Arizona Registrar of Contractors

Director’s Note

Have a Question?
We're here. Ask us!

The Arizona Registrar of Contractors is a state agency
divided into five basic departments; Licensing, Legal,
Compliance, Administration, and Information Technology.

The Agency was established to license and regulate Arizona’s
construction contractors.

For licensing, the ROC ensures contractors possess the

experience, training and knowledge required in order to AZ ROC by the Numbers
qualify for a license and then issues the appropriate Page 3

credentials. When considering regulation, the Agency works

to curb unlicensed entities working within Arizona and .
investigates complaints made against licensed contractors Most Wanted Unlicensed

regarding professional standards of their work. Entities

If you're reading this, you likely know or are aware of Click here to visit the Most Wanted at azroc.gov.

everything I've said to this point. So why am | pointing these . . .

things out to you? Bills ROC is FOllOWll’lg
(Cont’d on Page 2)

Click here for a list of AZ Bills the ROC is
Following.

Year One Accomplishments

On Tues., Feb. 3, 2015, Governor Doug Ducey announced Jeff Fleetham as the newly appointed Director of the
Registrar of Contractors and last Tuesday, Feb. 9, 2016, marked one year since Director Fleetham took up that

post.

Thanks to the hard work of the staff, many beneficial changes have been made to the Agency and more will be
made as we work to become the best agency we can be for the residents of Arizona!

Here are some of the things each department at the ROC has accomplished:

(Cont’d on Page 3)

1700 W. Washington Street . Phoenix AZ 85007-2812

602.542.1525 . Within AZ 877.692.9762 . Fax 602.542.1599 . www.azroc.gov

To remove your name from our mailing list, please click here.



mailto:jim.knupp@azroc.gov?subject=Please%20Unsubscribe%20Me%20-%20Newsletter
http://www.azroc.gov/wanted/index.htm
http://www.azroc.gov/wanted/index.htm
http://www.azroc.gov/Acrobat/Public/Newsletter_Bills_Being_Followed_by_ROC.pdf

(Director’s Note — Cont’d from Page 1)

If you are a licensed contracting professional in Arizona and have a question about maintenance of your
license, a question about your license classification’s scope of work, or any other question about your
license or the Agency, | encourage you to give us a call.

Likewise, if you're a consumer with a question regarding hiring a licensed contracting professional or if you
have an issue with your construction project, give us a call.

Jeff Fleetham, Director, AZ ROC; Jeff.Fleetham@azroc.gov; 602.771.6700

Wilma Dengavi, Assistant Director, Licensing and Finance; Wilma.Dengavi@azroc.gov; 602.771.6893

Randy Cason, Licensing Department Manager; RandyC@azroc.gov; 602.771.6747

Licensing—Processes and reviews license applications in preparation for the issuance of a contractor’s
license.

James Hanson, Assistant Director, Legal and Recovery Fund; James.Hanson@azroc.gov; 602.771.6790
Legal and Recovery Fund—Issues citations and prepares cases for administrative hearings. Oversees
Residential Contractors’ Recovery Fund.

Jeff Wills, Assistant Director, Compliance; Jeff.Wills@azroc.gov; 602.771.6891
Compliance—Investigates alleged violations of Title 32, Chapter 10 made against licensed contractors and
unlicensed entities in Arizona.

Prepares and reviews civil and criminal cases for judicial or administrative hearings.

Lisa Gray, Assistant to Director Fleetham and Agency Administration Coordinator; Lisa.Gray@azroc.gov;
602.771.6899

Jim Knupp, Public Information Officer | Ombudsman | Legislative Liaison; Jim.Knupp@azroc.gov;
602.771.6710

If you have any questions, give us a call.
Sincerely,
g —
ﬁetham, Director
Arizona Registrar of Contractors
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Compliance Department

consistently perform poor work or abandon jobs through the use of
summary suspensions. R~

e Developed a new Unlicensed Activity Investigations Policy. This new and o |
improved policy clarifies the Unlicensed Entity process and allows the
Unlicensed Entity Investigators and the Supervisors to use responsible
discretion pertaining to the course of action to be taken with unlicensed entities.

e Restructured how construction complaints are handled within the Compliance Department and Legal
Department by empowering Investigators and Compliance Supervisors to determine the course of action to
be taken for construction related complaints.

e Undertaken rewriting of letters sent to Complainants and Respondents in an effort to help the parties
involved in a complaint better understand what the letter they received means for them and the complaint
process moving forward.

e Established a solid working relationship with the Maricopa County Attorney’s Office and Attorney General's
Office, which has substantially increased the Agency’s success regarding prosecution of unlicensed entities.

e Began developing and establishing strong relationships with law enforcement throughout Phoenix and
rural areas of Arizona in an effort to curb unlicensed activity.

e Restructured the Unlicensed Investigations complaint intake procedure allowing each Investigator to spend
more time working cases instead of vetting each complaint assigned. Unlicensed complaints are now vetted
by administrative assistants prior to assignment to an investigator.

e Performed Home Show and neighborhood sweeps/patrols with both Unlicensed Entity and Construction
Investigators, ensuring licensed contractors are in compliance with state contracting

e
[

e Improved agency reaction time and procedure regarding contractors who - £y

(Cont’d on Page 4)

AZ ROC by the Numbers

« 36,638 Active Licenses Unlicensed | Licensed
Complaints Complaints
e Approximately 36 Days to Issue a New License, on Average Apache 0 0
e 147 Unlicensed Entity Complaints Filed, YTD Coconino 6 3
Gila 1 2
e 124 Unlicensed Entity Complaints Closed, YTD (includes  |Graham 0 1
cases filed from the prior year, so may be higher than number filed
Greenlee 0 0
YTD)
La Paz 0] 0
* 715 Complaints Closed with 529 Complaints Filed, YTD (includes |paricopa 54 239
both licensed and unlicensed complaints; Closed Complaints includes cases Moh 5 21
filed from the prior year, so may be higher than number filed YTD) onave
Navajo 1 1
e 57 Investigations Submitted for Prosecution, YTD B 17 34
e 66 Claims filed with AZ ROC Residential Recovery Fund, YTD  |Pinal U 19
Santa Cruz 1 0
e 112 Open Recovery Fund Claims, Current Yavapai a4 12
Yuma 46 38
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laws as well as issuing Cease and Desist Orders to unlicensed entities when found to be performing work that
requires a contracting license.

e Started hiring additional Investigators to combat unlicensed entity activity, statewide.

¢ Undertaken development of training processes and procedures for new Unlicensed and Construction
Investigators.

Legal Department

e Moved away from exclusively own-motion complaints, which placed the state as the complainant against a
contractor and left consumers out of the process. By returning to complainant-driven cases, the consumer is
again involved with their complaint.

e Established mediation-like settlement conferences which have proven to be successful in resolving many cases.

e Started to enforce ARS 32-1154(A)(20) and developed procedures for and use summary suspension of a license
when the public’s health, safety or welfare at risk.

o Worked with both the Investigations and Licensing Departments to establish a Clear Questions Meeting, where
legal questions can be addressed effectively and efficiently.

e Established a Good Character Review Committee, where interdepartmental management meet to discuss
guestions related to possible license application denials.

e Involved with Professional Development and Writing Instruction of staff.

e Undertaken the developing of a format for Substantive Policy Statement writing and process for developing and
testing the statement.

e Created a fair and equitable pro rata procedure for Recovery Fund payouts to be used when the maximum
payout per license is exceeded.

Licensing Department

e Began consolidating and centralizing 19-manual and paper processes by implementing an Account Representative
concept. This eliminates the fractionalized approach by simplifying to Enter, Scan, Review, and enhances the
training and knowledge of all licensing staff in all aspects of New Applications and Maintenance of License
accounts.

e With the assistance of the Legal team, revised letter templates to more closely communicate statute and rule,
while still being easily understandable.

e Removed needless internal procedures, requiring applicants to submit documents issued by financial
institutions and other governments with their own notarized signatures.

e Established the practice of calling applicants versus only sending a letter when a question about documents or
other information received, arises — saving days in response time.

e Management within licensing and cross-departmental relationships now reflect the (at least) three disciplines
critical to licensing at the Registrar of Contractors. They include knowledge of Construction, Law, and Business
and by combining these core knowledge bases, licensing decisions are decisive and based on knowledge from
each of the areas necessary.

Information Technology

e Vetted multiple vendors and selected a solution to replace the current case and license management system.
e Continue to work to clean up data ahead of migrating to the new product that will replace the current case and

(Cont’d on Page 5)
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license management system.
e Revamped the agency call tree to help our callers get the assistance that they need with very little interference
from a phone systems maze of menus.

Administrative

e With technological advances and process changes, the Agency found it is no longer necessary to maintain a “brick
and mortar” presence in several outlying areas. AZ ROC closed four offices - Kingman, Show Low, Yuma and
Prescott. Additionally relocated the Flagstaff office as the new location is a better financial investment and more
convenient for the public.

e The main ROC Office, located in Phoenix, has now been consolidated to one floor (as it was previously split
between two floors). This move, saves in annual rent, allows for one shared space, and aids with work production,
interdepartmental collaboration, and employee morale.

e Consolidated agency office supplies. Instead of each department having their own “hidden stash” of supplies, all
supplies were consolidated into a central location. This move allows for monitoring and resupplying and proves to
be saving thousands of dollars for the Agency.

Outreach

e Established Licensed Contractor Forums, where licensed contractors are invited to agenda-driven meetings
organized by the Agency to share updates, receive feedback and answer contractors’ questions.

e Created Facebook and Twitter accounts to connect with the public to increase awareness of Agency activities,
policies and the public’s need to hire licensed contractors and began emailing updates and important news directly
to contractors to ensure they are aware of changes, updates, and other information vital to their businesses.

e In addition to paper surveys, the Agency now engages in online surveying on customer satisfaction to better
capture public’s opinions on interactions with the Agency.

e Work with local news media to ensure the public is educated as to their need to hire licensed contracting
professionals.

A toll-free (within Arizona only) telephone number is available to connect directly to the Main Office in Phoenix.

877-MY AZROC (877-692-9762)

Phoenix Office
1700 W. Washington St. Suite 105 | Phoenix, Arizona 85007-2812 Telephone: (602) 542-1525 | FAX: (602) 542-1599

Free public parking is located west of the building off 19th Avenue and Jefferson. A few spaces reserved for ROC customers are located on the

north side of the lot. Visitors may also park in any of the unmarked spaces. Enter the building through the west-facing doors of the State Capitol
Executive Tower.

Tucson Office
400 W. Congress St., Ste. 212 | Tucson, Arizona 85701-1353 Telephone: (520) 628-6345 | FAX: (520) 628-6588

Directions: Northwest corner of West Congress and Granada.

WWW.azroc.gov
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