Legislatively Adopted Performance Measures, continued



Legislatively Adopted Performance Measures, 2005-07
	Agency Name: 
CONSTRUCTION CONTRACTORS BOARD
	
	

	Agency Mission:

Mission Statement:  “The Construction Contractors Board Protects The Public’s Interest Relating To Improvements To Real Property.  The Board Regulates Construction Contractors And Promote A Competitive Business Environment Through Education, Contractor Licensing, Dispute Resolution, And Law Enforcement.”

Vision Statement: “A Fair, Honest, And Competitive Construction Industry In Oregon Providing Improvements To Real Property In A Manner That Ensures Consumer Rights.”     

Related Oregon Benchmarks (OBMs) or High-Level Outcomes (HLOs):   No primary links to Oregon Benchmarks.     

HLO1.
Percent of all licensed contractors that discharge CCB claims 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.  



	Agency Name:
Construction Contractors Board

	Col-1
	Col-2
	Col-3
	Col-4
	Col-5
	Col-6
	Col-8
	Col-9

	Agency Goal
	OBM#
HLO#
	Key Performance Measure (KPM)
	PM No.
	2006 Target
	2007 Target
	Lead Unit or Division
	Status of KPM

	Goal 1.  To protect Oregon consumers of construction related services. 

Objective 1a:  Licensing:  To efficiently maintain and share, on request, public records for licensed contractors.

	HLO 1

	Customer Contact Index:  Total number of customer contacts (web site hits, telephone calls, IVR calls, packets of mail requested, home show contacts, and speech contacts).
	001
	1,200,0000 per year
	1,200,0000 per year
	Licensing (lead program) & Consumer Education
	 FORMDROPDOWN 


	Goal 1.  

Objective 1b:  Contractor Education:  To ensure that all licensed contractors have an adequate level of business competency

	HLO 2
	Percent of CCB tested contractors that file bankruptcy. (Tested contractors are a subset of “all licensed contractors” referred to in HLO1.  CCB has a greater degree of influence on this subgroup.)
	002
	.125% or

1.25/1000

	.125% or

1.25/1000

	Contractor Education
	 FORMDROPDOWN 


	Goal 1. 

Objective 1c:  Consumer Education:  To educate consumers of their rights and responsibilities and the services and authority of the CCB. 

	HLO 2

	Percent of homeowners who are aware of their rights and responsibilities and the services of CCB.
	003
	60%
	60%
	Consumer Education
	 FORMDROPDOWN 


	Goal 1. 

Objective 1d:  Enforcement:  To provide timely and effective investigations of unlawful acts and sanction appropriately.

	HLO 1
	Percent of offenders who recidivate by performing work without a CCB license within three years of first offense.
	004
	5%
	5%
	Enforcement
	 FORMDROPDOWN 



Objective 1e:  Dispute Resolution:  To hold contractors financially accountable for their business practices.

	

	HLO 1

	Percent of licensed contractors operating in Oregon that fail to pay in full final dispute resolution (claims) final orders for damages.
	005
	.50%
	.50%
	Dispute Resolution (Claims)
	 FORMDROPDOWN 


	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.

	HLO 1
	Average days to close an enforcement investigation.
	006
	60 Days
	60 Days
	Enforcement
	 FORMDROPDOWN 


	Goal 2.  

Objective 2a:  Dispute Resolution:  To efficiently process claims.

	HLO 1

	Average days to issue a dispute resolution (claims) final order.
	007
	120 Days
	120 Days
	Dispute Resolution
	 FORMDROPDOWN 


	Goal 2.  

Objective 2b:  Dispute Resolution:  To maximize participant’s perception of fairness given the requirements of due process under the law.

	HLO 2
	Percent of parties to claims who perceive claims process to be fair and impartial.
	008
	85%
	85%
	Dispute Resolution (Claims)
	 FORMDROPDOWN 


	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.

	HLO 2
	Percent of contractors satisfied with the agency’s processing of license and renewal information.
	009
	95%
	95%
	Dispute Resolution (Claims)
	 FORMDROPDOWN 


	
	
	Percent of customers rating their overall satisfaction with the agency above average or excellent.
	
	N/A
	N/A
	
	Added

	     
	     
	Percent of customers rating satisfaction with agency services above average or excellent for:
	
	
	
	     
	

	     
	     

	   A:  Timeliness
	   
	N/A
	N/A
	     
	Added

	     
	     
	   B:  Accuracy
	   
	N/A
	N/A
	     
	Added

	     
	     

	   C:  Helpfulness
	   
	N/A
	N/A
	     
	Added

	     
	     
	   D:  Expertise
	   
	N/A
	N/A
	     
	Added

	     
	     

	   E:  Information Availability
	   
	N/A
	N/A
	     
	Added
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