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Shari Honeywell: Okay, go ahead, Jen. 

Jen Clawson: Okay. Good morning. It's now 10:03 AM and I am calling this meeting of the 
Washington State Real Estate Commission meeting to order. Before 
introductions, I'd like to ask Debra to explain the process we'll follow in 
conducting today's meeting. 

Debra Allen-Ba: Thank you, Jen. So, we're excited to continue making Real Estate Commission 
meetings available to the public via Zoom and hope that the Commissioners and 
members of the public find this to be an effective way to conduct our Real 
Estate Commission business. If you could please note that guests have been 
invited to listen in on the work of the Commission, and we will take time at the 
end of the [inaudible 00:00:46] for the public comment section. We do limit that 
to three minutes per person. 

Debra Allen-Ba: As a courtesy, we would like to encourage our guests to please turn off your 
cameras and to mute your mics when you're not speaking. This helps to reduce 
the background noise when others are speaking, and it's a little less distracting 
for us. 

Debra Allen-Ba: So, what are the challenges though for our Commissioners and public and staff? 
When you are speaking, don't forget to unmute your mic. Commissioners, when 
you are making a motion, it would be very helpful if you can remember to state 
your name as a comment so that it is in the record. And then that's all I have. 
Thanks, Jen. 

Jen Clawson: Great. Thank you. At this time, I'd like to Shari Honeywell to call role to confirm 
attendance of all of our Commissioners and staff. So once Shari's called your 
name, please respond by verbally stating here to confirm your attendance. 

Shari Honeywell: Thank you, Jen. Shari Song? 

Shari Song: Here. Present. 

Shari Honeywell: Sabrina Jones-Schroeder? 

Sabrina Jones-S...: Present. 

Shari Honeywell: Scott Coombs? 

Scott Coombs: I'm here. 

Shari Honeywell: And Ruth Macias? 



Ruth Macias: Here. 

Shari Honeywell: And then I'll move on to staff. Jen Clawson? 

Jen Clawson: Here. 

Shari Honeywell: Debra Allen-Ba? 

Debra Allen-Ba: Here. 

Shari Honeywell: Bill Dutra? 

Bill Dutra: Here. 

Shari Honeywell: Kathy Negele? 

Kathy Negele: Here. 

Shari Honeywell: Tim Allen? 

Tim Allen: Here. 

Shari Honeywell: Julia Manley? 

Julia Manley: Here. 

Shari Honeywell: Tanya Hessler? 

Tanya Hessler: Here. 

Shari Honeywell: Melissa Kershner? 

Melissa Kershne...: Here. 

Shari Honeywell: And Elissa Woods? 

Elissa Woods: Here. 

Debra Allen-Ba: Okay. Thank you. 

Jen Clawson: Great. Thank you, Shari. Now we'll move on to the order of our agenda. Do I 
have approval for the order of our agenda? And if so, do I have a motion? 

Shari Honeywell: I make a motion to approve the agenda. 

Ruth Macias: I second. Ruth Messias. 



Jen Clawson: Okay. All in favor of the order of our agenda? 

All Commission ...: Aye. Aye. 

Jen Clawson: Any opposed? Great. We'll move on to the approval of our minutes for March 
17th, 2022. Do I have a motion for the approval of the meeting minutes? 

Scott Coombs: So moved. Scott. 

Shari Honeywell: Second. Shari. 

Jen Clawson: Great. All in favor of our meeting minutes for March 17th, 2020? 

All Commission ...: Aye. 

Jen Clawson: Any opposed? Okay. We'll move on to review of communications. And Deb, that 
looks like I've got you for that agenda item. 

Debra Allen-Ba: Thanks Jen. We don't have any communications for the Board at this time. 

Jen Clawson: Okay. We'll move on to number two, our old business, 2.1. Washington Fair 
Housing Curriculum Launch. Tim? 

Tim Allen: Thank you, ma'am. Good morning, everyone. So as of March 23rd, the Fair 
Housing Curriculum 6-HR Continuing Education Course went live and into effect. 
All the providers that we have as far as licensees were notified. And the 
licensees whose licenses expired June, July, and August were also notified one, 
by their personal email that we have on the account, was posted to our website, 
and it was also provided through listserv. Currently right now I'm in the process 
of improving [inaudible 00:04:43] applications that have been coming in. 

Tim Allen: Right now we have nine schools who currently offer the Fair Housing 6-HR 
course. We have probably about two more of which are in the cue that are 
looking for are seeking approval as well. We conducted a public hearing on June 
28th that went really well and was well received. And ultimately at this point, 
we're waiting on some more feedback from that. 

Tim Allen: And also there's a survey that went out as part of the DEI Committee to the 
stakeholders, and regarding Senate Bill 5378, right now they're tabulating those 
results. And as soon as those come out they will be published as well. And so 
this [inaudible 00:05:29] here, everything that we have and done is also posted 
to our website on the What's New page. And right now everything is going 
pretty smoothly. 

Tim Allen: I know initially there was some little hiccups as far as with our licensing system 
as far as a payment, but that was rectified very quickly and everything now is 



continuing to function as appropriate as well. And that's all I have. If there are 
any further questions? 

Jen Clawson: Well, thank you, Tim. Any questions from the Commissioners for Tim? Okay. 

Shari Honeywell: [crosstalk 00:06:05] Can I ask, Tim? For the public hearing, were there a lot of 
people from the public that participated? 

Tim Allen: Outside the DOL staff, we had six people who participated. 

Jen Clawson: Okay. 

Scott Coombs: With the nine schools, is the curriculum they're offering, are they all pretty 
similar or was that kind of reviewed and managed by yourself? Or how'd that all 
come out? 

Tim Allen: Yeah, it's done by me. So they're somewhat similar. I will say there are those 
who got to go that extra mile, but they're pretty much similar. Yes. 

Scott Coombs: Good work. 

Tim Allen: Thank you. 

Jen Clawson: Thank you, Tim and team. There was a lot of work put into that curriculum for 
sure. And we appreciate everyone that participated in that outreach work. So 
we'll move on to 2.2, the Arello Annual Business Meeting report out. And Shari? 

Shari Honeywell: Okay. Sure. You know, Mike and I attended the Arello Conference over there in 
Georgia and it was quite interesting. You learn a lot about what other states are 
doing and what their main issues are. And from the state issues that came up, 
there was out-of-state licensees practicing. And then electronic forgeries is 
growing, they're saying. Of course, Oregon, their love letter bill is in a holding 
position at this time. And also the issue of wholesale buyers and sellers, or 
wholesalers where they purchase a property and turn around and sell it before 
it closes. And the issue of, "Well, do they need a license to, is that kind of 
practice of real estate? And is it also taking advantage of maybe people in 
desperate situations?" 

Shari Honeywell: And then background checks, fingerprinting lost by third party vendors. And 
teams, teams was also a big issue that came up a lot. Like confidentiality, if 
there's dual representation within team members, and then a supervision of the 
members on a team, things like that. And then limits, regulations of teams. So 
those are some of the issues that various states across the nation brought up. 

Shari Honeywell: And the big issue of course, was fair housing. So they had a presentation by the 
National Association of Realtors, a representative. And they have a program 
going on called ACT, A C T, accountability, culture change, and training. And so 



of course they have a training video on implicit bias. And then Arello also has a 
video on training for fair housing as well, on their Arello website. 

Shari Honeywell: And last thing would be discipline and enforcement, of course. How are we 
going to promote and discipline for the Fair Housing Act? And some of the 
suggestions that came up was to promote coordination with human rights 
organizations and agencies, and having public transparency on disciplinary 
actions. So if there's a bad actor, a repeat bad actor, that it's public information 
for people to see. So that's what I have. Thank you. Any questions? 

Scott Coombs: I have a question maybe not necessarily addressed to you, Shari, but if, in terms 
of enforcement and policing of the fair housing regulations, is that something 
the Commission is responsible for? Or is that the DOL? Or what's our role in 
that? 

Debra Allen-Ba: Scott, that's a great question. I'm going to say that in terms of enforcement for 
any violations, it would fall within the department's realm if it's within our laws. 
A lot of times, and I'm not going to call them out right now, but a lot of times, if 
we have something that becomes a fair housing violation, maybe something 
that we refer to the Human Rights Commission. 

Debra Allen-Ba: If it's outside of our realm of the laws and rules and, Bill Dutra can speak to this 
a lot better than I can because he's referred a lot more cases than I have for 
those types of violations, but that is something we work with very closely. 

Bill Dutra: I would agree, Deb, this is Bill Dutra, by the way. We would refer those issues to 
any number of different places that fall outside of our authority or jurisdiction. 
Specifically to your question, Mr. Coombs, the Real Estate Commission does not 
have a responsibility to enforce fair housing laws. That is again, left to the state 
of Washington. And the Department of Licensing would step in for things under 
our authority. And we would also look at actions taken by other agencies 
against our licensees. 

Scott Coombs: Thanks, Bill. It is interesting. I do get calls or emails periodically from people that 
find me on the Commission that are requesting some help with a disciplinary 
action against a broker that they felt was not treating them properly. And that's 
not something that we deal with so having a clear path to, or a list of people to 
send them to, I think would be beneficial to the Commissioners. 

Shari Honeywell: A couple more things I just want to point out. I did attend a breakout session for 
real estate practices. And they have similar issues to things that we also 
encounter, which is improving communication with licensing holders, between 
the department of licensing and the licensing holders. And then anonymous 
complaints, pros and cons of having anonymous versus who they are. 



Shari Honeywell: One other thing was, I did get a chance to meet with PSI representatives, and so 
did Mike. And I think they were going to have a separate talks. So I'm looking 
forward to hearing updates on that, how that went. 

Sabrina Jones-S...: Back to your point, Scott, I know in Spokane, we have a local Fair Housing 
Watchdog Organization, the Northwest Fair Housing Alliance. I would assume, 
over on the other side of the mountains, there would be other local kind of 
watchdog. If one did not want to go to the Washington Human Rights 
Commission, there might be some local organizations that you could direct folks 
to as well. 

Scott Coombs: Right. And I guess that's what I'm suggesting for the Commissioners. If the DOL, 
or if there was somewhere we can gather that list of agencies or organizations 
so if and when we get those calls, we have at least the ability to send them the 
right direction. 

Shari Honeywell: Great idea. 

Jen Clawson: Bill, is that something that your team can help us with? 

Bill Dutra: Certainly we can start looking into that and gathering some information to put 
that together for not only the Commissioners, but information that we can put 
out on our websites as well. 

Scott Coombs: Great. 

Jen Clawson: Thank you. Any other questions for Shari on the Arello Conference? Thanks for 
your report out, Shari, and for attending and sharing with us with what's taking 
place across the country. 

Jen Clawson: Our next old business item is 2.3, the review of our master action item list. 
Shari, can you review that for us? 

Shari Honeywell: Yes. Thanks Jen. So I have on there, we created a subcommittee with Shari, 
Sabrina, and Scott to discuss exams for managing brokers. That isn't... I think 
Deb and Mike are spearheading that and we will be getting that set up here 
soon. 

Shari Honeywell: And then the next one is, what is the process? We didn't receive a letter for 
that's been completed. Mike isn't here today so I don't have an update on that, 
but it has been completed. Email Commissioners, I did that. And then budget 
statistics, we have a new budget manager and she will be joining us, just not 
yet. She's still getting her feet planted in taking over that. So she will be here 
we're hoping in September. 

Jen Clawson: We should have that for our next Commission meeting, no problem. 



Shari Honeywell: And then the... This is Deb is Washington Center for Real Estate research report 
to Commission. Deb has that on hold. And then the next one is, set up this 
committee to further discuss and clarify on license, name and teams. So that's in 
progress, too. We just don't have it all final, but we should be bringing that back 
at our September meeting is our hope on that. So those are all in progress and 
we should have those coming back on here soon. That's our goal. 

Sabrina Jones-S...: So I have two questions. I think the discussion point at the December meeting 
was why are we not having that... Why is James not coming to these meetings 
and sharing his information with the Commission? So I guess my question is why 
is that on hold? Isn't that simply a function of inviting him back? Is that a 
budgeting issue? Why is that one on hold? 

Jen Clawson: It is a little bit of a budgeting issue, Sabrina, and understanding really where we 
are sitting with our budget. And some of that, we need to look at the 
Department, figuring out the path forward that we're going, and then bringing it 
to the Commission. 

Jen Clawson: And what was happening was it was coming to the Commission for the 
Commission to approve before the Department had approved us moving 
forward in something. And that's not really where the authority was. So we just 
needed to kind of pull that back and take a look at it and make sure that we 
were spending the dollars to the best, and then bringing that information 
forward after the Department had approved it. 

Sabrina Jones-S...: Gotcha. Makes sense. Okay. And then my second question on the subcommittee 
that was to be set up to look at the managing brokers exam. Just wondering 
why is that in progress? What are we waiting for? Are we waiting for PSI to get 
us some sort of information per Shari's conversation with them at the Arello 
conference? Or what's the kind of hold up there? 

Debra Allen-Ba: I can answer that one. So the Sabrina, we actually, I have a report out on where 
we're at with that. And you'll get more information under agenda item 4.1. 

Sabrina Jones-S...: Okay. 

Debra Allen-Ba: So I've got a report out. Also just a little clarification on the Washington Center 
for Real Estate report out from James Young. We've had conversations about 
that with the department and he's in the process of kind of changing what his 
report out will look like as well. 

Debra Allen-Ba: So it's on hold because we're still envisioning what that's going to look like, how 
we're going to present it, how that information is going to get shared with the 
Commission and the public. So, more to come. Unfortunately I've had limited 
capacity to follow up on some of those conversations with James. 



Sabrina Jones-S...: Is his position supported by DOL? Or is he supported by the university? I guess I 
don't understand what his budget is, or how he's paid, I guess. 

Shari Honeywell: My understanding he's paid by the university, but then they charge us to run 
these different research projects. 

Sabrina Jones-S...: Gotcha. 

Shari Honeywell: So they contract with us, right? And so part of that is just us getting really clear 
about what we're contracting for and being fiscally responsible, so. 

Sabrina Jones-S...: Yep. Makes sense. Thank you. 

Shari Honeywell: Absolutely. Any other questions on the staff assignments and where we're at? I 
think we are going to get some report outs here in the staff reports. 

Debra Allen-Ba: Thank you, Shari. 

Jen Clawson: So under our new business, we didn't have any new business, but we do have, 
going into section four committee and task force reports, 4.1, Deb and Tanya 
are going to share with us about the PSI exam update. 

Debra Allen-Ba: Thanks, Jen. So, you are correct Sabrina. Mike did have an opportunity to speak 
with PSI at the Arello Conference and then has had some follow up 
conversations with them as well. So what we've worked out is that we're going 
to be doing some listening sessions with PSI. Those dates will be July 7th and 
July 12th. We'll be having invitations go out very soon with the link, whether 
we're going to do it on Zoom or we're going to do it in Microsoft Teams, but that 
timeframe will be from 10:00AM till noon. 

Debra Allen-Ba: We're waiting for PSI to get us an agenda so that we can kind of have a more 
directed conversation with them. And then we'll also be inviting those real 
estate schools that are providing managing broker pre-licensing instruction so 
we can get really clear on where some of the difficulties are and how we can 
improve and what resources we need to have to be more successful on those 
managing broker exams. 

Debra Allen-Ba: I will probably be stepping out of this work, and I'm including Tanya Hessler in 
this. Mike will also be kind of stepping out of this just as our bandwidth is pretty 
limited at this time. So, Tanya, I'm not going to totally put you on the spot. I 
don't know if the Commissioners have had an opportunity to meet you, but 
Tanya is in this call and she will be sort of taking over and spearheading this 
work. 

Debra Allen-Ba: We'll continue to support in terms of the meeting and support behind the 
scenes. So Shari Honeywell will probably be sending out those invitations to the 
Commissioners. Tim Allen will also be supporting with the real estate schools. 



Does that help to answer any of your questions, Sabrina? So there's more 
information that will be going out to you here very soon. 

Sabrina Jones-S...: Okay. Yeah. And just for the record, I can make the July 7th without pulling up 
my calendar, but I am out of the country on July 12th. I won't be able to make 
that meeting. 

Debra Allen-Ba: Okay. That will be fine. 

Sabrina Jones-S...: So PSI and Shari and Mike's conversations, they're sort of on alert that we have 
concerns? 

Debra Allen-Ba: Yes. And as from my conversation with Mike, PSI is actually putting together 
some agenda items for us. So they're going to be a real partner in these listening 
sessions. And my understanding is they may be taking the lead a little bit more, 
which is why we haven't sent anything out yet. 

Jen Clawson: Deb, I'm also, from what I'm hearing though, we will have meetings between 
now and the next Commission meeting. So there'll be some report out 
information. 

Debra Allen-Ba: Correct. Yes. So, Shari, there's an action item for you is a report out on that, or 
an agenda item. Did anyone have any other questions on that? Okay, that's it. 

Jen Clawson: Okay. Thank you, Deb. We'll move on to our staff report out, part of the agenda. 
So 5.1 is program operations. Deb and Tanya are going to talk about our staffing 
and our licensing statistics. 

Debra Allen-Ba: Okay, thanks Jen. So I know we've been talking a lot about what functional 
alignment is looking like for our division within the business and professions 
division. It's been a little hard maybe to fathom exactly how that comes to play, 
but we decided that pictures were worth a 1000 words, so we're sharing the 
high level org chart that we have created within our division. So the Assistant 
Director is Jen Clawson. And then this is how the reporting structure is working 
out to Jen. 

Debra Allen-Ba: So we have our Prorate and Fuel Tax division. You'll all remember that Lynn 
Briscoe used to be our assistant administrator. She's now the administrator over 
that unit. They will actually be presenting, kind of doing a meet and greet at our 
next Commission meeting in September. So you'll have an opportunity to hear 
what our Prorate and Fuel Tax unit does. It doesn't really touch or pertain too 
much to the real estate industry, but it's very interesting to find out how, in this 
division, we have such a diversity of the work that we do. And Prorate and Fuel 
Tax is a great example of that. 

Debra Allen-Ba: The Licensing and Customer Support Services is Mike George and Julia Manley. 
And Mike you've had the opportunity to meet. I'm not sure if Julia has 



introduced herself or had the opportunity. She is on this call. Our Regulatory 
Compliance Uniform Commercial Code and Firearms unit will be... 

PART 1 OF 4 ENDS [00:25:04] 

Debra Allen-Ba: Form commercial code and firearms unit will be joining us for our winter 
meeting. And they'll have an opportunity to talk about what they do in that 
regulatory unit. That's basically when an investigation actually has sanctions or 
charges, they will be the unit that will be following up on those and sending out 
those documentation, centralized investigations and audit unit. They're on the 
call today. And they'll be joining us to talk about the work that they do and 
that's Kathy Nagley and Bill Dutra. So you'll hear more from them. And then of 
course, the boards and commissions support services that is Rick Dovi and 
myself, and then Sherry and Kim hall. So we've been a very small unit of four of 
us for the last almost year, trying to keep the wheels on for the nine regulatory 
boards and commissions that we're supporting. If things don't seem like they're 
getting done in a timely manner, that is pretty much why, because it's been 
quite a bit of a lift this last year, happy to report that we have almost doubled 
our staff in the last month. 

Debra Allen-Ba: So Alisa Wood is joining us. She's going to be our administrative support. And 
then we have two program specialist fives that will be actually digging in and 
supervising for Sherry and Kim and helping to do that heavy lift. So they're also 
on the call. They might not be on the call today. Their first day of work is today. 
So we'll be introducing them in person at the next meeting in person, virtually 
just to be clear. And that will be Sydney Mule and Sandra Ber. So we're very 
excited to be welcoming them in. 

Debra Allen-Ba: Sherry, do you want to flip to the next... This gives you an idea of what our 
boards and commission support organization looks like. We support these nine 
boards and commissions, but ultimately that's 62 board and commission 
members that we're trying to make sure that we're onboarding, that we're 
making sure that we're keeping those members of those boards full. I've 
highlighted the boards right now, and commissions that we are actually needing 
to fill vacancies in. And I think that's actually out of date. I think that our... Oh 
no, we just completed architects. So it's quite a bit, there's a lot of moving 
pieces. There's all the rules that pertain to each of those in terms of onboarding. 
So it's a lot of moving pieces. Anybody have any questions on that? 

Sabrina Jones-S...: Just to clarify that the BPD - boards and professional division? 

Debra Allen-Ba: Nope. Business and professions division. 

Sabrina Jones-S...: Business and professions division. Got it. 

Debra Allen-Ba: Yeah, we are acronym heavy. Sorry. 



Ruth Messias: Is it possible, this is Ruth Messias, is it possible to get a copy of these charts? 

Debra Allen-Ba: Absolutely. I think Sherry probably sent you your board packet and it is included 
in there. 

Ruth Messias: Thank you. 

Debra Allen-Ba: Yeah. 

Sabrina Jones-S...: Sabrina, with regard to the vacancies in the various boards and commissions, is 
that a function of the governor's office being a little bit backlogged with 
processing applications or...? 

Debra Allen-Ba: No, Sabrina, this is 100% on us at the moment because of our bandwidth. We 
run 32 board member board meetings a year and that's been four of us. So 
there's been no capacity to do hiring until recent. So as of June 1st, we finally 
got some extra support. By the 16th, today, we have two more positions in. So 
we're really hoping that the next thing that we're going to do is starting to get 
those positions built. I'll have a bit of an update on that in a moment, we can 
talk about that; what the plan going forward is for this commission. But when 
we work with the governor's office, there are some steps that we need to take 
in terms of vetting to help the governor's office to make that determination. 
And then I am going to turn it over to Tanya - she had brought some of the staff 
information. Sherry, there should be one more slide to go over... Correct. Okay. 
So Tanya, do you want to help me out on this one? 

Tanya: Sure. 

Debra Allen-Ba: Okay. Thank you. 

Tanya: Okay. So right now, in the last two weeks, we've done a little revamping of how 
we are approaching the work versus the phones and the seven staff that we 
have. So right now staff are answering 60% or more of the calls that are coming 
in, which is really great. The last couple weeks have been really great. The plan 
that we've put in place has been working really well. We have around 1,300 
total documents that are in processing. So for paper documents, we're in the 
first week of March; for online applications, we're in the last week of March for 
processing and our reciprocity applications will be caught up this week. We also 
are bringing on a new professional licensing manager to kind of co-supervise 
with the current professional licensing manager, to kind of take the load and be 
more efficient. So things are definitely moving forward. 

Jen: So Tanya, to put that in perspective a little bit, when I hear like 60% of the calls, 
that still feels like not enough, but I know in the weeks prior we were only 
hitting 30%. So we've been continually getting better. And hopefully in the next 
couple weeks, as these new team members that have joined us, get more 



comfortable with our business and answering those calls, that should continue 
to increase. 

Tanya: Definitely! They've come really close to even hitting 70%. So yeah, that is our 
goal, to reduce those hold times, get people the answers that they need. And in 
turn, then also balance that with our processing and it's looking really good. 

Debra Allen-Ba: Did your program increase your phone hours as well, recently? 

Tanya: Yes. We are now nine to four, Monday through Friday. 

Debra Allen-Ba: Okay. So during some of the peak times with the pandemic, those phone hours 
were shortened quite a bit, and that was a real frustration. 

Tanya: Correct. 

Debra Allen-Ba: But it's good to hear that we're getting the capacity to answer the phones all the 
time now, right? 

Tanya: Right. We also have backup staff. If phones start getting role heavy, we have 
backup staff we can bring in to assist and support. 

Debra Allen-Ba: That's wonderful. Thank you for sharing that. So... 

Sabrina Jones-S...: Just to clarify the statistics, so 60% or more of the calls are answered. Meaning 
currently 40%-ish are on hold and the caller hangs up or they leave a message. 
Like what happens with the other 40% of calls that are not being answered? 

Tanya: Well, those are usually what we consider abandoned. That could be someone 
hanging up or someone hanging up and calling back, we are working really hard 
to keep our hold times around 30 minutes, max. So that's when we are bringing 
in support staff so we can get those calls answered. 

Sabrina Jones-S...: So, and I know I'm the commissioner, that's the one pounding this drum, every 
stinkin' meeting, and I can fully appreciate the efforts everyone is making, but I 
will tell you on the user-end of that, that is not the user end experience. When 
we've called in, it's never been a 30 minute hold. It's an hour. It's a two hour 
hold and people are doing it because they just need to reach someone to help 
with renewing a license or whatever. But 30 minutes, I hear that's your goal and 
that's awesome. That should be less, but that's awesome. And you're doing your 
best, but just understand on the user end, it's not anywhere near 30 minutes, 

Julia: Right. So if I can... Oh, sorry, Tanya, if I can step in here. Those numbers are 
averages that the system shows us. We understand that there are times when 
those hold times do increase significantly. And that's where that backup staff is 
coming in, where we're working to pull more people in during those times and 
get through that higher volume of calls. It is new. So we're still kind of working 



on that, but we are hoping to get those averages down, which will, bring those, 
the overall hold times down significantly. 

Tanya: Definitely. Our goal is to aim for well below 30 minutes, that's a lot. So this is 
where we're starting. 

Speaker 1: And last time I called, the hours seem shortened. Like some days are like nine to 
one or something. So it's not like nine to five, they're shortened hours when 
they answer phones. And then how about emails that come in? How's the 
response level for emails? 

Tanya: So we have dedicated staff that are working emails. There is quite a lot of 
emails. So that's something we are working through. We no longer do the 
shortened phone times. Phone times are nine to four, Monday through Friday 
now. We're not doing the all day Monday, shortened Tuesday, Wednesday, off 
Fridays. They're they're nine to four, Monday through Friday. 

Scott: One of the things I just saw in the chat box, but also I think we talked about at 
one of our prior meetings, was having a message come on that says, "You're in 
line, your wait will be 30 minutes or two hours or whatever." So it gives them 
the option to hang up and try later as opposed to sit there and get frustrated. 
Do we have that capacity? Excuse me. 

Julia: I'm not sure that our folks [inaudible 00:36:19]. 

Scott: Send a message or leave a message and we'll get back to you or just something? 
So people aren't just sitting not knowing how long they're going to be sitting on 
the phone. 

Julia: Right, I'm not sure that our system has that capability, the phone system that 
we use. But I will take that to our phone texts and find out if that is something 
that we can add to it. 

Sabrina Jones-S...: With regard to the emails, because what I heard somebody just say is we have 
dedicated staff working on the emails and there's just a lot to go through. 
What's the process? Is there a queue of emails and that dedicated staff is going 
back to the oldest one and starting there? And if so, where are we on that? You 
said you're processing documents 1st of March for paper docs, last week of 
March for online docs, where are we on emails? Are you responding to emails 
going back to March? 

Tanya: Yes, they're going in. There's a lot of duplicates. They're going through sorting 
for duplicates to try to cut those out of the count. And then emails are being 
addressed, and I know we're in March and April for those. And a lot of times 
staff is finding that when they get to an email, it's been resolved, the renewal's 
been processed, things like that. 



Sabrina Jones-S...: So what is the department of licensing's perspective on this? So if I'm trying to 
renew a license and I'm struggling with fingerprints and I will say this, that for 
lots of my folks that are getting a license or renewing a license, some things do 
seem to be going more smoothly. So I do want to preface all of my, what sound 
to be hypercritical, comments by saying some things do seem to be working 
better. So yay! Right? Some things do seem to be working more smoothly. 

Sabrina Jones-S...: However, when we are still having hiccups, whether it's the fingerprints being 
received or whatever, what is the department's perspective on someone? Like I 
literally had an agent that was completely freaked out; a broker completely 
freaked out because by his own admission, he got to getting his fingerprints 
done a little bit late, he got them done prior to his renewal, but they weren't 
getting submitted. They got caught up in the glitchiness or whatever. He was 
totally freaked out about practicing after his license had officially expired. I hope 
this is okay, I told him, "Don't worry, we understand there's still glitches. You're 
not going to get in trouble." Is that still the departments... Is there still some 
grace being extended there? At what point is grace no longer extended? Do you 
understand what I'm asking? 

Julia: Yes. And yes, we will always extend grace when a customer has made the 
attempt to renew their license, to get their fingerprints, and the slowdown is on 
our side. That's something that I will always provide, that grace to people. To let 
you know, one of the ways that we are working on that as well, is that our team 
is being trained to process the fingerprints. The process is being changed. So 
more people are being able to process those fingerprints and stop that 
bottleneck there. So we are moving forward with that as well. We should see 
that issue start to lessen as well. 

Sabrina Jones-S...: It's just very odd to me because like with that particular licensee, he was 
renewing, he went and got his fingerprints done and we were a full two and a 
half weeks before we could get those fingerprints processed. But then I had a 
new licensee that they were processed within two days. So sometimes it doesn't 
seem like there's a lot of rhyme or reason as to why a particular set of 
fingerprints gets caught up. 

Julia: Right. And that's part of the reason that we're changing this process. We did 
have one person that was processing all of the fingerprints and that's a large 
workload each day. So being able to spread that out and sometimes it's that the 
person that got their fingerprints processed, they got through on the phones. So 
we were able to look them up in that moment, get the fingerprints processed. 
So, that can be why there was that discrepancy. So that's why we're increasing 
the team that will process these fingerprints. So that should, like I said, drop 
that issue down. 

Jen: One of the things we've talked about it in previous commission meetings and 
there's been several things that have happened; we implemented a new system, 
we dealt with dealing with it all virtually, this team size, like we all shared with 
you, was really small for the real estate team in the previous system. And we 



found that isn't supporting enough of our customers. And so we've almost 
doubled the size of our real estate licensing team to help us answer phones, 
process applications. One of the things that wasn't happening in solar was this 
fingerprint, this fingerprint issue wasn't... You could renew without your 
fingerprints being current, which wasn't okay that got fixed in the new system. 

Jen: And so, as we are trying to work through, there are several things kind of all 
happening at the same time. So we are adding additional staff, we are working 
on some additional training that can go out. I know there was some training that 
went out with the firms a couple of weeks ago. We're waiting to see if that was 
actually helpful, if there's additional training we need to do there. And right now 
this, out of our 40 professions that we have, this is the profession that we're 
spending the majority of our focus on, trying to help our licensees get through 
the system, because our other professions aren't having the same problems. So 
we are recognizing where our pain points are and we're working to try to turn 
the ship, but getting new folks hired and trained so that they can actually be 
helpful is also part of the process. I think we've had our new team members on 
for a couple weeks. Isn't that right, Julia? And now they're on the phones 
answering, helping respond to emails and process applications as well. 

Julia: Yes, that is right. We've brought on another an additional person, we've brought 
on two people, they've really come up to speed quickly. And our newest person, 
as Jen said, she's been with us two weeks. She is answering phones and doing 
awesome as well, which is leading to that drop in abandoned call rates and the 
training that Jen mentioned. I actually just learned this morning, we got some 
feedback. 

Julia: So one of our internal trainers worked with the Washington Association of 
Realtors and provided an online training for a, what's the word I'm looking, for 
navigating the portal and applying for license, linking licenses, all of that. We 
had about 75 attendees in that training and the results of the survey that we got 
back, 75% of them found that helpful, on that training helpful. So, that's 
something we'll be looking into, how can we provide that to a larger audience 
so that people don't have to wait on the call to ask us how to navigate that 
system. We can give them the tools so that they can get through that quicker 
and not have that wait time for us. And we're looking at other trainings that we 
could put out there to help as well. 

Scott: It seems like a lot of this is a manpower issue and budget related manpower 
issue. Have we looked at other solutions? Somebody just popped up in the chat 
room about maybe the [inaudible 00:44:46] could help or what if we have had 
volunteers come in and train from the license? There's got to be a way to get 
more manpower; student interns, perhaps? If we can't afford to budget them, 
we need more bodies working on this or we're never going to catch up because 
every time we get the March ones done all the new people from June and July 
and August are rolling into the system. And we're never going to catch up with 
this thing. 



Jen: There's a couple approaches that we are taking in Scott. There is some technical 
stuff that we need to get taken care of in the system to make things work a little 
bit smoother. And then there is the manpower part and we're kind of taking it 
from two different angles. We've got to fix some of these things because I can't 
just keep adding staff and needing more people. So there's part of that is us 
looking at some of the technical debt that we need to take care of or technical 
changes we need to take care of, what we've learned with implementation. 

Jen: The other part is, we onboarded some team members during the pandemic 
when we were working from home. So they learned their job remotely. We've 
brought them into the office, we've done some enhanced training, so we're 
moving our team members into the office, making sure that we're giving out 
accurate information. We understand how our phone queues work, all kinds of 
different changes have happened with our team in the last two years. And part 
of it's bringing them back in, helping them make sure that they're using their 
tools correctly, understand what the data is showing us, understanding the 
impact that they're having on our customers when we're not being able to take 
care of them like we need to. So I do think that there's a couple of approaches 
of around our technology and manpower. And we are tackling them from both 
sides. 

Speaker 1: Okay. Jen, I totally agree, right. Because they're having problems and that's why 
they're calling, right. And it may be the same issue over and over again. So how 
much progress are you making in solving those technical glitches and things that 
people keep calling over and over about? 

Jen: Well, I think there's a couple, and there's a couple of them that are outside of 
our scope, right? There are some saw issues that have been taking place. We're 
meeting with WaTech on that because that's a state issue. We can't solve all of 
those problems, but Mike is very involved with some of the state effort that's 
going on there and sharing the concerns and the problems that our customers 
are having using it. So that's one part of it. The other part is we've realized 
there's themes when people call in what they're having problems with. And so 
looking at how can we... Is there training? Are there short videos we can do? 
How can we help the industry be able to resolve some of this on their own? Or 
is there something with our system that we need to make it change to make it 
easier? 

Jen: So the training of the firms was one of the things that came forward, the 
Realtors' Association asked us to help them with that. And we did, we sat down 
with the firms because they were saying, "If you can help us answer some of 
these simple questions, we can help you." And so that was kind of one of our 
first steps. We're evaluating that feedback that we got. But there's also, my 
understanding is there is a plan for a listening session with our licensees to get a 
little bit more feedback, to make sure that whatever efforts we're putting 
forward are actually the efforts that are going to give us the biggest thing for 
our buck. Because we do need to make sure that we kind of hit it from several 
different areas. And Julia, I don't know if you have... I'm sorry, Sabrina, I don't 



know, Julia, if you know, off the top of your head, some of those themes that 
we've been talking about? Of what we're seeing from the customers calling in? 

Julia: Yeah. So some of the things that we see a lot of times, it's an issue with getting 
through saw. That's just the nature of it, linking their license is sometimes an 
issue. And some of these things, like there's what we call the cart issue. So once 
someone gets to their cart, they go to pay and it kind of disappears and they 
have to call us, we have to redo the fees into the cart. That one is sometimes as 
simple as the person had a popup blocker on their internet browser. And that 
caused the issue. But because of that, we have to fix that. 

Julia: So that's something that I believe they are looking into the issues with PSI and 
the exam results that is being worked. That will be, once that's kind of settled 
down, that will be a huge impact to the calls that are coming in and the issues 
that customers are having. And I know there's several others that they're 
working on, top of my head, I am not bringing them to mind, but I can send that 
out to the commissioners. I can kind of gather that and send that out. 

PART 2 OF 4 ENDS [00:50:04] 

Julia: To the commissioners, I can kind of gather that and send that out. 

Sabrina Jones-S...: Jen, Sherry, spot on. Spot on. Some of the issues are technical glitches with the 
system, and so you've got to work at it from that angle, right? But some of the 
issues are, frankly, you call them customers, right? You've got folks in the 
industry who are going to struggle. And the sad part of that is some of those 
folks are folks who have been in the industry for a very long time and they try to 
get in and I call it running the gauntlet. To be candid, I tell my, licensees 
renewing or new licensees, you're going to have to run the SAW DOL gauntlet to 
get your license. And some of our seasoned folks, they just can't do it, and 
they're abandoning their license. And I find that to be incredibly sad. 

Sabrina Jones-S...: I keep seeing this comment come in the remarks, in the chat. And I can 
appreciate this comment, that we're coming at it from the technical, fixing the 
glitches. Got to do that, appreciate that. But there really, and I don't know how 
you manage this, but there does need to be this kind of surge of manpower to 
deal with this backlog. And I'm hearing you say that you've doubled the staff. 
And I think that's what we need. 

Sabrina Jones-S...: And maybe it's tripled, and I understand there's budgetary concerns, but that's 
what needs to happen. Right? We need the surge of customer service to deal 
with the backlog going back to March. Once we get on top of it, you must have a 
sense that as we work on technical, and we work on the backlog, that we'll be 
able to stay on top of it and then pare back, right? Because I know a lot of the 
issues that I'm calling in on are not things that we can fix. It's not the customer 
struggling with, it is literally I need someone over there to punch a couple 
buttons. And man, that's frustrating. And that is simply customer support. And 



so, I'm glad to hear you're recognizing that, but if we could just somehow 
manage to get on top of this backlog, I think life will just get a whole lot better 
for everyone. 

Jen: Yeah, I completely agree. And it's extremely challenging on the space that we sit 
in. Because on top of it, we have current team members on this team, it's a 
relatively small team, that have have health issues they're dealing with too. So 
we've got some people not showing up on a regular basis because they need to 
take care of themselves. 

Jen: We've hired new folks, got to train them. It doesn't just happen overnight. It 
takes us a couple of weeks to be able to get them to where they're being able to 
answer the most general calls and feel comfortable in the system. And then it 
still continues to take time, as you all know when you bring on new team 
members into your profession as well. And then quite frankly, the candidates. 
We just finished a recruitment when this last group of individuals was hired. We 
brought on, I think, six customer service specialists across the division, and we 
exhausted the entire certification that we had of eligible employees. Right? 

Jen: And so, we still are recruiting. And we're doing our best to continue to keep 
ahead of anybody leaving us. But we have retirements that are going to be 
coming up too in the area. And so, it makes things really challenging for sure. 
And we're working as hard as we can. I know it doesn't feel like that. I meet with 
Julia and Mike probably two to three times a week. They get tired of seeing me, 
trying to figure out, "Where are we? How are we improving this? What have we 
tried? Are we seeing a difference?" And in the last week is the first time in 
several weeks that we've actually seen our customers, us being able to reach 
more customers, us process more work. We're starting to see it feel better. It 
doesn't look better on this data. It's not acceptable data. But it doesn't mean 
we're stopping what we're doing. We still have more work to do. 

Sabrina Jones-S...: Yeah. And I just want to be so clear, because I can just imagine the intense 
pressure that the staff is under. And I just want to be so clear that I appreciate 
everything that you guys are doing, because I know you're working your tushes 
off. I wish there was a magic wand, right? That we could wave and get you 
triple, quadruple the staff to have this, I love this term, surge of customer 
service to deal with this backlog. So just keep at it, keep doing what you can do. 
I totally get you're dealing with staffing shortages, just like everybody else is in 
the world. Just keep working at it because yeah, we've got people six weeks out 
and they are still waiting to license. And, eh, it's just a problem. 

Jen: Absolutely. And it is, like I said earlier, it is the number one thing that we're 
working on with this licensing team and this profession. Our other professions 
we've been able to keep up with, and so there's been the whole focus on, how 
do we turn this around? How do we get these customers served? How do we 
help them get to where they can move on with their profession? 



Jen: Thank you, Julia and Tanya for bringing this information forward. And we will 
continue to bring it forward to the commission meetings, and we'll continue to 
report out where we are and what we're working on. Okay, our next agenda 
item is 5.2, and Bill and Kathy are going to share with us the investigation audit 
side of the house work. 

Bill Dutra: Thank you, Jen. Hi again, my name is Bill Dutra, I'm with the Department of 
Licensing obviously. I'm the assistant administrator, excuse me, for the 
centralized investigations and audits unit, also in complaint intake. As you all 
seen, the department has gone through an alignment. And all of the 
department investigations, audits, inspections, complaint intake processes, 
which covers a little bit more than 39 professions, is all housed within one unit 
now. Kathy Negley is the administrator, I'm the assistant administrator. One of 
the things I want to make clear to this industry is that this does not change the 
level of service for the audits and the investigations. We have not created and 
we are not creating an entire group of investigators that are quote unquote 
"generalists." The same subject matter experts that have always worked in this 
industry are continuing to work in this industry. The same audit teams are still 
there, the same investigation teams are still there. 

Bill Dutra: We find that this alignment will be very supportive to the industry, but also to 
our employees to get through the work that they need to get through. I'm 
excited to be back working with the real estate program. I recognize a lot of the 
names on the list here. I spent the first 25 years of my career with the 
department in the real estate program. So now I've come back working with 
them again. So I am looking forward to working with this commission and with 
the industry as a whole. I do have a great opportunity right now to introduce my 
boss, which is Kathy Negley, or Katherine Negley. And also the investigations 
manager over the real estate programs, Melissa Kershner are with us on the call 
today as well. 

Katherine Negle...: Good morning. Thank you very much. Like Bill said, we're here to support you 
and be able to give you those resources. You're not going to see the change as 
far as the people that were dedicated to helping you out as well. The great thing 
is that with all the investigators falling under one umbrella, we can use a lot of 
tools and be able to use the knowledge from other investigation teams to be 
able to enhance what we currently are doing, and to be able to support you 
even more. So thank you very much for allowing us to meet with you today. I 
really look forward to our journey and getting to know each one of you. And 
with that said, would like to have Melissa introduce herself to you, so you know 
who she is as well. 

Melissa Kirshne...: Thank you, Kathy. Hello everyone. Melissa Kershner, the investigations 
manager. I'll just echo what everyone else said, it's a pleasure to be here today 
and see those of you that I can see. And it is been a very good experience 
bringing everyone together. And I know that being able to fully round out our 
teams and be able to serve you the best has been amazing, too. So that's, all I 
have to say, just want to say hello. 



Sabrina Jones-S...: Can I just ask of the CIAU, ooh. That should be a show on TV. Right? Sounds very 
cool. Can I just ask how the remote audit scenario is working in the real estate 
division? 

Bill Dutra: Certainly. I can step into that space, Sabrina. In many areas, we're finding it very 
well with some of our firms that are more set up technology-wise to work with 
our remote audits. We are working with our CIO. The department CIO is to kind 
of create some different avenues and areas in which submitting information 
back and forth will be easier, quicker, more secure. So we will continue to do 
remote audits, but we're also still going to be out in the field as well. We're 
looking at things as more of a hybrid approach to what we're doing. 
Investigations for years have, have always been sort of a hybrid. We didn't 
always go out in the field for an investigation. Audits we're changing a little bit. 
We're trying to come back to look at more again, is working with our brand new 
firms and new designated brokers as quickly as possible to give them some 
technical assistance and advice that can be done either remotely or that can be 
done in person. That'll kind of depend on the licensing of the customer. 

Sabrina Jones-S...: Thank you. And welcome back, Bill. It's good to see you again. 

Bill Dutra: Yep. I recognized your name and I was like, "Well, Sabrina's still there. I know 
she's going to ask me lots of really difficult questions." So... 

Sabrina Jones-S...: Nothing's changed. And I'll giggle because I want to say that we had the same 
conversation when you were here last time, but I did have some, and just 
insight for you, I had a designator broker call me, they were audited. And his 
question was "Boy, have you been audited recently? And if you have, did they 
look for this?" And at the time I don't even remember. I think it was, the auditor 
was looking for email communication that the listing broker had emailed the 
earnest money deposit to their seller. Right? He said, "I've never in an audit 
before," this is a long time broker, "I've never had them ask for that. They asked 
for that." And so it brought back for me the conversations we had years ago 
about, from auditor to auditor, there doesn't seem to be a checklist. 

Sabrina Jones-S...: Do you remember we talked about that years ago, that wouldn't it handy be as 
a designated broker if I had a real strong audit checklist? Like, these are the 
things that every department of licensing auditor is going to come in and look 
for. We're going to be looking for this and this and this and this and this on your 
pending files, we're going to be looking for this and this and this and this in your 
license audit. And it just brought that back for me. And again, I remember we 
had that conversation before. I don't remember if that comprehensive audit 
checklist ever came out. I absolutely believe that the purpose of the audit is to 
educate and help our designated brokers bring the bar up to meet DOL 
compliance. And it's not about punishment, but it is a little bit of a, "I wish I 
would've known they would've been looking for that. That would've been an 
easy thing." Anyway so, for whatever that's worth. Not to add more work to 
your plate, but that audit checklist would be awesome. 



Bill Dutra: That's not a problem Sabrina, and we did talk about it. And last time we talked 
about it was the last time I was with the program, was probably early '19. No, 
that's not a problem. I can tell you is that our auditors do look, they do have 
internal documents that we use that are attached to the player system of what 
we're looking for. Sometimes when we're looking for something, we ask 
something out of the ordinary, we're also looking at trends. We're also looking 
at trends. So a lot of our investigations and a lot of our audits, that's how they 
develop some of our trends of what we're looking for. As many of you know 
that were in the business during that weird time when the market was great, 
and then it sort of bottomed out there, back in '08, '09, '10 things of that nature, 
we started looking at different things with our audits and our investigations, 
depending on what those trends were. 

Bill Dutra: So we look at those trends, we try to figure out what designated brokers are, so 
that we can kind of kind of keep enhancing that. We can work on something, we 
can get something out, and here's the basics, here's the generals that we're 
looking for, depending on what type of firm that you have. Obviously it's a little 
different if you have a really large firm that has property management and a 
large trust account, versus a firm that does not operate with trust accounts. 
That's something that we can continue to look at and work on, and get 
something out. That's something that we would like to look at when we try to 
go back and be more robust with working with new firms and saying, "These are 
the most common things that we see when we go out and do an audit, these 
are the things that you need to remember." 

Bill Dutra: It would be really difficult, and I'm going to be very honest with you, you know 
this as well as I do, is to say, "These are the things that you have to have," and 
make a checklist that involves every aspect of three different licensing 
regulations, three different RCWs. So we're trying to look at some of the most 
common issues and problems that our brokers and our firms face today. But 
we'll continue to work on that. I think we can get something done and look at 
that. Melissa, Kathy, and I will work with our other manager and our audit staff. 
And we can report back at a later date where we're at on that. 

Sabrina Jones-S...: Yeah, that'd be awesome. I mean, it sounds like you're saying the auditors 
themselves have an internal audit checklist. If that's something that could be 
shared, that might be a great starting point to say, when an auditor comes to 
your office, "This is what they're looking for. If you do property management, 
they're also looking for this. If you maintain a trust account, they're also looking 
for this." If you've got an internal, again, I'm not trying to create more work, but 
if there's a checklist, sometimes it feels like, and someone said it in the chat, it 
feels like it's a "gotcha." Right? "Oh, I'm looking for something that no other 
auditor has ever asked me for." And it's not necessarily in the WAX or the RCW. 
So it's just a little confusing in that audit space to say, "Gosh, I've never had 
anyone ask me for that. Not that I think it's a bad idea or I'm not willing, but why 
are you asking me for that when the last auditor didn't?" 



Bill Dutra: Certainly. No, I definitely understand. We will continue to look at this. We'll look 
at some different options and we can report back to the commission. 

Katherine Negle...: So just one thing that I'd like to add to that is, the great thing about having this 
team is we're dedicated to trying to help our customers and agencies be 
successful. So what tools can we do to help them be, and set them up for 
success? So, as we move through this new phase of in-person and virtual 
environments, our goal is to try to set people up for success. Give them the 
tools, give them some education. So we are looking at different avenues of 
being able to support that in every one of our professions on the investigation 
and audit side as well. So that is our purpose in everything that we do. As we 
look at mainstreaming any of our processes or looking at investigations, that is 
always in the front of our mind, is making sure that we're looking at, "How do 
we help people be successful?" 

Bill Dutra: [inaudible 01:07:02] And I think Jen, I don't think we have any other questions. I 
think this will be back to you. 

Jen: Okay, great. UPS decided to drive by, so I had some dogs barking. Sorry about 
that. So our next agenda item is an opportunity for us to say thank you to one of 
our commissioners that's going to be leaving us. So Deb, will you help me out 
here? 

Debra Allen-Ba: I will. Thanks, and good to hear from your dogs, Jen. So I want to share with the 
commissioners that Scott Coombs has let us know that he will be retiring at the 
end of this month, and this will be his last commission meeting with us. We 
really want to thank Scott for all of his work on this commission, and for 
particularly being on this commission during a really trying period of time. I 
think Scott only got to participate in one in-person meeting in the almost three 
years Scott was appointed to the commission. I think your first commission 
meeting was September 26th, 2019. 

Scott: Correct. 

Debra Allen-Ba: Yeah, so this has been a really challenging time for you to be on this 
commission. Some of the things that we've really relied on you for, Scott, have 
been helping with the commercial core curriculum and the revamping of that, 
and particular thanks from Tim Allen, who appreciated working with you. 

Debra Allen-Ba: And from the rest of us at DOL, we've really enjoyed your time on the 
commission. I'm sorry that you aren't going to be able to continue and fulfill the 
rest of your appointment, but at the same time, we 100% understand the need 
to travel and explore and relax after the last couple of years. So, thank you. And 
I have some things to share about our plan for going forward to having that 
vacancy filled. But I'll share that after opening it up, if any of the other 
commissioners would like to say something. 



Scott: Well, Deb, thank you. I'll say something. Just so everybody knows, I'm not 
leaving the commission because I don't want to be on the commission. I'm 
leaving the industry, I am retiring completely. I gave notice here in March that 
June 30th, about my last day. And when I first signed onto the commission, I 
certainly intended to work another 10 years, but over the last couple two years, 
my perspective has changed, and I decided it's time to do other things with my 
life. And so I'm resigning all the boards that I'm on, and will be spending less 
time in this market and hopefully more time elsewhere. So I have enjoyed 
working with all of you. I think the most interesting part that I've learned is all 
the input from the public sector, because there's so much good input out there. 

Scott: There's so much interest in making us a better industry. And I think that's 
fantastic. I would just leave a couple thoughts. One is, and I mentioned this last 
meeting, I really encourage, I know we don't want to do totally in-person 'cause 
we lose potential for a lot of that input. But if we can do hybrid or some 
combination thereof, I think in-person meetings are so beneficial from a, just 
ensuring things get done after the meeting ends, right? I mean, there's times to 
talk after meetings or before meetings or whatever. And then the second thing I 
guess I'd really encourage is that whoever's appointed to these commissioned 
vacancies, I know we have several, is to keep the commercial sector of our 
industry engaged. Because there's so much, and we're only 4,500 plus or minus 
commercial practitioners in the state versus 35,000 licensees. 

Scott: So I know it's a smaller section, but a lot of the stuff that we're discussing here, 
like love letters or, naming, team names, managing brokers for teams, things 
like that. They don't really relate to our side of the business. And I really think 
it's important not to lay on processes and procedures across the board, if we 
can avoid doing that in areas that it's not beneficial and impact might be 
detrimental. So I hope the next, whoever's selected for my role or the other 
vacancies, there is commercial perspective represented. 

Sherry: Well, thank you, Scott. You know, we've really enjoyed having your thoughtful 
perspective on the commission, and we're really going to miss you. But I'm sure 
you have some great plans ahead of you made, so good luck to you. 

Scott: Thank you, Sherry. 

Sabrina Jones-S...: Yep. Ditto, what they said. Great having you on the commission, and you will 
definitely be missed. Enjoy retirement. I can't say I'm just a little bit jealous. 

Scott: Yes. I'm looking forward to that, but thank you Sabrina. 

Ruth: I'm sorry I didn't get to meet you in-person, but thank you for all you have done. 
This is Ruth. 



Scott: Thank you, Ruth. I do appreciate it. Yeah in-person meetings, our interaction 
with humans is what makes this business so fun. And I do think we missed a 
little of that over the last couple years. 

Debra Allen-Ba: Well- 

Sabrina Jones-S...: Along those lines, is there a plan to return to an in-person, hybrid meeting at 
any point? 

Debra Allen-Ba: Yes and no. It will not be the same as we used to do. And there were some 
comments about, we have had better participation for all of our boards and 
commissions by having it virtually. We do recognize that we miss out on some of 
the human interactions by not being in-person. But going forward, we're going 
to have to find a way so that we can do a hybrid approach where, where we can 
have both in-person and virtual, because we do get that participation. I think 
that it's really important that the public is able to attend these meetings and to 
watch the business of the commission. I think it's also really important to 
remember that this is a commission meeting, and first and foremost, it's the 
business of the commission that's happening here. This is the same with all of 
our boards. 

Debra Allen-Ba: One of the things that our functional alignment has done is it's actually opened 
us up to understanding a lot more about how it is to run a successful board or 
commission meeting, and to try and bring those in line. And I think we've talked 
a lot about it with this group about trying to explain why you're seeing a 
difference in how we present an agenda to you. You're seeing a difference in 
how a real estate packet is showing up. And what you're seeing and what you 
can expect to see, that cadence of meetings, those are going to start to become 
more aligned as our division becomes more aligned, so that we are more 
successful in that arena, in how we conduct the business of the commission. 

Debra Allen-Ba: I hope that helps to explain a little bit, but part of that is to find out how we can 
safely and successfully run all of our board and commission meetings in a hybrid 
situation. We're not there yet, we're still working on the technology piece of 
that. So, more to come. It won't be in 2022, but hopefully in 2023 we will see 
that. And then maybe Scott, you'll be able to come as a participant from 
whatever wonderful islands you're retiring from, and enjoy that virtual 
participation as well. But we appreciate it. 

Scott: Thanks, Deb. 

Debra Allen-Ba: I'm going to follow up really quickly, before it leaves my mind. We have already 
reached out to the governor's office and let them know about Scott's 
resignation, or retirement from this commission. 
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Debra Allen-Ba: -resignation or retirement from this commission. We've also asked that they pay 
particular attention to finding another commercial broker to fulfill that position 
because we do have that need. And so we're working with some of our industry 
partners to see if they have anyone that they can encourage to reach out to the 
Governor's office. So I would like to say that we will have somebody on this 
commission to finish out Scott's appointment by the next meeting, but things 
work really slowly. So I'll let you know, at that meeting, if I'm introducing a new 
commissioner or if we're in the works. 

Sabrina Jones-S...: And along those lines, we have two other positions to fill, right? Where are we 
in that process? Is that still an agenda item? 

Debra Allen-Ba: That is still an agenda item. I think it is. I'm looking at the agenda right now. 
We're going to do those separately because those are different criteria for those 
two positions. One is to fill Kiyoko's position. That one actually has been almost 
a year vacant in August. And then Jess's vacancy will be a vacancy starting in 
August of this year. So those two positions, we will be working with the 
Governor's Office. We've already had a meeting to talk about strategies for 
what we'd like to do going forward. We'll probably send out another 
announcement here pretty soon to ask for anyone who's interested to apply to 
the Governor's Office. And then we will work on actually doing an active 
recruitment for that one. 

Sabrina Jones-S...: And along those lines are those two then going to be Western Washington 
Licensees. Are they at-large? Are they regional or- 

Debra Allen-Ba: Kiyoko's position is a Western Washington and Justice Position was an at-large 
position. 

Sabrina Jones-S...: Okay. Super. 

Jen Clawson: Well, thank you, Deb. And, and thank you Scott, for your time on the 
commission. I know I've enjoyed working with you as well. Let's move on to our 
other business. Item number 6. So 6.1, the commissioner topics. Does anybody 
have any topics that they'd like to discuss? 

Sabrina Jones-S...: This is just one little tweaky thing in the Polaris System. So when it first 
launched and I would go to invite a new licensee to join my firm, I would type in 
their license number and it would bring up a window that it would give me their 
name so that I would know I'm inviting the right person. Now, when I go in to 
invite a licensee and I type in their number and Mike clarified for me, this child 
license number. Now I understand child and parent. As the firm, I'm the parent 
and they're the child license. I type in their license type broker I type in their 
number. And then I think I choose broker again or something. Anyway, it 
doesn't pull up their name. There's no place on that screen that I get their 
name. 



Sabrina Jones-S...: I actually just have to click submit. And then I get an email that says you've 
invited John Doe, license number 123456. I think it would be handy to bring that 
back. That when you're typing in that license number, you know you're getting 
the right person, you're inviting the right person. Because one transposed 
number and you could be sending an invitation. Because once you click, yes, 
that invitation goes out. And you fat finger a number and you could literally be 
inviting someone you didn't intend to invite. So that fail safe of seeing the actual 
name that's associated with that license number went away when that change 
happened. I don't know, like about four months ago. So that was just a little 
thing that I am noticing. Does that make sense? Did I describe that sufficiently? 

Jen Clawson: I think so. I was going to see if Julia, oh, there she is, was still on the call. 

Julia: I'm still here. Yeah. I'm actually checking on that to see if that could be 
something that when we had to take the system down and bring it back up that 
maybe that didn't get switched. So I'm checking on that and we'll get that 
figured out. Because I agree it would be easy to transpose and then difficult. So 
you don't know that you've just invited Sarah instead of John to your firm. 

Sabrina Jones-S...: I suppose there's a way to go back and undo that. But that would seem silly. 
Cause now all of a sudden Sarah's gotten an email invitation to join your firm 
and she's like, what? 

Julia: Yeah. 

Sabrina Jones-S...: I don't want to go there. 

Julia: Or did I get fired and not know it. 

Sabrina Jones-S...: Right, right. 

Jen Clawson: Right. So Sherry, can we get that put on as an action item so that we can bring 
that back next commission meeting and let everyone know what we found out. 

Sabrina Jones-S...: Or just fix it and I'll know what's fixed next time I go and invite someone. 

Jen Clawson: There's that too. Okay. Are there any other topics? 

Jen Clawson: Okay, well we'll move on to item 6.2 action items from this meeting. So Sherry, 
can you share with us what action items you captured? 

Sherry: Yes. Thank you. So the first one I have is, well, I think Julia's going to check on 
the phone options for like messaging. And then I have with the CIA unit checking 
on getting an audit checklist available. And then the last one I got Jan, I didn't 
capture that action item. So, 



Sabrina Jones-S...: Oh, which I would shorten it to say auto populate licensee name when inputting 
license number and inviting to firm. 

Sherry: Auto population. 

Sabrina Jones-S...: Licensee name when input license number 

Sherry: Got you. 

Sabrina Jones-S...: When inviting to firm to join firm. 

Scott: Sherry. The other one that we had talked about earlier was the fair housing 
issue. When commissioners get a call or an email asking for help, if we can find a 
list of resources, we can point them to. So we don't just say, I can't help. You 
don't know, or we send them to your office, which isn't probably what you 
wanted either. 

Sherry: Thank you, Scott. I got part of that, but I didn't get it all. I apologize for that. 
Thank you for clarifying. And that's all I got for the action items and then onto 
the agenda ones, we're going to bring back to talk about the PSI. Wasn't that 
what it was the report out. That was going to be the agenda item to update on 
that. That's all. 

Sabrina Jones-S...: I would really hope and like to see the budget being brought up. 

Sherry: Yeah. That'll be back on. Definitely. That's my action item. It'll be on there from 
last time. It'll be on the agenda. That's it. 

Jen Clawson: Okay. Thank you Sherry. So now we move on to our public comment part of the 
agenda. So this is an opportunity for our commissioners to receive comments 
from the public. The commissioners will not be able to address comments at 
this time, but individual comments. We limited to three minutes. If you'd like to 
make a comment, please unmute yourself, turn your camera on. You can state 
your name and share your comment with the commission. 

Sherry: Okay, so we'll start with Natalie. 

Natalie D.: Good morning. My name is Natalie Danielson. I own professional direction 
known as clockhours.com real estate school. And I want to bring up that there's 
some serious issues with the PSI and AMP testing company and that there's only 
a 30% pass rate. And like your agenda said that this is an issue brought up in 
March. I've brought it up in every commission meeting that I've been to, which I 
think is about 95% of the meetings for the past four plus years. So it's not a new 
item I'm concerned because none of the questions get answered and it just 
keeps going on. You can look back at the agendas. So I'm really concerned about 
that and that I would like to make a list of questions that we need to answer. 



Because you're having this listening session. For example, the statistics from PSI, 
they're not out. 

Natalie D.: And so I need to know who to email that to supposedly somebody named Tanya 
or something is in charge and taking over or something like that. So it would be 
helpful to know who to email and that something gets done and that you listen 
to the people that are having the problems. So I'm really serious about that. I 
think that there's something wrong with their algorithm. If you look at, when 
people take the test, people are taking it like 20 times. If you look at the people 
that take the test and you look at a spreadsheet of their scores, there's 
something wrong. And I think there's something wrong with their algorithm and 
it's really hard to get scheduled. So we've been talking about customer service 
on the phone with DOL. Well, PSI is just as bad. And then to top it off, they keep 
losing the agent's scores, their test scores. They go to take the test. They're not 
given part of the test or half of the test. They're given a Vermont test. There's 
serious problems with people trying to take the test and there's no customer 
service with them. So managing brokers must be dealt with and not just keep 
putting it off to the next commission meeting. Let's be done with it. 

Natalie D.: Now, maybe the motivation is the money that the department of licensing is 
making. If an agent pays $210, it went up, to take the test and now they're 
taking it. 4, 5, 6 times agents are spending thousands of dollars on that test. We 
need to see the statistics. How many people are we taking? How much money 
the DOL and AMP is making, because maybe that's a reason that this just gets 
kept putting off. I think it's got to be looked into by the government, maybe 
beyond the department of licensing because it's been not being dealt with 
number two. 

Natalie D.: I think that we have a serious problem with communication. It all sounds really 
good here, except when you listen to those phone discussions, but we have a 
serious problem with communication. Like it's no big deal that 40% of the calls 
go away. And the 60% that get answer were probably on the phone for two 
hours. It's like listening to a teenager's excuse. There's no budget, there's no 
disciplinary action. There's no trends nothing to tell the industry what's 
happening in that regards. And there's no statistics. The Asia brokers not good 
enough statistic. We're putting up there on the screen is the only statistic I am 
concerned about. I want to ask Tim, if you want to look at what you wrote about 
the email, I didn't know that it seems different that any, everybody who was 
supposed to renew June, July, or August, got an email saying that they didn't 
have to take care of housing until their June, 2024 renewal. I think there's a 
problem on that. So maybe there's something I don't know. And I don't think I 
got that list served on thing. 

Natalie D.: And then the last thing is the biggest scam happening right now. It's on TV. I 
can't believe nobody even mentioned it. Supposedly the department of 
licensing investigations is supposed to be looking into it. It's a scam where home 
options is offering people. Let's say you own a house and you have equity in 
your house. You just go online, you type in your address of your house and 



information. They will send you a check for up to $2,000 in return for you 
signing a listing agreement that has no ending. And if you do list with someone 
else any time until you die, if you list with someone else, you owe 6% of the 
market value of your house to this company. 

Natalie D.: So it's an unending listing agreement that people cannot sell their house. 
They're basically buying borrowing money to sign a contract. If they die, their 
estate is tied to that contract for the next. And if they don't comply with the 
contract or something in 60 days, they owe this company a penalty or 
something for not signing the contract. So I know that Bob Ferguson is supposed 
to be looking into it. Our attorney General's office. I know that there's a state 
Senator looking into it and why wasn't it brought up today? It's been on TV 
twice and I'm concerned that you're just avoiding it. And this is the real estate 
commission meeting. I mean, it's been on TV. So supposedly you're involved in 
it. I would say that at the next commission meeting, you have a good report on 
that and what's happening and how they got a real estate license. And if there's 
anything that can be done from the licensing division, there you go. 

Sherry: Thank you, Natalie. 

Natalie D.: Has anybody heard of it? 

Sherry: Wow. Thank you, Natalie. So the next person is Shelly Schmidtz. 

Shelly: Thank you. I just two quick things, one for PSI. I don't know if you are aware. 
And so when you have your meeting with them, if you could ask them how they 
are handling testing in Southwest Washington, because the building that they 
had, their testing site in burnt down, and this happened a couple weeks ago, 
they were moving people over to Portland just across the river. But I don't know 
if that's going to slow things down because you know, they can only have so 
many people at a time test. But if that is something you could put on your radar, 
when you talk to them just in case you weren't aware of it. 

Shelly: And then my other thing is in regards to SA or Polaris, I don't know what to call 
it, but when you go in, we there's the export button for firms and then you can, 
you know, export all your people into an Excel spreadsheet. And then you can 
sort by expiration date that went away when the system went down, the button 
is there, but the export feature isn't really working properly. This had been 
mentioned in that firm class that we did with DOL, but I noticed that it still isn't 
up and running. 

Shelly: If you're a smaller firm, it's probably easy to look at your people and kind of see 
whose expiration is coming up. If you are a larger firm, it's impossible. And, and 
it might be helpful when firms, the ones that do let their people know in 
advance, Hey, your license is about to expire. It actually may help DOL because 
then you're not getting the panic calls because they just realize by fluke that 
their license either has expired or is going to expire in two days when they're 



scrambling, I always did a 90, 60, 30 day notice to my people, but I haven't been 
able to do that since January. And so I just kind of wanted to see if that's a 
feature that could come back up because I do believe, I think it would, it would 
help. DOL also, that's really all. I had just two easy little things. 

Jen Clawson: So Shelly just really quickly, the last part that you brought up, we're hoping to 
have that backup in July. We've been looking, we needed to do a little bit more 
health assessment work on our system to make sure before we opened that last 
part, that we were good to go. And that just, we just got the report out last 
week. Our goal is to have that backup and running by July one. 

Shelly: Oh, you just made my year. Thank you. I'm from a large firm and it's been a 
challenge. 

Jen Clawson: Absolutely. 

Sherry: Thank you. Was there anybody? Excuse me. Was there anybody else? I didn't 
see any other hands raised. Okay. I don't see any hands. 

Jen Clawson: Okay. Thank you, Sherry. 

Sherry: There is a hand that went up. 

Jen Clawson: Oh, let's grab it. 

Sherry: Let me find it. Should have gone to the top of your screen, but Natalie. Sorry, 
Natalie Grant? 

Natalie G: Yes. Natalie Grande. Thank you. 

Jen Clawson: Yes. Sorry. Hi. 

Sabrina Jones-S...: I have a question. I'm not sure if it's applicable to all of this, but we've had 
during the onboarding process we've hired or brought over experienced brokers 
from competing firms. And we've had a couple of occasions where when the 
license has been moved, we're like, great. All great, no problem. And we 
randomly look at the DL website to double check it and it shows that they're still 
with the old firm, even though they are showing appropriately underneath and 
nestled underneath their account. Has anybody else been coming across that 
problem? If not, I'm happy to share in to that email address, the specific, 
specific couple of examples that we've had. 

Sabrina Jones-S...: So, Natalie, it might be helpful for staff to know what process did you go 
through with that agent who made the change? Did their prior brokers separate 
the license? Did they self-separate? 



Natalie G: Oh, okay. I will investigate on the two different occasions, which process was 
taken, whether the firm release them or if they just release themselves. 

Julia: Okay. Actually this is a known issue in the system and they are working to fix 
that. Oh, so it is being worked. It's affecting everyone that has that type of 
relationship where they connect and disconnect. 

Natalie G: Okay. Thank you for that. And then I have another one. I have a few licensed 
brokers that are dually licensed in different states. And specifically for the state 
of California, they're asking for some sort of verification and they are not taking 
a screenshot of the license or anything like that. They're actually looking for 
some sort of documentation, official documentation coming from the DOL. I 
know that when I've helped somebody get the reciprocity from Canada, Canada 
provided that. I just don't know if our system has that capability or who can I 
reach out to obtain that on behalf for the broker? 

Sabrina Jones-S...: Are you asking about getting information from the DOL that your licensee has a 
license here in Washington? Cause they want to get licensed in Idaho? 

Natalie G: Well, they're licensed in California and for some reason, California. So they're 
licensed at both places, both in Washington and California. But now on this 
renewal, California is asking for verification of the Washington license. I don't 
know why in the past, I've been able to get that on the opposite end, but I don't 
know how to provide that to them with, because they're not accepting a copy of 
their license. 

Julia: They would need to, the licensee needs to request a license history and they can 
do that online. 

Natalie D.: Okay. Okay. And that's in their SA account? 

Julia: Yes. That is. 

Sabrina Jones-S...: Did you say we're not addressing questions in the chat? 

Jen Clawson: I've looked through the chat. We have some team members behind the scenes 
actually dealing with some of the very specific issues that are in there. If there's 
something that you think that we need to talk about or bring forward Sabrina, 
I'm happy to, 

Sabrina Jones-S...: Well, I just noticed Kelly's quick little question confirms have access to print 
broker licenses, please. And I know we've talked about this, but she might not 
have attended a meeting where the new system does not allow that. It's just it. 
No, we can't. No, we won't ever be able to, the best we can do is print, when it's 
available, hopefully July one, print the export. Right? 

Jen Clawson: Is that correct? Julia? That's my understanding. 



Julia: Yes, yes. Now the license is provided to the licensee in a PDF format and they 
can certainly share that PDF with whoever they choose to. So they could request 
that their staff email them a copy of that PDF. 

Sabrina Jones-S...: I'll voice this as I have voiced in the past and I get that, there's nothing that can 
be done, but getting one of our licensees to do that for us sometimes is akin to 
pulling their teeth out. Oh, for the days when we could go get a copy of their 
licenses, it would be super nice if we could do that. I hear we can't. But 
sometimes it's hard to get our licensees to do that for us, which is a frustration. 

Jen Clawson: And then I'm not sure on the Julie, can you answer the, do we send reminders 
to brokers? 

Julia: Reminders are sent via email. So yes, we do send reminders out. There's not a 
bug that's causing it not to go out. We do send out actually they get quite a few 
reminders of for renewals and that they have fingerprints do. 

Jen Clawson: Okay. So at this time, I think we're ready to adjourn our meeting. It's 11:41 AM. 
And our real estate commission meeting is adjourned. Thank you all. 

Julia: Thanks very much. 

Sherry: Thank you everyone. 

Natalie D.: Thanks everyone. 

Sabrina Jones-S...: Thank you. 
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