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Department Mission

The Department of Regulatory Agencies (DORA) is dedicated to preserving the integrity of the
marketplace and promoting a fair and competitive business environment in Colorado. Consumer
protection is our mission.

Department Vision

With an unwavering commitment to Colorado consumers, the Department of Regulatory Agencies
creates and sustains an effective, efficient and elegant regulatory framework within which the Colorado
economy can thrive. With a constant eye on streamlining and improving processes, and reducing “red-
tape” and unnecessary regulatory burdens, the framework fosters trust, confidence and access, while
ensuring a sufficiently high level of product and service quality and maintaining fair and rigorous
standards for professions and businesses.

Principled by our core values of Dedication, Openness, Respect, and Accountability, DORA is the
foundation and premier resource for the value state government places on a safe and competitive
business environment in Colorado.

Committed to the mission - understanding and supporting customers’
expectations and needs by continuously improving services and processes,
and ultimately, every customer/stakeholder experience.

Dedication Responsive * Responsible ¢ Steadfast

-

Visionary - boldly inquisitive and receptive to new ideas by
maintaining transparency to establish a reputation of fairness
and integrity that consumers can trust.

Openness Honest * Competent @ Trustworthy

-

An expressed appreciation for teamwork and diversity -
sensitivity to different views and interests, and the value of clear
and effective communication.

=

Respect Conscientious * Consistent * Sincere

Mission and results driven - a collective and unified
commitment to be responsible and dependable, and
demonstrate leadership.

Accountability Accessible * DProfessional = Reliable
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Guiding Principles

Influencing the Customer Experience: DORA is focused on delivering consumer and professional
outreach and engagement, and complaint resolution - with a timely and consistent, platinum level of
customer service, thereby measurably enhancing each customer experience.

Leveraging Value and Partnerships: DORA prides itself on the development, sustainment and
strengthening of internal and external partnerships to improve and increase the value we provide,
including our fair, responsible and collaborative consumer protection presence in the Colorado economy.
We are dedicated to increasing, expanding and capitalizing on professional relationships, both within
and outside of departmental walls.

Commitment to Culture: DORA recognizes its employees are its greatest asset, and the foundation
for success. DORA values each individual employee. We are committed to recruiting and retaining,
and investing in our workforce, and the work environment and culture. DORA creates and provides
opportunities for engagement, growth, education, training, and individual and professional
development, capitalizing on employees’ strengths in order to foster a culture of teamwork, to
achieve our collective mission and enhance every customer experience.

Department Description

The Department of Regulatory Agencies (DORA) was officially created asadepartmentin 1968,
however many divisions and programs have been protecting Colorado consumers since 1877. The
Departmentis responsible for 40 boards, commissions and advisory committees, charged with
administering over 50 regulatory programs governing professions, occupations and businesses
comprising over 710,000 individual licensees and approximately 40,000 businesses andinstitutions.
This includes 312 board members and close to 600 professional regulatory staff including program
directors and managers; professional examiners, inspectors, and investigators; financial analysts, and,
front-line professional, technical and administrative staff.
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With one face, and a unified mission and vision, DORA carries out regulatory programs that license,
permit and charter; establish standards; approve rates; investigate complaints; assure safety of
equipment, vehicles, facilities and transportation; and conduct enforcement across numerous
professions, occupations, and institutions. The Department is located in downtown Denver. DORA’s
programs are organized in the general appropriations act (‘long bill’) as follows:

Executive Director’s Office including Division of Financial Services
the Office of Policy, Research and DS oOHInerance
Regulatory Reform ] 13 e

Fora= . Public Utilities Commission
Division of Banking >

Division of Real Estate

Division of Civil Rights Division of Professions and Occupations
Office of Consumer Counsel Division of Securities

The Departmentis primarily cashfunded
by regulated entities through fees and
assessments, which flowinto cash funds. DORA
is unique among state agencies with regard
to the volume, complexity, and autonomy
with which it sets industry fees based on
appropriations made by the General Assembly.
DORA is ever mindful of keeping actual fees
to a minimum and a regulatory scheme that
reflects only necessary regulation. DORA strives
to effectively balance safety, business needs,
and the value of quality and service. Only two
key areas involve the state General Fund: the
Division of Civil Rights, which is partially funded
by the General Fund, and
the Division of insurance, which is supported
by a combination of license fees and insurance
premium tax revenues.
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Major Program Areas

The following table illustrates the fundamental functions and programs that are administered by the
Department of Regulatory Agencies (DORA). The table specifies the divisions that oversee specific
functions, as well as a high level description of the primary processes and activities performed to deliver

the services to customers and/or to accomplish the function. While the department’s organizational chart

provides a visual representation of the Department, the following table sets-forth how DORA actively

serves the Colorado consumer and business environment, fostering a more unified view of our role in the

Colorado marketplace and state government.

Program
Function

Licensing/
Permitting

Regulatory
Program

Administration

Investigations

Administrative
Discipline

July1,2015

Divisions

- Banking

= |nsurance

= Professions and
Occupations

= Public Utilities
Commission

= Real Estate

= Securities

= Civil Rights

< |nsurance

= Real Estate

= Professions and
Occupations

= Public Utilities
Commission

= Securities

= Civil Rights

= Insurance

= Real Estate

= Professions and
Occupations

= Public Utilities
Commission

= Securities

Program

The department processes applications for licensure for more than 50 professions,
including individuals and businesses/companies. the process to issue an otiginal license
or permit includes some or all of the following: application receipt, verification and
review for completeness and timeliness, review of examination results, background
checks, evaluation of compliance with statutory and board requirements/ parameters (e.g,,
education, experience, etc.,), final issuance of the license/ certificate/ permit of authority to
operate or do business in the state (or denial).

Every DORA board and program “regulates” for compliance in accordance with
respective statutes. Assuch, thedepartmentis responsible for conducting criminaland/or
compliance investigations in response to formal complaints (including charges alleging
discrimination). This also includes regular and more proactive compliance audits or audit-
oriented investigations that may not be prompted by a specific formal complaint.
Investigation of potentially illegal, harmful, impaired, or incompetent activities is the
mechanism used to provide the boards with information that will allow them to decide if
there has been a violation of professional regulatory statutes, practice acts ot the Colorado
Civil Rights Act. The process includes formal complaint/charge receipt and review, which
may include further intake/filing steps  such as drafting charges; assignment to an investigator,
information gathering; report writing; and presentation to the appropriate staff, authority or
board for potential decision making, including administrative discipline or enforcement
action.

The department resolves complaints/charges received and conducts proactive enforcement/
compliance oriented investigations, to ensure that consumers are adequately protected and
licensees correct identified practice deficiencies. The process includes reviewing investigative
findings and making determinations as to administrative discipline or remediation, including
license revocations, suspensions, cease and desist orders, practice stipulations, letters of
admonition, dismissals, and dismissals with letters of concern. Additionally, the administrative
discipline process includes mediations and/or efforts to realize settlements, including expedited
settlements. This includes settlement offers, drafting stipulations, negotiating alternative
resolutions, and tracking compliance with the stipulation terms.
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Program
Function

Consuner
Assistance
and Contact
Resolution

Inspections

Economic
Regulation

Rate Analysis
and Approvals

July1,2015

Divisions

= All Divisions
including the
Executive
Director's Office

= Insurance

= Professions and
Occupations

= Public Utilities
Commission

= |[nsurance

= Public Utilities
Commission
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Program

The department performs informal complaint resolution processes that do not
necessitate an investigation. Examples include responding to general consumer inquiries
and contacts about what s required or appropriate in working with licensees (both
business organizations and individuals); inquiring about dollar amounts of savings to
consumers that were assisted by the department; contacting respective program areas to
determine if certain actions of individuals/ companies are in compliance with regulations
and laws; attempting to resolve issues with utility services, billing/rate matters, provision
of insurance benefits/reimbursements, etc. The process includes receipt and review of
the contact (phone call, e-mail correspondence, appearances at local community events,
etc.,), researching the matter and/or appropriately directing the contact; and providing
appropriate guidance, information and/or resolution.

The department conducts inspections for more than 10 regulatory professions and areas
pursuant to statutory requirements. This includes passenger carriers, household goods
movers and towing carriers that operate “for-hire;” electrical and plumbing inspections in
areas where the state is the local inspector; vehicle, gas pipeline and tramway safety
inspections; and facility/office inspections for other regulated professions including, but
not limited to, pharmacies, barber shops, cosmetology salons and regional, corporate home
offices. The process involves conducting on-site inspections, and reviewing required records
to ensure compliance with state law and safety rules.

The departmentreceives requests toanalyzeand/or change therates, termsand
conditions of service offerings; to change existing certifications or authorities; to grant
new certifications or authorities; to determine compliance with state regulations and to
assute rates ate not excessive, inadequate or unfairly discriminatory. Multiple program
areas conduct analyses of each request and ultimately provide an approval or denial. The
approval processincludes receiptof the request, analysis by division/
Commission staff, and decision by the Commission. The process may also include testimony
by staff and external parties; evidentiary hearings by the Commission or an Administrative
Law Judge (ALJ); legal work by Commission and staff/attorney General (AG) attorneys;
various rulings on matters, including requests for intervention; preparation and issuance of
a final decision by the Division/Commission. If appealed, the process includes legal work
to prepare for and respond to appellate cases filed with the appropriate judicial body. This
includes requests from utilities or regarding insurance rates charged to Colorado consumers
by automobile, homeowners, life, health, workers’ compensation, and other insurers.
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Program
Function

Consumer
Representation
during Utility
Rate Approvals

Institutronal
arinarons

Outreach,
Education
and
Traiming

July1,2015

Divisions

s s
s
s
5,8 s
s
ys
s
U A
e nt
s g
co c s
L v ] o)
1 os s v
s
Ss S
0o s e
f

Program

o 09

COLORADO

Department of
Regulatory Agencies

mentof
ews, etc.

Department of Regu atory Agencies



COLORADO

Department of
Regulatory Agencies

July1,2015



COLORADO

Departm nt of
Regulatory Agencies

1 “Red
’ o A

o O o0 O

July1,2015



¢S

COLORADO

Department f
Regulatory Agencies

| 1



COLORADO

De artmen of
Regul tory Agenci s

(o)

July1,2015



July1 2015

COLORADO

Department of
Regulat ry Agencies



ITIL.

July1,2015

CoOLO ADO



P



Department of
Regulatory Agenc es

IV.

(o]
wn

o n sis.

o

O 0O 0O 0O 0O

July1,2015



COLORADO

Department of
Regulatory Agencies

-

s §

July1,2015



COLORADO

Depa ento
Regulatory Agencies

July1,2015



COLORADO

De artmento
Regulatory Agencies



Chris Myklebust
Commissioner,
Division of Banking

Marguerite Salazar
Commissioner,
Division of Insurance

Gerald Rome
Commissioner,
Division of Securities



