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Agency Request Budget Comparison
(All Other Funds)

Budget Category
2019-21 2021-23 Difference

Personal Services 6,783,451$   7,071,078$   287,627$       
Services and Supplies 1,803,322$   1,884,661$   81,339$         
Capital Outlay -$              -$  -$  
Total 8,586,773     8,955,739     368,966 

Services and Supplies
2019-21 2021-23 Difference

Travel 98,762$        103,008$      4,246$           
Training/Development 44,742$        46,666$        1,924$           
Office Expenses 83,040$        86,611$        3,571$           
Telecomm 64,621$        67,400$        2,779$           
Govt. Serv. Charges 250,770$      265,226$      14,456$         
Data Processing 109,297$      113,997$      4,700$           
Printing 46,293$        48,284$        1,991$           
Professional Serv. 186,339$      196,960$      10,621$         
Attorney General 305,820$      350,485$      44,665$         
Building Rent/Maint. 259,130$      270,272$      11,142$         
Other S&S 121,080$      92,287$        (28,793)$        
Program Related S&S 41,308$        43,084$        1,776$           
Expendable Property 192,120$      200,381$      8,261$           
Total 1,803,322$   1,884,661$   81,339$         
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REAL ESTATE AGENCY 
Agency Summary 
The Oregon Real Estate Agency (OREA) licenses and regulates Oregon real estate professionals and administers the statelevel approval process for 
Oregon subdivisions, timeshares, membership campgrounds, and condominiums.  

Mission Statement & Statutory Authority 

The OREA’s mission is: 

Provide quality protection for Oregon consumers of real estate, escrow, and land development services, balanced with a professional environment 
conducive to a healthy real estate market. 

The statutes and rules administered by the Agency are: 

• Real Estate and Property Management: ORS 696.010 to 696.495, 696.710 to 696.785, 696.990 to 696.995

• Escrow: ORS 696.505 to 696.590 and 696.990

• Oregon Subdivision and Series Partition Control Statutes: ORS 92.305 to 92.990

• Condominiums: ORS 100.005 to 100.990

• Timeshare Estates and Membership Campgrounds: ORS 94.803 to 94.989

• Telemarketing Organizations: ORS 696.392, 696.600 to 696.785 and 696.995

• Administrative Rules, Chapter 863, Divisions 1-60
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Program Descriptions 
 
The primary divisions and programs of the OREA are:   
 
• Office of the Real Estate Commissioner  
 
The Real Estate Commissioner’s Office provides leadership and policy direction to the various divisions and programs of the OREA.  The 
Commissioner’s Office is responsible drafting notices of intent and other administrative orders and deciding final administrative actions taken.  
 
• Real Estate Board  
 
The Real Estate Board is authorized to inquire into the needs of the real estate licensees of Oregon, the functions of the OREA and the matter of the 
business policy thereof, to confer with and advise the Governor as to how the agency may best serve the state and the licensees, and to make 
recommendations and suggestions of policy to the Agency as the Board may deem beneficial and proper for the welfare and progress of the licensees 
and of the public and of the real estate business in Oregon. The Board shall make recommendations to the Agency about the manner and methods for 
conducting examinations. The Board shall create or approve a real estate continuing education course for real estate licensees based on recent 
changes in real estate rule and law. 
 
• Real Estate Agency Divisions 
 
Administrative Services Division: Business Administration and IT 
This section manages business and IT services for the OREA, including: 

• Budget/allotment preparation; 
• Fiscal services, including inventory control, remittance processing of revenue, accounts payable and receivable, payroll, and travel 

coordination; 
• Human resources coordination; 
• Purchasing and contracting;  
• Oversight of the Agency’s Information Systems staff, who provide word, data processing, LAN administration, project management and 

telecommunications services; and 
• Agency communications, including the development and publishing of educational information such as website content, the Oregon Real 

Estate News-Journal, brochures, and publications.  
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Education & Licensing Division 
 

Education  
The purpose of this program is to oversee the administration of license examinations and education services provided to applicants and real 
estate licensees. The program collects and analyzes information about the educational needs of the real estate industry and reviews certain 
educational courses. The program collaborates with the Commissioner and the Board to improve the OREA’s external educational efforts.  
 
The Education program carries out the Agency’s mission by increasing the quality, format, and number of educational opportunities for 
licensees that will, in turn, increase the professionalism among licensees. This program strives to provide excellence in education-related 
services for the Agency, including: creating educational opportunities that meet the needs of the industry and the consumer; researching and 
utilizing technology and other tools to effectively deliver information; developing and implementing effective licensing examinations. 
 
Functions include: 

• Coordinating the development and maintenance of examinations and test items; 
• Coordinating the development and periodic review of real estate educational guidelines; 
• Approving pre-license courses and instructors; 
• Reviewing and approves post-license education courses; and 
• Maintaining and promoting escrow education requirements. 

 
Compliance 
The purpose of this program is to respond to public inquiry and conduct compliance-related activities. This work includes providing technical 
assistance and sharing knowledge on the interpretation and application of laws and rules administered by the Agency (excluding legal advice) 
to licensees, the public, and other governmental agencies. Program activities include: 

• Complaint intake and review: Determine if there are reasonable grounds to indicate a violation of law or rule may have occurred; 
• Compliance reviews: Evaluate compliance surveys and assist licensees in coming into compliance within target of 45 days, where 

possible; and 
• Clients’ trust account reconciliation reviews: Assess compliance and identify cases for investigation. 

 
Licensing  
The purpose of this program is to administer the licensing of real estate brokers, principal brokers, property managers, and escrow agents, the 
registration of business names, pre-license education providers, and unit owner’s associations, the online submissions of condominium filings, 
and the certification of continuing education providers.  
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Program Functions: 

• Assisting real estate brokers, principal brokers, property managers, and escrow agencies as they use the Agency’s online licensing 
system (eLicense) to manage their licenses; 

• Assisting customers as they process registered business names and branch office registrations in eLicense; 
• Registering membership campground contract brokers; 
• Completing license applicant criminal background checks investigations; 
• Processing escrow licensing and security/bonding files; 
• Maintaining all licensing history records and the electronic processing of fees; 
• Certifying continuing education providers; and 
• Providing general reception, licensing, and compliance information to the public.  

 
Land Development Division 
The division is responsible for administering the Land Development Programs, which include: Subdivision, condominium, timeshare, and 
campground registrations; telemarketing organization licensing; and on-site inspections and Public Report issuance. The division is also responsible 
for administering the Telemarketing Organizations Program, which licenses and regulates real estate marketing organizations. The Land 
Development manager is responsible for drafting legislation and administrative rules. 
 
Regulation Division  
The division investigates complaints made by the public, licensees, other governmental agencies, or upon its own motion, into the activities of real 
estate brokers, property managers, escrow agencies, subdivision, condominium, timeshare, campground developments, real estate marketing 
organizations, and other real estate-related investigations. Division staff acts as impartial investigators and gather facts surrounding an open 
complaint file. Division staff conducts stipulation processing (dispute resolution) to resolve matters without a contested case hearing. Investigators 
assist the OREA’s Assistant Attorney General in the preparation of contested cases for hearing and, if necessary, assist other criminal justice agencies 
in investigations, court testimony, and case preparation. The division processes and maintains escrow licensing and security/bonding files, land 
development records, reconciliation review, and complaint files. The purpose of Agency programs is to achieve the Agency’s mission to provide 
quality protection for Oregon consumers of real estate, escrow, and land development services, balanced with a professional environment conducive 
to a healthy real estate market. The primary role of this division is to investigate complaints and make recommendations for appropriate resolution of 
cases based on statutes and rules.  
 
Customers.  The OREA’s customers include: 

• The general public involved in or having an interest in real estate, property management, escrow, and land development activities, most 
often in the course of filing a complaint against licensees and registrants or requesting information. 

• Applicants for licensure. 
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• Licensees and registrants, including real estate brokers, property managers, organizations, escrow agents, escrow branch offices, 
campground brokers, and real estate marketing organizations. 

• Developers of subdivisions, condominiums, timeshare estates, and membership campgrounds. 
• Attorneys representing members of the public, licensees, and developers with questions on application of law or in matters of complaint or 

administrative sanction.  
• Public and private schools offering pre- and post-license real estate courses. 
• Professional organizations representing real estate, escrow, property management, home building, land development, timeshares, 

campground marketing, and educational interests. 
• Governmental organizations including: Local District Attorneys; police, land planning organizations; the Oregon Attorney General 

Consumer Protection and Criminal Justice Divisions; State Police; Oregon Housing & Community Services; Oregon Department of 
Veterans’ Affairs; Department of Administrative Services; other state agencies in and out of Oregon; federal HUD; U.S. Department of 
Veterans’ Affairs, USDA Office of Rural Development; FBI; FTC; IRS; other enforcement agencies; and other state and provincial real 
estate license regulatory entities.  

 
Source of Funding.  The OREA’s revenue source is Other Funds derived primarily from licensing-related fees. 
 
Expenditures.  Other Funds expenditures in Agency Request Budget for 2021-2023 are $8,955,739. 
 
FTE.  Full-time equivalent positions authorized by the Agency’s 2019-21 Legislative Adopted Budget – 29.00.   
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Agency Plans 
 
2021-23 Short-term Agency Plan 
The OREA has an established culture of maintaining high performance under difficult circumstances. This foundation was laid during the Great 
Recession of 2008 when the Agency saw a 30% drop in licenses and related revenue, yet executed considerable business improvements by 
implementing full-scale online licensing without cutting permanent staff, eliminating programs, lowering services, or increasing fees.  
 
Under the direction of a new Commissioner, the Agency intends to expand upon this legacy under familiar, yet still uncertain and changing, 
conditions. It is understood that the economic effects of the COVID-19 pandemic are likely to be delayed in real estate licensing, but it has the 
potential for considerable downstream effects in the years to come. This compels the Agency to seek efficiency in all programs immediately in 
preparation for the potential of a lengthy period of reduced revenue. The Agency intends to take every opportunity to use existing tools to employ 
greater automation, streamline workflow, and improve and formalize standards. It will adopt new technical tools when greater savings and improved 
production can be realized through the investment. From advancing electronic processes and a paperless office to increasing productivity through 
business process reorganization, the work has already begun. 
 
In February and March of 2020, when faced with the reality of doing business in the COVID-19 environment, short-term plans repositioned rapidly. 
Priorities shifted from researching and planning long-term incremental business and policy considerations to the urgent reaction required to fully 
restore operations offsite while maintaining quality outcomes to the greatest degree possible. At that time, Agency-wide telework had not been an 
existing or previously held practice, although the Agency did have a substantial number of staff working regularly offsite, with 50% having some 
telework in their schedule. Given the Agency’s intentional approach to uniform system replacement and ubiquitous use of web-based tools for 
business processes, 80% of the staff was equipped to telework full-time without equipment changes. The remaining 20% were ready to work offsite, 
with hardware replacement, all before the Stay Home, Stay Safe order. The Agency’s contingency plans had not provided for a fully remote 
workforce. But the groundwork built in the last decade by transferring work to online business procedures, particularly in our public facing processes, 
forms, and publications, meant that the Agency was well-poised to pivot to the demands of isolation under the pandemic.  
 
Immediate changes included fully navigating to online complaint receipting and web-based condominium filings, as well as transitioning paper 
investigation case files to an electronic format with greater use of the existing eLicense system for case management and reporting. These immediate 
actions were quickly followed by the initiation of videoconferencing for all formerly held in-person meetings, including: Division and staff meetings, 
investigative interviews, settlement conferences, and, later, Board meetings. Electronic communication was adopted as the primary form of 
communication in the Regulation division as well as electronic signature for final orders for administrative actions. Online notary was also 
implemented following passage of legislation in the 2020 special session allowing it for the first time. These first and second wave actions eliminated 
the requirement for interpersonal work within the Agency, with stakeholders, and with the public, fulfilling the goal to create a safe and productive 
work environment. While these efforts were necessary and ultimately of a satisfactory standard, some of this work was not produced to the desired 
degree or to the specifications that a longer-term effort would produce. This makes refinements key to the short-term plans of the Agency in 2021-23. 
COVID-19 may provide cause for an ongoing need to conduct work remotely. The Agency seeks to exploit this forced innovation as a jumpstart 
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rather than allowing the intermediate measures to undermine the potential effectiveness that could otherwise have been realized. Now that the 
Agency has prioritized these efforts, it is crucial to continue to optimize the initial work done to solidify long-term success from these changes.  
 
Another key area where the pandemic has forced creativity and innovation is the transition to offering secure online examination proctoring through 
the existing examination provider. From early March through April 2020, the testing centers, where license examinations are held, were closed under 
the provisions of the Governor’s executive order. Preventing applicants from testing is a direct impediment to initial licensing. Examination is a 
critical gate establishing an applicant’s minimum competency. With pass rates between 50 to 70%, waiving the examination requirement was not a 
viable option when balanced with maintaining the Agency’s mission to provide consumer protection. Online examinations will be launched on 
October 1, 2020, which is crucial to the Agency’s ability to provide full operations to the public in the event of another stay-at-home order. The 
Agency will be the first real estate licensing body in the country to offer online exam proctoring. Biennial plans include in-depth monitoring for 
utilization and effectiveness of this safer approach to test taking. The remaining area of licensing requirements that continues to face potential 
obstruction is fingerprinting, which was also put fully on hold during the initial phases of quarantine. In the short-term, the Agency will be seeking 
opportunities to expand fingerprinting services to offer a greater number of locations, including sites more likely able to accommodate applicants in 
the event that the Governor applies further restrictions on public spaces. It remains a high priority for the Agency to continue to plan for alternatives 
under greater restrictions.  
 
In addition to the many technical modifications that the Agency has made, business processes have also been examined to amplify opportunities for 
efficiency and general improvement. In 2018, the Agency piloted a workflow restructuring effort focused on increasing the volume of clients’ trust 
account reconciliation reviews. The project sought to gain efficiency in the program by segmenting workflow into like-work product categories; 
isolating the front-end clerical work to a pool of administrative professionals and elevating complete “ready to review” packages on to compliance 
specialists. Further change included functionally bridging this program between two Agency divisions: Education & Licensing and Regulation. The 
intake and initial review are completed in Education & Licensing, while high-risk issues of noncompliance are elevated to Regulation for 
investigation. Consequently, the time spent by compliance staff on purely administrative functions was reduced significantly, and production overall 
increased as desired without compromising review quality.  
 
Early on, this transition showed promising outcomes in increased efficiency. The driving factors included eliminating silos where work could be 
slowed or stopped, and exploiting underutilized automation tools to modernize processes already used by and familiar to the Education & Licensing 
division staff. Prior to this change, productivity in this program was highly subject to vacancies and absences. Previously, a clients’ trust account 
reconciliation review would be assigned to a single staff member from the outset and conducted in the order received. The many administrative 
functions required to complete the review would have to wait until its turn, unnecessarily extending the overall time the review was completed. Many 
review packages from licensees are incomplete on receipt and require follow-up correspondence requesting additional documentation. Stacks of 
reviews accumulated and, when documents were missing in a review, correspondence was delayed. Now documents are reviewed on intake and 
deficient submissions are noted and communicated quickly. An agency of 29 FTE will always experience slower production when there are 
significant absences or vacancies. But now, because the work is shared, the Agency is no longer creating imposed stopping points at the front-end. In 
the transition, the project also took advantage of efficiency opportunities. We moved the document submission and intake to the Agency’s eLicense 
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system. This resulted in quicker response from licensees, eliminated the need for internal document scanning and auto-named documents based on 
Agency conventions. 
 
Another benefit, though unintended, is the expanded internal knowledge gained by our customer-facing staff. Now administrative staff responding to 
customer inquiries have a far greater understanding of the laws and rules pertaining to clients’ trust accounts and the requirements imposed on 
licensees. This has improved the quality of our customer service by having more experienced frontline staff and our key performance measures 
support this. 
 
Comparing the two years prior to this change, the Agency observed a 92% increase in the number of accounts reviewed.  
 
Given the success of this project, the Agency continues to deploy the model of pooled administrative work used for clients’ trust account reviews to 
other lines of business. The Education & Licensing division now acts as the customer-facing intake for compliance-related inquiry, moving the duty 
from the higher-level Regulation division staff to Education & Licensing reception. Again, the Agency repurposed the model to elevate only the 
more complex issues to professional level staff. Another opportunity arose in the current biennium to employ this model when the single 
administrative staff position was vacated in the Land Development division. Rather than simply filling the vacancy, the Agency provided the support 
of the Education & Licensing division, which learned the existing processes, identified opportunities for automation, and isolated the purely 
administrative duties that could be supported outside of the Land Development division by the wider pool of administrative support in the Education 
& Licensing Division.  
 
Finally, the Agency established the need to review existing records retention practices and policies. The Agency has amassed an outsized cost for the 
records held by the Oregon Secretary of State in comparison to other state agencies of similar size and business. In consultation with stakeholders and 
the Oregon Secretary of State Archivist, the Agency will be reviewing opportunities to digitize priority documents for more cost-effective storage 
and efficient retrieval, as well as considering modifications to existing retention schedules. 
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2021-25 Long-term Agency Plan 
 
eLicense Replacement System 
The OREA had expected to request a policy option package in this budget to replace the eLicense system in 2022. We have opted to delay this 
budget item to a future legislative session. The Agency is acutely aware that deferred system replacement is only a short-term strategy and cannot be 
postponed indefinitely. The eLicense system is already showing its age in the user-facing experience. It lacks functionality users have come to 
expect, such as text message (SMS) notifications and password reset, expanded functionality for organization managers, and optimization for mobile 
users. Further, internal needs are present, especially in automation efforts surrounding document management and retention. Regardless of the known 
deficiencies, the Agency conducts 100% of its business online, which far outpaces many of our peers in other states and in Oregon. While the 
Agency views the online experience as a key to good customer service and recognizes a growing list of improvements needed for a better user 
experience internally and externally, more information must be gained about the economic climate before making this substantial budgetary request. 
It is important to identify the practical budget for the replacement project as well as the supplementary resources available to staff within this project. 
Given that delaying this budget request also delays implementation, we are clear that releasing a replacement product must remain a top Agency 
priority. Interim system upgrades may be necessary within the Agency’s existing budget. 
 
Policy Concerns 
Over the next several years, the Agency will be evaluating greater policy considerations, such as agents’ duties and responsibilities, disclosure 
pamphlet, commission sharing, license portability, mandatory errors and omission insurance, and property management bonding. As current practices 
are dictated by long-held regulatory positions rooted in Oregon law, this work requires thorough research and analysis, as well as extended, 
widespread stakeholder engagement. The policy areas identified in the long-range efforts of the Agency have been identified from industry feedback 
where licensees and their representative associations have shared concern. In addition, the Agency has identified some policy areas where Oregon is 
out of alignment with many or most states. Given that any changes to the policies outlined here may affect the practice of real estate activity, change 
the span of consumer protection, or have a fiscal impact, a thorough evaluation of the legislative history and a reexamination of practice under 
today’s environment is paramount.  
 
A brief overview of each policy area schedule for review, as follows: 
 

• Agents’ Duties and Responsibilities: This refers to the fiduciary responsibility of the broker to the consumer. Various models of agent 
representation exist in jurisdictions throughout the United States. The OREA will evaluate best practices in peer states, identify if there are 
corollaries to regulatory outcomes in Oregon, and ascertain the costs and benefits to consumers and licensees in the event of changes to 
existing practice.  Current vernacular has evolved across the industry, and the Agency will endeavor to ensure consumers better understand 
the role of the licensee in their transaction by making sure agent duties and responsibilities are more clearly explained. 
 

• Disclosure Pamphlet: The Initial Agency Disclosure Pamphlet acts in support of the real estate consumer as a tool to clarify terms and the 
responsibilities of a broker. This document is mandated to be delivered by a broker at first contact with a prospective party to a real estate 
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transaction by any means. Oregon does not currently require that this document be acknowledged in writing by the consumer, although many 
other states mandate this action. There is a concern in the industry that the passive nature of the current practice does not properly inform the 
potential client of the duties and responsibilities of the broker. However, key questions remain over the practicality of implementation and 
appropriate action on failure to obtain formal acknowledgment by consumers. 
 

• Commission Sharing: Oregon is among just 10 states that restrict licensed real estate brokers from offering rebates to consumers, as this is a 
form of commission sharing with unlicensed parties. The U.S. Department of Justice takes the position that limiting rebates increases costs to 
consumers and constrains competition. Historically, this has been a guard against unlicensed activity by untrained, untested individuals 
speculating in the industry. The Agency’s rationale has been that consumers can benefit from fair competition among real estate brokers for 
the costs of the professional real estate activity by negotiating a reduction of commission from the initiation of the contract rather than as a 
rebate on closing. Given that most states allow rebates, the Agency has recently been confronted with the inconsistency that rebates 
originating from transactions within this state may go to an out-of-state broker legally, as that action rests beyond the limits of the Agency’s 
authority and is likely legal in the other state. The Agency will examine if the existing law is providing necessary consumer protection or if it 
should be brought in line with a majority of states.  
 

• Licensing Portability: The Association of Real Estate License Law Officials (ARELLO), of which the OREA is a member, has initiated a 
committee to identify how real estate licensing may reduce barriers and allow for greater interstate mobility in real estate licensing while 
considering the particular statutory dynamics and economic characteristics of each state. In the 2019 legislative session, Oregon passed HB 
3030 and SB 688 in support of license portability for military spouses who are uniquely confronted with frequent relocation, which, in turn, 
has a deleterious effect on their ability to retain occupational licensing state to state. In partnership with ARELLO, the Agency will consider 
the balance of consumer protection with opportunities to limit barriers to out-of-state real estate licensees seeking a license in Oregon, 
bringing these findings to Oregon stakeholders for consultation. 
 

• Mandatory E&O: Errors and omissions insurance (E&O) is mandatory in approximately 30% of the governing real estate jurisdictions in the 
United States and Canada. The two basic models are a state-managed fund and a regulatory requirement for licensees to obtain independently 
and maintain for active licensure. Under the latter model, some states manage the vendor process and negotiate through the enterprise 
competitive bidding process to establish a state-sanctioned provider at a reasonable premium cost. Under both models, failure to obtain E&O 
insurance results in civil penalties, license inactivation, or both. 
 
In Oregon, when inadequate or negligent professional real estate activity conducted by a licensee impacts the consumer in a transaction, there 
is no public fund to draw from or mandatory requirement for E&O insurance. The Agency’s authority is limited to licensing law, therefore the 
courts are the venue for restitution of losses if E&O insurance is not obtained by licensees. Most real estate brokers currently hold E&O 
insurance for their own risk management but are cost-burdened with high premiums and deductibles. Historically, Oregon has considered this 
to be the personal business decision of the broker. Instituting either of the models outlined will have a fiscal impact on the Agency and require 
a policy option package for increased position authority. 
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• Property Management Bonding, Security in Trust: In order to protect the funds of the consumer, Oregon law requires the business of an 

escrow agent to be secured by a surety bond. Industry partners have suggested that a similar practice should be considered for property 
management deposits held in trust by principal brokers and property managers conducting property management activity. Mishandling of 
client trust funds is among the Agency’s chief regulatory concerns with potential for significant impact to the consumer. The Agency would 
need to conduct thorough research to justify the need based on historical cases and establish the impact on licensees as bonding may introduce 
impediments to licensure.  
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Environmental Factors 

 
Industry Environment 
Early 2020 continued to show strength in the economy overall with no sign of retraction in the real estate industry in Oregon. The state was 
experiencing sustained high demand and supply constraint with steadily rising home prices, relatively low interest rates, record low unemployment, 
and ongoing in-migration. The unforeseen presence of COVID-19 and the mandatory statewide lockdown, starting in late March 2020, created a 
massive cooling on real estate activity. Open houses were canceled, listings were pulled, and real estate transactions unraveled. Portland Metro 
experienced a 14% decrease in pending sales in March 2020 compared to the previous year. April was even worse, with a 30% decrease in new 
listings and a 34% decline in closed transactions. However, as counties across the state began to enter Phase I reopening in May, activity in the real 
estate market began to reemerge.  
 
Interest rates fell even lower, and, unlike the Great Recession of 2008 where home values collapsed by 30% in some markets, homes have increased 
in price by approximately 4% over 2019. Unemployment appeared to bottom out in May at 14.3%, then settled at 11% in June. The most deeply 
affected were those in the leisure, hospitality, and retail sectors. Earners more likely to be in the home-buying market, such as in business and 
professional services, government, health and education, and other salaried professions, largely maintained full-time employment. The already 
supply-constrained market had record low inventory, and conditions were desirable for those willing and able to reenter from the seller side. New 
listings in May were still down 30% in the Portland Metro year over year, but pending sales were only down 5.5% from 2019. By June 2020, closings 
were only down 1.7% compared to 2019. While listings remained low, still down 14% from 2019, market time is extraordinarily low, with total time 
at just 42 days on average in June and 1.5 months of inventory available. This makes for robust activity for some real estate professionals but also 
leaves many out of the process with total transaction volume down considerably.  
 
The economy is officially in a recession, and the consequences of the pandemic are certain to be with us for many years to come. While we observe 
home values continuing to rise with renewed interest in suburban and rural properties and record low mortgage rates, inventory is so low that overall 
activity is highly restrained with nowhere to “trade up.” Owners are seeking to refinance in record numbers rather than purchasing, pulling cash out 
of homes for security, and making their own improvements. Given the assumption that these conditions are extended, we will see the downstream 
effect on licensing numbers as there is less money to be made in the commission model, which is dependent on transaction volume. Nationally, the 
average real estate broker earns around $41,000 per year, leaving little room for a substantial contraction.  
 
The situation continues to evolve. As we approach the expiration of supplemental federal aid by way of deferred student loan payments, the SBA 
payroll protection program, unemployment assistance, stimulus checks, and mortgage assistance programs, deeper consequences may have only 
been delayed unless aid is extended. As unemployment numbers begin to increase beyond the sectors that were immediately shuttered, a more 
traditional recession emerges where decreased demand seeps into manufacturing, construction, and professional and business services. It is at that 
point that we will see incomes descend and thus delay home purchases, negatively effecting the appeal of entering, or the practicality of remaining, 
in the real estate profession. 
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As of July 2020, the number of Oregon real estate licensees sits at the pre-2008 recession level of nearly 24,000 individual licensees. Real estate 
licensing revenue has yet to experience a considerable downturn. In March 2020, revenue was down 3% from February. In April it was down again 
4% from March. These numbers are encouraging considering testing sites were closed and applicants were not able to complete the licensing process. 
From a higher vantage point, when comparing January through April 2019 to the same months in 2020, revenue was down just 2% overall. Upon 
phase I reopening, new applications increased by nearly 60% between April and May of 2020. The increase was sustained in June indicating that 
those that had put their plans on hold had decided it was time to enter into the industry. June revenue was the highest recorded month in the OREA 
history with no decrease in renewal numbers in 2020 overall. While this is a sign of continued positivity among new entrants as well as for those in 
practice, the 2008 downturn, which impacted the OREA deeply, occurred in the years following the initial crisis rather than the onset. Two-thirds of 
the Agency’s revenue is through license renewals, and those renewals are scheduled for expiration on a rolling monthly basis, designated by birth 
month. The substantial retraction of the Great Recession was seen gradually over four years. It was between 2010 and 2013 when license numbers 
dropped in considerable measure and revenues suffered the most. While the depth remains unknown, the Agency will likely experience severe 
revenue impacts of this recession in 2023-25 and 2025-27.  
 
The Agency’s 2021-23 revenue projection accounts for a steep decline in applications and a considerable number of lapsed licenses. Overall, Agency 
revenue estimates are projected to fall considerably in the next biennium at approximately $7,444,198 Other Funds. This trend is projected to 
continue into the following budget period in a continued decline until we find firm ground in a recovery. Economists are currently projecting this to 
be at least five years out.  
 
Following the downturn in 2008 and the subsequent years of decline, the Agency spent down reserve funds to continue its consumer protection 
mission, especially crucial in a more strained real estate market. The Agency received a fee increase in the 2017 session to replenish that reserve in 
preparation for the next inevitable downturn. At that point, the Agency did not anticipate such a severe external event as COVID-19 but has been able 
to build a reserve that is projected to sustain Agency operations through the 2021-23 biennium. However, the reserve held today is approximately 
28% lower (adjusted for inflation) than in the Great Recession, and the gravity of the economic impact in the current situation may still prove to be 
greater. The current reserve is not likely to extend to maintain the Agency as long it did in the last recession. 

 
The information above comes from a quarterly report prepared by Portland State University, School of Business Administration: Center for Real 
Estate, Inman, National Association of Realtors, RMLS, Oregon Office of Economic Analysis, and Kiplinger. 

 
Administrative Environment     
SB 855 
Per the requirements of SB 855, the OREA developed and delivered a report to the Oregon State Legislature in 2019, which sought to identify 
existing barriers to licensure for immigrants and refugees in the real estate profession. Based on limited data, the key findings of the report concluded 
that, while overall foreign-born applicants complete the licensing process at the same rate as US-born applicants, barriers exist for migrants upstream 
of the licensing process. Central to the obstacles faced by migrants and refugees is the nature of the real estate industry in that income is based on 

https://www.oregon.gov/rea/about_us/Documents/2019-Oregon-Real-Estate-Agency-Report-Path-to-Licensure-Immigrants-Refugees-Barriers.pdf
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commission. Industry standards suggest 6- to 12-months of capacity for deferred income is required for this business model. Further, the cost to enter 
the profession ranges from $2,700-$3,000 in fees for education, license application, and examination, as well as start-up business costs like 
association membership and multiple listing service fees. In this report, the Agency outlined future actions, including working with industry partners 
that with an established mission to further the economic growth of migrants in Oregon, like the Oregon Association of Realtor’s Diversity 
Committee. The Agency has since become a regular attendee and contributor to the committee.   
 
SB 688 and HB 3030 
Passed in the 2019 Regular Session, SB 688 and HB 3030 directed professional licensing agencies to develop rules that allow spouses and partners of 
military personnel stationed in Oregon to practice occupational and professional services under a temporary authorization. Agencies report licensing 
information under this provision to the legislature annually. The Agency filed a temporary rule in December 2019 and a permanent rule in June 2020. 
Spouses and partners of military personnel are now able to obtain active temporary licensure under this rule after completing the application, clearing 
a background check, and passing the Oregon state license examination, as long as they are actively licensed in another jurisdiction and residing in 
Oregon as the spouse or partner to an active-duty U.S. service member.  
   
Internal Environment 
Staffing 
The OREA will continue to measure customer service delivery via monthly electronic surveys. The Agency will assess the existing talents and skills 
of employees as well as determine needed training to maximize efficiency and customer service. 
 
Technology and Systems 
The transition to a fully remote staff forced the Agency to progress in areas that were slower to adopt innovation and underutilizing existing 
electronic systems as primary tools. Chiefly, this was true in the Land Development and Regulation divisions. In both program areas, the workflow 
process is driven by case files. Formerly, the Agency received physical documents for filings and investigations from external parties. When the 
documents were received electronically, the Agency printed the documents to establish a physical file. The new environment under COVID-19 
would not allow the Agency to continue in that manner. The Agency quickly transitioned, mandating electronic receipt of complaints and 
supplementary evidence and moving all condominium filings and the associated revenue receipting to the online licensing platform. Once files were 
established electronically, the Agency had greater accountability and oversight on the progress of the work, increased data capture for reporting and 
statistics, faster access to documents, easier access for public records requests, and a simplified submission process for complainants and developers. 
In addition, the Agency has moved primary communication to email, using DocuSign for electronic signatures and using regular mail when 
statutorily mandated for service or when there is no other available form of communication.  
 
These efforts have been part of the Agency’s long-range goals, and, while these are significant advances forward, there is further refinement left to be 
done in both the internal practices of the Agency and the externally facing end-user product. This includes converting the beyond lifecycle FileMaker 
database, which houses the historical Land Development data, to our eLicense database.  
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The expanded use of the online licensing system has enabled the Agency to reduce spending significantly by reorganizing positions and reducing 
expenses such as paper, postage, and printing.  Most significantly, redundant data entry by licensees and staff is prevented, and licensee information 
is kept current.   

The following applications are now online and processed in eLicense: 

1. New applications  
a. Broker 
b. Principal Broker 
c. Property Manager 

2. License Renewals 
3. License Transfers  
4. Change of Address/Update Personal Information  
5. Maintenance of Clients’ Trust Account Information 
6. Activate/Inactivate License  
7. Registered Business Name Application 
8. Registered Business Name Renewal 
9. Registered Branch Office Application 
10. Continuing Education Provider Application 
11. Continuing Education Provider Renewal 
12. Pre-License Education Provider Renewal 
13. Pre-License Education Provider Course Submissions 
14. Escrow Organization Renewal 
15. Escrow Organization Annual Report 
16. Legal Name Change 
17. Certified License History 
18. Continuing Education Reporting 
19. Clients’ Trust Account Reconciliation Review Submission 
20. Unit Owners Association Annual Reporting  

 



BUDGET NARRATIVE 
 

2021-23 Agency Request Budget                                        24 

Online processing of all applications is required. The Agency accepts credit card, debit card, and electronic check payments online via a third-party 
vendor (US Bank E-Payment Services). The Agency does not collect or store account information. Agency management stringently enforces the 
Agency’s policy of requiring the use of its eLicense system. 

The Agency continues to focus efforts on providing resources to licensees as they conduct business online as well as improving administrative task 
automation and paperless processes throughout the Agency. 

Consumer Protection 
The OREA will review its effectiveness in protecting consumers via its education, licensing, and enforcement roles.  The Agency will strive for a 
competent licensed real estate community through the approval of courses and instructors, the development of licensing examinations, and the 
publishing of information.   
 
Accountability 
The OREA is tracking performance measures. The Agency will continue to work closely with the Office of the CFO and LFO to monitor and seek 
opportunities to implement new measures where appropriate. 
 
The Agency will continue to be prudent in exercising its expenditure authority. The Agency also remains committed to the principles of transparency 
and public accountability.  All employee compensation, agency revenue and expenditure data, and public meeting notices are posted on a public 
website (the Oregon Transparency Website) through the Department of Administrative Services. 
 
Agency Initiatives 
The OREA continues to review the Oregon Revised Statutes and Oregon Administrative Rules that direct the Agency’s authority and procedures on 
an ongoing basis. Collaborative workgroups will be formed in the 2021-23 biennium for this review process as needed. Workgroups have historically 
included the Commissioner, Agency staff, Board members, educators, and industry representatives in the areas of real estate brokerage, property 
management, and escrow. Workgroups are generally charged with conducting a review of the Administrative Rules and Statutes, resulting in clear 
and concise language for implementation of standards and regulation, quality delivery of education and examination, and the development of 
Legislative Concepts.  
 
Criteria for 2021-23 Budget Development 
The goals inherent in the OREA’s mission are used as the basis to develop the budget proposal: To provide quality protection for Oregon consumers 
of real estate related services, regulate in a manner that supports a positive real estate market, and provide excellent customer service.   
 
To achieve its goals, the budget criteria are to:   

• Continue to keep the Board and industry actively involved with the Agency and the Commissioner through outreach and engagement, relying 
on technology more than ever before.     
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• Engage with the regulated community, seeking continuous feedback on effectiveness of all Agency programs. 
• Create opportunities to streamline and refine business operations. 
• Conserve reserve funds to the greatest degree possible for expected reductions in revenue and planned technology replacement project in 

2023-2025, at approximately $1,000,000.  
 
Major Information Technology Projects $1,000,000+ 
Not applicable to the OREA. 
 
Sustainability 
Not applicable to the OREA. 
 
Other Considerations - None. 
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Summary of 2021-23 Budget 
919 Real Estate Agency 

        

  TOTALS  FUND TYPE 

  POS FTE ALL  General Lottery Other Federal Non-
limited   

      FUNDS  Fund Funds Funds Funds Other Federal 
                     
2019-21 LEGISLATIVELY ADOPTED 
BUDGET 29 29.00 8,499,070    

8,499,070 

  
 

2019-21 Emergency Board Actions    0    0    
            

2019-21 Legislatively Approved Budget  29 29.00 8,499,070    8,499,070    

Base Budget Adjustments:           

 Net Cost of Position Actions:           
 Administrative, Biennialized E-Board, 

Phase-Out   
 

342,711    
 

342,711    
 Estimated Cost of Merit Increase           
 Base Debt Service Adjustment           

 Base Nonlimited Adjustment           

 Capital Construction Adjustment           
            

Subtotal: 2019-21 Base Budget                 29 29.00  
8,841,781     

8,841,781    

Essential Packages:           
Package No. 010           

 

 
Temporary Appts., Overtime, 
Differential 
 
Vacancy Factor Increase/(Decrease)   

 
(47,760)    

731 
 

174,789    

 
Non-PICS Personal Service 
Increase/(Decrease)   

 
18,230    

 
31,241    

      Subtotal   
 

(29,530)    
 

206,761    
 
 
Package No. 021/022           
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021 - Phased-In Programs Excl. One-
Time Costs   0        

 
022 - Phase-Out Programs and One-
Time Costs   0        

      Subtotal           
Package No. 030           

 
Cost of Goods & Services 
Increase/Decrease   

 
111,836    

 
97,598    

 
State Gov. Service Charges 
Increase/Decrease   

 
31,652    

 
45,238    

      Subtotal   
 

143,488    
 

142,836    
 
       1    
            
            

Subtotal:  2021-23 Current Service Level       29 29.00  
8,955,739     

8,586,773    

Subtotal:  2021-23 Modified Essential 
Budget Level 

29 29.00  
8,955,739  

   
8,586,773    

Subtotal Emergency Board Packages           

Subtotal Policy Packages                         

Total:  2021-23 Budget   29 29.00 
 

8,955,739 
 

   
 

8,586,773 
 

 
 

 

            

Percent Change From 2019-21 Leg. Approved  --% --% 5.37 %  --% --% 5.37% --% --% --% 
 

            

Percent Change From Essential Budget Level --% --% --0.0%  --% --% --0.68% --% --% --% 
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Real Estate Agency
2021-23 Biennium Agency Number: 91900

Department-Wide Priorities for 2021-23 Biennium
2 5 6 7 10 14 15 16 17 18

Priority 
(ranked 

with 
highest 
priority 

first)

Program Unit/Activity Description Identify Key Performance 
Measure(s)

Primary 
Purpose 
Program-
Activity 

Code

 OF  TOTAL 
FUNDS Pos. FTE

New or 
Enhance

d 
Program 

(Y/N)

Included as Reduction 
Option (Y/N)

Prgm/ 
Div

1

Licensing & Education:                                   
Customer Service Licensiung: Applications, Renewals, 
Business and Branch Office Registrations. Education: 
Licensee Outreach: Pre/Post License Education and Exam 
Development).                                                                     Education & 
Compliance (Budget, Accounting, Information Technology, 
Personnel & Payroll, Contracts & Procurement)

KPM 1 - % of property 
managers/principal brokers 
reviewed who meet compliance             
KPM 4   % of property 
managers/principal brokers who 
rate the exam as effective 
KPM 6  - customer service 
standards

1 1,852,912 1,852,912$     9 6.00 N Y-One Administrative Specialist

1 Regulation and Enforcement (Compliants, Investigations, 
Adminstrative Actions, Civil Penalty enforcement)

KPM 2  - Days to complete 
investigation                                       KPM 
3  - Contest Case Actions resolved 
through resolution

1 3,705,823 3,705,823$   15 12.00 N
Y-One Financial Investigator 

and one Compliance Specialist 
position included.

2

Administrative Services:                                
Customer Service Licensiung: Applications, Renewals, 
Business and Branch Office Registrations. Education: 
Licensee Outreach: Pre/Post License Education and Exam 
Development).                                                                     Business & 
Technology  (Budget, Accounting, Information 
Technology, Personnel & Payroll, Contracts & Procurement)

KPM 1 - % of property 
managers/principal brokers 
reviewed who meet compliance             
KPM 4   % of property 
managers/principal brokers who 
rate the exam as effective 
KPM 6  - customer service 
standards

2 1,852,912 1,852,912$     9 6.00 N N

3
Land Development (Condo, timeshare, membership 
campgrounds registrations, Real Estate Marketing Organization 
licensing & regulation)

KPM 6  - Customer Service 
Standards 3 617,637 617,637$         2 2.00 N

Y-One Administrative Specialist 
position included.

4

Board Support, Commissioner's Office (Commissioner 
and Deputy Commissioner's office,  Real Estate Board and 
Advisory Group Support, Administrative Rule Reviews and 
Legislative Concept Development)

KPM 6  - Customer Service 
Standards

4 926,456 926,456$        3 3.00 N N

8,955,739   8,955,739$   38 29.00

The Real Estate Agency is based on the statutory mandate to operate a licensing and regulatory agency.  The statute finds that the activity of persons seeking to assist 
others, for compensation, to deal in real estate in the State of Oregon is a matter of public concern.  The statutes assist in creating for the public a healthy real estate 
market and assure that professional real estate activity is conducted with high fiduciary standards.   All of the Agency's activities promote this statutory mandate and are 
interrelated.  The Agency has one detail cross reference level, which includes the costs for the Licensing, Regulation, Education and Land Development program, along 
with Administrative costs.  
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10% Reduction Options (ORS 291.216) 
 

ACTIVITY OR PROGRAM DESCRIBE REDUCTION AMOUNT AND FUND TYPE RANK AND JUSTIFICATION 

(WHICH PROGRAM OR ACTIVITY WILL 
NOT BE UNDERTAKEN) 
 

(DESCRIBE THE EFFECTS OF THIS 
REDUCTION.  INCLUDE POSITIONS AND 
FTE IN  2021-23 AND 2023-25) 

(GF, LF, OF, FF.  IDENTIFY 
REVENUE SOURCE FOR OF, FF) 

(RANK THE ACTIVITIES OR PROGRAMS 
NOT UNDERTAKEN IN ORDER OF 
LOWEST COST FOR BENEFIT OBTAINED) 

1. Eliminate one Licensing Assistant 
in the Education & Licensing 
Division. 

MANAGEMENT AND REMAINING STAFF WOULD 
ABSORB DUTIES. WORK PRODUCT, CUSTOMER 
SERVICE RATINGS AND DELIVERY TIME AT 
RISK.  

 
$145,547,805 
OTHER FUNDS 

(1) 

2. Eliminate one Financial Investigator 
and one Compliance Specialist 
position. 

MANAGEMENT AND REMAINING STAFF WOULD 
ABSORB DUTIES. WORK PRODUCT, CUSTOMER 
SERVICE RATINGS AND DELIVERY TIME AT 
RISK. 

 
$458,170 

OTHER FUNDS 

(2) 

3. Eliminate one Licensing Assistant 
in the Land Development Division. 

MANAGEMENT AND REMAINING STAFF WOULD 
ABSORB DUTIES. WORK PRODUCT, CUSTOMER 
SERVICE RATINGS AND DELIVERY TIME AT 
RISK. 

 
$145,547,805 
OTHER FUNDS 

(3) 

4. Eliminate use of instate and out-of-
state travel.   

AGENCY WOULD END OUT-OF-AREA BOARD 
MEETINGS AND EMPLOYEES WOULD NOT 
BENEFIT FROM TRAINING OFFERED OUTSIDE OF 
SALEM AREA. 
 

 
$98,762 

OTHER FUNDS 

(4) 

5. Eliminate use of temporary 
employees 

THE AGENCY WOULD NOT HAVE THE BENEFIT 
OF FILLING IMMEDIATE AND URGENCY 
WORKLOAD GAPS NOR CONTINUE TO EMPLOYEE 
STUDENT WORKERS FOR PROJECT WORK 

$15,503 
OTHER FUNDS 

(5) 

6. Reduce all staff training by 80%. STAFF WOULD NOT DEVELOP NEEDED SKILLS 
AND REFINEMENT OF PRACTICES IN THE EVER 
CHANGING REGULATED INDUSTRY. STAFF 
MORALE AND CONSUMER PROTECTION AT RISK.  

$32,044 
OTHER FUNDS 

(6) 

 TOTAL REDUCTIONS $895,573 
OTHER FUNDS 
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Revenue Discussion 
The OREA is entirely self-supported through Other Fund (OF) revenues derived from licensing and other services. All civil penalties assessed by the 
Agency are transferred to the General Fund per statute. The fee structure is expected to remain the same as the current biennium. There is moderate 
uncertainty in the Agency’s revenue forecast for the 2021-23 biennium. Real estate is a keystone in a healthy economy, and the current economic 
uncertainty due to the effects of COVID-19 could have an impact on all revenue streams. Condominium filing revenues have already fallen 
significantly. New license applications are likely to reduce earlier in the biennium with renewal numbers reducing in the second part of the 
biennium.  

The following is a summary of fees:  
• Licensing or reactivation exam - $75, paid directly to PSI, the Agency’s exam vendor;
• Applicant criminal background check- $47, paid directly to PSI, the Agency’s exam vendor;
• Principal Broker, Broker, or Property Manager license application - $300;
• Renewal for Active Principal Broker, Broker, or Property Manager license - $300;
• Renewal for Inactive Principal Broker, Broker or Property Manager license - $150;
• Notification of opening or closing of a branch office, license transfer, change of name, or change of address - $10;
• Reactivation of inactive license for Broker or Property Manager - $150;
• Late Renewal - $150; and
• Condominium filing review fees - $200 per hour.
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• 

ORBITS 2019-21 2021-23 

Source Fund Revenue 
Acct 

2017-2019 
Actual 

Legislatively 
Adopted 

2019-21 
Estimated 

Agency 
Request 

Governor’s 
Recommended 

Legislatively 
Adopted 

Business Licenses Other 205 $9,055,817 $8,435,535 $8,435,535 $7,239,990 

Miscellaneous* Other 410 $4,639 $7,794 $7,794 $7,673 

Fines and 
Forfeitures 

Other 505 $248,421 $209,760 $209,760 $216,189 

Other Revenues Other 0975 $2,295 $1,656 $1,656 $5,846 

Transfer to Gen. 
Fund 
Total 

Other ($71,127) 
$9,240,045 

($90,000) 
$8,563,089 

($90,000) 
$8,563,089 

($25,500) 
$7,444,198 

97%

0%
3%

2019-21 Revenue Forecast

Business Licenses Miscellaneous Fines and Forfeitures
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Essential Packages 

010 Vacancy Factor and Non-PICS Personal Service 

Package Description 
This package includes general inflation of 4.3% on non-PICS items of temporaries, overtime, shift differentials, and unemployment compensation. 
This package increases Personal Services by $17,371, which is all Other Funds.   

Vacancy savings factor of $(47,760). Total package is $(29,530) 

2021-23 Fiscal Impact 
No impact. 
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031 Standard Inflation and State Government Service Charge 
 
Package Description 
This essential package reflects the projected inflation increases in goods and services, the published changes in pricing of government service 
charges, and above standard inflation totals. 
 
The cost of goods and services increased by $143,488. This is based on the biennial general inflation factor which is applied to most Services and 
Supplies and non-PICS Personal Services costs for 2021-23 of 4.3%. The inflation factor for Professional Services accounts was 5.7%, Attorney 
General was 19.43%, and State Government Service Charges was 13.55%. 
 
2019-21 Fiscal Impact 
No impact. 
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AFFIRMATIVE ACTION PLAN FOR THE REAL ESTATE AGENCY 
 
 

Background The OREA is a small agency (29.00 FTE) of 29 employees primarily made up of professional and managerial 
staff specializing in the field of real estate. Of the 29 positions, 23 are in the Official/Administrator and Professionals EEO 
categories. Only four positions are in the category of Administrative Support. The Agency typically has relatively low turnover 
and limited hiring opportunities. However, during the 2019-21 biennium, the Agency has had some position movement with 
two internal promotion and four new hires.  
 
During the 2019-2021 biennium, two new Real Estate Board members were appointed, bringing the composition of the Board 
to 67% women-led and 22% from the LGBTQIA community. The current Board chairperson is a woman.  
 
The Agency has increased diversity within staffing in recent years, going from a 6.8% representation of people of color in the 
last biennium to 15.4% in the current period.  

 
Analysis Upper Management (SR 31+) Currently, there are two vacancies in the five positions in upper management. One woman and 

two men hold the filled positions; one person in upper management is a member of the LGBTQIA community. There are no 
persons of color and no people with disabilities in this category.  

 
Middle Management (SR 24-30) There is one position in middle management and it is filled with a woman. There are no 
persons of color or people with disabilities.   

 
Professional (SR 21-27) Twelve of the eighteen employees in this category are women. There are currently two people of color 
and one person with a disability. This group provides one of the best opportunities for the Agency to employ those from 
protected classes, although the recruitment pool containing those from protected classes with real estate, escrow, or 
investigative backgrounds is relatively small.  
 
Administrative Specialist/Support (SR 15-19) Five of six employees in this category are women. There are two people of 
color, and there are no people with a disability in this group. 
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LONG RANGE STRATEGIES & GOALS 
 
The OREA currently has good representation of women (100%) in the Middle Management. With two vacancies in Upper Management there is an 
opportunity to diversify at the highest levels of the Agency. Overall, the Agency exceeds the State’s goals for women in all categories at 69%.  
 
In 2017, the Agency hired a person with a disability in the Administrative Support EEO Category equating to 3.8% representation, up from 0%. That 
person was one of the Agency’s two internal promotions, moving from an administrative to a professional role. The Agency will continue to take 
steps to conduct outreach with representatives of organizations advocating for persons of color and people with disabilities prior to recruiting for 
positions.  
 
The Agency will continue to assist its employees in upward mobility through retention and career development efforts without discrimination. 
 
The Agency continues to make the work environment inclusive for persons of diverse backgrounds when they join the Agency workplace. In an 
effort to achieve this goal, the Agency will evaluate the need for staff training on diversity and explore opportunities for this type of training, such as 
the State’s Diversity and Inclusion Conference. 
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DEVELOPMENT & IMPLEMENTATION OF PROGRAMS 

Training 

Employee 

(ADA)  

Public 
Accommodation 

The Agency develops training and developmental plans for its employees individually through annual performance reviews 
based on professional development plans and goals of the Agency. 

The Agency continues to upgrade system furniture to meet the ergonomic needs of staff on an as-needed basis.  

The Agency moved to a new privately owned building in 2015. The owner met ADA standards.  

The Agency has TTY services available for those with hearing impairment, should the public need the service when contacting 
the Agency. The Agency also provides language interpreters when needed. The Agency occupies a building in downtown 
Salem with access to City of Salem parking for individuals with disabilities. The Agency has an automatic door opener at one 
entrance and accessible restrooms are available for all visitors to the Agency needing such services. Customer service staff-
members are on hand to help licensees conduct business in eLicense. For walk-in customers, staff can guide them through the 
various online application processes if requested. 

Special arrangements have also been provided for those with visual impairment upon request. The Agency’s examination 
vendor can accommodate those with special needs.   

The Agency has met the needs and requirements for people with disabilities under the ADA and continue its efforts toward 
hiring persons of color, people with disabilities and women.  
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