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MEMORANDUM

DATE November 5, 2014

TO Psychology Board Members
Karen Johnson /

FROM Licensing Coordinator 4//)
Agenda item 5(h)

SUBJECT Licensing Action Plan - Proposed Improvements to the Licensing
Process

Staffing:

Staff has continued to maintain application processing timeframes of less than a week
to review initial applications for licensure, and a one day timeframe to review
applications for psychological assistant registration. When received, registered
psychologist applications continue to be review within a two day timeframe,

Molly Olson was hired to fill the vacant half time Staff Services Analyst position and
began working in the Licensing Unit on September 18, 2014.

DCA/Consumer Information CGenter (CIC)

The licensing unit phone lines that were directed to CIC, are being directed to the
Board's office effective September 1, 2014. With the diminished backlog, licensing staff

- is now able to keep up with the volume of calls received in the unit.

New online features in BreEZe:

The Application for Licensure as a Psychologist will soon be available online beginning.
November 9, 2014. Applicants for licensure will be able to submit an Application for
Licensure as a Psychologist online, pay the application fee and view the progress of their
application, A notice has been posted on our website

New application review process called ‘“The River”:

A new application processing system was implemented on September 15, 2014 coined
“The River.” Prior to this change, when a new application for licensure or registration
was received, it was assigned to a Licensing Analyst. That analyst would retain that


http:www.psychology.ca.gov

applicant’s file on his/her desk until the application was withdrawn or a
license/registration was issued to the applicant. With The River, a new application is
processed by one of the analysts at random. When the analyst has completed his/her
review, the file is placed in a central location, “The River”, until new information via e-

mail, phone or mail is received for that applicant. Applications are no longer assigned to
a particular analyst.

Satisfaction Survey Results:

Attached are the results of the Satisfaction Surveys received from July 1, 2014 to
October 31, 2014. We received 76 surveys for the licensing unit. The majority of contact
with staff was by Website/E-mail. Over half the surveys rated staff, timeliness of
responses and ability to address questions and concerns as excellent, and with a 69%
overall rating of very good to excellent.

Action

This item is for informational purposes and will be a standing Committee item for
updates.




BOARD OF PSYCHOLOGY
Satisfaction Survey Results
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Excellent
Very Good
Good
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ADDITIONAL COMMENTS

| have very much enjoyed all interaction
with Annette Parino. She is great. All other
interactions however, have been terrible. |
have repeatedly had to contact the board
via phone message and email for weeks

8 26
7 23
9 29
3 10
4 12
31

27 42
17 27
4 6
4 6
12 19

While instructions were sent, it was a
stressful experience and the CPSE was
much more confusing when wanting to go
back and make changes to marked
questions. The EPPP was a lot more

without any response for various issues. My clear, | missed the test by one point and

applications have been "lost" despite my
having certified mail confirmation, checks
have "not been received" despite my bank
statements showing they were cashed
MONTHS before, and | have never had the
Board provide ANY information about the
status of ANY application or paperwork
without a fight. Additionally, | learned of the
boards decision to allow a retake of the
CPSE from others and not the board
directly, despite numerous inquiries.

| wanted to acknowledge Annette Parino
who has been kind and helpful in taking her
time to respond to my emails promptly. She
is great and awesome!

Julie Brown was AMAZINGLY helpful
throughout my process.

that is because | was unsure about going
back to mark questions. | am very
disappointed, when | walked out |
explained what happened and was unable
to go and make the changes | had written
down. Six months is a long time to wait to
take the test again.

| have found that emailed questions and
voice mails are not responded to. | have
to keep calling until someone answers the
call. Then my questions are answered,
but not very courteously.

| did send all the required materials to the
board and never got any response. My
email returned as failed to deliver.



| am unable to respond to several of the
questions as | am not at that point in my
application process. However, | anticipate
that future service will be as timely and
helpful as | am now experiencing. Thank
you so much.

Service was great, but some questions |
cannot answer because | have not
experienced the process of application or
testing. | just had a questions regarding
requirements for licensed persons from
other states. It was answered quickly and in
a focused manner. Thank you!

The staff is very busy that | know. They are
very professional and helpful. I'm frustrated
with the regulations (e.g. time it takes to
retake the CPSE only twice a year) of the
Board not with its employees.

It took six months to get approved from
BOP to take the EPPP. The first person
turned it over to another. | did not know to
look for a new name in my email, so BOP's
email went unanswered for a long time. It
would be better if | could have been notified
of the change in person in charge.

Very difficult and painful process for me. |
did not get a response back when an
application was deficient and phone
messages are never responded to, emails
are rarely responded to. Application
materials were lost on several occasions-
either in the mail or within the department,
and | was unable to determine if all
materials were received for long periods of
time.

Went 9+ months without knowing that SPE
verification was not received from my
internship site. Poor seems too high of a
rating, but as it is the lowest possible, |
used it. Infuriating, appalling seems more
appropriate.

| really appreciate it when | get a message
about what is happening with applications
since the Board can seem like a big black
hole that can not be communicated with.

| was told PSI would contact me within a
day or two, but after 3 weeks, have not
heard from them.

Annette Parino was very timely in
responding. The process of obtaining my
registration would have been faster if |
had submitted all documents at the same
time.

Ms. Watkins continues to promote
accuracy and continuity in all phases of
the administrative process. She is a great
analyst.

Karen Johnson has been extremely
helpful and responsive. She is always
very professional in her responses and
eager to help.

| genuinely hope every applicant for
licensure gets to work with someone like
Audrey Watkins. She handled my
application in more then a timely manner,
with nothing but professionalism. She was
patient with all my questions. She
responded to my emails within the hour,
and even answered the phone with |
called. | was a bit nervous coming into the
application process because of horror
stories from psychologists of years past.
Clearly, they did not have Audrey helping
them.

Karen Johnson has been knowledgeable
and has always responded quickly and
always clarifying. She knows BOP
regulations and she cuts through
confusion. Smart!

Julie Brown has been wonderful
throughout this entire process. She
always responded quickly to my emails
and answered all of my questions. She
was prompt in resolving an issue with
testing approval for the CPSE and was
very supportive and professional.



This is the first time | have experienced a
very good turn over between me sending in
the application and it getting approved. |
thank everyone at the board very much.

Annette responded to me very swiftly with a
detailed responses.

| appreciate how prompt Annette is in
responding to emails. | know she's always
willing to answer questions and provide
assistance.

| had to leave blank several questions
because | am not there yet in my efforts to
achieve licensure. Ms. Isadore has been
very responsive and helpful to me. lam a
senior citizen psychologist licensed in GA
and AR for decades, and have required a
lot of guidance to navigate the CA licensure
process. Ms. Isadore and others have been
prompt and specific in giving me directions.
| feel less overwhelmed with the process
thanks to this help.

Applying for a license has been a very
smooth and quick process so far.
Registering as a psych assistant took
longer.

You folks need more staff! | don't blame
you for not being able to process
applications more quickly; | hear there
are, maybe, three of you for the whole
state?

Reply was received the following day with
a fully satisfactory resolution. Nice work.
Thank you.

Annette Parino sustained just the right
balance between professionalism and
friendliness. | felt like she really cared
about getting the registration completed in
a timely and efficient manner. She was
quite knowledgeable and very generous in
sharing this knowledge with me in helping
me understand the process.

The BOP staff stated that there were
deficiencies in my application and it took
THREE years of back and forth contact to
ascertain how to remedy the situation. |
waited at least 2-3 months to hear back
from the BOP each time. BOP continues
to be unprofessional and untimely.
Applications for registration/licensure
should be handled by unbiased staff who
are educated themselves in the field of
psychology (vs. paraprofessionals).

It takes forever to get an answer to any
question either by email or on the phone?
Very frustrating..there are questions that
need to be answered in a timely
manner..and they are not.






Accessibility Report





		Filename: 

		20141120_5h.pdf









		Report created by: 

		



		Organization: 

		







[Enter personal and organization information through the Preferences > Identity dialog.]



Summary



The checker found no problems in this document.





		Needs manual check: 2



		Passed manually: 0



		Failed manually: 0



		Skipped: 0



		Passed: 30



		Failed: 0







Detailed Report





		Document





		Rule Name		Status		Description



		Accessibility permission flag		Passed		Accessibility permission flag must be set



		Image-only PDF		Passed		Document is not image-only PDF



		Tagged PDF		Passed		Document is tagged PDF



		Logical Reading Order		Needs manual check		Document structure provides a logical reading order



		Primary language		Passed		Text language is specified



		Title		Passed		Document title is showing in title bar



		Bookmarks		Passed		Bookmarks are present in large documents



		Color contrast		Needs manual check		Document has appropriate color contrast



		Page Content





		Rule Name		Status		Description



		Tagged content		Passed		All page content is tagged



		Tagged annotations		Passed		All annotations are tagged



		Tab order		Passed		Tab order is consistent with structure order



		Character encoding		Passed		Reliable character encoding is provided



		Tagged multimedia		Passed		All multimedia objects are tagged



		Screen flicker		Passed		Page will not cause screen flicker



		Scripts		Passed		No inaccessible scripts



		Timed responses		Passed		Page does not require timed responses



		Navigation links		Passed		Navigation links are not repetitive



		Forms





		Rule Name		Status		Description



		Tagged form fields		Passed		All form fields are tagged



		Field descriptions		Passed		All form fields have description



		Alternate Text





		Rule Name		Status		Description



		Figures alternate text		Passed		Figures require alternate text



		Nested alternate text		Passed		Alternate text that will never be read



		Associated with content		Passed		Alternate text must be associated with some content



		Hides annotation		Passed		Alternate text should not hide annotation



		Other elements alternate text		Passed		Other elements that require alternate text



		Tables





		Rule Name		Status		Description



		Rows		Passed		TR must be a child of Table, THead, TBody, or TFoot



		TH and TD		Passed		TH and TD must be children of TR



		Headers		Passed		Tables should have headers



		Regularity		Passed		Tables must contain the same number of columns in each row and rows in each column



		Summary		Passed		Tables must have a summary



		Lists





		Rule Name		Status		Description



		List items		Passed		LI must be a child of L



		Lbl and LBody		Passed		Lbl and LBody must be children of LI



		Headings





		Rule Name		Status		Description



		Appropriate nesting		Passed		Appropriate nesting










Back to Top

