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. . . . . mmary of Multi-Year Str. ic Prioriti
Vision: To be the premier contractor licensing agency, wisely managing Summary of Multi-Year Strategic Priorities
our resources and effectively navigating external relationships to )
further our mission Esse Quam Videri - To be, rather than to seem Five Year Strategy Progress / Successes
Reached 1526 people by attending 15 Getting AZ
Mission: Protect the health, safety and welfare of the public through a Increase awareness Involved in Neighborhoods (G.A.l.N.) events around
regulatory system designed to promote quality construction by Arizona and improve access 2016 the Valley; targeting communities based on number
contractors. to and use of of unlicensed complaints and permits pulled.
Agency services Joined Nextdoor and delivered over 1.7M
impressions since Oct. 7, 2019.
Agency Description:The Arizona Legislature established the Registrar of
Contractors in 1931. Modernize Agency Moved 75% of Agency service capabilities to online
A.R.S. § 32-1104 enumerates the powers and duties of the Registrar to technology solutions 2015 portal to better serve all c.|t|zens. .
issue and maintain contractor licenses, investigate and cite violators, to meet customer Employed automatic email and text capability
adopt construction standards, educate the public and contractors needs technology for applicants.
regarding such standards and rules/policies, and assist in
dispute-resolution. Championed and implemented largest update to
Reduce regulatory Title 32, Chapter 10 since 1981; improvements
. burderT and scope included, eliminating of a 20-day waiting period,
Executive Summary: confusion for . e —
. d 2015 | updating Registrar’s Residential Recovery Fund, and
Consumers are not aware of the benefits of hiring licensed contractors TRt increasing public access to information on Doing
and that hiring unlicensed entities to do construction comes with government . o .
significant risk. Front line employees are unaware of Agency outreach SRR Business As (DBAs) and individuals convicted of
and external collaborations Increase awareness of Agency activities. unlicensed contracting.
The expectations of the citizens we serve have fundamentally changed T d ith Build Your F | hing i
to wanting digital access to services anytime and anywhereModernize rzlaiare] (L el [l Wlr FLBLIE EIt (R el 1S
technology/expand self-service options. Collaborate with website and marketing campaign.
Director toured Yuma and Mohave Counties meetin
“Decades of overreach by government and special interest groups have §takeholdfers i busi . del d lead &
left burdensome regulations scattered throughout our economy,” influence industry 2017 usiness, construction and elected leaders.
Governor Ducey. Continue to reduce “red tape.” awareness, training 800 students and military along with 30 sponsors
The shortage of properly trained Construction Science Professional and apprenticeship scheduled to participate in Apprenticeship Fair with
workforce continues to be a factor in the industry’s recovery. efforts AZ D-backs; postponed due to delay in Major League
Stakeholder collaboration has increased industry awareness, training Baseball (MLB) season.
and apprenticeship efforts.Continue collaboration.
A person’s skills do not diminish when they cross state lines. Legislation B 13 @287 721 Implemented Universal Recognition law (A.R.S. §
passed last year allows those who have moved from other states to “get people who are S ey e e By e Gy e
to work faster and without all the red tape.” As a result of statutory residing or already . - .
examination requirements, applicants are often required to take time licensed in another | 2019 | since then approved 507 licenses in FY20; the most
off and travel to Arizona to take examinations in brick and mortar . of any AZ licensing Agency, board, or commission -
locations. Open for business/universal licensing ;5;8;3 to get licensed according to Goldwater Institute.
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Current Annual Focus

Strategy # FY21 Annual Objectives

Objective Metrics

Annual Initiatives

1 Increase outreach.

Decrease Application Deficiencies.

. # of events and # people reached

. % of Applicants/Licensees called Prior to

Adverse Action

. Statistically significant difference

between # of deficiencies per
application of participants vs. # of
deficiencies per application of
non-participants

. Continue outreach with Territory Management, licensed contractor

forums and by participating in G.A.l.N. events throughout AZ.
Begin internal communications to ensure front line employees are
aware of outreach activities and external collaborations.

. Increase communication and outreach to involved parties — mail,

email, phone, etc. with documentation in notes.

. Educate applicants on application process steps, tips to avoid

deficiencies, and host Q/A sessions virtually (weekly/biweekly).

2 Implement public-facing business
portal.

Move all services online.

Establish tech tools that aid
customers interaction with Agency.

. % of external services available online; #

of external services available online

. % of external partners (private and

governmental) linked to case
management system with API
- define % of time operational

. % using portal for renewals, new apps

and complaint filing

. % open rate or % click through rate

. Deliver all external services online by end of calendar year 2020.

. Integrate, reliably functioning application programming interface

(API)s with external partners and integrate internal phone system
into case management system.

. Encourage and support the public’s online interaction with agency

by redesign of website to promote use of, and assist with, online
services. Provide Artificial Intelligence chat bot capability to assist
in answering Frequently Asked Questions.

. Provide automatic notifications regarding license

changes/deadlines via email and text messaging.

3 Reduce regulatory burden. A.
. # of repealed rules

# of improved

. Rulemaking to fully implement recent legislative changes, and

reduce unnecessary burdens.

influence industry awareness,
training and apprenticeship efforts.

4 Collaborate with stakeholders to A.

# of Agency collaborations where
Director is promoting workforce
development

. Promote workforce development for Construction Science

Technology Professions.

. Launch apprenticeship fair for 2021 MLB season.

residing or already licensed in
another state to get licensed in AZ

5 Make it easier for people who are A.

# of applications submitted where
applicant claims out of state waiver

. # of examinations taken online and

out-of-state

. Implement online proctoring of all exams.

. Ensure examination vendor offers AZ Registrar of Contractors

Examinations in brick and mortar facilities nationwide.
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