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Executive Summ'ary

The California Board of Psychology (Board) is a regulatory body under the organizational structure
of the California Department of Consumer Affairs. The Board’s mission is to advance quality
psychological services for Californians by ensuring ethical and legal practice, and supporting the
evolution of the profession. The Board licenses and regulates psychologists, psychological
assistants, and registered psychologists.

In October 2014, the Board engaged CPS HR Consulting (CPS) to conduct a classification review
and analysis of staffing workload, policies and procedures to improve the performance of the
following functional operations units/programs:

e Licensing & Examinations Unit
¢ Enforcement & Probation Unit
¢  Administration Unit

The study scope included:

e Areview of pertinent legislation, regulations, policies and procedures, organizational
structure, operating statistics and past performance;

o A review of staff classifications, responsibilities, tasks, methods and workload for each
functional operations program; and

e Document and review through staff collaboration, key “as-is” business processes used
within each functional program to identify opportunities to optimize operational
effectiveness and efficiency.

The study scope did not include evaluating DCA functions such as Accounting, Purchasing/
Contracting, Human Resources, and Information Technology, ete. that effect Board operations.

The classification review methodology, results and recommendations are presented under a separate
cover. However, the results and recommendation are incorporated into the body of this report.

The following summarizes the study recommendations: -
. Executive Unit Program

1. Make the changes recommended in the CPS HR classification review to upgrade the
Asgistant Executive Officer to a SSM 1T,

CPS HR #= CONSULTING
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Administration Unit Program

2. Make the changes recommended in the CPS HR classification review to upgrade the AGPA
toaSSM L

3. Make the changes recommended in the CPS HR classification review to strengthen the
Program Technician’s duty statement to emphasize the technical aspects of the duties.

Licensing & Examinations Unit Prografn

4. Make the changes recommended in the CPS HR classification review to upgrade the AGPA
toa SSM L.

5. Make the changes recommended in the CPS HR classification review to strengthen the
Program Technician’s duty statement to emphasize the technical aspects of the duties.

6. 'To ensure the assigned Licensing work gets completed, request approval through a budget
change proposal (BCP) to establish a half-time AGPA position to cover the workload that is
not currently being performed.

7. Keep the Board website updated and explore the use of webinars and an email outreach
program to current and prospective licensees.

8. Assign the PT II to assist the OT with eliminating the NLI form backlogs. It may be
beneficial to submit a budget change proposal to expand the availability of the PT from a
part-time to a full-time position

Enforcement & Probation Unit Program

9. Conduct an in-depth workload assessment of the AGPA and SI positions to determine if
more administrative support are warranted for all of the unit’s business processes.

10. Identify opportunities for the EM to delegate certain high volume, low-risk authorizations to
EAs to reduce backlogs due to document waiting and processing time for all of the unit’s
business processes.

Strategic Plan and Organizational Effectiveness

11. Implement the proposed organization chart to include the proposed upgraded positions,

P o
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Introduction

Background

The Certification Act of 1958 started the regulation of the psychology profession in California. The
Board was initially an examining committee under the California Medical Board. In 1990, the Board
became official and is now one of more than 40 regulatory entities that fall under the organizational
structure of the California Department of Consumer Affairs (DCA).

The Board licenses and regulates psychologists, psychological assistants, and registered psychologists.
Licensed psychologists may practice in any private or public setting. Psychological assistants may
provide limited psychological services to the public under the direct supervision of a psychologist or
board-certified psychiatrist to whom they are registered. Registered psychologists are allowed to engage
in psychological activities only at an approved nonprofit community agency that receives at least 25% of
its funding from a governmental source. The Board is funded entirely through license, application and
examination fees and receives no revenue from the State’s General Fund. The following describes the
Board governance structure and functional operations programs/units.

Board Governance Structure

The Board consists of nine members who are appointed for four-year terms. The Governor appoints five
licensed members and two public members. The Senate Rules Committee appoints one public member
and the Speaker of the Assembly appoints one public member. Public members cannot be licensed by
the Board or by any other DCA healing arts Board. Each member may serve a maximum of two terms.
The Board meets quarterly in locations across the state. The Board is a member of the Association of
State and Provincial Psychology Boards (ASPPB) responsible for the licensure and certification of
psychologists throughout the United States and Canada.

The three standing Board committees are:

e Licensing Committee: the goal is to ensure valid licensing policies and procedures and a valid
and reliable examination process, and to make recommendations on changes as appropriate.
Works with the ASPPB and the DCA’s Office of Professional Examination Services.

e Policy and Advocacy Committee: the goal is to advocate and promote legislation that advances
the ethical and competent practice of psychology to protect consumers of psychological services.
This committee reviews and tracks legislation and recommends positions on legislation.

¢ Outreach and Consumer Education Committee: the goal is to provide critical information to
all Californians regarding the evolving practice of psychology, relevant and emerging issues in
the field of psychology, and the work of the Board.

These committees meet only at publicly scheduled and noticed meetings and are subject to the Bagley-
Keene Open Meetings Act.

CPS HR A== CONSULTING
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There are also three additional ad hoc committees which address specific matters that are not required to
hold public meetings and they include the:

» Telepsychology Committee,

e Sunset Review Committee, and

e Enforcement Committee.
The Board appoints the Executive Officer to manage the organization efficacy to best serve the interests
of consumers of psychological services in California. The Board and its staff protect and advocate for

Californians through licensing, continuing education, enforcement, legislation & regulation, and
outreach programs. '

Functional Operations Units/Programs

The Board operates the following three functional operations units/programs:

e Administration Unit is responsible for providing administrative, program and clerical
support for the Board. Functions include legislative bill creation and analysis, regulation
preparation, budget oversight, information technology, and administrative management of
the Board including staffing levels, fiscal resources, organizational structure, policies and |
procedures, and customer service. |

¢ Licensing & Examinations Unit is responsible for receiving and reviewing initial applications
for obtaining a license from candidates or applicants, and overseeing examinations, continuing
education and license renewal, license reactivation, and outreach processes.

¢ Enforcement & Probation Unit is responsible for investigating complaints filed against
licensed psychologists and psychological assistants, as well as those who conduct unlicensed
practice of psychology. The Unit manages the administrative citation and fine process,
maintains the Expert Reviewer Program, coordinates the formal discipline process with the
Office of the Attorney General and Office of Administrative Hearings, negotiates settlements
and monitors probationer compliance to disciplinary orders.

Over the last three-year period, Board authorized staffing levels at the beginning of each fiscal year
varied from 19 in FY 12-13, 17 in FY 13-14, and 20 in FY 14-15 with a substantial vacancy factor over
the years ranging from 12% to 26%. Figure 1 shows the Board organization structure in October 2014
when the engagement started. At that time, there were 20 authorized positions, 1 blanket position, 5
temporary help positions and 2.5 vacancies. During the course of this review, the vacant positions were
filled. The Student Assistant, who filled a non-funded position, departed in May 2015. This position is
not considered a true vacancy and will not be refilled.

CPS HR % CONSULTING
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Figure 1
Board Organization Chart as of October 2014

Antonette Sorrick
Executive Officer

[ l
leffrey Thomas Sandra Monterrubio
Asst Executive Officer Enforcement & Probations Mgr|!
SSMI SSM |
[ Licensing & Examinations Unit U Administration Unit | Enforcement & Probation Unit I
Karen Johnson Annette Parino | | Tammey Bailey Jonathan Burke Diana Crosby Deborah Morales| | |Ashley Castleberry
AGPA Lead SSA oT AGPA oT AGPA AGPA
Lavinia Snyder Colette McDowell Marjean DuPree Chris Siepert Taylor Hattersley BarbaraTanner | | | JoanaCastillo
AGPA SSA (CH) PTII (PI) PT Student Asst AGPA oT
Kelly Okuma Julie Brown | _|Mary Lynn Ferreira Corey Brasier | _| Denise Russell
AGPA{RA) SSA RASSA AGPA Spec Investigator
Audrey Watkins | | | Liezellsadore Robert Loyola Vacant L
SSA SSA SSA(PI) SSA
Vacant (.5 PY)
SSA
Study Approach
Study Purpose

e Document the duties and workload for existing and temporary staff, identify other duties that
could be performed, and ensure staff are classitied appropriately.

e Document and evaluate business processes to identify opportunities to improve program and
process effectiveness, efficiency and economy.

e EBvaluate program compliance and performance against pertinent legislation, regulations, policies
and established performance metrics.

e Prepare incremental deliverables, monthly status reports, draft and final reports with
recommendations for improvement.

Scope and Methodology

e Review pertinent legislation, regulations, policies and procedures, organizational structure,
operating statistics and past performance;

CPS HR == CONSULTING Page |5
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e Review staff classifications, responsibilities, tasks, methods and workload for each functional
operations program; and

e Document and review through staff collaboration, key “as-is” business processes used within
each functional program to identify opportunities to optimize operational effectiveness and
efficiency.

The results of the classification/position allocation review are incorporated into this study but the formal
presentation of the analysis and recommendations are presented under a separate cover.

The study scope did not include evaluating DCA functions that effect Board operations such as
Accounting, Purchasing/Contracting, Human Resources, and Information Technology, etc. or preparing
proposed “to-be” business process flowcharts.

Constraints and Data Qualifications

CPS relied on information received from internal Board management and staff interviews, detailed
Position Description Questionnaires (PDQs), and reviews of unaudited information.

Acknowledgment

CPS wishes to thank everyone at the Board for their invaluable and timely contributions.
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Study Results

Program Analysis Findings and Recommendations

In Fiscal Year 2014-15, the Board experienced significant staff hiring (25% job fills) that resulted in
increased productivity, elimination of processing backlogs in licensing, stabilization in enforcement
activities, increased staff training and development, and advancement of proposed regulatory changes.

The following analysis presents for each Board unit/program the workload and classification review
results followed by a summary of performance against established metrics (if available), a description of
major business “as is” processes, and high level recommendations to improve or enhance compliance
with State requirements/regulations, and/or gain efficiencies. '

Also included is an analysis of Organizational Effectiveness and a proposed organization chart resulting
from the Board classification review and this program analysis.

The Executive Unit
Unit/Program Description

The two authorized positions in the Executive Unit include the Executive Officer (EO) and the Assistant
Executive Officer (AEO). This unit is responsible for overall Board management,

Staffing and Workload Analysis

During this study, this unit was staffed with 1 EO and 1 AEO. Overall, the workloads look reasonably
balanced with the EO focusing most time on policy level matters while the AEO spends most time on
management and administrative matters. There is adequate backup and limited duplication of effort.
Furthermore, it appears all assigned work is getting completed.

Executive Officer

The EO is responsible for providing leading the organization, including interpreting and executing the
intent of Board policies fo the public and other governmental agencies, chief media contact, planning
and implementing the Board’s strategic goals and outcomes, and initiating legislative and regulatory
changes.

Work distribution chart 1 A below shows how the EO spends most of her time overseeing the use of
resources in the three units/programs, serving as primary legislative contact and lobbyist, and
developing and implementing régulations through the Administration Unit. The EO reports that all
assigned work is being completed.

P v

' CONSULTING

Page |7



California Board of Psychology
Program Analysis Final Report

Chart 1A
Executive Officer Work Distribution Chart

Legend: AS = As Needed, W = Weekly, M = Monthly, Q = Quarterly, S = Semiannually, A = Annually
Bold = critical importance

Antonette Sorrick-Executive Officer
#Auth
Reports to: Michael Erickson, Ph.D. Suprv 27
Duties Freg % Time

Maintain an effective and efficient Licensing and Administrative Program which ensures D 20%
competent, qualified individuals are licenzed and that their licensed are renewed. Overzee
staffing, training and budgeting for both programs.
Maintain an effective and efficient Enforcement Program which protects consumers of D 20%
psychelogical services from unlicensed, incompetent, grossly negligent, or otherwize dangerous
practitioners. Manage the annusl enforcement budget, approve and zign each accusation filed
against licenzess, and work with the Deputy Attorney Generz| [DAG) assigned to the caze through
hearing or in negetisting settlemeants pursuant to the Board's Dizciplinary Guidelines.
Direct and coordinate the implementation of the Board's Licensing, Policy and Advocacy, and w 10%6
Outreach and Education committee work.
Serve as the Board primary legislative contact and lobbyist. w 10%%
Identify contemporary issues that warrant attention and invelvement of the Beard. Recommend w 10%
regulations or legislative proposals or amendments to address izzues affecting consumers of
peychological services, the Board, or psychology licenzeez and applicants.
Develop and implement regulstions adopted by the Board in compliance with the Administrative W 10%
Procedures Act and legislatively mandsted standards.
Anzlyze the resource needs of the Board's Programs. Develop the Board's annual budget. AS 5%
Represent the Board before the Department of Finance and the Legizlzture. Approve major
monetary expenditures and the redirection of funds.
Owerzee training and utilization of enforcement Expert Reviewers, examination Experts, w 5%
investigators, Deputy Attorneys General, Consumer Services Representatives, and DCA legal staff.
Chief medis contact representing the Board's actions and activities, present a profezsional and AS 555
proactive image for the Board.
Represent the Board before such bodies as the Medical Board, professionzl hezlth orgznizations, AS G
publicinterest groups, consumer 2nd victims groups, schoolz and other stakeholder entities.

Total Time % 100%

Work Not Getting Done

Mane

Assistant Executive Officer

The AEQ is responsible for providing direct supervision over 17 employees and program oversight
in the Licensing & Examinations and Administration units. The AEO works closely with the EO in
strategic and tactical planning, developing and monitoring the Board’s budget, personnel matters,
and operating procedures for all units/programs. In addition, the AEO also acts as a consultant and
high-level expert to the EO and Board on complex policy and program issues.

Work distribution chart 1B below shows the AEO spends most of his time providing oversight in all
operational areas; directing the development and implementation of plans, policies and procedures;

CPS HR = CONSULTING

A Page |8




California Board of Psychology
Program Analysis Final Report

acting as a consultant to the EO and Board; managing sensitive Board communications; and
working closely with the EO and Administration Unit to develop legislation and regulations. The
AEOQ also reports attending outreach activities, and various professional association conventions,
and that all assigned work is being completed.

Chart 1B
Assistant Executive Officer Work Distribution Chart

Legend: AS = As Needed, W = Weekly, M = Monthly, Q = Quarterly, S = Semiannually, A = Annually
Bold = critical importance

Jeffrey Thomas - Assistant Executive Officer

#Auth
Reports to: Antonette Sorrick, Executive Officer Suprv 17
Duties Freg % Time
Provide oversight for the planning and coerdination of regulatory activities in all areas of D 20.0%

operations including: licensure by examination, renewals, continuing education, public
services and information, cazhiering, and administrative services such 3s budgeting,
personnel, information technolesy, and other staff services functions.

Direct the development and implementation of policies, strategic plans, and operating D 10.0%
procedures for all programs, taking inte consideration emerging issues, current statutes,
fiscal constraints, snd multiple board pricrities for the three distinct profeszions regulated by

Provide guidance, expertise, and supervision to program coordinators and staff. AS 5.0
Azzess and identify trzining needs and implement appropriate training. AS 25%
Approve/deny staff lesve requests as appropriate and ensure adequate workload coverage. AS 25
Track staff sbsences, review and signoff attendance forms. M 5.0
Review and approve staff travel claim forms. AS 2.5%
Provide staffwith annusl performance sppraisals. A 2.5%
Counsel staff on performance/behavior issues and work with the Executive Officer and Office AS 5.0:
of Human Resources on 3ll progressive disciplinary actions.

Act 25 consultant and high-level expert tothe EQ and nine-member board on complex policy AS 15.02

and program izsues. Attend Beard and Committee meetings. In absence of Executive Officer,
function s chief executive with suthority over executive administrative matters.

Mznage sensitive Board communications, including contacts with media, Governor's Office AS 10.02c
and Legizlative inquiries, inquiries from control sgencies, complex public records act

reguests, and difficult or controversizl complsints and inquiries reguiring executive oversight.
Participate in complex meetings with high-level State officizls, sppear at Legislative hesrings,
make presentstions to stskebolder eroups and represent Bosrd on policy issues.
Continuously evaluste Board statutes, regulations, snd policies to identify needed o] 10.0:
modifications or additions in light of current regulatory environment. Develop recommended
changes for Board consideration. )

Direct the planning, development and menitaring of the 8card's budget to ensure appropriste I 5.0%
sllocstion of resources =nd solvency of fund condition. Approve major fiscal expenditures and
redirection of funds.

Complete special projects for Executive Officer and Bosrd Members such a2 assisting with AS 5.0%
preparation of complex reports to the Legislature, such a5 the Sunsst Review Report.

Total Time % 10002
Waork Mot Getting Done

Mong

CPS HR CONSULTING
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Classification Review Results

The CPS HR classification review reveals the EO and AEO are: a) classified appropriately, and b)
there are options that could support an upgrade to a Staff Services Manager (SSM) I if
organizational changes were made to justify support to a higher level.

Recommendations

1. Make the changes recommended in the CPS HR classification review to upgrade the
Assistant Executive Officer to a SSM IL

P e
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The Administration Unit

Unit/Program Description

The four authorized positions in the Administration Unit are responsible for providing
administrative, program and clerical support for the Board. Functions include legislative bill
creation and analysis, regulation preparation, budget oversight, information technology, and
administrative management of the Board including staffing levels, fiscal resources, organizational
structure, policies and procedures, and customer service.

Staffing and Workload Analysis

During this study, this unit was staffed with one Associate Governmental Program Analyst (AGPA)
that serves as the Administrative Coordinator (AC) and reports to the AEO. One Office Technician
(OT), one Program Technician (PT) and one Student Assistant (SA) report to the AC. (In, May the
Student Assistant departed and the position will not be refilled.) Overall, the workloads look
balanced with adequate backup and limited duplication of effort. Furthermore, it appears most
assigned work is getting completed.

AGPA Workload

Work distribution chart 2A below shows the AGPA spends half his time on critically important
work such as drafting, submitting and tracking various regulatory and legislative proposals, and
legislative analyses that will impact the Board. In addition, this position also organizes information
for quarterly Board meetings, prepares special reports; provides administrative support by tracking
the Board’s budget, prepares equipment purchase and service contracts, coordinates document
posting to the Board’s website and social media platforms; and holds weekly staff meeting and
directs unit workload. The AGPA reports that all assigned work is being completed.

OT Workload

Work distribution chart 2A also reveals the OT workload which indicates all duties performed are
of critical importance. These include answering the main telephone line and responding to various
issues from the public; processing licensee requests, preparing purchase and/or service contracts;
performing personnel tasks related to payroll, hiring, separation and tracking training; maintaining
Board meeting agenda and minutes binders; coordinates service calls for equipment; and serves as
back-up for purchase orders and vendor contact, and researching travel for Board members. The

OT reports needing one to two hours per week to update 2015 laws and regulations, and to purchase
and PDF books.

CPS HR
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Chart 2A
Associate Governmental Program Analyst and Office Technician Work Distribution Charts

Legend: AS = As Needed, W = Weekly, M = Monthly, Q = Quarterly, S = Semiannually, A = Annually
Bold = critical importance

Jonathan Burke - AGPA Diama Jo Croshy - OT
E Anth E Auth
Reports to: . Thomas Supry 1] Reports to: J. Thomas Ewpry [1]

. Dimties Freq % Time Dimticz Freq |% Tiwe]
Brafks regulatery and lagistatlve language and the neceszary w 20% | Angwer the main telephane line and my awn, return and make calls to o 50%
propozale required for them bo become effective. ths cansumer, hays cantuet with the publle on various issues, (khis

includes but iz nek limited to: DCA staff, Board members, offics stoff

and llsenseas)
Wrikes, submita and bracks lagizlativa prolpu-sals and ragulatory d 1% | brocacs the following requests from our ligencase: address change, o b
propegale Including IS0F, STD 383, Matice, STD 400, cte. name change, duplicata wall certificate and duplicate pocket carkifizste.
Tracke and praparar analyses of all legislation that will impact o’ 15% | prepare various contragks for purchasas andder servicas, research b 2%

the Board of Psycholagy. Writes position letters to [egislators, vanddars b chacking SE/DVEE status and any conbracks with the state,
committess and the Gavarnor's OFfice communlcating the research type of contract (CMAE, LP, ste.), prepare and complete
Baard's pagitlen, papsrwark for the contrack, Follow —up on status of process.

werites, prepares and tracks apecial papores ks the Buginess ' 0%
Cantinulky Plan, Racords Rolelnti-un Scheduls, Spacial Board
Commletees, and Public Record Act Requests,

Prepars and email Std, 5342 to ctaff, proof 8345 for arrars and - L
submit ke 2baff For corrections, pick-up and diatribuke poy to staff,

| prepars and pracess hire packets and separotion paperwaork, forward
Perzannsl paperwork ko the parkinent Percennel Spacialist, update
Eizurd and staff raeker, track braining paperwark,

Tracks tha Beard's budget throughout the Fizcal pear and 0] 0%

Paintais masting minutes and agends binders, securs hatel andiar HE 5
produces reporks For the Budget OFfics and Beard, gmn 2

meeting room by contracting with tha vander, arrange AM needs for
each maating are met, conkrack with the local CHP office to provide
sacurity ak aur Beard maetings,

Coordinates, overssse snd organizes the preparation of Board G 5% | Goordinate cervice calls For equipment, mainkain ¢quipment binders by k=3 5%
packets For quarterly meatings inchuding preparing mecting Fiting meter readings, repalr Involess and mal Inwzices, prepare
minutes and campiles lisk of action items Following Board suryel ragquack (find best hod of disp 11, Contack Donea IF able

(31 Lo glennke [iam 5
\Writes justifications and gcope of work portion of contracts For AT 5% | Back-up for purchaze orders, preparing reproduction regquasts wf 4%
major purchoges of tquipment or service contracts. {buginesz cards, nameplates and documentz], review and recencile

tnvoices, contact wendar iF correction:s nesd ko ba mads,

Coordinates posting of da to the Board's website and AT 5%
gocial madia platforms,

Back-up for rassarching flight zchedules and scheduling fli;ghts for A% a3
taff and Board members, conkact hotel with payment informatlan,
roservs mesting rooms For stalf For committes or bask Forga mastings.

Ackr ar lead Far 3 Admin Unitr upportstaff Includer arriqning and AW 10%
direztingtheir uork.
Loadr ke ekly admin mocking: Y 3
Total Time % LLLLLES Toral Time & 100%
Work Bot Getting Dose wWork Mot Getting Oone
Mome 2015 Laws and Reguiakiows Update snd Parchaze of 1-2 hrsiwk

Books awd FDF

PT Workload

Work distribution chart 2B displays the PT workload which indicates 45% of this position’s time is
processing license renewals and license verification requests. The balance of the time is spent on
administrative tasks such as backing up the primary receptionist on the phone and with mail
delivery, ordering and paying for equipment and supplies, and serving as the travel liaison for Board
members which includes preparing their travel claims and per diem reports. This position also
assists with the preparation and distribution of Board meeting materials and posting Board meeting
agendas. The PT reports all assigned work is getting done.

SA Workload

Work distribution chart 2B also shows the SA workload. This workload consists largely of
conducting internet research on behalf of the Board, compiling and analyzing statistics, assisting the
AC with tracking legislation and bill analyses, and proofreading documents for submission to the
Office of Administrative Law. This position also backs-up reception phone and mail duties,
monitoring social media sites, and assisting with quarterly Board meeting related duties. The SA

ik R
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also reports that all assigned work is getting completed. (In May, the Student Assistant departed.
The position will not be refilled.) '

Chart 2B
Program Technician and Student Assistant Work Distribution Chart

Legend: AS = As Needed, W = Weekly, M = Monthly, Q = Quarterly, S = Semuannually,A Annually
Bold = critical importance

Chris Siepert - PT Taylor Hattersly - Student Assistant
* Auth 8 fiuth
Reporis tor . Thomas Supre 0 Reports to: J. Thomas Supiv [1]
Duties Freg % Time Duties Freq #% Time
Prooesslicense renewals. Send out letters to applicants to corect 1] 252 | Heeestch for the Bosrd using intemet searches, legal n 252
errars, Review batch and online renew sls and sashiering reports to library and ather witten reposts and publloations, Assistin
identify any lesues or emors and take appropriate action, Process compiiing and analyzing statistics.
and monier revenue refund and trensfer raquests and dishanared
checks,
Recelve and pravees license verfication requests. Search through W 202% | Assist Administrative Coordinator by hranking legislation, bill W 25
BieEZe for verifying information and complete the forms andlor analyses, and updating staff regarding upsoming hearlngs
|generate aletter of good standing. and reparting deadlines.

Back up primary receptionist, Answer phone calls and pravids o 2024 | Compile, review, and procfread sulemaking documents for W 25
publio with gerersl information or dirzot them te the people that can : submizsion to the Office of Administrative Law.
help them.
Order supplies and pay for offloe supplies and IT equipment and W 157 {Back up for answering telephone line, openingldistributing a] 1524
monlor supplies. Ensue equipment is operating properly, initiste mazil, delivery of dosuments, reoeptionist, typirg form
sendce requests for repair. Review andeconcile repair bills, l=tters, filing and moritoring social med:a sites.
Travel Lizison for Board members and Board Meetings. Prepare and W 10%% | Assist with quarterly board packet materials production and a 10
wack travel olaims and Per Diem Reports for Board Membars, azsembly. Assistin Board meeting prepatation, note taking
Reconcils differences with Accounting Offlce and maintals and drafting Board meeting minutes,
attendance records for Board Members,
Agzist with preparation and posting of agenda items and assembly of Q L
Board Meeting materials, Frepare and distribute Board Meesting
packels.
Back up ta open and distribute daily mall, complete daily cashiering W H-4
logiz. Baok up to plepare a variety of contracts for goods and

Total Time 24 1002 Total Time > 10032

Work Nut Getting Done Work Not Getting Done

Hone

Classification Review Results

The CPS HR classification review reveals: a) Administration unit staff are classified appropriately;
b) there are options that could support an upgrade for the AGPA to a SSM 1 if organizational
changes were made to justify support to a higher level; and c) the PT duty statement should be
strengthened by emphasizing technical aspects of the duties.

Unit Statistics and Performance Measures

The Department of Consumer Affairs Annual Reports summarize licensing and enforcement
activity performed by the Board but administrative activity is not tracked and reported. However,
as a measure of Organizational Effectiveness, the unit tracks training for Board members and staff.
This information is presented in the Organizational Effectiveness section of this report.

Major Business Process Review

The Administration unit maintains an extensive Administrative Procedure Manual and is the
primary actor in the Board’s Legislative and Regulatory Processes.

VELSELSH

CPS HR Z== CONSULTING
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The Board’s Administrative Procedure Manual covers a wide variety of topics including the Board
mission and vision, Board Meeting Procedures, and Travel and Salary Policies & Procedures. In
addition, the manual contains Other Policies & Procedures, such as, but not limited to, strategic
planning, Board member conduct, Board member removal and resignation, election of officers,
communications, statement of economic interests, ethics and sexual harassment training, conflict of
interest, and Board member training. Other areas covered include duties of the Board President and
Vice President; Executive Officer appointment, role, recruitment and selection; the various Board
committees; and association membership.

The following describes the current “as is” processes and high level improvements, if any, for the
proposed “to be” processes.

Board Legislative Process

The purpose of this 22-step process is to identify and communicate the need for Board-related
legislation to a legislator and secure Governor approval of the legislation.

The participants in the process include the following: Board staff [Executive Officer (EO), Assistant
Executive Officer (AEQ), and Administrative Services Coordinator (ASC)], Board members, and a
legislative member to carry the legislation, Governor’s Office Legislative Unit, Assembly and
Senate committees, and ultimately the Governor.

Flowchart Page 1

As the following flowchart displays, the process starts when the Board EQ identifies a need for new
legislation, or a change in existing legislation, and a legislative member to carry the legislation.
After conferring with the AEO and ASC, the ASC takes over as the primary actor in the process.
The ASC prepares a legislative proposal, which is reviewed by the EO and AEO, and prepared for
Board review and approval. |

After Board approval, the ASC submits the proposal to the Governor’s Legislative Unit and the
Senate Business, Professions and Economic Development (BPED) Committee or to a potential

legislative member. Either the Committee or member agrees to take up the bill and advises the
ASC or EO.

Flowchart Page 2

The legislative measure is numbered, titled, read in the house of origin and assigned to a policy
committee. The first house Policy & Fiscal Committees hold public hearings and readings, passes
the bill and forwards it to the second house where similar activities are performed. The second
house returns the bill to the first house, who sends the bill to the Governor for approval (signature)
or veto,

While the measure is moving through the legislature, the ASC tracks and analyzes the bill, works
with the Board to prepare and approve support letters, and submits the support letters to the member
author and all committees through which the bill passes. If required, the ASC testifies at all

CPSHR

= CONSULTING Page |14
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applicable committee hearings, and prepares and submits a letter signed by the Board President
urging the Governor to sign the bill.

Proposed Process Improvements

According to the ASC, this process is very time consuming but the various steps are mandated by
other entities or determined by the Board’s meeting calendar. Consequently, CPS does not propose
any improvements for this process.

Page |15
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Board Regulatory Process

The purpose of this 29-step process is to identify and create or change Board-related regulations.

The participants in the process include the following: Board staff [Executive Officer (EQ),
Assistant Executive Officer (AEO), and Administrative Services Coordinator (ASC)]; Board
members; DCA Legal and Executive Offices, and Legislative and Regulatory Review Division;
the Business, Consumer Services and Housing Agency (Agency); Department of Finance (DOF);
Office of Administrative Law (OAL); and the Secretary of State (SOS). |

Flowchart Page 1

As the following flowchart displays, the process starts when the Board EQ identifies a need for a
new regulation, or a change in an existing regulation. Afier conferring with the AEO and ASC,
the ASC takes over as the primary actor in the process. The ASC prepares a regulation or
change per the OAL Administrative Procedures Act (APA). The EO and AEO review and revise
the regulation or change, the ASC prepares the document and a hearing notice, and sends the
document and notice to stakeholders and the Board website. This starts a 45-day comment
period. The comments are returned to and compiled by the ASC.

The Board holds a noticed hearing and allows for public comment and testimony. The Board
addresses the comments and either accepts or rejects them,

Flowchart Page 2

The Board may or may not adopt a regulation or change, vote to proceed or not to proceed, or
make and approve changes. If the Board adopts the regulation/change, the ASC prepares a Final
Statement of Reasons and an Order of Adoption, and sends the documents to DCA Legal and
various other DCA departments for review. DCA Legal, the Legislative and Regulatory Review
Division and the Director review and approve the documents, then submit them to the Agency
for approval. Agency-approved documents are sent to the DOF for review. Once approved,
DCA receives the documents and forwards the original to the ASC who delivers the package to
the OAL.

OAL has 30 working days to review the documents. Once approved, OAL submits the
documents to the SOS for filing, and advises the Board and ASC of the filing, The SOS
endorses and files the certified copy. Within 15 working days of the SOS filing, the ASC posts
the regulation to the Board’s website. Within five days of posting, the ASC sends the website
link to the OAL.

If the Board votes to not proceed with rulemaking, the ASC prepares a Notice of Decision not to
Proceed with Rulemaking Action, and posts the notice on the Board’s website. However, if the
Board votes to proceed but with changes, it makes and approves the changes, and the ASC
prepares a revised regulation and notice and sends the documents to pre-identified stakeholders
and the Board website for a 15-day comment period. If no negative comments are received, the
EO may adopt the package depending on the motion the Board passes. Any negative comments

CPS HR == CONSULTING Page |18
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must be addressed by the entire Board and the ASC must summarize the arguments in the Final
Statement of Reasons.

The ASC delivers the package to the OAL with similar processing as previously described until
the ASC posts the regulation to the Board’s website and sends the website link to the QAL.

Proposed Process Improvements

According to the ASC, this process is very time consuming due to the extra steps related to
noticing and filing mandated by the APA (box 3), lengthy processing done by all the other
participating entities that is out of the Board’s control, and by the Board’s meeting calendar.
Consequently, CPS does not propose any improvements for this process.

LR
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Recommendations

2. Make the changes recommended in the CPS HR classification review to upgrade the
AGPAtoaSSM L

3. Make the changes recommended in the CPS HR classification review to strengthen the
Program Technician’s duty statement to emphasize the technical aspects of the duties.

T
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The Licensing & Examinations Unit

Licensing Requirements

To become a licensed psychologist in California, the Business & Professions (B&P) Code
mandates individuals must meet educational and supervised professional experience
requirements as well as pass two examinations, or qualify to have one of the examinations
waived. Specifically, B&P codes section 2914 requires individuals to possess an earned
doctorate degree in psychology, educational psychology, education with a specialization in
counseling psychology or educational psychology from an approved or accredited educational
institution. In addition, B&P section 2914 and the California Code of Regulations (CCR) section
1387 require 3,000 hours of supervised professional experience, at 1,500 hours of which must be
completed post-doctorally.

The California Psychology licensing law requires all applicants to take and pass the national
Examination for Professional Practice in Psychology (EPPP) and the California Psychology
Supplemental Examination (CPSE). Both examinations are computet-administrated by various
approved vendors. However, CCR section 1388.6 enables an applicant licensed in another state
for five or more years and holding specific credentials to waive taking the EPPP and CPSE and
instead take the California Psychology Law and Ethics Examination (CPLEE).

CPS understands the Board has applied to the Office of Administrative Law to approve
regulations to require only the CPLER for all applicants. This would eliminate the need to take -
the CPSE. However, the waiver would still apply to the EPPP. The change is anticipated for on
or about July 1, 2015. The Board will offer the CPLEE four times a year.

Unit/Program Description

The 11.5 authorized positions within the Licensing & Examinations Unit are responsible for
receiving and reviewing initial applications for obtaining a license from candidates or applicants,
and overseeing examinations, continuing education and license renewal, license reactivation,
and outreach processes.

Staffing and Workload Analysis

Dutring this study, this unit was staffed with one Associate Governmental Program Analyst
(AGPA) that serves as the Licensing Coordinator (LC) and reports to the Assistant Executive
Ofticer, one half-time AGPA, one AGPA retired annuitant, six Staff Services Analyst (S SA),
and one SSA retired annuitant, one Office Technician, and one Program Technician IT permanent
intermittent. Overall, the workloads look balanced with adequate backup and limited duplication
of effort. Furthermore, it appears most assigned work is getting completed.

R
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AGPA Licensing Coordinator Workload

Work distribution chart 3A below shows the Licensing Coordinator spends 85% of her time on
critically important work such as leading, directing, assigning work and training staff; attending
essential meetings; preparing licensing-related legislative bill analysis; and monitoring and
updating licensing applications, forms and publications. This position also transmits exam
eligibility scores to examination vendors and attends quarterly board meetings. The AGPA
reports more time is needed to provide quality control over applications (4 hours/week) and to

- conduct special projects on approved schools (8 hours).

Half-Time AGPA Workload
This 1s a fully funded, but half-time filled position. Work distribution chart 4A for this position

reveals 60% of her spent is spent as the Exams Coordinator and BreEZe Coordinator. In the first

role, she is responsible for the development of two key examinations. In the second role, she
serves as the subject matter expert for the development of the BreEZe licensing system. This
includes identifying appropriate business requirements and data conversions for the system. A
review of 165 BreEZe helpdesk tickets from May 2013 through December 2014 reveals 69 of the
tickets were for licensing fixes. Other fixes included tickets for, but not limited to, Enforoement
examinations, letters, reports, applications, and interfaces

This position also conducts research and prepares reports based on examination information,
assists in legislative bill analysis related to licensing, develops regulatory amendments, and
provides oversight for cashiering. This AGPA reports needing 20-25 hours per week to test
BreEZe issues, develop and run reports. It is evident this position requires more than half-time
to complete the assigned workload.

s CONSULTING
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Chart 3A
AGPA Licensing Coordinator and half-time AGPA Work Distribution Charts
Legend: AS = As Needed, W = Weekly, M = Monthly, Q = Quarterly, $ = Semiannually, A = Annually
" Bold = critical importance

Critical duties are bolded

K.Johnson - AGPA Livensing Coordinator L. Snyder - AGPA (0.5 PY)
Reponts to: ). Thomas . # Auth a Reports wo: K. Johnson Zuprr )
Dutias Frieg # Tima Duties Freq Z Time
Leads, ditects and provides guidanae to Lisensting Unlt staff [SSA:), assigns D 35.0% | Evems Cocrdinator: responsible for development of CA Payehelagy [1] 300z
and evaluates the work for ali lsensing staff; develops and mplements Supplemental Examination and CA Psychology Lawvs and Etkios
paiformanoe measurex; provides snamples of staff performance to AEQ for Examination. '

patertlal counseling or corrective action of fot Incluslon in I0P, perfformanse
appralsals or probationany reports.

Anends Divlslon and depaniment me=tings essentlal to lizensing unit; Wias 20.B7 |BreEze Coordinator: SME to DCA BreEze system for enam andlloensing AT 30.0%
faollitates weekly inensing stalf meetngs and provides minutes of mestings. programs'’ needs; d approplate requi bz and data

sorwersions for BieEZe system.
Aselets In prepaiing licensing elated legislative bill analyses including AS 5.0 | Condusts reseatoh and prepares 1spents based on informatlon and data AS 10.05%
recommendalions on Besrd positions andimpact on lisensing program; gathered, compiled and intzipreted ielasted to examinations, Board policies
| assists In analysls snd developmart of documents reguired for Lacilitating &nd Issues for EQ and Boardmembers,
rulemaking process and analyzes mew regulations.
Responds to questions and complaints reoeived from applicants, lvensees ] 5.0 Asslsts In preparation of examination-related legislative bil analyzes; drafts AS 1a.0%|
and consumers; responds to emalls and phone calls, amendments toproposed legislation; advizes executive sisff and Board

members of potential mpact, Inoluding fisost and Board epetations.
Gathers, oomplles, edits and interprets multiple data sources, including ATS, AS 10. 0% { Provides oversight 1 stalf responsible for caghlarng, Inaluding completion D 10.0%
CAS and BreE2e; develops detaledrechnical documents, reports and of daily check lags &nd submission to DCA Centeal Cashisring Unit,
Trairs mew staff and provides ongoing tefrasher training tor alllioensing siaff, AS 10.0% | Analyzes and develaps amendmentsta the CA Code of Regulations ASIA 10.0%
develops andupdates pracedures ouling the steps to follaw to completing regardingeraminations; analyzes new regulaiions; prepares annual update
tasks and dally assignments; and updates procedures manuals, tothe Laws and Regulations publication; presents tegulstory updates and

draft regulatory language at Board andlor sommittee meetings.

Attends qu fyBioard ings; prep and presents agenda lkems for [} 50%
the Lizensing Committes; preparas and presents sppeals to the Board that
are received from applioants.

Receivas ard transmits exam eligibifity and scores to enam vendors; responds AS 5,0%
to appeals af falled scoses onlioensing eraminations.
Maniters arid updates lipensing applications, forms and publioations. AS 5.0
Toral Time 3¢ 160.03 . 100. bz
Mork Not Getting Done Work Hot Getting Done !
Quality control view of applioations 4 hrsiwk EreEZe Issues such as testingl ing 10-20 hesivk
Speolalprojects (approved sohools) 8 hrs Deweloping and runringreports Shrstwk
BreEZe staffrzining Noestimate

AGPA Retired Annuitant Workload

Work distribution chart 4B indicates more than 80% of this position’s time is performing critical
licensing duties including researching analytical assignments; reviewing applications and
documentation rececived to satisfy deficiencies, and verifying supervisor license status and
eligibility. The balance of the time is spent on administrative tasks such as entering information
on the BreEZe transaction checklist, and responding to phone calls and emails. The AGPA
reports all assigned work is getting done.

SSA Continuing Education Coordinator Workload

Work distribution chart 3B also shows the workload for the incumbent SSA Continuing
Education Coordinator (CEC).  This workload consists largely of auditing renewing
psychologists to ensure compliance with continuing education requirements and determining the
merit of issuing an administrative citation and/or fine for licensees found to be deficient. This
position also schedules and participates in informal hearings and coordinates citation cases with
the Office of the Attorney General, Additional work includes formulating policies, regulations,
forms and desktop procedures relating to the continuing education program, The SSA CEC also
reports needing 2-4 hours per week to update the audit history in BreEZe and to file audit files.
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Chart 3B
AGPA Retired Annuitant and SSA Continuing Education Coordinator Work Distribution Chart

Legend: AS = As Needed, W = Weekly, M = Monthly, Q = Quarterly, S = Semiannually, A = Annually
Bold = critical importance

Critleal duties are bolded )
K. Okuma ~ AGPA Collette McDow ell -+ S5A CEC Coordinator

Reports w: . Thomas Zwprr | 0 [Heportsto: J. Thomas Sapry [ o
Duties Freq | % Time Duties Freq | X Time

Receive andvesearch analytical assigrment; confer with legal counselwhen o 30.0% | 211t the continuing education of 1072 of renewing psyshologists Lo ensure D 45.0%

necessaiy, prepare requested repoits, forms, dooumentation and compliance with the aontinuing education requirements. Revlews and manages

colrespordence; present completed staff work to manegament!esesitive staff, continving edusation d ks submitted in regpanse te 2udik Includes al

votrespondence (initlal notices, Follow up notifleations, eto running reports ta
Identify leensees eligibtts fior audit, eto.

Review applications, noting any omissionsfdeficiencies on a cheaklist, o %.0% | Interprets and applies Jaws and regulations refating to the confinuing edusstion AS 15.0%
Complete the checkiist hased oninformation eontained on or in suppoit of the pregram, Responds arally and in wiiting ba inquirles regarding contining
appligation. Yeiifyqualifieations of emplayer. Yerily edurational qualfioations educationtequirements,
|By emall, natify employer andiapplioant af any deficiencies, Ener all availabls 1} 5.0% [ Determines medt for issuance of an admingsiative cilation andfor fine for A8 2010%
infermation onyansaction checklist (Breeze). File the folders inthe fle room. livenzees wher are Faund b be defioient, Develops and Issues ckation order,
Dievelop and malntain comgrehensive eitation and fine tracking system.
Feview documentation receivedto satisfy deficiencles, [ dafisiencizs are ne [1] 25.0% A3 5.0%

Sohedules and pardelpates inlnformal hearings and cootdinates oitation appeal
2303 with the Offive of the Attomey General for administrative prooeedings.
Consults with the Enforcement Program Manager and provides relevant
Information to Inltiate disciplinary actlon agalnst lleensees who fail to comply
withithe CE requirements ol who have petfured themselves,

=satisfied, contactemployer or applicant by =mail for addiional infermation,
Enter availablz Information ontransaction check st (Braeza),

Veilfylioense statuz and eligiblliwof supatvlzor, Review databases for efiminal, n 8.0% | Assists licensees who wish bo reactivate Wher inactive licenses by caleulaling [y 5.0%
complaint andkisense diseiplinary histories of supervisor and spplicant, the reactivation lee, ensuring compliance wilhthe renewalireactivation
Summarlze any pectinent infoimation and Forw ard to anforsement unk: for tequitements and updating ExelZe aocordingly.
Enter &l remalning Infarmatlon on ansactlon check st (Brevze) generating A #.0% | Compiles and prepares statistioal repails {re complianae andrenewal statlstlos, ] 3.0%
segistrationffioense number, Review and approve or disapprave suparviso’s forexamnple) as well as exsplanatary cover letters For inclusion inBaard meeting
agreament andd plan i submitted with applisation. Send small o supetvisor and agenda packets. Assists with prepaiing Bosrdmeeling matetials. Altends
applisant advisingof approval of registrationilicense and status of Board and Committee meetings. Reviews and edits minutes. {Typically quartarly)| .
Respand o emails and telehone calls and messages, file tegistratlon tolders, D 18.0%| Formutates policies and dewelops regUistions relating Lo the sontinuing A% 2.0%
ducuments, emalls and conespondence. education program. Coordinates meetings regarding polioylregulation changes.
Email superisor and psychological assistant notfying thern of the withdraw al of A% 1.0%[ Maint #ins continuing eduoation desk procedures manual. ad 3.0%
incomplete applications when na response is received to request for additional
Information. Enter withdraw sl oode InBreeze. File folder,
EvainingZ ténevdl Faim Snd repaits 1o fesolve Toense hold andesoeption AS 20%
- Isgues and update BraEZs agrequired.
Total Time % 100,034 Total Time % 100.00%
Yok Not Getting Done York Hot Getting Dong.,
Mene Updating BretZe with sudit histary 1-2 hrstw ke
. Fillng audit Hies [due to EreEZe notbeingupdated ard lack of zpace in file toam 1€ hrshak
currently}

SSA Workload
The following work distribution charts 3C through 3B show the workload for six SSAs.

Work distribution chart 3C displays workload for SSA incumbents Parino and Watkins. Parino
repotts spending about 65% of her time reviewing licensing and registration applications,
including evaluating background credentials, contacting applicants and supervisors for
supporting documentation, and responding to emails, mail and telephone inquiries. The balance
of the time is spent on updating information in BreEZe and representing the Board at outreach

events. Parino reports needing 2-3 hours per day to complete emails and phone calls within the
required timeframe.

Watkins also reports spending about 65-70% of her time reviewing licensing and registration
applications, including evaluating background credentials, contacting applicants and supervisors
for supporting documentation, and responding to emails, mail and telephone inquiries. The
balance of the time is spent on pulling files and copying and assembling documents for
complaints and disciplinary action. Watking reports all work is being completed on time.

CPS HR 2
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Chart 3C
Work Distribution Chart for SSAs Parino and Watkins

Legend: AS = As Needed, W = Weekly, M = Monthly, Q = Quarterly, S = Semiannually, A = Annually
' Bold = critical importance

Critical duties are bolded

A, Parinp - 55A A Watkins - S5A
it Auth # Auth
Reports to: K. Johnson Supry 0 Heparts to: K. Johnson Supry I}
' Duties Freq |% Time j Duties Freq [ Time
Feview applications for licensing and registration 0 25.0%% | Review applicalions For licensing and redistration [i] 15.0%%
Feview verification of supervised professional experierice D 10.0% | Credential evaluations of educational background D 200
including wnit coLnts and classes taken
Credertial evaluations of educational background , : D 5.0%; | Contacts applicants, supervisors, school registrars, D 25.0%
ineluding unit courts and classes taken ele., by phone, ernal or in wiiting to obtain
suporting documents and ol srfication of
documentalion; search file room for missing
documents '
Contacts applicants, supervisors, school registrars, etc., by D 15.0% [ Approves applicants for exams; sends latters and D 12.0%
phere, ernail ar i writing ta obtsin suporting documents emalls and issues registrations
and clarification of documentation
Analyze and irterpret |aws and regulstions perlaining lo 3] 10.02% | Azzernble and copy docurnents regarding D 20%
paychology lichsure or registration conviction, disciplinary action and complaints
Irput and update applicant infarrnation into Brek: 2e sustern D 10,02 (Respond to ernails, mail and telephone inguirizs on 5] 5.0%
: licensing requirements and procedures
Fiespond to emnailz, mail and telephone inauirias on b 20.0%|Inpit and Lipdate applisart informnation inta BreE Ze D 15.0%
licensing requirernents and procedures systern
Represert Board at consurner and psuchological events Io AS §.0%|Puiling files as a result of emall ar phara inguiny; AS 6.0%
axplain outreach materials to applicants, licensses and return file
CONSUMErs.
Total Time 2% 100,072 Total Time ¥ 100.0%
Work Not Gelting Done Work Mot Getling Done
Emails and phone calls (get done but nol in required 2-3hralday None reported
timefrarne)

Work distribution chart 3D displays workload for SSA incumbents Brown and Olson. Brown
reports spending 55% of her time reviewing licensing applications, including evaluating
background credentials, contacting applicants and supervisors for supporting documentation, and
responding to emails, mail and telephone inquiries. The balance of the time is spent on verifying
disciplinary action in BreEZe, provides support to investigative and enforcement staff, and

assisting with preparation of presentations. Brown reports that all assigned work is being
completed on time.

Olson also reports spending about 80% of her time in critical activities reviewing licensing and
registration applications, including evaluating background credentials, reviewing and verifying
supervised professional experience, contacting applicants and supervisors for suppotting
documentation, and responding to emails, mail and telephone inquiries. The balance of the time
is spent on verifying disciplinary action in BreEZe, assisting investigative and enforcement staff,
and representing the Board at outreach events. Olson reports needing about two hours per week
to complete filing/purging of school institutional files.
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Chart 3D
Woaork Distribution Chart for SSAs Brown and Olson

Legend: AS = As Needed, W = Weekly, M = Monthly, Q = Quarterly, S = Semiannually, A = Annually
Bold = critical importance

Critical duties are bolded

. Brown - 664 M. Olson - 554
& Buth # Ruth
Reports to: ¥. Jahnson Supre 1] Repoits to: K. Johnson Supry 1]
Duties Freq % Time Duties Freq | % Time
Perfarmz eredential evaluations of «dugational baskground D 7.0% | Review 2nd process licansing and registration spplications.to D 20007

snsure they comply with Board statutes, regulations and
policies for psychologists, psychologizal assietants and
registered psychologists

Verlfles supervised professional experience Farms to [x] 15.02 | Perform credential evaluations of applicant educatlonal D 15.0%
determine if experience meets requitemants of Board's laws background, which may involuing unit scunts; review of

and requlations; input and update applicant information in educational institution .

Rasponds ta virittan, telephane and In-persan nquities fram D 10,00 Fieview and ewaluate verifizations of supervised professional jal 10,02
applicants, licensees, professionat assaclations, health care euperience forms to determine i€ experisnce mests Bosrd's

facilities, educational Institutlons, and state and federal Jaws and regulationg

licensing agencies

Cantacts applicants, supervisors, schocl registrars, eta., by D 6.04| Gontacts applicants, supervisars, schaol 1egistrars, ate, by, D 10.0%
phone, email or in writing to abtain suporting documents and phone, email or in writing to abtain suporting decuments and

clarifieation of documentation olatifieation of documentation

Werifies prior ar ourrent disclplinary informatlon on all D 15,04 | Input and update applicant Informationinto BreEZe system n 10.0%

applizants on BreEZe system; refers applicants with prior or
current disciplinary infarmation or eriminal history to

Acts as licensing expert to investigative and enforcement staff AS 5,032 | Rezponds bowrttan, telephane and in-person inquiries fram [x] 20,032

on legal interpretation of laws and regulations applizants, lloensees, professional associations, health care :
Fauilities, educational instituttons, &nd state and federal

) lizensing agencies

Hasist Lead Analyst with identifying and presenting AS 5,05 Checks the BreEZe system Far prior or current dlzclplinary D 5.0

recommendations for improvement to Licensing and information on all applioants on BreE2e system; refers

Examination procedures and process applicants with priot or current diselplinary infarmation or
criminal history to Enforeement Unlt

Aissist with preparation of oral and written presentations AS B.0%| Provide legal Interpretations of laws and regulations to AS 6.0

investigative and enforsement staff in oonnection with
peychological assistant registration, peycholagizt registration
and psychologics lisensure

Feview licensing applications 1] 33.0% |Represent Board atoonsumer and psychological svents to
’ explain outreach materials to applicants, licengees anid
CONSUMArs, as [P
Total Time % 1003 Yotal Time % ] 160.02
Work Not Getting Done Work Mot Getting Done
Mong reported | Filing!Purging of Scheol's Institutional fles [ Z hisiweek

Work distribution chart 3E displays workload for SSA incumbents Ferreira and Isadore, Ferreira
reports spending about 85% of her time reviewing applications for psychological assistants,
including verifying the supervisor’s license status and eligibility, emailing employers and
psychological assistants of any deficiencies, contacting applicants and supervisors for supporting
documentation, and responding to emails, mail and telephone inquiries. The balance of the time
is spent on entering data into the Transaction Check List, filing application folders, and emailing
supervisors and psychological assistants notifying them of withdrawal. Ferreira reports all
assigned work is completed.

Isadore also reports spending 100% of her time reviewing licensing and registration applications,
including evaluating background credentials, verifying the supervisor’s license status and
eligibility, contacting applicants and supervisors for supporting documentation, and responding
to emails, mail and telephone inquiries. The balance of the time is spent on checking the BreEZe
system for pulling files and copying and assembling documents for complaints and disciplinary
action, Isadore reports all work is completed.
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Chart 3E
Work Distribution Chart for SSAs Ferreira and Isadore

Legend: AS = As Needed, W = Weekly, M = Monthly, Q = Quarterly, S = Semiannually, A = Annually
Bold = critical importance

Critical duties are bolded

M.L. Ferreira - RA L. Isadore - 554
# Auth # Auth

Reports to: K. Johnson Supry 0 Reports to: K. Johnson Suprv 0

Duties Freq | % Time Duties Freq | % Time
Review applications to employ psychological assistants o 30.0% | Review licensing and registration applications D 30.0%
By email, notify employer and psychological assistant of any o 20.0% | Evaluates credentialz of appalicant educational D 10,0
deficiencies; enter transactions into BreEZe background
Review documents to satishy deficiencies n] 15.022 | Review and evaluate verifications of supervised D 10,0

professional experience farms to determine if
experience meets Board's laws and requlations

‘Werify supervizor's license status and eligibility to qualify a n) 10.02% | Contacts applicants, supervisars, school registrars, 1) 15.0%
supervisor et by phone, email or in writing to obtain suporting

documents and clarification of documentation
Enter all remaining info on Transaction Check List generating o 10003 | Input and update applicant information into BreEZe 1} 10.0%
registration number; review and approveldisapprove sistem
supervisor's agreementfplan
Receive and respond to emails, telephone calls and telephone ul 10,034 | Responds to written, telephone and in-person D 20.0%
messages inquiries from applicants, licensees, professional

associations, health care facilities, educational
institutions, and state and federal licensing agencies
File open and completed application folders A5 3.002 | Checks the BreEZe system for prior or current D 5.0
digciplinary information on all applicants on BreEZe
system; refers applicants with prior or current

Email supervisor and psychological assistant notifying them A5 2.0%
of withdrawal

Total Time % 100.0% Total Time % 100.0%
Work Mot Getting Done York Not Getting Done
Mone reported Mone repoited

Outreach Activities

In accordance with Strategic Plan Goal Five, Outreach, two SSAs (Parino and Olson) each report
spending about five percent of their time supporting the outreach effort by representing the
Board at consumer and psychological events. However, the Governor’s statewide moratorium
on travel has restricted Board participation at these events.

According to the Executive Officer, about $900,000 reverts annually to the Board that could be
spent for non-travel related outreach. In the absence of travel, the Board has taken advantage of
contracting with the DCA Communications Division to use social media for outreach. The
Board plans to use the Public Affairs Office to be more proactive with Op-eds, press releases,
media advisories, and the production of YouTube informational videos. The objective is to
leverage the Board’s online communications to achieve outreach goals that are hindered by the
travel restrictions. An example is the instructional video on the Board’s website on how to apply
to be a Licensed Psychologist http://www.psychology.ca.gov/applicants/index.shtml.

CPS HR, CONSULTING
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In addition to keeping the Board website updated, the Board may also want to explore the use of
webinars and an email outreach program to current and prospective licensees.

PT and OT Workload

Work distribution chart 3F displays workload for incumbent PT DuPree, a part-time employee,
and workload for incumbent OT Bailey. DuPree reports spending 90% of her time in critical
activities such as opening and distributing mail to staff, creating folders for new applicants,
entering new applicant transactions into BreEZe, logging in fee checks, and responding to emails
and telephone inquiries. The balance of the time is spent on distributing documents to staff or
filing them. DuPree reports all assigned work is completed.

Bailey also reports spending about 85% of her time with psychological assistant processing,
including handling returned mail and voice mail messages, responding to emails and calls,
ensuring fingerprint cards are complete and faxed to the Department of Justice, filing renewal
forms and updating BreEZe. Bailey reports needing 200 hours to clean up no longer interested
(NLI) form backlogs for psychologist, psychologist assistant, and registered psychologist. The
Department of Justice requires a NLI form every time a registration is terminated, cancelled or
application file has been withdrawn. In addition, the OT requires about 10 hours to enter
changes into BreEZe, and 25 hours/week to respond to all emails within 24 hours.

Given the PT’s current workload, it appears the PT position could help the OT eliminate these
backlogs and maintain an even workload going forward. This may require submission of a
budget change proposal to make the part-time PT position a full-time position.

Chart 3F
Work Distribution Chart for PT Il DuPree and OT Bailey

Legend: AS = As Needed, W = Weekly, M = Monthly, Q. = Quarterly, S = Semiannually, A = Annually
Bold = critical importance

Critical duties are bolded

M. DuPree - PT I T. Bailey - OT
Auth . Auth
Reports to: K. Johnson Supre 0 Reports to: K. Johnson Supr 0
Duties Freq | % Time Duties Freq | #% Time

Open and distribute mail to sppropriste staff D 25.0% |Handle returnad msil from applicants or peycholozics| AS 5.0%
assistants

Enter new spplitant trensattions into BreEZe data system; creste D 20.0% [Return voicemsil meszazes, respond to emails, 2nswercalls D 55.0

Excel log on incoming checks

Creste folders for mew spplicsnts; send confirmation emsil to 1] 20.0% |Mzil Izws =nd rezulation booklets AS 10«

Act 35 back up for answaring main telephone line or emails AS 15.0% |Process manuz! renewsls in BraEZe for psychologics! assistznts AS 15.0%

Az 25 bzck up for entering address snd name change for licensed D 10.0% |Enzure fingarprint hard cards arz complate; log complete cards aS 2.0

peychologistinto Brefle to be processed by DOJ & FBI; distribute Live Scen Forms to

> sssignad snalyst

Distribute doruments to sssignad analystor file documents D 10.0% File renewsl forms, tarminaticns, nams/sddrass change AS 10.0%
notifications, #nd nolonger interestad [NU ) forms infolders
Update Psychologist Assistant snd Psychelogistinformaticon AS T.0%
into Breks
Complete NL! forms snd fax to DOJ; enter into into BraEZe AS 5.0%

Total Time % 100.0% Total Time % 100.0%
Yoik Not Getting Done Vork Not Getting Done

None reported Psychologist MLl backlog 100 hrs
Psychologizt Asziztznt & Registered Psychologist NU backlog 100 hrs
Change expiration dats of registrations cancelled in BreEZe 10hrs
Respond to emails within 24 hours 25 hrslwk
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Classification Review Results

The CPS HR classification review reveals: a) Licensing & Examinations Unit personnel are
classified appropriately; b) there are options that could support an upgrade for the AGPA
Licensing Coordinator to a SSM T if organizational changes were made to justify support to a
higher level; and c) the PT duty statement should be strengthened by emphasizing technical
aspects of the duties.

Unit Statistics and Performance Measures

The Department of Consumer Affairs Annual Reports summarize Board licensing activity. The
following table 1 displays the licensing applications received, licenses issued and renewed by
licensure type during Fiscal Years (FY) 2012-13 through 2014-15. The table shows licensing in
each professional category has remained relatively stable over the three-fiscal year period. The
Board received the most applications for the Psychologist license, but most licenses issued were
for Psychological Assistants. The largest number of licenses renewed were for Psychologist.

Table 1
Board of Psychology Licensing Activity from FY 2012-13 through FY 2014-15

Licensure

Psychologist

Registered Psychologist

Psychological Assistant

Licensing Activity

FY12-13 FY 13-14 FY 14-15

FY12-13 FY13-14 FY14-15

FY 12-13 FY 13-14 FY 14-15

Applications Received 1,242 1,412 660 187 165 118 943 1,017 519
Licenses Issued 686 636 452 168 120 102 809 807 585
Licenses Renewed 8,629 9,778 4,668 0 0 0 889 1,364 358

Source: DCA Annual Report and Board of Psychology

CCR section 1381.6 prescribes application processing time performance measures of within 60
days of receipt for psychological assistant and registered psychologist applications and within
180 days for licensed psychologist applications. However, the Board’s internal goal is much
faster at 14 days to complete processing. For most of the fiscal year, Licensing staff have met
this internal goal. However, in the past two months the processing time has slipped a week to
three weeks because of the absence of a licensing analyst. Either way, the Licensing unit is
substantially outperforming the legally prescribed application processing performance measures.

The following table 2 displays the examination activity during fiscal years 2012-13, 2013-14 and
2014-15 (through 12/31/14). The table reveals examination activity for each type of exam has
also remained relatively stable over the three-fiscal year period. The EPPP has been taken the
most, followed by the CPSE, and CPLEE the least.

CPS HR === CONSULTING
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Table 2
Board of Psychology Examination Activity from FY 2012-13 through FY 2014-15
Examination EPPP CPSE CPLEE
Examination Activity | FY 12-13 FY 13-14 FY 14-15%| FY 12-13 FY 13-14 FY 14-15%| FY12-13 FY 13-14 FY14-15*
Totals 1,483 1,366 942 985 1,073 662 115 29 51
Pass 873 240 425 248 726 403 71 55 33
Fail 610 526 517 137 347 259 a4 34 18

Source: DCA Annual Report and Board of Psychology

Major Business Process Review
The Licensing & Examinations Unit oversees and performs five major business processes:
e Psychologist License and Psychological Assistant Registrant Renewal process
o License Reactivation process
o Continuing Education Audit process
e Continuing Education Exemption-Exception process

¢ Continuing Education Coordinator Citation & Fine process

The following describes the current “as is” processes and high level improvements, if any, for
the proposed “to be” process.

Psychologist License and Psychological Assistant Registrant Renewal Process

The purpose of this 28-step process is to renew licenses for Licensed Psychologists and renew
registrations for Psychological Assistants.

The participants in the process include the following: DCA/Print Vendor, DCA Cashiering,
Licensee/Registrant (L/R), Board Mail Processor, Administrative Technician (AT), Licensing
Technician (LT) and the Licensing Continuing Education Coordinator (CEC).

Flowchart Page 1

As the following flowchart displays, the process starts when DCA initiates batch renewal
transactions in BreEZe. The Print Vendor generates and mails renewal notices to L/Rs.

An L/R receives the notice, completes and submits the renewal application with a fee either
online or offline through the US mail. For online transactions, DCA Cashiering receives and
processes coupons and payments and returns the coupon to the Board Mail Processor for filing.

For offline transactions, the Board Mail Processor receives the renewal applications and fee
checks, logs in the checks, and forwards to DCA Cashiering for processing. The Board Mail
Processor distributes the new applications to the AT and the renewal applications to the LT.
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Flowchart Page 2

The AT processes Licensee renewal applications by forwarding requests for a CE exemption or
exception to the CEC for review. The AT reviews applications without requests for deficiencies.
If there are deficiencies, the AT prepares and sends the Licensee a deficiency letter. If the matter
is resolved, the AT approves the application in BreEZe and notifies the Print Vendor, The Print
Vendor prepares and mails the pocket license card to the Licensee.

The LT reviews Registrant renewal applications for deficiencies. If there are deficiencies, the
LT prepares and sends the Registrant a deficiency letter. If the matter is resolved, the LT
approves the application in BreEZe and notifies the Print Vendor. The Print Vendor prepares
and mails the pocket registration card to the Registrant. '

Proposed Process Improvements

According to the Licensing Coordinator, this process becomes backlogged at the AT and LT
positions because of the high volume of renewals. These staff are unable to process the rencwals
ina timély manner because of all their other duties. Furthermore, it does not appear that
eliminating or consolidating tasks would improve the situation, nor is this process likely to be
fixed by more automation through BreEZe. Hiring an additional technician each for Licensing
and for Registration appears to be the only solution at this time.

ot .

CPS HR & CONSULTING
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License Reactivation Process
The purpose of this 19-step process is to reactivate a prior psychology license with the Board.

The participants in the process include the following: Licensee, Licensing Continuing Education
Coordinator (CEC), Administrative Office Technician (OT), DCA Cashiering and the Printing
Vendor.

Flowechart Page 1

As the following flowchart displays, the process starts when the Licensee completes and submits
a reactivation application with fee to the Board. As the primary actor in this process, the CEC
receives, verifies and processes the application and fee, and that the continuing education
requirements are met. '

The CEC determines if the application and the payment are sufficient. If either are deficient, the
CEC attempts to resolve the matter. If the CEC cannot resolve either matter, s/he prepares and
sends the Licensee a deficiency letter who either responds or not. If the Licensee does not
respond or resolve either or both the matters, the CEC prepares and sends the Licensee a denial
letter. If either or both matters are resolved, the CEC approves the application and updates
BreEZe.

Flowchart Page 2 |

Next, the CEC completes and approves the transaction, and notifies the Print Vendor of the
application approval who prints and mails a pocket license card to the Licensee.

Proposed Process Improvements

According to the Licensing Coordinator, this process does not need any improvements at this
time.
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Continuing Education Audit Process

The purpose of this 21-step process is to audit the continuing education requirements of
Licensees.

The participants in the process include the Licensing Continuing Education Coordinator (CEC)
and the Licensee.

Flowchart Page 1

. As the following flowchart displays, the process starts when the CEC exports a list of auditees
from BreEZe in accordance with the continuing education audit procedures. As the primary
actor in this process, the CEC randomly selects a 10% sample of Licensees to audit. The CEC
prints color and black & white letters and mails the letters to selected Licensees.

The Licensee has 30 days to respond to the audit letter and may or may not respond within the
required timeframe,

If the Licensee responds timely, the CEC reviews the response for compliance with continuing
education requirements. If the Licensee is fully compliant, the CEC prepares and mails a
compliance letter to the Licensee and closes the case.

Flowchart Page 2

If the Licensee does not respond timely or the response is non-compliant, the CEC prepares a
correction letter and sends it to the Licensee by certified mail and email, if available.

If the Licensee responds timely, the CEC reviews the response for compliance with continuing
education requirements. If the Licensee is fully compliant, the CEC prepares and mails a
compliance letter to the Licensee and closes the case.

If the Licensee does not respond timely or the second response is non-compliant, the CEC
prepares a final notice of untimeliness/noncompliance, and prepares the file for the Cite and Fine
process. ' '

Proposed Process Improvements

According to the Licensing Coordinator, this process does not need any improvements at this
time. However, with the implementation of the new regulations the audit process will become
more technical and will require advanced analytical skills.
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Continuing Education Exemption-Exception Process

The purpose of this 8-step process is provide Licensees with the opportunity to request and
educational exemption or exception as part of the licensing renewal process.

The participants in the process include the following: Licensees, Licensing Continuing Education
Coordinator (CEC) and the Assistant Executive Officer (AEO).

As the following flowchart displays, the process starts when the Licensee submits an
exemption/exception request to the Board. As the primary actor in this process, the CEC receives
and reviews the request, and sends it with documentation to the AEO for approval or denial.

The AEO reviews the request and support documentation, approves or denies the request and
returns to the CEC.

The CEC prepares and mails an approval or denial letter to the Licensee.

The Licensee receives either an approval or denial letter. If approved, the process stops.
However, if the Licensee receives a denial letter, s/he may reapply and the process starts over,

Proposed Process Improvements

According to the Licensing Coordinator, this process does not need any improvements at this
time.

CPS HR == CONSULTING Page |41
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Continuing Education Coordinator Citation & Fine Process

The purpose of this 58-step process is to describe the process to issue citations and fines to
psychologists who fail to comply with Continving Education (CE) requirements or misrepresent
the number of hours of CE accrued when renewing their license. In general, licensed
psychologists are required to self-certify 36 hours of CE for each two-year renewal period. This
includes a minimum of nine “live” hours in which there is real time interaction with an
instructor. '

The participants in the process include the following: Subject of the Citation (Subject),
Administration Office Technician (AOT), Continuing Education Coordinator (CEC), Executive
Officer/Board (EO/B), Health Quality Investigation Unit (HQIU), Attorney General (DAG),
Office of Administrative Hearings (OAH) and Administrative Law Judge (ALJ).

Flowchart Page 1

As the following flowchart displays, the process starts with the CEC opening a complaint for
insufficient CE. This includes reviewing the case for Business & Professions (B&P) code
violations, completing a Cite & Fine Order, cover letter and declaration of service, The EO
reviews the citation package, signs off and returns it to the CEC. The CEC makes copies, mails
the original to the Subject by certified mail, and enters the date sent on the calendar and into the
Citation Log,

The Subject receives the citation package and either agrees to pay the fine or not. If thé Subject
pays and mails the fine, the AOT receives and opens the mail, copies the check and forwards the
check copy and package to the CEC, and sends the check to DCA Cashiering,

The CEC receives the abatement order and check copy from the AOT, monitors a payment plan
if in place, prepares and sends a closure letter to the Subject, and closes the case in BreEZe. The
Subject receives the closure letter.

If the Subj ect does not pay the fine, s/he may ask for an informal conference within 10 days of
issuance of the Citation package. If the CEC receives the response after 10 days, s/he prepares
and sends the Subject a letter denying the informal conference but advises same that s/he may
request an ALJ hearing within 30 days the citation issuance date.

Flowchart Pagelz

If the Subject requests an informal conference within the 10-day time limit, the CEC checks with
the EO for a date and time, confirms the date and time by phone and email with the Subject, and
gives the EO the file within one week of the meeting,

The informal conference is held as scheduled in person or by phone with the Subject, CEC and
EO. If there are no changes as a result of the conference, the CEC prepares and sends a letter
informing the Subject the original Cite & Fine stands. If there are changes, the CEC prepares a
revised Cite & Fine, obtains the EO signature, and mails to the Subject.

CPS HR
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The Subject receives either citation package and either agrees to pay the fine or not. If the
Subject pays and mails the fine, the AOT receives and opens the mail, copies the check and
forwards the check copy and package to the CEC, and sends the check to DCA Cashiering.

The CEC receives the abatement order and check copy from the AOT, monitors a payment plan
if'in place, prepares and sends a closure letter to the Subject, and closes the case in BreEZe. The
Subject receives the closure letter.

If the Subject does not pay the fine, s/he may again ask for an informal conference and the
process repeats itself, or s’/he may or may not request an ALJ hearing. [f the Subject does not
request a hearing, the CEC places a hold on his/her license until paid and/or refers to the
Franchise Tax Board for collection. ‘

~ Flowchart Page 3

If the Subject does not request an ALJ hearing within 30 days of the Cite & Fine issuance date,
the CEC prepares and sends the Subject a letter declining the ALT hearing, places a hold on the
license until paid, and/or refers to the Franchise Tax Board for collection. '

If the Subject does request an ALJ hearing within the allowable time period, the CEC notifies the
Licensing Manager, prepares a memo to the Supervising DAG, and forwards the memo and |
supporting documents to the AOT to send. |

The Supervising DAG receives the package, assigns to a DAG, and sends a letter to the CEC
advising of case acceptance and the DAG assignment,

The ALJ hearing is held and the proposed decision is sent to the CEC for a Board vote. The
CEC sends the proposed decision to the Board for a vote and calendars the 100-day deadline.

The Board votes to adopt or non-adopt the proposed decision. If adopted, the CEC makes copies
of the Decision & Order, and mails a copy to all parties. The CEC contacts Licensing to put a
hold on the license until paid and/or refers to the Franchise Tax Board for collection, closes the
case and files until afier citation is paid in full.

Flowchart Page 4

If the proposed decision is not adopted, the CEC prepares and sends a Notice of Non-Adopt to all
parties. '

After the Board reviews the transcripts and exhibits in closed session, Legal Counsel rewrites the
Decision for a Board vote, the President of the Board signs and returns to the CEC,

The CEC copies and mails the Decision and Order to all parties, enters the information into
BreEZe, and contacts Licensing to put a hold on the license until paid and/or refers to the
Franchise Tax Board for collection, closes the case and files until after citation is paid in full.

CPS HR 2= CONSULTING
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Proposed Process Improvements

According to the Licensing Coordinator, this process is new to the CEC position and does not
currently demonstrate any problems.

CPS HR == CONSULTING Page |45



sbe ;
ov | d DONILINSNOD waw dH SdD
It
o
>
I
S
pes
[
X
b
=
=
I
[y}
o
I m
230 01 suInias mw w
— o suS|s ‘efeped TS
UONELD SMBIABY g =
A iZ a
z8dor _ :

« 53|l Bz32ug . A . . oy
SOUENSSI UGREYD JO Ul S350 LaRe)| 807 vonel) pue M somas -~ m m md
she uL/m Sunes 350(2 puss/saiedald Jepusied uc sispR ¢ 1029p g Jona| S ¢c3
jqnpmmn.:m% | BM e Ul 5 ued |14 30| U sa0e(d Jan0n seredaid L 479 U] duy pue £ ﬁanH_.u_.t;mc_u‘éj m. m. =
paulpap st 3t Suizels suswied g ytiopuow 3fgns o1 sjew 3piE Buly uoneai £qi JIBIEWED URCa 255
13113] Spuas/sasedaly “Adoz3j0ayp g J2plo fseIdea safen | a0 o) sed sMANY T g " m

= JUDWEYE SBAIDDY 3 T
A 6
h-d
¥IQ 03 33 Spuas m.
29337 03 Adea sy — =-
) a8wped spremioy o 2
‘sl saidon = mU:
wsnd Jlew suadp wz
A 8 ®
v
;.‘\\\I.lj Y-~ m..
A.llli!!iil_#tw_\dﬂ Reuipap Kﬂm I .,.In._m_k
2 $oney = 2JNSQ|) SIAPIDY ’ I
z3doy | = ; | iy _ <
FJuod 0t .
QEV/ _ [lew paynIn O
&« JEULIOIT « =+
- NN S PR oN soalBy 7 _ Ag 28eyded o
- ‘ {uonex sen0ay | m.
78d woug S

f 30 1°8ed ssadolqd auld pue UOJIENIS1BUIPIO0] Uuoiieonp] Suinuinuo) ASojodAsd Jo pieog eluioHied

voday jpuld sisAjouy wipabold
AbojoyoAsq fo pipog piuiofiipd



iyl ebed ONILINSNOD mwr HH SdO

R
= £
cx

-~
> 5
D=
g
Q
20UIBJU03 i
UL mc_._.ww_ﬂ_ . |euLIOU| JOy DU .mm; =
19 311 Pasiald >Lo mMor_o l 2 31EP SWIYUod nOU =,
sudisfsmanay 431 SPIOH l1epuales SP2YY @© M
A 4 a
A Erd A i
oy g
1
walgns | . 2 mJ W..
sajly 5739ud 03 5]1ewW .mm_.qoum - v ‘ Supeaw oM T8d o E.
U033 |02 10} g14 uj S350[0 le118| ‘aumeuds o3 | SPUELs 2uUl4 Banaeal T Ui O3 013y saF | WoH a nm
©} S138. Jo/pue 250 puas/saledaid | suedo ‘aulq | g 8110 [eU1U0 Jo auoyd < frew pue suoyd Ay beg w. m
pled fiun 3susa)| *Ado3opaYD R J3pin || g 310 pasiaal m Bugou Jan3| Ag 31 spuany 29 I1LP SULUED g E
uo ploy e saaeid JRWHRGR SASY | sasedaid P spuas/saedald > o 03 Yum SeY s
£ £€ A 67 74 ry P o
=]
vog o spowp spuas S5
930 01 Adoa eI g g =
sfmjped spiemio) ' Speuyd — =l
sa1doa %3 spad jretw susdp @ 7
A o7 =
-
ﬁuﬂr v
i TN
s [t
on . m quwHM“Mmo_u Uy
. Lo | oy % 2310 paspa h 4 A
Supesy £Ju0) ’ SSAAIBY o Bunzaw 2w pue w
“.._mm S8y, * [BILIOJUL S T 10 auoyd Aq | suoyd Ag swn &
ONN_Jos sysy e 31w ssiedniey 3 SIEH SULIUAT) @
TE LWL SUl4 g < 8T ST m.
53\ . : =
2117 SAAI902Y T dd woiq A
W £ .”—..
a
ON o
)
W =
»
Ll
¥ 30 7o8ed ssadold auid pue uoi3ey)eieulpioo) uoneanpy Suinuizuo) ASojoysAsd JO pieog ejulofl|ed

woday jpui4 sisAjouy winiboid
ABojoyadsy fo papog prusofijo)



ONILINSNOD e ¥H SdD

2J0A RIROT JO4DTD .\.w
o3 lugisisa pasedold <
1EpIQ PUE UOISIZE] [ SpUSs (v 41 IuW
| o Adoasanmoay ue atoeg pey Buiesy =
i
87 154
Echw_mmm -
. oy( pue sauejdaooe 2
43P0 PUR O] [—] 2580 30 333 SISIPER 'BVA <
30 hdoo saneosy 03 suSisskz /SIS WHoop pue W
yre CwIW saaldsl oyg dnsg
A
23
Q
= m
a X
dope ] W
wou Jodope =
0]5310A pUEOg mu M.
Do
7 =1
g
3
1IN} Ul pied § Uoieyn = A 4 MJ W...
Jaje ABME sajy - auljpesp w =
S3u usIRULISIU [N S L.
| puesssEs s350p) sioe PaNGAL ] ABp-0QT S1EPUSED i mu% uoiPalle? Joy 9.4 o1 323
fuonoe[oo o dld |lef apa1dopy L byoadopleog J832] Y i o =
o1si221 Jojpue pd| saned 614540 m o35pUSs uoIsIZad m oy soMeIay | 10 o1 s1ya7 Jo/pue pied [13uUn Sm
PUE UOISI2aq Y3 (574 o i } Spuas  ovg dng [ esuadi1| uo piey e sase|d —
RuN asusI] Ue ploy Sews puesaiden _ pasodol senRoay p S daid B c £
2nd 03 Suisusan sysy - B eN o ..U:m._uE satedal Buyssy My Buuyosp = m.
H5W SSLION Jone uas/sasedal, =
T | spuss/ d 5
* . = A e =

=
(=1
3
=45
w B
52
=
o
4]
. .
\ll}J_ i
Jane| i m..
ucpeupep m o
_ Bupesy ! a
3P pUE Uois|aag) My ssazay | =3
o Ados saasosy
¥ ! m
g =
o
=]

10 95ed $532044 Ul PUB UOITENOIEUIPIO0T Uofleanpg Suinunuo) ASo[oysAsd Jo pieog eiulop|ed

1oday [puid sisAjouy woibold
ABojoysAsyg Jo papog piutofijo)




6v| obed | DNILINSNOD e ¥H SdO

[ 19pIQ PUB UCINTAQ | 1 1dapy-ucy o W
Jo Adoa sanaday JOBAMON SBABIRY | .WW
25 € ja
JBpIQ pUE UDISIZRQ r _ adapy-uan s =
o Adod 2aREy W _ $O9N0ON SANEIRY | Iu..Vr
I i P
5 [a73
Q
333 0150AN3R {susis = m
WBPISDIL BYY PUE BIOA 2 3
o3 pleog Y3 o) UaISIHag =9
T eyl sensmed 1S9 ‘uoissas o m..
pssq|a Ul sUGIYXe pue m %
sydiiosuety SumalA R 3
A o5
(]
[}
=2
g5
4 5
Iy us pled 51 uoneyo piye 57340 01U UoRELLIOL £3d o, @
AAne S| pUE S35ED SOSOJD A g Sy pue wo4 2 O
{EODR)|OD 40y 4 OISR (e SHIUB SPRNOAUL SILEC | [y oelgng olidopy e W_.. =
= 07 JopJO pue uosIDRg [+ <
10/pue pied [Un Isuad uo BP0 P - -UCN JO IIIFON SpUag e 5
pue plec i 1 ay3 sy spel pue saidod -
poy and o1 Suisusar sysy i i =
=3
£ ki o 5
=
Q.
3
=g
==
[+]
[17]
Y\J " a &
;BRI pUB UGS e i ydopy-uony I gt =
{40 AdodssnEnRy \— i Jo=oII0N BNRISY = M
rlill. [ O ~+
o5 i g = m..

7 o t98ed ss820.d aul4 pue UO[IE}SIeIEUIPIOO] UonesNp]y Suinuizuoe) ASojoysAsd Jo pieog BILICHIED

too.mm [oul4 sisAjouy wipiboid
ABojoyadsy Jo pipog prulofip)



Colifornia Board of Psychology
Program Analysis Final Report

Recommendations

4,

Make the changes recommended in the CPS HR classification review to upgrade the
AGPA toa SSM L

Make the changes recommended in the CPS HR classification review to strengthen the
Program Technician’s duty statement to emphasize the technical aspects of the duties.

To ensure the assigned Licensing work gets completed, request approval through a
budget change proposal (BCP) to establish a half~time AGPA position to cover the
workload that is not currently being performed.

Keep the Board website updated and explore the use of webinars and an email outreach
program to current and prospective licensees.

Assign the PT II to assist the OT with eliminating the NLI form backlogs. It may be
beneficial to submit a budget change proposal to expand the availability of the PT from a
part-time to a full-time position. '
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The Enforcement & Probation Unit

Unit/Program Description

The eight authorized positions in the Enforcement & Probation Unit are responsible for
investigating complaints filed against licensed psychologists and psychological assistants, as
well as those who conduct unlicensed practice of psychology. The Unit manages the
administrative citation and fine process, maintains the Expert Reviewer Program, coordinates the
formal discipline process with the Office of the Attorney General and Office of Administrative
Hearings, negotiates settlements and monitors probationer compliance to disciplinary orders.

Staffing and Workload Analysis

During this study, this unit was staffed with one Staff Services Manager I (SSMI) who reports to
the Executive Officer. Four Associate Governmental Program Analysts (AGPA), one Staff
Services Analyst (SSA), one Office Technician (OT), and one Special Investigator (SI) report to
the SSMI. In general, there is necessary duplication of duties due to the heavy workloads. With
the exception of one staff member, all of the assigned work is not getting completed. A more in-
depth workload assessment of the AGPA and SI positions is warranted to determine if more
administrative support might help to balance their workloads.

SSM | Workload

Work distribution chart 4A below shows the SSMI (Monterrubio) spends most of her time on
critically important work such as managing the Enforcement program and its various processes,
negotiating settlement agreements with violators, liaising with Enforcement-related agencies,
and handling personnel matters. In addition, this position also coordinates completion of various
meeting reports, and works on special projects and reports, purchase and service contracts,
coordinates document posting to the Board’s website and social media platforms; and holds
weekly staff meeting and directs unit workload. Monterrubio reports needing about 32 hours
more a week to review staff work, provide staff guidance, hold individual staff meetings, and
update and maintain the Enforcement manual.

CPS HR === CONSULTING Page |51
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Chart 4A
Staff Services Manager | Work Distribution Chart
Legend: AS = As Needed, W = Weekly, M = Monthly, Q = Quarterly, S = Semiannually, A = Annually
Bold = critical importance

Critical duties are bolded

S. Monterrubio- S5M |
# Auth
Reports to: A. Sorrick Suprv 7
Duties Freqg % Time

Manage the Board's Enforcement Program which includes complaints, D 60%
investigations, citation and fine, expert reviewer, formal discipline and
probation process.
MNegotiate settlement agreements by applying the Board's Disciplinary AS/D 10%
Guidelines; Ensure that the time frames in the Administrative Procedures Act
are met.
Responsibkle for enforcement-related liaison activities with the Health Quality AS /W 10%
Investigative Unit (DCA), the office of the Attorney General, the Office of
Administrative Hearings, other state agencies, consumers and various
professional organizations.
Recruit, train, evaluate performance and prepare all personnel related reports AS 5%
for the Enforcement Unit.
Provide status reports and updates to the Executive Officer on critical AS fw 3%
enforcement activities.
Attend various board and committee meetings. AS 3%
Recruit, train, evaluate performance and prepare all personnel related reports AS 4%
for the Enforcement Unit.
Coordinate completion of all Board meeting and Enforcement committee AS/D 3%
meeting reports and all disciplinary actions scheduled for hearing.
Special Projects such as the Strategic Plan and special reports to the Board, AS/D 2%
professional organizations and others as needed.

Total Time % 100%

Work Not Getting Done

Review Staff Work. 15 hours fuweek
Provide Minimal guidance to staff. E hoursfweek
Update and maintain Board's Enforcement Manual. 2 hoursweek
One on one meetings with staff. 7 hoursfweek

AGPA Workload

The following work distribution charts 4B and 4C display the heavy workloads for the four
AGPASs in this unit.

Work distribution chart 4B displays workload for AGPA incumbents Brasier and Castleberry.
Brasier reports spending 80% of his time on duties of critical importance. These include
evaluating and analyzing complaints and requesting additional information; reviewing and
processing accusations, stipulations, statements of issue, proposed decisions, etc.; analyzing
substantive issues for subject matter expert review; assisting with formal investigations;
consulting with the Attorney General’s Office; and determining merit for administrative citation
and fine. This position also compiles enforcement statistical data, updates case activity and
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information in BreEZg, testifies at administrative hearings, and drafis high level correspondence
regarding case-related matters. Brasier reports needing about four hours a week to review new
complaints, recommendations for expert review or field investigation, and to follow-up on
ongoing investigations.

Castleberry reports spending about 75% of her time performing critical activities similar to
Brasier. In addition, a minor aspect of her workload is updating and maintaining the
Enforcement Manual. Like Brasier, Castleberry reports needing about four hours per week to
perform similar follow-up activities as well 24-26 hours (one-time) to update the Enforcement
Manual.

Chart 4B
Associate Governmental Program Analyst Work Distribution Chart

Legend: AS = As Needed, W = Weekly, M = Monthly, @ = Quarterly, S = Semiannually, A = Annually
Bold = critical importance

Critical duties are balded

L. Brasier - AGPA Ashley Castleberry - AGPA
% Auth # Auth
Heports to: §. Monterubio Suprw 0 |Reports to: 5. Monterrubio Supry 2
Duties Freq |% Time Duties Freq (% Time
Evaluate and analyze complaints and related evidence, Fequest D 4034 | Evaluate and analyze complaints and related evidence, Request 1] 40
additional nformation as needed. Corduct case-related rezearch. Track additional information as needed, Conduct case-related researoh.
complaint oazeload, Determine whather possible vialations exlst, Ttack complalnt caseload, Determine whethei possible violations
determine marit for espert review of formal field investination. exizt, determine merit For enpert rewiew or formal field investigation,
Rewiew, prapare and prooess socusations, stipulations, statements of W 153 | FReview, prepane and process acousatians, stipulations, statements L 153
igsue, proposed denlsions, orders, ete, received fraom Office of the of issue, proposed decisions, orders, ete. recejved from OFfice of
Attorney General [OAG], the Attorney Genesal {OAG].
Prepare written analysis of substantive Izsues for subjaok matter expest W 52 | Prepare written analysis of substantive issues for 2ubject matter ¥ ¥4
reyiew for approval by the Enforoement Program Manager, Select whper; revfew for approval by the Enforsement Pragram Manager,
|proposed Expert. Confer with experts during case review, Traok Expert Select proposed Expert, Confer with experts during case review.
Evaluate expert review for wiolations. Determine merit for formal W B34 | Evaluate enpert rewiev For vinlations, Determine merit for Formal W 6 |-
inwestigation or transmittal to the Office of the Attomey General. investigation o transmittal to the Difioe of the Attorney General,
Assist Divigion of Investigation, Health Quality Investigations Unit with W 5% [ Assist Division of Investigation, Health Quality Investigations Unit w 3
formal Investigations. Select expert for final case review, Analyze fina) with Formal investigations, Select expert Far final case review.
invegtigation report bo determine whether additional investigation is Analyza final invastigation report to determine whether additional
needad, if oase should be transmitted to DAG , or if cage should be investigation is needed, if case should be transmitted ko OAG, or if
|dosed oase chould be alosed
Consult with OAG regarding administrative disoiplinary aotions. Evaluate | W 522 | Consdlt with 0AG regarding administrative dissiplinary actians. v L+
wase Wiolatlons and mitigation offered by subject, Meagotiate settlements. Evaluate case wiolations and mitigatlon afferad by subject,
Distermine merit for administrative citation and fine, Yerify evidence to W %532 1 Determine merit for adiministrative eitation and fine, Yerify svidence W x4
zubstantiate viclations and apply appropriate psychology lieensing laws. to substantiate viclations and apply appsoprlate psychology
Diraft and izzue citation order. Prepare caze tobe gent o DA for licensing laws. Draft and issue citation order, Prepare sase tobe
administrative procesdings, sent ta OAG for adminlstrative praceedings,
Compile statistizal data relating to the Board's enforeement pragram far Q 02| Provide verbal and written responses ko compler inquiries reqarding| - W [
inclusion in warious reparts and for subrmission to Board Members at enforcement matters, Draft high-level comespondence regarding
Guarterly Board Meetings cass-elated matters and requests for analysis of varfous legal and
requlakory intarpretations and positions of the Board,
Update case actlvities and information inthe BreEZe system. Assist v] B2 |Update caze activities and informatian in the BreEZs systam, W ik
BEcard and DCA EreE€e teams to develop and snhance the system, Assist Board and DA EreEZe teams Lo develop and enhanoe the
Confer with collsagues, train other stafl, and answer’make phone calls u] 2| Confer with valleagues, train ather staff, and answerfmake phone ] 1
Fiepare for, travel 1o, and testify on behalf of the Board at statewlde ™ 3% | Prepate for, travel to, and testify an behalf of the Board at statewide| M1 | [
adminlstrative hearings, administrative hearings.
Prowvide werbal and written respongs: ko somplel inguirdes reqarding a 23| Update Enforcement fManual, W 2
enforcemnent matters. Drakt high-lavel correzpondence regarding ¢ase-
related matters and requasts for analysis of various legal and regulatary
linteoiet ations and positions of the Roard
Total Time X onx Total Time % 100% |
Work Not Getting Done Work Mot Getting Done
Fieeoummendations for Expert Review(feld investigation 2-3hesweek | Recommendations for Expert Reviewdfield investigation. Ehisiwh
Follow up with field investigators concerning ongoing investigations 4hisimo Follow up with field mvestigators concerning onacing E hrstnno
Raview new complaints and subsequent cormespondenos 2hrstday Update Enforcemnent Manual. 243 hrafotal
: il aintain Enforeement anwal, 2hratme
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Work distribution chart 4C displays workload for AGPA incumbents Morales and Tanner.
Morales reports spending 70% of her time performing critical activities similar to Brasier and
Castleberry. She also manages the expert reviewer program, including training. Like Brasier
and Castleberry, Morales reports needing about four hours per week to perform similar follow-
up activities, including updating and maintaining various expert, investigation and disciplinary
action spreadsheets. The spreadsheets could potentially be maintained in BreEZe or a separate
database for faster data retrieval and reporting,

Tanner reports spending about 80% of her time in critical activities concerning probation, such
as tracking probation compliance and preparing related reports, responding to probationer
questions by email, mail or telephone, attends probationer intake appointments, and works on
related projects. She is also the unit’s BreEZe liaison. In addition, she performs a variety of
administrative tasks such as requests, resolves accounting and billing problems, and email
overflow. Tanner reports needing about two hours per day to process reports.

Chart 4C
Associate Governmental Program Analyst Work Distribution Chart

Legend: AS = As Needed, W = Weekly, M = Monthly, Q = Quarterly, S = Semiannually, A = Anhually
Bold = critical importance '

Critical duties are bolded

Deborah Morales - AGPA Barbara Tanner - AGPA
# Auth . ¥ Auth

Heports to: 5. Montepruhio Sugre 0 Repoits to: 5, Montesmuhin Supry 1]

Duties Freq | % Time Duties Freq | % Time
Evaluate and analyze complaints and related eufdence, Fequest additional D 26% | Traok Probation complianee with terms of disciplinary otders, Ineluding [FI 02
information as needed. Conduct case-related research. Track complaint reviewing all documents submitted by probationers, practice monitors,
zaseload, Determine whether possible viclations exizt, detarming merlt for expert and therapists to ensure that all terms and eonditions of the
teview or formal fleldinvestigation. probationary orders are met, Prepares repaits to support filing of a

Petition to Revoke Frobation or decisians an petitions for reduction ar
termination of probation.

Reulet, prepare and process aceusations, stipulations, statements of ssue, W 1632 | Respond ta probationar questions throwgh emall, written W 26
propased decisions, orders, ehe. received friom DOffice of the Sttoine) General coirespondence of phone.

e .
Manage enpert revlewer program, Develop expert reviswer ciiteria and establish D 15| Improve probation process workflows, W Liv

program needs. Coordinate expert revieisr nominations for Board member reyiew
and voting, Coardinate annual espert reviewsr training work shop and training

Prepare written analysis of substantjve issues for subjeot matter expert reviaw for D 6% | Sits on the BreE2a related Enforeement Ussi*s Group, rezolves L) Chw
| approwal by the Enforcement Froaram Manager. Selest proposed Expert. Canfer aeeounting issues, report develapreent

with experts during case revisw. Track Expert caze load. )

Assieh Division of Investigation, Health Gualiyy Investigations Unit with formal v 53 | Research or adminlstration requests W 23

investigations. Selact expert for final case revlew. Analyze final investigation
tepont ta determine whether additional investigation is needed, f gase should be
transmitted to 0OAG, or if case should be olosed,

Consult with DAG regarding adminlstrative disclplinary aotlons, Evaluate case W 624 | Attend mestings and taining. W LH]
violatlons and mitigation offered by subject, Megotiate settlements,
Diatermine merit for adminlstrative eitation and fine. Yerify avidenca to W 62| Emall overflow, Admin DCA notices, tralning notices, catastropkic keave W FP
substantiate wolatons and apply appropriate psychology licensing laws. Oraf and requests
izzue citation order. Prepare case to be sent to OAS for administrative
Report lisensing and certification actions taken by the Board to the Assoolationof | W B2 | Short term profects like F TB intefcept and piabationar billing A3 27
State and Piovineial Psychology Boards, Calendar and submit details of all Board
actions takan within statutory deadlines, -
Update casa activities and informatian inthe BreEZe system, Assist Board and u] 63| Awrounting Resolutions AS 1%
DC& BreEZe teams to develop and enhanoe the system,
Conker with sollesgues, train other stalf, and answer/make phone calls W 54| On-site monltoring visits, intake appointments for probationers A% i
Evaleate aupert rewlew for viclations. Determine merit for farmal investigation or L4 5%
transmittal bo the Dffice of the Attormey General,
Prepare far, travel to, and tastify on behalf of the Board at statewide administrative [+] Ix
haarings.
Piavide verbal and wiitten responses to compled Inquirles regatding enforeement AE 2% .
Total Time % 1093 Total Time ¢ 00
Work Not Getting Done Wk Mot Getting Done
Follot up with Field investigators ooncerning ongoing investigations € hizimo Report Progessing zhrsiday
Update and malntaln espert, inyestigation and disciplinary astion spreadshacts 2 hrsiwk
Review new vomplaints and subsaquent correspondencs. 18 hrstday
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SSA and Sl Workload

Work distribution chart 4D displays workload for SSA incumbent Loyola and SI incumbent ‘ o
Russell. Loyola reports spending 100% of his time performing mission-critical duties such as ‘
performing desk investigations of consumer complaints; reviewing, preparing and processing

accusations, stipulations, statements of issue, proposed decisions, etc.; preparing cases for Board

review, preparing responses to complex Enforcement inquiries; and providing supporting

documentation. Loyola reported all assigned work was being completed, but he was new to the

position and did not yet have a full workload.

As the sole Special Investigator (SI) in the unit, Russell has a heavy workload comparable to the
AGPAs with 100% of her time dedicated to critical activities. Most of her time is spent
conducting administrative law investigations and investigative report writing, The balance of the
time is consumed by performing internal administrative functions such as maintaining various
logs, drafting correspondence, preparing cases for administrative law adjudication, and traveling
to and testifying at administrative hearings. Russell reports needing about two hours a week to
follow-up on ongoing investigations and maintain the Enforcement manual once it is updated.
She estimates needing about 24-36 hours to update the Enforcement manual.
Chart 4D
Staff Services Analyst and Special investigator Work Distribution Chart

Legend: AS = As Needed, W = Weekly, M = Manthly, Q = Quarterly, S = Semiannually, A = Annually
Bold = critical importance

Critical duties are bolded

Robert Loyola - 554 Denlse Russell- 51
E Auth R ¥ Auth
Reports to: §. Monterruble Supry L] Raports to: 5. Monteorrubic Suprv ]
Fluties Freq | % Time j Duties Fraq |z Time
Perform desk invesligations of Incoming ‘complaints, o 607 |Adrinistrative [aw investigations - examinas a variety of reesrds and information to detact, secureor 1] 552

warify suspected administrative violations and violators of the laws, rules and regulations.

Independzntly evaluate and analyze eonsumer and patient complaints and related evldence, siuch as
oanvietion data, attest reponts, count documents, malpraatica award notfications ($D1reports), peer
review reports (808 raports) and Yioense reinstatementlprobation earle termination appllostions. Request
adddtional information and releases from related parties, request patlent recards and responsas, analyze
information reaeived from the parties and request additionalinformation, f needed. Condust sase-related
research, Appl reaulatony and ethizal requirements todeterming whether possible vislatlans exlst.
Deteimine merit for cases requiring expert review, inrmal field investigation andéor vestigative

lewing of Subjeats, Caumplal anddor wit Asslst Divlzlon of Investigation, Health Guatity
Inwestigation Unit [HQIU), with formalinvastigation process.
Fealew, prepare and prooass apousations, stipulations, ststements of issue, proposed | W 162 | [westigativa report wilting - draft eamcise, detailed reports of the events of the lvestigation, mohuding Y 303
detllons, orders, eto, received fiom Offics of the Attorney General [DAG). documented avidence, statements from witnesses and a general oase synopsis to ensuie the fndings ane

fully supported by the Fants and ather evidence, Cieate investigative plans, including: review of the
complaint and for report, requesting inform ation, intarviewing subjectsteamplainantsiwlhesses, analyzing
the dat3, antl wiing the Investigative reposts,

Frepares cases for Board mai ballots or Ecard mestings. ] 1022 | | Administrative functions and 1Dgs - peepate and perfarm Internal adminlstrative funatlons such as oase L4 []
aotivity logs, subpoenalogs, sopying and Y acking, Provide verbal and witten 12zpanses to somplen
inquirles regarding enforcement matters. Draft kigh4eve! comespondence regarding case-related matters
and requests for analusis of various legal and regulatory interpretations ard pasitions of the Board,
Updste ease setivities and Information Inthe BreEZe system, Assist Board andDCA BreE2s teams to
develop ant enhance the system,

Frovides verbal and written responses tocomples lnquiries regarding enforeement 1} 1022 | Gase preparation and administrative law adjudication - confer with Deputy Attarney General and DCA, ¥ [F3
miatters. Legal to prepars Statement of lssiie, Accusation, Cite andFine, Consumer fotloe and ather legal natives
tegarding administrative disciplinary actions. Evaluate oase violations and mitigation offered by subjeot,
Regottate sailzments, Confer with Enforcement Program Managet regarding the approprate leved of
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Total Time ¥ 100% Total Time % 100z
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OT Workload

Work distribution chart 4E displays workload for OT incumbent Castillo. Castillo reports
spending 100% of her time preforming critical activities, including handling complaint intake;
application intake and processing for the Expert Reviewer program; preparing cases to send to
Expert Reviewers or investigation; processing certificates of licensure and Public Records Act
requests; responding to emails, mail and telephone inquiries; and providing other clerical
support. Castillo reports needing about 13 hours a week to do Expert referrals, Expert Reviewer
payables and filing.

Chart 4E
Office Technician Work Distribution Chart

Legend: AS = As Needed, W = Weekly, M = Monthly, Q = Quarterly, S = Semiannually, A = Annually
Bold = critical importance

Critical duties are bolded

Joana Castillo- OT

# Auth
Reports to: S. Monterrubio Suprv 0
Duties Freq % Time
Complaint Intake: Open new complaints received via mail or online; D 40%

assign/ftrack to enforcement staff; refer to another agency if it is not within BOP
jurisdiction.

Expert Reviewer Program: Application intake and processing: request for D 30%
services, prepare cases for review, track deadlines and expenses; maintain
contracts and payroll records.

Prepare cases to send to Expert or investigation; respond to mail or phone W 20%

inquiries; filing, update Enforcement Manual and other clerical support for the

nit.

Process certificates of licensure and Public Records Act requests. W 10%
Total Time % 100%

Work Not Getting Done

Expert Reviewer payment data entry 2 hrsfwk

Expert Referral Bhrswk

Filing Shrsfwk

Classification Review Results

The CPS HR classification review reveals the Enforcement Unit personnel are classified
appropriately.

Unit Statistics and Performance Measures

The Department of Consumer Affairs Annual Reports and Quarterly Enforcement Reports
summarize Board enforcement activity. The following seven tables display the Enforcement
activities and results during FY 2012-13 through 2014-15.

CPS HR 4
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Table 3A shows the number of consumer complaints received, closed referred to investigation

and pending. The number of complaints received, referred for investigation and pending
increased ever fiscal year.

Table 3A
Board of Psychology Consumer Complaints from FY 2012-13 through FY 2014-15
Action FY 2012-13 | FY 2013-14 | FY 2014-15
Received 707 643 705
Closed without investigation 94 124 17
Referred for investigation 571 629 412
Pending B 23 51

Source: DCA Annual Report and Board of Psychology

The performance measure from complaint receipt to the date the complaint is assigned is nine
days. During the fourth quarter of 2014, the actual Board average was seven days.

Table 3B displays the investigations and convictions opened closed, and pending. The number of
investigations grew over the three-fiscal year period but the number of closures declined. The

number of convictions opened and closed during FY 2013-14 was abnormally large (* through
12/31/14).

Table 3B
Board of Psychology Investigations and Convictions from FY 2012-13 through FY 2014-15
Investigations Conviction/Arrest Complaints
Action FY 2012-13 | FY 2013-14 | FY 14-15* | FY 2012-13 | FY 2013-14 | FY 14-15*
Opened 676 643 434 42 133 27
Closed 622 512 323 ps 124 28
Pending 123 131 111 0 6 5

Source: DCA Annual Report and Board of Psychology

Table 3C discloses the number of days it took to complete an investigation. Most investigations
were completed during this three-fiscal year time period in 90 days or less.

Table 3C
Board of Psychology Investigation Cycle Time from FY 2012-13 through FY 2014-15
Days FY 12-13 FY 13-14 FY 14-15*
Up to 90 days 459 412 251
91 to 180 days 49 52 43
131 days to 1year a3 15 12
1to 2vyears 37 : 23 i4
2to 3 years 3 9 2
Qver 3 years 1 o o
Avg days to complete a5 . 82 87

Source: DCA Annual Report and Board of Psychology
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The performance measure for completing the entire enforcement process for cases not submitted

to the Attorney General’s Office is 80 days. During the fourth quarter of 2014, the actual Board
average was 56 days.

Table 4 reveals the citations & fines issued, withdrawn/dismissed and the average number of

days it took to issue. The number citations & fines and average days to issue increased over this
three-fiscal year period.

Table 4
Board of Psychology Citations & Fines from FY 2012-13 through FY 2014-15

Action FY 2012-13| FY 2013-14 |FY 2014-15*
Issued 10 4 7
Issued with a fine 10 4 7
Withdrawn 1 0 0
Dismissed 0 0 0
Avg days to issue 227 307 228

Source: DCA Annual Report and Board of Psychology

Table 5 shows the civil and criminal actions the Board referred for action and actions filed. The
number of referrals for action of all types decreased over this three-fiscal year period.

Table 5
Board of Psychology Civil and Criminal Actions from FY 2012-13 through FY 2014-15

Action FY 2012-13| FY 2013-14 | FY 2014-15*
Referrals for action 6 1 NA
Criminal actions filed 4 0 NA
Civil actions filed o 0 NA

Source: DCA Annual Report and Board of Psychology

Table 6a displays the Attorney General discipline cases opened, closed and pending. The number
of Attorney General cases opened and closed remained stable over this three-fiscal year period.

Table 6a
Attorney General Office Discipline Cases from FY 2012-13 through FY 2014-15

Action FY 2012-13| FY 2013-14 |FY 2014-15%
Cases opened 33 39 20
Cases closed 23 31 MA
Cases pending 57 44 NA

Source: DCA Annual Report and Board of Psychology
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Table 6b discloses the days to complete Attorney General discipline cases. Most Attorney
General cases took one to two years to complete and the average number of days to discipline
decreased over this three-year fiscal period.

Table 6b
Days to Complete Attorney General Office Discipline Cases from FY 2012-13 through FY 2014-15

Action FY 2012-13| FY 2013-14 |FY 2014-15%*
1year 4 5 NA
1to2years 2 13 NA
2to 3 years 6 6 NA
3todyears 11 4 NA
Cver 4 years 0 3 NA
Avg days to discipline 985 868 NA

Source: DCA Annual Report and Board of Psychology

The performance measure for completing the entire enforcement process for cases submitted to
the Attorney General’s Office is 540 days. During the fourth quarter of 2014, the actual Board
average was 1,018 days.

Major Business Process Review

The Enforcement & Probation Unit oversees and performs five major business processes:
e Complaint and Discipline process
e Citation & Fine process
o Cease and Desist process

o Statement of Issues process

The following describes the current “as is” processes and high level improvements, if any, for
the proposed “to be” process.

Complaint and Discipline Process

The purpose of this very complex, lengthy and repetitive 186-step process is to describe the
complaint and discipline tasks performed when anyone believes a psychologist, psychological
assistant or registered psychologist has acted illegally, irresponsible or unprofessionally.

The participants in the process include the following: Complainant, Subject of the Complaint
(Subject), Enforcement Office Technician (OT), Enforcement Analyst (EA), Enforcement
Manager (EM), Executive Officer (EO), Expert Reviewer (ER), the Division of Investigation’s
Health Quality Investigation Unit (HQIU) and the Attorney General’s Office (AG).
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Flowchart Page 1

As the following flowchart displays, the process starts with the Complainant submitting a
complaint form in a variety of ways to the Board. The OT receives the complaint, logs it into
BreEZe and prepares a new file. Within 10 days of receipt, the OT prepares/sends an
acknowledgement letter to the Complainant and forwards the file to an EA.

The EA reviews the complaint and determines if it’s within the Board’s jurisdiction, if there are
other complaints/referrals against the Complainant, and/or if it concerns sexual misconduct. If
the complaint is outside of the Board’s jurisdiction, the EA prepares a recommendation to close
the complaint for EM approval. If approved, the EA prepares/sends a closure letter to the
Complainant and closes the case.

For sexual misconduct complaints, the EA prepares a recommendation for referral to HQIU for
EM approval. If approved, the EA forwards the referral to the OT who sends it to HQIU for
action.

Flowchart Page 2

If the complaint is within jurisdiction and everything else is satisfactory, the EA reviews the
complaint for similar allegations then decides whether to refer to the HQIU or AG. If the EA
decides to refer the complaint out, the EA prepares a referral recommendation for EM approval.
If approved, the EA sends the approved referral to HQIU or AG by certified mail.

If there is no referral, the EA determines if more information is needed. If yes, the EA prepares/
sends a letter with a 14-day deadline to the Complainant who may or may not respond. If the
Complainant response is not received within the time limit, the EA prepares a.closure letter for
EM approval then sends it to the Complainant and closes the case.

Flowchart Page 3

If more information is not required, the EA completes the review and either: a) prepares/sends a
letter with a 14-day deadline to the Subject who may or may not respond, or refers to b) HQIU or
to ¢) an Expert Reviewer. The outside referrals require the EA to prepare recommendations for
EM approval. If approved for HQIU, the OT receives the information from the EA, prepares/

sends a letter to the Complainant and sends the complaint information to HQIU by certified mail.

If approved for an Expert Review, the OT identifies an available ER and sends her/him the
information, and prepares/sends a letter to the Complainant advising her/him of the referral to the
ER. The ER reviews the complaint, prepares a report and sends it to the OT.

If the Subject does not respond within the 14-day time limit, the EA prepares/sends a final notice
with a 7-day deadline to the Subject. If the Subject does respond on time, the EA reviews the
response and determines if it’s satisfactory. If the response is sufficient, the EA prepares/sends a
closure letter for EM approval. Once approved; the EA sends the closure letter to the
Complainant and Subject of the Complaints, and closes the case.

CPS HR === CONSULTING
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Flowchart Page 4

If the Subject response to the 7-day letter is not received on time, the EA refers the complaint to
the Citation & Fine process.

If the Subject response is received within seven days but more explanation is required, the EA
prepares/sends the Subject another letter requesting an explanation within 7-14 days.

If the Subject response is not received with 7-14 days, the EA prepares/sends the Subject a final
notice with a 7-day deadline. If the Subject response is not received on time, the EA refers the !
complaint to the Citation & Fine process. !

Flowchart Page 5

If the 7-day response is satisfactory, the EA prepares/sends a closure letter for EM approval.
Once approved, the EA sends the closure letter to the Complainant and Subject of the Complaint,
and closes the case. If the response is on time but unsatisfactory, the EA can once again elect to
send the case to an ER.

The EA identifies three ERs, prepares the expert recommendation for EM approval. After
approval the EA sends the package to the OT who determines ER availability and sends copies to
the ERs for review, and prepares/sends a letter to the Complainant advising him/her of the ER
referral. ‘

Upon receipt of the ER report, the OT forwards the report to the EA and the Statement of ER
Services to Accounts Payable. The EA reviews the report.

Flowchart Page 6

If the ER needs more information, the EA prepares/sends letters to both the Complainant and
Subject of the Complaint requesting more information within 7-14 days. Upon receipt, the EA
refers the information to the ER who prepares a supplemental report.

The OT receives the supplement report and forwards it to the EA for review, If the information
is sufficient, the EA determines whether there was no violation or departure. The EA prepares
closure letters for EM approval, sends them to the Complainant and Subject, and closes the case,

If the information shows the case is not clear, the EA determines whether the case has 1-2 simple
departures from the law. If yes, the EA determines whether the case warrants a citation or an
educational letter. If a citation, the BA refers the complaint to the Citation & Fine process. If an
educational letter, the EA prepares closure and educational letters for EM approval, sends the
closure letter to the Complainant and the educational letter to the Subject, and closes the case.

Flowchart Page 7

- However, if the EA determines the case has two simple departures or one extreme departure, s'he
prepares a HQIU referral for EM approval. After approval, the EA sends the package and
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referral letter to the OT, who sends the package to HQIU and a referral notice to the
Complainant.

HQIU receives the referral, prepares an investigative report and sends it to the EA.

The EA reviews the report and confers with the EA about whether the violation is major or
minor. If the violation is major, the EA advises HQIU who sends the decision and supporting
information to the AG for discipline. If the violation is considered to be minor, the EA decides
to either close the case or refer it to the Citation & Fine process. If the decision is to close the
case, the EA prepares/sends closure letters to the Complainant and Subject of the Complaint, and
closes the case.

Flowchart Page 8

Upon receipt of the case from HQIU, the AG/assigns the case to a Deputy Attorney General
(DAG) and the EA receives an acknowledgment. The DAG prepares/sends the initial pleadings
to the EA for review.

The EA reviews the pleadings, presents them to the EQ for signature, and serves the initial
pleadings to the Complainant, Subject, EM, ER and Supervising Investigator.

The Subject of the Complaint may file a Notice of Defense (NOD) with the AG. Ifthe AG
receives a NOD, the DAG schedules a prehearing settlement conference and hearing dates with
- the Office of Administrative Law (OAL), and sends Notices of Hearmg to the Subject and the
EA, who forwards the notice to the Supervising Investigator.

If the AG does not receive a NOD, the DAG drafts a Default Decision a:nd submits it to the EA.
for a Board vote,

The DAG confers with the EA about possible settlement terms, and holds the prehearing

~ settlement conference with the EA and the Subject, If a seftlement is reached, the DAG drafts
the Stipulated Settlement, sends it to the Subject and his/her Counsel for signature. Upon
receipt, the DAG sends the signed settlement to the EA. If the decision is to revoke or surrender
the license, the EOQ must sign/approve the settlement and return to the EA. The EA copies and
mails the Decision & Order to all parties, sends copies to the Probation Monitor, enters BreEZe
and closes the case,

Flowchart Page 9

If a settlement is not reached, a hearing is held before an Administrative Law Judge (ALI). The
ALJ submits a proposed decision to the EA for a Board vote. The EA sends the proposed
decision to the Board for a vote with a 100-calendar day deadline.

The Board votes to adopt/hold for the Stipulated Settlement or to adopt/non-adopt for the
Proposed Decision. If the vote is to adopt/hold for the Stipulated Settlement, the EA copies and
mails the Decision & Order to all parties, sends copies to the Probation Monitor, enters BreEZe
and closes the case. If the vote is to non-adopt the Proposed Decision, the EA sends a Notice of
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Non-Adopt to the Subject, ALY and the DAG. After holding a closed session, Legal Counsel
rewrites the Decision for the Board, the President signs and returns it to the EA. The EA copies
and mails the Decision & Order to all involved parties, sends copies to the Probation Monitor if
appropriate, reports to ASPPB, and closes the case.

Flowchart Page 10

If the Board does not non-adopt, the Board may choose to hold the matter over for discussion or
resolve issues with the Stipulated Settlement terms and send the Settlement agreement back to
the Attorney General for editing. The DAG adjusts the terms, sends to the EA for review, who
returns the document to the DAG. The DAG sends the Stipulated Settlement to the Subject and
Counsel for signature. Upon receipt, the DAG sends the signed Stipulated Settlement to the
Analyst for signatures.

Flowchart Page 11

If the license is to be revoked or surrendered, the EO reviews, signs and returns to the EA. If the
license is not revoked or surrendered, the EA sends to the Board to vote to adopt/non-adopt for
the Proposed Decision and the President signs.

If adopted, the EA copies and mails the Decision & Order to all involved parties, sends copies to
the Probation Monitor if appropriate, reports to ASPPB, and closes the case.

If not adopted, the EA sends the Notice of Non-Adopt to the Subject, ALJ and the DAG. The EA
copies and mails the Decision & Order to all involved parties, sends copies to the Probation
Monitor if appropriate, reports to ASPPB, and closes the cage.

If the Subject’s license is revoked or surrendered, he/she mails the license to the Board. If put on
probation, the Subject contacts the Probation Monitor for instructions.

Proposed Process Improvements

The Enforcement Analysts and Manager reviewed the current process and identified 28 process
steps that are backlogged for a variety of reasons including: heavy EA and EM workload,
Experts take longer than 30 days to review and comment, and/or an Attorney General slowdown.
None of the 28 steps can be eliminated or consolidated and automation can’t speed up the
process. The most common solutions were for the EM to delegate the authorization for
approving submittals and closing cases to EAs, and to hire more EAs and OTs. As indicated
previously, an in-depth workload assessment of the AGPA and SI positions is warranted to
determine if more administrative support is needed.

CPS HR 2= CONSULTING
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California Board of Psychology
Program Analysis Final Report

Citation & Fine Process

The purpose of this 59-step process is to'describe the Citation & Fine process for taking i
enforcement action against a licensed or unlicensed individual who is found to be in violation of
California law,

The participants in the process include the following: Subject of the Citation (Subject),
Administration Office Technician (AOT), Enforcement Office Technician (EOT), Enforcement
Analyst (EA), Enforcement Manager (EM), Executive Ofﬁcer/Board (EO/B), Health Quality
Investigation Unit (HQIU), Attorney General (DAG), Office of Administrative Hearings (OAH)
and Administrative Law Judge (ALJ).

Flowchart Page 1

As the following flowchart displays, the process starts with the EA receiving a complaint file, 5
This includes reviewing the case for Business & Professions (B&P) code violations, completing
a Cite & Fine Order, cover letter and declaration of service. The EM reviews the citation

package, signs off and returns it to the EA. The EA makes copies, mails the original to the

Subject by certified mail, and enters the date sent on the calendar and into the Citation Log.

'The Subject receives the citation package and cither agrees to pay the fine or not. If the Subject .
pays and mails the fine, the AOT receives and opens the mail, copies the check and forwards the |
check copy and package to the EA, and sends the check to DCA Cashiering, |

The EA receives the abatement order and check copy from the AOT, prepares and sends a
closure letter to the Subject, and closes the case in BreEZe. The Subject receives the closure
letter.

If the Subject does not pay the fine, s/he may ask for an informal conference within 10 days of
issuance of the Citation package. If the EA receives the response after 10 days, s/he prepares
and sends the Subject a letter denying the informal conference but advises same that s/he may
request an ALJ hearing within 30 days the citation issuance date.

Flowchart Page 2

If the Subject requests an informal conference within the 10-day time limit, the EA checks with
the EO for a date and time, confirms the date and time by phone and email with the Subject, and
gives the EO the file within one week of the meeting.

“The informal conference is held as scheduled in person or by phone with the Subject, CEC and
EO. If there are no changes as a result of the conference, the EA prepares and sends a letter
informing the Subject the original Cite & Fine stands. If there are changes, the EA prepares a
revised Cite & Fine, obtains the EO signature, and mails to the Subject.

The Subject receives either citation package and either agrees to pay the fine or not. If the
Subject pays and mails the fine, the AOT receives and opens the mail, copies the check and
forwards the check copy and package to the EA, and sends the check to DCA Cashiering,

LR
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The EA receives the abatement order and check copy from the AOT, prepares and sends a

closure letter to the Subject, and closes the case in BreEZe. The Subject receives the closure
letter,

If the Subject does not pay the fine, s/he may again ask for an informal conference and the
process repeats itself, or s/he may or-may not request an ALJ hearing, If the Subject does not
request a hearing, the EA asks Licensing to put a hold on his/her license until paid and/or refers
to the Franchise Tax Board for collection.

Flowchart Page 3

If the Subject does not request an ALJ hearing within 30 days of the Cite & Fine issuance date,
the EA prepares and sends the Subject a letter declining the ALJ hearing, asks Licensing to place
a hold on the license until paid, and/or refers to the Franchise Tax Board for collection.

If the Subject does request an ALJ hearing within the allowable time period, the EA notifies the
EM of a hearing request, prepares a memo to the Supervising DAG, and forwards the memo and
supporting documents to the EOT to send.

The Supervising DAG receives the package, assigns to a DAG, and sends a letter to the EA
advising of case acceptance and the DAG assignment.

The ALJ hearing is held and the proposed decision is sent to the EA for a Board vote. The BEA
sends the proposed decision to the Board for a vote and calendars the 100-day deadline.

The Board votes to adopt or non-adopt the proposed decision. If adopted, the EA makes copies
of the Decision & Order, mails a copy to all parties including the Probation Monitor, enters the
information into BreEZe, and closes the case and files.

Flowchart Page 4

If the proposed decision is not adopted, the EA prepares and sends a Notice of Non-Adopt to all
parties.

After the Board reviews the transcripts and exhibits in closed session, Legal Counsel rewrites the
Decision for a Board vote, the President of the Board signs and returns to the EA.

The EA copies and mails the Decision and Order to all parties, enters the information into
BreEZe, closes the case after full payment is received, and files,

Proposed Process Improvements

The Enforcement Analysts and Manager reviewed the current process and identified four process
steps that are backlogged for a variety of reasons including: heavy EA and EM workload, and
Board voting beyond the prescribe time limit. None of the four steps can be eliminated or
consolidated and automation can’t speed up the process. The recommended solutions were for
the EM to delegate the authorization for approving submittals and closing cases to EAs, hire
another OT, and expedite Board voting through President or Vice President outreach.
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Cease and Desist Process

The pui"pose of this 19-step process is to either allow a California psychological service provider
to continue or stop practicing because of a violation or alleged violation of California law.

The participants in the process include the following: Enforcement Analyst/Special Investigator,
(EA/SIT), Subject service provider (Subject), and the Enforcement Manager (EM).

As the following flowchart displays, the process starts when the EA/ST determines a California
psychological service provider may not be practicing legally. The EA/SI prepares and sends the
Subject a Cease & Desist order letter with a two-week response deadline.

If the Subject responds timely and requests the order be rescinded, the EA/ST will review the
request, consult with the Enforcement Manager or possibly send to an Expert for review. After a
decision has been made, the EA/SI prepares and sends the Subject a letter that either affirms or
withdraws the order. :

~ If the Subject does not respond or respond timely, the EA/SI moves to the Cite & Fine process.

If the Subject responds to the warning letter, the EA/ST will review the letter to confirm total
compliance and will address any remaining issues with the Subject. After full compliance is
obtained, the EA/SI will prepare and send a closure letter to the Enforcement Manager for review
and approval. Upon return from the Enforcement Manager, the EA/SI will send the closure letter
to the Subject, close the matter in BreEZe and file the copies.

If the Subject responds to the notice of withdrawn or affirmed order, the EA/ST will review the
Jetter to confirm total compliance and will address any remaining issues with the Subject. After
full compliance is obtained, the EA/SI will prepare and send a closure letter to the Enforcement
Manager for review and approval. Upon return from the Enforcement Manager, the EA/SI will
send the closure letter to the Subject, close the matter in BreEZe and file the copies.

‘Proposed Process Improvements

The Enforcement Analysts and Manager reviewed the current process and identified 11 process
steps that are backlogged for a variety of reasons including: time consuming review and

research, heavy EA and EM workload, and Expert review beyond the prescribe time limit. None
of the 11 steps can be eliminated or consolidated and automation can’t speed up the process. The
recommended solutions were for the EM to delegate the authorization for approving submittals
and closing cases to EAs, and hire another EA and OT.

CPS HR
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Statement of Issues Process

The purpose of this 61-step process is to describe the handling and resolution of a Statement of
Issues (SOI) against a Licensure/Registrant Applicant for violating California law.

The participants in the process include the following: Licensure/Registrant Applicant (LRA),
Licensing Unit, Enforcement Office Technician (OT), Special Investigator (SI), Enforcement
Manager (EM), Deputy Attorney General (DAG), and the Office of Administrative Hearings
(OAH).

Flowchart Page 1

As the following flowchart displays, the process starts with the LRA submitting an application to
the Board for licensure or registration. The Licensing Unit and SIreview and approve or deny
the application. If the application is denied then the SI prepares and sends the LRA a denial
letter and appeal process instructions, and sends a copy of the denial letter to the Licensing
Coordinator. The SIholds the denial letter copy for 60 days in case there is an appeal.

In the case of a denial, the LRA can either accept the denial or submit an appeal or request a
hearing within 60 days of receiving the denial. If the LRA submits an appeal or request, the OT
receives and logs it into BreEZe, starts a file and forwards it to the SI. If Licensing receives the

appeal/request later than 60 days from the denial, the SI prepares and sends a rejection letter to
the LRA that ends the process.

If the appeal/request is received timely, the SI reviews the appeal/request, prepares for EM
approval a memo to the Supervising Deputy Attorney General (SDAG) requesting approval to
transfer the case to the Department of Justice, Attorney General’s Office. The OT copies the
materials and sends by certified mail the originals with a memo to the SDAG.

The SDAG receives the memo, assigns the case to a Deputy Attorney General (DAG) and sends
an acceptance/assignment letter to the SI. The DAG prepares the SOI and sends it to the SI for
review.

Flowchart Page 2

The SI reviews the SOI, obtains the EM’s signature, returns the original to the DAG and sends a
copy to the LRA.

The LRA may or may not file a Notice of Defense (NOD) with the DAG. If the DAG does not
receive a NOD, then the DAG drafts a Default Decision that is submitted to the SI for review and
submission to the Board for a vote.

The Board reviews the Default Decision, votes and Legal Counsel rewrites the Decision for the
Board President who signs it and returns it to the SI. The SI copies and mails the Decision and
Order to all parties involved (LRA, DAG and OAH), enters the information and closes the case
in BreEZe, and sends copies to the Probation Monitor if the LRA is put on probation.

'CONSULTING Page |83
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If the LRA’s license is revoked or surrendered, the LRA mails the licenses to the Board. If put -
on probation, the LRA contacts the probation monitor.

- If the LRA submits a timely NOD to the DAG, the DAG schedules a prehearing settlement
conference and hearing dates with the OAH, and sends a Notice of Hearing to the SI and the
LRA.

The DAG confers with the SI about possible settlement terms and a prehearing settlement
conference is held with the STand LRA. If a settlement is reached, the DAG drafts a Stipulated
Settlement and sends to the SI for processing.

Flowchart Page 3

The SI receives and sends the Stipulated Settlement to the Board for a vote and President
signature. The Board either votes to: adopt the settlement, hold for discussion, or votes to adopt
or not adopt a proposed decision..

If adopted, the SI copies and mails the Decision and Order to all parties involved (LRA, DAG
and OAH), enters the information and closes the case in BreEZe, and sends copies to the
Probation Monitor if the LRA is put on probation.

Flowchart Page 4

If not adopted, the SI prepares and sends a Notice of Non-Adopt to the LRA, DAG and
Administrative Law Judge (ALJ). After Legal Counsel rewrites the decision, the Board
President signs the decision, returns it to the SI who serves all parties involved (LRA, DAG and
ALJ). The SI enters the information and closes the case in BreEZe, and sends copies to the
Probation Monitor if the LRA is put on probation. '

In addition to non-adoption, the Board may choose to hold the matter for discussion. The SI
confers with the Board to resolve the issues within the Stipulated Settlement terms. The SI may
send the Stipulated Settlement back to the DAG for editing.

The DAG adjusts the terms and drafis a new Stipulated Settlement, sends to the LRA and
Counsel for approval signatures, then receives and sends it to the SI.

The Sl receives the new Stipulated Settlement. If it is for license revocation or surrender, the SI
forwards the Stipulated Settlement to the EO for signature. Upon receipt, the SI sends the _
Stipulated Settlement to all parties involved (LRA, DAG and ALJ). If the Stipulated Settlement
is for any other reason, the Board must vote and the President must sign it. Upon receipt, the ST
sends the Stipulated Settlement to all parties involved (LRA, DAG and ALJ),

Proposed Process Improvements

The Enforcement Analysts and Manager reviewed the current process and identified 11 process
steps that are backlogged for a variety of reasons including: time consuming review and
research, heavy SI and EM workload, and Expert review beyond the prescribe time limit, None

(CONSULTING
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of the 11 steps can be eliminated or consolidated and automation can’t speed up the process. The
recommended solutions were for the EM to delegate the authorization for approving submittals
and closing cases to EAs, and hire another EA and OT.

By
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Recommendations

9. Conduct an in-depth workload assessment of the AGPA and SI positions to determine if
more administrative support are warranted for all of the unit’s business processes.

10. Identify opportunities for the EM to delegate certain high volume, low-risk authorizations
to EAs to reduce backlogs due to document waiting and processing time for all of the
unit’s business processes.
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Strategic Plan and Organizational Effectiveness

This section of the report covers the Board’s 2014-2018 Strategic Plan goals by area, the results of
2014 environmental scan of Strategic Plan pro grams/areas, a status of progress made in each
program/area, and a proposed organization chart change due to the CPS HR classification review
and this program analysis.

Board’s Strategic Plan Goals

The Board’s 2014-2018 strategic plan provides both long-term direction and also serves as the
foundation and blueprint for the Board’s annual operatmg plan. The updated 2014 plan goals
include the following;

¢ Licensing: The Board provides applicants, licensees and registrdnts a method for providing
psychological services in the State of California,

¢ Continuing Education: The Board works to ensure qualified and competent individuals are
licensed to provide psychological services in the State of California.

* Policy and Advocacy: The Board works to establish and maintain fair and just statutes and
regulations that provide for the protection of consumer health and safety and reflect current
and emerging, efficient and cost-effective practices.

* Enforcement: The Board protects the health and safety of consumers of psychological
services through the active enforcement of the statutes and regulations governing the safe
practice of psychology in California.

* Outreach: The Board proactively educates, informs and engages consumers, licensees,
students and other stakeholders on the practice of Psychology and the laws which govern it.

¢ Organizational Effectiveness: The Board works to develop and maintain an efficient and
effective team of professional and public leaders and staff with sufficient resources to
improve the Board’s provision of programs and services.

Environmental Scan of Strategic Plan Programs/Areas

Before this review, a 2014 environmental scan/survey of stakeholders consisting of largely
licensed professionals, consumers, professional associations, academia and Board staff revealed
challenges and/or deficiencies in the following six programs/areas hlgh]lghted in the Board’s draft
2014-2018 Strategic Plan:

® Licensing: need to speed up the process and improve customer service.

e Continuing Education: need to review the audit process and enhance program effectiveness
and efficiency.

* Laws and Regulations: need to ensure statutes, regulations and policies are current and
relevant; hire a student assistant; and fulfill the desire of licensees for more Board advocacy and
information.

CPS HR == CONSULTING
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¢ Enforcement: nced to speed up case work, clean up erroneous data before the BreEZe

implementation, and update discipline standards.

e Qutreach: need to improve the Board’s outreach efforts.

e Organizational Effectiveness: need to improve customer service, staffing, and implement

Board and staff training,

Status of Strategic Plan Improvements

Overall, the Board is making excellent progress towards achieving its six strategic plan goals. It has
completed a number of tasks and is on schedule to complete all tasks, The following Table 7

summarizes at a high level the status of the goals as of May 2015.
Table 7

Summary of Board Strategic Plan Achievements as of May 2015

Goal 1: Licensing: The Board of Psychology provides applicants, licensees, and registrants a
method for providing psychological services in California.

Status

1.1 Perform a process analysis of staff time, resources and equipment to ensure the Board is

Entered into contract;

using and/or asking for resources that are needed to identify methods to reduce licensing on schedule
processing times,

1.2 Establish and implement a plan to address current and future licensing backlogs. On schedule
1.3 Submit a Budget Change Proposal to establish a full-time licensing manager position and/or On schedule

additional full-time licensing positions, if needed, as determined by the licensing process analysis
{objective 1.1).

1.4 Establish communication tools to facilitate the licensing process for applicants,

Many tasks completed;
others are on schedule.

1.5 Evaluate the effectiveness of the BreEZe system, and work with DCA to identify and On schedule
implement system improvements to the licensing process.

1.6 Provide customer service training to licensing staff to enhance services to stakeholders. On schedule
1.7 Review statutes and regulations regarding Psychological Assistant, supervised professional On schedule
experience, and exempt settings and make changes to clarify the initial intent of the law.

1.8 Provide "hard-card” pocket licenses for licensed Psychologists and Registered Psychological On schedule
Assistants.

1.9 Create “retired” status for licensed Psychologists. On schedule
Goal 2: Continuing Education: The Board worl¢s to ensure qualified and competent individuals Status

are licensing to provide psychological services in the State of California.

2.1 Promulgate continuing education/continuing professional development {CE/CPD) regulaticns
and ensure Board staff and licensees are educated on the new requirements.

Many tasks completed;
others are on schedule.

Goal 3: Laws and Regulations: The Board works to establish and maintain fair and just statutes

Status
and regulations the provide for the protection of consumer health and safety and reflect
current and emerging, efficient and cost-effective practices.
3.1 Create a greater presence in the legislative arena to more proactively address issues On schedule
affecting the Board and the practice of psychology.
Goal 4: Enforcement: The Board protects the health and safety of consumers of psychological Status

services through the active enforcement of the statutes and regulations governing the safe

CPS HR 4 CONSULTING
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practice of psychology in California.

4.1 Educate consumers and licensees by providing transparent information about enforcement
processes and cutcomes.

Some tasks completed;

others are on schedule.

4.2 ldentify and seek clarification to strengthen statutory and regulatory language regarding
Statement of Issues and public reprimands.

Some tasks completed;

others are on schedule,

4.3 Modify the Board’s website to include dedicated information and resources on license Completed
probation to include probationer forms,

4.4 Establish standardized training and educational resources for Expert Reviewers to improve On schedule
effectiveness and consistency. :

4.5 Improve probation monitoring by using HIPAA-compliant technology. On schedule
4.6 Evaluate the effectiveness of the BreEZe system, and work with DCA to identify and On schedule

implement improvements for the enforcement process.

4.7 Perform a comprehensive process analysis of the Board's enforcement program to identify
and implement improvements that will decrease processing times.

Some tasks completed;

others are on schedule.

4.8 Submit a Budget Change Proposal to establish additional full-time enforcement positions, if On schedule
needed, as.determined by the enforcement process analysis {objective 4.7).
Goal 5: Outreach: The Board proactively educates, informs, and engages consumers, licensees, Status

student and other stakeholders on the practice of Psychology and the laws which govern it. .

5.1 Develop and implement a communication plan identifying stakeholders, messages to
communicate, and message communication methods.

Most tasks completed;
other is on schedule.

5.2 Increase Board visibility at schools, professional conferences, public events, etc. to better On schedule
educate consumers and licenses about the Board.
Goal 6: Organizational Effectiveness: The Board works to develop and maintain an efficient Status

team of professional and public leaders and staff with sufficient resources to improve the
Board’s provision of programs and services.

6.1 Cross train staff to ensure Board-wide understanding of all intra-departmental functions to
improve Board effectiveness. '

Some tasks completed;

others are on schedule.

6.2 Provide professional development for staff to facilitate opportunities for advancement and
professional growth.

Mast tasks completed;
other is on schedule.

6.3 Perform a program analysis of the Board's operational procedures to streamline Board staff
functions and processes.

Some tasks completed;

others are on schedule,

6.4 Develop procedure manuals for the Board and DCA policies and make available for all Board
staff in a centralized location.

Some tasks completed;

| others are on schedule,

6.5 Identify and Implement tocls and communication methods to improve Board member
understanding of Board staff activities between meetings.

On schedule

See Attachment 1 for a detailed summary of the status of all tasks, responsibilities and timeframes

Specific examples of the completion of Organizational Effectiveness tasks include Board member
training, and staff development and training. Table 8 shows that of the nine current Board
members, most have completed their required training concerning Board member orientation,

ethics, sexuval harassment and defensive driving training,

Table 8
Board Member Training as of June 2015.

CPS HR 2= CONSULTING
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Board Member Ethics Sexual Harassment Defensive
Orientation Training Training Driving Training | Totals
Board Members Completed 9 9 ‘ 9 7 35

Source: Administration Unit, Board of Psychology

In addition, the Board staff evaluations and individual development plans (IDPs) are complete and
staff have received, or are receiving, mandated training/cross training, and requested developmental
training. Table 9 displays an impressive number of training courses Board staff have completed to
upgrade their skills,

Table 9
Board Staff Training as of June 2015

Training Received Number of Staff Completed

Ethics 1

Privacy and Security within DCA 22

Leadership Fundamentals 1

Creating Effective Teams

Labor Relations for Managers and Supervisors

P NN

Hiring and Cnbearding New Employees

Performance Management

Enforcement Academy

IS

Customer Service

=
(%2}

Regulatory Investigative Techniques

R1 Licensing

Background Investigation & NCIT Specialized

Legislative Process/Legislative Bill Analysis

Project Management

Records Management

Time and Workload Management

NMilRr|lRr|lw|lslrlo| s

Effective Business Writing

Policy & Procedure Writing

Continuous Improvement

Source: Administration Unit, Board of Psychology

Based on the results of the classification review and this program analysis, CPS contends the Board
would operate more effectively and efficiently with the following proposed organization structure
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displayed in Figure 2. This structure redefines the organization into the Executive Unit/Program
and Licensing, Central Services and Enforcement Units/Programs. This organization chart also
incorporates the upgraded positions recommended in the classification report.

Figure 2

Proposed Organization Chart
DEPARTMENT OF CONSUMER AFFAIRS
BOARD OF PSYCHOLOGY

Executive Officer

Assistant Executive Cfficer (SSMIT)

LICENSING

Licensing Manager (SSMI}
Licensing Analyst (SSA)

Licensing Analyst (SSA)

CENTRAL SERVICES

Central Services Manager {SSMI)

Examination & Breeze Coordinator (AGPA)

Continuing Education Analyst (AGPA)
To be requested (formerty SSA)

ENFORGEMENT

Enforcement Manager (SSMI)
Enforcement Analyst (AGFA)

Enforcement Analyst (AGPA)

Regulatory & Legislative Analyst (AGPA)
Licensing Analyst (SSA) To be requested (new posltion) Enforcement Analyst (AGPA)

Licensing Analyst (SSA) Central Services Technician (OT) Enforcement Analyst (S5A)

Licensing Analyst (SSA) - .5 Central Services Tachniclan {PTI1)

Enforcement Technlclan (OT)
To be requasted (formerly Pl) .

Licensing Techniclan {OT) Probation Goordinator (AGPA)

Central Services Techniclan (PT)

Speclal Investigator
Retired Annuitant {AGPA)Y

Retired Annuitant (SSA)

Recommendations

11. Implement the proposed organization chart to include the proposed upgraded positions.

P

CPS HR M CONSULTING
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