19 problems that keep certification and licensing board Executive Directors up at night

We asked Executive Directors nationally to list the most significant problems they face. Here's what they told us! They are presented here in no particular order. Do any of these problems sound familiar?
We lost countless hours to missing, incomplete, and incomprehensible paperwork
BOSA staff has revised and streamlined documents such as the Public Complaint Form, the Public Complaint Guide, Request for Approval of Continuing Education Form, the Variance Request Form, the out-of-state license request form, etc.
Handling checks and money orders was a significant chore
We moved from a manual system of accepting 7,000 personal checks and entering them into a spreadsheet to an electronic system on our website which uses a credit card. 
We had way too many errors in our data
The legislature has mandated that the board gather data involving the effectiveness of university preparation programs and on probationary principal evaluations. We have worked very hard to create that data reporting mechanisms that simplify this process. See attachments.
Reconciling CE submissions to required hours and documentation was a major time sink
With the new revised Request for Approval of Continuing Education Form, Marquetta is able to more efficiently process CE requests. In addition, Marquetta has created a link on our website which shows the approved CE events.
Storing and locating documents was a nightmare
When we moved from MDE to St. Paul College, board staff purged all paper files older than seven years (except ethics files which the law requires us to keep). In addition, in 2017, we began storing records in an electronic format in the cloud rather than paper copies. We no longer have a problem storing and locating documents.
Our licensing process was slow and painful that candidates would simply give up
The process is still cumbersome because the actual, initial licensure process is conducted by PELSB and we are forced to rely on old, outdated PELSB forms which were designed for teacher licensure instead of administrative licensure. The new executive director does have money in the Odyssey Fund to move the licensure functions over to BOSA and redesign the licensure forms. However, there is there will be a myriad of political and fiscal issues if that is attempted i.e. PELSB would presumably no longer get the $57 processing fee and that money would come to BOSA.
Printing and postage costs ate up a significant portion of our budget
We have automated nearly all of our processes and reduced our postage costs by 98%.
We spent so much time answering routine questions by phone and email we could never get anything else done
We redesigned our webpage from the consumer perspective so that many of them routine questions are now answered by going on the website. We do still spend a significant amount of time in personal conversation which we believe fits our culture of service rather than bureaucracy. We relish personal contact. 
We had to manually print and mail receipts for fee payments
Receipts are now automatically emailed to administrators upon payment by US Bank. There is no manually printed mailing receipts.
We never had enough time to properly audit submissions, especially CE hours
Given BOSA staff constraints, we are unable to audit district CE submissions unless a district has been reported. The board is forced to rely on the school districts to legally and properly enter CE hours. Antidotal evidence suggests that there is some discrepancies in entering clock hours. In the future, BOSA staff do spot audits of districts (i.e. 10 districts per year) and increase the number of training sessions for school districts to clarify appropriate activities to be claimed for CE clock hours. 
We were so busy managing our current programs that we had no time to anticipate new ones
Generally true although we have made a purposeful effort to better anticipate challenges and needs of the profession of the future. Our 2020 rule changes were based almost entirely on anticipating the administrative world of the future.
We wasted hours manually responding to verification requests from employers
Not really a problem. Generally, school districts have the resources locally to determine whether someone is licensed or not. There are about three or four cases year in which they inadvertently hire a nonlicensed individual which we work through with them.
We lacked a clear picture of how many professionals were in our system and their current credential status
Still a problem extracting data out of PELSB. Their data collection system is understaffed.
Having staff tied to our office was a severe problem during COVID-19 quarantine restrictions
We have moved everything to remote work and Covid has not been a problem. 
Requesting additional or missing information added weeks to our processing time
PELSB staff deal with all of the initial questions. The questions PELSB staff cannot answer come to the executive director. Generally, there are about 2 to 3 issues a week that the executive director has to solve. Very manageable.
We had no easy way to help our constituents complete our requirements
Our new forms and streamlined processes have reduced constituent requests. Also, in the area of ethics, the most significant change to reduce constituent requests was the board mandate that parents wanting to file a complaint involving a special needs child must go through the MDE Dispute Resolution Process before the committee would examine the claim. This has reduced ethics complaints involving special education by over 30%.
Our CE provider accreditation program delivered little value
With Marquetta now putting all approved CE events on the website, this is dramatically increased the value of our board to our constituents. 
Poor user experience caused unnecessary attrition and loss of revenue
I believe our user experience has improved dramatically particularly in the area of the mandatory annual fee. We now raise $40,000 more a year in fee revenue than we are appropriated because our new automated, electronic system has increased the compliance rate. However, the compliance rate of retired administrators remains a challenge and is at about 40%.
We lost too much time to system issues
The biggest loss of time due to “the system” was during the 2020 rulemaking process when we had neither the money nor the staff expertise to conduct the activity. Moreover, we were at the mercy an aggressive Administrative Law Judge. For day-to-day operations, it will always be a challenge for BOSA because we are forced to rely on MDE for HR an accounting systems and MNIT for our computer and technical systems. We also must rely on MMB for our budgetary systems. That is the price we pay for being the state’s smallest agency. 
Our outdated system took too long to change, and each change was an expense we hadn't budgeted for
Although BOSA budgets have always been limited, wise and prudent fiscal management has allowed the board to build up $130,000 in the Odyssey Fund for technological improvements. This will help BOSA make sweeping and transformational improvements in its processes.
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