sept. (1/1) = 100% ::;‘:f Homeowner Learned of the Board From:

Oct. (1/4) = 25%
Nov. (1/1) = 100%
Total (3/6) = 50%

B The Board's website

mNews/media

inevada Quarter Two Report 15
state coniractors board Oct. 1 to Dec 31., 2013



Customer Service Survey- Respondent

CUSTOMER SURVEYS PROMOTED

Upon entry to a Board office, all customers are asked

to sign-in and a general feedback survey is sent to them
electronically shortly after their visit. Additionally, all staff
include a link to this survey on every e-mail that is sent.

Surveys are also sent out monthly to licensing customers,
complainants and respondents who have made contact

with the Board during the period. The feedback, which is
captured in this report, focuses on our strategic performance
measurements, customer service satisfaction, and awareness

of Board programs and initiatives.

The results of each survey are compiled and distributed to
management for review and training purposes among their

staff.

What Our Customers

Are Saying

“This was an exceptionally satisfactory
experience. I am very pleased by the
service and with the positive support I
got from the investigator in getting my
complaint resolved.”

~ Complaint

“Thank you for always making
yourselves available to both the
homeowner and us, the Contractor
whenever the need arises...I tell all
my customers how helpful you are.
Thank you!”

~Respondent to a Complaint

ﬁlevada"

state contractors board

“This is one of the most user
Jriendly and professional
parts of the state and federal
government!!!”

~License Renewal Customer

“Our analyst was extremely
patient with us. Our internal
process was typical for us but
could have been completely
exasperating for her. She was
just great and I thanked her for

all her help and giving us every
opportunity to get this done on our
end!”

~New License Applicant

FY 2013-14 Strategic Plan 16



Looking Forward - Quarter 3

While the progress made during the second quarter is noteworthy, there
is still much work to be done in the months ahead. These last six months
have placed a large emphasis and focus on information technology and
the advancement/improvement of our internal systems. The second half
of the year, however, will seek to improve our outreach efforts, licensing
classifications and the ability to look up licensees, as well as enhanced
enforcement structures to better meet the needs of the construction
environments we regulate.

Specifically, the Board will be looking to:

« Study the feasibility of establishing a searchable/sortable licensee
database by classification;

 Build capacity within the Board to better address non-residential
construction issues;

« Expand outreach to HOAs and other county/state groups; and

« Develop targeted collateral pieces for the Board, contractors, and
consumers.

We are excited to take on these new challenges and look forward to
reporting on our experiences in the next quarterly report.
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