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Message from the Executive Officer

There are a handful of things I look forward to throughout the year, and the summer months are one
of them — not because of the scorching heat, but because of the opportunities that await us. For the
Nevada State Contractors Board, July marks the start of a new journey and a renewed focus as we
advance our sights on becoming a model regulatory agency.

Our Licensing Department has taken time this quarter to dedicate a fresh set of eyes to the

license application in an effort to identify ways to streamline information, enhance the quality

of instructions, and gain greater perspective on how the Board can better serve its applicants
throughout the application process. Customer service has always been a priority area that we strive
to improve through each Strategic Plan, and this initiative is one of many we are engaging in this year
to achieve that growth.

In an effort to meet the many objectives outlined this quarter, the Public Information Office
constructed a plan that will allow the Board to adapt to new projects and remain flexible as it
implements a variety of measures throughout the year. Such initiatives include investing in new
efforts to evaluate and improve its customer service efforts and publishing several new brochures and
consumer information.

Furthering our mission of consumer protection, the Board remains actively engaged and involved
in the topic of solar construction. A little over a year ago, the rapid growth of the solar industry
initially led to concerns from the Board after a series of complaints were received highlighting both
licensed and unlicensed contracting issues. However, in recent months, the Board’s concerns have
developed into a new opportunity — one that entails partnering with other states and local building
departments, and the pursuit to better understand the driving factors behind the solar industry,
including the technologies used, the forecasted longevity of the products, and the potential impacts
consumers and the Board can expect in years to come.

The Board remains dedicated to its many customers and demonstrates its commitment to quality
through each of the objectives outlined to be accomplished. This quarter was no exception. The
summer heat may be fading, but the energy of the Board is just steaming up, so stay tuned to see
what we’ll generate in the next three months!

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

Governor Sandoval Appoints New
Member to Commission on
Construction Education (Goal 5)

Brian Plaster of Signature Management
was appointed by Governor Sandoval to
serve on the Commission on Construction
Education — a term that will last through
June 30, 2016. Plaster fills the vacancy of
former commissioner Jennifer Lewis.

Board Resources Enhanced (Goal 4)

To further support an already actively
engaged Board, staff has developed quick
reference resources for members to utilize
while out in the community. These resourc-
es will provide members with highlights of
key initiatives, important statistics, and ar-
eas of interest during given points of time
throughout the year.

Board Hosts Third Annual Contractor
Training Day (Goal 3)

Also in August, the Board welcomed
nearly 100 contractors from across the state
that attended its free Contractor Training
Day. Training topics offered during the full-
day sessions included a legislative overview,
solar contracting trends and compliance, as-
sistance with liens, building code updates,
and marketing tactics.

Board Takes Leadership Role At
National Conference (Goals 2 & 5)

The Executive Officer and members of
management attended the National Asso-
ciation of State Contractors Licensing Agen-
cies (NASCLA) annual conference in August
leading a roundtable discussion on renew-
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able energies. The discussion allowed for
states to share information on their experi-
ences with the solar trend and brainstorm
various opportunities related to the topic
in a dynamic and open setting. Addition-
ally, the Executive Officer and chair of the
NASCLA Resources Committee provided
members with an overview of several pro-
grams aimed to assist Board’s in advancing
their operations.

Solar Interest Leads to New
Partnering Initiatives (Goals 1-5)

Understanding that the solar trend is
beyond the borders of Nevada, the Board
has been actively engaged in dialogue with
neighboring states in the West, as well as
others nationally. Staff has been meeting
with building officials and industry experts
to better understand the processes and re-
quirements surrounding installation and
inspection services, and the related trends
being noticed by the different entities. In
October, the Board will be hosting a western
state enforcement summit to discuss issues
relative to solar construction.

Enforcement Holds Sting Events;
Partners with Media (Goal 2)

Two sting operations were held in Sep-
tember in Sparks and Henderson, Nevada.
Several individuals were cited for contract-
ing and advertising without a license. NSCB
partnered with local media to cover the
southern Nevada sting operation, whose
coverage of the event is expected to air in
coordination with a larger story in the near
future.



Licensing - Data Dashboard

License Renewals $285,000 $280,000 $335,000 $335,000 $300,000 $320,000 $375,000 $335,000 $375,000 $390,000 $365,000 $405,000

New License Fee $49,166 $49,166 $49,166 $49,166 $49,167 $49,167 $49,167 $49,167 $49,167 $49,167 $49,167 $49,167 5590,000'

Application Fee $35417 $35,416 $35,416 $35,416 $35,417 $35,416 $35,417 $35417 $35,417 $35,417 $35,417 $35,417 $425,000|

License Changes $29,167 $29,166 $29,167 $29,166 $29,167 $29,167 $29,166 $29,167 $29,167 $29,167 $29,166 $29,167 $350,000|
igative Recov Costs $29,167 $29,166 $29,167 $29,166 $29,167 $29,167 $29,166 $29,167 $29,167 $29,167 $29,166 $29,167 $350,000|

Renewal Late Fees $8333 $8,333 $8,334 $8,333 $8,333 $8334 $8,333 $8333 $8,334 $8333 $8,334 $8333 $100,000|

Renewal Inactive Fee

Actual (2014-2015)

$12,917

JuLY-14

$12,916

AUG-14

$12,917

SEPT-14

$12,917

0CT-14

$12,916

NOV-14

$12,917

DEC-14

$12,917

JAN-15

$12,916

FEB-15

$12,917

MAR-15

$12,917

APR-15

$12,916

$12,917

TOTALS

License Renewals $328,500 $328375 $334,475 $331,700 $215,200 $320,503 $355,450 $326,550 $366,910 $340,925 $351,270 $404,765 4,004,623
New License Fee $66,000 565,400 $35,700 58,500 $45,600 $58,700 $41,000 $52,800 $50,450 $45,600 $54,000 $56,700 $630,450
Application Fee $34,800 $36,050 $35,400 $33,300 $34,550 $33,650 $27,600 $33,900 $48,300 $42,950 $39,000 $52,200 $451,700)
License Changes $35,725 $36,075 $31,250 $36,050 $31,175 $28,675 $§21,175 $29,250 $36,525 $37,025 $29,725 $37,200 $395,850|
igative Recov Costs $33,592 $31,719 $43,165 $17,925 $16,400 $36,332 $24,004 $23,098 $31375 $28,616 $28,991 $134,580 $450,086|
Renewal Late Fees $§1275 $7,200 $7390 $7,875 $4,500 $6,685 $6,380 $§7,295 $5,813 $6,975 $6,300 $8,063 $82,250|
Renewal Inactive Fee $7,800 $8,775 $16,313 S12,775 $9,300 $6,538 $9,000 $10,00 $15,600 $9,300 8,400 $12,900 $126,900
A PTEMBER OCTOBER OVEMBER DECEMBER AR AP A
ota g ) 6o ) 08 . ) . " : . .
Variance (2014-2015) JULY-14 AUG-14 SEPT-14 0CT-14 NOV-14 DEC-14 JAN-15 FEB-15 MAR-15 APR-15 MAY-15 JUN-15 TOTALS
License Renewals $43,500 $48375 ($525) ($3300) (584,800) $503 (519,550) ($8450) ($8,090) (549,075) ($13,730) ($239) ($95,378)
New License Fee 516,834 $16,234 ($13,466) $9334 ($3,567) $9,533 ($8,167) $3,633 $1,283 ($3,567) $4,833 §7533 $40,450
Application Fee ($617) $634 (516) ($2,116) ($867) ($1,766) ($7,817) (§1,517) $12,883 $§7533 $3,583 $16,783 $26,700
License Changes $6,558 $6,909 $2,083 $6,884 $2,008 ($492) ($1,991) $83 $7358 §7,858 $559 8,033 $45,850
Investigative Recov Costs $4,425 $2,553 $13,998 ($11,241) ($12,767) $7,165 ($5,072) ($5,869) $2,208 ($551) ($175) $105,413 $100,086
Renewal Late Fees ($1,058) 51,133) ($944) (5458) ($3833) (51,649) ($1,453) (51,038) [$252) (51,358) [$2034) (s21) ($17,750)
Renewal Inactive Fee ($5,117) ($4,141) $3,3% ($142) ($3,616) ($6,380) ($3,917) ($2,716) $2,683 ($3,617) ($4,516) ($17) ($28,100)
Totals JULY AUGUST SEPTEMBER OCTOBER NOVEMBER DECEMBER JANUARY FEBRUARY MARCH APRIL MAY JUNE
564,525 $69,431 $4,525 ($1,039) ($107,442) 56914 ($47,967) (§15,874) $15,803 ($42,777) ($11,480) $137,40 $71,858
Budget (2015-2016) JULY-15 AUG-15 SEPT-15 0CT-15 NOV-15 DEC-15 JAN-16 FEB-16 MAR-16 APR-16 MAY-16 JUN-16 TOTALS
License Renewals $270,000 $320,000 $340,000 $320,000 $320,000 $300,000 $360,000 $330,000 $380,000 $390,000 $370,000 $400,000 $4,100,000
New License Fee $49,170 549,165 $49,170 $49,165 $49,170 $49,165 $49,170 $49,160 $49,170 $49,165 $49,170 $49,160 $590,000
Application Fee $35,415 $35,415 $35,417 $35417 $35,417 $35417 $35,417 $35,417 $35,417 $35,417 $35,417 $35,417 $425,000
License Changes $30,000 $30,000 $30,000 $30,000 $30,000 $30,000 $30,000 $30,000 $30,000 $30,000 $30,000 $30,000 $360,000
igative Recov Costs $29,166 $29,167 $29,167 $29,166 $29,167 $29,167 $29,166 $29,167 $29,167 $29,166 $29,167 $29,167 $350,000
Renewal Late Fees $6,665 $6,670 $6,665 $6,665 $6,665 $6,670 6,665 $6,665 $6,670 $6,665 6,665 $6,670 $80,000
Renewal Inactive Fee $10,000 $10,000 $10,000 $10,000 $10,000 $10,000 $10,500 $10,500 $10,500 $10,500 99,000 $9,000 $120,000
Totals JULY AUGUST SEPTEMBER OCTOBER NOVEMBER DECEMBER JANUARY FEBRUARY MARCH APRIL MAY JUNE
$430,416 $480,417 $500,419 $480,413 $480,419 $460,419 $520918 $490,909 540,924 $550913 $529,419 $559,414 $6,025,000
Actual (2015-2016) JULY-15 SEPT-15 TOTALS
License Renewals $361,470 $276,970 $356,030 $994,470
New License Fee $47,400 $59,700 $67,350 $174,450
Application Fee $43,200 542,000 $43,600 $128,800
License Changes $31,000 $27,00 $30,950 $89,150
igative Recov Costs $45,087 §25,971 $24,526 $95,584
Renewal Late Fees 5,775 $6,450 $10,075 $22,300
Renewal Inactive Fee $6,900 $8,400 $12,038 $27,338
A P BER OCTOBER 0 D AR AR APR A
= 40,8 44,568 0 0 0 0 0 0 0 0 0 09
Variance (2015-2016) JULY-15 UG5 SEPT-15 0CT-15 NOV-15 DEC-15 JAN-16 FEB-16 MAR-16 APR-16 MAY-16 JUN-16 TOTALS
License Renewals 991,470 ($43,030) $16,030 ($320,000) ($320,000) ($300,000) ($360,000) ($330,000) ($380,000) ($390,000) ($370,000) ($400,000) ($3,105,530)
New License Fee ($1,770) $1053 $18,180 ($49,165) (549,170) (549,165) (549,170) (549,160) ($49,170) (549,165) ($49,470) (549,160) (5415,550)
Application Fee $7,785 $6,585 $8,183 ($35,417) ($35,417) ($35,417) ($35,417) ($35,417) ($35,417) ($35,417) ($35,417) ($35,417) ($296,200)
License Changes $1,000 (52,800) $950 ($30,000) ($30,000) ($30,000) ($30,000) ($30,000) ($30,000) ($30,000) ($30,000) ($30,000) (5270,850)
igative Recov Costs §15,921 ($3,19) ($4,641) ($29,166) ($29,167) ($29,167) ($29,166) ($29,167) (529,167) ($29,166) ($29,167) ($29,167) ($254,416)
Renewal Late Fees ($890) ($220) $3,410 ($6,665) ($6,665) ($6,670) ($6,665) ($6,665) ($6,670) ($6,665) ($6,665) ($6,670) ($57,700)
Renewal Inactive Fee ($3,100) ($1,600) $2,038 ($10,000) ($10,000) ($10,000) (§10,500) ($10,500) (10,500) ($10,500) ($9,000) ($9,000) ($92,663)
Totals JULY AUGUST SEPTEMBER OCTOBER NOVEMBER DECEMBER JANUARY FEBRUARY MARCH APRIL MAY JUNE
$110416 (533,726) $44,149 (5480,413) (5480,419) (5460,419) (6520,918) (5430,909) (6540,924) (6550,913) ($529,419) ($559,414) (64,492,909)
E.‘nevad 2
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FISCAL YEAR 2013

July to Sept. 2015

Licenses (Beginning of Quarter) 16,033
New Licenses Issued 263
Licenses Cancelled / Surrendered /Revoked (264)
Variance in Suspended/Reinstated Licenses (42)
Licenses (End of Quarter) 15,990
# of Licenses on July 01, 2015 16,033
# of Licenses on September 310 2015 15,990
Net YTD (Fiscal Year) (43)
Renewal Revenue Gained / Lost ($25,800)
*Does not include suspended licenses

NEVADA STATE CONTRACTORS BOARD LICENSING FEES DASHBOARL

July to Sept. 2015

FISCAL YTD LICENSING FEE TOTALS (FY2016)

Licenses (Beginning of Quarter) 16,033
New Licenses lssued 363 BUDGET ACTUAL VARIANCE
Licenses Cancelled / Surrendered /Revoked (264)[License Renewals 4,100,000 | 994,470 | (3,105,530
\{arlance in Suspended/Reinstated Licenses (42) |New License Fee 590,000 | 174,450 (415,550)|
Licenses (End of Quarter) 15,990 ——
# of Licenses on July 01, 2015 16,033 [Application Fee 425,000 | 128,800 |  (296,200)|
# of Licenses on September 310 2015 15,990 !License Changes 360,000 | 89,150 (270,850)|
Net YTD (Fiscal Year) (43) |Invest Recov Costs 350,000 | 95,584 | (254,416)
Renewal Revenue Gained / Lost ($25,800) |Renewa| Late Fees 80,000 | 22,300 (57:700)|
*Does not include suspended licenses Renewal Inactive Fee 120.000 | 27.338 (92,663)
90 Day Rete o ate 180 Day Retention Rate

Jul 2015 16,033 Apr 2015 16,065

. Cancellations (264)| (1.65%) . Cancellations (664)| (4.15%)

:r:‘::(::edn:(izarlr- New Licenses 263 1.64% z;:jic;t:ednl{iiir- New Licenses 514 3.21%
Rate Susp/Reinstat (42)| (0.26%) Rate Susp/Reinstate 225 1.41%

Sep 2015 15,990| B Sep 2015 15,990

Change (43) Change (75)
Month Rolling |% Change -0.47%

Eﬂevad
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Licensing - Overview

QUARTERLY STATS

New License Apps: 434 (+17%)
« 328 Approved
« 31 Tabled/Denied
« Avg. Processing Time 65 days;
52% approved/denied within
60 days

Issued Licenses: 263 (-15%)
License Change Apps: 695 (-18%)

« Avg. Processing Time 29 days;
71% approved/denied within
30 days

Active Licenses: 14,997 (+1%)

Inactive Licenses: 993 (-16%)
* 48 Placed on inactive status
during Q1 (-19%)

Voluntary Surrender: 70 (+5%)

Active License Renewals:
1,601 (-5%)
Inactive License Renewals:
73 (-32%)
Online Renewals: 535
« 32% of total renewed licenses
License Suspensions (no bond):
« 182 (-15%)

Licenses Cancelled: 166 (-29%)

Application Denial Hearings:

+ 15(-35%)
Financial Responsibility Hearings:
12 (+71%)

New Licenses Issued

I r 2010-11]FY 2011-12] FY 2012-13 [ FY 201314 | FY 2014-15 | FY 2015-16
JUL 100 95 86 89 112 84
AUG 83 107 79 99 120 87

SEP

85

70

74

72

78

92

1st Qtr:

3rd Qtr:

4th Qtr:

1,005

Eﬂevad
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Licensing - Highlights

— e e e |
— o — — o — —

1st Qtr 10
Ind Qi 10
3 Qar 10+
dth Qe
Istdir 14
Ind Cir 11
3nd Qe 11
b 11
Lty 1243
dnd Qr 1213
3nd Qer 1243
ath O 1213
Litdr 13-4
Ind Ctr 1314
dd Qtr 1344
4th i 13-4
Lat Ot 1415
Ind Qar 1415
Jrd Car1d45
Ath O 1415
Lst Qi 15-16

Financial Responsibility

Hearing Outcomes *HIGHLIGHTS**
_ .

m ADDDOW/EDN
AT AV O

« In July, a workshop and hearing were held

to receive comment concerning the Board’s
 UNDER ADVISEMENT proposed change to NAC 624.170 establishing
m RTINS a sub-classification for commercial remodel

work. In August the measure was adopted

M SUSPENDED . .
by the Board and is pending approval by the
Legislative Commission.

W VACATED

® DISMISSED

= REVOKED

» During the quarter, three temporary, part-

. . time, employees were hired to work on
New Application imaging the agency’s historical documents.
Denial Hearings Approximately 7,500 licensee files have been
recommended for imaging based on their
retention value.

« Various licensing teams have been work on
business process rules and specification for
configuration of the agency’s new licensing
and enforcement database.

Ehevad , .
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Enforcement - Applicant Backgrounds

SIGNIFICANT OUTCOMES:

« 73 investigations initiated; 31
pending; 92 closed

« 6 applicants withdrew their
application

« 1 applicant identified as having an
outstanding arrest warrant from
California for domestic violence.

Fingerprint Cards Submitted

Total fingerprints returned with
e ] ) 125
criminal historias
Tot=l ﬁngerprin‘lz returned withowt
st ] ) 215
criminal histories SRR
riminal Histories 3T.50%

UNREPORTED CRIMINAL ACTIVITY
(in reference to background investigations mentioned above)

« DUI(12) « Assault with a Deadly Weapon (3)
« Domestic Violence (7) « Obstruction of Justice (1)

o Theft (6) « Forgery (1)

« Felony Theft (2) « Stalking (1)

« Felony Narcotics (1) « Trespassing (1)

« Felony Battery (3) « False Reporting (1)

« Misdemeanor Battery (1) « Disorderly Conduct (2)

« Burglary (4) + Contributing to Delinquency (1)

« Aggravated Assault (1)

Eﬂevad
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Enforcement - Compliance Overview

QUARTER SNAPSHOT

Opened Complaints: 429
» 178 Workmanship
* 50 Money Owing
« 211 Industry Regulation

Pending cases: 310;

103 administrative citations
issued

Closed complaints: 454
* $89,900 in Fines
« $35,972 in investigative
costs

56 Cases referred for
disciplinary hearing
» 16 licenses revoked
* 43 fines imposed
totalling $134,950 and
62,965 in investigative
costs

Complaint Sources

B Anonymous

M Building Department
Contractor
Homeowner

B Law Enforcement

B Contractors Board

W Other Agency

M Subcontractor

W Supplier

Eﬂevad
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Compliance Complaints Filed

Money Owing Workmanship

Industrial Regulation

SR PR P A PR P FY2012| FY2013| FY2014] Y2015 FY2016

1st Qtr:

ocT 5 | 4
NOV 60 | 8
DEC 4 119

2nd Qtr:

JAN 8 | &
FEB 81 3%
MAR 4 1 3

3rd Qtr:

| s | 117 | 45 | 0 |

106 | 116 | 24 | 166 | 0 |

FY2012 FY2013 FY2014 FY2015 FY2016

63
65

69 | 64
B2 | 18
% | 6

e
80 [ %
|6

APR 44 | 2
MAY N | U
JUN N|n
4th Qtr:
Valid Unresolved 28
Valid Resolved 7
Valid Other I8
Valid |1
Referral }3

No Jurisdiction I5

Disc. Hearing

— 1

Withdrawn {2

Statute of Limit, 7

Admin. Citation

Closed Case
Outcomes

]



Enforcement - Compliance Highlights

New Licensee Loses License After Six Months

In August, a disciplinary hearing was held
for Epcon Electric Nevada, LLC, license number
79838 (electrical), after three complaints were
received by the Board. Having only been licensed
since February of 2015, Epcon Electric Nevada,
LLC quickly found themselves in hot water, hav-
ing their license summarily suspended after a
number of concerning allegations were being in-
vestigated by the Board.

At the conclusion of the hearing, Epcon Elec-
tric Nevada, LLC, stipulated to the revocation of

its license based on 18 causes of action, including
violations for acting in the capacity of a contrac-
tor without an active license, acting in the capaci-
ty of a contractor under a license issued in a name
other than the licensee’s, diversion of funds, mis-
representation or omission of a material fact in
order to obtain a license, failure to establish fi-
nancial responsibility.

The now revoked licensed contractor is or-
dered to pay fines and costs totaling over $12,000.

License revoked for multiple violations

Sixteen parties filed complaints which resulted
in the revocation of Creative Interior Solutions’ li-
cense. The licensee also was assessed $60,000 in
fines.

The Board took action after finding the respon-
dent in violation of several regulations and stat-
utes, including substandard workmanship, fail-
ure to take corrective action, failure to prosecute
a construction project with reasonable diligence,
causing material injury, abandonment of a con-

RESIDENTIAL RECOVERY FUND

20 cases opened

13 carried over from previous qtr.
25 cases awarded funds

$145,304 awarded

Average of $5,812

1 case continued

As of September 30, 2015, the Fund has a
balance of $6.56 million.

Eﬁlevad
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struction project when the percentage completed
is less than the percentage of the contract price
received, willful disregard for the state’s build-
ing laws, failure to respond to a written request
from the Board, failure to comply with a request
from the Board for information or records, failure
to comply with terms or a contract or warranty,
causing material injury, abandonment of a con-
struction project without legal excuse, and failure
to establish financial responsibility.

.Recovery Fund Claims Filed

——-FY 2011-2012 FY 2012-2013

-+FY 2013-2014 -<FY 2014-2015
*FY 2015-2016




Enforcement Overview - Criminal

QUARTER sNAPsHOT|  Criminal Complaints Filed

Opened Complaints: 440 m N —
242 Contracting w/o AG P ABER AR TR AR FY 12 Y 13| FY 14| FY 15 FY 16 A B PR A B R AR LA B A AL
License

o 188 Unlawful
Advertising
. . 1st Qtr:
o 12 Criminal Fraud 0cT 5
Closed Complaints: 419 ggg ig

Pending cases: 1,406 2nd Qtr:

31 Criminal charges filed :2’; ‘;g
133 Criminal convictions MAR | 69
recorded 3rd Qtr:
e 122 Misdemeanor APR 84
« 7 Gross Misdemeanor m}( ;:

NN S S 0O DS N = Aot N o= o
NN S S O 0 0 e ©O 0 o o ==
WS =S W SO DD O DS S

4th Qtr:

» 4 Felony
190 Cease and Desist Orders

Closed Case Outcomes

— Admin Citation
rryxrr il Estimated Dollars Lost To Closed

Unlicensed Contractors o
Dismissed

$436,195 Felony

Gross Misd.

Misdemeanor

InVvalid

Sept Referral

Statute/Limit

Valid

Valliel Other

Valid Resolved
46

$273,385 122

July

Criminal Complaint Sources

Anonymous
m Building Dept.
Contractor

® Homeowner

mNSCB
m Other Agency

4

nevad

state contractors bot




Enforcement - Criminal Highlights

Investigators cite 18
in sting operations

NSCB investigators cited 18 suspected
unlicensed contractors during sting operations
in Sparks on September 25 and Henderson on
September 29. Investigators identified suspects
through complaints to the Contractors Board
and by examining advertisements on Craig’s
List and other bulletin board services.

In Henderson, investigators issued citations to
12 suspects. Seven were ordered to appear in
court to answer charges of contracting without
a license and advertising construction services
without a contractor’s license. Five were
ticketed for unlicensed advertising. Among
these, Salvador Ulloa-Gutierrez fled the scene,
and two others failed to show up for their
meeting at the sting house. The Board has filed
affidavits with the district attorney’s office to
obtain warrants for their arrest on advertising
charges.

In Sparks, three suspects were cited both for
allegedly contracting without a contractor’s
license and allegedly advertising without a
license. One was cited for contracting without
a license, and two were charged with illegal
advertising. Two of those cited are former
Nevada licensed contractors whose licenses
have been revoked within the last four months.

Eﬁlevad
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Board investigation
nets felony conviction

The subject of numerous and lengthy Nevada
State Contractors Board investigations, Michael
Delbridge received a suspended sentence of 12
to 48 months at a hearing in August. Delbridge
pleaded guilty in April to felony charges of
engaging in business without a license.

The Clark County District Attorney’s Office
submitted five cases, obtained a felony conviction
that includes probation, restitution to the victims
and community service. Since Delbridge’s plea in
District Court, NSCB criminal investigators have
received five additional complaints. In one case,
Delbridge entered into the construction contract
after his court appearance. .

Delbridge’s activities have drawn the Contractors
Board’s attention at various times since 1994.
He has faced allegations of posing as a licensed
contractor, obtaining funds under false pretenses,
diversion of funds and victimizing vulnerable
persons after contracting for construction projects
under the names “Southwest Construction,”
“Roadrunner Construction,” and “Michael
Delbridge Construction.”
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Information Technology Highlights

Licensing/Enforcement database project progressing

The Board’s Information Technology Depart- IT continued and completed several other ini-
ment made significant progress toward imple- tiatives during the quarter:
menting a new licensing and enforcement appli-
cation database and work processor. Toward this
end, IT completed the initial data transfer into the
new database. It is currently working on develop-
ing the requirements for business processes the = ® Added new Microsoft Domain Controllers in
new system will handle. Reno and Henderson

® Equipped several departments in both Reno
and Henderson with upgraded laptop comput-
ers

Quarterly website statistics
4 519% 8 57% B Retumning Visitor B New Visitor

127.486 vs 121,987 64,132 vs 59 071 Jul 1, 2015 - Sep 30, 2015

L A"A"A A A"A A VA ATAA A IR A AA A A A ALATA AR

Fageviews Fages /[ Session
-11.23% -15.06%
926,002 vs 1,043,106 7.26 vs 8.55

MV I Sy | Ao AN

Avg. Session Duration | Bounce Rate
_1[} 55% 19 65% Mar 31, 2015 - Jun 30, 2015
00:04:27 vs 00:04:59 27 65% vs 23.11%

PRy WU R W W W E W W WY

% Mew Sessions

5.40%

44 26% vs 41.99%
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Consumer solar brochure taking shape

As the rooftop solar industry takes hold in Nevada, the
PIO is fast tracking development of a new consumer
brochure outlining the issues they need to be aware of
when deciding whether to have solar panels installed on
their homes. The brochure also will address questions to
ask providers and how to vet manufacturers, installers,
payment plans and benefits of the options offered by
different providers.

In accordance with the Strategic Plan, the Public
Information Department also is working on a brochure
to help hopeful contractors through the application
process. The brochure is intended as a complement
to a PIO/Licensing initiative to make the licensing

process and instructions easier to navigate. The aim is to reduce mistakes, missing information and
the time required to complete the application in order to shorten the time between application and

licensure.

PIO Enhances Coverage
Of Enforcement Efforts

During the quarter, the Public Information Office has
been working with a local Nevada station on the develop-

ment of an in-depth story on unlicensed contracting. In ad-

Tele P hone su rveys dition to covering the Board’s September sting operation in

Henderson, media have been placed into contact with a re-

The Public Information Office has
been working with UNLV on the
development of new telephone surveys
for polling the Board’s complainants,
respondents and licensees. The Board
approved the telephone surveys in
order to obtain more in-depth and
causality data that is available through
our email surveys.
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cent victim of unlicensed contracting who will help further
portray the unfortunate circumstances that homeowners
find themselves in. The story, which is expected to air in the
near future, will focus on the investigative and prosecutorial
process while providing residents of Nevada guidelines for
hiring appropriately licensed contractors.
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Customer Service Survey - Licensing

Quarter 1 Licensing Feedback
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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. = Response Rate 5.3%

3. NSCB staff kept me informed of the progress of my licensing request. (109 of 2,039)

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. 1 feel the licensing processes are efficient. Partici P ated in

8. I am satisfied at how my request was handled. . )
Business Assistance Program

Contractors consider :
their licenses: 46%./_ ° not aware of the 3.7% yes

program

@ Extremely Valuable
B Valuable
OSomewhat Valuable

ONot at All Valuable

>
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Customer Service Survey - Complainant

Quarter 1 Complainant Feedback
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SURVEY QUESTION KEY

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

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

3. I was kept informed of the progress made on my complaint throughout the investigation.

4. NSCB representatives treated me with respect and professionalism.

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.

7.1 understand the outcome of my complaint (regardless if you agree or not). =~ Response Rate 18.8%
8. I am satisfied with the service provided by NSCB. (49 of 261)

More than 10 business days - 4 Was n otified Of

After receiving case outcome

the complaint,

investigator
contacted T aye 10
complainant
within...

E.‘nevad 501516 Stratesic Plan | 14
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Customer Service Survey - Respondent

Quarter 1 Respondent Feedback

1

2
3
4
5
6

SURVEY QUESTION KEY

1. The investigator clearly explained the complaint filed against me.

2. The procedures for investigating the complaint were clearly explained to me.
3. I was kept informed of what was happening throughout the investigation. (16 of 425)
4. NSCB representatives treated me with respect and professionalism.

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).

Was notified of
Was notified of complain filing Respondent’s
case outcome within 10 days years in business

Response Rate 3.8%
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Customer Service Survey - Recovery Fund

Quarter 1 Recovery Fund Feedback
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Response Rate 21.7%

SURVEY QUESTION KEY (5 of 23)

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.

7.1 am satisfied at how my claim was handled.

Claimant learned Claimant knew about RRF
of NSCB from... before contacting the Board

7 - - Ytratacie Pl 16
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Customer Service Survey Comments

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

“I've always had friendly,

“I am pleased and very impressed with the efficient and informative
Contractors Board to this point because of the interactions with everyone at
contacts I have had with your employees - everyone the Board.”

from the receptionist to the investigator assigned License Applicant

have been informative, pleasant, and professional.”
Recovery Fund Claimant

“A very big help! I will

come to you again.” T was completely satisfied with the manner in

which the inspector conducted my case. I appreciate
the NSCB services on this regard with a view to
protect consumers.”

Respondent

Complainant

E.hevad . ,
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Looking Forward - Quarter 2

We're just getting started on our list of objectives to accomplish this
quarter. In the months to come, we look forward to creating a pool of
administrative law judges to preside over future hearing caseloads.

We will also continue our efforts to improve customer service by
finalizing the development of our customer service surveys and working
with each department on revision of documents and website content to
ensure information is clearly conveyed.

Our Public Information Office will expand its relationships with media
by hosting a Media Day, in which state and local print and broadcast
outlets will be informed on the various operations and topics of interest
to the Board in hopes of encouraging future stories that will publicize the
Board’s activities related to its mission of public protection.

These among many others will be highlighted in our next quarterly
report. You won’t want to miss it!

E.hevad . ; 18
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9670 Gateway Drive, Ste. 100
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(775) 688-1141

(775) 688-1271 Fax

LAS VEGAS OFFICE

2310 Corporate Circle, Ste. 200
Henderson, NV 89074

(702) 486-1100

(702) 486-1190 Fax
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